Money Advice Scotland Membership Survey Response
Money Advice Scotland is working in partnership with Glasgow Opportunities to conduct a strategic review of our business.

Part of this process included a survey sent to you, our members, and we would now take this opportunity to thank you for taking the time to feed into this process and also to feedback our own responses and intended actions based on the information that you have supplied to us.

Although we did not have a 100% response rate to our survey, the response percentage that we received is significant and we are satisfied that those views are representative of the membership community as a whole. We have been very encouraged by the positive feedback received, and the following information is our response to the information that was fed back to us.

We asked: Do you understand the role of Money Advice Scotland?

97.6% of you answered “yes” - you understand the role we play.

2.4% of you answered “no” – you do not understand the role we play.

MAS response / action point:
Most of our members, be they individuals or organisations are “long timers” and the knowledge of us and the sector in general comes from many years of experience.

We have contracted with a web design company to completely overhaul our website and more information about MAS will be available through the new “About Us” section on our new website.

We are also working on a members information pack which can be sent out to existing members and used to attract new members to join us.

We asked: Are you aware of all the services Money Advice Scotland offer to its members?
93.64% of you answered “yes” - you are aware of the various services provided.

6.36% of you answered “no” – you are not aware of the various services provided.

MAS response / action point:

For the benefit of all members and particularly those uncertain as to the various services provided, an e-mail will be distributed shortly to all members giving information on how to subscribe to our free electronic Newsflash. We issue our Newsflash on a regular basis and this is one of our chief methods of communication regarding events, seminars, publications and news pertinent to the sector.

Again, it is anticipated that the new MAS website will further strengthen the flow of information, through incorporation and use of discussion forums, social networking and the inclusion of a “Resources” section on the new site.

We asked: Do you feel that membership offers you value for money?
92.7% of you answered “yes” – membership offers value for money.

7.3% answered “no” – membership does not offer value for money.

MAS response / action point:

The comments received from those who answered “no” to this question indicate that the biggest area for concern is regarding accessibility to training. It has been suggested that training be offered in different geographic locations. We are satisfied that we already deliver on this, and reference the Home Owners & Debtor Protection (Scotland) Act seminars and Consumer Focus training as recent examples.
In terms of Wiseradviser training, delegates have intimated that Glasgow is the most central and accessible location, but we do also run courses in Edinburgh. There is a minimum number of trainees required for a course to run, and we find that Edinburgh courses are frequently under-subscribed and either run with reduced numbers or are cancelled. We of course do our best to accommodate those trainees inconvenienced by a cancellation.

Wiseradviser also offer the opportunity of delivering training in-house, provided of course that the trainee numbers merit this and budgets permit.
With ever tightening budgets, we are duty bound to deliver value for money to our Funders, whom we report to, to show that we can achieve the trainee numbers expected of us.
We are also aware that since Wiseradviser has gone online in terms of the training booking process that this has caused issues for those organisations who have restricted access to the internet. We have raised this issue a number of times with the Money Advice Trust who are responsible for the Wiseradviser website and these new processes.

We asked: How would you rate the benefit of being a member of Money Advice Scotland?
88% of you rated the experience as “extremely beneficial” or “beneficial”.

12% of you rated the experience as “mildly beneficial”.

No-one rated the experience “not beneficial” – we are pleased to note this!
MAS response / action point:

We are delighted that all of those who responded to the survey found some benefit to being a member, but we are constantly seeking to improve the experience for everyone.
We hope that by further strengthening our means of communication that we engage even more than we do now with our members and vice versa.

We also took the decision to freeze 2010 membership fees for 2011 to allow us to re-examine our membership structure and also in recognition of the fact that, like us, many of our members are working hard to accommodate ever tightening budgets.

We asked: Which of Money Advice Scotland’s services have you used over the past 
year and how often?
(Annual Conference / Seminars / Free Training / Consultancy / Access to 
Questionnaires / Publications / Newsflash)
We are pleased to note that the majority of our members participate and take 
advantage of these aforementioned services.

MAS response / action point:
We seek to address those who responded “never” to the frequency of the services available.

For those who have advised us that they never use/receive communications such as members e-mails or Newsflash, please contact us by telephone on 0141 572 0425 so that we can resolve this matter. We patently have your correct e-mail details as you received and responded to this survey. Perhaps, where membership is organisational rather than individual, there is a member of your team who would find the communications more beneficial than the current point of contact that we have on our database? Whatever the reason, please help us get it right for you by giving us a call.

