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1. Executive Summary

1.1 Project Summary

The DOSH (Debts, Overdrafts and Savings Help) programme run by A2Dominion has been operating in
Ealing since 2013 with the aim of supporting residents with their finances through close one-to-one
therapeutic mentoring. Through the Money Advice Service (MAS) What Works Fund (WWF),
A2Dominion has expanded the areas of DOSH delivery to Oxford and Spelthorne and developed a new
financial capability application called Ask David to work alongside the therapeutic mentoring. The
DOSH programme specifically aims to increase residents’ confidence, improve their money
management, and enhance their ability to take control of their finances. It is a bespoke programme with
DOSH mentors tasked with engaging residents through a series of one-to-one meetings, and drawing
on the range of voluntary and community services (VCS), to assess and improve the wellbeing,
resilience, and money-management skills of residents struggling with their finances. Since its
development, DOSH mentors and partner organisations have encouraged residents to use the Ask
David app to support and enhance their financial capability. During the WWF period, nearly 900
residents have been engaged in DOSH programme-related activities regarding their finances.

1.2 Evaluation Approaches
The evaluation of the DOSH programme is based on answering the following question:

Is digital support, therapeutic mentoring or a combination of these elements more
effective in improving the financial capability of A2Dominion residents?

Covering the period of funding, three approaches to evaluating the project were taken:

Outcome Evaluation: this ran between August 2017 and March 2018 and involved a matched before
and after quantitative survey with DOSH programme intervention (n = 34) and control (n= 24) group
participants, and matched before and after qualitative case study interviews (n=12) with DOSH
participants.

Process Evaluation: this took place over the course of the funding period and draws together a range
of data sources to reflect on the delivery and success of the DOSH programme.

Economic Evaluation: this sets out the costs of delivering the DOSH programme and, using the
Housing Association Charitable Trust's (HACT) social impact measurement, analyses the return on
investment of the intervention.

1.3. Key Findings
1.3.1 Outcome evaluation findings
Therapeutic mentoring:

e Therapeutic mentoring plays a key role in improving the financial capability of A2Dominion
residents.

e Most residents are positive about the therapeutic and personalised one-to-one support from
their DOSH mentors, though a minority report inconsistent and patchy support during the
later stages of the programme.

Digital support:

e Asrolled out during this evaluation, the Ask David financial app has limited use.



Therapeutic mentoring and digital support:

The qualitative data from the case study interviews suggest that the digital app could
usefully add value as part of a portfolio of interventions, alongside the therapeutic
mentoring, to assist residents with their overall financial capability.

Improving financial capability:

Quantitative and qualitative findings reveal improvement in financial capability among
participants in the DOSH programme.

Quantitative findings show that DOSH is effective in: increasing residents’ ability to keep up
with their bills and credit commitments; increasing residents’ confidence in budgeting and
managing their finances; increasing residents’ financial knowledge; and, increasing
residents’ self-perception on overall wellbeing.

There are two main motivating factors behind residents’ involvement with DOSH — (i) a
desire to improve their financial situation; and (ii) ‘get back on track’ with their everyday
lives.

Additional outcomes for residents on the DOSH programme include: learning about new
services; gaining knowledge about available benefits and changes; and, one-to-one help
and support with CVs, job searches and training.

1.3.2 Process evaluation findings

DOSH mentors and volunteers were appointed and trained to engage residents about their
finances.

169 internal referrals were made to DOSH via the Tenancy Support Officers.

373 residents were engaged through Brief Interventions.

125 Advice Plus visitors were referred to DOSH.

131 residents engaged in DOSH one-to-one support through therapeutic mentoring and
completed a full programme of support from mentors.

The Ask David app recorded 1,419 hits, 174 active users and 80 live conversations.

1.3.3 Economic Evaluation Findings

The overall cost of the project is £276,500.

Using HACT’s Social Value Tool and Wellbeing Valuation approach, the DOSH financial
capability programme achieved a Social Return on Investment (SROI) of £2,281,000.

For every £1 spent on intervention, the estimated social value of the outcomes produced is £35.

1.4 Methodological Limitations

1.4.1 Intervention group drop off

There was a drop off in respondent numbers between phases 1 and 2 of the outcome evaluation
guestionnaire: control group drop off was just over half (52%), and intervention group drop off was three
quarters (75%). The sample size is therefore lower than indicated in the evaluation plan. There are a
number of reasons for drop off. These include: the level of additional support needs some clients had,
with reference to their mental health and general well-being, and mobile contact numbers being
changed. In addition, some initial respondents and DOSH participants once an issue or concern had
been resolved did not feel it was necessary to talk with a DOSH mentor or continue to participate in the

programme.



In the future, to mitigate this level of drop off, A2Dominion would invest in an outcomes and tracking
role, similar to posts within the old Connexions services which tracked 16-19 year old NEETSs (not in
employment, training and education). Such a role would track, via phone, letter, and/ or email, resident
status and cross reference MAS outcomes over specific time periods.

1.4.2 Age profile of participants

While evaluation data shows that DOSH is reaching its target group of struggling residents,
guestionnaire respondents and case study participants in the outcome evaluation included only one
‘young adult’ aged 16-24. The specific data on this cohort of residents is therefore limited and further
research is needed.

1.4.3 Late roll-out of the Ask David app

Delay in the roll-out of the Ask David financial app meant a shorter time for mentors to encourage
DOSH participants to consider and use it. This had an impact on the Phase 2 intervention group
outcome questionnaire findings on engagement with, and use of, the app and did limit the ability of the
evaluation to fully answer the research question.

1.4.4 Longer-term monitoring

To address limitations, it is suggested further evaluative research be conducted over a longer period.
Ongoing monitoring of the benefits of one-to-one therapeutic mentoring will enable further
understanding of how residents are coping with their financial problems and effecting behavioural
change. In addition, given the less discernible outcome findings on, and the delays with, Ask David,
there is need to continue evaluating its use and value as a supplement to therapeutic mentoring in
improving financial capability for different groups of residents.

1.4.5 Applicability and transferability

Recognising and learning from these limitations, the findings from this project have the potential to be
applied and transferred to other housing associations. The sharing and learning activities are geared
towards showcasing best practice and highlighting the potential transferability of such a financial
capability intervention programme.

1.5 Learning and Sharing Activity

Findings from the DOSH programme evaluations have been shared widely, influencing organisational
development within A2Dominion and knowledge sharing with external partners.

A visual Dashboard, representing the progress of key work strands within the project and interim
progress reports produced by Brunel University London were distributed to senior leadership teams and
key stakeholders within A2Dominion. A key stakeholder group of staff and external partners met
quarterly to report on progress and share learning. Deloittes Digital led on the production of customer
insight and segmentation work which successfully supported bids for further funding and HACT (The
Housing Association Charitable Trust) led on a social media engagement strategy with the housing
sector, including regular posts and blogs.

A2Dominion and Brunel University London are working collaboratively to implement a future
dissemination plan which includes:

e Sharing the final report with the Senior Leadership Team of A2Dominion to inform future
decision making and identify what approaches work when designing and delivering intervention
programmes to support residents with their financial capability and overall wellbeing.



¢ Working with HACT to produce a framework model to deliver therapeutic one-to-one mentoring
interventions drawing upon best practice.

e Sharing the report across the g15 — London’s 15 largest housing associations.

e Recognising the challenges encountered when engaging with vulnerable and hard-to-reach
participants and sharing this with the housing association community and other stakeholders.

o Working with HACT to promote the report and DOSH programme across social media including
A2Dominion’s Facebook and Twitter accounts.

e Publishing journal articles contributing to the wider academic literature on financial capability in
the UK.

A2Dominion will lead on sharing the report internally and coordinating related internal activities.

Brunel University London will publish academic journal articles contributing to the wider literature on
financial capability in the UK and disseminate findings through academic housing networks.



2. Overview of Project

2.1 Introduction

This chapter provides an overview of the DOSH programme run by A2Dominion and explains how it
has been expanded through the MAS WWEF. It provides details of the programmes different elements
and the key question addressed across the funding period and through this report. The project’s Theory
of Change is used to highlight key inputs, activities, outputs and outcomes. This is set within the wider
context of DOSH. Finally, the chapter looks at the delivery of the project and its outcomes.

2.2 Aims and objectives of the project

The DOSH programme is delivered by A2Dominion and has been operating in Ealing since 2013. It
aims to increase residents’ confidence, improve their money management, and enhance their ability to
take control of their finances. The WWF enabled the programme to be expanded to cover three
geographical areas — the London Borough of Ealing, Spelthorne Borough and Oxford City. With this,
DOSH mentors were appointed for each of the areas. In addition, A2Dominion commissioned Deloitte
UK to develop a new financial capability application called Ask David to work alongside the therapeutic
mentoring element of the programme. The programme’s two key elements are explained as follows:

Therapeutic mentoring: while mentoring is a well-known concept and practice in organisations,
therapeutic mentoring is less so. It is an approach to working with service users that has developed in
the USA and is derived from behavioural psychology. It merges mentoring with therapeutic services,
and has emerged from practices associated with health and clinical sciences. A2Dominion adopted the
therapeutic mentoring approach so as to include the wellbeing aspects of support and recognising
DOSH mentors’ role in teaching alternative strategies; providing anticipatory guidance; using role plays
and behaviour referrals; and, enhancing and practising conflict resolution, problem solving and social
skills in everyday situations.

Financial capability app: the ASK David app was developed by Deloitte and was a key component of
the WWF project. Deloitte was tasked with creating a product that had the potential to deliver
meaningful long term outcomes for users, as well as complementing the ethos of the therapeutic
mentoring and the overall delivery strategy of DOSH (Appendix 1).

In relation to these two key elements, the WWF project was aimed at answering the following question:

Is digital support, therapeutic mentoring or a combination of these elements more
effective in improving the financial capability of A2Dominion residents?

The DOSH target population is identified as having basic financial knowledge and needing help with
setting and achieving financial goals for unplanned life events. The evaluation of DOSH therefore aimed
to capture A2Dominion residents with different tenancies, and of differing age, gender, employment
status and BME backgrounds.

The evaluation targeted the following specific groups:

e Young adults 16-24 Struggling
e Young adults 18-24 Squeezed
e Working age people Squeezed
e Struggling adults or young people in financial difficulty.

The Money Advice Service (MAS, 2015) conducted a large scale analysis to classify and prioritise the
needs and circumstances of the 50 million adults in the UK, and using this data divided the adult



population into three main segments: ‘struggling’ = 11.6 million people; ‘squeezed’ = 12.7 million people
and; ‘cushioned’ = 24.5 million (MAS, 2017).

For this project, all participants in DOSH and its evaluation were identified as falling into the ‘struggling’
or ‘squeezed’ MAS categories, with a majority defined as struggling. The MAS definitions of squeezed
and struggling are as follows:

Squeezed — Working age consumers with significant financial commitments but relatively little provision
for coping with income shocks. They are digitally savvy and have high media consumption but this is
more for entertainment than financial information.

Struggling — They struggle to keep up with bills and payments and to build any form of savings buffer.
They are the least financially resilient and the most likely to be over-indebted (MAS, 2017).

2.3 Project outline

Residents needing extra help and support with their finances are identified, engaged and referred to
DOSH in a range of different ways including through Income Officers and Tenancy Sustainment
Officers, referrals via Advice Plus agencies and via Brief Interventions.

Income Officers and Tenancy Sustainment Officers (TSOs): Income Officers alert the TSOs when a
resident is in rent arrears. The TSO then contacts residents and, if considered appropriate, they refer
them to the DOSH programme.

Brief Interventions: these are a concept developed from the primary health care sector and serve as a
tool for providers to have short, instructive conversations with potential service users. NICE describes
them in the following terms:

“A brief intervention involves oral discussion, negotiation or encouragement, with or without
written or other support or follow-up. It may also involve a referral for further interventions,
directing people to other options, or more intensive support. Brief interventions can be delivered
by anyone who is trained in the necessary skills and knowledge. These interventions are often
carried out when the opportunity arises, typically taking no more than a few minutes for basic
advice.” (NICE, 2014: 46)

In the DOSH programme, brief interventions have been used to open discussions about money with
residents.

Advice Plus: this is a multi-agency drop in service managed by A2Dominion and has been running
successfully at the Beethoven Centre, Westminster, for eight years. The WWF was used to appoint an
Advice Plus Coordinator to establish a weekly Advice Plus session in Ealing, located at the Lido Centre.
Operating a triage system, the Advice Plus Coordinator engages clients and signposts them to the
DOSH programme and DOSH mentors.

Once referred onto the DOSH programme residents are contacted by the relevant area mentor who
then provides a series of one-to-one meetings aimed at addressing issues of wellbeing, resilience and
money-management skills. These meetings normally start with budget planning and an assessment of
overall wellbeing. At this point, other Voluntary and Community Services (VCS) may be drawn on to
further support the DOSH participant. In addition to this therapeutic mentoring, and if and when
appropriate, residents are encouraged to use the Ask David app to support and enhance their financial
management. Over the course of the DOSH programme, residents, with the help of the DOSH mentors,
begin to identify the areas in which they need extra help and support to ‘get back on track’ and improve
their overall financial capability and wellbeing.



Figure 2.1 DOSH Theory of Change
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The purpose of DOSH, as expanded through the MAS WWF, is to increase residents’ confidence,
improve their money management, enhance their ability to take control of their finances, and improve
and sustain budgeting and saving skills so they are better able to cope with planned or unplanned
financial difficulties. The project sought to achieve these outcomes through a series of evaluation
activities, as detailed in chapter 3. A Theory of Change was produced outlining the key inputs, activities,
outputs, outcomes and impacts to ensure the DOSH financial capability programme achieved its goals
(figure 2.1). The only change to the Theory of Change was the exclusion of Westminster in the DOSH
WWF evaluation, as the capacity and additional resources to fully support a Westminster programme
were not factored into the original grant application.

2.4 Context

The UK’s Financial Capability Strategy (fincap.org.uk, 2015) focuses on individuals “taking control of
their finances” while recognising that people have different needs at different stages in their lives. It
emphasises the need for “improving people’s ability to manage money well, both day to day and
through significant life events, and their ability to handle periods of financial difficulty” (2015: 6). This is
particularly pertinent to the social housing sector as research has shown that social housing tenants are
more susceptible to lower levels of financial capability (Atkinson et al, 2006) than others. Large
proportions of social housing tenants are in no, or part time and precarious forms of, employment and
therefore rely on welfare provision. Changes to this welfare provision in terms of mode of receipt and
amount given are significant for both social housing agencies and tenants. These welfare reforms are
an important opportunity to renew efforts to address the high levels of financial exclusion among social
housing tenants:

“welfare reforms should be viewed as an opportunity for landlords to review their current
practice and put in place policies and practices that will deliver financial inclusion, as this will
help to mitigate the risk of rent arrears and evictions”. (Williams, n.d.: 3)
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Over the past decade, the social housing sector and individual agencies have given increasing attention
to the financial capability of tenants (NHF and Toynbee Hall, 2008) with a proliferation of financial skills/
education programmes implemented at local level (e.g. Collard et al, 2012). Such programmes are
important as social housing agencies benefit from lower rent arrears and cost savings as a result of
fewer failed tenancies (Chartered Institute of Housing, 2011; NHF, 2010). Directly related to the roll-out
of Universal Credit, recent research evidences that many tenants are experiencing difficulties with direct
payment and landlords' arrears are rising markedly (Hickman et al, 2017; Tanner, 2018).

The DOSH programme provides a potentially important addition to the range of financial capability
programmes run by social housing agencies as it brings together both one-to-one personalised support
with app technology. As the UK’s Financial Capability Strategy highlights, “where advances in
technology can be used assist people to improve their financial capability” there is a need to ensure
they are used (fincap.org.uk, 2015: 4). The DOSH programme, with its Ask David app, provides a new
case study through which to explore the role that such technology can play in increasing financial
capability, alongside more traditional approaches.

The extension of the DOSH programme through the WWF follows on from four evaluations conducted
by and for A2Dominion. The first was a process mapping carried out by Price Waterhouse Coopers in
2016 as part of A2Dominion’s business transformation programme ‘Fit for the Future’. This WWF
project and its evaluation support this wider transformation programme with the development of tenancy
support and a pilot well-being team. The second was the DOSH plus survey with 90 participants which
looked at the different types of services residents used; the types of problems they were experiencing
and seeking advice on; their internet access and usage; their confidence in using the internet; and the
different tasks they carry out online. This survey was carried out in the summer of 2016 to inform
A2Dominion research bids as part of a process to understand how they can better support their
residents with their finances and overall wellbeing. The third was a financial inclusion health check
conducted by Toynbee Hall. This highlighted further improvement A2Dominion could make to
consolidate and improve its work, including working with frontline staff to develop their skills in
identifying poor financial health (Toynbee Hall, 2016). The fourth, an ‘Evaluation Review for the DOSH
Project’, again conducted by Toynbee Hall (2017), made three keys recommendations: implementing a
thorough monitoring and evaluation plan for DOSH; broadening the DOSH offer to everyone in the
community and expanding the geographical scope; and, considering longer term programme
sustainability including opportunities for volunteers and digital engagement. Through its current form
and implementation, A2Dominion are heeding the findings of this work through its DOSH programme.

