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ABSTRACT 

Despite the increasing attentibn being devoted to credit 
counselling in Canada, even the basic "inventory" type 
information needed for research and policy planning in this area 
is spotty or missing. The present survey was conducted to help 
fill this gap by providing an 'inventory of the distribution and 
characteristics of credit - counselling and associated money 
management education  services  available to consumers in Canada. 
The survey, conducted by telephonë dUring the summer of 1977, 

• covered five,general areasi service setting, funding and staff, 
service delivery,:clrent profile, and other comments  and 

 suggestions.. The general conclusion was that while  the services 
available to deal with this growing social problem have increased 

—ln rëcent years, there are nevertheless . several.issues regarding 
both the availability and adequacy. ofthese services in most 
parts of the country which demand. attention. Reasons for this 

• conclusion are outlined and some tentative-suggestions,for. 
further, work are put forward. In this - sense the present survey -
is meant to represent à needed first step  in helpiog to identify 
the issues. 
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SUMMARY OF CONCLUSIONS AND RECOMMENDATIONS  

Thé  survey results indicate.'that in - recent yea-rs much 
greater attention has been devoted to alleviating indebtedness • 

. problems associated with the consimer - credit explosion in Canada. 
Thus, of 126 agencies included in the survey, some 50 date back 
only to 1974 or later and the median startup'year for all 
services was 1973. Despite this finding, however, and even 
allowing for the methodological,and-other limitations of the 
survey, the results led to the general conclusion that a number 
of issues regarding both the availability and adequacy of these 
services in most parts of the country demand - attention. A 
summary statement of the bases for this conclusion-and tentative 

• recommendations regarding each are presented here. 

I) Conclusion  

Remedial counselling services are not readily available 
in some geographic areas. 

Recommendations  

i) Research is needed to document or disprove the 
seriousness and • extent of lack of access to debt counselling in 
rural areas and certain small to mid-size population centres 
across the country. 

ii) If it is shown that such areas seriously lack access 
and a need for service is indicated, the efficacy of various 
means of providing service (e.g., extension services, mobiles, 
part-time government offices) should be investigated. 

II). Conclusion  

The demand for remédial debt • counselling services is not 
being met adequately. 

Recommendations  • 

i) Research should be done to determine the relationship 
between' existing credit counselling services in a given area and 
the demand for service (actual and potential) in that area. 



The potential for increasing the operating efficiency 
(e.g., through computerization of certain functions) of credit 
counselling services should be explored. 

III. Conclusion  

The range of remedial services available is too limited 
in'some areas. 

Recommendations  

i) Research is needed to determine whether eligibility 
for various orderly payment of debt schemes and other types of 
debt counselling is too restrictive in some areas. 

ii) An effort should be made to determine whether greater 
advocacy on behalf of credit counselling clientele (e.g., 
checking the legitimacy of debts, collection practices, etc.) is 
warranted. 

iii) Interviews should be conducted with the clientele of 
various credit counselling agencies to determine their views and 
to learn ways in which services might be changed to better suit 
client needs. 

iv) A review of the qualifications of and training 
provided to credit counsellors should be'done to determine if 
changes in emphasis are desirable. 

• IV) Conclusion  

Too little attention is devoted to money management 
education--the preventive side of credit counselling. 

Recommendations  

i) Efforts should be made to develop one or more 
• sÉandardized money management education "kits" for wide 
distribution for use with specific audiences. A review of the 
effectiveness Of existing ,materials and the manner in which the 
information is presented would be a good Starting point. 
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ii) 'Emphasis should be placed on providing greater access 
to money management education courses for adults,in various 
communities, apart from,any efforts that may be geared to the . 
school age population. 

iii) The various provincial governments, with input from 
other interested parties, should work toward the inclusion of 
money management education as part of the school curriculum.' 

V) Conclusion 

There appears to be 'a general lack of coordination and 
consultation among credit counselling agencies from one area to' 
another with a subsequent loss of opportunities to share 
experiences .and ideas and to increase-efficiency. 

Recommendations  

i) In all provinces (or regions) a meeting of parties 
with an interest in problems and prospects in credit counselling, 
both remedial and Preventive, should be convened: 

il) The effects in each province of the Bankruptcy Bill 
provision for "express delegati son to the provinces of consumer 

• arrangements and bankruptcies to maximize the use of local 
counselling services" should be carefully reviewed  in light of 

,the findings of the present study. . 

iii) Effectiveness measures regarding all facets of credit 
counselling services should be reviewed and/or developed. 

. iv) The federal government through Consumer and Corporate 
Affairs Canada should serve in a coordinating role as well as 
offering financial and other resources for experiments and 
research in the credit cOunselling field. 

• 
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SURVEY OF CREDIT COUNSELLING SERVICES IN CANADA  

W. Brighton 

• SECTION I  , 

INTRODUCTION  

The term "credit explosion" has often Jpeen used to 
describe the phenomenal growthin consumer credit in Canada since 
World War II. Despite the benefits attributed to this explosion, 
the problems or "social fallout" associated with-it have in more 
recent years been commanding increased.attention. Within the 
Consumer Research and Evaluation Branch  of Consumer and Corporate 
Affairs Canada much attention has been given to identifying the 
—Significance of various problems in the consumer credit field and 
finding ways  in  which these problems might be overcome. An often 
encountered stumbling block, however, is that in many cases even 
the up-to-date "Inventory" type information needed for research 

-- purposes is sPotty or missing. It was in this context that the 
Branch undertook a survey of credit counselling services 
available in Canada. The purpose of this report is to present 
the findings of that survey. 