For those who have advised that they have not attended Annual Conference, we wish to make the following clear:
· Subsidised places are available to those individuals or organisations that hold a full membership of 
Money Advice Scotland.
· We try to maximise accessibility by having a number of conference packages available, ranging from day
 passes to full residential places.
· We occasionally have free places, sponsored by the private sector, and it is always worth enquiring 
about any such offers.
· Our Conference is a major source of income and is necessary for funding the work that we do for which we are not funded externally. Please bear in mind that the organisation of this event is done “In-House” rather than outsourced to an events management company in order to keep costs down.
For those who have advised that they have never used the consultancy service over the past year, it is possible that you have not yet had need of this service. If you have not used this service because you were unaware of its existence then please note that the consultancy service operates:

Monday: 9.00am to 12.00pm and 1.00pm to 4.00pm

Tuesday: 10.00am to 1.00pm and 2.00pm to 5.00pm
Wednesday: Closed

Thursday: 10.00am to 1.00pm

Friday: 10.00am to 1.00pm

You can contact consultancy, which is run jointly by MAS and CAS under the MATRICS project, by calling 0845 1232326 or by e-mailing consultancy@matrics.org.uk

We asked you to rate your experience of using Money Advice Scotland services.
65.95% of you answered “excellent” or “very good”
32.39% of you answered “good”

1.66% of you answered “poor”

MAS response / action point:

We continually strive to improve our performance in all areas and staff, at all levels, pride themselves on being extremely approachable. If you have a concern or a complaint, please let a member of staff know at the earliest opportunity so that we may try to rectify the situation. Also, we make full use of completed evaluation forms that are distributed particularly at training, seminars and conference. If you are ever presented with an evaluation form, we would thank you in advance for taking the time to complete it.

We asked: How could existing services be improved?

MAS response / action point:
Annual Conference: 
Most of the suggestions submitted were around reducing the cost of conference and 
moving locations.

As conference is now typically attended by over 200 full residential delegates, we have an immediate limitation placed on us by the sheer size of our event. Of the hotels in Scotland of a size able to cater for our needs, we can absolutely assure you that Crieff Hydro remains the very best value for money whilst being in a reasonably central location.
We invite several venues to tender for our business every year. Money Advice Scotland is also not the only organisation to hold an annual conference and over the years the conference has been established as a June event to avoid clashing with other conferences that also tend to stick to a designated month of the year. This rules out the possibility of using a University or College campus as these are still in normal use and not available to hire for an event such as ours during term time.

In terms of conference pricing being a barrier, we would reiterate that a great range of conference packages exists to help maximise affordability, including subsidised places and non residential packages.
Seminars: 
Very few comments were received through the survey on how we could improve our seminars. We noted one comment about ensuring that the “North of Scotland” was catered for. We have taken seminars to a variety of geographical locations, and unfortunately we have had instances where we have had no option but to cancel due to lack of take up on the part of the sector. This means that, occasionally, MAS incurs costs through cancellation charges. Where we have been funded to provide free seminars, we have got to ensure value for money for our Funder. That means getting the information across to an optimum audience at optimum cost. We would ask the sector to take note of this and if we are coming to your area, to support us with your presence.
Free Training: 
Mostly, our free training is provided through Wiseradviser, and you do have to be working in the free sector to access this.
Again, we received very few comments about how we can improve this service. It was noted that when an Adviser is at a certain level of skill and experience, Wiseradviser training is no longer aimed at them. We would like to point out that there have been new additions to the Wiseradviser training programme, namely, the Debt and Mental Health Course and also Housing and Lay Representation, so if it is sometime since you looked at the training available through Wiseradviser, we would recommend that you take a fresh look at what is available.
Due to the funding available to us, we need to focus mainly on ensuring coverage at Type II of Scottish National Standards in Information & Advice. MAS strive to provide opportunities to those Money Advisers who have completed the Wiseradviser programme through its own CPD programme.

Consultancy Service:
The comments received imply that this service is operating as it is supposed to.
Access to Questionnaires:
The comments received imply that the sector is satisfied that they are consulted when necessary.

