Time for co-production on financial products and services? Reflections on a critical dialogue between Newcastle Elders Council and financial services professionals

Executive summary

Introduction

The paper brings together evidence from published sources and findings from a dialogue between members of Newcastle–upon-Tyne Elders Council and financial industry professionals representatives. The paper considers financial issues and concerns raised by and for older people and highlights that as people are living longer their experience of older life is changing and their needs for services and products are also changing. There are more home owners than in previous decades and some of them are income poor/asset rich while others are living in low value homes. Disrepair problems are common.  

Section two: What is wrong with products, information and advice now?

2.1
 There are gaps in the financial products and information and advice available. Most products are aimed at younger people or they are built on the premise that older age is simply about rearranging one’s finances when in fact older age has different challenges. Financial services professionals don’t seem to realise this. 

2.2 
Equity release is an important financial product but it got a bad press in the 1990s. There is still a need for trustworthy products but it’s the social and not-for-profit sectors that are coming up with the products that are required. Good examples being provided by Community Development Financial Institutions like London rebuilding Society and the Just Retirement Home Cash Plan but social products like these are not yet widespread. 

2.3
Information and advice on how much one can expect to put aside to pay for later life including care are particularly difficult subjects to get information and advice on. This could be because there are not enough Later Life Accredited Advisers but it’s also because older people’s finances can be complicated and hence the questions they ask are complex.

Complexity means that several different financial experts may have to be involved but most lay people don’t know this. It came as a big surprise to most people at the Newcastle dialogue to hear there are a lot of sub sectors in financial services.  It became easier to understand why people find it hard to locate the advice they need.

 Public policy is fixated on equity release as the means for older people to pay for their care and or their day to day welfare. However, no-one seems to be able to come up with a solution the public can deal with and is prepared to  pay for. The Dilnot commission (July 2011) produced the latest set of recommendations particularly that no householder should pay more than 39% of their assets and savings towards care and help in later life. A full Government response is not expected in the short term.

2.5 Older people queried why financial experts want to sell them products customers don’t want including methods to avoid inheritance tax when people have asked about how to plan to afford later life accommodation and costs. Possible answers are that financial organisations have a limited range of products and services to sell or, staff don’t listen. Not having full information is also a problem. A failure amongst financial industry experts to disclose information to customers was commented on in evidence presented to the treasury Select Committee in April 2011. Practice could be improved.

2.6 Age UK presented evidence in 2011 on the importance of cash and  high street post offices to older people and how the introduction of CHIP and Pin have actively excluded older people particularly the poorest and least advantaged.  Older people’s well organised opposition to the changes has been systematically overlooked.  

Section 3 Information and advice

3.1 It is difficult to find out whom to ask for information. Independent Financial Advisers (IFA’s) cover certain limited expertise. They are often too expensive for some individuals but there does not seem to be a reasonable set of affordable alternatives. IFA’s say they can’t and won’t give people a nudge in the right direction – yet this is what customers are often seeking. 

People don’t know if they should approach the public or the private sector or both particularly when crises occur. The paper cites evidence indicating that Social Services departments regularly let older people and their relatives down when they contact them and fail to give them the information they need. 

3.2 Older customers at the Newcastle dialogue were clear they didn’t necessarily want advisers who gave neutral information – they generally wanted advice.

3.3 We often hear about financial illiteracy but the problems and issues in the paper were not going to be solved by better financial literacy alone.

Section 4  What needs to change? & Section 5 Conclusions 

· Better Listening and engagement by those who manufacture products and services

· New financial products working with new partners like the third sector to do this

· The financial service industry needs to realise there are business opportunities from a growing older market

· Better education is needed for ordinary individuals and financial experts

· Co-production. Financial industry manufacturers could engage with older people’s groups such as Newcastle Elders Council to devise new products suitable for a diverse growing older population

· Introduce better signposting and plain language. The financial services industry needs to communicate better with the public and introduce basic changes like better signposting so people can find the right service and plain language.  

· Radical transformation is needed to improve information and advice for older people and their relatives contacting Social Services.

