

Budget Services:
Draft Service Specification
(for existing Providers)
1. Aims of the Programme

The Budget Services programme (“the programme”) helps individuals and families (“the Clients”) achieve their financial goals, through access to financial education and confidential one-to-one budget advice and assistance. This is provided by skilled budget advisors working in community-based, non-government agencies (“the Providers”). 

2. Programme Goals

The long-term goals of the programme are to:

· encourage individuals and families to take responsibility to manage their personal financial resources in ways that enhance their own and their families’ wellbeing

· provide support to individuals, families and communities to help alleviate the harm that can arise from escalating financial problems

· increase the levels of financial knowledge and competence in the community

· build the capacity of individuals and families to identify issues and help themselves when financial difficulties arise.

These objectives are consistent with Family and Community Services’ goal of delivering services that help families to become resilient, and equipped / able to look after themselves and their children now and into the future. 
3. Expected Outcomes 

The expected outcomes for Clients receiving Budget Services are progress in some or all of the following.
In terms of the Client’s finances and presenting situation:
· protection of the basics, such as power, rent, food etc

· debt reduction. 

In terms of the Client’s knowledge and skills: 

· improved financial management skills 

· improved financial literacy.

In terms of social outcomes for the Client: 
· increased awareness of appropriate support services 

· reduced stress (including family violence)

· increased individual and/or family/whanau wellbeing and self esteem

· improved decision-making skills and confidence.

4. Target Groups

The target group for budget services is people needing help with their household budget. (The primary focus of the service is not on providing advice on a person’s or family/whanau’s commercial or business finances). 

Budget advice and planning, and budget education programmes, are two different service delivery methods aimed at achieving the programme outcomes. Clients may be helped best through one or the other, or may participate in both. 
Budget advice and planning-related activities (described in subsection 6.1) are targeted towards individuals and families/whanau with short-term or ongoing financial management questions, concerns or difficulties.  
Budget education programmes (described in subsection 6.2) are aimed at specific groups of people who already are or who may be more likely to encounter current or future financial difficulty, or who simply want to learn good financial management and budgeting skills. 
5. Volumes 
Volumes are to be measured in terms of the number of Clients receiving services through the programme. “Client” is defined as:

· the individual person who agrees to engage with the Provider, in relation to his or her financial situation, and/or his or her family/whanau (relevant to the economic circumstances of the person)

· the carrying out of the budgeting activity relevant to that person and/or his or her family/whanau.

The Provider will supply the services in accordance with Part 1, Clause 2.2 which outlines the minimum volume of Clients during the term of the Agreement. 
Guidance relating to the recording of Client volumes is set out in subsection 9.1.2 and in Appendix A.
6. Service Delivery 
6.1 Budget advice and planning 

The Provider will assess the needs of each Client and agree with him or her to provide either:

· short-term advice

· on-going advice

· specialist interventions.

Appendix A provides further detail on these activities.
6.1.1 Specialist interventions
The Provider, when supplying advice and assistance relating to specialist interventions, shall ensure that:

· the staff involved have received specific training and hold relevant qualifications where applicable, and

· there are suitable governance and administration systems in place to manage the higher risks involved.

6.2 Budget education programmes 

The Provider shall supply preventative and/or remedial budget education programmes. These cater to the needs of specific groups of people who already are or may be likely to encounter financial difficulty, or who may want to learn financial management and budgeting skills.
6.3 Networking and collaboration, and referrals 

6.3.1 Networking and collaboration

Providers are expected to network, build connections, collaborate and maintain effective relationships with other relevant services and stakeholders who may be able to provide complementary assistance to Clients, including community / social service agencies. A key purpose of this is to provide options for Clients and to encourage referral from and to these agencies, where appropriate to meet Clients’ needs. Budget Services are encouraged to use, where relevant, existing service co-ordination mechanisms, such as Strengthening Families and Family Violence networks.