2.5 Project Delivery

The project was delivered as originally intended. A short delay in the roll-out of the Ask David app
resulted in a shorter time frame in which residents were able to use the app before phase 2 of the data
collection. There was a three-month delay in recruitment of the Advice Plus Coordinator and various
staff changes including the project manager leaving, which affected delivery at certain stages.
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3. Overview of the evaluation approach

3.1 Introduction

This chapter introduces the research question for the evaluation of DOSH and highlights the links to
MAS WWF outcomes and UK Financial Capability Strategy priorities. It details the different elements of
the evaluation and their related methods, data collection and activities, and reflects on changes from
the original evaluation design. The role of the DOSH project evaluation is underlined with reference to
existing knowledge, highlighting how this evaluation complements and adds to this.

3.2 Research Questions

The evaluation of DOSH focuses on improving the financial capability of A2Dominion residents. The
main research question is as follows:

Is digital support, therapeutic mentoring, or a combination of these elements, effective in
improving the financial capability of A2Dominion residents?

Building evidence linked to the social housing context, this research question aligns with the MAS policy
guestion relating to young adults, work-age people and those facing financial difficulties. In particular,
the project is interested in:

e How can we help 16-to-24 year-olds, who have left school and are transitioning to independent
living, to prepare for and make better financial decisions?

e How can we help working age adults to improve their financial capability, develop budgeting
and tracking habits, build up a savings buffer to withstand financial shocks and/or set financial
goals for key life events?

e How can we identify and help people who are at risk of falling into problem debt?

The evaluation therefore focuses on the following specific target groups:

e Working age adults who are struggling;

¢ Working age adults who are squeezed,

e Young adults (16-24) who are struggling and/or squeezed, and:
e Adults, any age, who are facing financial difficulties.

This main research question was designed to link to the MAS Outcomes framework and the
components of behaviour, wellbeing, mindset, ability and connection (MAS, 2017). The following
elements have been critical in the evaluation of DOSH:

Behaviour — managing money well day to day

Wellbeing — keeping up with bills; emotional wellbeing
Mindset — financial confidence

Ability — budgeting and knowledge about products
Connection — increasing digital and internet engagement

The DOSH programme and its evaluation link directly to the UK’s Financial Strategy priorities
(fincap.org.uk, 2015) for young and working-age adults including: improving financial knowledge;
planning and management; and, identifying best support approaches. It also aims to provide rigorous
evidence and evaluation as stressed in the UK’s Financial Capability Strategy (2015).

3.3 Type of Evaluation

This research question has been addressed through three different, but complementary, evaluations:
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3.3.1 Outcome/ impact evaluation

The outcome/ impact evaluation is aimed at evidencing and understanding the impact of the DOSH
programme on participants. It measures the outcomes of the DOSH programme linked to the above
elements of Behaviour, Wellbeing, Mindset, Ability and Connection. A2Dominion commissioned Brunel
University London to undertake the design, implementation, and analysis of this evaluation. With a
focus on the main evaluation question above, the Brunel evaluation was framed around the following:

e Identifying and evidencing the factors that lead to a positive experience of DOSH and
improved financial capability;

e Evaluating the experiences and perceived effectiveness of the relationship between DOSH
mentors and participants;

e Exploring the role of mentoring and the effectiveness of the therapeutic relationship;

e Evaluating the experiences of using, and the effectiveness of, the new app in improving
participants’ financial capability.

The methodology and methods used in the outcome evaluation are detailed in section 3.5.1 and the
findings are presented and analysed in chapter 4.

3.3.2 Process evaluation

The process evaluation is aimed at understanding the effectiveness of the DOSH programme from a
delivery perspective. Importantly, this enables a reflection on the success of the programme as well as
consideration of what worked less well in terms of programme delivery. This allows a better
understanding of how the programme could be changed or improved as it moves forward. The process
evaluation draws on a wide set of data collected by A2Dominion and DOSH partner organisations. The
approach taken in the process evaluation is detailed in section 3.5.2 and the findings are presented and
analysed in chapter 5.

3.3.3 Economic evaluation

The economic evaluation is aimed at fully understanding the costs and benefits of the DOSH programme.
The HACT Social Value Tool and Wellbeing Valuation approach is used to understand potential longer-
term economic impact of participation in DOSH for individuals, A2Dominion and wider society. The
approach taken in the economic evaluation is detailed in section 3.5.3 and the findings are presented and
analysed in chapter 6.

3.4 Complementing/adding to the existing evidence base

As highlighted in section 2.4, the UK’s Financial Capability Strategy has spearheaded calls for
improving people’s ability to manage their money well. Part of the strategy is focused on ensuring
robust evaluation of interventions targeted at specific groups (fincap.org.uk, 2015). The evaluation of
the DOSH programme, which is targeted at social housing residents, is an important addition to existing
financial capability knowledge focusing on specific groups e.g. on youth (Johnson, 2007), immigrants
(Barcellos et al, 2016), retirees (LIoyd and Lord, 2015). Previous qualitative research exploring
residents’ use of DOSH highlights its value among those experiencing financial and other difficulties
(Wainwright and Marandet, 2017). As emphasised in the UK'’s Financial Capability Strategy
(fincap.org.uk, 2015) there is a need to look at those groups who have been affected by welfare reforms
and those receiving Universal Credit, and many of the participants in the DOSH programme fall into
these categories. The evaluation of DOSH also enables a view across the programme with an appraisal
of the therapeutic mentoring and financial app elements. In addition, given its now well-established link
with financial capability (Taylor et al, 2009; 2011) a focus on the wellbeing of residents is critical and
this evaluation looks at a series of wellbeing indicators.

3.5 Methodology

13



3.5.1 Outcome/ impact evaluation

The outcome/ impact evaluation was conducted between August 2017 and March 2018 across the
three DOSH areas. In close collaboration with A2Dominion, Brunel University London devised a mixed
methods evaluation based on survey questionnaires and case-study interviews. Outcome evaluation
data was collected through two key stages:

Stage 1 consisted of a matched two-phase questionnaire with the DOSH intervention group. Phase 1
was conducted between August and November 2017 and at the start of residents’ engagement with
DOSH and phase 2 between December 2017 and March 2018 towards the end of the DOSH process.
The questionnaire survey looked at employment status, sources of income, levels of worry about
current financial situation, keeping up with financial commitments, confidence in managing finances,
and knowledge of different financial budgeting tools (Appendix 2). Questions were designed using
MAS’s Financial Capability Outcomes Framework for Adults which contains a comprehensive selection
of outcomes, indicators and questions for use in surveys to measure changes in people’s financial
capability. The phase 2 questionnaire omitted key demographic/ profile questions and added in
measures on the effectiveness of the DOSH programme, its mentors, and the Ask David financial app
(Appendix 3). Phase 1 questionnaires were completed with/ by DOSH mentors. Given the questions
about experiences of DOSH mentors, phase 2 questionnaires were completed with the support of other
A2Dominion staff.

Included in stage 1 was a matched two-phase questionnaire with a control group. This was used to
control against changes in the intervention group and substantially enhances the quality of the data
collected and analysis made on key variables. The control group followed a similar profile to the
intervention group and was selected from residents identified as struggling with their finances. Brunel
University London collected all control group data. The control and intervention group questionnaires
were run during the same period.

Matched completions for questionnaire phases 1 and 2 are shown in table 1. Though smaller than
planned, the size of groups has enabled statistically significant results to emerge.

Table 3.1: Questionnaire completions

DOSH questionnaire Intervention Group Control Group
Phases 1 and 2 32 24

Of the 32 intervention group participants all were defined as ‘squeezed’ or ‘struggling’ (MAS, 2017).

Stage 2 complemented the predominantly quantitative data collected in the questionnaire through a
two-phase case study interview with DOSH patrticipants. Opportunistic sampling was used to recruit
participants from the DOSH intervention group. All case study participants completed the questionnaire
survey. A case study profile was developed for each participant giving basic demographic and
biographical details (Appendix 4). These interviews were aimed at gaining greater insight into the
experiences of those involved in the DOSH programme. Interviews focused on what led the residents to
become aware of DOSH, and their experiences and outcomes of involvement (Appendix 5). Matched
completions for phases 1 and 2 are shown in table 2. Twelve participants engaged in both phase 1 and
2 interviews.

Table 3.2: Case-study interview completions

Case study interviews Completions
Phase 1 14
Phase 2 12
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Stages 1 and 2 of this evaluation were used to capture outcomes related to DOSH participation and the
MAS WWF components.

Analysis of data sought to triangulate between the quantitative and qualitative data sets to ensure
better understanding of, and enhance confidence in, key findings. Quantitative questionnaire data was
analysed using SPSS. This analysis aims to see if the change between phases 1 and 2 is greater for
the intervention group than for the control group. A two-way analysis of variance, where one condition is
within-participants (Time of Test) and one is between participants (Group), and examines key variables,
was used. This was followed by analyses of composite scales for Financial Knowledge and Self-
Perceptions. Qualitative case study interview and questionnaire data was analysed using thematic
analysis. Thematic analysis focuses on identifying, describing, and then analysing common themes
across the data set using a coding approach. Both sets of data and analysis are used to answer the
main evaluation question. In this report, individuals who took part in the questionnaire survey are
referred to as ‘respondents’, while individuals who took part in the case studies interviews are referred
to as ‘participants’. As highlighted in section 3.5.1, the 14 case study participants are also among the
32 intervention group questionnaire respondents.

3.5.2 Process evaluation

The process evaluation focuses on project delivery and includes monitoring and evaluating the number
of residents going through DOSH, seeking one-to-one support and/ or accessing the financial app, as
well as drawing on experiences and perceptions of DOSH implementation from mentors and partner
organisations. This evaluation draws on a wide range of data sources to explore the different elements
of DOSH. Table 3.3 provides an overview of the data sources used in relation to the different DOSH
elements:

Table 3.3: Data sources on delivery of DOSH components

Overa_ll Dosh Therape_utlc Ask David App
delivery mentoring
DOSH dashboard v v v
DOSH mentor v v v
interviews
Director of Housing v v v
interview
App scoping
interviews and v
personas
Partner evaluations v
Google analytics v
Common Purpose/
Queen Mary v
programme

The DOSH dashboard, implemented and managed by A2Dominion over the course of the funding
period, has tracked and monitored residents participating in the different elements of the DOSH
programme.
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Brunel University London conducted individual interviews with three DOSH mentors who are
responsible for the day-to-day running and implementation of the DOSH programme in Ealing, Oxford
and Spelthorne. These interviews were conducted between May and August 2017 and are aimed at
providing context to the implementation, role and success of the DOSH programme and its different
elements (Appendix 6).

In the latter stages of the funding period, Brunel University London conducted an interview with
A2Dominion’s Director of Housing to explore DOSH delivery, potential and success from an
organisational perspective. This provides further important context for the DOSH programme and the
understanding of its different elements for improving the financial capability of residents and improving
outcomes for A2Dominion (Appendix 7).

Prior to the development of the app (January to March 2017), Deloitte UK conducted 40 app scoping
interviews with residents to explore and understand how they manage their day-to-day finances; their
monthly expenses and savings; the different types of technology they own and use on a daily basis;
their main sources of income; how they feel about their current financial situation; and if they seek
advice or support from external agencies about managing their finances. The findings from these 40
interviews were used to inform and create 4 personas (Appendix 8). Personas are ffictitious
representations of target users’ created using data collected from interviews with potential users (Pruitt
and Adlin, 2006).

As the Ask David app was trialled, A2Dominion undertook a series of evaluations with partner
organisations who are involved in its roll-out. Evaluations were collected via emails to/ from
A2Dominion staff and focus on potential usability.

Google analytics is a service offered by Google to track and report website traffic. A2Dominion use
this to collect data on engagement with and use of the Ask David app. The google analytics data used
in this evaluation covers the WWF period from August 2017.

Common Purpose UK contacted A2Dominion via HACT to offer co-curricular opportunities for students
at Queen Mary, University of London. The challenge, devised by A2Dominion for students, was to
find an answer to the following: ‘Is Digital support, through apps like Ask David, the most effective way
to help young adults build confidence to manage their money’. Seven students were involved in this and
their research included engaging young residents in conversations about how they use technology
(Appendix 9).

Linking directly to the key evaluation question, the data collected from these different sources is
presented, analysed and discussed in chapter 5.

3.5.3 Economic evaluation

To provide an economic evaluation of DOSH, A2Dominion draw on the HACT social value calculator.
HACT has created a large bank of methodologically consistent and robust social value indicators to
enable as assessment of social impact and evidence of value for money. HACT are the sector leaders
in measuring the social impact of Housing Association community investment programmes. The social
value indicator included relevant financial capability outcomes for the programme.

3.6 Changes to Methodology

There were a small number of changes made to the original evaluation methodology:

e Timescale of outcome evaluation: due to the delay in the roll-out of Ask David, the outcome
evaluation commenced in August 2017 and was completed by March 2018.
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Further data sources: given the delay in the roll-out of the Ask David app and its anticipated
impact on the outcome evaluation, A2Dominion sought to better understand the potential for
engaging residents with the app and, through Common Purpose UK and students from Queen
Mary, University of London, ran a small-scale scoping study to extend understanding of the use
of Ask David among young adult residents.
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4. Key Findings: Outcome/ Impact Evaluation

4.1 Introduction

This chapter reports on the outcome/ impact evaluation data and findings. It starts by providing a profile
of the residents involved in the DOSH evaluation before providing context on residents’ access and
involvement with the programme. Findings are presented and analysed in relation to main research
guestion:

Is digital support, therapeutic mentoring, or a combination of these elements, effective in
improving the financial capability of A2Dominion residents?

In keeping with the MAS Outcomes, findings are organised into the following categories: (i) behaviours,
(i) mindset, (iii) ability, (iv) wellbeing and (v) connection. In each section that follows, the quantitative
findings are presented to highlight change in relation to the key research question and the case study
interviews used to provide further detail and analysis.

Although the sample size is small, analysis of the matched two-phase questionnaire with 32 intervention
group participants shows a strong statistically significant improvement in financial capability
among participants of the DOSH programme — a key Theory of Change outcome for the evaluation
programme. Two-phase case study interviews with DOSH participants reinforce these findings.

Notably, analysis of the questionnaire and case study interviews show that therapeutic mentoring alone
plays an important role in improving the financial capability of residents. There is little evidence that the
Ask David financial app as rolled out in this programme adds value. However, there is some evidence
from the case study interviews that the app could add value as part of a portfolio of interventions to
assist residents with their overall financial capability and wellbeing.

4.2 Matched Questionnaire Respondent Profile
As demonstrated in table 4.1, all survey respondents in control and intervention groups come from the

three geographical areas of Ealing, Oxford and Spelthorne, with the largest number from Spelthorne.

Table 4.1: Questionnaire completions by geographic area

DOSH questionnaire Intervention Group Control Group
TOTAL Phases1and 2 | 32 24

Ealing 9 8

Oxford 8 9

Spelthorne 15 7

Table 4.2 shows the gender for all survey respondents in the intervention group and demonstrates a
majority of female participants.

Table 4.2: Intervention group by gender

DOSH questionnaire Intervention Group
Female 20
Male 12

As demonstrated in table 4.3, the majority of questionnaire respondents are aged between 25 and 54
with a mean age of 45. Only one respondent falls into the ‘young adult’ category.

Table 4.3: Intervention group by age
DOSH questionnaire Intervention Group
18-25 years old 1
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25-34 years old
35-44 years old
45-54 years old
55-64 years old
65-74 years old
75 years old

O |0)|00|00|00

4.3 Case Study Participant Profile

As demonstrated in table 4.4, participants from the matched two-phase case study interviews came
from the pool of questionnaire completions and are therefore also from the same three geographical
areas. Detailed bibliographic information on the case study DOSH participants can be found in
appendix 4.

Table 4.4: Case study interviews by geographical area

Case Study Interviews | Participants
Ealing 4
Oxford 5
Spelthorne 5

Table 4.5 shows the gender for all case study interview participants and demonstrates a small majority
of female participants.

Table 4.5: Case study interviews by gender

Case Study Interviews

Participants

Female

8

Male

6

As demonstrated in table 4.6, the majority of case study participants are aged 35-64 with a mean age of
48.4. No participants fell into the ‘young adult’ category.

Table 4.6: Case study interviews by age
Case Study Interviews Participants
18-25 years old
25-34 years old
35-44 years old
45-54 years old
55-64 years old
65-74 years old
75 years old

o|o|~|(~jUol|—|O

4.4 DOSH Access and Involvement

All survey respondents and case study participants were identified by A2Dominion as falling under the
‘struggling’ and ‘squeezed’ categories (MAS, 2017). These individuals were referred to the DOSH
programme as being in need of support. Case study interviews show that while participation in DOSH is
entirely voluntary, most participants found themselves on the DOSH programme after referrals from
A2Dominion Income Officers and TSOs due to rent arrears.

