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1. Executive Summary 

Why we have produced this Strategy Report 

Somerset may not be thought of by many outside or even within its borders as 

suffering from deprivation or financial exclusion. However, a significant number of 

its residents experience financial hardship, debt and a range of other challenges 

which are exacerbated by the rural nature of the county in relation to transport and 

access to services. 

We have produced this report in order to: 

 identify and address the problems that lead people to becoming financially 

and socially excluded 

 celebrate the good work that is already being done to help   

 propose new initiatives and coordinated actions that will help improve the 

situation (see page 4) 

This report was commissioned by the Somerset Strategic Housing Officers Group. It 

was completed with the support of a Project Group (including representatives from 

Knightstone Housing Association, DWP, Somerset County Council, the District 

Councils, Public Health, the Citizens Advice Bureau, the Community Council for 

Somerset, the Credit Unions and Somerset Churches.) 

Key financial inclusion issues in Somerset  
The issues faced by financially excluded people in Somerset mirror the national 

picture. However, the high costs of fuel which affect everyone, have a greater impact 

on people living in rural areas, and on those who are unable to pay by direct debit 

and have to use expensive prepayment systems. This is just one example of what is 

now known as the “poverty premium”. 

Ending child poverty by 2020 is a Coalition Government commitment. The latest 

Inland Revenue figures (HMRC 2011) for Somerset show that there were 15,645 

children living in low income families, an increase of 315 on the previous year. The 

proportion of over-indebted adults in Somerset (i.e. have been at least three months 

behind with their bills in the last six months) equates to around 57,000 individuals.  

It has been estimated that around 20,000 people in Somerset take out home 

collected credit (doorstep loans), of up to 272% or more (Somerset Community 

Banking Study). Foodbanks have expanded in Somerset as elsewhere in the country. 

Many people face difficulties in accessing appropriate accounts and affordable loans. 

This can lead to the options of taking out expensive and potentially dangerous 

alternatives.   

The UK economy grew by 1.9% in 2013, its strongest rate since 2007, according to 

the Office for National Statistics (ONS), although economic output is still 1.3% below 
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its 2008 first quarter level. In Somerset the number of long term unemployed 

claimants (for more than 6 months is 1,885) (December 2013) - a 2 year low, but this 

is still three times the figure of December 2008. The number of long term 

unemployed claiming (for at least 12 months) was 1,115, 7 times the number for 

December 2008 (Nomis). 

As regards low income and the poverty premium, a recent survey of 33 people by 

South Somerset CAB and Taunton CAB showed that “87% were clearly not benefiting 

from competitive pricing in the energy market.” One in every eight households in 

Somerset is believed to be in fuel poverty, and in West Somerset, this increases to 

one in five (Somerset Intelligence website). 

What’s in the report? 
The background report reviews the situation in the UK and Somerset, looking at: 

 statistical data, national and local reports, related strategies 

 surveys of clients affected by financial hardship 

 surveys of organisations involved in helping them 

 evidence of Somerset initiatives to address financial exclusion 

 ideas, recommendations and an action plan to promote financial inclusion 
 

The aim is to provide a vision for financial inclusion in Somerset. Much positive work 

is already happening to address these issues. The Project Group has sought to 

acknowledge this and identify the priorities and recommendations required to 

address financial exclusion. 

Key findings from the surveys 
Surveys carried out with people affected by financial hardship and with the 

organisations that are supporting them highlighted the key problems they face. In 

particular, they identified arrears and bills, problems with managing money, low 

wages, little or no access to the Internet, mental health issues and numeracy or 

literacy problems. 

The key characteristics of clients experiencing financial hardship included low paid 

work, single parents, unemployment, mental health problems and people with 

disabilities.  

The issues that were considered most significant included: 

 bills and arrears (96%) 

 welfare benefit issues (91%) 

 spare room subsidy or bedroom tax (65%) 

 payday loans (72%)  

 low wages (77%)  
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Detailed analysis of the issues is in the Appendix 1 of the main report. 

When asked about the types of support that would help most, there was a slight 

mismatch between client responses and organisation responses. Although top of the 

list for both was “Advice about money clients are entitled to”, for organisations next 

most important were “help with communication skills” and “making phone calls on 

behalf of a client”. For clients the next most important were “learning to manage my 

money better” and “help with the cost of important household items”. When asked 

about which groups were being overlooked, organisations responded: “people living 

in rural areas” (50%) and young people (34%). 

Amongst the suggestions and priorities for organisations replying to the survey were: 

“a co-ordinating group of Financial Inclusion Champions in Somerset to enable 

agencies to share their specialist skills”; “early intervention and awareness of 

‘mental distress’”; “help to find out about low interest loans / open a bank account”; 

“cap in payday loan charge and exclusion of high interest rate sites from local 

authority websites”; “help with switching energy provider to save money”. 

What’s happening now in Somerset?  

Many organisations in Somerset have a long history of addressing the challenges of 

poverty, financial hardship and exclusion. The recent challenges of welfare reform 

and increasing debt has meant that new, imaginative and more focused approaches 

are being taken.  

Statutory, voluntary, community organisations and social housing providers have all 

developed new ways of working (case studies are given in the full report).  

Here are a few examples: 

 Some housing associations have provided funding to credit unions, to assist 

tenants who are entrapped with doorstep and payday lenders. Another has 

Individual Empowerment officers providing 1-2-1 support to tenants who 

want to develop their lives but need help to get started 

 The Advice Services Transition Fund has enabled all the advice bureaux in 

Somerset to build partnerships to deliver advice and financial education in a 

range of locations. Early intervention and introducing money management 

alongside debt advice are increasingly seen as effective ways to work with 

clients  

 Local authorities, either as social landlords or in their statutory role, play a 

vital role in trying to reach people with debt or housing problems. The huge 

range of voluntary and community organisations are also key in helping with 

issues of access to the Internet, 1-2-1 support,  jobclubs and providing 

recycled furniture and white goods for low income families 
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Goal, Priorities and Recommendations 

The overall conclusion of this report, based on the demographic, local, national and 

survey evidence, is that Somerset suffers from many of the same financial exclusion 

issues as the rest of the UK faces. These problems are exacerbated by the rural 

nature of the county, the high cost of housing, significant literacy and numeracy 

issues, and the levels of digital exclusion. 

 

To address these issues, we have developed an overarching goal, six priorities and a 

number of recommendations (see Section 6 for recommendations).  

 

Goal 

 

To improve opportunities and resources for families and individuals in Somerset 

who are affected by financial hardship and exclusion by organisations working 

closely together  

 

Six priorities: 

 

Increase awareness and access to: 

1. Affordable financial products and services 

2. Debt advice and money management 

3. Financial education 

4. Employment and training 

 

To reduce: 

5. Digital exclusion  

6. The “poverty premium” 

 

 

 

 

We would like to thank all those who participated in the surveys and provided 

ideas. 
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2.  The Strategy – purpose and vision 

2.1 Why is a Financial Inclusion Strategy necessary?  

 Somerset may not be thought of by many outside or even within its borders 

as suffering from deprivation or financial exclusion.  

 However, a significant number of its residents experience financial hardship, 

debt and a range of other challenges which are exacerbated by the rural 

nature of the county in relation to transport and access to services. 

 The global economic crisis of 2008 and the implementation of national deficit 

measures that followed has had a profound impact on public and voluntary 

services, as well as businesses, employment and wages in Somerset. 

 Combined with a programme of radical welfare reforms these events have 

borne down most heavily, but not exclusively, on many of the county’s most 

impoverished and vulnerable citizens, resulting in conditions in which 

unethical and unscrupulous money lenders are thriving. 

 Significant numbers of Somerset’s residents face financial exclusion. Figures 

for 2011 show that there were 15,645 children living in low income families. 

It is estimated that 57, 000 individuals are over-indebted. Many face 

difficulties in accessing affordable or any transactional accounts. This can lead 

to the options of taking out expensive and potentially dangerous alternatives. 

 It was estimated in 2009 that 20,000 individuals in Somerset were taking out 

loans at 272% or higher. It is very likely this figure has only increased with the 

growth of companies providing payday loans.  

 The high costs of fuel which affect everyone, have a greater impact on people 

living in rural areas, and on those who are unable to pay by direct debit and 

have to use expensive prepayment systems. There are a range of other issues 

which play a significant role in financial exclusion: poor literacy and 

numeracy, low pay, the high cost of housing to rent, to buy and to heat, the 

impact of reductions in funding to local authorities and voluntary 

organisations, welfare reform, and the difficulties experienced by people with 

health and mental health problems. 

 The aim of this Financial Inclusion Strategy is to highlight the reasons for the 

financial hardship faced by a significant proportion of Somerset’s residents, 

and to put forward realistic, evidence-based recommendations to help 

minimise its impact on their health and wellbeing.  1 

                                                           
1
 see Priority 9, Somerset Health and Wellbeing Strategy, 2013 – 18: ‘Plan on a page’ 



6 
 

 The sponsors of this strategy have recognised the need for an effective and 

co-ordinated response, both to the impact and to the conditions which cause 

and exacerbate financial exclusion.  

2.2 What is Financial Inclusion? 
Financial inclusion covers a wide range of issues, including housing, debt, fuel 

poverty, affordable loans, health and access to services. ‘Financial services’ are an 

essential part of everyday life, including credit unions, banks, credit card companies, 

insurance companies, and consumer finance companies. 

People who face difficulties accessing and using financial services experience real 

detriment – in terms of the monetary costs of financial exclusion, but also the social 

and psychological costs of feeling excluded from mainstream society.2  

Transact, the National Forum for Financial Inclusion, defines it as ‘a state in which all 

people have access to appropriate, desired financial products and services in order 

to manage their money.”  They also state that ‘Households on a low income have an 

above-average likelihood of financial exclusion.’ 3   

People who are financially excluded are often those in poverty or experiencing 

disadvantage and as a result might: 

 Not be able to access affordable credit  

 Not want, or have difficulty 

obtaining a bank account  

 Be financially at risk through 

not having home insurance  

 Struggle to budget and 

manage money or plan for the 

unexpected  

 Not know how to make the 

most of their money 

 Be particularly vulnerable to 

unscrupulous and unethical 

money lending agencies  

 

The aim of financial inclusion is to 

provide opportunities and support for 

                                                           
2
 Kempson, E. and Collard, S.  (2012) Developing a vision for financial inclusion, University of Bristol, 

2012 
3
 Source: Transact Website –About Financial Inclusion   

http://www.transact.org.uk/page.aspx?sitesectionid=253&sitesectiontitle=About+Financial+Inclusion
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people who are struggling to make ends meet or who are actually living in real 

poverty and who experience poor health, diet and risk homelessness and court 

action.  

2.3 Vision for Financial Inclusion in Somerset 
“Somerset will be a place where all agencies that are capable of action to 

eliminate financial exclusion will work together to do so, and will promote 

greater understanding of its causes and effects.”  

2.4 Links to other key Somerset strategies   
Financial inclusion covers a number of policy and delivery areas. The following 

strategies contain elements that link to improving outcomes for Somerset people, 

whether they relate to education, health, housing or advice. 

2.4.1 Health and Wellbeing Strategy for Somerset (2013-2018) 

This overarching strategy provides a vision for the health and wellbeing of everyone 

in Somerset, but ‘focuses on making faster improvements for those who are most 

vulnerable and experience a poorer quality of life.’  

Its ‘Plan on a Page’ specifically addresses poverty and financial inclusion in Priority 9:  

‘Poverty – Monitor and minimise the health and wellbeing impact of financial 

hardship’. 

The Health and Wellbeing Strategy is informed by the Somerset Joint Strategic Needs 

Assessment (JSNA) 4. 

2.4.2 Somerset Strategic Housing Framework (2013 – 16)  

Recognising that “housing and health are intrinsically linked”, this framework ties 

together these two important areas of service delivery. 

Its vision is to: “Provide the opportunity for people to live in decent, warm and 

affordable homes, where communities are sustainable and built on partnership 

working with shared responsibilities.”  

Priorities 1 and 3 are: “To increase the supply of affordable housing to support 

economic growth and development” and “To meet the housing and accommodation 

related support needs of the sub-region’s most vulnerable residents.”  

Actions include: “Combat deprivation by ensuring the diversification of the tenure 

mix within existing and new developments” 

                                                           
4
 an online resource of data and analysis provided as part of the Somerset Intelligence website: 

http://www.somersetintelligence.org.uk/jsna.html 
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2.4.3 Children and Young People’s Plan (2013 – 2016) 5 

This strategy highlights the importance of joint working across policy areas and 

maximising income for families. Under the aim of “tackling Inequalities and 

narrowing the gaps”, it identifies the following challenges emerging from the 2013 

Needs Analysis: 

 Reducing the high rates of deprivation and child poverty, particularly the 

urban centres 

 Addressing the widening socio-economic and gender inequalities affecting 

rural youth in Somerset 

 Improving health outcomes for children in care, and other disadvantaged 

young people 

It makes a commitment to reducing and limiting the effects of child poverty, ‘with a 

particular focus on supporting parents to access work, benefits and childcare (via the 

Troubled Families Programme Board and the Somerset Employment and Skills 

Board)’. 

2.4.4 Heart of the South West Local Enterprise Partnership (LEP) - Strategic 
Economic Plan 

The LEP’s Mission Statement is: 

‘To make our area the place of choice to live, work, learn, visit and invest; we 

want to achieve sustainable and skilled jobs, improved productivity and 

economic growth in order to achieve prosperity.’ 

Its priorities include: 

 Investing in skills and development to increase job opportunities and move 

people into the job market   

 Digital literacy for inclusion, progression and business growth (including 

‘Opportunity to utilise digital platforms to address social issues, but this is 

dependent on improving digital skills’)   

 Moving into employment - focusing on: youth, long term unemployed and 

economically inactive; Careers Advice and Progression; Improving workforce 

skills 

 

The LEP has also developed The EU Structural and Investment Fund Strategy6 to set 

out how it will use European Structural and Investment Funds (ESIF): 

                                                           
5
  Source: http://extranet.somerset.gov.uk/somerset-childrens-trust/cypp/  

http://extranet.somerset.gov.uk/somerset-childrens-trust/cypp/
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 Place – Digital infrastructure   

 People – Digital literacy for inclusion, progression and business growth 

 Provide training to support rural businesses and communities to enable 

residents and businesses to enable Digital by Default (p 67) 

 Addressing social and economic exclusion e.g. 

