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Introduction and Background 
 
Bracknell & District Citizens Advice Bureau conducted a consultation into 
money management for the over 65’s in January 2012. This was undertaken 
against the backdrop of the bureau’s local experience together with concerns 
highlighted in national reports and the media about the growing impact of 
poverty on older people. In January 2012 Age UK reported that inflation for 
many pensioners had reached 20% since 2008 compared with the UK 
average of 13.39%. Bracknell Forest Council’s older people’s strategy review 
specifically highlighted risks of fuel poverty for people 65+. 
 
As a 1960’s New Town, Bracknell now has a wave of people reaching 65, 
most of whose families have moved elsewhere. Living in an area of relative 
affluence exacerbates the experience of poverty with goods and services 
often above national averages.  Bracknell contains severe pockets of 
deprivation, and a survey by Experian (2008) found it had the 9th highest level 
of debts anywhere in the UK and Confused.com (2009) found the 3rd highest 
level of credit card debt. 
 
Bracknell CAB had seen an increase to over 10,000 money issues a year and 
evidence from older clients demonstrated that more needed to be done. The 
bureau had also reached 3500 people in the last 9 years through MoneyTalks, 
a specialist financial capability service. 
 
The consultation sought to involve people over 65 and organisations that 
represent them in identifying what older people need to: 
 
- build their knowledge and skills to manage their money more 

effectively,  
- ensure access to good, independent financial advice,  
- guard against financial scams and abuse, 
- cope better with cold homes, 
- manage the extreme rising fuel and food prices.  

 
We also wanted to find the most effective ways of developing partnerships 
with financial institutions to recognise and respond better to the needs of older 
people, and to identify which communities we should be prioritising – i.e. who 
are the most disadvantaged and marginalized groups in the 65+ population 
locally? 
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Key Findings 
 
The consultation found that there are a number of barriers to the over 65s 
managing their money better in the Bracknell Forest area.  
• Many are reluctant to seek advice and are not always aware of their 

rights in accessing help or benefits.  
• They can become isolated within the community due to lack of mobility, 

mental capacity and absence of family and friends.  
• Bracknell Forest has several excluded pensioner communities and 

those living in mobile home parks and the growing Nepalese 
community were both brought to the consultation’s attention.  

• Pensioners expressed anxiety about their bewilderment concerning 
financial products and also their perceived vulnerability to scams. 

 
 
The consultation revealed some the services required to respond to these 
needs:  
• The Citizens Advice Bureau was seen as a trusted agency in the 

community and easy ways for the over 65’s to access the Bureau 
would be welcomed.  

• Benefits ‘take up’ campaigns were popular together with face to face 
advice and training.  

• Publicity about fuel poverty schemes and possible scams were also felt 
to be useful.  

• Independent financial advice was put forward by all groups as 
necessary. Over 65’s are faced with investment and savings choices, 
downsizing their properties and trying to balance their budgets in 
changing times.  

• A holistic approach for people over 65 to manage their money better 
was put forward as a number of factors where found to contribute to 
financial wellbeing.  

 
Finally, the consultation then looked at how best to deliver these services.  
Here, partnership working was key and prospective partnerships were 
identified. Talks for groups of people and outreach and home visits for those 
who are more isolated were suggested. There are also a number of over 65’s 
with a wealth of experience who could mentor others. Some participants who 
were over 65 were active and wanted to help the community. 
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Report  
 
The consultation took place in January 2012 through a series of meetings with 
representatives of the Bracknell Forest Council Adult Social Care Team and a 
group of experienced money advisers based at Bracknell Citizens Advice 
Bureau. Two lunch events were held involving people over 65 and 
organisations that represent them.  Posters were displayed advertising the 
opportunity and a local caravan park was leafleted the weekend before. 
Several people who could not take part in these events contacted the bureau 
via telephone and email. 
 
 
Barriers experienced by people over 65 
 
Participants at the lunch events agreed that people over 65 face a number of 
barriers to improving their situation.  
 
Pride and/or shame in asking for advice, especially where finances are 
concerned. Older People might also not be aware of their rights and lack of 
money and reluctance to means testing also plays a part. Too much 
income and/or savings to qualify for help can also present a different 
problem. Many over 65’s are property rich and income poor. 
 
Isolation from the wider community is also a concern due to lack of 
mobility, reduced mental capacity and reduced family and friends. The 
surrounding community may not have the capacity to assist. Some people 
over 65 have anxiety about trusting advice and there may be a barrier to 
their understanding i.e. language, education or ageing mental capacity. 
 
These findings were reiterated elsewhere.  
 
Both the bureau advisers and Bracknell Forest Council participants expressed 
concern at the increase in the over 65’s accessing payday loans to make 
ends meet. They felt that many of this group experience shame concerning 
debt, can lack knowledge about financial matters and their pride can conflict 
with claiming benefits. Bracknell Forest Council participants also flagged up 
bad value equity release schemes. They felt that the large number of 
pensioners living in mobile homes were often ill-equipped for the winter. 
Further research showed that there at least 935 mobile homes with an 
estimated 1,480 residents in the Bracknell Forest area.   
 