· Better advice and information is needed generally by older people but what can be done about the gulf between consumers who want a nudge in the right direction and experts who say they cannot do this? 

Section 6 Next Steps

A partnership between Newcastle Elders Council, the Quality of Life Partnership and the Changing Age for Business Initiative at Newcastle University gave rise to the dialogue. A further event is planned hopefully with the addition of financial industry manufacturers as well as the financial experts who have been involved so far.

-------------------------

Time for co-production on financial products and services? Reflections on a critical dialogue between Newcastle Elders Council and financial services professionals

1
Introduction

A unique dialogue took place last year between older people from Newcastle-upon-Tyne Elders Council and invited professionals from the financial services industry. It was unique because older people rarely get the opportunity to say what they think about financial advice, services and products to the people who provide it. The critical points the older people made revolved around a common theme, the failure of financial organisations to design products and services fit for an increasing and diverse older population. Sadly this is something that has been said many times before.  See for example written evidence submitted to a Treasury Committee on Competition and Choice in Retail Banking (April 2011) and research commissioned into older people’s searches for advice by the Royal Bank of Scotland in 2007). Yet the Newcastle dialogue revealed how difficult it is for older people to be heard even when everyone is trying to do just that and hinted at some of the reasons. One of them is the tardiness of the financial services sector to realise the opportunities that a growing older population represents for them while another is society’s generally outdated ways of thinking and behaving about older age. 

This paper considers the evidence on what older people and others are saying is wrong and what needs to change. The paper also presents evidence indicating that older people are a key missing ingredient. Their involvement could dramatically improve the current situation for older consumers and help financial services improve their business take up. There is a willingness certainly amongst Newcastle Elders Council (and probably elsewhere) to work with financial product and service manufacturers to improve the situation. Co-production could therefore be the answer. Moreover Newcastle is a willing test bed for this kind of innovation. 

Finally the really good news from the dialogue in Newcastle is that financial advisers came and they took part. They were thoughtful and reflective about their practice and how they do business. There were some lessons as a result about how people can learn to work together and listen to each other even where current culture and practice is at odds with this.  

2
What is wrong with products, information and advice now? 

2.1 
Products 
2.2.
Equity release. A literature search shows there are gaps in the products and services available and there is a lack of trust in some products. One of the most important gaps concerns trustworthy equity release products. Another is suitable products for all older homeowners including those living in low value properties.  Equity release is currently considered by the Government as a vital method to enable cash poor but asset rich older homeowners to pay for essential changes to the home so they can stay put or have additional income. Equity release is also seen as the method through which older homeowners will fund their care and other costs. However, older consumers had some bad experiences with inappropriate equity release products and miss selling particularly in the 1980s and early 1990s and interest in equity release dramatically tailed off.  Yet the need for good products still exists and there is some experimentation going on notably in the not for profit sectors to produce them. 

The London Rebuilding Society has, for example, produced an innovative financial mechanism known as an equitable mortgage, in essence a ‘promise to pay’.  London Rebuilding Society pays all costs upfront, in effect providing the homeowner with a no-interest loan.  The loan is secured against an agreed share of the homeowner’s equity and registered as a charge on the property. When the property is sold or the loan term expires London Rebuilding Society redeems the agreed share of the proceeds (see the All Party Parliamentary Group report “Living well at Home Inquiry” July 2011 and Riseborough and Fletcher (2008) for more information.  

Similarly work by the Joseph Rowntree Foundation to stimulate the market was behind their most recent involvement in equity release (Terry R and Gibson R January 2012) 1. They ran a pilot scheme to trial a Home Cash Plan a product developed by Just Retirement with three London Boroughs. The results from the pilot and from the work so far by LRS indicate there is a widespread need for such products. LRS and Just Retirement are confident about the financial sustainability and therefore the business case for their products. The Just Retirement Home Cash Plan is now available through the national First Stop Housing Options service for older people and the London Rebuilding Society are due to scale up their product. Yet the mainstream financial industry remains cautious. 