 Supporting those furthest from the labour market 

 Tackling in work poverty (p 91) 

 

3. The national and Somerset picture 

According to a recent Joseph Rowntree report7, almost 13 million people are living in 

poverty in the UK and “people (are) remaining in poverty despite moving in and out 

of work, with some facing very severe hardship”. Headline findings include: 

 More than half of the 13 million people living in poverty in the UK in 2011/12 

were in a working family 

 Average incomes have fallen by 8% since their peak in 2008. As a result, around 2 

million people have a household income below the 2008 poverty line but are not 

considered to be in poverty today 

 The number of people in low-paid jobs has risen. There are now around 5 million 

people paid below the living wage 

 Following recent changes to the social security system, many people on means-

tested benefits have reduced incomes 

 Around 500,000 families face a cut in housing benefit via the under-occupation 

penalty and a reduction in income following the replacement of Council Tax 

Benefit with local Council Tax Support schemes 

 The level of benefits for an out-of-work adult without children now covers only 

40% of what the public considers to be a minimum standard of living. For families 

with children this figure is no more than 60% 

 The number of sanctioned jobseekers with a reduced entitlement to JSA doubled 

in 2010 to around 800,000 8  

                                                                                                                                                                      
6
 Source: http://www.heartofswlep.co.uk/sites/default/files/user-88/Heart_of_the_SW_EUSIF-

_Final04-02-14.pdf   
 
7
  Source: Annual Monitoring Poverty and Social Exclusion: New Policy Institute, published by the 

Joseph Rowntree Foundation JRF  December 2013 
 
8
 This figure is likely to have increased considerably following the new sanctions regime, introduced 

on 3rd December 2012.  https://www.gov.uk/government/collections/dwp-statistical-summaries  

http://www.heartofswlep.co.uk/sites/default/files/user-88/Heart_of_the_SW_EUSIF-_Final04-02-14.pdf
http://www.heartofswlep.co.uk/sites/default/files/user-88/Heart_of_the_SW_EUSIF-_Final04-02-14.pdf
http://www.jrf.org.uk/publications/monitoring-poverty-and-social-exclusion-2013
https://www.gov.uk/government/collections/dwp-statistical-summaries
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3.1 Poverty and Equalities 
In recent decades equality legislation has been introduced in response to a large 

body of statistical and qualitative evidence that certain groups in society experience 

discrimination resulting in social exclusion and economic disadvantage that is 

disproportionate in comparison with the general population.  

Research carried out by the Institute of Public Policy Research (IPPR) on behalf of the 

Equality and Human Rights Commission (EHRC) in 2010 explored financial exclusion 

as it affects people protected under current equality legislation. Their findings 

identified gaps in the available data relating to some of the ‘protected 

characteristics’9, for example the report pointed out that the financial exclusion of 

women can be masked when data is based on household circumstances:  

 “There is a significant body of evidence to show that financial assets are not equally 

shared between male and female household members.”  

Their report shows that some people who share protected characteristics are at 

significantly greater risk of financial exclusion than the wider community in terms of 

access to: transactional bank accounts; savings; pensions; insurance cover; 

affordable credit and financial advice.10  

For most protected groups disadvantages in the labour market have impacted upon 

both current and past earnings, affecting their ability to benefit from occupational 

pensions and other savings:  

 Women (with the exception of the older generation) are more likely than men to 

take on high-cost credit and have only state pensions to look forward to  

 A higher proportion of Black and Minority Ethnic groups, (particularly women) 

have no bank account; are more likely than the white population to lack savings, 

and to lack house contents insurance because of cost  

 People with disabilities and limiting health conditions are twice as likely to have 

no bank account compared with non-disabled people. They are less likely to be in 

work, and more likely to have lower wages if they are. They are more likely to 

retire early with no private pension, savings or house contents insurance and 

more likely to use high-cost credit facilities 

                                                           
9
 The Equality Act 2010 specifies nine ‘protected characteristics’ and defines the unlawful 

discrimination in relation to these characteristics  

10
  Review of access to essential services: Financial inclusion and utilities; IPPR report to the Equality 

and Human Rights Commission Kayte Lawton and Reg Platt, September 2010  
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 Younger adults (aged 16-24) are more likely, among all age groups, to lack a bank 

account or savings, and this applies to young men more than young women  

The report also suggests that adults with some types of learning difficulty or 

disability, serious mental health problems, terminal illness or addiction problems 

may temporarily or permanently be unable to manage their own finances, and doing 

so could put them at extra risk. However, “this does not necessarily mean that it is 

acceptable for such individuals to be completely financially excluded, simply that 

they may not be able to use particular products and services”.  

3.2 Child Poverty  
The Coalition Government renewed the commitment to end child poverty by 2020, 

and the Child Poverty Act 2010, which received Royal Assent on 25th March 2010, 

compels action to be taken by government at national and local levels. The existing 

target, set in 1999, aims to reduce the number of households with an income less 

than 60% of the median UK earnings. 

While it is commonly thought that people living on out of work benefits are those 

most likely to experience financial exclusion, ‘families with a traditional 

“breadwinner” model, where one parent (usually the father) goes out to work while 

the other stays at home to care for children, are the largest group of households 

with children living in poverty’. 11  

3.2.1 In Somerset 

The most recent government figures for Somerset show that in 2011 (published in 

September 2013) there were 15,645 children in low-income families in Somerset. 12  

3.3 Low income and the Poverty Premium  
A Save the Children report published in 2011 outlined the scale of the extra costs 

that people on low incomes face, describing this as a “poverty premium”: ‘It is a 

shocking fact that families on a low income are still paying more for their basic goods 

and services than better-off families’.13  

Save the Children calculated that this annual ‘poverty premium’ can amount to more 

than £1,280 for a typical low-income family. Moreover, this figure has risen by over 

£280 since Save the Children’s original research was conducted in 2007. 

                                                           
11

 Source: http://www.jrf.org.uk/media-centre/traditional-breadwinner-families-now-largest-group-
in-poverty 
12

 Source:  http://www.hmrc.gov.uk/stats/personal-tax-credits/lsoa-local-auth08.xls 
13

 Source:  The UK Poverty Rip-Off: the poverty premium;  Save the Children (January 2010) 
 

http://www.jrf.org.uk/media-centre/traditional-breadwinner-families-now-largest-group-in-poverty
http://www.jrf.org.uk/media-centre/traditional-breadwinner-families-now-largest-group-in-poverty
http://www.hmrc.gov.uk/stats/personal-tax-credits/lsoa-local-auth08.xls
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Expensive prepayment systems for energy, steep rates on borrowing and higher 

insurance premiums all contribute to the problem. 

In 2011 a fifth of the extra costs came from fuel bills, with poorer families paying an 

average of £1,135 for gas and electricity annually, compared with £880 for other 

families. Many did not have access to a bank account leaving them no option but to 

use more expensive prepayment systems such as smartcards, keys or tokens. 

Low-income families with a poor credit history have little choice if they need to 

borrow. The options of a 0% bank overdraft facility or a low-interest bank or credit 

card loan are not available. For many the only options presented to them are 

doorstep lenders, pawnbrokers, payday lenders or buy-back stores all charging 

varying high-cost loans.  Doorstep lenders or catalogues can charge interest rates of 

up to 1,000% APR. 

The research also found that because poorer families tend to live in areas where 

there is a higher risk of crime, they can pay on average 48% more for car insurance 

and 93% more for home contents insurance. 

For many low-income households who do not have Internet access there is little 

opportunity to shop around for the best deals on energy, insurance and goods.  

3.3.1 In Somerset 

Surveys carried out by South Somerset and Taunton Citizens Advice Bureaux (CABx) 

in January 2014 during Citizens Advice ‘Big Energy Week’ confirmed the poverty 

premium. 

Of the 33 respondents “Over half who answered the relevant question were aware 

that they probably pay more than the cheapest energy prices available. When 

combined with the proportion who ‘did not know’, a massive 87% of respondents 

are clearly not benefiting from competitive pricing in the energy market.”   

“52% of this sample of Somerset residents do not have easy access to the Internet, 

and a significant minority of those who do have access do not know how to use it to 

secure the cheapest fuel.” 

3.4 Fuel Poverty 
The latest official fuel poverty statistics from the Annual Fuel Poverty Report (2013) 

calculated under a new formula (the low-income high cost measure) show that 2.6 

million households were fuel poor in England in 2011.14  

                                                           
14

 under the previous measure based on household spending 10% of income on fuel the figure was 3.2 
million. 
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3.4.1 In Somerset 

One in every 8 households in Somerset is believed to be in fuel poverty, but in rural 

West Somerset, this can increase to one in 5 because it is largely off the gas network 

and contains many solid-walled, ‘hard to heat’ homes. 15 

In one local initiative to address the issue, the Community Council for Somerset has 

joined forces with a utilities broker, to provide an opportunity for individuals, 

businesses and community groups to save money on their energy bills. 16 

3.5 Debt  
According to research commissioned by the government appointed Money Advice 

Service,17 an estimated 18% of adults in the UK are ‘over-indebted’, i.e. have been at 

least three months behind with their bills in the last six months, or have said that 

they feel their debts are a heavy burden. 

 48% of those included in the study felt that being in debt is preventing them from 

buying the basics, and this figure rises for those with families. 

3.5.1 In Somerset 

Within Somerset, the proportion of over-indebted adults ranges from 10.9% in 

Mendip to 16% in Sedgemoor. If applied to Somerset’s 18 and over population, this 

equates to around 57,000 individuals in the county overall.  

 

 

 

 

 

 

 

 

 

 

                                                           
15

 Source: http://www.somersetintelligence.org.uk/fuel-poverty.html 
16

 Source: http://somersetrcc.org.uk/somerset-energy-group/  
17

 Indebted Lives – the complexities of life in debt, Money Advice Service, (November 2013) 

http://www.somersetintelligence.org.uk/fuel-poverty.html
http://somersetrcc.org.uk/somerset-energy-group/
https://www.moneyadviceservice.org.uk/en/static/indebted-lives-the-complexities-of-life-in-debt-press-office
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Evidence from Citizens Advice statistics for Somerset shows that the number of 

people seeking advice for benefit related problems rose between 2011 and 2013, 

while debt and housing related problems remained at 27% and 7% respectively.  

The main types of debt issues brought to CAB are unsecured personal loan debts, 

credit, in store and charge card debts, debt relief orders, water supply and sewerage 

debts, Council tax and 

community charge 

arrears.  

 

West Somerset Advice 

Bureau data showed a 

marked increase in benefits problems but a decrease in debt and other problem 

areas over the same period. 

The top 5 debt issues (WSAB) were: 

 

 

 

 

 

 

3.6 Home collected loans / Payday loans 
Since the financial crisis mainstream lenders have been lending less and the use of 

other types of lending has increased. In particular the use of some forms of high-cost 

credit—such as home credit (where loans are purchased at the borrower's home and 

the lender collects repayments at the borrower's home) and payday lending—has 

gone up significantly in recent years. Between 2004 and 2010 payday lending levels 

increased nearly 20 fold from £100m to £1.9 billion, and the number of customers 

using these loans is now nearly 2 million.18    

Provident and other home collected credit companies lend money to people who 

often (but not always) cannot borrow from elsewhere (26% have credit / store 

cards). A Provident loan of £500 repaid over 32 weeks would cost £800 (APR 

                                                           
18

 Source: http://www.publications.parliament.uk/pa/cm201314/cmselect/cmpubacc/165/16505.htm 

http://www.publications.parliament.uk/pa/cm201314/cmselect/cmpubacc/165/16505.htm
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399.7%). 19 This means that residents taking out home collected loans are paying at 

least 250% APR more than they would if they were able to access a loan from a 

credit union of between 12.7% and 26.8%. 

Nationally, attempts have been made to block websites for all known payday 

lenders. For example, “All councils in West Yorkshire – Bradford, Calderdale, Kirklees, 

Leeds and Wakefield - along with City of York Council have taken the step to block 

the sites of almost 200 high interest Payday lenders.” 20 The possibility of this being 

adopted by Somerset local authorities has been suggested by at least one Advice 

Services Transition Fund project.  

3.6.1 In Somerset 

Niall Alexander’s Somerset Community Banking Study (2009) provides the most 

recent assessment of home collected credit in Somerset, estimating that around 

20,000 people take out these type of loans, equivalent to an Annual Percentage Rate 

(APR) of 272%. 

‘It is likely that Somerset will be on the low end of home collected credit, the rural 

dimension makes it difficult for self-employed collectors to generate a “round” of 

120 – 150 customers within a reasonable radius. However, the lack of alternative 

provision and the population density of urban areas such as Taunton, Bridgwater, 

Frome and Yeovil make it likely that the national average of 4.7% of the adult 

population using home credit will be reached. 4.7% of Somerset’s adult population is 

19,660. 

‘Supporting affordable credit alternatives is vital in Somerset … even a best case 

scenario would see only around 5% of home credit customers making a choice based 

on a lower cost alternative. Nevertheless, 5% of almost 20,000 potential home credit 

customers would be 1000 additional people saving around £343 per typical loan.’ 21  
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 See website: http://www.providentpersonalcredit.com/how-provident-online-works/ ‘Borrow 
between £100 and £500* for new customers, but as we get to know you, you could borrow more. 
A friendly local Agent will deliver the money direct to your door. Make manageable weekly 
repayments collected from your home by your agent.’ 
20

 Leeds City Council Press Release – 3
rd

 September 2013 
 
21

 Somerset Community Banking Study, (2009) Alexander, N. pp 40 - 42 

http://www.providentpersonalcredit.com/how-provident-online-works/
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Case Study 
The Balsam Centre, Wincanton 
Helps with financial inclusion by offering:  
 
- Free services, such as a Men’s Shed for unemployed/retired men to work in a workshop 

making items for the community clubs and classes at a minimal cost (£1-£2 or free) eg 
games club to curb isolation for those with limited funds  

- Volunteering opportunities for people wanting to expand their CVs in order to get back 
into work  

- Low cost computer courses for people with no or little IT skills  
- Low cost EDSL English classes  
- Free advice for job hunting and help with writing a CV through the Job Done Project  

3.7 Employment / Unemployment  
At 5.6% ,Somerset’s unemployment rate is lower than the national average - 7.9% 

(September 2013 Annual Population Survey). 

3.7.1 Long term unemployment in Somerset  

The number of long term unemployed for more than 6 months is 1,885 (December 

2013) - a 2 year low, although three times the figure of December 2008. The number 

of long term unemployed claiming for at least 12 months was 1,115 in December 

2013, still 7 times what it was in December 2008. 

3.7.2 Not in Education Work or Training (NEETS) in Somerset   

770 young people (4.5% of Somerset population) aged 16-18 are Not in Education 

Work or Training (end of 2012).  The average for the South West is also 4.5%. 

However, there is also a figure 

“activity unknown” for 11.6% of 

Somerset NEETs.  

As with all working age 

claimants (now 5,505), the 

number of claimants aged 18-24 

in December 2013 has dropped 

to a 5-year low, of 1,645. 

The number of 18-24s claiming 

JSA for at least 6 months rose in 

2012 but has fallen since 

February 2013 to 645 in 

December 2013.22 
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 Source: NOMIS – October 2013 www.nomisweb.co.uk 

Knightstone Housing apprentices with Chief Executive Nick Horne 
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3.8 Housing 

3.8.1 In Somerset 

Affordable housing is one of Somerset’s biggest challenges. Somerset ranked 43rd 

out of 49 sub-regions in England and Wales in terms of affordability (1st being the 

most affordable).  

A broad definition of affordability is no more than 40% of tenants’ income being 

spent on housing costs. In practice this is becoming a huge challenge for many 

people, not least for social housing landlords who have to make the decision on 

whether to take on tenants who may struggle to pay their rents. 