BACI:GROUND  

In order to deal with the increasing number of 
casualties of the credit economy, many communities in Canada now 
offer some type of debt counselling program. However, despite 
the importance of debt counselling as a contemporary social 
service, Puckett (7) recently noted that "with a few exceptions 
such as a preliminary survey in 1967, very little systematic 
information seems'to be available about debt counselling services 
in Canada" (pg. 2). 

This situation was at least somewhat rectified by 
Puckett's own descriptive survey :(7), released early in 1976, of 
debt counselling programs in 12 major urban centres. However, 
his survey covered only these 12 centres and in some of them, 
particularly. in Quebec, the response rate was very .  low. This 
left a great many cities and non-metropolitan areas in CSnada 
where little is known about existing debt counselling services. 
Nor is much known about financial counselling services at the 
preventive level. • 
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a,  

STUDY PURPOSES 
• 

• • 	••• 

The general purpoS6 in doing a study was to provide an 
• inventory of the distribution and Oharacteristics of credit 

counselling and associated,money management education services 
available to consumers in Canada. . The characteristics covered 
are outlined in more detail below but covered five general areas: 
service setting, funding and sbaff, - service delivery client_ 
profile, and other comments  and suggestions.  'The- main reason - for-
conducting this preliminary survey was that little information 
seemed to be available regarding the credit/debt'counselling 
field for the country as . a whole. In this respect the survey was 
exploratory in nature, meant to provide some general information 

-on."who was doing what" in the field. And since we were asking 
respondents such basic facts as the name and location of their 
organization and the types of credit/debt assistance services 
they provided, etc., it also seemed worthwhile to gather other 
points of information, including respondents' opinions and 
comments on matters relating to debt/credit assistance services. 

In summarLzing the information gathered it appeared that - 
certain conclusions could be drawn from the answers. Based on 
these conclusions some recommendatins for further research are 
put forward.  This latter point is important in that the 
resulting report should not be interpreted as a policy paper nor 
even as a position paper for the departmené 'as a whole. Ratheri 
it is meant to provide an indication of what was being done in 
the country as a whole at the time of the survey .and to highlight 
some areas where further research appears needed to determine 
facts and investigate problems. To this end the purpose in 
disseminat'ing the results,of the survey is to prOvide information 
that will hopefully- be of use to-  those with an interest in the 
field and to promote discussion of issues. In short, it is a 
preliminary report that may be used as a starting point for 
further. work. 
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SECTION II  

.. METHODOLOGY AND LIMITATIONS  

The methodology of the study consisted of a national 
telephone survey conducted from departmental .  headquarters during 
the .summer of 1977. The surveàz was conducted'by telephone. Partly 
because of the exploratory nature of the research. It was not 
known in advance exactly.which organizations would be involved in 
any given area and using the telephone.  to find out was Considered 
a reasonable approach. Telephone lntervieWing is currently :used -
by a number of reputable opinion n polline -organizations and is 

—generally considered an acceptable method of data collection for 
this type of preliminary descriptive rèsearch. Another-reason 
for using the.telephone was that the governmeht telephon network 
could be used, thereby keeping intervieWing cost at a minimum. 

The survey was intended to cover all structured financial 
counselling programs, particularly at the remedial . level, but to 

.exclude informal counselling such as having a discussion with 
one's bank or credit union manager: The questionnaire drawn up 
for interview purpose's was based.to some extent on the points 
covered in Puckett's (6) study. Following a brief training 

• period, the Interviews were conducted by four university students 
plus a. - couple of regular departmentallemployees.* 'A copy of the 
questionnaire used is attached (Appendix A). 

Lists were made up of potential respondents in each 
province. These Included government departments,.financial . 

 Institutions, social service agencies, educational facillties and 
known credit counSelling services.. The survey was then conducted 
on a province by . province  basis, usually with one interviewer 
assigned to a particular province. Once on the telephone the 
interviewers would ask for the director, introduce themselves, 
and say that we were doing',a survey of debt counselling and 

• associated money management facilities across the country. 
Respondents were then asked if their organization was presently 
Involved  in providing'such services. If the answer was no they . 
were asked to give the namè and address of any agency they were ' 
aware of in their area that was providing these sérvices. If the - 
answer— was yes, they were asked to participate by answering thé 
questiOnnaire over the telephone. The interviews lasted an 
average of about'one half hour each. 

