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1. INTRODUCTION 

1.1 Financial inclusion is about ensuring that everyone has access to 
appropriate financial products and services, enabling them to 
manage their money on a day-to-day basis, plan for the future, and 
deal effectively with financial distress. 

1.2 These products and services can include:- 

 Access to appropriate bank accounts 

 Access to face to face debt advice 

 Access to affordable and responsible credit 

 Access to savings facilities 

 Access to basic home contents insurance 

 Access to budgeting advice 

1.3 Progress Housing Group (PHG) recognises that maximising tenant’s 
income is crucial in ensuring tenants are enabled to access 
appropriate financial products and services, and thereby to sustain 
their tenancies.   

1.4 The Welfare Reform Act 2012 and introduction of Universal Credit 
have made it more important than ever that our tenants are 
financially included.  This includes access to bank accounts where 
benefit payments will now be made and the ability to manage and 
budget their finances.  

1.5 PHG’s approach in helping customers achieve financial inclusion 
and to receive as much help and advice as possible, focuses largely 
on early intervention and prevention.  

1.6 New Fylde Housing (NFH) and New Progress Housing Association 
(NPHA) provide an integrated benefit advice and financial inclusion 
service that incorporates maximising income, reducing costs, 
including achieving affordable warmth and energy, and facilitating 
access to financial services.  This service is provided by the 
Financial Inclusion Team.   

1.7 Progress Care Housing Association (PCHA) tenants have learning / 
physical disabilities and / or suffer from mental health problems, 
which places them at an increased risk of financial exclusion.  Where 
signs (such as rent arrears) may occur PCHA will be proactive in 
signposting the customer to advice services and support them.   

 

2. SCOPE OF THE POLICY 
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2.1 This policy applies to all tenants, leaseholders and shared owners of 
PHG and its subsidiaries.   

 

3. RESPONSIBILITY 

3.1 The Operational Director (NFH) and (PCHA) are responsible for the 
implementation of this policy. 

3.2 The Financial Inclusion Manager (NPHA & NFH) is responsible for 
the implementation and delivery of the aims and objectives of the 
policy for NPHA and NFH, leaseholders and shared owners. 

3.3 The Financial Inclusion Officer (NPHA & NFH) is responsible for 
delivering the various strands of financial inclusion advice to NPHA 
and NFH, leaseholders and shared owners. 

3.4 The NPHA and NFH Income Collection Team, Housing Management 
Teams, Customer Services Team and Sheltered Scheme Managers 
are all responsible for providing qualified referrals into the Financial 
Inclusion Team Service.   

3.5 The Head of Housing (PCHA) is responsible for the implementation 
and delivery of the aims and objectives of the policy for PCHA. 

3.6 The Supported Housing Officer (PCHA) is responsible for 
signposting tenants to the various strands of financial inclusion 
advice and for working with the relevant support provider to ensure 
that tenants are able to access the level of financial support they 
need.   

 

4. POLICY 

4.1 Aims & Objectives 

4.1.1 Financial Exclusion Financial exclusion reinforces social 
exclusion. It is not just an individual problem: a whole 
community can suffer from under-investment in financial 
services. Conversely, financial inclusion significantly 
contributes to a route out of poverty.  Financial exclusion is a 
policy concern to PHG because it creates financial problems 
in the following ways: 

 Exclusion from affordable loans leaves people who need 
to borrow money with no option but to use high-interest 
credit.  
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 A lack of insurance and savings makes families vulnerable 
to financial crises following unexpected events such as 
burglary or flooding. A lack of savings can lead to poverty 
in old age.  

 Many employers will only pay wages into a bank account.  

 Cheque cashing agencies may charge 7 to 9 per cent of 
the value of the cheque plus a fee for the transaction.  

 Not having a bank account with a direct debit facility 
excludes people from this method of paying bills. Most 
utility suppliers charge more for using other methods of 
payment, such as pre-payment meters, pay-point cards in 
convenience stores, postal orders or cash.  

4.1.2 PHG aims to enable its customers to move away from 
Financial Exclusion and this policy outlines how it structures 
working practises to deliver Financial Inclusion for them.   

4.1.3 Groups particularly vulnerable to financial exclusion PHG 
recognises that many of its customers are considered 
vulnerable to Financial Exclusion.   

4.1.4 Research through questionnaires is carried out to try and 
identify the most at risk and provide financial inclusion advice 
in a targeted approach. 

4.1.5 Staff are trained not only on financial inclusion issues such as 
welfare benefits, basic money advice skills, and identifying 
illegal money lending, but also to recognise those most at risk 
and the signs (such as rent arrears) of financial exclusion. 

4.1.6 Prevention of Financial Exclusion PHG recognises that 
prevention of financial exclusion is crucial in the promotion of 
financial inclusion.   

4.1.7 PHG provides financial inclusion advice on benefits and 
entitlement to tenants at the beginning of their tenancy and 
aids them through the process to actively reduce the risk of 
financial exclusion.   

4.1.8 PHG will ensure that customers are made aware of all the 
relevant options and services available, throughout their 
tenancy. 

4.1.9 Access to Financial Products and Services to promote 
Financial Inclusion It is crucial that PHG not only makes its 
customers aware of the services and products available to 
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them but promotes easy and where necessary aided access 
to them.  

4.1.10 To promote access and Financial Inclusion the PHG will 
ensure regular publicity and awareness of products available 
to tenants and customers through tenant magazines, PHG 
website, community associations and the local press. 