Living, Working Countryside – The Taylor Review of Rural Economy and Affordable 

Housing stated that large scale migration to rural areas has pushed house prices 

significantly above the national average whilst those working in rural areas earn 

substantially less than their urban counterparts.  

‘It reinforces the need to create better job opportunities for those living in rural 

areas whilst providing affordable housing for them if rural areas are not to 

become exclusive enclaves of the wealthy and retired.’ 23 

3.9 Welfare Reform 
Welfare reform changes introduced and planned are having a significant impact on 

residents and the organisations working with them. There is clear evidence that 

arrears are building up, despite strenuous efforts by housing associations, advice 

bureaux and local authorities to advise and mitigate. 

These changes include: 

* Limiting housing benefit payments for people under 35 to the shared room 

rate (up from 25) 

* Reductions in housing benefit (of 14% or 25%) for individuals or families that 

are deemed to have more rooms than they need  is resulting in greater debt  

for those who are unable or unwilling to move from their home 

* Capping rises to most working-age benefits and tax credits at 1% instead of 

rising in line with inflation (including jobseeker's allowance, employment and 

support allowance and income support)  

* The Local Assistance Scheme has replaced the Social Fund and no longer 

provides cash or loans to help people get basic essentials. In 2015 central 

government will no longer fund this scheme leaving it up to local authorities 

as to whether to continue it 

                                                           
23

 Source: Somerset Strategic Housing Framework 



18 
 

The introduction of Universal Credit will mean housing benefit payments are paid 

directly to tenants making it harder for socially excluded applicants to gain private 

sector tenancies. It will also put new money management expectations on people 

who have until now had their rents paid direct to the landlord. In addition Universal 

Credit will be paid monthly in arrears which may lead some claimants into budget 

difficulties. Together with the impact of “digital by default” – claims must be made 

online - this means that organisations working with the vulnerable and excluded 

groups must make particular efforts to avoid further disadvantage. 

3.10 Foodbanks 
The Trussell Trust reported in April 2013 that foodbanks saw the biggest rise in 

numbers giving emergency food since the charity began in 2000.24 (See Section 4.7 

for What’s happening in Somerset). Malnutrition statistics for Somerset nearly 

doubled from 110 to 215 between 2011/12 and 2012/13. 25 

3.11 Rurality 
Somerset is one of the most rural counties in England. As the Somerset Intelligence 

website states - Its population density of 1.5 people per hectare is well below the 

England average of 4.1 per hectare. 48 of Somerset's 138 council wards have a 

population density of under1 per hectare.  West Somerset's density of 0.5 per 

hectare is one of the five lowest of any local authority in England.  

When a population is widely dispersed across a large area, it creates difficulties not 

only for people to travel to access services but also for other service providers to 

reach the people.  

Barriers to housing and services form one of the major factors in deprivation and in 

the 2010 Indices of Multiple Deprivation, Somerset has three of the six most 

deprived Lower Super Output Areas (LSOAs, out of more than 32,000) in England for 

                                                           
24

 Rising cost of living, static incomes, changes to benefits, underemployment and unemployment 
have meant increasing numbers of people in the UK have hit a crisis that forces them to go hungry.’ 
The Trust outline the reasons for use of foodbanks as follows: 
‘Only four per cent of people turned to foodbanks due to homelessness; 30% were referred due to 
benefit delay; 18% low income and 15% benefit changes (up from 11% in 2011-12). Other reasons 
included domestic violence, sickness, refused crisis loans, debt and unemployment. The majority of 
people turning to foodbanks were working age families.’ (Source: http://www.trusselltrust.org/stats) 
 
25

 Source: Activity in English NHS Hospitals and English NHS commissioned activity in the independent 
sector. “While the data does not include information on the circumstances of each diagnosis, the rise 
coincides with a dramatic increase in the cost of living, and a spike in demand for charity food hand-
outs. The figures, broken down by region, reveal the heaviest burden of hunger is being felt in rural 
areas. Hospitals in Somerset saw the most cases, with 215 diagnoses, followed by Cornwall and Scilly 
Isles.”  Source: http://www.independent.co.uk/life-style/health-and-families/health-
news/malnutrition-cases-in-english-hospitals-almost-double-in-five-years-8945631.html  
 

http://www.trusselltrust.org/stats
http://www.independent.co.uk/life-style/health-and-families/health-news/malnutrition-cases-in-english-hospitals-almost-double-in-five-years-8945631.html
http://www.independent.co.uk/life-style/health-and-families/health-news/malnutrition-cases-in-english-hospitals-almost-double-in-five-years-8945631.html
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this 'domain'. 26 The areas with the greatest proportion of deprived LSOAs in 

Somerset are the rural areas of West Somerset and urban areas of Bridgwater, 

Taunton and Yeovil. 

4. What’s happening in Somerset to promote financial 
inclusion? 

A wide range of organisations are working to support Somerset residents on issues 

connected with financial inclusion.  Some of these are accredited, and some are not - 

it is wise to check the relevant organisation's experience and accreditation before 

using it.   

Below is an indication of the types of support available.  

4.1 Advice services 
Debt advice has various levels of complexity – from dealing with non-priority debts 

to priority debts where a home could be at risk or a custodial sentence could be 

looming.  

Debt advisers offer various services depending on their level of specialism and there 

is limited availability for assistance in processing bankruptcies, debt relief orders and 

court papers. Basic support includes help with working out budgets to assess income 

and expenditure, maximising income where appropriate and negotiating with 

creditors.  

The four Citizens Advice Bureaux in Taunton Deane, Sedgemoor, Mendip and South 

Somerset, together with West Somerset Advice Bureau provide debt advice across 

the county. Other organisations providing debt advice include Wessex Resolutions, 

Christians against Poverty, housing 

associations, church groups and 

other voluntary groups.  

Advice Services Transition Fund 

Somerset was very successful in 

that each of its five districts 

obtained funding from the Big 

Lottery to support the 

development of partnership advice 

services across the county. Each 

bid had a different name: Target 

Taunton; West Somerset CAN!; 

Help and Advice across Sedgemoor 
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 http://www.somersetintelligence.org.uk/files/Somerset_IMD_2010_Summary.pdf 

Launch of the South Somerset Alliance Project 

http://www.somersetintelligence.org.uk/files/Somerset_IMD_2010_Summary.pdf
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Case Study 

Sedgemoor CAB  

 

‘Client presented to the bureau with multiple debt issues. The client had recently 

experienced a mental breakdown which further resulted in relationship issues, psychiatric 

help and loss of employment. Prospects of employment in the immediate future did not 

look good. A referral was made to our relationship specialist to address the peripheral 

issue of relationship breakdown and GP assistance was already being sought. 

 

We took the client through a full income maximisation check which highlighted 

entitlement to housing benefit and council tax reductions as well as sickness benefit. The 

client was supported to make the relevant applications by our specialist workers. 

 

In respect of the debts, the client was unsure exactly how much and to whom he owed 

money. We requested a credit report for him and drew up a financial statement. We 

provided the client with budgeting advice and put him in a position whereby all 

reasonable household expenditure became affordable on benefit income only. This 

included exploring various schemes his utility companies offered in order to minimise 

expenditure levels as well as successfully negotiating holding periods with creditors and 

bailiffs. However, the debt situation still remained. 

 

We outlined debt options and subsequent consequences before the client decided to opt 

for a Debt Relief Order (DRO). With our support we were able to guide him through the 

process and initiate the application. Our in-house DRO intermediaries then submitted the 

online application and the DRO was approved, thus resolving the client’s debt issues. 

 

Looking at the client’s situation pre and post CAB advice, his circumstances were greatly 

improved.’ 

(HAAS); Mendip Mobile Advice Service; and South Somerset Alliance.  

South Somerset Alliance is made up of South Somerset District Council, South 

Somerset CAB, South Somerset Voluntary and Community Action, Yarlington Housing 

Group, Age UK Somerset, South Somerset Mind, Yeovil College and Somerset Advice 

Network. 
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Case Study  

Wessex Resolutions CIC  
Provide holistic, client centred, home visiting, money advice services to residents of West Somerset in 

partnership with West Somerset Advice Bureau.  

Wessex Home Improvements Loans provide affordable loan finance to assist financially excluded 

people in need of essential home improvements, in partnership with 20 South West Councils.   

 

Case Study  

Jim had a very good job earning £35,000 pa, managed his finances, had a nice home with his wife and 

was a recovering alcoholic.  

Unexpectedly Jim found himself in a situation which led to drink and within months he was 

unemployed, homeless and living in a car with mounting debt. Jim disclosed that he suffered from 

depression; he had sought advice from another agency 8 months earlier to apply for a DRO. Jim had 

managed to pay £15 towards the fee but no more, the case was closed and the debt mounted…..  

Our adviser arranged a home visit and had an open discussion to identify Jim’s goals and what he 

wanted from our service. We explained what we could and couldn’t do for him and that we wouldn’t 

be able to meet if, at the time, he was under the influence of alcohol. Jim agreed that he would stay 

sober and attend meetings.  

Jim’s case was complex. It took a couple of months to establish his income and agree payments to his 

priority creditors. Once these repayments were agreed, he maintained them without default.  

To assist Jim to achieve his goals and remove barriers to accessing local services, we worked with a 

variety of agencies to provide a holistic client centred service. Jim had help from the food bank and 

homelessness team and support with his alcoholism. Applications were made for charitable funding 

to assist with some essential items for his new home and the adviser tailored the advice and support 

to enable Jim to regain control and empower him to make his own decisions. 

Jim presented with a council tax bill for a previous address, and was adamant that he was not liable 

to pay. Our adviser checked, verified and challenged this with the council tax department and also 

applied for council tax hardship which was awarded.  

The adviser explained all the viable debt strategies for dealing with his non-priority creditors. Jim 

decided that applying for a DRO was his preferred option. The Adviser secured charitable funding to 

pay the remaining DRO fee.  

Jim has remained sober, and now discusses in detail any letters sent to him from creditors and can 

have a clear and reasoned discussion about his financial situation. He has taken ownership of his own 

affairs.  

Today he rang to check the date and time of the next appointment ; he said he didn’t want to miss it. 
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Case Study 

Somerset Advice Network  

 

SAN’s aim is to make it easier for people to get advice when they need it. They provide an Online Referral 

System enabling organisations to refer clients speedily and securely.  40 organisations and nearly 300 staff 

have been trained in the use of the system. Their website provides links to information and advice on 

issues such as Welfare Benefits, Finance, Debt, Housing, Family, Employment, and Discrimination. All 

advice listed is free unless otherwise stated. 

 

Case Study 

Mind in Taunton and West Somerset  

 

Name changed for confidentiality reasons: 

‘Raymond needed help with budgeting as he would be coming into some money from the sale of his 

house.  Raymond explained his personal circumstances and the fact he has split up from his wife and 

they are selling the house.  Due to Raymond having mental ill health he needed advice on how to budget. 

 

At the first appointment we discussed his finances and what I could do to help.  I gave Raymond a 

budgeting form for him to fill in, and the following week we went through the budgeting tool kit.  He was 

really pleased as there were other expenses he did not take into count, like taking the kids out for the 

day etc.  

 

Raymond and I discussed bank accounts, saving accounts and ISA.  Raymond decided to open some ISA’s 

to put the money in from the sale of his house. 

 

Raymond was very happy with the outcome of our budgeting and also said he needed the help as he was 

worried he would spend it all.  Also Raymond will now put some of the money down as a deposit on a flat 

so his kids could come and stay.’ 

4.2 Financial capability / money management 
Being able to manage money and keeping track of finances are key elements of 

financial capability and financial inclusion. This has become an increasingly 

important part of efforts to promote financial inclusion. 27 
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 Recent research from the Personal Finance Education Group (December 2013) shows that “Despite 
new technology such as online and mobile banking, 60 percent of UK adults believe that managing 
money is more difficult now than it was 10 years ago, with only 12 percent finding that it had become 
easier.”   
Just five percent of adults believe that young people leaving school are adequately equipped to 
manage their personal finances. The implications of this are that those on low incomes and/or with 
poor educational attainment will struggle even more to stay out of debt and maintain their homes, 
health and wellbeing.  (Source: Personal Finance Education Group 11 Dec 2013 
http://www.pfeg.org/about-us/news/new-searchour-personal-finances%20getting-harder  

http://www.pfeg.org/about-us/news/new-searchour-personal-finances%20getting-harder
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Case Study 

Financial Capability work funded by Somerset Skills and Learning, 

Wessex Water and Target Taunton 

Elizabeth Luke, Financial Capability Tutor 
 

Elizabeth Luke has developed a course built around helping people to budget. Amongst the 

courses run are ones held at Children’s Centres, Work Clubs, Housing Associations, Advice 

Bureaux and Mind.  

Most people come on Money Matters courses because they have some kind of debts. The 

course is promoted in a low key way: "Are you finding it difficult to make ends meet?" or 

"Skills for saving".  

The focus thus changes to budgeting from debt and borrowing. Quizzes and board games 

are used to get people talking about their attitudes to money, eg questions like "Do women 

need more spending money than men?" 

The first session involves general discussions around money and handing out a "spending 

diary". It's important for people to understand that their budget will change. Session 3 is 

about saving and borrowing. It has to be part of the same budget. "It's about changing the 

mindset that they can't save. Borrowing may not be the appropriate option. A lot of people 

think saving is a 'penalty' because it means that 'I can't spend anything now'". 

"Some people don't want to know the truth about their situation". People often leave 

things off their budget, e.g. their phones. They often forget things because of, for example, 

mental health problems which affect their concentration levels.  Single people on £71 per 

week to pay everything including utilities often really suffer in comparison with those with 

children as they have less cash to play with. 

“People are sometimes transferred over from debt advice to Money Matters - it's 

important that this happens at the appropriate time and that the client should be willing to 

engage.” 

"The way forward is to be interacting with people before they get into debt. We need to 

deal with the approach to money from an early age - there is some research which suggests 

our approaches to money are fixed by the time we are 10. “ 
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Case Study 

Taunton CAB 
 

Taunton CAB have been developing financial education for over five years supported with 
funding by Somerset Skills and Learning. A recent additional grant from Wessex Water has 
allowed further development and networking. This work includes: 
 
1. 1-2-1 budgeting sessions alongside and in addition to, debt advice  
2. Money Management and budgeting skills sessions for - young people through Prince's Trust  
- for parents through local Children's Centre  
- Prospects job clubs  
- residents of local homeless and ex-offender hostels  
3. Working to develop a programme for 'In the Mix' young people's group in Wiveliscombe  
4. Working with the Halcon One Team to develop a regular weekly "debt day" with an adviser 
from the Bureau and Somerset Savings and Loans  
5. Money awareness for non-curriculum days at two secondary schools on saving / bank accounts 
/ housing  
6. Televised tips on the local college internal system on budgeting and money management 
7. Top tips on managing money over Christmas broadcast on the local radio 
8. Development of new “bite-size” materials that can be incorporated into the debt process 
 

4.3 Credit Unions 
Credit unions help people manage their money by offering low-cost loans, simple 

ways to save, and help with budgeting.  