Most importantly the work by London Rebuilding Society and Joseph Rowntree indicates that solutions can be found that meet that needs of older consumers. The problem then isn’t only about gaps in products it’s also that products fail to fit consumer wishes and requirements. A particular issue concerns the low-income homeowner whose home is a huge asset to them but who struggle to get access to any products at all if their home is considered to be ‘lower value’. Social products such as those provided by London Rebuilding Society and other Community Development Financial Institutions (CDFIs) seem to be the only option. Unfortunately social products are not widespread or at least, not yet. 
2.3
Preparing for care costs and the costs of ageing in place. Many people when they are younger find it hard to countenance planning their future accommodation and care (if it is needed) and how to pay for these things as they get older.  Yet, it is a subject that greatly exercises older people – particularly those who describe themselves as habitual planners.
Public policy is also much exercised by what to do about the costs of paying for the well being of an ageing society. Increasingly we are all expected to make provision for ourselves. Yet recent Governments have been unwilling to state a clear policy for the future and citizens are left guessing about how much if anything the state will contribute in future to their welfare and care. 
The Dilnot Commission on the future funding for long-term care, which reported in July 2011 produced the latest set of proposals but concerns were raised about the costs to the public purse and hence there are delays in implementing any changes.  Dilnot recommended that the Government devise a new policy to ensure that no-one paid more that 30% of their assets and savings towards meeting their care and support costs and recommended raising the cap on assets from £23,250 to £100,00 to enable more people to qualify for state help.  Dilnot also recommended a more simplified range of suitable financial products aimed at older people including equity release schemes. A detailed policy response to the Dilnot recommendations from the Government is not expected until possibly 2014
Several older people raised questions in the Newcastle dialogue about the products or services that might be available to help them plan and save for the future. Older people also revealed how difficult it was to find anyone who could advise them and commented on the complexities involved.  Despite the introduction of Later Life Accreditation Advisors by the Financial Services Skills Council in 2004 there are not enough people around who can advise older people and people approaching older age. From descriptions of the Later Life Adviser role provided by the Society of Later Life Advisers, it also seems that advisers still focus on selected and fairly narrow areas of information and advice rather than a broad sweep. 
One financial advisor at the Newcastle discussion commented that complex problems would require the involvement of at least three different advisers with different specialisms. Almost all of the topics that were raised by older people were complex and this included the scenarios that were written for the  dialogue and based on real life stories.  Members of the Elders Council asked why things couldn’t be rearranged? However, it seems that culture and practice are not particularly innovative in financial services and there is competition of course between companies, which can get in the way of collaborative effort. The latter point was made by several financial advisers in the Newcastle dialogue  

It was a revelation to most of us that the Financial Services Industry is made up of numerous different financial specialisms. It made it easier to understand why the information and advice older people are seeking is seen as complex and is so hard to find. 

2.4 Selling products the industry wants to sell.  Elders Council members

started a spirited discussion with financial advisers at the Newcastle Dialogue on why financial institutions in the widest sense (including banks, building societies and insurance companies) tried to sell them products and services they didn’t want such as ‘off the shelf’ products or products about avoiding inheritance tax rather than the products and services older people were trying to identify. It seemed there are probably several rather than one answer but  the fact that some organisations receive commission to sell certain products and services might influence financial staffs behaviours. 
In addition there is widespread experience reported by older people that financial services staff and the financial industry simply doesn’t listen to older customers. See for example a report by Phil Lyon and Darren Mackin for the Royal Bank of Scotland’s Centre for the Older Person’s Agenda in 2007 on where older people go for financial advice and information.  Lyon and Mackin point out that financial products and services are not designed for older people but are consistently aimed at a younger market and despite their increasing numbers older people struggle to be regarded as commercially relevant. 

It is a systematic and endemic problem. An article in a US magazine aimed at the over 50s expresses the following view:  

“Few providers of financial advice really understand the needs of the typical older client because the people who train and support financial professionals do not understand us”.
 
A question posed during the Newcastle dialogue was could the financial industry afford to continue to ignore older customers?  Wouldn’t it make business sense to consider their needs and interests especially as there are more older people now than ever before? 