Publications: 
Again, very few comments about how we can improve publications, however we noted a suggestion on updating and expanding the Guide to Money Advice. This publication was updated and printed in May 2005 and we had received funding to do this. Money Advice Scotland will endeavour to update this publication by 31.3.12.
Newsflash: 
Of the few suggestions received on how to improve this service, we have picked up on one particular comment, which stated that the Newsflash had not been received by the commentator recently. MAS would like to take the opportunity to invite anyone who has subscribed to the newsflash but has not received it to contact us at the office on 0141 572 0237.

We would also like to point out that anyone with a change to their e-mail details should
re-subscribe to Newsflash as soon as possible. Further, that the software we use to send our Newsflash performs its own housekeeping in terms of the subscribers list. Any subscriber who does not open 3 consecutive Newsflashes is contacted. This benefits MAS, as whilst Newsflash is a free service provided by us, there is in fact a cost to MAS to issue this. We therefore only want to incur costs for those who actually have a genuine interest and/or benefit from receiving the Newsflash.

We asked: Would you be interested in becoming a member of a professional body 
(e.g. Institute of Money Advisers in Scotland)?
76% of you voted “Yes”

24% of you voted “No”

Money Advice Scotland has long been considering the pros and cons of forming a Scottish Institute of Money Advisers. Much work has been done in the background, in particular by our Council of Management. This is included in our forward work plan and more information will be released when possible.

We asked: Would you be interested in obtaining a qualification in money 
and debt/legal advice?
69% of you voted “Yes”

31% of you voted “No”

As an organisation, we have fully supported qualifications in money advice – SVQ’s in particular. Due to lack of external funding and support from within organisations for such a qualification, this has resulted in the services of the SVQ centre slowly being reduced. This has been a difficult business decision, but a necessary one nevertheless.

We asked: How would you envisage a qualification be funded?
27% answered “Self funded”

73% answered “Employer funded”

6% answered “Bursary”

15% answered “Other”

8% answered “Not applicable”

It is clear from the responses and comments received that most of you would expect help from your Employer, and further investigation will need to be carried out to determine whether employer funding would be feasible, especially given the current climate.
Those survey participants who indicated that they had no interest in obtaining a qualification in money and 
debt/legal advice, have offered the following examples as factors behind this lack of interest:
1. Anticipate that employers may not support staff with study time.
2. Raised concern that a qualification could result in a “two tier” level of money advice i.e. a qualified adviser 
versus an unqualified adviser.

3. Already have SVQ and/or HNC qualification.

Paying particular attention to point 2, MAS would like to remind the surveyship that its mission statement is to “Champion and support the continuing development of free, independent, confidential and impartial money advice and financial inclusion. By offering a qualification which would strengthen the service provided to those in need of it, we would hope for the “buy in” of those in the sector. Qualifications tend to inspire consumer confidence.
We should also ponder the true meaning of “unqualified adviser” as there is always the training provided 
through Wiseradviser.
We asked: Do you feel that Money Advice Scotland has a role in promoting the professionalism of the industry?
99% of you answered “Yes”

1% of you answered “No”

We are delighted that the membership views us in this way and would re-iterate that “professionalism” is built on the foundations of education and training, hence the previous survey questions regarding the formation of a professional body and the provision of a money advice qualification.


We asked: Is there anything else you feel Money Advice Scotland should be doing to promote the professionalism of the sector?
Suggestions included:
· Help bring the Scottish National Standards topics up to date.
MAS are engaged with Scottish Government in this regard.
· Lobby Scottish Parliament & Westminster regarding consumer credit & debt.
The Council of Management have a sub group dedicated to Social Policy. MAS respond to consultations on a regular basis and lobbies on members behalf.

We asked: How beneficial do you find the current communications?
94% answered “Extremely beneficial” or “Beneficial”
6% answered “Mildly beneficial”

No-one answered “Not beneficial” which we are pleased to note!
Again, we are delighted that all who responded to the survey saw some benefit to the current communications, and this is an area that we seek to improve continually. As previously mentioned, we have commissioned a new website which we aim to launch shortly and we anticipate using this as a means of communication in a way that the MAS website has not previously done. One new feature will be the formation of discussion forums, so watch this space!


We asked: How would you like to be communicated to by Money Advice Scotland?

84% of you answered “E-mail”

15% of you answered “Newsletter”
36% of you answered “Online newsletter”

(NB Survey participants selected more than one answer to this question)
.
For quite some time now, MAS have predominantly communicated to members by E-mail and our electronic Newsflash so we are delighted that the majority of you believe this to be effective.