“Basically, at the time, A2Dominion was unfortunately seeing me go into rent arrears. It was not
a considerable amount of money but it was enough to make their concern and they asked me
would | like to be put in touch with a project which is called DOSH”. (Case Study C)
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In addition, findings from the case study interviews identify two main motivating factors behind
residents’ involvement with DOSH:

° a desire to improve their financial situation

° ‘get back on track’ with their everyday lives.

4.4.1 Improving financial situation

More than two thirds of case study participants spoke of an overwhelming desire to improve their
financial situation, clear their rent arrears and any outstanding debts, and avoid eviction. They also want
to develop the necessary skills and knowledge to manage their finances and budget day-to-day
independently and with increased confidence.

“...there are certain steps they — we — can take to get me back on track and try and clear this
debt and get my rent up and running because I've had a letter saying they are seeking
possession of the flat and | think it was that that really kicked me into gear”. (Case Study L)

4.4.2 ‘Getting back on track’

Participants hope engagement with the DOSH programme will help them get ‘back on track’ with
everyday life. A number spoke about experiencing increasing levels of stress and anxiety about their
mounting debts and precarious financial situation before their involvement in the DOSH programme.
Levels of stress, worry and anxiety are often compounded by cuts and changes to benefits which affect
everyday activities and needs:

“...cause it got to a point where | just wanted to run away. But | know it doesn’t solve the
problem, but you know, it’s just getting on...I'm welling up at the moment, it’s just getting to me
at the moment, you know, but I’'m getting help with them”. (Case Study I)

“I can’t afford to go shopping”. (Case Study A)
4.5 Key Research Outcomes

This section reports on findings of key survey questions linked to financial knowledge, worry, and
confidence, keeping up with bills and credit commitments and self-perception. Qualitative data is
provided to triangulate our findings and offer richer insight. These are linked to Theory of Change
outcomes identified in the Evaluation Plan which include:

e Improved financial capability

e Increase in confidence in managing finances and managing better day-to-day
e Improvement in emotional and mental wellbeing

e Increased access to advice services and residents actively seeking advice.

4.5.1 Behaviours: managing money day to day, improving financial situation

There is a statistically significant beneficial effect of DOSH on residents’ keeping up with their bills and
credit commitments. DOSH is effective in increasing residents’ ability to keep up with their bills and
credit commitments.
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Estimated Marginal Means of Keepup Question 6: Which ONE of the following statements

324 72’:(““‘ best describes how well you are keeping up with
. — itervenion your bills and credit commitments at the moment?
/ (Appendix 3)
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“...basically I'm up and running now, I'm back in full time employment, I’'m paying the arrears
of”. (Case Study C)

“... And now I've managed to...now I've managed to help out, like my rent’s up to date, you
know, and everything...everything’s going good”. (Case Study M).

4.5.2 Mindset: confidence, improved financial outlook/ capability

There is a statistically significant beneficial effect of DOSH on residents’ confidence.
DOSH is effective in increasing residents’ confidence in budgeting and managing their finances.

Estimated Marginal Means of Confidence

Group Question 8: How confident do you feel in budgeting
— Cortral and managing your finances? (1 = Very confident;

— Intervertion

] Fairly confident; Not very confident; 4 = Not at all

* \ confident)

The graph indicates that the intervention group
have a larger change in their Confidence
scores in the expected direction (-20%) than
N\ did the control group (-5%). Statistically, the
\ size of the interaction group effect is partial n?

247

Estimated Marginal Means

= .05, which is a medium sized effect. Itis
significant F(1,51)= 2.68, p=.05.

Control Group: N=24
Intervention Group: N=32

o

PREPOST

A major benefit of participation in DOSH is residents feeling that they can apply the practices and
behaviours they have learnt to their individual circumstances:

“Mentor 2 came around and like obviously helped me out and he advised...that’s how | got on
the course. And now I've managed to...now I've managed to help out, like my rent’s up to date,
you know, and everything...everything’s going good”. (Case Study M).

A majority of residents feel the programme and the support of their mentors has brought structure to the
way they manage their finances, how they prioritise and keep on top of their outgoings:
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“That’s the idea of why | got them involved. | want them to give me a plan, put a plan in place
what | can follow and...have a decent budget and still have enough money to last me until | get
paid again”. (Case Study F)

Residents feel it has taught them to identify and understand their most pressing issues, to learn how to
deal with problems, and to apply the budgeting skills they have learnt from their engagement on DOSH
to other scenarios.

“...budgeting, to help me how to budget and if I'm falling behind with anything, she [Mentor 3] will
ring up on my behalf, in my presence, and she will tell me what she’s going to do with this person,
and what’s going to be happening. And so sometimes | might not understand, but what she does,
she explains to me and she explains in a way that | understand”. (Case Study A)

“I became more confident...l actually did begin to feel more confident, and | did things to budget
more, so it [DOSH programme] did help...it was more of a help sort of talking really [to Mentors]”.
(Case Study H)

4.5.3 Ability: financial knowledge

There is a highly statistically significant beneficial effect of DOSH on residents’ self-rated Financial
Knowledge. DOSH is effective in increasing financial knowledge.

Question 10: Which statement best describes how
knowledgeable you feel about the following items: Bank
Estimated Marginal Means of FIN_KNOWLEDGE accounts; Credit cards Mortgages; Savings accounts;
Group Credit Unions; Investments; Pensions; Insurance; Different
 cortro types of financial fraud; Different types of loans and credit
p —Imerverion (1= | know nothing about this; 2= My knowledge is very
26007 limited; 3=1 have basic knowledge, but do not understand
the details; 4= | have reasonable knowledge; 5= | have good
knowledge).

24 007

The graph indicates that the intervention group
have a far larger change in their Financial
Knowledge total scores in the expected direction
2007 (34%) than did the control group (-2%).

Statistically, the size of the interaction effect is
partial n2 = .14, which is a large medium sized

0,00 ) effect. Itis highly significant F(1.50)= 7.89, p=.004.

Estimated Marginal Means

Control Group: N=24
Intervention Group: N=32

PREPOST

4.5.4 Wellbeing: worry, self-perception, increased wellbeing, confidence and optimism

There is a statistically significant beneficial effect of DOSH on residents’ worry. DOSH is effective in
reducing residents’ levels of worry about their current financial situation. There is statistically significant
beneficial effect on residents’ self-rated perceptions of overall wellbeing (optimism, feeling useful, feeling
relaxed, dealing with problems, thinking clearly and feeling close to people). DOSH is effective in
increasing residents’ self-perception of overall wellbeing.
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More than half of the case study residents spoke about how their levels of stress, anxiety and worry

Question 5: To what extent, if at all, do you
worry about your current financial situation?

The graph indicates that the intervention
group have a larger change in their
Worry scores in the expected direction
(+33%) than did the control group (-
10%). The statistical size of the
interaction effect is partial N2 = .12,
which is a large medium sized effect
and is significant, F(1,50)=6.79, p=.01.

Control Group: N=24
Intervention Group: N=32

Question 15: To what extent do each of the
following apply to you: Feeling optimistic about
the future; Feeling useful; Feeling relaxed;
Dealing with problems well; Thinking clearly;
Feeling close to other people; Able to make up
your own mind (1= None of the time; 2= Rarely;
3= Some of the time; 4= Often; 5= All of the time)

The graph indicates that the intervention
group have a larger change in their Self-
Perception Total scores in the expected
direction (15%) than did the control group
(-5%). The size if the interaction effect is
partial n2 = .16, which is a large sized
effect and is significant F(1,48)= 9.34, p=
.002.

Control Group: N=24
Intervention Group: N=32

about their financial situation have reduced since they started on the DOSH programme:

“Very good [DOSH programme] and actually very encouraging, basically telling me not to worry,

it'll get sorted, and he’s [Mentor 2] going to help me. So yeah, it’s all positive”. (Case Study E)

“And I've stopped worrying because of [Mentor 2], he explained things properly to me, I'm not
overly concerned about trying to keep the roof over mine and the kids head at the moment”.

(Case Study D)

“It's not as bad as it was. | think | can get on with my life and — you know — discuss my

problems...”. (Case Study F)

Residents feel that their confidence has increased since they had met with their DOSH mentors and

gone through their finances and set up a budget plan:

“cause when he [Mentor 2] came to me, | was having a really bad year, so | think it's
actually given me a little bit of a boost”. (Case Study M)
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The support of mentors and having someone ‘on call’ to offer a sympathetic ear in a non-judgemental
manner has given residents increased confidence in themselves and the future:

“Oh, they gave me back all the confidence that | need, and I'm really grateful to them...”.
(Case Study B)

Residents also spoke about finding the ‘courage’ to deal with their finances which they didn’t have
before the DOSH programme:

“Before | wouldn’t have done it. | wouldn’t have had the courage to do it”. (Case Study A)

Having ‘control’ over their finances, health and wellbeing has positive effects for residents and their
extended family:

“[It's] about how far I've come...and just everything has changed...how happy | am,
how confident | am and how | can just take control of things by myself...even my
children notice it now”. (Case Study D)

From the case study interviews, a majority of residents who live with their children report that the DOSH
programme has had a positive impact on their children, their quality of life, and standard of living:

“It's made a real big impact in our life”. (Case Study D)

The availability of one-to-one support is also crucial for increasing confidence, engaging successfully
with DOSH mentors, and being able to manage their own finances:

“The benefits of using the service with DOSH regarding myself as personally that there is
someone to help you and therefore it gives you confidence and a life. You don’t have to fall
into debt if you don’t want to because there is someone there to help you and you feel
much better once you come to an agreement — like | did and therefore it takes a lot of
pressure off the head and start thinking about all this that and the other — you are going to
end up there, you are going to end up there. It's rubbish. They are there to help you and
they can help you”. (Case Study C)

“I find [day-to-day life] easier. Before | wouldn’t go [anywhere] without my children. And
now | am quite happy, | go to work, go find a new job. | go and do anything | need to by
myself. But | don’t have an issue with it at all no more”. (Case Study D)

Over two thirds of the case study participants report feeling more confident about the future and their
ability to manage their finances and this is mainly due to the positive experience of their engagement
with their mentors and the DOSH programme:

“'m hundred percent now back to work and | got a big weight off my mind — not knowing full
well — oh, you have got to pay this — you have got to pay that. There is no such thing. They help
you. They discuss with you. They are there to help you”. (Case Study C)

They also express hope for the future which involves returning to work and being ‘successful’ and ‘busy’
with a life free from debt, worry and stress:

“Well, just getting it all sorted. So that | can try and get on, get better and hopefully get back to
work basically. Just try and survive with my kids, and not be struggling basically”. (Case Study
E)
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“I need to now think about me and try and better myself for my children as well, really....l want
to get...l want to get back in work, | want to be working for myself...that's how | see myself
being successful, being busy, being out there”. (Case Study M)

4.5.5 Connection: signposting of other services and benefits, job applications and benefits

One other outcome of residents’ engagement on the DOSH programme is learning about new services
available through A2Dominion and partner organisations. Gaining knowledge about available benefits
and changes is vitally important for residents who often do not possess the necessary skills, or lack
knowledge about the different types of support and benefits available to them. The one-to-one support
from the DOSH mentors is critical in identifying residents who may need extra support and access to
other services:

“l am quite stressed and depressed, and so |...you know, the relaxation courses, I've been to
one of, it's quite good...”. (Case Study H)

After their involvement in DOSH, 74% (n= 23) of phase 2 questionnaire respondents state that they
would be very likely to seek advice from an external advice organisation to deal with money worries. It
is important to recognise that residents who have complex needs may need more comprehensive help
and support from external agencies and service/ agency providers. This intensive and targeted support
in most cases falls outside the scope and remit of DOSH mentors; however, this does not diminish their
role or the work, and the support and level of expertise they provide to residents in general. It is the
help, support and guidance from DOSH mentors which encourages and empowers residents to seek,
access and accept external advice and support. Digital connection is discussed in 4.6.2.

4.5.6 Other outcomes

Other important outcomes of residents’ engagement with DOSH include one-to-one help and support
with CVs, job searches and training. In some cases, residents returning to work after long-term sickness
are given references from their mentors:

“| speak to him [Mentor 2] quite regular as well because | have just applied for a new job so
he’s been my reference for that”. (Case Study D)

One resident spoke about how her DBS check had been paid for by A2Dominion and this had allowed
her to find a job:

“...and | have my DBS, it's done already...they pay [for it]...| can tell you, without the help they've
given me, | don’t think | would have got a job”. (Case Study B)

The DOSH programme offers very practical support, as well as advice and guidance.
4.6 Experiences of DOSH

4.6.1 Therapeutic mentoring
62.6% (n= 20) of survey respondents report that DOSH has been effective in helping them identify their
needs and 68.8% (n = 22) report that DOSH had given support in the areas most needed.

“Received good support [from DOSH programme]”. (Questionnaire)
“Ongoing help and someone there to assist me”. (Questionnaire)

“The support [from the DOSH programme] has been fantastic”. (Case Study C)

The role of the DOSH mentors is critical in providing support and 71.9% (n = 23) of survey respondents
report that their DOSH mentor really supported them. 65.7% (n = 21) report that their DOSH mentor
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encouraged them to engage with the programme and work towards improving their financial skills and
knowledge. 68.8% (n = 22) survey respondents feel their DOSH mentor gives them helpful advice in
terms of managing their day-to-day financial budgeting and getting back on track.

A majority of case study participants are very positive about the personalised one-to-one support from
their DOSH mentors and respond positively to their approachable and friendly nature. This one-to-one
contact with and tailored support from the DOSH mentors is critical in developing a meaningful
relationship, establishing trust, and engaging with residents:

“Knowing that they are still there to fall back on and still supporting you”. (Case Study D)

“The DOSH Mentor assisted with my Benefit Appeal for ESA and Housing Benefit. The mentor
represented me at a tribunal and got my ESA reinstated after 10 months of non-payment. He then
got me a back date for Housing Benefit of £1773.00 which took me out of rent arrears and
reinstated my Housing Benefit claim”. (Questionnaire)

Case study participants value the support and guidance they receive from their contact with their DOSH
mentor and other A2Dominion staff, and this is key to increasing residents’ wellbeing and ability to
manage their finances independently and with increased confidence.

There are however a number of participants who felt dissatisfied with their mentoring in the later stages
of their involvement with DOSH:

“I'll tell you now she [Mentor 3] is really difficult to get hold of, and I've certainly been trying to
call her, and she’s never at her desk, on the Friday she’s not in. And she never returns my
phone calls now, it’s kind of like you know, | kind of feel differently now to what | said about her
before...she knows that | need help...just basically she’s left me with it, and she does know
what’s going on. But she hasn’t helped me at all”. (Case Study K)

Ten respondents (31.25%) from the intervention group questionnaire report that they do not feel their
DOSH mentor has encouraged them, and nine respondents (28%) feel that their DOSH mentor has not
supported them. In addition to this, nine respondents report that they were not given support in the
areas they needed the most, and ten respondents feel that their DOSH mentor has not given them
helpful advice.

Over the course of the programme, a small number of case study participants reported that they had to
seek external advice, help and support as their DOSH mentor did not have the necessary knowledge or
authority to assist them with their financial problems, as highlighted in the questionnaire and case study
interviews:

“...needed to be referred to other agencies as DOSH mentor could not deal with assisting me in
reducing debts”. (Questionnaire Respondent)

A small number of case study participants felt that their mentor had failed to adequately meet and
engage with them after the initial catch ups and meetings:

“I feel that I'm in a situation where | need, | do need help from their side. And it seems like they
are just leaving me to it, and they know I've got five children they know I’'m battling my mental
health, and just seems like they’re just not willing to help me at all”. (Case Study K)

Social housing residents often struggle with poor mental health, alcohol, drug and substance misuse

and long term sickness. In this research, a number of residents spoke candidly about their own mental
health problems, chronic health conditions and alcohol and drug addiction, and the impact this had on
their ability to cope with everyday life. The levels of intersecting problems experienced by many of the
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participants makes it very difficult for any intervention programme to have an impact across all life
experiences and financial management issues, and this may account for some of the negative reports
of the DOSH programme.

4.6.2 Ask David app

In terms of understanding the effectiveness of the financial app in improving residents’ financial
capability, the findings are less discernible. 64.5% (n = 20) of phase 2 survey respondents do not use
any budget tools and notably only one survey respondent reports using financial apps. While only three
survey respondents report using the Ask David App on a regular basis to help them with the day-
to-day management of their finances, it is important to note that the overall sample size was small,
and therefore it is difficult to determine the overall effectiveness of this element of DOSH in terms
of improving residents financial capability and wellbeing. Data presented and analysed in chapter
5 further adds to this discussion on the Ask David app.