.* J. Chapman, J. Connidis, L. Ladouceur, J. Laliberté, P. 
McGimpsey and J. Woods. 
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For the purpose of summarizing the results, the points 
covered in the questionnaire' were later grouped under five ' 
general headings: These headings ànd  the points 'covered under 
each were as follows 

• The Service Setting  

- distribution of agencies by size of population'area 
- types of organizations offer ,ing the services 
- how policy is established 
- year in which the credit counselling service started 
- reasons for starting the service 

—Funding and Staff  

• - total operating.budget 
- resources devoted to credit counselling 
- type and relative importance of various fundlng sources 
- number of staff,- their qualifications and training provided 

Service Delivery  
• 

- accessibility in terms of location, availability, fees charged 
and sources of clientele 

- services provided, including follow-ups - 
- demand for service 

Client Profile  

- family Income 
- age of client 
- family compositiOn .  
- labour force status 

Comments 

- opinions on advertising, adequacy of services and other 
comments and suggestions 

LIMITATIONS 

While the approach used was considered adequate for , 

present purposes, it suffers from limitations which should be 
noted. 
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„ First, some  of the terms are not well defined. . For . 

instance, as was pointed  out in .a Canadian Welfare Council 
study (4) the term "debt counselling":' 

...can cover a wide range of services including 
counselling services on problems of budget and 

' household management so that people can budget 
,within their income or it . may involve specific 

. 	measures, to enable indsviduals - to extficate them- 
selves from over-indebtedness and prevent a 
recurrence. Among the latter group of measures 

- . 	are repayment plans involving the pooling of debts 
in conjunction with a consolidation loan and 
sometimes a regular savihgs plan, the pro-rating 
of debt repayments among different creditors, and 
direct intervention on behalf of debtors (e.g., to 	. 
prevent garnishment). These measures may occasion-
ally be accompanied by counselling services designed 
to help resolve other.problems which have contribut.ed 
to the state of Indebtedness". (pg. 109). . 

-Given the ambiguity and vagueness surrounding this and related 
terms no doubt Some inconsistency occurred.in  the frames of 
reference used by individual  interviewers and respondents. Some 
-inconsi'stency in the decision to include or exclude particular 
agencies likely resUlted. Thus, while the survey was meant to 
include agencies offering "credit counselling and associated 

. money management education services", in a few cases agencies 
were included even though the emphasis of their service was on 
money management educat,ion with referral of debt counselling 
cases elsewhere in the community. 

Second, although initial training was given to the 
interviewers, there was little control for 'minor differences that 
may have characterized the way in which possible leads were -
followed up or ability to elicit clear information from 

-respondents. One result 6f this and the.first limitation is that 
some agencies may have been either overlooked or misclassified. 
However, lists of those organizations interviewed in each 
'province are attached as Appendix B. It is hoped that any errors 
noted or significant changes that have taken place since the 
survey was done will be brought to our attention so that the 
information can be updated. 

A third limitation is that respondents were not required 
to check their  records  in answering questions about budgets, 
client characteristics, etc. What was sought was a general 
.picture and the assumption was Made that the answers would be 
more or less accurate. In some cases statistics were forwarded, 
especially regarding client characteristics, and these were'used 
when available. The general reliance on respondents' impressions 
is, however, a potential source of bias. 
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Flnally, the only persons interviewed were those 
responsible for providing the services.. No attempt wab made to 
assess the information received against the impressions of users 
of the service or the evaluations of others who might be familiar 
with the work of the agencies. In short, the answers were taken -
at face value. 

In all, about 260 organizations were te,lephoned and 
interviews were completed for tlie 126of these who' said they 
offered some form of credit counselling service (see Appendix B). 
In subsequeni work with the data, the names of respondents and 
the organizations they represented were not used in order to 

- maintain confidentiality. 

Once the interviewing was completed the data were 
regrouped under the five-headings mentioned above. And while it 
may be considered a limitation that the pr.esent report does not 
delineate in enough detail differences in service in the various 
provinces or régions, it was not intended that a preliminary 
survey of this type would lead to separate reports with 
conclusions and recommendations for each provinces or regiOn. 
Rather, it was expected that those in different areas would 
assess the general findings and perhaps give some thought tO 
those conclusions and recommendations which might merit further 
consideration, given- their more detailed knowledge of conditions 
and problems in their own'area. 	 . 
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Section 3  

SERVICE SETTING 

, The specific points covered by the survey were outlined 
in the methodology. The results are presented in this and the 
next four sections under the geineral headinqs'of: Service 
Setting, Funding and Staff, Service Delivery, -Client  Profile, and  
Other Comments. In addition tO statementabout dominant trends 
and other items of note (e.g., exceptions or exClusions) the 

• presentation includes ,  a brief summary at the end of each section 
of the points covered. 

The purpose of the questions asked about the service 
• setting was to get an' idea of. the 'number and distribution of 

agencies offering -counselling services, the types of  
organizations involved, and when and why the services were 
established. 

a) Number and distribution of agencies 	. 

Interviews were completed with some 126 of the 	 • 
approximately 260 organizations telephoned. However, because of 
problems regarding the inclusion or exclusion of certain agencies 
this number (126) should be considered only indicative rather 
than being relied on as the nright" number. A decision.made 
during the interview stage concerning local credit unions will 
illustrate this point. 

In part because of its small size, Prince Edward Island 
was one of the first provinces surveyed. Of the fifteen 
organizations telephoned uSing the initial contact rist. etc., 
interviews were completed with eleven. Of the eleven, eight were' 
local credit unions. 'They were initially included because all • 
conSidered credit counselring part —Of- their philosophy and 
policy.. As it turned out, however, these small locals really had. 
no identifiable "program" and could afford to provide only 
minimal counselling as the local manager considered necessary.. - 
In light of this experience it .was decided that in P.E.I. and 
other provinces local credit unions (and other institutions) 
would in general be included only if they seemed to offer an. 
identifiable credit counselling program. 