We have received a suggestion that we use social networking as another communication medium and we can advise that this suggestion has been taken on board in the development of our new website. We hope that where restrictions may exist, people would be happy to access this in their own time if unable to do so at work.

We asked: How often would you like to receive communications?
18% of you answered “Weekly”

16% of you answered “Fortnightly”

60% of you answered “Monthly”

6% of you answered “Quarterly”

MAS are considering one “core” monthly communication summarising current events and news, however, there will be occasion when it would be inappropriate to wait to release news. This will mean that there is still a need to communicate on an ad-hoc basis.


We asked: Have you attended a Money Advice Scotland Conference in the past 5 years?
70% of you answered “Yes”

30% of you answered “No”


We asked: If yes, how often?
36% of you answered “Once”

15% of you answered “Twice”

13% of you answered “Three times”

17% of you answered “Four times”

19% of you answered “Five times”


We asked: If no, can you tell us why?
0% of you answered “Not of interest”

57% of you answered “Cost”

9% of you answered “Did not see benefit”

24% of you answered “Date/Timings”

19% of you answered “Other”

(NB Survey participants selected more than one answer to this question)

Reasons specified with “Other” included:
· Other members of staff go to conference

· New member, opportunity to attend not yet arisen.

We acknowledge that 57% of the survey is unable to attend conference due to cost.

Our Annual Conference is an event that we are extremely proud of, and we are fortunate that each year the demand for conference places increases. As stated previously, a wide range of packages exist for conference to enable those concerned with costs to participate. The reality is that running an event of this calibre which attracts the quality of speakers and workshop leaders that it does, comes at a cost. We do supply as many subsidised places as possible to the free sector, however, this is dependent on the amount of sponsorship we are able to raise. Likewise, we are occasionally able to offer a limited number of free places.

We asked: If you have attended a Conference how did you find the experience?
70% of you answered “Excellent” or “Very Good”
9% of you answered “Good”
9% of you answered “Okay”
12% of you answered “Not applicable – haven’t attended”
No-one answered “Not Good” – we are pleased to note this!


We asked: Is there any way you feel that the Conference could be improved?
46% of you answered “Venue”

4% of you answered “Timing”

8% of you answered “Format”

15% of you answered “Speakers”

12% of you answered “Theme”

4% of you answered “Content”
4% of you answered “Other”

31% of you answered “Not Applicable”

(NB Survey participants selected more than one answer to this question)

In response to the main area for improvement being “Venue”, we re-iterate:
As conference is now typically attended by over 200 full residential delegates, we have an immediate limitation placed on us by the sheer size of our event. Of the hotels in Scotland of a size able to cater for our needs, we can absolutely assure you that Crieff Hydro remains the very best value for money whilst being in a reasonably central location.

We invite several venues to tender for our business every year.

We asked: Would you attend a 1 day non-residential Conference?
86% of you answered “Yes”

14% of you answered “No”

It was noted that for a one day conference, a city centre venue would be the preferred option.
We asked: If you answered “Yes” to the above, would you attend if the event was 
priced at £100?
66% of you answered “Yes”

26% of you answered “No”

8% of you answered “Not Applicable”

It was noted that whilst cost is a major factor in attending conference, content relevance, venue and employer support would still be the driving factors between attending and not attending.


We asked: Are there any other comments that will help us to 
improve our service to you?

We received very few comments in answer to this question, indicating we hope, that for the most part, members are content with the services currently provided. One comment provided stated that the Website had been “down” for over a year. Please note that the website has never been “down” for over a year, it has however been a temporary website for this timescale. Again, and as stated previously, we have commissioned an organisation to completely re-design our website for us to make it more accessible, relevant and with some new features to include discussion forums.


We asked: What additional services do you feel Money Advice Scotland 
should be providing for its members?

93% of you answered “Yes” to Discussion forum on the MAS website

88% of you answered “Yes” to Regional focus groups

As previously indicated, our new website will incorporate Discussion Forums and will launch shortly.

Further interest in Regional Focus Groups was expressed at AGM and MAS is currently considering how this might be resourced. In the interim, it is envisaged that the new website discussion forums will provide a communication platform for our members.
Finally, we would like to take this opportunity to thank you, our members, for taking the time to assist us in our strategic planning by completing this survey. Your opinions and suggestions are vital to how we shape ourselves going forward, so that we may continue to support the sector and provide the services that are most needed.