The low figure on Ask David use can be partly explained by some confusion about the app among
residents. A number of participants in the case study interviews report that they were not aware of
the app or did not understand how it could help them with their day-to-day budgeting and financial
management:

“l saw it [email about Ask David from A2Dominion] initially, and to be honest, | didn’t know
what it was. It came through as an email, and | thought ‘what the heck is that?’” (Case Study
E)

A number of case study participants also report that they do not have access to the internet or a
smartphone which restricts their ability to download and use the app:

“I've got no broadband”. (Case Study F)

“Our internet is terrible, so | would probably prefer to phone [mentor] than use the app”. (Case
Study M)

“l haven’t got the phone [smartphone], so it wouldn’t be any good to me...I haven’t got a
tablet...l would love to have one [smartphone], but | can’t afford it”. (Case Study A)

Low usage of the app can also be explained by the lack of IT skills and knowledge among some
residents:

“l can’t use things like [apps] that. | don’t know how to use technology like that, | don’t
have a computer, a table or anything”. (Case Study I)

For case study participants where English is a foreign language, there is an issue around
understanding the potential benefits of the app and how it can help support their financial skills
and knowledge. This resulted in a lack of engagement with this element of the DOSH programme:

“[I don’t know] a lot about that [Ask David App]...I don’t want to use it...| don’t have a
reason to use it...How can [it] help, the app is....what kind of help?” (Case Study G)

Furthermore, it should be noted that many of these residents lead challenging and complex lives,
and struggle day-to-day with a wide range of financial, social and emotional problems which can
leave them little time or inclination to engage with different layers of financial intervention
programmes:
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“At the moment, no, because I’'m struggling to sort of do my finances which is why | had
this organisation more or less doing it for me”. (Case Study K)

While it is clear that one-to-one therapeutic mentoring is effective in improving the financial
capability of A2Dominion residents who have acute financial difficulties, there is potential for this
to be supplemented by less intensive elements, such as the Ask David app.

A small number of residents identified from the case study interviews report that they would be
willing to use the Ask David app to assist them with their financial and day-to-day management of
their budget:

“l would be encouraged to do so, if anything was mentioned to me, and | was in financial
difficulty as | was, yes”. (Case Study C)

Residents are more likely to use the Ask David App with confidence if they have personalised
input and support from their mentors:

“l think it is something that | would consider to look at, but like | said due to what I’'m going
through, it'd be good if | could have someone that | could speak face to face to, and like
on a one-to-one basis, rather than just doing it on my own”. (Case Study A)

Moreover, case study participants need to understand how to use the Ask David App and are
encouraged to seek support and advice in using it from either their mentor or other A2Dominion
contacts. The Ask David app could add value for residents with lower levels of complex problems
and higher levels of IT literacy than the current participants in this research. Further research is
therefore necessary to fully understand the potential benefits of financial apps in improving
financial capability and overall wellbeing among younger and more tech savvy residents.

4.7 Contribution to WWF Objectives

This chapter has highlighted a number of key findings which make a significant contribution to the WWF
objectives and areas of focus. The findings from the qualitative and quantitative data reveal significant
improvements in financial capability among participants in the DOSH programme — a key Theory of
Change outcome for the evaluation programme. Alongside this, the research findings also show an
increase in residents’ confidence in managing finances and managing better day-to-day; an
improvement in emotional and mental wellbeing; and, increased access to advice services and
residents actively seeking advice — all key Theory of Change outcomes. While the questionnaire data
from the intervention group indicates that the DOSH programme has a positive impact on residents’
overall financial confidence and wellbeing, the case study interviews give a richer, more rounded and
robust picture of its impact. Case study interviews effectively identify and highlight the factors that lead
to a positive experience and improved financial capability, stress the different experiences both positive
and negative, of the relationship between residents and mentors, and showcase the effects of one-to-
one therapeutic mentoring on overall improved financial capability and wellbeing. While the
guestionnaire data showed that just over a third of respondents did not view their one-to-one mentor
support as being effective in identifying their needs and offering them helpful advice, findings from the
case study interviews indicate a more nuanced and largely positive opinion of the DOSH mentors.

This suggests that using targeted one-to-one therapeutic support in programmes such as DOSH may
benefit more vulnerable and hard-to-reach residents who experience complex circumstances leading to
challenging everyday lives. While the effectiveness of the Ask David app in improving residents’
financial capability and overall wellbeing is not evident, findings from the case study interviews suggest
that this type of intervention can supplement more intensive programmes such as one-to-one
therapeutic mentoring. It is essential that financial capability interventions that require a certain set and
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level of skills and competencies are targeted at those who are most likely to engage with and benefit
from them.
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5. Key Findings: Process Evaluation

5.1 Introduction

This chapter looks at the process of delivering the DOSH financial capability programme and whether,
why, and how, it has been successful. It draws on a range of data sources detailed in chapter 3 to
consider the different elements of project delivery. It also critically reflects on the delivery process to
consider what worked less well and how the project can be improved in the future.

5.2 Defining ‘success’

At its core, the DOSH programme is aimed at ensuring A2Dominion residents are financially capable so
that they are able to pay their rent and keep hold of their tenancies. Success is therefore defined in
terms of effectively delivering the DOSH programme, engaging residents about their finances and in the
different DOSH elements and, in the longer term, positively impacting on the work of the Income
Officers and TSOs. In addition, and as described by the DOSH mentors, success is framed in the
following terms:

“It's about empowerment, it's about trying to teach them how to handle their money. It's not us
just wanting to get our rent”. (Mentor 2)

“[Trying] to create, how would | put it, a positive habit, to try and help them sort that out”.
(Mentor 3)

Success is therefore also about effecting longer term behavioural change in relation to residents’
personal financial management, ensuring they feel empowered and develop good financial habits.

To monitor the success of the project, a DOSH programme steering group was set up at the start of the
project that comprised members of the core A2Dominion team and representation from the local
authority and VCS across the three DOSH areas. The steering group was responsible for sharing their
learning and embedding DOSH principles with frontline staff and volunteers during the WWF period.

To ensure prompt roll-out, A2Dominion staff were updated on DOSH programme developments with the
details and explanations given on the key elements of mentoring and the financial application. In
particular the TSOs, who refer residents to DOSH, were briefed about the programme’s aims and
objectives to ensure appropriate use of referrals. This integrated internal working at A2Dominion has
been critical to the success of engaging residents in the programme.

As highlighted in the Theory of Change, there are different elements to the delivery of the DOSH
programme and here we reflect on the relative success of these as evidenced by the programme
delivery data.

5.2.1 DOSH mentors and volunteers

Three DOSH mentors were appointed, one for each of the geographical areas of the DOSH
programme. The key responsibilities of the DOSH mentors are:

e To provide one-to-one financial capability interventions to DOSH patrticipants

e To support the DOSH project manager and key partners in the design and development of the
new service offer

e To engage residents in the development and testing of a new financial capability app.

Crucial to the ‘therapeutic’ dimension of this mentoring is ensuring mentors have close knowledge and/

or experience of the challenges faced by social housing residents, whether due to their experience in
the social housing sector, or through personal experiences. In addition, mentors received training based
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on the skill/will coaching model, focusing on techniques to improve the will of participants to make small
changes to how they manage their money, as well as build resilience. In addition, DOSH mentors aim to
work holistically with residents to ensure a range of health and social needs and wider wellbeing are
addressed. The necessary empathetic and understanding dimensions of the mentor role are critical for
successful mentoring, as highlighted by DOSH patrticipants:

“It's just... she just understands... she's got kids herself, so she can understand, she can relate
as a mother, to what I'm going to through. She understands how the system works, she knows
that it's unfair at times to people who are in dire situations, because she's seen it herself. And
she's just... | guess it's just experience making her more understanding to what I'm going
through”. (Case Study K)

“Just having someone to talk to about issues”. (Questionnaire)

In April 2017, DOSH mentors completed a 3-day motivational interviewing programme. This aimed to
equip the mentors with the skills to conduct practical and effective interviews with residents with a focus
on supporting residents to change their financial patterns of behaviour and reducing debt. Internal
programme evaluations evidence enhanced understanding of different motivational interviewing skills
(e.g. active listening, questioning, change talk, etc.) among mentors.

Residents’ experiences of the DOSH mentors are important for understanding the largely positive
impact they have, but also for understanding when the mentoring is considered less successful, as
evidenced in chapter 4. This was reiterated by A2Dominion’s Director of Housing in her appraisal of the
success of DOSH:

“That's what | think the mentors are really good at ..., | think they've got... they've got sort of
quite a wide, open mind about what could help somebody. And | think that's really important”.
(Director of Housing)

As DOSH mentor case load numbers increased over the WWF period, it becomes ever more
challenging to work in this holistic ‘therapeutic’ way that positively impacts on residents. For success to
be sustained an audit of mentor-resident ratios is needed to monitor caseloads with continued financial
investment in this dimension of the programme.

DOSH volunteer training: A2Dominion devised a training course with GGT solutions called ‘Beyond
the Fence’ to train and engage staff and volunteers from partner organisations in skill/will coaching to
support residents struggling with finances. This course is a motivational, behavioural change workshop
aimed at supporting the work of the DOSH mentors and is accredited by the Institute of Commercial
Management. 25 Beyond the Fence sessions were run during the WWF period including with Ealing
Equality Council and Ealing Community and Voluntary Service.

5.2.2 Engaging residents about finances

A2Dominion’s commitment to engaging residents about their finances is an integral first step towards
expanding the DOSH programme and the DOSH dashboard has been used to collect and collate data
on the number of residents engaged during the WWF period. Several different approaches are taken
which include the work of Income Officers and the TSOs, Advice Plus sessions, and the use of Brief
Interventions. The success of these is discussed in turn:

Income Officers alert the TSOs when a resident is in rent arrears. DOSH is therefore an important
channel through which to support those residents who find themselves in contact with the TSOs and
DOSH mentors describe the DOSH programme as an “offshoot of our tenancy sustainment programme,
where we provide assistance to a vulnerable tenant”. This is articulated by the Director of Housing and
mentors:
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“The DOSH project is really part of a tool that the team can use, to... for that purpose really. So
it's quite a crucial part. | mean, the [TSO] team are responsible for collecting £183 million worth
of rent every year”. (Director of Housing)

“I get a lot of my referrals from the Tenancy Sustainment Officers, and Income Officers... so it
kind of gives them another avenue to send people down, before they get to eviction. And we
kind of complement the work of the Tenancy Sustainment Officers, who work with people
around sort of getting the correct benefits and addressing any problems that might lead to
eviction, in terms of finances and stuff. So we're just kind of an extra specialist arm”. (Mentor 1)

Mentors perceive this to be working effectively with residents struggling with their finances being
referred to them for further support. 169 internal referrals via TSOs and Income officers were made to
the DOSH mentors during the WWF period.

Advice Plus: an Advice Plus Coordinator was appointed to establish a weekly Advice Plus session in
Ealing, located at the Lido Centre. Operating a triage system, the Advice Plus Coordinator engaged
clients and signposted them to the DOSH programme and DOSH mentors. These weekly sessions in
Ealing are set for extension to two sessions per week. During the WWF period, Advice Plus had 125
visitors. Given its success in Ealing, weekly Advice Plus sessions will be introduced in the Spelthorne
area in 2019 and forecasted projections for the next six months indicate a continuous rise in the
engagement of residents and non-residents alike.

Brief interventions are used to assess an individual’s ability to manage finances and whether they
would benefit from assistance. A2Dominion’s brief interventions consisted of a short questionnaire for
staff and partners to use with residents and took no more than five minutes to complete (Appendix 10).
Brief interventions were undertaken at Job Fairs, A2Dominion’s Beethoven Centre, Aspire, and the
Ealing Equality Council. Aspire and Ealing Equality Council are A2Dominion partnership agencies.
Aspire, based in Oxford, is a social enterprise with the aim of creating work placements and
employment opportunities for local people who face barriers to securing meaningful employment. They
operate a drop-in centre in Oxford and refer individuals to the DOSH programme. The Oxford DOSH
mentor also visits the centre to engage A2Dominion residents about their finances and discuss the
DOSH programme. A large number of Oxford referrals come through Aspire and this has been a
successful method of engaging residents about finances. Ealing Equality Council is located in central
Ealing and is a charity aimed at promoting and advancing equality and human rights. They run
fortnightly free workshops providing free legal aid including on debt and housing-related matters and
have referred individuals to the DOSH programme.

During the course of the WWF period, 373 residents were engaged through brief interventions. Figure
5.1 shows the outcomes of the brief interventions questionnaire on finances. Those with a low score
(107 residents) were offered a referral to DOSH, those with a mid-range score were be prompted to
download Ask David or referred to DOSH (227 residents) and those with high scores (39 residents) had
no further action. The brief intervention proved successful as it encouraged external partner
involvement: of the brief interventions completed, 270 were completed by partners. It also encouraged
referrals with 25% of the 107 participants identified for referrals agreeing to this.

Through volunteer training, there have been increasing opportunities to advise, motivate and review
residents’ financial capability through the use of brief interventions. This method of engagement
continues within the core functionality of Advice Plus.
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Figure 5.1: Brief intervention results
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Strong, and often established, relationships with key partners have enabled A2Dominion to engage
residents about finances and deliver DOSH. The use of Service Level Agreements has successfully
communicated the aims and objectives of DOSH to partners and established their role in DOSH
delivery.

5.2.3 DOSH one-to-one support

During the WWF period, the DOSH Dashboard recorded 131 residents engaging in DOSH one-to-one
support through therapeutic mentoring and completing the full support from the mentors. As relayed in
5.2.1, the delivery of mentoring has been successful and outcome evaluation data in 4.6.1 suggests
that the one-to-one support has been largely successful for programme participants.

There is a perception among mentors that DOSH is offering an important service that does not currently
exist in the field of financial capability or in the geographic areas in which it is operating:

“There's not a lot of financial advice or people that work with people around debts and stuff”.
(Mentor 1)

This largely revolves around the ‘intensive’ level of support given to DOSH participants. The importance
of having an ‘in-house’ service of this kind is considered a positive, as this enables mentors to work
first-hand with residents rather than referring them to external organisations:

“And a lot of other housing associations don't have stuff like that even, | don't think. It would be
again signposting rather than having someone in-house”. (Mentor 2)

Given the wealth of knowledge in A2Dominion, it has “the resources to contact the right people, and
know what needs to be done” (Mentor 2) in relation to benefits, employment and other resident needs.
When in-house provision is not suitable or sufficient, DOSH mentors refer to a range of external
services to support residents.

“I would either try and do what | need to do, or refer them to agencies outside, or within
A2Dominion, that can help them get on track, and stable”. (Mentor 1)

This is reiterated by the Director of Housing:

“[O]ne of the DOSH mentors met with a resident, and we got them food vouchers, we got
them... we do a back to work, we do a bike recycling scheme. And the guy had sort of said that
he was interested in this type of work, we got him onto training, we got him a new bike, you
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know, that whole thing is like a big package, so that actually you can see your interventions
may be quite a few, but what a massive difference you're making to somebody's life. And | think
that's, for me that's the important thing”.

The one-to-one mentoring enables a range of A2Dominion and external agencies to work together to
make numerous changes in residents lives that can affect behavioural change over the longer term
enabling greater financial capability.

5.2.4 DOSH digital support

The development and roll-out of a digital financial inclusion product was a central component of the
WWEF project. A2Dominion partnered with Deloitte UK in developing the Ask David financial application.
This is a mobile phone app available for download on Android phones. Ask David has two main
functions:

l. A newsfeed of information and links.
This function enables the user to engage by scrolling through and picking relevant and useful
information

Il.  Adirect messaging service to a DOSH mentor.
This function enables users to have remote access to support and guidance as through the
chat function they can send messages to a DOSH mentor. The design of this function is aimed
at complementing the one-to-one element of the DOSH programme by providing DOSH
participants additional access to a mentor outside the one-to-one appointments.

Deloitte produced one-page descriptions of 4 personas (Appendix 8) that included background
information about the user; their goals and challenges; technology use; their behaviour patterns in
terms of income, spending, budgeting and saving; and advice and support they have sought. Figure 5.2
provides graphical analysis of the personas. Together, appendix 8 and figure 5.2 highlight where
residents need support with IT skills to benefit from Ask David. These personas largely concur with the
case study profiles created through the outcome evaluation case study interviews (Appendix 4) and
demonstrate that many residents do require additional support to access and engage with app
technology.
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Figure 5.2 Deloitte persona analysis
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To support the app development and testing phases, partner organisation evaluations were collected by
A2Dominion. Evaluation feedback raised issues relating to the following: offline use; availability of
answers to user questions; ‘sharing’ options; search and filtering options. Issues were then fed back to
Deloitte for final launch.

Since January 2018 Ask David has been available for download on the Google Play store and it has
moved from the Beta testing phase to open availability. A2Dominion aimed to engage up to 500
residents online though the app and Google analytics data shows the following since it went live:

1,419 hits
174 active users.
80 live conversations

A2Dominion monitor and collate the questions asked and feedback given via Ask David. A redacted
and anonymised version of this is in appendix 11.