The Somali and Nepali communities were mentioned along with those 
returning from Spain and living in poverty, having failed to sell their property 
there. Bracknell’s Community Cohesion Group recently identified problems for 
older Nepali people in accessing advice, mirroring evidence from a 2011 
outreach project our Bureau ran with the Nepalese community and local PCT. 
When the views of the over 65’s in the Look–in Café were articulated, several 
themes emerged. 
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Uncertainty about where to invest money 
Several people spoke about having some savings but uncertainty about 
where to invest it. There was confusion about where to receive reliable 
financial advice and having to pay for the service. People were unsure of the 
safety of investments and which institutions to trust. Being able to receive 
free, independent advice on investments was very appealing. 
 
Thinking about downsizing but put off by all the bureaucracy etc 
People expressed an interest in downsizing their properties but were worried 
about the bureaucracy involved. It was suggested that an independent 
financial advisor would be useful to point out the true cost of moving and give 
advice about where to invest capital. It was felt that there were a lot of people 
locally in similar situations. 
 
Limited market in financial products for the elderly 
Concern was expressed about the perceived limited availability of financial 
products for the elderly. This was particularly highlighted in the area of travel 
insurance. 
 
Not knowing where to access help 
Many people did not know where to turn for support managing money. It was 
felt that as Bracknell is perceived as being relatively affluent, there are not as 
many projects/schemes/people to help as might be found in other parts of the 
country. Concerns were raised about the over 65s who are reluctant to claim 
the support that they were entitled to. Help with filing in forms was also was 
also seen as desirable. 
 
Use of jargon  
Several people expressed confusion concerning letters that they had received 
that used lots of financial terms. They had become increasingly distressed 
when this was coupled with threats of prosecution.  
 

Digital exclusion 
Although some people felt confident in accessing information over the 
internet, others felt that a service was needed for those people not computer 
literate in order to be able to access the information. It was also suggested 
that improving access to computers would be a good idea. 
 
Scams 
Several people expressed concern over adverts offering loans. They felt the 
terms and conditions were not straightforward and were unsure if they were 
lawful. The increased use of email and text messaging over PPI and credit 
cards also worried people as these seem random and possibly a scam. 
 
Rising heating costs 
The cost of fuel troubled many and people were worried about how they will 
manage with further price rises. They gave instances of how they manage 
now and were only using their heating sparingly. This was particularly 
instanced by a resident in a mobile home. 
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Reducing the barriers 
 
Participants at the lunch events felt that:  
 
Regular advice sessions and publicity on their benefits entitlements 
would help. There should be easy access to this i.e. outreach, home visits and 
visits to sheltered housing. They felt that help could be given by the local 
CAB, other community agencies, neighbours and friends. Many over 65’s 
would welcome training in money management and sign posting to good 
financial advice. Bracknell Forest Council representatives felt that there is a 
need to describe the project sensitively to older people. 
 
There are a number people over 65 with a wealth of experience whom 
could mentor others. Here, training and CAB mentoring would be useful.  
Case studies were used to explore a number of issues including: people living 
in family sized homes or mobile homes who cannot afford heating; people 
who are isolated due to lack of mobility, friends and family or waning mental 
capacity; people worried about using a bank or financial products that seem 
too complicated. The group concluded that there are over 65’s who are active, 
have experience and want to help the community. 
 
Local poverty-reduction schemes need more capacity.  Bracknell Forest 
Council has a Fuel Poverty Scheme and the local CAB could add additional 
capacity to existing activity; promotion or filling the gaps.  
 
Bracknell’s Older People’s Partnership offers two-way access (to money 
advice services)  to people over 65, through organisations such as Age 
Concern Bracknell, U3A, Bracknell Forest Older People’s Forum, Bracknell 
Forest Homes residents, Easthampstead and Warfield residents groups, 
Sheltered Schemes Tenants Association, AAA – Ascot and Sandhurst Day 
centre. 
  
Bracknell Forest Council’s ‘The 75’s Service’ receives referrals from GPs 
of everyone who has had a ’75 health check’. It is a non-means tested, low 
level wellbeing assessment which includes a property assessment (slips, trips 
and falls etc) capacity to prepare meals and take care of day-to-day living.  
There was an offer from Bracknell Forest Council participants to piggyback 
this service and offer CAB money advice through referrals from this service. 
  
Working with partners was also instanced when we consulted other Citizens 
Advice Bureaux after the lunch event. A project in Leicester found that 
working with partners who already run forums/groups is a good way to 
progress. They recruited energy champions, giving them training and then 
getting them (as trusted friend in their local communities) to go along to give 
help to residents in a variety of ways. When delivering sessions to a group 
they found it was good to get the group leader to understand so that they can 
continue the drip of information after you have left. 
 
 
 



 7 

Participants at the lunch event felt that the Citizens Advice Bureau was a 
trusted advice agency in the community. Many over 65’s do not claim pension 
credit and council tax benefit. They felt that easy ways to contact CAB i.e. 
through email, phone, outreach and home visits would be welcome. Some 
over 65’s could downsize their accommodation but would need support to 
make this sort of decision. 
 