FOCUS and the four Somerset-based Credit Unions 

The four Somerset-based credit unions work independently but come together as 

FOCUS to share ideas and to 

improve and promote credit 

union services in the county. 

FOCUS aims to increase the 

take-up of affordable credit in 

the 20% most deprived wards in 

Somerset and supports the 

establishment and promotion of 

new credit union services for the 

benefit of people in these areas:  

 Bridgwater and District 

Credit Union operates a 

Crisis Loan Guarantee Fund 

to contribute to mental FOCUS Somerset Credit Union volunteers 
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health by reducing anxiety and stress 

 Camelot Credit Union is recruiting new board members and volunteers to 

develop and expand its services 

 Mendip Community Credit Union runs a Hand Up Fund to meet critical needs in 

order to prevent people borrowing from doorstep lenders and having their life 

chances damaged by lack of affordable credit at a critical time 

 Taunton Deane and West Somerset Credit Union Ltd (Moorvale) is looking to 

further expand its lending 

 

LENDING IN 2013 

by Credit Union 
POPULATION EST 

TOTAL LOANS 

ISSUED 

20% MOST 

DEPRIVED WARDS 

(IMD 2010) 

Moorvale 145,000 £94,061 £38,565 

Bridgwater 115,000 £57,683 £23,650 

Mendip 110,000 £257,011 £71,963 

Camelot 162,000 £45,000 £10,350 

    

Somerset 532,000 £453,755 £144,528 

 

 

Somerset Savings and Loans are a credit union based in North Somerset with 

permission to offer services in Somerset. They encourage savings, e.g. Christmas 

accounts, easy access accounts, affordable loans, flexible payments and transparent 

charges. 
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Case Study 

Mendip Community Credit Union 
Loan Guarantee Funds: 

In partnership with Aster Communities, Mendip Community Credit Union operates a loan 

guarantee scheme for Aster customers in Mendip. The credit union was endowed with 

£20,000.  Borrowers are referred by Aster or may approach the credit union directly (for 

smaller amounts). 

 

To date the scheme has issued loans worth £56,676. Repaid over 12 months, the total 

interest charged at credit union rates would be £7,934. Provident (a doorstep lender) 

making the same loans would have charged £52,478 

 

Aster customers have saved in interest at least £44,544. After ten years, the Aster Loan 

Guarantee Fund is still valued at almost £16,000 (interest is returned to the fund less a 

percentage for administration).   

 

The credit union operates three other similar funds in partnership with:  

members,  church, charity and business organisations, Mendip District Council and Fair 

Frome. 

 

A new countywide loan guarantee fund channelled through FOCUS to the four Somerset-

based credit unions would ensure affordable loans for essential items for people referred 

by CAB, for example, and would encourage people to budget and save.  

 

4.4 Social housing providers  
Social housing providers house some of the people living on the lowest income in the 

county, and play a major role in working with financially excluded residents. Debt 

prevention is a major part of their work. Most have tenant support workers and 

many have financial inclusion workers.  
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Case Study 

Aster Communities 

 
1. Aster operate 5 surgeries in major town centres with debt and welfare counsellors (they 

will also visit tenants' homes to work on personal finance issues)  

2. Tenant support workers help tenants negotiate better deals, e.g. with Sky and BT  

3. Aster have provided £10,000 to Mendip  Community Credit Union on two occasions, which 

is used to assist tenants who are entrapped with doorstep and payday lenders  

4. Work with charities that provide emergency support eg The Vineyard (Wells based)  

5. A furniture re-use scheme providing white goods and furniture  

6. In partnership with the CAB they run "Money Doctor" campaigns visiting customers with 

bedroom limit and capping issues  

7. Work with Mendip Community Credit Union on energy saving - giving some customers 

help with heating costs and free white goods  

8. Worklessness project - working with employers such as Boots/Morrisons to help residents 

with job interview techniques / finding jobs 

9. Have issued £70,000 in loans over the last 5 years  

 

Case Study 

Yarlington Housing Group 

 
1. Welfare benefits officers to give practical advice and assistance in claiming benefits  

2. Financial Inclusion Officer to assist with budgeting  

3. Partnerships with credit unions and Somerset Savings and Loans   

4. Bursaries for work wear and help with transport  

5. Work with social enterprise My Home Finance to help people get loans at a more affordable 

rate, open a bank account and save for the future.   

6. Work with Furnicare and Lord's Larder (one of the oldest foodbanks in the country)  

 

They provide a range of individual and community support. Amongst the providers in 

Somerset are Knightstone Housing Association, Yarlington Housing Group, SHAL, 

Homes in Sedgemoor, Aster Communities, Raglan, Magna West Somerset Housing 

Association, Sanctuary Housing and Taunton Deane Borough Council. 
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Case Study  

Knightstone Housing  
 

 Income officers work with tenants in rent debt –on budgeting, debt management and 
energy efficiency 

 Signposts to specialist agencies eg credit unions, Barclays (basic bank accounts), CABx.  
Grant aided Somerset Advice Network (£5000 this year) and Target Taunton (2 x 
£5000 and is on project group).  Is a campaign partner with the Illegal Money Lending 
Team 

 Made a Welfare Reform DVD to explain changes and has an Under Occupation 
Officer for a year to help manage impact of the under occupancy penalty. Is advising 
on Universal Credit requirements and ways to manage the transition. All Individual 
Empowerment clients are invited to complete a Universal Credit monitoring form to 
highlight any support they will need 

Crisis funding and help in kind: 

 Helps residents fund essential action and items (where no other options) and works 
with local agencies eg Besom and recycled furniture projects 

 £20,000 Surviving winter grants (50% from Somerset Community Foundation) 
arranged for residents aged 70+ in Somerset 

 Offers a £30,000 fuel poverty crisis fund for families and young people under 25 
Developing people’s prospects:  

 Has a Digital Inclusion Strategy (c.20% of tenants do not use the Internet) and is 
developing outreach training in Somerset communities 

 Careers and Employment Adviser (Somerset) works with individual residents to 
identify skills, aspirations and barriers, action plan and match to support and 
opportunities. Volunteer Co-ordinator supports positive, volunteering opportunities. 
Apprenticeship and Employer engagement officer opens up work experience 
opportunities and apprenticeships with employers (including Knightstone) 

 Supports vulnerable young people in South Somerset (aged 16-24) into independence 
- via Yeovil Foyer and Pathways to Independence - including money management 
training 

 Learning and Opportunities funding offers up to £500 per resident to overcome 
financial barriers (eg transport, materials, childcare costs) to taking up employment, 
training, volunteering, social enterprise or business start-up 

 Community Empowerment team works with residents to identify shared priorities 
and make things happen locally eg drop-ins with local agencies, benefit surgeries, job 
clubs, English lessons, help with form filling and classes to learn new skills   
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Case Study 

 Homes in Sedgemoor 

 
- Information on welfare reform issues e.g. Bedroom Tax/Universal Credit/non 

dependant deductions  

- Individual needs assessments, looking at housing need, maximising income, debt 

management and assistance in looking for work 

- Job Clubs  

- Referral to on site appointments with the Money Advice Service  

- Foodbank vouchers 

- Assistance with basic budgeting and money management 

- Assistance with downsizing 

- Energy advice 

- Referral to Bridgwater Credit Union for savings and low cost loans 

- Referral to Sedgemoor Furniture Store 

- Cheap insurance for tenants’ contents  

- Self-help debt packs 

-  

 

4.5 Voluntary and Community Organisations 
There is a large number of voluntary organisations and community associations that 

provide an extremely wide range of support for vulnerable clients and those 

experiencing financial difficulties.  

They include Engage (West Somerset), Mendip Community Support (which also 

serves Sedgemoor), 

South Somerset for 

Voluntary and 

Community Action, Vista, 

the Community Council 

for Somerset, churches 

and church based 

groups.  

 

Village Agents with Devon & Somerset Fire and Rescue Service 
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Case Study 

Community Council for Somerset – Village Agents 

 
Village Agents provide people in Somerset’s rural communities with easier access to information 

and services. 

 

‘Mrs M and her daughter J.  

Mrs M is in her 90’s and lives with her daughter J who is in her early sixties in a bungalow in a 

small hamlet in West Somerset. I see them regularly at two local village cafes. I provided them 

with the Winter Warmer kits last winter and the smoke alarm testing sticks. I have provided them 

with information about white goods disposal and wasp nest removal.  

I have passed information to J about a family looking for a babysitter as she has long experience as 

a nanny and has a small job currently providing after school and holiday care for children she used 

to nanny.  

 

Mrs M has a medical problem which requires her to travel and I have suggested that she may be 

eligible for some financial assistance towards the cost of travelling to Gloucester where she is 

receiving treatment but as yet she has been unwilling to consider this. J has asked for information 

about the carers allowance but again Mrs M is unwilling for her to apply at this point.’ 

 

Case Study 

Glastonbury Opportunities  
The Glastonbury Opportunities shop offers “free and friendly” support for local people looking for 

employment, in a relaxed environment with no agenda, no prescribed outcomes (or outputs) and 

no sanctions. 

 

Volunteers from the community - often from among OppShop customers – bring their experience, 

qualifications, local knowledge and listening skills to help other members of the community. 

 

The team of volunteers help customers 5 days a week, 3 hours a day, to search for jobs, evaluate 

their options, create CVs, write applications, prepare for interviews, deal with the authorities, find 

answers to problems, and – most importantly - build confidence and positive thinking in what can 

be daunting circumstances. 

 

The OppShop operates on a shoestring, without salaried staff, and has helped over 450 individuals 

a year since it was established by Glastonbury Community Development Trust in 2004. 

www.glastonburyopportunities.org.uk provides information to registered customers ‘out of hours’. 

Rent, utilities and other essential costs are met equally from self-generated income and grant 

(from Street Parish and Glastonbury Town Councils).  

In 2011, the OppShop team and their work, were recognised by the presentation of the Queen’s 

Award for Voluntary Service.  

 

 

http://www.glastonburyopportunities.org.uk/
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Case Study 

South Somerset for Voluntary and Community Action (SSVCA)  

 
1. Work with Furnicare to provide donated furniture to people on low income (£2 membership p.a.)  

2. Work with the CAB to manage the local assistance fund  

3. Provide affordable community transport for people unable to access mainstream transport 

 

 

4.6 Local government 
Local authorities in Somerset play a vital role in promoting financial inclusion. Both 

the county and 5 district councils work together across the county and the 

development of further partnership working is enabled through the Health and 

Wellbeing Board. Parish and town councils are also key to this approach. 

Family Focus (Troubled Families Initiative) 

The Troubled Families Programme provides tailored support to turn around the lives 

of 40 % of families identified as ‘troubled’ within two years. This target was set for 

local authorities by central government. The local authorities identified 870 families 

who need help and so far 580 families have been supported, 67 % of those identified 

in the county. The council has received £1.6m in grants for this work. The Somerset 

Troubled Families Programme has been awarded £475,500 in ‘success money’, which 

will help the team support even more families.28 

 

 

 

 

 

 

                                                           
28

 Source: http://somersetnewsroom.com/2014/03/19/nearly-600-families-helped-and-national-
target-smashed/  

http://somersetnewsroom.com/2014/03/19/nearly-600-families-helped-and-national-target-smashed/
http://somersetnewsroom.com/2014/03/19/nearly-600-families-helped-and-national-target-smashed/
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 Case Study 
Family Focus: Family B 

‘Mother C age 22 years; Boyfriend M age 22 years; Child L age 3.5 years  

 

The family live in a 2 bedroom, social landlord, end of terrace house. 

 

The family are known to services, the Police, Children Social Care and Housing.  There has been a 

high level of anti-social and criminal behaviour, including convictions for robbery, shoplifting, 

domestic abuse and rowdy behaviour. The neighbours complained regularly regarding the loud 

music, arguments and aggressive dog.  L has a Child In Need Plan. C struggled to engage with her 

social worker. 

 

C completed her education and gained good grades, although she has not worked since leaving 

school.  C has a probation officer.  She was on tag for fighting. This was removed after 3 months.   

M left school without qualifications and has had several jobs but unfortunately they only last a 

short length of time due to alcohol, substance misuse and crime.  M has just been released from 

serving a 2 month prison sentence.    

 

L behaviour was challenging and they had no rules or boundaries.  His nursery attendance was 

sporadic and C was reluctant to engage with nursery staff.  

 

The family joined the Family Focus Programme as they met the following criteria: 

anti social behaviour/crime; education; employment/training; housing/tenancy issues 

Since the beginning of May 2013 and there have been a number of positive changes. 

 

C is now engaging and communicating effectively with professionals. L is attending nursery 

regularly and together we have taken part in a family fun day at the nursery. C has reduced her 

drinking, she no longer has parties and is more considerate of her neighbours and her 

surrounding environment. There have been no recent call outs to the Police for anti social 

behaviour.  

 

C has engaged with a career advisor and she is now looking at starting a course at the local 

college in September.  C has been budgeting and has now arranged direct debits for Council Tax 

and utility bills.  C is feeling positive and motivated.   M is looking for work and has applied for 

several jobs.  I continue to have weekly visits with the family.’ 
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Case Study 

Sedgemoor District Council 
- We hold advice surgeries at North Petherton, Cannington, Burnham on Sea, Cheddar, 

Highbridge and Sydenham Children’s Centre. Customers are able to come in and get 

help and advice regarding benefits, Council Tax, Housing etc 

- We hold appointments for customers to see an adviser from the Money Advice 

Service three times a month at the Council’s Offices. We have a Welfare Officer who 

will do money advice visits 

- We have our own Web pages giving full information and advice on council services 

plus a link to the Somerset Advice Network. We attend fetes, Bridgwater Fair, public 

events with our ‘Sedgemoor on the Road’ stand 

- We award Discretionary Housing Payments and Exceptional Hardship Payments to 

customers struggling to pay their rent and/or Council Tax. We refer customers for 

budgeting/debt advice through the Somerset Advice Network Online referral system 

- We have desks on reception covered by Benefits, Revenues, Housing Advice and 

Homes In Sedgemoor. Customers are able to access and use PCs in reception 

Case Study 

Taunton Deane Borough Council 
- Money/Debt Management Advice through 2x 15K grant for this and next financial 

year to CAB to support TDBC tenants and those on low incomes  

- WiFi enabling of so far five out of ten community council owned meeting halls with 

computers and trained local volunteer support  

- Dedicated Housing Officers, one to support advice around welfare reform (in 

particular around shared room subsidy and downsizing, the other around Mutual 

Exchanges (swapping houses) 

- One of original two agencies starting up the one team approach in Halcon, the most 

deprived ward in the Borough (now eleven agencies involved in ten months) 

providing much better problem solving support to individuals/ families (results 

already in reducing rent arrears, reducing police logs, identifying gaps in specialist 

support 

- Local support initiative for victims of domestic violence with increased reporting and 

engaging, successful local work readiness project started including offenders (tidying 

up ward, basic training, CVs, work experience, etc), adult literacy support, Flexercise 

for the elderly)  

- Sorting problems and providing opportunities both supports emotional/mental 

health and makes budgeting easier. Troubled Families (Family Focus) Support 

Workers are part of the One Team  

- Supporting credit unions operating in the Borough 
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Case Study 

Somerset You Can Do  

 
(SYcD) has been recruiting volunteers for Somerset County Council’s Social Care Services since 

2008. Amongst its services is providing people with information about local support and activity 

groups, and the best organisations to contact for support around specific issues e.g. debt, 

homelessness or disability. 