Though in its formative stages when interviews were conducted, mentors expressed optimism that the
extended use of technology through the Ask David app will have a positive impact on residents. In
particular, use of app technology is perceived as empowering residents to take control of their finances.

“Just knowing that whatever question they've got at that moment, or any problem they've got at
that moment, could be sorted without them having to come in or call, or book an appointment,
or wait for the person to get back to the to the office, or call them back, and just being able to
ask the question there and then, and have it answered, definitely will help.” (Mentor 3)

“I think we're still [having] teething issues, but... so what we're trying to do is actually give
tenants that means of accessing support. We don't necessarily have to have the face to face
support, but to give them that resource.” (Mentor 2)
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Mentors and DOSH delivery partners, tasked with raising awareness of the app, are now encouraging
residents to use the app, though this is still in a relatively early stage:

“It's started running. Nobody has used it in Oxford yet. Nobody wants to, so far. | keep trying to
persuade people to download it”. (Mentor 1)

Findings from the Common Purpose/ Queen Mary programme on engaging residents found that
engagement with the app is limited as it is only available on android and not on IOS. In addition, though
younger residents are reading the app articles, they are less likely to use the ‘chat’ option and therefore
this requires further attention. As highlighted in chapter 7, this points to the need for more research in
this area.

5.3 Project Delivery: What Worked and What Did Not Work

The project has been delivered as intended. There were delays due to changes in core DOSH team
management, appointment of an Advice Plus Coordinator and with the Ask David app. These had some
impact on project delivery timescale:

There was a small change to the core DOSH team in the early stages of the WWF period. However,
impact of this was mitigated with quick replacement and DOSH partners were informed.

There was a three-month delay in recruitment of the Advice Plus Coordinator which led to a delay in
engaging residents in this way.

While research on, and development of, the app were relatively swift, there were complications with the
testing and roll-out phases of the Ask David app. Two key challenges impacted on the delivery of this
component of the DOSH programme:

e Organisational considerations: A2Dominion is one of the largest housing associations in the UK
with a range of departments with different roles and priorities. The development of a financial
app is a new extension to the work of the community investment team. As a result, there were
discussions beyond the team about whether such an app, created by an external agency,
would fit with the organisation’s ethos, values and corporate IT and communications strategies.
Though ultimately resolved, these internal conversations and the divergence of opinions had an
impact on the Ask David development and delivery. As the Director of Housing explains:

“The issue that we have about the Ask David app is that we are currently going through
transformations, ... it's whether it fits in with our corporate IT strategy. ...It's about how
we can evidence that that is crucial to our business”.

o Closed Beta stage testing: this gave the project team an opportunity to test the functions of the
App in a real-world scenario. Downloading involved numerous steps, including referral,
invitation and sign up. This proved difficult for most users and resulted in slow uptake of the
app. This in turn rendered it difficult to test the efficacy of the app at the earlier stages of the
project. These challenges were reviewed and highlighted the lack of digital skills among some
potential users; lack of access to the 10S platform; and, the complexity of the sign-up process
for the app in the closed Beta phase. Since January 2018, Ask David has been available for
download on Google Play store and has moved from the Beta phase to open availability.

5.4 Improving Processes

A2Dominion recognise that the DOSH programme is evolving as it has developed and extended over
the WWEF period. The process of engaging with residents about their finances has changed as partner
organisations have become increasingly aware and enthusiastic about DOSH and recognise its
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different elements. A2Dominion are keen to learn from the DOSH delivery to improve experiences of,
and the support available to, residents:

“We're taking on comments and feedback from residents, to sort of continually shape it, so that
it's not one dimensional”. (Director of Housing)

In addition, knowledge about the app element continues to increase among all those involved in the
programme — A2Dominion staff and residents, partner organisations and DOSH participants. This is
echoed at senior level within A2Dominion with a reflection on the apps potential, especially among
certain groups:

"I think the Ask David app is... will play a really crucial part in engaging, ... maybe young...
groups”. (Director of Housing)

With knowledge gleaned from the outcome and delivery evaluations, A2Dominion continue to look for
ways to engage residents with the potential to make use of it. However, it also recognises that the Ask
David app is not, and will not be, appropriate and beneficial for all:

“Let those people that can. Also let's train those that want to, but can't, and then... leave us to
deal with the people that probably will never be able to deal with these things on their own”.
(Director of Housing)

From an organisational perspective, the overriding view of the DOSH programme is a positive one, and
it is considered vital to the core business of A2Dominion as its delivers its financial strategy:

“I'm starting to form the opinion that it's something that'll need to become part of our strategic
objectives, as a business, and part of our corporate strategy. And I think that will be supported
within the business. The outcomes are so positive...” (Director of Housing)

In chapter 9 we discuss the sharing and learning activities over the course of the delivery project in
more detail, and outline how A2Dominon intend to capitalise on the positive delivery of the DOSH
programme as part of its broader strategic objectives.
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6. Key Findings: Economic Evaluation

6.1 Introduction

This chapter sets out the costs delivering the DOSH programme and estimates the return on investment
using the HACT Wellbeing Valuation approach.

6.2 Delivery Costs

The overall cost of delivering A2Dominion’s DOSH programme through the WWF is detailed in Table
6.1. The total project cost is £276,500.

Table 6.1: Cost of delivering the DOSH programme

Project Outcome evaluation £24,500

Delivery of project

Advice Plus £30,000

Ask David £56,000

DOSH Mentors Salaries £99,000 3 x FTE DOSH
Mentors

Project Management/training/administration £41,000

Brief Interventions/volunteer mentors (?7?) £26,000

TOTAL £276,500

6.3 Outcomes Value

HACT is the housing sectors ideas and innovation agency and aims to provide what it calls ‘future-
oriented solutions, projects and products’ for the UK social housing sector. Working collaboratively with
social housing agencies and others in the sector, HACT aims to deliver support, leadership, solutions
and research through four specialist areas: value, insight, health and local.

In recent years, HACT, in partnership with Simetrica, has produced social impact measurement
research and developed practical tools for the housing sector, including ‘Measuring the Social Impact of
Community Investment: a Guide to Using the Wellbeing Valuation Approach’ (2014) and the
accompanying Value Calculator. Wellbeing Valuation is the latest thinking on valuation of non-market
goods and in social impact measurement. This approach also features as part of HM Treasury Green
Book (2018) guidance on how to appraise and evaluate policies, projects and programmes. This
particular approach has proven to be useful for the social housing sector as it allows housing providers
to understand the impact their interventions and programmes have on residents’ lives through the
management of their homes, the provision of support to find work or manage finances, and their work,
often in partnership with other service providers. This approach also assesses the associations
between outcomes and subjective wellbeing, and between income and subjective wellbeing, and
estimates monetary values for those outcomes (Vine et al, 2016).

The economic evaluation uses HACT’s Wellbeing Valuation approach to calculate the return on
investment of the DOSH financial capability programme. The HACT Wellbeing Valuation approach uses
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self-reported measure of wellbeing (subjective wellbeing) to measure an individual’s welfare, using
measures such as life satisfaction.

Using this Wellbeing Valuation approach, the DOSH financial capability programme project achieved a

Social Return on Investment (SROI) of £2,281,000. For every £1 spent on the intervention, £35 was
achieved in social value.
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7. Limitations of the Evaluation and Future Evaluations

7.1 Introduction

This chapter provides an overview of the limitations of the DOSH programme evaluation approaches,
highlighting methodological limitations and transferability of evaluation design to other partner
organisations. The chapter also outlines plans for future DOSH programme evaluations.

7.2 Appropriateness of Evaluative Approach

The three evaluation approaches were appropriate and necessary for the DOSH programme and
together provide a robust appraisal of the project’s successes, as well as highlighting areas for
development.

In particular, the use of a mixed-method outcome evaluation approach methodology using a matched
two-stage quantitative questionnaire with intervention and control groups, and complemented by two
phases of case study interviews, enabled triangulation of findings and control for external factors
impacting on changes in financial capability. Though the sample numbers are small, this has enabled
strong and significant findings to emerge.

7.3 Methodological Limitations

There are a small number of limitations linked to the different approaches and which impacted on
evaluation findings. These relate to size and drop off of intervention group, age profile of participants,
and late delivery of the Ask David app.

7.3.1 Intervention group drop off

Questionnaire: There was a drop off in respondents between phases 1 and 2 of the outcome
evaluation questionnaire; control group drop off was just over half (52%), and intervention group drop
off was three quarters (75%). The sample size is therefore lower than indicated in the evaluation plan.
While these rates are disappointing, it is important to note that all questionnaire surveys experience
drop-off rates, and trends show that rates have been rising in recent years (Mathers et al, 2009).

These drop off rates need to be placed within the context of the population being researched. At the
time of the outcome evaluation, a number of respondents were vulnerable and hard-to-reach for myriad
reasons and, in some instances, were unwilling to engage in Phase 2 due to poor experiences of
A2Dominion in areas unrelated to financial capability or the DOSH programme. The dual role of housing
associations as rent collectors and service providers has been highlighted as an issue for lack of
resident engagement (Wainwright and Marandet, 2017), and this clearly impacted on some
respondents perceptions of A2Dominion at the time of Phase 2 questionnaire data collection. This can
also be compounded by residents’ negative experiences of A2Dominion in areas such as repairs,
tenancy management and rent arrears letter reminders which, in some cases, act as a deterrent and
resulted in a loss of contact or refusal to be re-contacted about financial capability.

It should also be noted that conducting questionnaires by telephone with social housing residents who
are often in vulnerable social and economic situations has a number of drawbacks. In the second phase
of data collection, a considerable number of telephone numbers (landline and mobile numbers) did not
work which can be attributed to lack of credit or changes in number. Furthermore, contact details were
often not updated or amended on the A2Dominion central database and consequently this had an
impact on follow-up calls. In addition, some initial respondents and DOSH participants once an issue or
concern had been resolved did not feel it was necessary to talk with a DOSH mentor or continue to
participate in the programme. Finally, drop off was compounded by a small number of duplications and
no match questionnaires. These were omitted from the final numbers and data analysis.
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When contact was established with participants, most questionnaires were fully completed. Given the
questionnaire set up, limited opportunity was given for ‘item non-response’ (missing data) and therefore
this has not been a significant issue in the data analysis. Where questionnaire break off occurred, it was
‘unit non-response’ and therefore not included in the analysis.

Case study interviews: For the reasons above, there was some drop off in one-to-one case study
interviews with 12 out of 14 interviews conducted in phase 2. However, the rich data collected from
phase 1 interviews, as well as that from phase 2 interviews, mitigates this as a significant issue
affecting the qualitative data collection. Case studies were prepared for all 14 participants as detailed in
appendix 4.

7.3.2 Age profile of participants

While the evaluation targeted specific groups, namely young adults 16-24, working age people, and
those in financial difficulties, the findings show that the outcome evaluation included only one ‘young
adult’ aged 16-24. The specific data on this cohort of residents is therefore limited and further research
is needed.

7.3.3 Late delivery of the Ask David app

Delay in the delivery of the Ask David financial app meant a shorter time frame for mentors to explain its
application and encourage DOSH participants to use it. This had an impact on the Phase 2 intervention
group outcome questionnaire findings on engagement with, and use of, the app.

7.4 Transferability of the Evaluation Design

Recognising and learning from the challenges faced in the delivery and evaluation of DOSH, the
findings from this project have the potential to inform and assist other housing associations in their
design and delivery of financial capability intervention programmes. A2Dominon have already worked
with other housing associations to deliver DOSH training, have secured funding to deliver DOSH
training to Thames Valley Housing Association, and there is potential to further roll-out this training and
evaluation model to other housing association providers in the near future. Furthermore, there is an
opportunity to forge new links and connections with partner organisations by sharing good practice and
lessons learned from this programme.

7.5 Plans for Continuation of and Further Evaluation

To address limitations, it is suggested that further evaluative research be conducted over a longer
period. In the outcome evaluation phase 2 questionnaire, respondents from the intervention group were
asked if they could be contacted by Brunel University London in the future. Twenty respondents
(62.5%) said yes and contact details have been provided. This cohort provides the potential for a further
study and ongoing monitoring of the benefits of one-to-one therapeutic mentoring, and will enable
further understanding of how residents are coping with their financial problems and affecting
behavioural change. Furthermore, given the less discernible outcome findings on, and the delays with,
Ask David, there is real value in expanding the evaluation of its use as a supplement to therapeutic
mentoring in improving financial capability for different groups of residents.
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8. Implications and Recommendations

8.1 Introduction

This chapter looks at the different types of project activity and outlines the most successful elements of
delivery. It also explains the complexities of working with social housing residents, and details the
learnings, recommendations, and potential for future development, of the project and its wider
application.

8.2 Activity Delivery

Residents’ successful engagement with the project and increased levels of financial capability,
confidence and wellbeing can be largely explained by the personalised one-to-one therapeutic support
they receive from their mentors. The findings from the evaluation data demonstrate the importance of
human interaction and conversation in building trust, rapport and confidence as a precursor to various
forms of resident engagement.

This project also highlights the importance of ensuring that the types of digital technology used to
engage with different people are relevant for their needs and appropriate for their level of education,
skills and knowledge. One other area that needs to be addressed when designing and delivering a
digital intervention of this nature is securing buy-in from senior stakeholders within the organisation and
alignment to broader strategic objectives:

“...how do we evidence it's supporting our residents, because obviously it's open to the wider
public, and | think that certainly if we were...if | was talking to our Chief Executive and said ‘you
know, it's got this, X, Y, Z and benefits’, he would be the one who would be saying, ‘yeah, but

what about our residents™. (Director of Housing, A2Dominion)
8.3 Target Group Working

A number of residents on the programme are highly vulnerable and, at times, this impacted on their
ability to fully engage with their mentor and the different interventions on offer. Interviews with the three
DOSH mentors highlight the range of problems they encounter when trying to access and build
relationships with residents who often display challenging and complex behaviours:

“You might be working with someone who's been long term unemployed for 10 years, so it can
be challenging in that you're asking them to do stuff that they might feel is out of their comfort
zone”. (Mentor 2)

“It's just sometimes they’re just not either physically or mentally able to do so [engage], or think
about it [finances], or prioritise it”. (Mentor 3)

Moreover, mentors face an additional hurdle in the perceptions, sometimes negative, that residents can
hold of A2Dominion staff. A previous negative encounter with a member of A2Dominion staff can
arouse feelings of suspicion, fear and anxiety, which can lead to disengagement or reluctance to
discuss their financial problems with mentors:

“I think again, they’re [residents] just like scared of talking about it [financial problems], and
most people that are referred, are in quite high rent arrears. And so they don’t want to talk
about it, because they think that | will evict them, but it's getting that message across to people
that it's not my role at all”. (Mentor 1)

Residents display varying levels of skills and knowledge of finances and the internet in general. Some
residents do not possess the necessary IT literacy skills to avail of the Ask David app. Moreover, a
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large number of residents do not have the money to purchase a smartphone and pay for continuous
internet access. This is something that needs to be taken into consideration and reviewed when rolling
out an intervention of this nature which places an onus on individuals to be in possession of the correct
technology - often expensive smartphones which are beyond their financial reach. In addition, residents
also need to have readily available access to the internet.

Nevertheless, there are residents who are already, or who are keen to be, IT literate and tech savvy,
and have access to smartphones. These residents are keen to learn more and demonstrate potential to
download and use phone apps. This cohort of residents would benefit from a financial app intervention
programme.

8.4 Organisational/ Sector Learning

Given the ongoing changes to the way benefits are administered, housing associations have an
important role to play in ensuring their residents become digitally literate and have access to the
internet. In a project of this nature, DOSH mentors are uniquely placed to identify residents who need
extra support and help with their IT skills and who could potentially benefit from different forms of
engagement and intervention (McHugh and Wainwright, 2017). With this in mind, it may be worthwhile
running face-to-face workshops for residents where they are encouraged to improve their IT literacy
skills and knowledge, and are also shown how to download and use phone apps.

8.5 Recommendations

As a result of the findings from this project, Brunel University London and A2Dominion make the
following recommendations:

Recommendation 1: Continue to provide tailored one-to-one assistance to ‘vulnerable’ residents
who need ongoing and intensive therapeutic mentoring and support.

Recommendation 2: The potential for residents to engage with other services and intervention
programmes including the Ask David App is something that could be explored further by rolling out
the programme to residents who possess the necessary IT skKills to use it successfully and with
little difficulty.

Recommendation 3: A2Dominion should continue to reach out to residents and work with them to
improve their IT skills. Running face-to-face IT skills workshops helps residents engage with
interventions that rely on technology and high levels of IT literacy. A2Dominion have an important
role to play in ensuring their residents become digitally included and have internet access.

Recommendation 4: Continue to monitor the numbers engaging with DOSH and its different
elements, and audit mentor-resident ratios to ensure mentor workload is sustainable.