2.5 Lack of transparency and failure to use plain customer friendly
language. Everyone agreed at the Newcastle dialogue that there was a need for the financial services industry and the utility companies to improve their communication with customers. Technical language, jargon and confusing or potentially and actually misleading language and literature were mentioned. They are common complaints that seem to be only partially being listened to. On the one hand there are more plain language and crystal mark versions of many of the standard financial documents we all use available in High Street banks and building societies. Utility companies are slow to follow. Yet on the other hand, the information on products and services don’t always meet consumer needs and interests and it is really hard to compare costs. 

There is also a failure to disclose information to consumers. See evidence to the Treasury Select Committee into competition and choice in April 2011 where the Commission on the Future of Banking (CFEB) noted that Banks are not always transparent in their dealings with customers particularly when it comes to giving full information on financial products. 

2.6  Exclusive payment methods, systems and processes 

Evidence presented by Age UK (2011) underlines how important cash payments, cheques and having high street banks and post offices are for older people particularly people who are isolated or have difficulty getting around. Chip and pin and automated services do not go down universally well with older people, particularly automated telephone services. 

People participating in the Newcastle dialogue commented on the impacts of change particularly the adverse effects on older people with sight and hearing problems and on people who found it very difficult to memorise ‘new’ instructions including passwords and Pin’s There was concern that reliance on debit and credit cards instead of cash would make some people afraid to spend and more vulnerable if they relied on other people to get cash for them.

Questions raised in the Age UK report included why older people in England were not consulted about the way changes were designed and delivered. The same questions were also raised by older people in Scotland and Northern Ireland (see Forum for Financial Awareness and Older People (2009) and Fitpatrick and Kingston (2008)).  Fitzpatrick and Kingston point out that in the context of equality legislation in Northern Ireland access to consumer goods and services remains unequal especially on the grounds of age. 

It is difficult to understand why older people are systematically excluded and concerns continue to rise. Internet and online options for example, particularly exclude older poorer groups of people as well as poorer young households.   

3 Information and Advice 

3.1 Identifying the right person or organisation 

A major problem identified by members of Newcastle Elders Council and by other groups of older people is identifying the right professional to ask, (see Age UK 2011).  As we can see from the previous paragraphs the existence of different professions and disciplines within the financial services industry was new to people in the Newcastle dialogue. 

There are concerns over cost as well particularly when people are not certain they really need expert advice or information and they are unclear if the advisers they approach are the most appropriate. Some people pointed out for example that people are often told they have to ask an Independent Financial Adviser because agencies and organisations particularly the not for profit advice sector either cannot advise on financial issues or cannot give people the partial advice ‘ a nudge in the right direction’ on a product or service that consumers are looking for.  

The prospect of having to visit several advisers and possibly have to pay each of them was a daunting prospect. However, the topic does not appear to be well researched so evidence of actual experience is thin. 

3.2
Advice or information – consumers contest the distinctions

The difference between advice and information was at the heart of a particular thread of discussion in Newcastle. Advisers seemed to be clear about the distinction and defended it but consumers indicated that they did not like and did not appreciate the distinction at all. They wanted some partial advice on the merits of one product over another and wanted help to decide. 

There appeared to be a real dislocation between the concerns of the financial services industry, which quite understandably wanted to avoid any possibility of more misselling scandals and the interests of consumers who also wanted to avoid being misled but equally wanted someone to tell them about the best deals and choices. 

Consumers in the Newcastle dialogue also said they were unclear about the independence of independent financial advisers. One participant asked how would she know? 

3.3 Preventing problems and enabling people to help themselves

Some of the people participating in the Newcastle event commented on the lack of advice and information to help people before they got into difficulties. Anecdotal information about rising levels of debt amongst older people and people approaching older age was compared to the experiences of advisers working in money advice and other not for profit advice settings. It was widely agreed that debt is increasing and more people are going into their older years with financial problems compared to the recent past. These findings are also substantiated in evidence collected by the British Household Survey (see for example a report by Disney R., Bridges S and Gathergood J (2008), which presents an analysis of drivers for indebtedness including those amongst older people).  

However, there has been a relatively low take up we were told of financial literacy and debt avoidance when these sessions are offered (Age UK Newcastle). 

