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1. Executive Summary 
 
This report was initiated by the threat of reduced face-to-face money advice 
casework after the recommissioning of the Money and Pensions Service 
(MaPS) contracts scheduled for March 2022. However, it soon became 
evident that a new approach to solving the problem of personal debt in the 
community is required. The report sets out the need for a Financial 
Partnership in Nottinghamshire that: 
 

• Delivers money advice services that are flexible and achieve equality of 
outcome as well as meeting demand. 

• Addresses the post COVID financial storm of increasing priority debt, 
rising inflation and pressures on household budgets. 

• Increases social mobility in our most excluded areas and communities 
(including skills, training and employability). 

• Increases financial capability. 
• Mitigates revenue pressures on providers of public services. 
• Contributes to improved public health. 

 
Clearly this can only be achieved by a joined-up approach involving advice    
providers, local government, business and the NHS. 
 
Update: The report was published just a few hours before MaPS announced 
the scrapping of the regional debt commissioning and a temporary extension 
of the existing contracts. Whilst this is welcomed, as it provides time to 
influence local commissioning of debt casework it does not change the 
underlying need to address financial resilience issues on the community. 
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2. Citizens Advice debt services  
 
Citizens Advice services in Nottinghamshire are the largest provider of free 
face-to-face debt advice in the county helping 6,500 people with money 
problems each year. During the pandemic there was a shift in debts by type 
with an increase in people presenting with priority debts, especially council tax 
arrears and housing debts. 
 

3. MaPS Contracts.  
 

Local debt services are at risk due to the re-commissioning of the largest 
source of funding for in-person debt advice, The Money and Pensions Service 
(MaPS), is moving away from local delivery under its tender specification to 
national and regional hubs. The bulk of this advice will be by remote means. 

 

 
 

In an open letter to the Money and Pensions Service the Institute of Money 
Advisers (IMA) said: “The trends evident for several years towards increasing 
priority debts, diminishing disposable incomes, and significant numbers of 
clients having a negative budget are likely to continue. These cases frequently 
require extensive casework, including negotiations and correspondence with 
priority creditors, typically provided by face-to- face advisers. The value of 
local face-to-face debt advice cannot be overstated: local knowledge and 
relationships developed by on-the-ground advisers with their local councils, 
fuel and utility companies, housing associations, foodbanks etc., enable the 
best outcomes to be achieved for clients in debt. We believe this local 
capability should be retained within the debt advice sector.”  
 

4. A Financial Storm.  
 
Recent data (December 2021) from the Bank of England reported a ten year 
high in inflation at 5.1%. Wholesale energy prices are pushing up costs for 
consumers and energy companies are going out of business. The Chancellor, 
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Rishi Sunak was quoted by the BBC to say; “we know how challenging 
inflation can be for families.” However, with ongoing causation being supply 
chain issues the current levels of inflation are set to be with us for some time 
to come. 

 
This also comes at a time when additional support for families during the 
pandemic such has Furlough and the Universal Credit uplift have been 
withdrawn. 

 
The Financial Conduct Authority (FCA) stated; “over the coming year, it’s 
likely that more borrowers will be in financial difficulty...due to the uncertain 
economic environment and the end of Government schemes, such as 
furlough.” It further expects; “greater demand for debt advice, including from 
consumers who would not previously have needed it.” 
 
The FCA went on to say: 
 
“It does not seem appropriate to us, therefore, to significantly reduce post-
pandemic face-to-face funding based on pre-pandemic demand.” 

 
Within this context Nottinghamshire and indeed the East Midlands is an area 
of low social mobility as demonstrated by the chart below. There was certainly 
a need address these issues in the region before the pandemic. 

 

 
Commission on Social Mobility 
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5. Client consultation:  
 
We wanted to get a client perspective to inform this review of debt and money 
advice and undertook a client survey. In the survey almost 60% of 
respondents told us that they prefer to receive debt advice in person.  

 

When asked about the customer care letter that we are required to send to 
the standard quality measures set by the existing MaPS contract 29% said 
they did not understand the letter at all or very well. Thankfully our 
caseworkers were on hand to explain the key points. This data is further 
evidence that a remote and formularised approach to advice services is not 
appropriate for everyone. The majority of clients who received face to face 
advice did report that we had resolved their immediate money worries.  
 
However, there is evidence from the consultation that some clients feel they 
need longer interventions to help them reach a position of sound financial 
management and therefore further capacity to address financial capability is 
required above the formulaic approach of the MaPS contracts. This position is 
supported by the return rate (clients returning to us after their case is closed 
who have not been able to sustain the outcome). Also, whilst the majority 
(78%) said they were able to budget better after receiving advice, 22% said 
they could manage only a little better.  
 
When asked how we can improve the service we were told: 

 
“Ongoing help being available.” 
 
“More face-to-face appointments and help with budgeting.” 

 
6. Meeting Demand for Debt Casework.  

 
Included in the review was a senior caseworker consultation in Ashfield and 
Broxtowe. Caseworkers told us that many of the debt referrals are for clients who 
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are just about managing for reasons of life events. Examples include illness, 
loss of employment, having caring responsibilities that reduce their capacity to 
earn or poor mental health. They also said that the complexity of the MAPS 
contract is unnecessary and did not meet the needs of many clients. They 
agreed that, irrespective of the outcomes of the recommissioning, debt and 
financial resilience work needs to be redesigned to achieve better outcomes 
rather than be target (outputs) driven. They reaffirmed the view that clients 
benefited from on-the-ground caseworkers with local knowledge and 
relationships with creditors, especially statutory authorities. 