8.6 Future Development and Wider Application

A2Dominion plan to continue to run the DOSH programme with both the one-to-one therapeutic
mentoring and the Ask David app. In addition, they intend to continue using the app with residents who
have expressed interest in it and demonstrate the necessary digital skills. A2Dominion would like to:

e Consider employing more DOSH mentors to ensure the programme is delivered over a longer
period of time and reaches out to all residents who would benefit from one-to-one therapeutic
support and guidance.

e Consider how best to engage and support people who express an interest in using the app
alongside one-to-one mentoring by finding practical and workable ways of increasing residents’
IT literacy levels.
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Explore ways of identifying residents who currently use apps on their phones and would benefit
from less intensive forms of financial capability interventions such as the Ask David app.

44



9. Sharing and Learning Activity

9.1 Introduction

This chapter provides an overview of the sharing and learning activities of the project over the course of
the delivery period. It also outlines how the findings will be disseminated with key stakeholders and
partners.

To date, the following sharing and learning activities have been carried out:

Blog pieces outlining the DOSH programme have already been published in partnership with
HACT.

‘Communicating Key Findings from the DOSH Project 2017/19’ presentation for the WWF
Webinar 3 — Communicating Evidence Effectively.

Sharing of preliminary findings at the Total Housing Conference.

DOSH training to Thames Valley Housing Association.

What Works Financial Capability Workshop and staff newsletter, November 2017.

Findings included in 2017/18 Community Investment Report.

Updates at Ealing Local Strategic Partnership.

Development of mobile and interactive Money Savings Stand for monthly Employment Fairs
hosted by A2Dominion (Appendix 12). The stand has been used at Ealing Job Fair in May 2018
and at Slough Job Fair in June 2018.

6 week Fitness Training Course for residents in Ealing and Southall (Appendix 13)

These sharing and learning activities helped secure additional funding for the further development of
the Ask David app and prompted commissions from other housing associations.

A2Dominion and Brunel University London will continue to work collaboratively and devise a strategy
outlining how the findings of the final report will be disseminated with key stakeholders and partners.

The following sharing and learning activities will be carried out in the near future:

The report will be circulated and shared with the Senior Leadership Team of A2Dominion to
inform future decision making and identify what approaches work when designing and
delivering intervention programmes to support residents with their financial capability and
overall wellbeing.

A2Dominion will work with HACT to produce a framework model to deliver therapeutic one-to-
one mentoring interventions drawing upon best practice.

The report will be shared across the g15 — London’s 15 largest housing associations.
A2Dominion will draw attention to the challenges encountered when engaging with vulnerable
and hard-to-reach participants with the housing association community and other stakeholders.
A2Dominion will work with HACT to promote the report and DOSH programme across social
media including A2Dominion’s Facebook and Twitter accounts.

An application will be submitted to London North West University HealthCare NHS to fund a
small community wellbeing team in Ealing who will offer one-to-one therapeutic mentoring to
residents identified as ‘struggling’ financially and experiencing poor mental health.

Brunel University London will publish journal articles contributing to the wider academic
literature on financial capability in the UK.
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Appendices

Appendix 1: Ask David Financial App Flyer produced by A2Dominion

TALK MONEY WITH (e

wie || Toby from Ask 6§
L Toby from Ask David With up-to-date articles and useful links posted by our

Ve in the last 15m

<«

1242 PMin Eaing, Uy team of money advisors, you’ll be saving on your weekly
shopping bill, cooking affordable healthy meals and

Hi,
How are you? | just saw the visiting free attractions in no time.
stticle you posted yesterday

On the changes in benefit f
Payments. | am not SU,MS" o The app is completely free to download and
dffect me as weij -+ 7 use, and our DOSH advisors are on hand to give

Hi Farah, independent assistance — all at the click of a button.

How are you? s Lisa !eellng

better? Yes, the chan es w
e Remec"?be?' il REGULARLY ASKED QUESTIONS INCLUDE: HOW CAN I GET STARTED?

mentioned last week h
will now receive ajl yotma i « P
benefits in one monthly How can | budget? 1. Search “Ask David” on the
@“ a\T:‘T R What benefits can | claim? Google Play store with your
vite a reply
Where can | find help with Android phone and click to

my debts? download the app.

— How can | make my budget 2. Start chatting to your

o
goifurhert DOSH Mentor.
— What services would help me?

bttt DOWNLOAD THE APP AND MESSAGE A DOSH MENTOR AND YOU'LL BE ENTERED INTO A £50 VOUCHER PRIZE DRAW!
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Appendix 2: Phase 1 Intervention Group Questionnaire

Evaluation of DOSH financial capability programme:
Questionnaire survey

AZDominion are interested in better supporting residents with
their financial concerns. To help do this, we would appreciate
you taking the time to complete the following survey. It should
take about 10 minutes of your time. Your responses are
veluntary and will be confidential. The compilation, use, and
storage of all data will comply with the Data Protection Act
1928, All responses will be compiled together and analysed as a
group.

By pressing submit at the end of the survey you are giving
consent to participate.

This survey is being conducted by Brunel University London. If
you have any questions or concerns, please contact Dr Emma
Wainwright, emma.wainwright@brunel.ac.uk , or tel: 01895
266088,

< kewarr [EREEW OS5 w3 PRE (copy)

€W What is your name?

3 What is vour age in years?

) Which baraugh do you live in?
O Ealing

1 Spelthome
O Cneford

% What is your gender?
O Male

i Female
 Other

& Ifyou selected Cther, please specify:
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ﬂ What is your ethnic group” Choose ane option that best describes your ethnic group or
background.

EnglishWelsh!ScoitishyMarthern Irsh/British
3 Irish

A,

i,

Gypsy or Irish Traveller

Any othier White background

Mixed White and Elack Caribbean

3 Mized White and Slack African

Mixed White and Asian

Any othier Mixed! Multiple ethnic backgrownd

LA S O S LA W S

Indian
3 Pakistani
EBangladeshi

i, i,

Lo

Chinase

Cther Asian background
3 African

Caribbean

Cther Black

3 Arah

R LA R |

s

Cther ethnic group

LW}

(D Are vou an AZDeminicn resident?

-

2 Yes
O MNe

0 Ifves, haw long have you been an A2 Daminion resident?

ZF 0-3 months

20 4-B manths

21 T-12 menths

2 1-2 vears

1 2-5 years

20 5 years ar mare
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D Looking at the list below, please tick the box showing the highest educational or professional
gualifization you have abtained (f still studying, please tick the box for the highest qualification
achieved z0 fark, & Raguied

O GREEO-Lavel/CSE

O Vaocational gqualifications (=MW1 +2)

O A-Level or equivalent (=MNWVCES)

1 Bachelar Degres or eguivalent (=MN'WCd)

O Masters/PhD ar equivalent

0 MWe formal gualifications

2 Don't knovw

O Qualifications from abread that aren't recagnized in the LK
O Crther

&, Ifselected other, please state.

b, If selected qualifications from abroad, please specify,

ED Which af the following categories best deseribes your emplovment slatus?

Employed full tire, working 35 oF mare Rours per weak
Employed part time, please state hours per wesk in box below.
Employed, zero hours confract

Mot amployed, looking for work

Mot amplayed, MOT laoking far wark

Retired

Mot employed, not able to work

Other

DD O 000 OO0

a.  Ifyou selecled "Employed par time”, please state hours per week:




€T What are your sourses of income?

_1 Paid employment

_1 Disability Living Allowearce

1 Carers' Allpwange

I Universal Gregit

1 Employment and Support Allewance

1 Job Seekers Allowance

1 Income Support Allowance

1 Housing Benefit! Council Tax Suppoert

T Pensicn Credit

_1 Other bensfits/ tax credits: please alza state in bax below
1 Cher incame source: please also state nature of ather income soures in the box below

& Ifyou selected 'Other benefitz! tax credits’ please state name of benefits’ tax credits

b, If you selected 'Other income source’ please state nature of other income source ar sources:

) Towhat extent if at all, do vou womy about vour cument financial situation?

i

0 Warry a great deal
0 Wiarry to some extent

i

0 Warry a little

i

2 Dont womy at all

i

2 Dion't knone

EFD Which OME of the following statements best dessribes how well you are keeping up with vour bills
arvl credit commitments at the mament?

2 Falling behind

i

1 Itis & constant struggle

i

0 Itis a struggle frem time to fime

i

1 Keeping up without any difficulties
0 Don't have any bills or credit commitments

Il

2 Dion't knove

i

2 Prefer nat to say
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EED How often these days do yvou and vour hausehold ga without food, heating, bills or ather necessary
items due to lack of money?

O Abways
7 Ivlost of the time

O Bometimes
' Hardly ever
o MNever

€I How confident do you feel in budgeting and managing yvour finances?

2 Wery confident

 Fairly confident
Mot very confident
' Mot at all confident

* Dion't kno

@ If you owad money, how confident would you feel negotiating with creditors or onganisations you
awe money to?

3 \ary confident
) Fairly confident
1 Mot very confidant
0 Mot at all confident

0 Don't know

| his part of the SUrvey Uses a 1asle of qusslions, vIsW a3 sezargle queshans insieady

I 'Which statement best describes how knowledgeable you feel about the following items where 1=
know nothing about this; 2= My knowledoe is very limited; 3 = | have basic knowledge, but do not
urderstand the details; 4 = | have a reasonable knovwledge; § = | have good knowledge.

I'lagsa don't salest mars then 1 GnswWer!s) per row.

1 2 3 4 g
Bank accounts L L | _ L
fqr:rfga?éss M r n n r
Savings accaunts L L o _I L
Credit Unions O C :l a1 C
Investments 1 - -1 1 r
Pensians Ll L _ | L
Insurance Il [ | o1 [
Dil‘fer-gnt types of [ I | | I
financial fraud
Different types of L L N N L

loans and credit



Which, if arry, af the fellewing steps have you undertaken in the 1ast & months 1o reduce the amount
af money you awe an autstanding debts, including credit commitments and bill amears?

| Sel up regular payments
_| Paid a lurnp sum towards them
| Spoken ta my lender

| Sought indepencent advice (e.g., fram Citizen's Advice Bureau, StepChange, Money
Advice Service, efch

| Consolidate yvour lcans and credit cardz

| Set up a Debt Managemeant Flan or arranged to wrhite off dembt
| Set up and kept a budget plan

I Mone of these

I Do not have ary debis

m Which of these, if any, have you sought advice from in relation to meney or finances in the last &
months?

“1 A free advice agency (Citizens Advice Bureau, Momey Advice Cenire, debi advice agancy,
law centre, consumer credit counselling service, MNational Debtline etz)

“1 A fee-charging advice company

“1 Anineolvency practitioner

"1 Accouniani, bank manager or cther financial adviser
“1 Salicitar or lawyer

~1 A social landlord

"1 Friands or relativas

"1 Tha irtermet

~1 Some other source

~1 Mone af these

5. If selected some other source, please specify.

‘D Which of the following budget tools, if any, do you use’

“1 Speadsheet

~1 Cifizens Advice

~1 Financial App

~1 Budget Checker

1 Cther - please state
1 Mone

8. If other, please state.




2 ey likely
1 Fairy likaly
20 Fairy unlikely
2 Wery unlikely

Thezs prast ] ol The surveny wees o Gabde: al queslions: vicw s semarale gueslione ingshead®

Plsie chan'l sueles] e s 1

Feeling optimistic
abaout the future

Feeling useful
Feeling relaxed

Cealing with problems
well

Thinking clearly

Faeling close fo ather
people

Able to make up your
e mird

Fage 2: Thanks

L] [ 1w

1

R N S S |

1 (C 1

N R

N R

FIN  How likely is it that vau would seek advics frem an external advice organisation to deal with money
Wiornies?

FIN Towhat extent do each of the following apply to you, where 1 = none of the time: 2 = rarely; 3 =
zame of the time; 4 = offen @ 5 = all of the time

1 (C 1

Thank you for taking part in the survey. For a chance to win a £100
in shopping vauchers, please leave your contact details here.

53 Telephone number:

Ermail addrass:

< Previous
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Appendix 3: Phase 2 Intervention Questionnaire

Fage 1: Page 1

Evaluation of DOSH financial capability programme:
Questionnaire survey

AZDominion are interested in better supporting residents with their
financial concerns. To help do this, we would appreciate you taking
the time to complete this follow-up survey. It should take about 10
minutes of your time. Your responses are voluntary and will be
confidential. The compilation, use, and storage of all data will
comply with the Data Protection Act 1998. All responses will be
compiled together and analysed as a group.

By pressing submit at the end of the survey you are giving consent
to participate.

This survey is being conducted by Brunel University London. If you
have any guestions or concerns, please contact Dr Emma
Wainwright, emma.wainwright@brunel.ac.uk , or tel: 01885
266088.

£ What is your name?

) Which baraugh do you live in?

2 Ealing
2 Spelthome
3 Cocfard

£ Which of the follewing categonies best deseribes your employment status?

0 Employed full time, warking 35 or maore hours per week

0 Employed part time. please state hours per week in box belowe.
0 Emploved, 2em hours contract

1 Mot employed, looking for waork

0 Mot employed, MOT looking for work

1 Retired

0 Mot employed, not able to work

0 Other

& Ifyou selected "Emaloyed part time”, pleaze state Rours per weaek:

56



B What

I o o o [ [ |

are your sources of income?

Faid employment

Disability Living Allowanca

Carers' Allowance

Universal Credit

Employmeant and Support Allowance

Job Seekers Allowanoe

Inzome Support Allowanece

Housing Benefit’ Council Tax Support

Fansion Cradit

Cther bensfits! tax credits: please alza stafe in box below

Cther income source: please also state mature of ather income source in the box beloer

If you selected 'Other benefitsf tax cradits’ please state name of benefits' tax credits

If you selected 'Other income source’” please state nature of other income source or sources:

ﬂ Ta what extent, if at all, do you worry about your current financial situation?

L
]
e

Wiarry a great deal
Wiarry to some extent
Wiarry a little

Oont worry at all

Oon't knceer

ﬂ Which OME af the following statements best describes how well you are keeping up with wour bills
and credit commitments at the momeant?

+ Falling behind

It is a constant struggle

2 Itis a struggle from time to time

3 Keeping up without any dificulties

¢ Don't have any bills or credit commitments.

Oon't know

b Prefer naot to say
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ﬂ How often these days do yvou and your househiold go without food, heating, bills or ather neceszary
items due to lack of money?

) Absays

3 Most of the fimea
) Sometimes

) Hardly aver

-

) Mever

ﬂ How confident do you feel in budgeting and managing your finances?

) Wary confident
) Fairly confident

) Mot very confidant
3 Mot at all confident

2 Don't knoes

ER Ifyou owed money, ko confident would vou feel negetiating with creditors or organisations yau
awE money to?

2 Very confident

2+ Faidy confident

20 Mot very confident
2 Mot at all confident
2 Den't knenw

Thas pastl ol e surveny imiess o Gatder al iqeeslione; viess s sepanle queslioee indesd?

I Which statement best describes how khowledgeable vou feel about the following iems where 1= |
knowe nothing abaut thiz; 2= My knowledge is very limited; 2 = | have baske knowledge. but do not
urklerstand the details; 4 = | have a reasonable knowledge; 5 = | have good knowledge.

Plesizine dhian®l siesdeccl srner Wiser 7 anssenaneid por 1o
1 2 3 4 s

Bank accounis O C N d C
Credit cards
Mertgages Ll ol a E a
Savings accounts L1 L | 1 L
Ceredit Unicns r - | n |
IMvestments [ 1 l | | |
Pensians L L | | L
Imsurance I - T 1 r
Differant types of
financial fraud = L U - -
Differant types of

o O C m m C

loans and credit



AR Which, if ary, af the following steps have you undertaken in the last & months 1o reduce the amaount
af money yau owe an autstanding debts, including credit commitments and bill amears?

| Setup regular payments
_| Paid a lumnp sum fowards them
| Spoken ta my lender

| Saught independent advice (g.g.. fram Citizen's Advice Bureau, StepChange, Money
Advice Service, eic)

I Consolidate yvaur lcans and credit cards

| Setup a Debt Management Plan or arrangad 1o write aff deft
_| Set up and kept a budget plan

| Mone of these

I Do net have arny debis

‘B Which of thase, if any, have you sought advice from in relation to money or finances in the last &
rmonths?

"1 A free advice agency (Citizens Advice Bureau, Money Advice Cenire, debi advice agency,
|law centre, consumer credit counselling service, Mational Debtline stz)

“1 & fes-charging advice company

1 &n insolvancy practitioner

“1 Accouniant, bank manager or other financial adviser
"1 Salicitar or lawyer

71 & socizl landlerd

~1 Friends or relatives

71 The intarnet

“1 Some other saurce

1 Mone of theza

F. If selected some other source, please specify.

EER Which of the following budget tools. if any, do vou use?

_| Speadsheet

- Cifizens Advice

_| Financial Anp

| Budget Checker

_| Cther - please state
1 Mone

g Ifother, please state.



m How likely is it that you would seek advice from an exfernal advice organisation to deal with money

worries?
O vary likeky
3 Fairly likaly

3 Fairly unlikely
T Mary unlikely

| s part of the sursey 15es a 162l of questions, yiew

‘E Ta what extent do each of the following apply to you, where 1 = none of the time; 2 = rarely; 3=
zame of the time; 4 = often : 5 = all of tha time

IMlagsa don't salest mora then 1 answar]s) per row.

