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Mr Peter Wyman CBE, DL 

C/o Jonathan Hollow 
The Money Advice Service 

120 holborn 
London 

EC1N 2TD  

Email: debtadvicefunding@moneyadviceservice.org.uk 

Dear Mr Wyman 

RESPONSE OF THE CHARTERED INSTITUTE OF CREDIT MANAGEMENT (CICM) TO THE 

INDEPENDENT REVIEW OF THE FUNDING OF DEBT ADVICE IN ENGLAND, WALES, SCOTLAND 
AN NORTHERN IRELAND 

The Chartered Institute of Credit Management (CICM) is the largest recognised professional body in the 
world for the credit management community. Formed over 75 years ago, the Institute was granted its 

Royal Charter in 2014.  Representing all areas of the credit and collections lifecycle, it is the trusted 
leader and expert in its field providing its members with support, resources, advice, and career 

development as well as a networking and interactive community. In addition to its comprehensive suite 
of qualifications and learning opportunities, events and magazine ‘Credit Management’, the CICM 

administers the Prompt Payment Code for BEIS. Independently, and through collaboration with business 
organisations, it provides vital advice to businesses of all sizes on how best to manage cashflow and 

credit. 

CICM members hold important, credit-related appointments throughout industry and commerce, and 

we feel it appropriate to respond to this Call for Evidence.  

Our consumer debt specialist has provided a response to several questions about the review’s key area 
of focus. 

If we can help in any further way please do not hesitate to contact us. 

Yours faithfully 

Glen Bullivant FCICM 

Chair of Technical Committee 
E : governance@cicm.com  

T : +44 (0)1780 722912 
W : www.cicm.com  

Follow us on Twitter  LinkedIn  and Facebook 
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RESPONSE OF THE CHARTERED INSTITUTE OF CREDIT MANAGEMENT (CICM) TO THE 
INDEPENDENT REVIEW OF THE FUNDING OF DEBT ADVICE IN ENGLAND, WALES, SCOTLAND 

AN NORTHERN IRELAND 

Please find below comments on the independent review from a CICM member working in the Debt 

Advice sector. The ansers to specific questions, applicable to the member, are as follows: 

Causes and Demand 

1.3 How does your organisation determine/define who needs debt advice and is there a 
mismatch between that and who, in practice, receives it? 

We would determine who needs debt advice by assessing the vulnerability of the individual and by 

undertaking detailed affordability assessments, either during a telephone call or face to face during a 

home visit.  In our experience, advice is generally offered to those that are able to make some form of 

limited payment.  Advice is often not available to those that have no access to any funds whatsoever or 

those who are struggling but not yet absolutely in debt.  

1.6 Could more be done to encourage people to seek advice earlier? If so, how and by whom? 

Yes, more could be done to encourage people to seek advice earlier.  This could be done by the creditor 

who has identified triggers/patterns in debt management or spend patterns.  Creditors generally risk 

profile their customer base and are aware of the triggers that move an individual into a default situation  

(for example, a regular payer that starts paying late, a direct debit payer that changes payment method 

etc). The creditor could offer their own advice or signpost to selfhelp websites that provide detail on 

how to reduce spend, create capacity in funds or reach out to experts for specialist support.   

Supply 

1.12 What are your views about how channel costs can or should change, taking into account 

your organisation’s strategy, shifts in consumer behaviour, and new technologies? Are you 
able to provide data on cost-effectiveness per channel? (If so, please say how you have 

defined cost-effectiveness for this purpose) 

It is our view that we need to provide the capability for consumers to be able to interact with their 

creditors in a way and at a time that best suits them, in the same way that they are used to purchasing 

services.  Consistently improving technology means that a consumer need not necessarily speak to an 

advisor to be signposted to the right kind of advice. We know that we can reduce the costs to serve by 

replacing telephone activity with interactive messaging/webchat by over 30% and in some instances we 

have increased customer interaction by over 20% using these technologies.  

1.13 Is enough being done to ensure the quality of the advice provided? If more should be 

done, how would this be best achieved and what are the cost and benefit implications? 

More could be done to ensure the quality of the advice provided.  This would mean better access to 

creditor information for the advisor.  Our experience is that the advisors are very well equipped to 

assess whether an individual should follow an insolvent route or to identify where they could increase 

their income with better benefits management/additional applications, but they tend to know very little 
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about the ways that large, high street creditors operate, the product types, options for 

forbearance/repayment etc. 

 

1.14 What are your views about how funding of debt advice could be more closely linked to 

better outcomes? 
 