Another issue affecting the number of organizations . 
identified was that in a few cases an agency offering credit 
counselling also had One or more smaller branch offices in the 
same city or district. In general, the existence of branch 	. 
offices was noted'but only the main office counted. However, it 
is possible that inconsistencies exist - for reasons noted in the 
methodology. 
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231 
10 
11 
6 2 

 323 
 154 

10 
13 
3 
3 

126 

—BRITISH COLUMBIA 
ALBERTA 
SASKATCHEWAN 
MANITOBA 
ONTARIO 
QUEBEC.  
NEW BRUNSWICK 
NOVA SCOTIA 
PRINCE EDWARD ISLAND 
NEWFOUNDLAND 

•■ • 

Given these cautionary notes, the distribution of the 126 
identified agencies by province is shown in Table E. _No . 

 operating credit counselling servièes vere locate'd in the Yukon 
or Northwest Territories. 

TABLE I 

PROVINCE  

- 
DISTRIBUTION OF ORGANIZATIONS PROVIDING 

CREDIT COUNSELLIN BY PROVINCE  

NUMBER OF AGENCIES 

1. Includes two agencies (one governmental, one financial 
institution) that have between them 5 branch offices not 
shown in the total. 

2. Includes two agencies (one governmental, one legal) that have 
between them 16 local offices. 

3. Includes only one credit union although the Ontario Credit 
Union League indicated.that many credit unions within the 
province offer credit counselling to'varying degrees. See 
notes abàve. 

4. Coverage was probably incomplete for various reasons. 

Not surprisingly, it appears from Table I that the most populated 
provinces have the largest number of counselling facilities. 

Another way of looking at the distribution of agencies is 
by the size of the population area in which they,  are located. 
'One summary calculation showed that of the 126 agencies across 
Canada, 18 were in cities of 500,000 or more residents, 55 were 
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in cities of 100,000 to 499,000, 11 were  in  citiès of 50,000 t6 
99,000, 30 were in citiès  of  20,009 to 49,000, 9 Nero- in towns of 
5,000 to 19,000 and 3 were in towns  of  léss than 5,000. On the 
basis of these figures and the provincial breakdowns it would 
appear that most rural areas and many smaller to mid-size citie s . 

 lack services and that some provtnces (British Columbia, 
Manitoba, Nova Scotia) have a better distribution than others in 
terms of serving such areas. However, while the above figures 
are of some interest they would really be-meaningful only in 
conjunction with a number of other pieces of information such as: 
distribution of the Canadian population, incidence of 
overindebtedness by area size, variations in agency size, number 
of cities  or towns of a given size without  service, and extension 
services provided by agencies. This type of analysis was not 

—undertaken here. However, respondents were asked their 
perceptions of the adequacy of services- in their area; the 
results are presented in another - section. 

b) Types of organizations providing credi counselling  

A classification of the types of  organizations actually 
providing credit counselling and the number of each type are 
shown in Table 2. 

TABLE 2  

DISTRIBUTION OF ORGANIZATIONS PROVIDING CREDIT 
COUNSELLING BY TYPE OF ORGANIZATION 

TYPE OF ORGANIZATION 	 NUMBER 

Volunteer 	 7 
Federal government 
Provincial government 	 25 
Social service 	 59 
Legal Aid 	 • 	6 
Credit union and caisse populaire 	 . 12 
Other: 

Municipal government 	 1 
Private 	 2 
Educational institution 	 - 2 
Miscellaneous 	 3 

TOTAL 	 Tn.  • 



Local social service agencies predominaCe. Typically, 
credit counselling is pov•ded by theqe agencies.as , only one of 
several services available to clients. • It should be noted that 
the total of 59 shown idcludes 28 .agencies in Odtario which are 
members of The Ontario Association of Credit Counselling 
Services. These services in Ontario are established through an • 
agreement with a local counselling agency (usually an independent 
Credit Counselling Service or a Family Counselling Service) and 
the provincial government.  Al  l wef- e counted  as  "social service" 
organizations here in accordance with information given by 
respondents. 

The second most frequent category consists  of.  departments 
or • offices of various provincial governments. ,The great majority - 

—of these (22 of the 25 listed here) represent offices or 
department branches whose function, among other services 
prov-ided, is to give effect to Part'X ("Orderly Payment of 
Debts") of the Bankruptcy Act. As the name implies, this  part  • is 
meant•to provide a procedure for the orderly payment of the debts . 
of an insolvent consumer-debtor. n Under - it, the debtor may apply 
to the clerk of the Court for a consolidation order whereby the 
debtor undertakes to pay fixed  anicunts to the court  for : - 	• 

.• distribution among creditors on a pro rata basis . iintil all his 
debts are,paid in full. Upon issue . of the consolidation order by 
the Clerk of the Court who has juri'Sdiction, no proceeding, as .a 
rule, may be instituted 'against the debtor in respect of any debt 
in which Part X applies. In sum, this Part legitamizès only an 
extension of time to repay.. At the present time, Part X has been 
proclaimed  in force  by Six provinces: • British Columbia (through 

- offices of the Debtor Assistance 'Division), Alberta (through 
offices called "Family Financial Counselling" of the -provincial 
DepartMent of Consumer and Corpo'raté Affairs), Saskatchewan- •• 
(through the Provincial Medi'ation Board), Manitoba (through the 
O.P.D. Court Clerk), Nova Scotia (through offices of the 
provincial Consumer Affairs Department)  and  Prince Edward-.Island 
(through an office of the..provincial Department of  Consumer  . 
Services). In addition, Quebec offers'a similar "dépôts 

. volontaires" serv i ce  ' (Lacombé Law) through the office of the , 
Provincial Court in many judicial districts throughout n  the, • 
province. 