 

4.7 Foodbanks 
Foodbanks in Somerset are predominantly Christian run, and often go in tandem 

with the provision of other services including 1-2-1 support. They provide services 

across Somerset, including Bridgwater, Taunton, Wells, West Somerset, Wellington, 

Cheddar Valley and Yeovil.  

Bridgwater Foodbank is actively promoting the message to older people: “If you 

have to make the choice between heating and eating - come and see us". Foodbanks 

in very rural areas work through phone calls and deliveries to preserve 

confidentiality.  

 

 

 

 

 

 

 

 

 

  

  Bridgwater Foodbank 
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5. Findings from surveys of Somerset organisations and clients  

To get a better understanding of financial inclusion issues and challenges in 

Somerset, we asked organisations and individuals to share their experience (full 

results are at Appendix 1). In total 56 organisations providing support and services, 

and 150 people with direct experience of financial difficulties responded. 

5.1 What service providers told us 
The survey identified a number of common financial issues and asked organisations 

to identify which had an impact on their clients.  The results are:  

Issue 
% of people 
identifying these 
issues 

Bills 47 
Problems with managing money 47 
Arrears 46 
Unemployment 45 
Other rent costs 40 
Mental health issues 38 
Council tax payments  38 
Other debts 37 
Wages too low 37 
Problems with reading, writing or dyslexia 36 
Substance, alcohol or other dependency 36 
Credit card debts 35 
Problems with sums 33 
Cost of transport 33 
Doorstep loans 32 
Payday loans 32 
Spare room subsidy (bedroom tax) 30 
Little or no access to the Internet 30 
Fines 28 

 

These are the types of work that organisations felt were the most important to address 

clients’ needs: 

Budget advice and money management skills 96% 
1-2-1 support work 93% 
Help with communication skills 93% 
Raising awareness of illegal money lending/loan sharks 91% 
Computer skills 90% 
Literacy skills 89% 
Providing access to the Internet 88% 
Numeracy skills 86% 
Help with Jobsearch and training 82% 
Help with meeting the cost of important household items 82% 
Provision of signposting to accessible/affordable loans 75% 
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5.2 What people in financial difficulties told us 
Using comparable information from this survey, individuals identified the following reasons 

for their financial difficulties: 

Issue Number identifying 
issue as a reason 

Bills 52 
Problems with managing money 39 
Unemployment 36 
Benefit issues 35 
Arrears 35 
Council tax payments  23 
Wages too low 22 
Little or no access to the Internet 20 
Other duties 19 
Mental health issues 16 
Credit card debts 16 
Bank charges 16 
Problems with reading and writing or dyslexia 14 
Other rent costs 14 
Cost of transport 11 
Problems with sums / numeracy 10 
Payday loans (e.g.Wonga) 10 
Doorstep loans (e.g. Provident) 9 
Physical illness or injury 8 
Fines 7 
Substance, alcohol or other dependency 6 
Spare room subsidy or bedroom tax 5 
Bereavement  1 

 

Individuals were also asked what help would give them better control of their money, the 

results are as follows: 

Advice about money that I’m entitled to 60% 

Help with the cost of important household items 55% 

Learning to manage money better 41% 

Knowing which debts need to be paid first 38% 

Access to the Internet 37% 

Help with job search and training 33% 

Help with communication skills 31% 

Help to find out more about low cost loans 27% 

Help with sums 26% 

Help with reading and writing 24% 

Help to avoid impulse buys 24% 

Help with using a computer 24% 

Help to open a savings account 23% 

More information about problem money lenders or loan sharks  21% 

Help to open a bank account  19% 

Help to set up an online bank account  18% 
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6. Financial Inclusion Strategy – Goal, Priorities and 
Recommendations 

The overall conclusion of this report, based on the demographic, local, national and 

survey evidence, is that Somerset suffers from many of the same financial exclusion 

issues as faced by the rest of the UK. These problems are exacerbated by the rural 

nature of the county, the high cost of housing, significant literacy and numeracy 

issues, and the levels of digital exclusion. 
  

To address these issues, we have firmed up the vision into an overarching goal, six 

priorities and a number of recommendations. 
 

Goal: To improve opportunities and resources for families and individuals in 

Somerset who are affected by financial hardship and exclusion by organisations 

working closely together  

Six priorities: 

Increase awareness and access to: 

1. Affordable financial products and services 

2. Debt advice and money management 

3. Financial education 

4. Employment and training 

To reduce: 

5. Digital exclusion  

6. The “poverty premium” 
 

Priorities Recommendations 

1.   To increase 

awareness and access 

to  affordable 

financial products and 

services  

a) Promote access to appropriate transactional accounts for people on low income 

b) Help people to switch from high cost, short-term loans to more affordable 

options 

c) Work with the Illegal Money Lending Team and all partners to raise awareness 

of loan shark problem 

d) Publicise regularly the true cost of high cost consumer credit and its alternatives 

2.  To increase 

awareness and access 

to  debt advice and 

money management 

a) Develop common publicity for all debt advice services, identifying which services 

are free / appropriate for different circumstances                                                                                                                           

b) Promote awareness amongst agencies of how to identify clients experiencing 

debt problems to encourage timely / seamless referrals 

c) Promote commitment to financial education as part of the debt management 

process 

d) Deliver training for all appropriate frontline staff to identify those in debt and 

support or refer them for  income maximisation 

e) Ensure that people (especially vulnerable groups) are made aware of where they 

can access support and information 

f) Identify ways of working together so we can reach people who are not accessing 

services (e.g. knocking on doors) 
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Priorities Recommendations 

3.  To increase 

awareness and access 

to financial education  

 

a) Promote money management for young people in educational and informal 

youth settings before they begin their independent lives 

b) Work with voluntary  organisations to take financial education out into the 

communities  

c) Share good practice in the delivery of financial education  

d) Develop joint fundraising bids to deliver  financial education work across the 

county 

4. To increase 

awareness and access 

to employment and 

training 

a) Promote the role of voluntary and community groups providing work and 

training schemes 

b) Increase opportunities to upskill the local workforce and encourage inward 

investment of higher paid jobs 

c) Promote a move to the Living Wage as the Somerset Minimum Income Standard 

across all sectors / among all partners committed to the Strategy                                                                                                                                                          

d) Liaise with the Heart of the SW LEP to access European Social Fund monies to 

support these actions under the “Addressing Social and Economic Exclusion” 

heading 

e) Organise a multi-agency event to highlight issues around the introduction of 

Universal Credit 

5.  To reduce digital 

exclusion 

a) Endorse and support the work of the Digital Inclusion Group for Somerset (DIGS) 

who are working to raise the issue of digital inclusion across the county 

b) Maximise opportunities to purchase second hand equipment 

c) Maximise training and support opportunities across the county, working to 

incorporate financial education along with digital training 

6. To reduce the 

“Poverty Premium” 

a) Support local organisations to provide information and 1-2-1 or group support 

to vulnerable people to help them switch to lower cost alternatives (especially 

utilities, phone, white goods,  insurance) and build such switching into debt 

advice/financial management 

b) Demonstrate the importance of Local Assistance Scheme (central government 

funding is being withdrawn in 2015) 

c) Promote awareness of agency good practice in helping people in financial 

hardship 

d) Support those on prepayment meters to achieve switch to standard metering if 

they wish 

e) Launch publicity campaign to encourage people to help each other - “Could you 

help your Gran to switch?” 
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Housing 
30% 

Health 
7% 

Welfare 
Benefits 

7% 

Children's 
Services 

16% Adult 
Services 

4% 

Advice 
9% 

Education 
2% 

Community 
25% 

Respondents by Sector:  
56 respondents to question 

 

APPENDIX 1 - Exploratory surveys of Somerset advice and 
support organisations and clients who use those services 

Somerset Advice Network was commissioned by the Somerset Strategic Housing 

Officers Group to refresh the county’s Financial Inclusion Strategy. Two bespoke 

exploratory surveys were undertaken to inform this work, one among Somerset 

organisations that work with financially excluded people and one among clients with 

whom such organisations regularly work.  These took place during March 2014. The 

results provide an important profile of people seeking help with problems associated 

with financial exclusion, and are consistent with research findings from other 

sources. 

 

The participation in these surveys of both organisations and clients has provided 

valuable evidence that will inform the recommendations made within the Financial 

Inclusion Strategy. The authors of this report and of the strategy would like to thank 

all those who have contributed their time, experience and knowledge to completing 

the questionnaires, and we hope the result will do their efforts justice.   

This document reports and comments upon the findings of the surveys.  The overall 

conclusions and action plan are contained in the Somerset Financial Inclusion 

Strategy document published in Spring 2014.   

Organisations: Who responded to the survey? 

Fifty six organisations responded to the questionnaire. These respondents are well-

placed, by virtue of their day to day 

functions, to shed light on the areas 

explored in the survey, and include 

public, private and voluntary sector 

perspectives.  

Their roles range from providing 

infrastructure and public services, to 

delivering ‘front line’ specialist 

support, working with groups of 

vulnerable people to meet a variety 

of essential community needs.  

As the chart shows, the sectors that 

predominate are housing (30%), 

followed by community (25%) and 
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children’s services (16%).  There were no responses from organisations working 

specifically with older people. 

The surveys were completed by a range of people, from chief officers and housing 

managers to tenancy support officers; from financial inclusion workers to children’s 

centre workers; and from the Department for Work and Pensions to job-club 

delivery staff.  Not all respondents were able to complete all questions. 

The functions encompassed within the ‘community’ sector vary widely. Respondents 

include foodbanks; an organisation supporting the farming community; another 

working with riflemen and cadets in Taunton; and a coaching and counselling 

company.   

Respondents who did not identify with the types of organisations listed in the 

questionnaire described their roles as concerned with: Mental health; Environment 

and fuel poverty; Families / Troubled Families; Supported Housing and supported 

living; Job Seeking; Disabled people and carers; Drug and alcohol rehabilitation; 

Counselling / Coaching; and Farming. 

Key characteristics of clients experiencing financial hardship/ exclusion 

The survey questionnaire asked “What are the key characteristics of the people you 

work with who are experiencing financial hardship / exclusion?”   

85% of respondents identified mental health issues, while 70% identified low pay as 

characteristics or factors affecting clients experiencing financial exclusion.  Notably, 

low pay was identified marginally more frequently than unemployment. 

The full responses are set out in the table below, in percentages and numerically, in 

order of the frequency with which they occurred.  The lower figure for older people 

may reflect the findings from national research that pensioners are no longer the 

largest section in society that live in poverty. However, the absence of any input 

from organisations specialising in work with older people may also have a bearing on 

this. 
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What are the key characteristics of the people you work with who are experiencing 

financial hardship / exclusion? (54 answered question) 

Answer Options Response 
Percent 

Response 
Count 

People with mental health problems 85% 46 

Housing association / council tenants 80% 43 

People who are in work but are low paid 70% 38 

Single parents with dependent children 70% 38 

People who are unemployed 69% 37 

Couples with dependent children 61% 33 

People with physical health problems 57% 31 

Young people (16 – 25) 57% 31 

People with disabilities 50% 27 

Learning disability 43% 23 

Private sector tenants 39% 21 

People of pension age 37% 20 

People in other housing situation (e.g. staying with friends etc) 32% 17 

Carers (people regularly caring for someone all, or some of the 
time) 

26% 14 

Non - British citizens 20% 11 

Owner / occupiers 19% 10 

People from Black or Minority Ethnic backgrounds 13% 7 

Gypsies and Travellers 11% 6 

 

It is difficult to draw conclusions from the concentration of people from Black and 

Minority Ethnic backgrounds and Gypsies and Travellers among the clientele of so 

few Somerset organisations. While these groups, and non-British citizens, are a small 

minority of Somerset’s population they might be expected to need support from a 

wider range of organisations given their over-representation among those who 

experience poverty in the UK.  

Where respondents had indicated that clients included ‘People in other housing 

situations’, a follow up question asked for further details. The responses covered a 

range of precarious and difficult housing arrangements among clients with many 

reflecting hidden homelessness, where clients, including young people were ‘sofa 

surfing’ and living in temporary hostels, refuges and shelters. The following selection 

of quotes illustrates a range of housing problems experienced in Somerset in tandem 

with, and inevitably exacerbating, financial exclusion.  

“Single young adults mostly male with no extended family whose work is 

seasonal and generally includes accommodation.  When the holiday season 

finishes they become homeless”. 
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“Young adults who live with parents as can't afford to move out” 

“Families living with grandparents unable to afford own housing/lodging with 

friends/sofa surfing/women’s refuge/traveller families” 

“Young parents still living with parents.” 

“Living with family or friends” 

“People on disability benefits with adult children living at home having an 

impact on their benefit payments.” 

It needs to be borne in mind that respondents performed a range of different 

functions across a variety of essential services, however, these figures provide an 

important profile of people seeking help with problems associated with financial 

exclusion, and are consistent with research findings from other sources.  

The impact of specific factors on clients’ financial circumstances 

The questionnaire presented a variety of possible issues which existing evidence 

suggests might have an impact on financial exclusion. These were arranged in a 

series of four clusters. The question posed for each of these ‘clusters’ was:  “Overall, 

what level of impact do you think the following issues have in leading your clients to 

struggle with money?” 

The results revealed a wide range of issues from bills, arrears and debts to low wages 
and mental health issues. 
Organisations were invited to set out the significance of any impact each issue or 

factor had on their clients. The following tables show the numbers and percentages 

of responses in relation to these questions, and the significance which respondents 

assigned to each factor.  

The percentages shown relate to the number of responses for each factor and are 

rounded to the nearest percentage point, giving totals of just under or over 100% in 

a few cases. 

Where factors are ‘skipped’ the respondent may not have possessed the level of 

detail asked for.  As one respondent explained: 

“We are not always aware of all the financial situations of those who access our 

services, nor do we ask in detail.” 
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Overall, what level of impact do you think the following issues have in leading your 

clients to struggle with money? 