6.3.2 Referrals 

Where there are related personal and family issues that impact on the Client’s financial competence the Provider shall, as appropriate, refer the Client with his or her consent to appropriate community / social service agencies for assistance. 
The Provider shall establish and exercise Client referral processes for this purpose.

6.4 Training and support of staff

The Provider shall: 

· ensure that staff, including those that are unpaid, hold the necessary core skills and knowledge relevant to their individual Client case-load
· provide relevant ongoing training

· provide staff, including those that are unpaid, with regular supervision, support and mentoring.

6.5 Manager/Co-ordinator engagement

The Provider shall engage and employ a Manager/Co-ordinator with suitable  experience and skills. 

The Provider shall ensure that the Manager/Co-ordinator will receive continuing supervision, monitoring and support.
6.6 Client evaluation 

The Provider shall maintain a Client evaluation tool, for collecting the Client’s evaluation of the service in meeting his or her needs/goals. This tool is to be used to evaluate the success of the service in meeting Client needs, and for informing ongoing improvement in service delivery. The tool should also allow for the staff member working with the Client to record his or her own assessment, and provide the data required for the reporting template in 10.1.

7. Charging for Services
The Provider shall not charge the Client for the service. However, a charge may be made to private institutions and government organisations for the delivery of budget education programmes. This may take into account related overheads and the direct costs of preparation, delivery and evaluation.

8. Approval Status

For the term of this Agreement, the Provider must be approved under Section 403 of the Children, Young Persons and their Families Act 1989 (and all relevant amendments) as a community service, or demonstrate satisfactory progress towards this approval.  

9. Reporting
9.1 Return reporting
9.1.1 Reports required

The Provider shall submit Return Reports for the duration of the service. These may be made available electronically where such reporting facilities have been established by the Ministry, or in the format specified in subsection 10.1. 
This entails:
· recording numerical data on the service through-put and submitting this as required in Part One: General Terms and Conditions, so that the Ministry and the Provider may evaluate and respond to developing trends 
· recording written narrative on service performance and submitting this on an annual basis, so that the Ministry and the Provider may:

- identify any problems, difficulties or other circumstances that have arisen or are anticipated to occur, that may restrict or hinder the Provider in the provision of the services or the meeting of its other obligations

- assess compliance with this Agreement. 
9.1.2 Recording rules
For the purposes of recording the numerical data referred to in subsection 9.1.1:

· “Client” is defined in section 5

· where a Client’s service duration exceeds 12 months, this should be counted as a new Client

· where a Client is assisted through activities across more than one of the service areas described in subsection 6.1, they are to be counted once only in the relevant 12 month period. Where the Client or Provider has withdrawn and the case closed, and, following a reasonable period, the Client comes back later for further or new assistance, they may be counted again in that 12 month period as a new Client.

9.2 Audited financial accounts 

The Provider shall submit independently audited financial accounts to the Ministry for the duration of the service, on an annual basis within six (6) months of the end of the Provider’s financial year. 
These financial accounts must show:
· the money received under this Agreement as a separate income item

· the money that has been expended by the Provider in the provision of the services.

10. Reporting Templates  
10.1 Return reporting 
[Red text indicates items that are counted for funding purposes]
	RETURN REPORT

	Numerical Data (on service through-put) – to be submitted as required in Part One: General Terms and Conditions

	Criteria
	Report Content Standards
	Provider Report

	Number of Clients in the reporting period
	Short-term Advice

Ongoing Advice

Specialist Interventions 
	Total

Total

Total

	
	Number of budget education sessions (including one-off, and series)
	Total number of sessions 

	
	
	Total number of participants

	Basic agency information 
	Paid staff 
	Total number of staff

Total weekly hours

	
	Volunteer staff 
	Total number of staff

Total weekly hours

	How well did we do? 
	Client evaluation shows Client’s personal satisfaction with service
	Percentage of positive Client evaluations