3.4
Financial illiteracy and a need for more education 

There was a lively discussion on financial literacy and the need for every one of all ages to become more informed and educated about financial matters. However, as readers can see later on education is also needed by the financial services industry. 

Most people at the Newcastle dialogue agreed that they were not as financially literate as they probably should be but they disputed that lack of financial acumen was the main or only reason that older people were not able to make informed choices. The evidence seems to bear this out. However, it is noticeable that consumers seem to be blamed a lot, see evidence presented by the financial sector to Parliament. On the other hand the existence of age discrimination particularly in insurance products and annuities and the growing complexity of later life together with inadequate products are acknowledged by other financial commentators (see Wells and Gostelow (2009) for a discussion on consumer detriment in later life).  Lack of consumer education is therefore only one of the problems.  

3.5  Bad advice and failures 

The dialogue in Newcastle hinted at experiences of poor or indifferent advice and some examples of really great communication, information and advice. Yet the incidence of bad advice is possibly a more frequent experience than is recorded in research studies. See for example a report by Lorna Easterbrook for Independent Age in December 2011 which publishes dire results from mystery shopping by the former CQC on the advice and information provided by English Social Services authorities to people enquiring about social care including how to access and pay for it. Only 5 out of 150 authorities were rated as carrying a good or excellent exploration of people’s needs at their first contact. Only a handful were rated as good or excellent when it came to ensuring that callers understood what was being said. This is shocking information by any standards.  It indicates how powerless the consumer can be. 

What is even worse is that the Easterbrook study indicates how the consumer is beached between the public sector who can answer questions such as how much support and care and financial assistance someone might expect to receive and the private and not for profit sectors who have some of the information to answer the rest of a consumer’s questions. Increasingly people who require care and support including help with deciding on staying put or moving into care or other accommodation are self-funders. Easterbrook indicates how far away most Social Services authorities are from offering such consumers a decent first contact service.

4
What needs to change?

4.1 Better listening and engagement by ‘manufacturers’ with older customers 

The biggest single change needed is for the financial services industry to listen and involve older customers in the design and delivery of products and services. These changes have been recommended many times, see for example, Lyon and Mackin (2007) and Improving Financial Inclusion for older People in Scotland (2009) and Age UK (2011). 

We were very fortunate to have a range of advisers and people working in financial services participating in the dialogue however, it was only later on when we (the organisers) were reflecting on the day that we realised none of the advisers or professionals were responsible for the ‘manufacturing’ of financial products and services. In fact some of them had to sell or advise on only the products available from the companies they work for. 

Another point made by older people in the Newcastle dialogue is that even the best planned future is subject to unplanned events such as illness, bereavement, changes in markets, reduced interest rates on savings and rises in costs. But this isn’t a reason for not trying to make provision – many people still want to do so. Yet financial advisers tended to back off from having a close discussion about these subjects. Perhaps it’s because they make us feel uncomfortable?  Engaging with discomfort is part of the terrain of later life so how are we going to move forward and ensure there is discussion?  

The literature review, which encompassed studies on and with older people indicated that a chasm exists between the reality of later life and the new adventure it represents and the approach taken traditionally by financial services. Later life isn’t simply about rearranging how we look at our finances it is a whole new way of life with different challenges. Financial product designers and the people who train and educate financial professionals need to understand this. Older lives have changed and will continue to change and training and education in the financial sector needs to keep up with these changes and better reflect customer wishes. 

4.2
The need for new products 

The paper refers to evidence on the dearth of appropriate trustworthy financial products. Our discussion in Newcastle indicated that sales in the finance industry are down and the traditional customer base of younger people is less  inclined to purchase as they used to be. There is scope therefore to consider new products and services. Perhaps there is also room for new partnerships and an approach working with the third sector and CDFI’s to develop some socially responsible products targeted at and designed with older customers? 

4.3
Declining traditional customer markets – growing older opportunities

The recession is affecting the financial sector and there are huge job losses. As the traditional younger market for its products and services declines doesn’t it make sense for the financial sector to look for new markets without such high returns amongst the growing older population? This was a question posed at the Newcastle dialogue – it hasn’t yet been answered.