1 2 3 4 &
Feeling opfimistic
about the future L L - - L
Faeling weaful O C 1 1 C
Feeling relaxed 1 - n m -
Cealing with problems
- (] L | 4 L
well
Thinking clearly ! r 1 1 r
Feeling close to ather [l I | | I
peaple
Able to make up your
awr mind = U U U U

T sl ol T survey v o Gelder alquoesliones viesee s segonale gueslione inslead®

(1D Towhat extent if at all, do vou agree with the following statements, where 1 = strongly agree, 2 =
agrea. 3 = neither agrae ner disagree, 4 = disagree, 5 = strongly disagree.

Plesizire vhian’l sieedecl srnoee Wisen 1 aansaanan (sl ot 1ome

1 2 3 4 =

The DCOEH
programme has been
affactive in helping ma
identify my needs

The DI25H
pragramime haz besn
effective in helping me
mest iy needs

| was given support in
the areas | most L1 L 1 1 L
needed

Wy DOEH mehitar
really encauraged me

Wy DS H mentar
really supported me

Wy DCSH merntar
gawe me helpful L1 L | | L

advice

| wioukd recommend
the DOSH programms 1 - n n -
to ather residents



Arg you using the "Ask David™ financial app?

2 Yes
N ]

=zl gurslione insleal®

g If¥es. wou are using the Ask David app, to what extent, if at all. de yau agree with the
follorwing statements, where 1 = stronglhy agres. 2 = agres, 3 = neither agrae nor disagres, 5=
strangly agree

Plesiasine vl sieehezl irore: iz 7 saesngezn ) oo 1oow
1 2 ] 4 5
The Ask David app is
a3cy to use L L L L L
The: Ask David app
has increased my - r r - -
financial knaowladge
The Ask David app
affers me good
support with my L L L L L
finanoes
| will continue 1o use
C C C C C

the Ask David app

LD Please describe the most important aspects aof the support you have received through DOSH.

EED Would you be happy for Brunel University London and A2 Daominion fo contact you within the next 12
renihs o further discuss vour invalvement in the DOSH pragramme?

2 Yes
2 Ma

Page 2: Thanks

Thank you for taking part in the survey. For a chance to win a £100
in shopping vouchers, please leave your contact details here.

m Telzphone numbar:

'm Email address:




Appendix 4: DOSH Participants Case Study Interviews - Bibliographic information

Below is a brief case study for each of the fourteen DOSH participants interviewed. The information
compiled here comes from questionnaire data and phase 1 and phase 2 interview discussions:

Case Study A

Resident A is a female in her mid-30s and has been an A2Dominion resident in Ealing for two years. In
2015, she had a serious accident and is currently unable to work. Recent changes to her benefits have
resulted in rental arrears, mounting debts and an increasing reliance on food banks to feed her young
family. She has had several meetings with different members of the A2Dominion support network over
the past 6 months, and more recently with her DOSH mentor. Currently pregnant and experiencing poor
ill health, her mentor has been providing her with support and reassurance.

Case Study B

Resident B is a female in her early 60s, has lived in Ealing since 1979, and has been in social housing
for 29 years. She currently works as a carer and lives alone. A2Dominion has previously provided
employment training and help with finding Resident B a job after she found herself unemployed
following the collapse of her business. More recently, A2Dominion have been supporting Resident B
with her budgeting through the DOSH programme after she found herself falling into rent arrears.

Case Study C

Resident C is a male resident in his mid-40s who lives in Oxford and has been an A2Dominion resident
for more than twenty-five years. He lives alone and is employed full-time. He recently returned to work
after long-term sickness and is currently being supported by the DOSH programme after falling into rent
arrears while unable to work. He has had several meetings with his DOSH mentor. His mentor has
recently attended court on his behalf to negotiate an agreement on the repayment of rent arrears. He
feels confident about the future and managing his finances independently.

Case Study D

Resident D has recently moved to Spelthorne and is a female in her mid-30s and has been a resident
with A2Dominion for just over a year. She has four children and is employed part-time, working 22
hours a week. After receiving support in the form of employment training from A2Dominion in the past,
she contacted them about her mounting debts and money worries. She is now involved in the DOSH
programme and praises her mentor for the respect he has shown her over the course of their meetings
and now feels confident applying for tax credits and using the benefit calculator.

Case Study E

Resident E is a female in her mid-40s and has been a Spelthorne A2Dominion resident for 7 years.
She is single, has two small children and is employed full-time in retail. After falling into rent arrears
she made contact with A2Dominion and was put in touch with a DOSH mentor and placed on the
DOSH programme. She has had several meetings with her mentor who has helped her fill out forms to
claim additional benefits. Her mentor has also encouraged her to try swimming to improve her health
and overall wellbeing.

Case Study F

Resident F is a male in his early 60s who lives in Oxford and has been an A2Dominion resident for
more than five years. He has no formal qualifications; however, he has recently returned to college to
study, and is currently involved in a training programme which requires him to do voluntary work. He is
separated from his wife and three children. He was referred to A2Dominion after two organisations he
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visits on a weekly basis for emotional and mental support became concerned about his mental health
and wellbeing. Since his involvement with the DOSH programme, he has had several meetings with his
DOSH mentor. His mentor has helped him produce a payment plan for his rent arrears and he has
found it very helpful in budgeting and paying down his outstanding debt. His mentor also helped him
write a letter to address ongoing delays to his Universal Credit payments. He is now in receipt of
Universal Credit and making regular rent arrear repayments.

Case Study G

Resident G is a female in her mid-40s has been living in the London Borough of Ealing for 10 years and
an A2Dominion resident for 4 years. She lives alone and works 10 hours a week in a school but would
like to increase her hours to full-time in the near future. After falling into rent arrears, she was placed on
the DOSH programme and has had three meetings with her DOSH mentor. Her mentor has helped her
fill out forms for additional housing benefits and set up a monthly budget plan.

Case Study H

Resident H is a male resident in his early 40s, who currently lives in Oxford and has been an
A2Dominion resident for 18 years. Currently long-term unemployed due to a mental health condition,
resident H has been receiving support and guidance from A2Dominion about his financial situation and
changes to his benefits. He is under the guidance of a DOSH mentor. His mentor has given him advice
and on how to reduce his bills and stick to a monthly budget. With the help and guidance of his mentor,
he also managed to successfully switch to a cheaper energy provider.

Case Study |

Resident | is a female in her early 60s who lives in Spelthorne and has been an A2Dominion resident
for more than five years. She lives with her son, has no formal qualifications and is currently
unemployed due to ill health. Recent family bereavements and depression have resulted in resident |
falling into financial difficulties; this prompted her to make contact with A2Dominion who placed her on
the DOSH programme. She has been receiving support and guidance from a DOSH mentor over the
last 6 months. With the help and encouragement of her mentor, she has started attending a weekly
depression support group and feels that this is having a positive impact on her overall wellbeing. In
addition to this support, her mentor has helped her set -up direct debit payments for her TV Licence and
given practical advice on paying utility bills.

Case Study J

Resident J is a male in his mid-50s who lives in Oxford and has been an A2Dominion resident for four
years. He lives alone and is currently unemployed due to ill health. A2Dominion contacted him after he
fell into rent arrears and placed him on the DOSH programme. He has met with his DOSH mentor on
two occasions.

Case Study K

Resident K is a female in her early 30s and currently lives in Ealing with her five young children and
partner. She has been an A2Dominion resident for three years. After her husband passed away last
year, Resident K found herself falling into rent arrears and was contacted by A2Dominion and
subsequently put on the DOSH programme. Since starting the programme she has met with her DOSH
mentor on several occasions. She suffers with poor mental health and has recently being told to evict
her property and attend a court hearing. Her mentor is currently helping her apply for discretionary
housing payment. She would like more support and guidance from her mentor.

63



Case Study L

Resident L is a male resident in his late 50s who grew up in Oxford and has been with A2Dominion for
more than five years. He lives alone and has two daughters. He is registered disabled and has been
out of work for more than twelve years. Following a Work Capability Assessment his benefits were
stopped which resulted in him falling into rent arrears. A2Dominion have referred him onto the DOSH
programme, and he has been having regular meetings with his DOSH mentor.

Case Study M

Resident M is a female in her late 50s who lives in Spelthorne with her four children and has been an
A2Dominion resident for more than 14 years. Although she has no formal qualifications she has
recently completed an employment training course and is hoping to return to work shortly. The
breakdown of a relationship and changes to her benefit entittement resulted in Resident M falling behind
in her rent payments. After receiving a letter from A2Dominion about her rent arrears she was put on
the DOSH programme and has had several meetings with her DOSH mentor. She has established a
very good relationship with her mentor who is supporting her with applications, letter writing and general
communication with the local council. She is feeling very confident about the future and her ability to
stay on top of her bills and financial commitments.

Case Study N

Resident N is a male in his early 50s who has lived in Spelthorne and been an A2Dominion resident for
more than 10 years. He lives alone and has three children. Il health and a recent operation have left
him unable to work, however he would like to find employment once he has made a full recovery. He
was put on the DOSH programme after A2Dominion made a house visit. He has had several meetings
with his DOSH mentor. Currently recovering from a major operation, he has fallen behind on his
payments and is having to borrow money from family members to cover everyday essentials.
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Appendix 5: Interview Guides for Phase 1 and Phase 2 Case Study Interviews

W‘S‘; B ru nEI Evaluation of the DOSH financial capability programme
# 82 | University
London

TOPIC GUIDE — Wave 1 INTERVIEWS with HA residents

Introduction

e Thank respondents for coming

e Introduce self and Brunel University London

¢ Explain purpose of the project and aim of the interview discussion

e Ask participants to take time to read and sign the consent form (if not done ahead of time).
Otherwise, reaffirm:

- consent to participate and for the interview to be recorded (emphasise that the recording will
only be heard by members of the project team and transcribers)

- that the interview is confidential and pseudonyms will be used in any publications

- that participants can choose not to answer individual questions

- that participants can withdraw part way through with no implications

e Hand out expenses

¢ Encourage participants to speak openly, freely and honestly (and explain that the interview
will be used to formulate recommendations for a report to housing associations and other
interested parties)

Introductions

Ask the interviewee to introduce themselves
e Name and age
¢ How long have you been an A2D resident?
e How long have you lived in this area?

Biographical details
¢ Explore background PROBE Education, employment history, family and children
¢ Interests and aspirations for the future?

Discussion to build up biographical picture of participant

Information about A2D provision

e What A2D services have you accessed over the past 12 months? Why?

¢ How did you hear about them? Where did you find out about them?

e Were you surprised that A2D provides this kind of services? If so who / what organisation
would you expect to provide these services?

e Do you think it is a good idea for HAs to provide services for their tenants? Are there any
downsides?

Pressures/ Motivations

e  What led up you to getting involved with DOSH? PROBE financial concerns and their impact
on day-to-day living. Explore what led them to this point. Health, family, wellbeing, job etc.

e Why DOSH? PROBE for reasons if different from above.

¢ Did you seek advice from any other organization?
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¢ Do you feel under pressure to engage with DOSH? If so, from whom? PROBE A2D, staff, self,

family, wider pressures.

Expectations of service provision
e  What are your expectations of DOSH? PROBE
e  What information have you received about the programme?

¢  What do you think will be the benefits of using the services?
PROBE for most important ones.

Experiences of initial contact with A2D staff involved in DOSH
¢ How did you initially hear about DOSH> ?
e How was contact established?
PROBE for role of TSO and income officers
PROBE for how contact was established — house visit, phone call etc.
¢ How many meetings have you had? How many more do you anticipate?

e Any concerns about the programme?

Expectations about the future

¢  What outcomes do you expect after going through the programme? PROBE for employability,

self-esteem, knowledge, wellbeing etc.

Thank and close
¢ Thank participants
e Reminder about confidentiality
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Brunel

: : Evaluation of the DOSH financial capability programme
University pabiily prog

London

TOPIC GUIDE — Wave 2 INTERVIEWS with HA residents

Introduction

Thank respondents for coming

Re-introduce project, self and Brunel University London

Explain purpose of this second interview

Reaffirm:

consent to participate and for the focus group to be recorded (emphasise that the recording
will only be heard by members of the project team and transcribers)

that the interview is confidential and pseudonyms will be used in any publications

that participants can choose not to answer individual questions

that participants can withdraw part way through with no implications

Hand out expenses

Encourage participants to speak openly, freely and honestly (and explain that the interview
will be used to formulate recommendations for a report to housing associations and other
interested parties)

(Questions to be asked in conjunction with individual answers to exit questionnaire)

Catch up
Ask how things have been since last met.

General discussion on any changes since last met.

Experiences of DOSH

Recount their expectations from previous interview. Did your experiences of DOSH meet your
expectations? PROBE

¢ What do you like/dislike about this service?

Working with staff. PROBE mentoring and therapeutic encounter.

How did this work? PROBE for process and content of meetings/ discussions

How effective were these? PROBE for needs identified, support offered.

How would you describe you mentor? PROBE responses in relation to encouragement, support
and help. Other outcomes?

What they liked/ disliked? Continued contact?

Working with the app? Did they/ didn’t they use this? Why/ why not?

How effective is this? PROBE ease of use, any difficulties, what they liked/ disliked?

PROBE support the app provides — including detailed examples./

Continued use?

Did you find any aspects of DOSH challenging? PROBE for details at various stages if relevant.
What are the benefits of having gone through DOSH?

PROBE for sense of financial capability, financial knowledge, changes to behaviour, confidence
etc.

Identities
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¢ How do you feel about your future now? PROBE for range of emotions (link to wellbeing
questions in survey)

¢ Has using being involved in DOSH made you feel differently about yourself? PROBE
reasons.

Expectations about the future

e  What outcomes do you expect from DOSH? PROBE for self-esteem, knowledge, wellbeing,
financial sustainability, others etc.

e  What are your plans for the future? PROBE

e Would you encourage others to use DOSH? Which particular aspects?

e How could DOSH be improved? PROBE different aspects.

Thank and close
¢ Thank participants
e Reminder about confidentiality

e Ask them if they would like to be sent an executive summary of the research when it is

completed (in 2018) and if so check their contact details (email or postal address).
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Appendix 6: Interview Guide — DOSH mentors

Brunel

U nlve rSIty Evaluation of the DOSH financial capability programme

London

Interview guide for DOSH mentors

Introductions

Introduce self

Explain the purpose of the project and aim of the interview

Ensure that participants have received and taken time to read the Info Sheet. If this is not the
case, allow time for them to read it. Ask if they have any questions.

Ascertain that respondents have about up to 1 hour to devote to the interview

Ask respondent to sign consent form (or email it in the case of a telephone interview)

Re-affirm:

- That they can stop the interview and/or withdraw from the study at any time

- That they consent to have the interview recorded

- That they are happy for us to use quotes from the interview in reports and other publications
using a pseudonym.

- That their names and roles will not appear in any publications.

The interviewee

Ask interviewee to introduce themselves (job title, description, day-to-day responsibilities and
concerns)

Ask interviewee about the role of the organisation for which they work. PROBE for brief
history of the organisation, sources of funding, partnerships with other organisations

Role of the organisation in providing DOSH

Information:

How long has DOSH been running in this area?

What kind of services does it include?

How many HA tenants are involved? PROBE for gender, age, ethnicity, % of social housing
tenants etc.

Where is DOSH provided? PROBE for locations and catchment area

Specificity of DOSH

How do you decide what to include in the DOSH programme? PROBE for interest/ popularity,
local demographics and economy, etc.

How do you ensure you do not duplicate provision elsewhere?

Do you liaise with other organisations? PROBE for kind of organizations e.g. information and
advice centre, council, HA, job centres, training providers, community groups, etc.

What is the DOSH programme’s ‘niche’? What do you do that other providers don’t do?

Do you feel there is a gap in the current provision? If so, PROBE for details and how this could
be addressed.

69



How does DOSH fit with other roles of HA?

Are there potential conflicts between these roles?

What are the main challenges you face as an organization with regards to providing DOSH?
PROBE for specific role in providing services to HA tenants.

Provision and take by HA tenants

Motivations and barriers

What are the main aims of DOSH?

Who do you provide these services for? PROBE for tenants or residents in the local area.
Particular types of tenants. How do you decide who to target?

How do you recruit tenants? PROBE for targeting of tenants/ use of profiling tools.

What do you feel are their motivation for engaging in DOSH?

What in your opinion are the main barriers preventing tenants/ residents enaging in DOSH?
How do you address these?

How do you engage tenants/residents that are harder to reach? PROBE for strategies if suitable.
Do you feel your tenants receive sufficient information and advice and guidance before
engaging IN DOSH? PROBE for reasons for choosing particular courses.

Are there any pressures for HA tenants to engage in DOSH? PROBE source — Has, Govt,
Society etc.