Information on such areas as reducing heating bills would be welcome. The 
group cited ideas on improving people’s financial position such as renting a 
room, good financial advice, benefits advice, grants and better returns on 
savings. Social services and GPs could refer clients for such a service. 
Information to clients concerning police security checks, fire service smoke 
alarms would be useful. Some over 65’s could set up their own support 
groups with literature etc supplied by the local CAB. Several running themes 
emerged :- 
 
• Benefits ‘take up’ campaigns 
• Independent financial advice 
• Targeting disadvantaged groups 
• Combating scams 

 
Benefits ‘take up’ campaigns featured as a recurrent theme. The bureau 
advisers felt that this should emphasise that clients have ‘paid their dues’ and  
focus on Attendance Allowance, Pension credit and Council Tax Benefit. Face 
to face advice was seen as preferable to internet or telephone. Although a 
dedicated telephone line for over 65’s was also suggested. Home visits were 
seen as a good idea and this could be extended to Fuel Poverty Scheme take 
up. Bureau advisers wanted inclusion of information about agencies that can 
help together with publicity surrounding help for fuel poverty e.g. insulation 
etc. Referrals from banks and energy companies could be a way forward. 
 
Independent financial advice was endorsed by the bureau advisers who felt 
that it would be helpful along with self funding advice for care homes. 
Bracknell Forest Council representatives also instanced awareness and 
information on Power of Attorney and wills. They questioned if a discount 
scheme could be negotiated with local law firms. The research in the Look In 
Café showed that free independent advice on investments was very 
appealing. Advice when considering downsizing was also suggested. The 
bureau advisers felt that basic budgeting advice was needed and sessions 
through Bracknell Forest Voluntary Action and the Open Learning Centre 
were also put forward. A CAB caravan placed in supermarket car parks 
proved a popular idea. 
 
Targeting disadvantaged groups in Bracknell Forest were instanced at our 
meeting with the council. They were concerned about mobile home insulation 
and protection of those tenants from the cold. Email feed back to the bureau 
also advised that this group could use legal advice surrounding rental of 
pitches. There is a large group of people over 65 living in mobile homes in the 
area and they would welcome help with benefits and financial planning. 
Outreach work with the growing number of over 65s in the Nepalese 
community would be welcome. 
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Combating scams. Many of the organisations and individuals involved in the 
events felt they were vulnerable to scams and that sessions raising 
awareness with people over 65 would be helpful preventative activity. The 
interviews in the Look-In café particularly raised the feeling of vulnerability 
among people over 65 to mis-selling of financial products and scams. 
 
 
 

  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 9 

 
Conclusion 
 
The report painted a picture of Bracknell people over 65 living in challenging 
times. Nationally, pensioners are experiencing a squeeze on living standards 
due to inflation and low interest rates on savings. Living in an area of relative 
affluence exacerbates the experience of poverty with goods and services 
often above national averages.  Bracknell contains severe pockets of 
deprivation, and the communities residing in mobile home parks and the 
Nepalese community were noted especially.  The town has experienced a 
wave of people reaching 65 due to Bracknell’s new town status over the last 
60 years. This, together with the large amounts of recorded debt in the town, 
has led to increased demand for help for money management amongst the 
over 65 age group. 
 
Building knowledge and skills to manage money was a recurring theme. 
The over 65s in Bracknell find themselves in a changing world and there is an 
acknowledged reluctance by older people to ask advice concerning their 
finances. They might not be aware of their rights and reluctant to access 
means tested benefits. People over 65 can feel isolated in the community due 
to their lack of mobility and/or family and friends. 
 
Good independent financial advice was also a major theme. People over 
65 expressed anxiety in trusting various forms of financial advice. Financial 
products have become more complicated and many are bewildered by the 
complexity. The current financial situation means that they need to make the 
most of their money but lack the skills and support to do this.  
 
Many felt they needed face to face support when the internet was 
instanced as a source of advice. People were on their guard concerning 
financial scams but were unsure about whether to respond to unsolicited texts 
or emails. 
 
Citizens Advice Bureau could add additional capacity and ‘fill in the 
gaps’. Bracknell Forest Council provides initiatives concerning fuel poverty, 
but more could be done to encourage take up. The over 65s were found to 
be financially pinched by the extreme rise in fuel and food prices. Many 
expressed worries for the future and their ability to cope. 
 
Partnership working was seen as key to reaching many of the over 65s in 
the Bracknell Forest area. Mentors or champions could be recruited from 
this group, as many have a wealth of experience and inclination to become 
involved. Here after training they could disseminate financial capability to the 
wider community of over 65s. 
 
Regular advice sessions and publicity on benefit entitlements were seen 
as useful, with outreach and home visits for the most ‘hard to reach’. 
Many people did not know where to access for support in managing their 
money. The tried and tested MoneyTalks approach for delivering workshops 
where people meet also proved popular. The Citizens Advice Bureau was 
seen as a trusted advice agency in the community. 
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