4.4  Education and financial capability 

There is no doubt that consumers and financial experts would benefit from being better informed and from having joint discussion and joint investigations on what we mean by financial capability, what works and what doesn’t.    There are a number of pilots and schemes to develop financial literacy and capacity amongst consumers and so far they seem to have good results. However, projects seem to vary a lot from the one to one financial coaching currently practiced by CDFIs such as London Rebuilding Society with consumers to short courses on basic financial awareness. It is hard to judge without more research how effective these approaches are. Clearly though financial services advisers and consumers need to be embarking on joint education and at the very least learning from the initiatives already underway.

4.5  
Be radical – think about co-production

Bringing customers and financial services staff closer together is one thing but bringing consumers into the manufacturing process essentially involves transforming production and moving closer to the customer. Co-production could fit the bill here especially in R & D and design stages. Customer panels like the Newcastle Elders Council exist across the UK and most are willing and able to comment on and contribute to products and services that affect them.  

4.6     Better signposting by the industry
Since there are numerous parts to the financial services industry and independent advice can be found in all of them it would help consumers to be better signposted to the ‘right’ part. To do this the financial services sector needs to come up with signposting information including customer friendly descriptions about the roles different people have and what their average costs are. 

4.7 Greater concern for the customer and more customer shaped services.

The public and not for profit sectors need to look closely at how well they are serving customers with the integrated advice and information they need. The best way to do this is to engage with customers to radically change services. 

5
Conclusions  

5.1
 Conclusions 

The evidence presented in the paper brings together the findings from a dialogue between older people and financial advisers including money advice and not for profit advisers in 2011 and evidence from recent policy and research. 

5.2 Listen and catch up with being consumer responsive 

The main theme running through the dialogue and the literature review was the need for the financial services industry in all its forms and guises to listen to and understand modern later life and the challenges it presents for consumers. Unlike many other consumer areas, which have responded to customer needs and wishes, the financial sector and associated financial products and services appear to have lagged behind. There is a long way to go before the financial industry can catch up but it could make significant progress by working closely with consumers. It’s a proven method in the hard world of retail for example. 

5.3 Get closer to customers and the products they want – co production

There is an opportunity for ‘manufacturers’ of financial products and services to reassess their products and services and work with older consumers to come up with new one’s. Co-production is an option that makes business sense.  Newcastle would be a great test bed and there is ready-made articulate Elders Council here for manufacturers to work with. The Elders Council has offered their services so the challenge is on.

5.4. Modernise financial services education on later life 

Later life is more complex than ever before. With the progress we have made in longevity comes responsibilities to make provision but it isn’t all about retirement and what the financial sector calls ‘decumulation’. That’s old style thinking. Later life in 2012 and going forward means better health, being engaged in the paid and unpaid and paid work force for longer and a range of very different housing and income challenges. The formulas used traditionally by the financial services sector don’t fit The paper indicates that those responsible for educating and training financial professionals need to have a new understanding and be more flexible towards older consumers.

5.5 What are we to do about consumer demands for advice and information?

The dialogue threw up fascinating insights into what consumers want from information and advice services compared to what exists. Constraints from  financial regulations and the fears of misselling are amongst the barriers but so is culture and practice that are impenetrable to consumers. We could argue this situation exists in part because the language used by the industry to describe products and services is so unfriendly if not obscure. Yet as long as the situation persists the odds are stacked against consumers being better informed. Do things really have to be this way? Are there some simple small steps that could pay dividends? These questions need to be explored.

The financial sector also needs to be more communicative about the work it does. Consumers generally don’t know which part of the industry to go to for help or information on a particular subject and there is nothing at the moment that adequately signposts consumers. Some basic descriptions together with typical charges all written in consumer friendly language would be a big step forward. 

5.6 Transform the information and advice services available in Social
Services for first contact customers. 

Current arrangements are not serving customers well and need to be radically overhauled with the customer at the centre of the process driving change. The arrangements to advise self-funders also need to be improved.  