Expectations, experience and outcomes of DOSH

What are the expected/ actual outcomes of DOSH? PROBE for employability, identity,
household debt, health, wellbeing etc.

What are the main challenges faced by HA tenants prior to engaging in DOSH?

What are the main challenges faced by HA tenants once they engage?

What are the main challenges faced by HA tenants once they finish?

Do you feel DOSH can be improved? PROBE for reasons

(Where applicable) How is the retention rate overall?

Conclude

Thank interviewee
Do you have any questions about the research?
Tell them we’ll send them a copy of the summary report in January 2018
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Appendix 7: Interview Guide — Director of Housing, A2Dominion
What is the role of DOSH in your organisation?
Describe its importance
Part of core service delivery?
How does it link to role of HAs in the social housing sector?
As a Director, what benefits do you think it brings to your residents? What is its potential?

Sustainability of the project?

As an organisation, what are the expected outcomes for the DOSH programme?
What are the anticipated outcomes?
Which are the most important dimensions? (consideration of technology/ 1-2-1 support)

Other short and long term outcomes?

How do you see it shaping future policy development and service delivery within A2D?
Anticipated expansion/ rollout?

Other wider application and impact?

Do you see it as having wider significance within the HA sector?
Link to role of technology in service delivery

Alongside one-to-one personalised support?

71



Appendix 8: Deloitte Ask David User Personas

Farah

v,
BACKGROUND BEHAVIOUR
Farah is asinde nother living in a rentad flat with her two daughters, Income
She works full imein a local shop and eams a living wage. She isn't = Salary

happy with her finan on and comstantly worries that
able toprovde thebest for her daughters. She is however not afrad to
face her situation and take steps to improve. Spending

= Child care benefit

= Spends mostofher money on rent, bhills and chil deare
= Often experiences difficulties incovering all her expenses
) with the salary shehas
I I GOALS = Plans her bill payments 2-3 weeks ahead
TBC ) = At times forgets to pay her bills when there is o much going
= Make sure her daughters have everything they need onin herlife
= Be confidentin knowing how to deal with unexpected expenses = Has credit card debt {equaling 1 months salary) which she
. l"ug-l in control (J_I'her fimnces pays only mini mum payments for
= Build upher savings
Budgeting
= Sometimes creates a monthly budget and savesiton her
& CHALLENGES phone, butoften fails to follow it
L] Spare some money to build savings i
. . ) . Savings
ABOUT - Pay all her bills ontime to avoid unnecessary penal ty payments and,/or = Would liketosave however. there is rarelv any moneylef
. using overdraft P o e P i
20 vears old . Know how to best manage her debt in her bank account at the end of the month
o . . . = Any savings that shehas madeinthe pasthave goneinto
Single = Plan herbudgt and stidk to it overng Unexnecied Enerses
9 3 . Have a plan inplace for when unexpected expenses come her way COVETINZ UnEXpecied expenses
2 daughtersaged 4 and 8 ave aplaninpla Xpe Npenses \
Employed full-time
(2] TECHNOLOGY USE @L ADVICE & SUPPORT
= Tech savvy and uses her vear old smartphone and laptop = Looks for adviceand help through online and offlinechannels
DEVICES I o . P —
every day when feeling overwhel med with her financial situation
l | - s broadband and mobile intemet = Open to changng her financial behaviour. butfinds it hard
www. = Uses her phone while on the go to look up information, create new habits
= check bank account balance and look up products online = Has started to see a Dosh mentor to help her become better at
= When at home prefers to use her laptop managing her money
™
BACKGROUND ($) BEHAVIOUR
Janet is asingle mother who livesin asmall flat with her teenageson. Income
She usad o work ina local supermarket, however, due to reductions in = Salary
headcountshe lost her job 6 months agh. Sheis currently looking for a » Child care benefit
new joh. Her finandal situaion has further declinal ever since she
became unemployad. Janethas ahabit of impulsebuying which makes Expenses
managing her finances even more difficult. She feels helpless and = Has accumulated debt dueto spontancous purchases and long

doesn’t know how to handle her expenses and debt payments. ignored bill payments
= Struggles to cover all her expenses both now and while employed
= Isn't activelylooking for opportunities to reduce her bill payments
TBC BOALS and /or find better offers byother providers

Budgeting

= Doesn’t create a weekly budget and doesn’t see any value in
doing so

= Doesn’t planthe future expenses (e.g bills she will need to
pay in 2 months)

= Find anew full-time job
= Improve her finandal situation

[\ CHALLENGES
. Savings
L] Manage her debt and repayingit as soon as possible

ABOUT . Face her financial situation and takingsteps to i mprove it = Has no savings and all previous attempts to save have failed
45 years old L] L_‘fmmzl I1_L'!'_s|1unding 0 avoid |W{king unnecessary purchases
. - Finds itdifficultto make calculations to plan her budget
Single
A17 years old son
Unemployed TECHNOLOGY USE C\E‘) ADVICE & SUPPORT
b }‘quvlu.'mmll km;\;lotﬁgﬂ (ﬂl:lilhmm;’?:l It " = Doesn’t know where tolook for help and advice when itcomes to
= Has asimplesmartphone but no mobile Interne P et pafa Ty
DEVICES = Uses phonefor makingcalls and sending text messages Irlr;;:tlcllll._mu.d situation, butwas recently referred w see aDosh
’_| - La'z'.c "?]pldm hz‘;"';m'“mfr; nher computer (e.g = When feelingoverwhelmed with her financial situation she prefas
WA, reading and sending an email R .
—_— L] Requir%:: helpcn'hf'} son for more complex activities tolgnore it e .
« Profers l:>1|\,1n , mdulms ard paving hills 1;1 serson : = Doesn’t have asupport network to rely onwhen facing financial
s DUV T and pving bus fuperson difficulties
= Does not use Internet to look for financial information
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70 years old
Married

35 years old daughter and
40 years old son
Retired

RELES,
18

Eleanor

TBC

ABOUT

50 years old
Single

24 years old son
Unemployed

DEWICES

RELAEMND

John is a retired carpenter and lives with his wife Maria whois aso
retired. Their pensions are the only income they have, however,
John is generally satisfied with thdr situaton. He is happy they
don't have to pay rent & they have paid of the morntgage for their
howse awhile ago. John is a creature of habit and continues using
the same service providers and visit the same stores as heal ways has.

AL

= Spend time with family and friends inthe UK and abroad (Ireland)
= Keep himselfbusyby getting involved in local community adivities
= Refurbish parts ofhis house

AN NG

L] Saving up money forbigger purchases takes time

Has recently bough a laptop and is nowleaming to useit
Uses a very simple mobilehome for calls with his
children or wife when notat home

Attends computer classes ever week in the local library
Cautious about sharing information online therefore
isn’t comfortableusingonlinebanking or ordering
products online

Uses Google search to look up information he needs

BACKGROUND

Eleanorhas beenunemployed ever sinceshe was diagnosed with asevere
form of multiplesd erosis 10 years ago. Sheusad to work as a deanerin a
local school and his tried © look for another job, however, she is not
feeling well and wouldn’t be able to show up for work every day.
Eleanor finds it hard to come to terms with the fact thatshe doesn't have
a job md decent income. Endish is not her native language and she
struggles fillil. ng out pe work and responding to letters without the
help of her sonwho lives in Scotiand.

© g

Find out what other benefits/support is out there to help her
manage her situation

Avoid getting in additional financial diffi cul ties due to not
understanding or responding to official letters

Take care of her health

/TN CHALLENGES

= Have money left for other expenses like groceries and medicine after the
bills are pai

= Understand and reply to letters
government institutions)

2 receives (e.g fromutility companies,

=] TECHNOLOGY USE

= No knowledgeoftechnology
= Has asimplephone
= Uses phone for makingcalls and sending text messages

Income
= Pension

Expenses

= Doesn’t have anyother major expenses apart from weekly groceries
and bills (gas, water, electricity)

Isn’t consideringchangingservice providers or visitdifferent stores
to have access to cheaper services and/or produds

Doesn’t own any credit cards and avoids borrowingmoneyor using
overdraft

Budgeting
= Doesn’t create a budget for his income/expenses ashe
thinks they are the sameevery month

Savings

= Manages to save a littlebit of moneywhich he uses mainly for
travelling to relatives in Ireland

= While Johnhas some savings he isn't well equipped to deal with
major hardships

T MRS

= Would approach his children if required financial support
= Isn't currently looking for any support or advice in terms of
managing his finances

BEHAVIOUR

Income
= Sickness benefit
= Housing benefit

Expenses

= Spends mostofher money on bills

= After paying her bills there is very little money left for her to buy
anything causingsituatiors when there is no food leftin her fridge

Budgeting

= Has never planned her expenses /budget before

= Does not see value inbudgeting since shethinks her main
problemis lack of income

Savings
= Has no saving and would have no moneyat all to
set aside for this purpose

P

" ADVICE & SUPPORT

Eleanor doesn’thave any friends she trusts or other family
members in London

Herson has juststarted working, butlives in Edinburgh and
manages to visither only3 times a year. His income are not high
enough to support Eleanor

She regularly visits local Advice Plus sessions o inquire about any
additional financial helpshe could beeligible for
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Appendix 9: Queen Mary, University of London

Challenge Outcomes

A2 Dominion

ASK DA Vi | AFINANCIAL ADVICE APP

Group 3: A2 Dominion
Challenge Holder: Dele Ryde, Partnership and Fundraising Manager

How can we make digital support, through apps like Ask David, the most
effective way to help young adults build confidence to manage their
money?

Project summary

Our challenge was to research the best practice for engaging young adults by
means of social media to manage their money. As a group we carried out two
surveys: one based on the Ask David app created by A2 Dominion, and ancther
about general money managing habits amongst people between the ages of 16-25.
Our solution is not a single solution, but the combination of several different
solutions that will help attract this demographic in order te help the younger
generation manage their money better once they have gained financial
independence.

We gathered 100 respenses through the survey on money managing preferences
and we discovered that firstly, the app should be made available for 105, as a
staggering 50% of the younger population own an iPhone. Secondly, if the app
were to have categories rather than a single landing page, it would make
navigation on the app much quicker, which is what younger people tend to
gravitate towards.

In addition to categories, a menu bar and a personalization/filtering function
would be ideal for younger users. This would increase potential for the app to be
better received amongst this generation. Reaching out to the younger
demographic would also require the use of social media platforms such as
Facebook, Twitter and Instagram, whether it be regular updates on Twitter
through instant Q&A sessions or by advertising through Instagram and Facebook.
In addition to this, contacting the welfare departments of universities to promote
the app would be highly beneficial for both parties.

Regarding the content that is uploaded onto the app, perhaps price comparison
articles, weekly lists of voucher codes and free events would help engage the
younger demographic. Finally, perhaps the chat function in the app could be
developed to share personal experiences which would essentially be a space to
share ideas about money managing.

https:/ /www.youtube.com/ watch?v=VDc3YC8ppUgafeature=youtu.be
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Appendix 10: Brief Interventions — Questionnaire "‘

Survey on finances - A2Dominion residents a2dominion

investing in communities

. Scoring System
Questions 0 1 g zy 3 2 Your
Score
| regularly save from my Weekly /monthly Strongly Disagree Neither Agree Strongly
T disagree agree
T CR R \R (o R R LR (gl Strongly | Disagree | Neither | Agree | Strongly
disagree agree
I know how to monitor my spending to SFroneg Disagree Neither | Agree Strongly
make ends meet disagree agree
T VA a AN \ERW I e A CEI SR IEICR Strongly | Disagree | Neither | Agree | Strongly
a surplus left over each month disagree agree
IR GIOIVR QRGN EDE TN WA To TR (=TT Strongly | Disagree | Neither | Agree | Strongly
confident doing so disagree agree
I try not to make impulse SFroneg Disagree Neither | Agree Strongly
purchases/decisions unless I know I can disagree agree
afford to that week/month
I know how much money I have to Spend SFroneg Disagree Neither | Agree Strongly
each month/week and do not go over my disagree agree
budget
| know how and where to go for Z’Frongly Disagree Neither | Agree Strongly
q A . Isagree agree
information and advice before | make & &
financial decisions:
I worry about my financial situation Yes No
Grand
Total
0-10 You may benefit from speaking to someone about your finances: Refer to Dosh
11-26 You may benefit from some brief advice about your finances
27-32 Fantastic you are managing your finances great

Name:
Address:

Contact Number:
E-mail Address:
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Not sure what to say to residents when they say "‘
they’re in financial trouble? adominion

investing in communities

We have some handy tips:

1.

10.

Collate and organise all documents related to your income/Benefits.
Collate and organise all documents related to expenditure (bills).
Use comparison websites to check prices for utility bills.

Look at your bank account regularly and download the bank’s app who you're a customer
with.

Write out all your income and expenditure & develop a budget plan here.
Review your outgoings on luxury items (satellite TV, Netflix).

Set yourself a savings goal (holiday, new car, Christmas, upcoming birthday).
Contact people that you owe money to if you can't afford your bills.
Consolidate debts.

Download ‘Ask David’ from Google Play
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https://www.moneyadviceservice.org.uk/en/tools/budget-planner

Appendix 11: Ask David Questions, feedback and tips of the days

A2Dominion resident question: Good Morning. If | receive personal independent payments will it
interfere with my universal credit payments?

Feedback from Ask David App: Hithere! If you're an adult and getting either Personal Independence
Payment (PIP) or Disability Living Allowance (DLA), it will continue to be paid along with your Universal
Credit payment. You get these benefits if your condition is severe enough for you to qualify for them.
They won'’t affect the amount you get in Universal Credit. However, if you're claiming DLA or PIP for a
sick or disabled child, the rate of benefit you're getting can affect your Universal Credit payment.

A2Dominion Resident question: Hello Conor, | received the pip reconsideration. The decision is the
same. They refer to slightly reduce and adequately dealing at face to face and clinical reports. My son
having some major depression, he's at Bray side unit. | am more concerned about him now. I'll leave
my claim as it stand'. Tks

A2Dominion Resident question: Hi, do you help with shared ownership problems?

Examples of Ask David ‘Today’s Tip of the Day’ Conversations

Example 1:

Ask David App: Hi xxxx, Today’s Tip of the day - Is today a financial struggle? It’s ok to talk about it. -
Ask David can help, just drop us a line.

A2Dominion Resident xxxx Yes. Let's talk.
Ask David App: How can we help?
Example 2:

Ask David App: Hi xxxx, Today’s Tip. March & April is the time of renewing bills. Don't forget to use
comparison websites to get the better deals.

A2Dominion Resident xxxx: Hi xxxx, | am already doing this and find it very useful as it has saved me
money over the last couple months. Kind regards

Example 3:

Ask David App: Hi xxxx, Today’s Tip. March & April is the time of renewing bills. Don't forget to use
comparison websites to get the better deals.

A2Dominion Resident xxxx: Thanks, great advice

Examples of Ask David Today’s Tip of the day posted

Hi xxxx, Todays money Saving tip -Make use of over-ripe fruit by turning them into cakes and desserts.
Browning bananas can be mashed up and used to make delicious banana loaf.

Hi xxxx, A Money Saving Tip for a weekend challenge - How much can you save by using coupons?
Search the internet, magazines, side of boxes for money of coupons, 2 for 1 and see how much you
can save over the weekend. But remember... Buy only what you would need. We would love to hear of
success stories on Monday!

Hi xxxx, 1p Saving Challenge: Easily Save Over £650 in Less than a Year - https://skintdad.co.uk/skint-
52-week-saving-challenge/
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https://skintdad.co.uk/skint-52-week-saving-challenge/
https://skintdad.co.uk/skint-52-week-saving-challenge/

Hi xxxx, Today’s Money Saving Tip - Christmas may seem like a distant memory, but are you still
paying off Christmas Debt. For assistance or help send a message to Ask David.

Hi xxxx, Today’s Money Saving Tip —have an early spring clean and sell what you don’t need — Reply
and Ask David

Hi xxxx, Today’s Tip of the Day. Some newspapers offer a £5 cash incentive for when you collect
tokens, or rewards that you can exchange. Swap the daily purchase and look on line for the news, and
save the money you would have spent. This could equate to the equivalent of around £17 per month if
you purchase a paper every day.

Hi xxxx, Today’s Tip - How much have you saved from all the tips of the day and challenges set. Reply
back and share your progress
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Appendix 12: Money Savings Stand
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Appendix 13: 6 Week Fitness Training Course for residents in Ealing and Southall

A‘ " 14
- :w" .

-
Free \

activity
tracker if you
complete all
six sessions

' X

FREETOBE FIT.
STRENGTHAND
FLEXIBILITY.

Free, fun and friendly Partners
way to get fit.

¢ 6 week training course 5
« All abilities welcome "éa.&/ngi
° UKA coaches HALF MARATHON &/ 2018

Sessions in Ealing or Southall

Please call 0800 432 0077 for more information 02dom|n|on

or email customer.services@a2dominion.co.uk investing in communities
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