Answer Options  Highly 
significant 

Significant Neutral Low 
impact 

No 
impact 

Number 
/100% 

Other  benefit issues 18 (37%) 26 (53%) 5 (10%) 0 0 49  
Wages too low 16 (33%) 21 (44%) 10 (21%) 1 (2%) 0 48  
Spare room subsidy or 
‘Bedroom tax’ 

14 (30%) 16 (35%) 11 (24%) 3 (7%) 2 (4%) 46  

Cost of transport 12 (25%) 21 (45%) 13 (28%) 1 (2%) 0 47  
Council tax payment 11 (23%) 27 (57.5%)  9 (19%) 0 0 47  
Other rent costs 10 (21%) 30 (64%) 6 (13%) 1 (2%) 0 47  

 

Answer Options Highly 
significant 

Significant Neutral Low 
impact 

No 
impact 

Number
/100% 

Bills 28 (57%) 19 (39%) 2 (4%) 0 0 49 
Arrears 27 (56%) 19 (40%) 2 (4%) 0 0 48 
Payday loans (eg 
Wonga) 

16 (36%) 16 (36%) 9 (20%) 2 (4.5% 1 (2%) 44 

Other debts 15 (34%) 22 (50%) 6 (14%) 1 (2%) 0 44 
Credit card debts 12 (27%) 23 (52%) 7 (16%) 2 (4.5%) 0 44 
Doorstep loans (eg 
Family Provident) 

11 (26%) 21 (49%) 11 (26%) 0 0 

Fines 9 (20%) 19 (42%) 14 (31%) 2 (4%) 1 (2%) 45 
Bank charges 8 (18%) 17 (38%) 17 (38%) 3 (7%) 0 45 

 

Answer Options Highly 
significant 

Significant Neutral Low 
impact 

No 
impact 

Number/ 
100 % 

Problems with 
managing money 

28 (57%) 19 (39%) 2 (4%) 0 0 49 

Mental health issues 12 (27%) 26 (58%) 7 (15%) 0 0 45 
Little or no access to 
the Internet 

10 (21%) 20 (43%) 14 (30%) 2 (4%) 1 (2%) 47 

Problems with reading 
or writing or dyslexia 

9 (19.5%) 27 (59%) 9 (19.5%) 1 (2%) 0 46 

Problems with sums 8 (18%) 25 (56%) 10 (22%) 1 (2%) 1 (2%) 45 
Physical illness or 
injury 

5 (11%) 22 (48%) 15 (33%) 4 (9%) 0 46 

 

Answer Options Highly 
significant 

Significant Neutral Low 
impact 

No 
impact 

Number/ 
100 % 

Unemployment 28 (57%) 17 (35%) 2 (4%) 2 (4%) 0 49 
Substance, alcohol or 
other dependency 

15 (32%) 21 (45%) 8 (17%) 2 (4%) 1 (2%) 47 

Bereavement 2 (4%) 14 (30% 22 
(48%) 

7 (15% 1 (2%) 46 
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When those issues that are considered ‘significant’ or ‘highly significant’ from each group of 

responses are combined, the results are shown as percentages below, in descending order 

of significance. 

Bills  96% 

Arrears 96% 
Problems with managing money 96% 
Unemployment 92% 
Other welfare benefit issues 91% 
Mental health issues 85% 
Other rent costs 85% 
Other debts 84% 
Council tax payment 80.5% 
Credit card debts  79% 
Problems with reading or writing or dyslexia 78.5% 
Wages too low 77% 
Substance, alcohol or other dependency 77% 
Doorstep loans  75% 
Problems with sums 74% 
Payday loans  72% 
Cost of transport 70% 
Spare room subsidy or ‘Bedroom tax’ 65% 
Little or no access to the Internet 64% 
Fines 62% 
Physical illness or injury 59% 
Bank charges  56% 
Bereavement 34% 

 

Other factors contributing to clients’ financial circumstances 

Respondents were asked to describe any other factors, not mentioned in the 

previous questions, contributing to their clients’ difficulties with money. These 

comments add further dimensions to the figures recorded above. 

Homelessness, poor and expensive-to-run housing, and the affordable housing 

shortage were highlighted, along with low pay and zero-hours contracts and 

problems of living in rural areas: 

“Living in poorly maintained property eg private renting” 

“Struggling with growing fuel bills; unable to keep warm.” 

“Cost of running a property especially fuel bills and the cost of food.” 

“Having to pay for electricity with pre-payment cards” 

“Adult children living at home with insufficient contributions due to their low 

wages are affecting some benefit claimants” 
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Others highlighted problems associated with uncertain and inadequate income from 

employment, which has knock-on effects in terms of claiming and qualifying for 

benefits.  The lack of ‘social capital’ that enables some people to turn to friends and 

families to help out in hard times was also featured: 

“Zero hours contracts.  Temporary low paid seasonal work.” 

“Irregular income from low paid work i.e. zero hour contracts which have 

huge changes in pay leading to sporadic claims for Housing Benefit / CTB 

underpayment of Tax credits etc” 

“low income - due to long term unemployed/poor mental health/multiple 

social issues combined with poor capability/education and lack of capable 

family /friends  who can support.” 

Rurality was specifically mentioned as a multi-faceted problem:  

“Rurality - transport costs and trying to access work and amenities from rural 

areas” 

“Rural isolation.  Lack of shops where e.g. clothing or shoes can be purchased 

locally, forcing additional travel costs”. 

Other comments highlighted a lack of judgement and/or capacity in managing their 

available resources effectively as the cause of financial difficulties experienced by 

some clients.  These included gambling; lack of money management and “people 

making bad decisions to live way beyond their means”. In some cases mental health 

problems were at the root of people’s failure to protect themselves from difficult 

situations, and this may not always be recognised or taken into account when 

decisions are made about benefit entitlements. 

“Often our clients have failed to take certain action that has deadlines 

attached due to poor mental health and this can then impact further on in 

time for them, i.e. failing to make a claim in time or notify of changes.” 

Support for clients to achieve financial inclusion 

The survey sought to explore the kinds of support that organisations currently 

provide to assist people with financial problems.  The question was asked “How 

often does your organisation or department deliver the following types of work to 

help your clients become financially included?” 

When compared with priorities highlighted in the client survey there was a mismatch 

between some types of support most needed and that most readily available from 

Somerset organisations .    
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Forty five organisations responded. The following tables show the responses to each 

cluster of questions in descending order of frequency with which services were 

provided ‘Very often’. 

 

Answer Options Very 
often 

Often Occasionally Never N/A 
Don’t 
know 

Response 
Count 

Making phone calls on behalf 
of a client 

17 9 9 0 3 38 

Access to the Internet 8 13 15 4 5 45 
Help with using a computer 6 16 12 3 7 44 
Help with meeting the cost of 
important household items 

3 9 11 11 11 45 

Help to  avoid impulse buying 1 8 14 9 13 45 

 

Answer Options Very 
often 

Often Occasionally Never NA/ Don't 
know 

Response 
Count 

Advice about money clients are 
entitled to 

22 6 9 2 6 45 

More information about problem 
money lenders or loan sharks 

8 8 18 2 8 44 

Help to open a bank account 4 4 18 11 8 45 
Help to find out about low 
interest loans 

4 8 14 9 9 44 

Help to open a savings account 3 4 12 14 9 42 
Help to set up an online bank 
account 

1 5 15 15 9 45 

 

Answer Options Very 
often 

Often Occasionally Never N/A 
/Don't 
know 

Response 
Count 

Knowing which debts need to be 
paid first 

17 8 9 6 4 44 

Help with communication skills 16 11 9 3 5 44 

Help with Jobsearch and training 15 9 4 9 7 44 

Learning how to manage money 
better 

13 11 13 3 5 45 

Help with reading and writing 10 7 18 5 5 45 

Help with sums 9 5 20 6 5 45 
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The table below combines the three above, and sets out in descending order, the frequency 

with which organisations answered “very often” or “often” to the questions.   

 

Type of help provided ‘Often’ or ‘very often’ Number % 

Advice about money clients are entitled to 28 62% 

Help with communication skills 27 61% 

Making phone calls on behalf of a client 26 68% 

Knowing which debts need to be paid first 25 57% 

Learning how to manage money better 24 53% 

Help with Jobsearch and training 24 55% 

Help with using a computer 22 50% 

Access to the Internet 21 47% 

Help with reading and writing 17 38% 

More information about problem money lenders or loan sharks 16 36% 

Help to find out about low interest loans 16 27% 

Help with sums 14 31% 

Help with meeting the cost of important household items (eg 

cooker) 

12 27% 

Help to avoid impulse buying 9 20% 

Help to open a bank account 8 18% 

Help to open a savings account 7 17% 

Help to set up an online bank account 6 13% 

 

Other help 

Respondents were asked to give up to three examples of any forms of help they 

provide that were not included in the list. 

The most frequently mentioned forms of help were: making referrals (37) and 

signposting clients to agencies for specialist help advice or support (7).  The most 

common reason for referral was to get specialist advice about benefits, debt, and 

related issues.  Where receiving agencies were named, the most common referrals 

were to local CABx and the West Somerset Advice Bureau (25). This is indicative of a 

heavy reliance upon these services to a meet a range of acute and growing needs 

related to poverty and financial exclusion. 

Six responding organisations provide direct support to clients. These include 

emotional, counselling and psychological support, and help with finding work. 

Housing associations and children’s centres provide direct help and support in a 

range of areas. Along with DWP and Jobcentre Plus they appear to be sources of a 

large number of referrals to CABx and the West Somerset Advice Bureau. 
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Four respondents are involved in providing food parcels, another four provide 

advocacy, for example in relation to benefit claims and appeals.  Four others provide 

advice in the areas of work, energy savings and benefits.  Four respondents provide 

budgeting and money management training and three provide essential household 

items or access to these. 

The results suggest that there is potential for much greater direct provision in a 

range of areas, as well as scope to develop and improve inter-agency signposting and 

referrals. 

The responses also suggest the need for a degree of urgency in increasing overall 

capacity. For example, those who would once have been eligible for support to cover 

large, unexpected and essential expenditure (such as cookers) now appear to be 

much more exposed to the lure of problem money lenders and loan sharks.  This is 

likely to increase with the threatened disappearance of Local Assistance Schemes. 

Inter-agency referrals 

Respondents were additionally asked to comment on “whether / how often your 

organisation or department refers your clients to other organisations... to help them 

become more financially included?”    

Most organisations refer clients to other agencies on a regular, sometimes daily, 

basis.  Twenty eight mentioned Somerset’s Advice Bureaux by name in response to 

this question.   

Forty three respondents provided this information. Clearly most of the organisations 

represented are fairly well networked and aware of agencies offering a range of 

specialist forms of help and support, which is good news.  However, it is important to 

be aware that respondents are by definition on the circulation list of the Somerset 

Advice Network, so it is important to consider which organisations are absent from 

this ‘loop’. 

The responses show a general recognition of the range of fundamental barriers to 

financial inclusion and effective budgeting that clients experience. The kinds of 

issues mentioned  flag up significant impediments to individuals’ chances of 

achieving solvency and sound money management. They included: housing and 

homelessness issues; drug, alcohol and other substance dependencies; the need for 

translation and interpreter services; disability rights advice; literacy classes; advice 

and support with benefits claims; training for employment opportunities; domestic 

violence; mental health issues and care and support needs. 

In response to a request for examples of good practice, the following were among 

those provided: 
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“I work with the Halcon One Team and we have a holistic approach to tackling 

deprivation in all its forms. We have Police, Housing, CAB, Children's Services, 

Community Development, Family Focus etc all sitting around the same table 

sharing information.  Family Plans are drawn up, and community mapping 

allows us to chart the needs of families and individuals.  This has significantly 

reduced crime, increased confidence in the community, brought targeted work 

to families most in need, reduced rent arrears, increased volunteering etc” 

“JCP are increasingly looking to identify those who would benefit from financial 

management and we have providers who we can refer customers to for help. 

The issue, I think, is getting customers to disclose any debts/issues they may 

have and then getting them to participate. We are also looking to raise the 

awareness of loan sharks and the problems they cause.” 

“We work with families on a one to one basis that have been referred to us and 

we are able to refer them to WSAB [West Somerset Advice Bureau] for financial 

advice.  We also have a playbus and advisors from the WSAB come on our bus 

on a regular basis to talk to and help parent/carers.” 

“We frequently support parents with debt and budgeting. How to eat healthily 

on a restricted budget. Support to ensure claims are appropriate. Appointments 

are kept. We refer to CAB, JCP , health visitors, CAMHs, ect” 

“We have partnership agreements with benefits agencies and JCP who provide 

these services from children's centres where the need is greatest.” 

 “Our newly created financial capability post has implemented/is implementing 

training with partner agencies such as Yarlington Housing Group to do pre-

tenancy money management courses - I believe this is an example of good 

practice.  We will be hopefully a part of the local support network when it is set 

up to help the transition to Universal Credit.” 
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What do clients need to help them become financially included? 

Organisations were asked “How important do you feel the following are in helping 

your clients to become more financially included?”   The table below set out the 

responses responses according to the kinds of help considered in descending order 

of importance assigned to them. 

 

 

Other important forms of help 

Respondents were invited to suggest up to three additional forms of help that they 

felt were important but were not mentioned in the list presented in the question.  

The suggestions tend to focus slightly more on the need for immediate forms of 

intervention, at the same time there was consistency with responses to the set 

questions in that some implied or directly referred to the need both for 

development opportunities in a range of skills areas, and opportunities to access 

resources they do not possess.   

For example, two very practical suggestions: “Help with switching energy provider to 

save money” and “Teaching computer skills to older/non-computer literate people 

so they can cope with the modern world” almost certainly entail easy access to a 

computer as well as the skills and confidence to interrogate and evaluate the 

information available.   

The suggestion of “Help with basic cooking skills so that their money will go further 

rather than spending it on fast food” while eminently sensible, has been shown by 

recent reports from foodbanks to depend on access to a properly functioning 

cooker, and an affordable energy supply – which are not available to everyone - to 

make this a viable option.   

Action to help with financial inclusion – ‘Very important’ or  
‘important’ combined 

No. % 

Budget advice and money management skills 43 96% 
1-2-1 support work 41 93% 
Help with communication skills 41 93% 
Raising awareness of illegal money lending / loan sharks 40 91% 
Computer skills 39 91% 
Literacy skills 39 89% 
Providing access to the Internet 39 88% 
Numeracy skills 38 86% 
Help with Jobsearch and training 36 82% 
Provision of or signposting to accessible / affordable loans 33 75% 
Help with meeting the cost of important household items  37 82% 
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One response pointed to a common, systemic problem relating to energy costs 

which was clearly highlighted in CAB recent surveys carried out in Taunton and South 

Somerset; that of high-cost pre-payment meters: 

“Social policy (work) to continue with banks, utility companies etc to change 

things like pre-payment meters to the same tariff as people on normal 

meters, rather than paying more as they do now.” 

Another suggestion highlighted the difficulties involved for unemployed rural 

residents in meeting benefit conditions and improving their chances of employment: 

“Help to access services from a rural location eg bus pass for signing 

on/accessing training as claiming back no good if no cash” 

One of the suggestions went directly to the need for early prevention/intervention:  

“Starting to do financial capability work in schools so the next generation can 

cope better...”   

This early interventionist approach was reflected in the suggestion that “Tackling 

debt early” would prevent it becoming critical. 

Other suggestions included: 

“Bespoke benefits checks to ensure income is maximised” 

“Direct help with making benefit claims” 

“Local Assistance Scheme being more accessible” 

“Listening, to help people get things in perspective” 

The prevention of financial hardship that often follows family breakdown was 

identified as an area where more help is needed. 