• 	In addition to these offices designed to give effect to 
O.P.D. legislation, a few of these provincial governments also 
offer limited credit counselling through branch offices of other 
departments such as the Home Economics Directorate of the 	 ' 
Department of Health and Social Development in Manitoba, the 
Department of Social Services in Saskatchewan and the Department 
of Agriculture and Forestry on Prince Edward Island. 
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Another type of organization picked up by the survey was 
credit unions and caisses populaires. The purported distinceive-
ness of these institutions has alréadrbeen noted .;  and  because of 
problems of inclusion/exclusion (see Page 7 abàve) it is likely 
that the number reported here (12) - 1S arbitrary.at  best. 
Nevertheless, it seems clear that they represent a signficant 
part of. the  credit counselling scene  in. Canada. 

*Certain offices or agecies of the federal government 
also indicated they offered credit Counselling. These included 

- some regional offices of the Bankruptcy Branch_of-Consumer and 
Corperate Affairs Canada and some Canadian Force Bases 
(Department of National Defence). that provide counselling to . 
overindebted armed services personnel. 

Two other types of organizatfons that reported some - 
degree of involvement in credit counselling include a scattering 
of local volunteer agencies across .Canada (e.g., volunteer 
bureau, information and assistance centres) and certain, legal aid 
offices in a few provinces. 

• Only two priVate (profit-making) counselling services* 
were picked* up by the survey and only one service operated by 
municipal government. The remainder included a couple of 
educational institutions, an interested individual, and a short 
'term financial counselling project operated by one of the 
-chartered bamks . . -  

c) Length of time services have been offered  

The data in Table 3* indicate that although some services 
date back to the 1920's and 1930's, the provision of credit 
counselling is in general a recent phenomenon. Thus, the 
majority of services have been operating only five years or less 
and the median start-up year for - all services is 1973. About 
half the services originating in the late 1960's were in Ontario, 
usually established through an agreement - with a local counselling 
agency and the provincial government. Legislated (0.P.D.) 
•services in some provinces and certain credit unions , across the 
country account for many of the earliest services. 
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TOTAL 

s 	20 
30 
•22 
12 
17 
7 

12 
6  

126 

1976 or 1977 
1974 or 1975 
1972 or 1973 
1970 or 1971 
1965 to 1969 
1950 to 1964 

-pre 1950 
unknown 

feefeeteer. ,  

12 

.TABLE 3  

DISTRIBUTION OF ORGANIZATIONS PROVIDING 
CREDIT COUNSELLING BY START-UP YÈÂR 

START-UP YEAR 	 NUMBER 

d) Reasons service established. 

There was an underlying similarity-in responses 
concerning the reasons why credit counselling services were 
established. The great majority of respondents, especially 
social service agencies, indicated they perceived a need  for 'the 

- service based .on (increasing) "social problems associated with 
debt  and overindebtedness". And while a fair number, especially' 
.government departmentsi•àited "legislative mandate" as the reason 
for the service being provided, the legislation itself can be 
interpreted . as stemming from perceived social problems associated 
with debt: For instance, early (1930's) provincial O.P.D. 
legiSlation was designed to give some  protection  to victims of 
the Depression who could.not afford to pay their debts and had 
considerable legal costs accumulated against them. Another 
reason, cited by credit • unions and Caisses populaires, was that . 
such service was an integral part of their philosophy and policy.. 
In short, it appears that the establishment of credit counselling 
services  has generally been motivated by a perception of indebted 
consumers as a signficant social problem rather than by a cOncern 
for creditors. suffering losses through bad debts. 

SUMMARY 

The survey xesults .  indicated 126 of some 260 
organizatiohs telephoned during June 1977 were offering credit 
counselling services. However, becàuse of ambiguity about the 
term "credit counselling service" and other methodological 
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problems, this number (126) must be considered otlly indicative 
rather than the "correct" total. 	' 

, 
It is difficult to draw conclusions about the adequacy of 

the distribution of services in the absence of information on 
need for such services and other points. Nevertheless, at first 
glance it appears many small to mid-size cities and rural areas 
lack service. Arso, some provinces, especially Newfoundland, 
appear relatively worse off in,terms of service availability. 

• 
Local social service oisanizations (mainly family service 

bureaux) predominate as the type of agency most involved in 
providing credit counsélling, usually as one of several services - 
available to clients. Next most frequent are departments of 

-various  provincial  governments. The great majority of these are 
services provided by virtue of Orderly Payment of Debts (0.P.D.) 
-legislation proclaimed by certain provinces. It appears a third 
•significant force in the provision of credit counselling 
services, despite problems of inclusion/exclusion noted above, 
are the programs offered by a number-of credit unions and caisses 
populaires. These lenders are in some senses uniqUe, claiming 
that the provision of credit counselling is an Integral part of 
their philosophy and policy. 