4.1.11 PHG also sources low-cost tenant contents insurance and 
review the policy provisions annually. 

4.1.12 NPHA & NFH delivers financial inclusion advice through a 
specialist team directly to tenants that have been referred to 
them. The NPHA & NFH Financial Inclusion Team carry out 
benefit checks and assist with all stages of applying for 
benefits to ensure that tenants and customers are accessing 
all incomes that are available to them.  They also help 
customers to access appropriate bank accounts, savings 
schemes and affordable credit according to their needs and 
ability to pay. 

4.1.13 PCHA staff work with tenants and support providers to 
signpost the tenants to appropriate advice services.  This is 
inbuilt into the standard working practises of PCHA Housing 
Officers.   

4.1.14 Partnership working Successful partnership working is key 
to delivering good quality financial inclusion measures and we 
are committed to building upon our existing range of 
partnerships to support our work.   

4.1.15 We will work closely with the local authorities in those areas 
where we have housing, particularly the housing benefit 
departments; local credit unions; relevant voluntary agencies, 
such as the CAB and other advice providers; and with those 
registered social landlords and other agencies that provide 
support to our residents. We will attend relevant forums and 
other liaison meetings and events. 

4.1.16 The NPHA & NFH Financial Inclusion Team work in 
partnership with other organisations and bodies to deliver 
financial inclusion services, including the Regional Financial 
Inclusion Forum, Insurance companies, CAB, Lancashire 
Community Finance, and Blackpool, Fylde & Wyre Credit 
Union as well as internally working with NPHA & NFH 
Housing Management and Income Collection staff and 
Customer Services. 
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4.1.17 PCHA will work closely with the various care support 
provider’s that they work with to ensure tenants receive the 
level of support they need to manage their finances 
effectively.   

4.1.18 Monitoring the impact Financial inclusion will allow tenants 
to maximise their income, pay their rent and in turn sustain 
their tenancy.   

4.1.19 Financial inclusion needs are based on individual 
circumstances; however the impact of this policy should 
deliver clear benefits particularly in light of the Welfare 
Reform.    

4.1.20 PHG will continue to monitor rent arrears and ask its 
customers about what financial services they have access to 
in delivering financial inclusion to its customers.   

4.2 Abbreviations 

4.2.1 PHG – Progress Housing Group 

4.2.2 NPHA – New Progress Housing Association 

4.2.3 NFH - New Fylde Housing 

4.2.4 PCHA – Progress Care Housing Association 

4.3 Definitions 

4.3.1 Financial Inclusion - “Financial inclusion is a state in which all 
people have access to appropriate, desired financial products 
and services in order to manage their money effectively. It is 
achieved by financial literacy and financial capability on the 
part of the consumer, and financial access on the part of 
product, services and suppliers” (Transact 2007). 

4.3.2 Financial Exclusion - describes the position faced by those 
who are unable to access mainstream financial products, 
such as a bank account, savings, insurance or affordable 
credit. 

4.3.3 Credit Unions - a member-owned financial cooperative, 
democratically controlled by its members, and operated for 
the purpose of promoting thrift, providing credit at competitive 
rates, and providing other financial services to its members. 
Many credit unions also provide services intended to support 
community development. 
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4.3.4 Home contents insurance - Contents insurance is insurance 
that pays for damage to, or loss of, an individual's personal 
possessions whilst they are located within that individual's 
home. 

4.4 References 

4.4.1 Localism Act 2011 

4.4.2 Welfare Reform Act 2012 

4.4.3 Social Security Statutes 

4.5 Data Protection 

4.5.1 In carrying out the procedural aspect of this policy PHG staff 
will be collecting and using personal data.  This will be 
conducted under the PHG Data Protection Policy ensuring full 
compliance with the Data Protection Act 1998.   

 

5. IMPLEMENTATION 

5.1 Training 

5.1.1 We will ensure that we have appropriate staffing and 
management structures in our financial inclusion team and 
elsewhere, in order to deliver and monitor financial inclusion 
work.  We will provide training for relevant staff on benefits, 
debt and other related matters. 

5.2 Procedure references 

5.2.1 NPHA & NFH Financial Inclusion Procedure 

5.2.2 NPHA & NFH Rent Arrears Procedure 

5.2.3 PCHA Rent Arrears Procedure 

5.2.4 NPHA & NFH Former Tenant Arrears Procedure 

5.2.5 PCHA Former Tenant Arrears Procedure 

5.2.6 NPHA & NFH Sundry Debts Procedure 

5.2.7 PCHA Sundry Debts Procedure 

5.2.8 PHG Vulnerable Adults Procedure 

5.3 Linked documents 

5.3.1 PHG Income Management Policy 

5.3.2 PHG Energy Efficiency and Conservation Strategy 
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5.3.3 PHG Voids policy 

5.3.4 PHG Allocations policies 

 

6. CONSULTATION 

6.1 Financial Inclusion staff and other staff referred to in the policy have 
been consulted by developing the policy; wider staff have been 
consulted via PINK and Executive Board, and tenants have been 
consulted via the tenant forum 

 

7. REVIEW 

7.1 This policy will be reviewed every three years unless changes to 
legislation or working practises necessitate a sooner review.  

7.2 The objectives and delivery of this policy will be reviewed and 
benchmarked through the Lancashire Financial Inclusion Forum. 

 

8. EQUALITY IMPACT ASSESSMENT 

8.1 The work PHG undertakes as a result of this policy is viewed as 
being neutral towards the protected characteristics.   