“Helping people think through divorce” 

“Supporting family relationships for family viability” 

 

 

 

 

 



52 
 

Resource needs 

Organisations were asked “How important is it for your organisation / department to 

expand the following resources / activities in order to achieve the initiatives you 

have listed in the previous 2 questions?”  

While ‘Funding’ received the highest number of ‘Very important’ rankings, when the 

Very important and Important rankings are combined ‘Referrals’ topped the list of 

areas for expansion. 

       

Answer Options Very 

important 

Import

ant 

Neither 

important 

nor not 

important 

Not 

important 

N/A don’t 

know 

Number 

Funding 22 15 7 0 2 46 

Financial capability 

training/support for 

staff / volunteers 

17 19 4 2 2 44 

Referrals (in and out) 15 23 2 1 2 43 

Volunteers 12 21 6 2 4 45 

Premises 9 9 14 8 3 43 

Equipment 8 16 10 4 4 42 

  

Answer Options Very Important 

and 

Important 

Neither 

important 

nor not 

important 

Not 

important 

N/A don’t 

know 

Number 

Referrals (in and out) 38 (88%) 2 1 2 43 

Funding 37 (80%) 7 0 2 46 

Financial capability 

training/support for 

staff / volunteers 

36 (82%) 4 2 2 44 

Volunteers 33 (73%) 6 2 4 45 

Equipment 24 (57%) 10 4 4 42 

Premises 18 (42%) 14 8 3 43 

 

While, not surprisingly, ‘Funding‘ stands out as the issue most frequently rated as 

‘Very important’ for most respondents, another very significant result is that of 

‘Referrals’.  The above table shows that, when the numbers rating these issues ‘very 

important’ or ‘important’ are combined, ‘Referrals’ tops the list. This suggests that 

there may be as yet untapped resources available to address financial inclusion 
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issues that more effective use of the online referral system and the Somerset Advice 

Network website would help to address. 

Respondents were also asked whether there were other ways in which their 

organisation should expand its resources or activities, and if so what these were.  

Among the six comments provided , three were concerned with improving the 

organisation’s awareness of and links with other services to which they could 

signpost clients.  One felt there should be a better understanding of ‘mental distress’ 

and another wanted training in both energy efficiency, and health issues for older 

people.  The remaining respondent suggested cookery classes for recipients of the 

food parcels. 

Resource needs - details 

A supplementary questions regarding resources asked: “For each of the above that 

you marked as “very important” or “important”, please give more detail”.  The 

responses are quoted below under main headings. 

The responses show a strong emphasis on the need for more volunteers. However, 

the concern is not just about numbers but about the need for people who are 

trained to undertake complex advice and support work, and who are willing to both 

give their time, and to undergo the stresses and strains of a difficult but unpaid job. 

The evidence suggests that Somerset has a committed voluntary sector experiencing 

severe pressure to meet growing demands, many of which emanate from the 

activities of public sector agencies. 

Organisations working with financially excluded clients clearly do not lack ambition 

in terms of meeting the growing challenges that face them in their desire to meet 

clients’ needs. Funding shortages in voluntary and public sector agencies combine 

with a need for more human resources, creating problems with releasing staff and 

volunteers for training. The time and effort expended in drafting funding bids, with 

uncertain outcomes is saps the energies, and consumes inordinate amounts of 

voluntary bodies’ of time.  

Given these and other pressures on organisations, the ability to refer financially 

excluded clients swiftly and efficiently to specialist advice organisations is 

increasingly important, and while great strides are being made using Internet 

technology to communicate and provide services, face to face advice and support 

will inevitably continue to be necessary and preferable for a range of reasons. 

Volunteers 

“Good volunteers are the foundation that the food bank operates on. It is 

important that we have plenty and that they are well trained.” 
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“We currently do not have young person-friendly accommodation to do 

budgeting work and staff are so stretched with high caseloads to give the 

young people the time to do good quality budgeting work is limited.  If we had 

some trained volunteers to do targeted work with young people this would 

relieve the pressure.” 

“To carry out this work we need to seek additional funds to cover this are of 

need which has grown in recent years. Volunteers: Increasingly to make this 

work viable we need to recruit more volunteers and have to equip them with 

the skills to support our client base.” 

“Funding is essential to fund 1-2-1 assistance. Volunteers are needed to provide 

ongoing support. These volunteers / staff need to be trained in financial 

capability and also need to be aware of where to refer clients to for additional 

support.” 

“We exist entirely as a voluntary organisation. So getting funding is crucial. And 

volunteers need to be trained in our particular area of work” 

“None of the (foodbank) staff are paid and as the demand for the service grows 

so do the hours worked by the volunteers. How long they are prepared to 

continue to take on the responsibility and work the long hours required without 

payment is questionable” 

“Our food Cupboard is run entirely by volunteers without whom we could not 

function.” 

“ Volunteers need training/support.  The more quality volunteers there are, the 

more services can be provided (so) they are not so stretched they fall by the 

wayside.” 

“Volunteers are always used and developed however the service cannot run 

with volunteers alone. They form an important part of the support network but 

unfortunately are often irregular with their commitment.” 

“We are looking at ways to increase our volunteers and also to get volunteers 

with a different set of skills eg. language skills for the increasing number of 

non-English speaking clients we are getting. “  

“Getting volunteers is becoming increasingly difficult for all sectors as people 

are having to work longer and longer hours in their usual jobs to make ends 

meet due to the rise in cost of living across the board.  Will the service have to 

change to meet the demand and pay to get more advisers?  We dont know!”   
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“The more resources and people available the more sessions can be offered, 

promoted ,etc” 

“To do more outreach and reach more and different groups of people we need 

training and equipment” 

Financial capability and other training priorities 

“Financial Capability training has been a major focus for the Mind network in 

recent years due to the strong link between mental health and finance issues.” 

“There is always enthusiasm for new ventures, we need to ensure that the 

supply of organisations and appropriate training for them has a long term 

future” 

“Other knowledge: Mental health awareness training” 

“Cookery classes - Basic training in everyday cooking skills and food storage 

would enable clients to make better use of the contents of the food parcels and 

also help them to eat more healthily” 

“Staff need to be continually trained in benefit changes and financial 

capabilities of organisations we may refer into.” 

“Financial capability - new staff and volunteers need this.  Established ones 

need updating.” 

“New staff need to be trained and as our processes become more sophisticated 

we also need to keep front line staff fully empowered to help residents in the 

widest terms. Working in partnership is key to helping residents at the least 

cost to the combined public purse” 

“Training for housing officers to keep up to date with the services provided 

locally by the specialist and voluntary sectors” 

“We have just launched our financial capability service to partners and bureau 

clients but would like to widen this out into the community to reach more 

people, by training frontline workers.  We would hope to train our volunteers to 

do financial capability work by 2015, providing of course we can get more 

volunteers into the service.”  

“Debt management training, fuel poverty training” 

“Important that funding is ring fenced for community learning that can be 

specifically directed for financial inclusion” 
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Referrals and partnership working 

“In a GP surgery it would be great to have someone within the practice who we 

could signpost to who could support people with financial concerns - it is a 

often a significant problem for people we see with mental health/stress related 

problems.” 

“Referrals: a smooth and facilitated referral pathway is essential and ensuring 

a good knowledge of ours and others services is critical”. 

“Referrals to other organisations for energy surveys/ benefits checks” 

“Keep up to date with Money Matters, Make referrals as easy as possible, 

improve partnership working avoid duplication.” 

“On the eve of Universal Credit all of the above become more important - The 

local support framework which will be organised in conjunction with the local 

authorities will be fundamental to this.” 

“improved joined up working/communication with other organisations” 

“Clients are referred to the Foodbank so we need to get our referral vouchers 

out to as many agencies as we can” 

“More people need specialist advice – so referral is essential” 

“Referrals- All our clients are referred to us by professional care agencies and 

we in turn refer them on to other agencies for further help.  Good links with 

outside agencies is essential for the success of this service” 

“In terms of referrals in and out ... this links to JCP staff identifying the need 

and finding the help required.” 

“We need to continue to have referrals into our service, along with financial 

difficulties usually come pressures on relationships and sometimes the well 

being of the children and family. Our team are able to support this.”  

Interaction with clients 

“The majority of vulnerable and or elderly tenants that we deal with on a daily 

basis need the face to face contact to ensure that they are dealt with correctly 

at the time. This makes best use of officer time and prevents re-contacts. It also 

makes sure that our tenants are getting the benefits they are entitled to 

sooner”. 

“Paid, trained staff are needed to support clients holistically, including with 

financial viability.” 
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“With up to date resources, training and local knowledge, we are able to 

support people in a person centred way and in an approach suitable for their 

needs and outcomes.” 

“We want to be able to build our service to include social media as a way of 

getting people to engage with money skills - often the ones who need it the 

most access social media daily.  Tablets for outreach and smartphone app 

development would be a future aim to keep up with the times.  Of course we 

cannot simply leave behind non-media savvy folk so would still need to offer 

this service as well.” 

Funding 

“Funding is an ongoing problem, so difficult to find and very time consuming to 

apply for, also the time it takes to hear back from Trusts and grant giving 

bodies is too long in a lot of cases”. 

“Funding for community groups, providing additional resources (training, 

transport, advocacy) etc will always be an issue”. 

“Funding for measures to reduce fuel use” 

“We are concerned that due to central Government cutting funding to Local 

Authorities our funding may be reduced or cut, when actually we are seeing 

more and more people so need it to be expanded not reduced.” 

“Due to the flooding we are going to be very stretched to provide support for 

farmers over the next year.” 

“ We receive no outside funding and rely on the generosity of the public who 

donate food and money in order to replenish our stocks.”  

“Without funding, the services we provide may have to be stopped.” 

Premises to meet needs 

“Numbers seeking help from the Food Cupboard have doubled year on year 

consequently we have needed to expand our storage space for food donations 

and parcel distribution. We currently operate from a room 8'' x 8' loaned to us 

by the local church where everything is stored and distributed.  If the demand 

for food parcels increases we will run out of space.” 

“Community premises are over stretched, more/better space = more access to 

services.” 
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“We are currently in debate about whether to adapt our current building or to 

move offices, we want to do more outreach in rural areas to reach the people 

who cannot otherwise access our service.” 

“We are always struggling with limited premises and not enough money to 

expand to offer more one to one work. We do not get funding towards our core 

services. I think offering workshops around financial management is a good 

idea.” 

Other restrictions on activities 

“Children's Centres can only provide these services if they are a priority within 

our reach areas. We are moving towards targeting resources at families in 

greatest need and to meet the Ofsted framework for inspections.” 

Which people or groups are being left out and why 

Thirty two organisations responded to the final question which asked “In your 

opinion, which people or groups are being left out/forgotten and why?  The tables of 

groups and reasons below represent the proportion of respondents describing those 

groups as being left out and the reasons behind their exclusion.   

The groups identified were: 

People living in rural areas 50% 

Young people 34% 
Older people 18% 
People on low income  2% 
Unemployed people 9% 
Care leavers 9% 
Addiction recoverers 3% 
Grandparents 3% 
Single mums 3% 
Sofa surfers 3% 
Work returners 3% 
Working poor  3% 

The reasons for being left out were: 

Limited Internet access 9% 

Early independent living 3% 
In need of access 3% 
Learning difficulties 3% 
Low levels of educational achievement 3% 
Low skills levels 3% 
Mental health issues 9% 
No fixed abode 3% 
Not coming forward 3% 
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Client Survey 

 Profile of respondents 

One hundred and fifty individuals participated in the survey although they did not all 

reply to all questions or all parts of questions. 

Gender:  There was a slightly higher proportion of female (53%) to male (47%) 

respondents, the figures being (respectively) 2% higher and lower than the Somerset 

figures.  Two people did not answer the question regarding gender.   

Age: The age profile of respondents shows a predominance of 26-35 year olds (30% 

of 148 answering). This is an over-representation of this age group in comparison 

with the nearest equivalent age profile shown in 2011 census statistics, while there 

is a considerable under-representation of people from the 60+ age groups.  60% of 

Somerset’s population is aged between 16 and 64, while 21% are aged 65+. 

 

Answer Options Response % Response No. 

16 - 17 1.4% 2 

18 - 25 18.2% 27 

26 – 35 30.4% 45 

36 - 44 16.2% 24 

45 - 59 23% 34 

60 - 74 8.1% 12 

75+ 2% 3 

I would rather not say 0.7% 1 

 

Disabilities: In response to the question as to whether they have a disability 29% of 

145 respondents to the question said that they did.  37% of 146 respondents also 

reported having health problems.   These figures are not directly comparable to 

Somerset census statistics which register “People whose day-to-day activities are 

limited a lot” (8.3%) and “People whose day-to-day activities are limited a little” 

(10.5%). However, it is likely that a higher proportion of people with disabilities and 

limiting illnesses are in touch with organisations taking part in this survey. 

Distance from and access to urban centres 

Respondents were asked whether they lived within 2 miles of a large town. 73% of 

the 146 respondents stated that they lived within 2 miles of a large town.   
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The next question asked all respondents whether transport was a problem for them.  

83% of the 144 who responded said it was not.  However, among the 36 respondents 

who lived over 2 miles from a town, 80% did find transport to be a problem.   

Three rural residents have disabilities and another has an illness that affects their 

mobility.  One disabled respondent said that the buses were inaccessible to her/him.   

There were other problems related to bus services, key issues being  the cost, 

unreliability and infrequency: 

“I have no car and buses too expensive. Have underactive thyroid/severe 

anxiety” 

“Bus service is irregular, unreliable and hideously expensive” 

“I don't drive and can't always afford a bus.” 

“cutting back on services, no train station & bus only run until early evening” 

The lack of private transport was a problem for several people, and particular 

issues were mentioned in relation to the lack of ability to ‘shop around’ for 

cheaper essentials.  

“due to having a toddler its difficult trying to manage shopping on a pushchair” 

“can't do a big shop that could save money instead of smaller shop at 

convenience stores.” 

Broader social and economic profile 

Question 7 sought to build a profile of respondents’ household circumstances and 

sources of income.  143 people responded to one or more parts of the question, and 

each ticked as many boxes as applied to them.    

Comparisons with 2011 Census data for Somerset show that the clients who 

participated have a considerably lower standard of living than the general Somerset 

population, so shed important light on a more hidden side of life in a prosperous 

county. 

As the table below shows, although in total 143 people answered at least part of the 

question, the numbers responding to individual parts vary widely, making it difficult 

to form an overall picture.  However, the profile suggests that more of the sample 

would be eligible for benefits or a pension than were actually in receipt of them. 

Some respondents provided additional information about their circumstances. One 

said they were at college and receiving Income Support. Another suffered from 
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anxiety problems and their partner was ‘currently unemployed’.  Two others were 

‘unemployed sometimes’ and ‘self-employed - but no work’. 