• On the other hand, it appears that the federal government 
and various voluntary agencies play only a minor role in the 
direct provision of credit •ounselling. And, with the « exception 
of some credit unions and caisses populaires, the involvement of 
credit grantors themselves (banks, finance companies, major 
retailers etc.) is practically non-existent. Also noticeably 
absent are educational institutions, employers and unions. The 
survey uncovered only two private (profit-making) credit 

• counselling agencies. 

Though there is a fair range in start-up dates, the 
provision of credit counselling services is  by and.large a recent 
phenomenon: the median start-up year was 1973. Increasing 
awareness of the social problems associated with consumer debt/ 
overindebtedness or a feeling that the problem is getting worse 
provided the main rationale for setting up credit counselling 
services. 
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SECTION 4 

FUNDING AND STAFF 

The purpose of questions included here was to get some 
idea of the size of organizations involved in credit counselling, 
the resources devoted to this fpnction in ternis of budgets and 
manpower, and the relative importance of various sources of 
funding of such services. 

a) Resources devoted to credit counselling  

- 	Points covered here include a question about agencies' 
total operating budget and the amount of resources devoted to 
credit counselling. Included also is some information about the 
qualifications and training of credit counselling staff. 

. The, information gathered on total operating.budget and 
resource5 devoted to credit counselling is spotty at best, with 
only a little more than half of the agencies providing answers in 
each  case. Of those responding - (N = 69) -about 40% were later 	- 
classified  as small scale operations (total budget under $50,000) 
while approximately 20% were clearly large organizations vith 
total budgets of at least $300,000. Most of this latter group 
was  rade  up of social service agencies in urban centres. The 
rest were somewhere between these groups. 

The data on proportion of resources devoted to credit 	• 
ccunselling are also unreliable. Of the responses obtained (N = 
_73) about one third indicated that less than $15,000 or less than 
5% of their time was spent on credit counselling. Another 

quarter (21/78) said that from $15,000,to $50,000 was. spent on 
this activity while the remaining 40% or so indicated more than 
$50,000 or more than 50% of their time. 

* 
It is difficult to draw any conclusions from these 

figures, except perhaps that it was unwise to ask these questions 
in a telephone interview because of the inability of respondents 
to provide answers or their unwillingness to do so. It.does 
appear, however, that there is a wide range in the . size of 
organizations providing the service and that the majority of 
organizations dévote only a small proportion of.their total 
resources to this function. Because of the unreliability of the - 
figures no further analysis was attempted. 

A few questions were also asked about staff- These 
Included: number of people involved in providing the financial 
services; minimum requirements for being a counsellor; and 
whether training was provided or considered necessary. 
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. 	Practically all organizations provided imformatiPh. 
Full-time staff was by  far, the  moàt frequent category of workers-
(versus part-time or yolunteer) with nearly all agencies • 
reporting at least one full7time paid worker. The,median number 
per agency among nearly all provinces ranged from two to four. 
In two instances, agencies reported 25 and 4 5 as the number. , 
This highlights the possibly misleading 'nature of the results 
here due to some ambiguity. That ,  is, in many cases the 
respondents,appear to have meant that "x" number of full-time 
staff were engaged in Credit counselling but that these staff 
might well be doing this function only part  of the time. This  is 
true, for instance, of legal aid and the responses of some . social 
service agencies and some government workers. In general, there 
seems to be a split between some smaller, specialized agencies 

—whose full-time staff of one to three persons devote most or all 
of their time to credit counselling versus larger agencies whose - 
staff probably do credit counselling as only one of several 
duties. 

Part-time paid staff are much less Commonly engaged in 
credit counselling than are full-time staff. Many agencies did 
•not mention use of part-time staff. Of the number of part-
timers that were mentioned in a provnce, most would be accounted 
for  by  one organization. 

Volunteers are hardly used at all. However, one agency 
in Ontario mentioned the use of about"100 volunteers on call for 
publicrspeaking assignments and a couple of individual agencies. 
in other parts of the country indicated fairly. extensive use of 
volunteers. Also, it appears that volunteers are most used by 
agencies in Quebec. 

• Regarding  the qualifications  needed to . become,a'credit 
• counsellor with the prganizations, very few put emphasiS on 

formal requirements- as such (i.e., formalized requirements 
.7.7=71t which a candidate wàuld not even be considered). In . two: 
provinces, however, .(Nova - Hcotia and Ontario) many respondents 
were under the impression that qualifications regarding • 	, 
counsellor training and certificationyere in the process of 
.being developed. Among requirements or characteristics that . 
would be looked for by respondents in hiring, the greatest 	• 
emphasis was on Previous related experience. In fact many said 
that the previous related experience:should be in the credit 
granting industry. ',Mentioned about . .half  as  often, sometimes.as  à 
secondary qualification, was specialized education; the emphasis . 

•was oh finance or social work degrees. Only a few,agencies 	. 
specifically mentioned such personal characteristiCs as empathy; 

. maturity or "common sense" although these characteristics may 
have been taken for granted by many others. 
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. Of the 110 answers or comments regarding.  training of 
counsellors, almost three quarters (80/110) indicated that no 
formal training was given or that It Consisted or on the job 
training. In a few cases, this includêd workingIth -a more 
experienced counsellor fôr a short time. On-this point it is ' 
interesting to note the view of several respondents that becauSe 
of their requirement that any new cOunsellor have had previous 
experience (e.g., in the credit granting industry) they felt that 

- no formal training was really .necessary. 