 
Within this landscape Citizens Advice services in Nottinghamshire are 
concerned that our most vulnerable clients do not access advice in the way 
that MaPS have modelled the new service. As a result, we have calculated 
that there will be a shortfall in face-to-face debt advice after March 2022. Our 
analysis of the service concluded that 40% of all money advice clients will not 
achieve a lasting outcome without the additional support provided by having 
access to a dedicated caseworker who can explain their options in person. 

 
Calculation of in-person debt casework needs/demand 

 
Risk Factor Percentage  of clients 

Remote engagement fallout rate 40% 
Client preference towards face-to-face advice 60% 

Not understanding advice in writing 29% 
Can only manage money a little better after advice 22% 

Poor mental health 47% 
Return rate (in crisis again after case closure) 40% 

  
Average percentage of clients with high risk factor 39.66% 

 
Using this calculation and based on the annual number of debt clients we 
calculate that the proposed reduction from 14 to 7 MaPS funded caseworkers 
in the county will produce a shortfall of 5.2 caseworkers. 

 
(A)  (B) Total unique 

debt clients 
(C)      

40% 
(D) F2F 

caseworker 
FTE 
requirement 
(C ÷ 212) 

All debt clients 
Nottinghamshire 

6,484 2593.6 12.2 

    
Total   12.2 
Estimated MaPS allocation of face-to-face debt 

caseworkers April 2022 
7 

  
Additional f2f caseworkers required 5.2 
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7. Stakeholder Consultation.  
 
Our stakeholders told us during a consultation event held on 29th November 
2021 that they were concerned about a “reduction in face-to-face advice 
because it is where you can really get people talking and opening up.” The 
event was attended by representatives from health, local government, food 
banks and the Local Enterprise Partnership as well as all local Citizens 
Advice. One delegate said it is “staggering that funding for face-to-face is 
being cut.”  
 
A social prescriber commented that there are a growing number of older 
adults in higher levels of poverty.” A representative from local foodbanks 
informed the meeting that 72% of those needing a foodbank had mental 
health issues in the household. There were questions about wrap-around 
services supporting people with financial resilience and whilst examples of 
partnership working were given our conclusion from the meeting was that 
there is a clear case and support for a financial resilience partnership for the 
county. 

 

 
 
 

8. Building a Financial Resilience Partnership 
 
Citizens Advice services in Nottinghamshire are raising awareness of these 
issues at an early stage and looking at how we can attract additional 
resources, especially as the economy moves out of COVID measures and 
recovers from the pandemic.  
 
We are looking to secure access to the new MaPS services for our clients 
where appropriate and secure the local face to face debt service for those 
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least able to take advantage of remote services or services that do not meet 
their individual needs. This is something we had already included in our 
COVID Community Recovery Plans. 
 
However, this report is not just about the delivery of debt advice. Debt and 
financial resilience is an issue for the whole of society. We have seen the 
establishment of the Financial Shield pilot in Lambeth and the Financial 
Resilience Partnership in the City of Nottingham. Both recognise that low 
financial resilience not only has personal consequences but also impacts on 
the local economy, public services and health. We feel that there is a need to 
design system change through a similar partnership in the County. 

 
9. Conclusion:  

 
Changes to the MaPS contract will mean a halving of face-to-face debt 
casework in Nottinghamshire.  Calls to extend the existing (regional) contracts 
for a limited period have been met and whilst this is a temporary reprieve. 
Mush work is require to influence the final regional recommissioning in order 
that it is a closer fit to our identified need. 
 
We have reviewed trends and demand as well as consulting with clients and 
stakeholders. In addition, we have reviewed evidence from the Money advice 
Trust (MAT), FCA, IMA and taken note of national economic trends reported 
by the Bank of England. The context of the current situation is applied within a 
region (the East Midlands) that has historically poor social mobility. Our 
conclusion is as follows: 
 
• The continuation of face-to-face debt advice is essential for our most 

vulnerable clients 
• Support needs to be on a sliding scale of intervention according to need 

and ability to achieve the same outcomes for all. 
• Efficient use of resources with Early Intervention and financial capability is 

at the core of achieving equality of outcome. 
• There needs to be a Financial Resilience Partnership for the county and 

region that lifts people out of a constant fiscal struggle and enables then to 
fully participate in the economy, benefit from the labour market and 
increase social mobility. 

• Failing to address the need for debt advice and inequalities in financial 
resilience is likely to have a detrimental financial and strategic impact 
on our local partners. 

• The local and regional economy will be damaged and its ability to 
recover from the pandemic restricted if financial resilience is not 
addressed. Debt and financial resilience not only impacts on local 
businesses in terms of reduced demand and revenue, it can also be a 
barrier to employment. 
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This report is the start of a more detailed conversation with regional 
partners and national funders. Irrespective of the outcome of the MaPS 
recommissioning more work needs to be carried out looking at the success 
of other models such as the Financial Shield project and financial 
resilience partnerships. This is a call to action that designs a theory of 
change and achieves system change across the region. 

 
       

Citizens Advice services Nottinghamshire 
December 2021 
 
Update 20th December 2021: On 17th December 2021 the Money and Pensions 

Service announced that they were halting the recommissioning of regional (Lot 2) 
contracts stating that: ‘Having evaluated what was being offered through the 
submissions for Lot 2 (Regional) we had concerns that the services being offered 
would not adequately meet the needs of people in vulnerable circumstances at the 
scale we had hoped to achieve, or provide value for money.” 

 
This statement somewhat supports what we have concluded within the report. 
However, it does somewhat shift the blame to the applicants rather than the 
fundamental weakness in the tender specification itself. Many of our partners, 
including the existing holder of the East Midlands contract did not tender to remain a 
contractor under the recommissioning. 
 
The existing contract has now been extended for 3 months with a possible extension 
of 12 further months subject to due diligence. 

 
 