	Was anyone better off? 
	In Provider’s opinion, Client shows evidence of greater financial confidence and competence
	Percentage of Client evaluations showing this evidence

	
	Client debt is reduced
	Percentage of Client evaluations showing reduction in Client debt 

	Written Narrative (on service performance) – to be submitted annually

	Criteria
	Report Content Standards
	Provider Report

	Manager/
Co-ordinator engagement

	Provide information demonstrating: 

· ongoing engagement of a Manager/Co-ordinator with relevant experience and skills 
· that the Manager/Co-ordinator is receiving ongoing supervision / monitoring and support.
	Narrative

	Training and supervision
	Provide information demonstrating that appropriate staff training and supervision is being provided.
	Narrative

	Client evaluations / related staff assessments

	Provide summary of Client evaluations, and related staff assessments, including how well Clients are making progress with:

· protection of the basics, such as power, rent, food etc

· debt reduction 

· improved financial management skills / financial literacy.
Include how referrals are being used to assist with Client needs. 
Show how the feedback is being used to make programme and service delivery modifications.
	Narrative

	Any changes to the service 
	Provide details of any changes to the service in this reporting period.
	Narrative

	Overview of the service this period 
	Provide summary overview of the service, including any red flags / relevant issues. 

Identify any challenges and their impact on service delivery.
	Narrative


10.2 Audited financial accounts 

To be submitted annually.

No report template.  
Appendix A
Budget Advice and Service Delivery 
 

Short-term advice and on-going advice

Budget advice and planning-related activities are targeted towards individuals and families/whanau with short-term or ongoing financial management questions, concerns or difficulties.  
Short-term advice refers to occasions when engagement with the Client is restricted to a single or brief series of Client contacts eg by way of meeting, phone call, 
e-mail or fax. 

On-going advice is the core work of Budget Services. It is ongoing engagement with a Client, captured in an agreed plan and goals, focused on the provision of budgeting-related information, financial education, mentoring and support. 

Short-term advice and on-going advice are counted separately in the reporting template set out in subsection 10.1 of Part 3 – the basis for differentiating between them being that on-going advice involves an agreement to continuing engagement, evidenced by an agreed plan and goals, whereas with short-term advice this is absent.

The range of activities across both of these service areas may include some or all of: 

· advice concerning an immediate crisis, such as power cut off, eviction notice or food shortage

· referral to other community / social service agencies

· access to a foodbank

· access to benefit or other entitlements

· provision of information and resources eg “self-help” booklets and guides

· general advice about income and expenditure patterns

· preparation of a “one-off” budget and/or cash flow plan 

· individual Client-related advocacy ie assistance with interpersonal engagement concerning financial matters 

· general credit advice eg before signing a contract
· Client interviews, including review of relevant documents, leading to development of knowledge and understanding of Client’s financial position / general situation 

· subsequent / amended Client budgets
· debt schedule (which also assists with problem identification)

· cash flow 

· benefit and other entitlement checks

· development of a “balanced budget”

· advice about banking systems

· creditor negotiation, including individual Client-related advocacy, and related repayment plan. 

This may be followed by ongoing Client monitoring and financial education and mentoring, developing Client financial skills independence.

Specialist interventions 

The Provider may supply specialist interventions in relation to, for example:

· Total Money Management

· insolvency 

· No Assets Procedures (NAPs)

· Summary Instalment Orders (SIOs) 

· mortgagee sales, complex contracts etc

· significant financial issues related to, for example, mental health, addiction, literacy, English as a second language, disability etc.

This service area is counted separately in the reporting template set out in subsection 10.1 of Part 3.

Service duration

Services will be delivered at a frequency and for the duration needed to achieve the goals agreed with the Client. However, Budget Services are intended to be an educative process aimed at increased Client financial independence in most cases. Service duration that exceeds 12 months needs, therefore, to be documented and reviewed with the Client.  
� Including guidance and examples. 
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