Linking funding of debt advice to outcomes is likely to be difficult to monitor because the best outcome 

is that the consumer is left with a situation that is manageable in the short term and moves them out 

in the longer term.  This would require advisors to continue to monitor customer progress which would 

have significant process/system requirements which would of course attract high costs. 

 

1.17 Do you consider the current level of funding is sufficient to enable you to meet the 
demand for debt advice today and over the next five years? Are the current means by which 

you are funded the most efficient and effective? If not, what changes would you like to see, 
and why? 

 

We cannot comment on the current level of funding, however we are aware of the limited amount of 

advice that is available and how stretched advisors are.  

 

Beneficiaries 

 

1.19 Some people use free-to-client debt advice agencies and some people use fee-charging 

debt management firms. Based on your experience do you consider people find the route that 
is appropriate to their circumstances? 

 

Yes, based on our experience, consumers can generally find the route that is most appropriate to their 

circumstances, however especially in the case of fee charging debt management firms, we believe that 

there is only support available for consumers who have available funds to make some form of payment.  

If the consumer does not have access to any money, then the fee charging firms cannot help them.   

 

Causes and Demand 

 

2.2 If your organisation signposts individuals to debt advice, on what basis / using what 
triggers do you do so? Can you provide any data about the make-up of the debts of the people 

you signpost? 
 

The triggers that we use for signposting customers to debt advice are included within detailed corporate 

policies but in general are;  

 evidence that the consumer is vulnerable  

 evidence that the consumer is unable to afford to make a repayment or is unable to manage 

their debts 

 where the consumer has approached a fee charging organisation and has not been able to 

secure support  
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Funding 

 
2.6 What are your views about how funding of debt advice could be targeted more directly 

at the people who need it? 
 

Again, more could be done to ensure the quality of the advice provided.  This would mean better access 

to creditor information for the advisor.  Our experience is that the advisors are very well equipped to 

assess whether an individual should follow an insolvent route or to identify where they could increase 

their income with better benefits management/additional applications, but they tend to know very little 

about the ways that large, high street creditors operate, the product types, options for 

forbearance/repayment etc.  This would mean that advice could be targeted directly at the people who 

need it. 

 

2.7 What are your views about how funding of debt advice could be more closely linked to 
better outcomes? 

 
As mentioned previously, linking funding of debt advice to outcomes is likely to be difficult to monitor 

because the best outcome is that the consumer is left with a situation that is manageable in the short 

term and moves them out in the longer term.  This would require advisors to continue to monitor 
customer progress which would have significant process/system requirements which would of course 

attract high costs. 

 
Benefits 
 
2.10 Do you consider more should be done to quality-assure debt advice? If so, how, and 
should funding be increased to enable this? 

 

Yes, debt advice should be subject to the same scrutiny that applies to Creditors and Collections 

business. 

 

2.12 Some people use free-to-client debt advice agencies and some people use fee-charging 

debt management firms. Based on your experience do you consider people find the route that 
is appropriate to their circumstances? 
 
Again, based on our experience, consumers can generally find the route that is most  

appropriate to their circumstances, however especially in the case of fee charging debt management 

firms, we believe that there is only support available for consumers who have 
available funds to make some form of payment.  If the consumer does not have access to 

any money, then the fee charging firms cannot help them. 
 

3.1 What are your views on who benefits from debt advice, and why? 
 

Consumers and Creditors both benefit from debt advice.  Without it, high numbers of consumers could 
fall into great debt problems and be unable to manage their income. 
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3.2 Some people use free-to-client debt advice agencies and some people use fee-charging 
debt management firms. Based on your experience do you consider people find the route that 

is appropriate to their circumstances? 
 

Based on our experience, consumers can generally find the route that is most appropriate to their 
circumstances, however especially in the case of fee charging debt management firms, we believe that 

there is only support available for consumers who have available funds to make some form of payment.  
If the consumer does not have access to any money, then the fee charging firms cannot help them.   

 
3.4 Are there any particular considerations for the protected groups covered under the Public 
Sector Equality Duty (age, disability, gender reassignment, pregnancy and maternity, race, 

religion or belief, sex and sexual orientation; and marriage and civil partnership) that should 

be taken into account in my Review, and if so why? 
 

Not in our opinion. The very fact that they are protected groups dictates that they should be given 
appropriate consideration. 

 
3.5 What are your views about any political, economic, social or technological changes that 

might impact on the future of debt, debt advice and its funding in the next five years? 
 

Consumers are more open to obtaining support and advice by themselves – recommendation on social 

media, specific support groups or interactive websites needs to be taken advantage of.  Individuals are 
often more capable of helping themselves if they can do it in a way and at a time that best suits them. 
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