 

Answer Options Yes No Response  

Single 77 33 110 

Couple 65 38 103 

In receipt of benefits or a state pension 56 37 93 

Unemployed 51 39 90 

In work 49 46 95 

With dependent children 36 53 89 

Long term sick 20 60 80 

Full or part-time carer 14 65 79 

Over pension age 9 70 79 

Ex-offender 6 70 76 

Other - please describe 5 

 

Ethnicity and nationality   

Question 8 asked respondents about their ethnicity and nationality.  As the table 

below shows, fewer than half of all respondents answered questions concerning 

their ethnic backgrounds. Fifty five people responded to the question whether they 

were from a gypsy or traveller background, of whom two said they were.    

Nine people identified with ‘other’ ethnic backgrounds than those in the question. 

They included:  American, Chinese, Portuguese, white, ‘white other’, Turkish white, 

Polish and European white. 

 

Answer Options Yes No Response  

From a Black or Minority Ethnic 

background 

2 52 54 

Gypsy and Traveller 2 53 55 

British citizen 126 5 131 

Other - please describe 9 

 

Given such limited information supplied it is difficult to estimate how many 

respondents might have been from Black and Minority Ethnic backgrounds but 

preferred not to say. 
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Housing circumstances 

Question 9 asked people about their housing circumstances.  Housing tenure is 

widely recognised as a proxy indicator of people’s general socio-economic 

circumstances.   

 In total 130 people responded to the housing question.  Of these 125 ticked the 

options available (housing association/council tenant, renting from a private 

landlord, or owner occupier) and a further 15 people described ‘other’ 

circumstances in which they were living.  66 said they were housing association or 

council tenants – 53% of those who ticked the options.  36 (29%) were renting from 

a private landlord and 23 were owner-occupiers.  16 ticked ‘Other housing situation’. 

 

Answer Options Yes No Response  

A housing association / council tenant 66 (53%) 23 89 

Renting from a private landlord 36 (29%) 45 81 

An owner/occupier 23 (18%) 44 67 

Other housing situation  16 

 

The 2011 Census provides housing tenure data for Somerset that can be compared with the 

percentages shown in the client survey.  

Census categories % in 

Somerset 

%  Q 9 

respondents 

Social rented: local authority } 5.9%  (13.9%) 53% 

Social rented: other                  } 7.6% 

Private rented: Private landlord or letting 

agency 

14.7% 29% 

Owner occupier 69% 18% 

 

If all 150 survey respondents are used as a basis for calculating these percentages, 

the figures still show a wide disparity in relation to the census data for the general 

Somerset population.  This indicates that a majority of those who participated in the 

survey are among the lower income groups, and that their responses provide 

important insights into problems that can be masked in whole-population surveys 

and consultations. 
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Of the 15 respondents who ticked ‘other housing situation’ four were homeless and 

one was ‘sofa surfing’ at friends’ homes. Three lived in supported accommodation.  

The other was in ‘leaving care accommodation’ which may or may not have provided 

security of tenure. Another respondent was living in ‘temporary accommodation’. 

One was in lodgings, and the remaining five live with parents or other family 

members. Some of these ‘others’ are likely to have ticked the box appropriate to 

their hosts’ housing situation, and therefore appear twice in the figures. 

Difficulties with money, and contributing factors   

Over half (57%) of the 138 people who responded to this question stated that they 

had difficulties with money.  These respondents were asked about the causes of 

these difficulties, based on a list which was compiled in consultation with a number 

of Somerset organisations.  Respondents were asked to tick each one that they 

identified as factors contributing to their difficulties. The results are shown on the 

table in descending numerical order.  They were also asked for details of any 

additional factors contributing to their difficulties that were not covered in the list. 

Issue/factor No. 

Bills 52 

Problems with managing money 39 

Unemployment 36 

Benefit issues 35 

Arrears 35 

Council tax payment 23 

Wages too low 22 

Little or no access to the Internet 20 

Other debts 19 

Mental  health issues 16 

Credit card debts 16 

Bank charges 16 

Problems with reading and writing or dyslexia 14 

Other rent costs 14 

Cost of transport 11 

Problems with sums 10 

Payday loans (eg Wonga) 10 

Doorstep loans (eg Family Provident) 9 

Physical Illness or injury 8 

Fines 7 

Substance, alcohol or other dependency 6 

Spare room subsidy or ‘Bedroom tax’ 5 

Bereavement 1 
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Below are responses to the supplementary question “If you have other reasons, not 

mentioned above, for your struggling with money, please describe them.” 

One respondent said the cost of food caused difficulties and another cited:  

“anxiety over rent + cost of electric + bills”. 

Three respondents have learning disabilities and (inferring from details provided in 

their responses) participated with the aid of personal assistants. One said: 

 “I have a Learning Disability and have difficulty in understanding money.” 

Other respondents referred to difficulties arising from their interaction with benefits 

and tax systems: 

“the way in which I receive my money does not allow me to use it effectively” 

“waiting for new ESA claim to be dealt with no food or clothing other than 

what I am wearing” 

“behind with self assessment tax and VAT, fines and interest mounting up” 

“benefits stopped due to error which resulted in shortage of money (tax 

credits)” 

“I should be able to receive extra support - financial – benefits” 

One respondent highlighted the seriously low wages that some households are living 

on in spite of minimum wage legislation.  

“I am at home with my 19 month daughter, my husband works, but that's not 

enough £71.00 per week” 

Whether this husband is working full-time (in which case he is receiving well below 

the legal minimum wage), or part-time, and they are not aware of other benefit 

entitlements, the situation looks serious in that household. 

Ill health was another cause of money problems for this household: 

“Wife health suffered so left well paid job to retrain so student for three 

years” 

Taking control of money difficulties – what helps most? 

Questions 16 to 18 set out a list of potential interventions (which broadly mirrored 

those included in the organisation survey) to find out which ones clients considered 

would be most helpful.  Getting advice about entitlements to support was the 

number one priority. 
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Respondents were asked “How important do you feel the following would be in 

helping you feel more in control of your money situation?”  The choices in relation to 

each intervention were: ‘Essential’; ‘Very Important’ ‘Quite Important’ and ‘Low 

Importance’.  The following tables show the numerical totals in descending order 

based on the ‘Essential’ column figures. 

Answer Options Essential Very  

important 

Quite 

important 

Low 

importance 

Response 

Help with the cost of 

important household items  

32 24 16 29 101 

Access to the Internet 17 21 16 48 102 

Help to  avoid impulse buying 9 15 25 49 98 

Help with using a computer 6 18 9 65 98 

 

Answer Options Essential Very 

important 

Quite 

important 

Low 

importance 

Response 

Count 

Advice about money I’m 

entitled to 

38 26 20 22 106 

More information about 

problem money lenders or 

loan sharks 

14 6 22 55 97 

Help to open a bank account 11 8 17 62 98 

Help to find out about low 

interest loans 

9 17 22 50 98 

Help to open a savings 

account 

8 14 16 56 94 

Help to set up an online bank 

account 

7 10 12 67 96 

 

Answer Options Essential Very 

important 

Quite 

important 

Low 

importance 

Response 

Count 

Learning to manage my 

money better 

22 20 20 40 102 

Knowing which debts need 

to be paid first 

21 18 24 39 102 

Help with Jobsearch and 

training 

15 18 27 40 100 

Help with communication 

skills 

12 19 22 46 99 

Help with reading and 

writing 

11 13 16 59 99 

Help with sums 10 16 14 60 100 
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The table below combines all of the factors included above and adds together the 

numbers of respondents who said these were “Essential” and “Very Important”.  This 

table may be compared with the one on page 7 of the organisation survey which 

shows the areas of help being provided ‘very often’ and ‘often’ by participating 

organisations. 

Although it does not appear at the top of the list, because of their fundamental  

importance, the numbers of clients identifying literacy and numeracy skills as 

‘essential‘ and ‘very important‘ should not be overlooked. 

Options % ‘Essential’  & 
‘V ‘important’ 

Number 

Advice about money I’m entitled to 60% 64 

Help with the cost of important household items 55% 56 

Learning to manage my money better 41% 42 

Knowing which debts need to be paid first 38% 39 

Access to the Internet 37% 38 

Help with Jobsearch and training 33% 33 

Help with communication skills 31% 31 

Help to find out more about low cost loans 27% 26 

Help with sums 26% 26 

Help with reading and writing 24% 24 

Help to avoid impulse buying 24% 24 

Help with using a computer 24% 24 

Help to open a savings account 23% 22 

More information about problem money lenders or loan 
sharks 

21% 20 

Help to open a bank account 19% 19 

Help to set up an online bank account 18% 17 

Other help 

Respondents were asked to describe any other type of help that they considered  

important.  There were several themes to the kinds of help mentioned: 

Help to get a job 4 

Understanding legal rights and entitlements (benefits) 4 

Help and advice with housing 4 

Support and advocacy 3 

More money to pay for essentials*  3 

Help with completing forms 3 

Help with managing finances 2 

Help with managing debts 2 

Help to be more independent 2 

IT training 1 
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The essentials mentioned were:  

“food and clothing” , “I need help to pay my rent + electric bills”, “extra 

money for bills”, One respondent had been issued with a distress warrant. 

Top three things that would most help 

In the next question clients were asked to name up to three things that would most 

help them to be in control of their money.  These responses have been categorised 

and collated to give the following numeric table. 

 

What would most help with managing money Mentions 

Money management/budgeting (including  

budgeting App; pocket budget chart; a budgeting account) 

40 

Cost of essentials   (utilities, rent, CT, food)  21 

Need more money/better wage 20 

More ability to budget - irregular/uncertain income and outgoings 18 

Debt management 12 

Help into/ gaining employment 9 

Savings/help with 9 

Bank account 6 

Ability to shop around (expensive local shops/money comparison websites 6 

Benefits entitlements help  4 

Internet access  3 

One to One support 2 

Access to a loan 2 

High interest on loan 2 

Mobile phone charges 2 

Better banks more trustworthy, honest, unbiased and helpful 2 

Affordable childcare 1 

Child support 1 

Numeracy 1 

Understanding interest rates 1 

Pension advice  1 

Regular support with money management 1 

Tax problems 1 

 

Along with the above there were some specific issues for participants with learning 

disabilities/difficulties, reported below.  These flag up the important role that caring 

agencies have in getting the right balance between supporting independence and 

ensuring that individuals are not vulnerable to financial problems or exploitation.  
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“Recognising coins” 

“Being able to count money” 

“The value of money” 

“Keeping money safe” 

Final words  

The final question was “Tell us about anything else you think would make it easier 

for you to manage your money.” Some of the replies indicate a degree of 

desperation about the impact of external factors on their ability to manage.  One 

appears to be having trouble with doorstep lenders, while another with debtors 

failing to pay.  Another respondent was facing a housing dilemma and needed help 

to make the best choice: 

“benefits say im well enough to sign on but my doctor says different he totally 

understands” 

“people coming to the house asking for money that I owe. which is hard to tell 

them as they do not listen” 

“more benefits (HB) to survive * I have no money for food” 

“no more inflation” 

“no bills” 

“about housing if I give up my council house and go private if after 6 months 

we have to leave would the council help me as it would be a different area” 

“other people paying their debts to me” 

“being able to pay by mobile phone and see how much money left the same 

time”. 

Other respondents recognised that there were things they could do to change their 

own behaviour, for which support may be needed: 

“practical support around my spending habit”, “give up smoking weed”, “stop 

impulse buying” 

Some respondents relied heavily on others to support them with managing money 

on a day to day level: 

“having my support workers help me”, “have support to count and manage 

my money”, “ having support with counting money” 



69 
 

One person’s final comment was an angry one: 

“Stop making the poor people poorer by increasing our bills. Take from the 

rich not the poor.” 

Another’s was simply - “Having more of it.” 

Conclusion 

While the widespread acquisition of key money-management, and related skills must 

be regarded as a positive thing in itself, and something to aim for, it is also important 

not only to attend to the crisis situations that many people face, but also to 

recognise the systemic reasons why financial exclusion is such a problem in Somerset 

as elsewhere.   

Underpinning the evident individual skills needs is the fact that systems with which 

people are expected to engage are built on an assumption that the possession of the 

skills and resources required to navigate them is universal.  The obvious example is 

the assumption that everyone has the literacy, numeracy and computer skills 

necessary to access and assess information that can help them make sensible 

financial decisions such as ‘switching’ energy providers on a regular basis. Many 

people who do possess the necessary skills and resources find such processes 

daunting nevertheless. 

Another ‘below the radar’ but essential consideration is the difficulty that many 

people have in accessing reliable information about their rights and entitlements as 

citizens, not only to financial support but also in relation to housing, legal advice and 

remedies in relation to maladministration by public bodies (through the Ombudsman 

services), and unlawful commercial practices (through consumer protection and 

regulatory bodies). 

Beyond even considerations such as the above which exacerbate financial exclusion 

are higher level policy decisions which, at best, have unintended consequences that 

propel individuals into situations of extreme financial hardship.  Social policy action, 

as one respondent highlighted, is an additional area of work which Citizens Advice 

and other agencies need seriously to consider in the quest for financial inclusion.  It 

is hoped that the evidence gathered in support of Somerset’s second Financial 

Inclusion Strategy will contribute to this end. 
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APPENDIX 2 - Organisations participating in the survey 

 

Organisations participating in the survey included: 

 

Action 4 Inclusion  
Aster Communities 
Bridgwater YMCA 
Careers South West 
Children Social Care 
CLOWNS 
DHI 
Engage 
FOCUS 
Hanover Housing 
Heathfield school 
Homes in Sedgemoor   
Jobcentre Plus 
KeyRing Living Support 
Networks 
Knightstone Housing  
Magna West Somerset 
Housing Association 
Mendip CAB 
Mendip District Council 
Mind in Taunton and West 
Somerset 
North Taunton Partnership 
 

RETHINK 
SCC Surestart Children s 
Centres 
Sedgemoor 2 Children’s 
Centres 
Sedgemoor 3 Children's 
Centre Cluster 
Sedgemoor CAB 
Sedgemoor District Council - 
Benefit Section 
SHAL Housing Limited 
Somerset Advice Network 
Somerset Churches  
Somerset County Council 
Somerset Partnership 
Somerset Private Sector 
Housing Partnership 
Somerset Rural Youth 
Project 
Somerset Savings and Loans 
Somerset You can Do 
Somewhere House 
South Somerset CAB 
 

South Somerset Cluster 
Children’s Centres 
South Somerset District 
Council 
South Somerset for 
Voluntary and Community 
Action (SSVCA) 
Stonham (Housing) 
Taunton CAB 
Taunton Deane Borough 
Council 
The Balsam Centre 
The Bridge Children's Centre 
The Rifles Secretary 
(Taunton)  
Vista 
Wessex Resolutions CIC 
West Somerset Advice 
Bureau 
The West Somerset Food 
Cupboard 
Work-Wise 
Yarlington Housing Group 
 

 

Project Group members: 

 Knightstone Housing Association 

 DWP 

 Somerset County Council 

 The District Councils 

 Public Health 

 The Citizens Advice Bureau 

 The Community Council for Somerset 

 The Credit Unions  

 Somerset Churches 