The other one quarter of respondents indicated that some 
course work training was given to counsellors, with about equal 
numbers saying the courses were part-time versus full time 
(usually for a couple of weeks). Training courses tend to be 

-offeted more by provincial government departments, such as the 
Debtor Assistance Division in British Columbia. 

b) Sources of funding  

Respondents were also asked to list the vaiious sources 
of income for financing the credit counselling  aspects of their 
operation and to give an idea of the amounts or at least their 
relative importance.  While all but. nine agencies provided 
information there were some problems in interpreting the results. 
In several cases, the respondents were unable to distinguish 
funds allocated to the credit counselling function.from the 
agency's total operating budget and so provided a source of funds 
breakdown for the latter. Also, some said the exact amounts from 
each source were unknown although it was known that a certain 
source provided nearly all the funding and any other source was 
quite minor. In other cases, especially in Quebec,.there was 
some hesitancy in answering. 

Despite these weaknesses the data still appeared quite 
useful in terms of providing a general picture. Therefore the 
answers were categorized àccording to the proportion of an 
agency's funding (1-9%, 10-49%, 50-89%, 90-100%) that it received 
from varioùs . sources. The results are shown in Table 4. 
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TABLE 4  
. 	• 

DISTRIBUTION OF ORGANIZATIONS PÈOVIDING CREDIT . COUNSELLING  
13.Y  PROPORTION OF  FUNDING FROM VARIOUS SOURCES 

SOURCES OF FUNDING 	 PROPORTION OF FUNDS 
10-49% 	50-89% 	gurrui 

, 
Federal government 	 _1 	 5 	 3 	 9 

Provincial government 	 1 	19 	30 	31 

Municipal government 	 1 	 8 	 4 	 0 
- 

United Appeal 	 1 	25 	 4 	 7 

Credit grantors (excluding 
credit unions and caisses 
populaires) 

Fées  by service users 

Temporary government programs 
(e.g., LIP, Canada Works) 

Other (e.g., memberships, 
donations from churches, 
publication sales) 

Number of agencies = 117 

Thus, reading the table across shows that three  agences 
indicated 50-89% of their funding comes from the federal 
government, 19 said that between 10-49% of - their funding is from 
the provincial government, two said that 90-100% of their funding 
is from fees paid by users of the credit counselling service, 
etc. 

Despite problems with the data  e• some broad statements 
about funding patterns appear warranted. First, It is clear that 
the various provincial governments provide the lion's share of 
funding for credit counselling services. thus, 31 of the 117 
responding -agencies depend almost entirely on this source and 
over half (30 	31 .= 61 of 117) depend on provincial goVernment 
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funds for at least 50% of their budget. Another*19 agencies said 
source provided between .one-tenth and one half of.the-ir funds. 
In short, nearly three quarters of all responding agencies 
receive significant amounts of funding from provincial 
governments. This includes, of course,  those agencies that are 
themselves provincial government offices or departments. • 

Another number that stands out is the 25 agencies that 
depend on United Way funds for ,between 10-49%  'of  their funding. 
For the most part this is probably accounted for by social 
service agencies who receive the majority of their funding from 
the provincial government, supplemented by United Way funds. In 
some cases (4 + 7 = 11) particular agencies are quite heavily 
dependent on this source. 

.-•••••nn • 

Though involved to a much lesser extent than the 
provinces, the federal government is a major source of funding 
for about a dozen agencies. These include certain offices of the 
federal government itself and a few projects receiving grant 
funds from Consumer and Corporate Affairs Canada. .Municipal 
governmen'ts are not"heavily involved in the funding of credit. 
counselling but in perhaps a dozen cities provide at least a 
moderate contribution to such services. 

The other significant source of funding are the predit• 
unions and caisses populaires. For the most part this consists 
of underwriting their owncredit counselling services. Also, in 
Quebec at the time of the survey the caisses populaires were 
providing varying amounts of funding for services offered by 
local Associations coopératives d'économie familiale-(l'ACEF) 
through contributions to their central organization. In a few 
cases, thé credit unions provide minor support to other 
projects. 

The remaining sources of funding appear of relatively 
minor importance. Thus, according to the table credit grantors 
(exclusive of credit unions and caisses populaires) provide 50% 
or more of the funding for only one operation; this was a summer 

• project on money management sponsored by the Royal Bank of Canada 
using university students in various cities. Much of the 
remaining support by credit grantors is represented' by partial 
funding of certain Credit Counselling Service offices in Ontario. 

It was noted earlier that two private, profit-making 
credit counselling services were picked up by the survey; it is 
these two that account for the two services in the table that 
rely completely on fees paid by service users. In some other 
cases, however, various types of organizations rely on fees to 
defray at least part of the cost of providing their service. 
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. A very few services receive the, majority . of their lunding 
from temporary government pro:grams while a greater ,  number are 
provided partial support through  diverse sources  such as 

• 	• donations (e.g., church)-and membership dues. 

SUMMARY 

The purpose of  questions  indluded here  was  to get some 
idea of the size of organizations involved in credit counselling, 
the resources devoted to this function in terms of budgets and 
manpower, and the relative importance of various sources of 
funding of such services. 