5.7 A need for more research evidence

Finally the paper indicates that there are many aspects of later life and financial planning and education where the evidence is incomplete. More research and hard evidence is needed on what constitutes financial literacy from the older consumer’s point of view rather than the financial services industry viewpoint alone. Good practice on education and what seems to work also needs to be identified and shared. At the moment it is hard to do so because there is a range of initiatives and pilots and ongoing money advice courses that do not appear to be tested systematically for their value and impact on consumers, particularly older consumers.

6
Next steps 

The dialogue came about as a result of a partnership between the Newcastle Quality of Life Partnership, the Newcastle Elders Council and the Changing Age for Business Initiative at Newcastle University. People participating in the workshop included members of Newcastle Elders Council, the Quality of Life Partnership, individuals from the financial services industry and representatives from the Home Improvement agency sector and charitable and local authority advice services in Newcastle including money and debt advice.

The dialogue was topical and timely and is the first face-to-face discussion we know of between an older people’s group who prepared what they wanted to say beforehand and members of the financial services industry. It was the first of other planned events to involve the financial services industry in listening and responding to older people’s views. The partnership is planning a second event with finance industry ‘manufacturers’ and senior educationalists.
Moyra Riseborough 

February 2012

The dialogue was facilitated by the partnership. Original scenarios and background papers were written by Moyra Riseborough an independent researcher and gerontologist who also wrote up the dialogue and this paper. A separate paper is available which presents the dialogue findings. 

References 

Centre for the Older Person’s Agenda.  Improving Financial Inclusion for Older People in Scotland. Spring 2009   

CFEB (2 April 2011). Written evidence submitted by the Consumer Financial Education Body to the House of Commons Treasury Select Committee. London. House of Commons. http://www.publications.parliament.uk/pa/cm/201011/cmselect/cmtreasy612vwl
CFEB (July 2010). Transforming Financial Behaviour:  A summary. London. CFEB

Commission on Funding of Care and Support, July 2011. Report of the Commission on Funding of Care and Support. London. Crown Copyright.

Disney R, Bridges S and Gathergood J, ( October 2008). Drivers of Over Indebtedness. Nottingham. Centre for Policy Evaluation. The University of  Nottingham. 

Easterbrook, L. (December 2011). Getting Over The Threshold for Advice. Issues Arising from the Care Quality Commission’s Unpublished Review of English Social Services’ Response to People’s First Contact for Information, Advice Help or Support. London. Independent Age.

Financial World October 201.1 Old Dogs and new Tricks. Ageism in the provision of financial services needs to be tackled says Age UK. http://fw.ifslearning.ac.uk/Archive/2011/October/Features/OldogsandnewtricksAge
Fitzpatrick B and Kingston I, (June 2008). Older People’s Access to Financial Services. For the Equality Commission Northern Ireland. 

Hill K, Sutton L and Cox L (2009) Managing Resources in Later Life. York. Joseph Rowntree Foundation.

Hull K, Kellard K, Middleton S, Cox L and Pound E (2007) Understanding Resources in Later Life. Views and Experiences of Older People. York. Joseph Rowntree Foundation.

Lyon P and Mackin D (2007). Where Do Older People Go For Financial Advice and Education? A Report for the Centre for the Royal Bank of Scotland’s Older Person’s Agenda. Edinburgh. Queen Margaret University

Porteus J (Ed) (July 2011). All Parliamentary Group on Housing and Care for Older People. Living Well At Home Inquiry.  London. 

Riseborough M and Fletcher P (2008). Towards An Ageing Society. Evaluation Report of hact’s Older People’s Programme. London. See www.housingcorp.gov.uk - publications 

Terry R and Gibson R (January 2012). Assessment of Equity Release Pilot Schemes. York. Joseph Rowntree Foundation.  

Wells J and Gostelow M, (June 2009). Financial Services and Later Life. A Scoping Project For The Financial Services Consumer Panel.  London. Financial Services Consumer Panel. 

� A quote taken from an online US magazine Workforce50.com see � HYPERLINK "http://www.workforce" ��http://www.workforce� f:





PAGE  
1