The data on total operating budgets'and'dollar amounts 
allocated to credit counselling were spotty at best. 
Nevertheless, it appears that at least a third of those - agencies 
providing information could be classified as small Scale (total 
operating budget under $50,000) while  about onè in five were 
large scale (budget over $300,000). The latter group includes 
some large social service agencies (family service bureaux). It 
seems that many of the agencies,,especially the largest ones, 
devote only a small proportion of their total budget to credit 
counselling. 

Credit counselling work is largely the responsibility of 
-full-time employees as opposed to part-time workers.or 
volunteers. In this respect, it seems that the one, two or three 
full-time staff of smaller, specialized agencies may devote a 
great deal of their time to financial counselling while the full-
time staff of larger organizations often do credit counselling as 
only one or several duties in dealing With clients. 

Very few respondents list "formal" requirements in 
relation to the hiring of credit counsellors. The qualification 
most often mentioned, however, was previous related experience 
with many specifying that this experience should be  in the credit 

 granting industry'. Educational requirements (usually a degree in 
an economics related discipline or social work) were mentioned 
about half as often, sometimes as a secondary qualification or in 
lieu of experience. It seems,,however, that more attention is 
being devoted to formal requirements in that at least'two 
provinces (Nova Scotia and Ontario) were said to be in the 
process of developing minimum criteri.a for counsellors. 	 • 

Once hired,.most counsellors-are not given formal 
training, but learn on the job. In this respect, many 
respondents said that because of their requirement of previous 
related experience they felt no formal training was really 
necessary. To the extent that formal training (course work) is 
provided,  it-  tends  to be by departments of certain provincial 
governments. 
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• Finally, available data on funding sourcès indicated the 
' lion's share comes from prôvincial . ‘governments. The United Way 
provides moderate levels of support (usually supplementary to 
provincial  funds) in 'many, areas asdo some municipal governments.' 
Though involved to a much lesser extent than the provincial 
governments, the federal government .and certain credit unions and 
caisses populaires finance their own credit counselling 
operations and provide some funding for à few other projects. On 
the other hand, credit grantor other than credit unions and 
caisses populaires are only marginally involved. Other marginal 
sources of financial support Include fees  for service,  temporary-
government programs and miscellaneous donations, dues, etc. . 
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SECTION 5  

SERVICE DELIVERY  

The purpose here was to determine what services are 
offered. Included are questionnaire data on (a) the 
"accessibility" of the credit Qounselling services offered by the 
organizations surveyed, (b) the credit counselling services 
actually offered, and (c) the demand for these services. 

a) "Accessibility" of services  

Access here refers to such points as the hours of 
availability and location of premises, whether fees were charged, 
and whether the services were available to the general public or 
not. Information on sources of clientele (how .people learn of 
service) is also included. 

Nearly all agencies provided information on hours of • 
business with slightly more than half (67/123) indicating only 
normal business hours, Monday to Friday. The others offer 
extended hours, either by regularly being open on some evenings 
or on  Saturdays or by often accepting appointments to meet 
clients at these tlmes. A couple of provinces seemed to vary 
considerably from the overall distribution; thus in British 
Columbia about two thirds said they offer extended hours whereas 
in Nova Scotia only one of eleven did. 

Regarding location of premises, about one-fifth (23/116) 
said they were in a government building; another two-fifths (49) 
were in general offices and most of the remainder indicated more 
informal premises such as converted houses, storefront 
operations, community centres or church halls. Also mentioned a 
couple of times were educaiional institutions and military bases. 

The vast majority of agencies (85- 90%; 109 of 125) 
indicated no restrictions on who could use their services. Those 
mentioning some restriction included some credit unions (6 
mentioned) who serve only their members (the caisses populaires 
in Quebec also'prefer the individual be a member), three that 
were restricted to armed forces .personnel, three who dealt only 
with poor/low7income clientele and four who sa/d their clients 
were those who had Applied for bankruptcy or-were under 
trusteeship. 

Also, only a small minority (slightly under 10%; 12 of 
124) indicated that fees were charged for credit counselling 
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services. In most cases it is a modest filing  • ee or calculated 
according_to a sliding scale; often it is waived or paid by 
someàiie else.7.0nly two (the private, profit-makihg agencies) 
indicated that  all  those counselled.are charged a fée. It should 
also be noted here that some agencies 9ffering a Money management 
course or seminars charge a.fee, typically $25 or less', • 

Of the three ways li.sted (Word of mouth, referrals, 
advertising) in which people le,arn-of credit counselling 
services, referrals were mentioned the most number of times' 
followed by word of mouth. The most-common sources of referrals, 
it seems, are'various social service agencies, credit grantors 	. 
theMselves and legal advisors. Advertising was cited somewhat 
less often as a source of clientele. Typically this advertising 

-is unpaid, consisting of interviews and notices. An intereSting 
sidelight here is that while advertiSing was less often mentioned 
as a major source of clientele, many respondents thought it 
effective and would like to do more. Mowever, apart from the 
costs of advertising, many of them feared (some from experience) 
that advertising would "swamp the service"; they would not be 
able to cope with the resulting increase . in caselodd if more 
people were made aware of help available-. 

b) Services offered  

ResPondents were asked to list the financial counselling 
services their agency provided. A review of the recorded answers 
proved mildly disappointing in that in some agencies and 
particularly in the province of Quebec the information given was 
'incomplete or at least less detailed than in other cases. 
Consequently, a tabular presentation with detailed categories 
appeared unjustified. 

The intent of the question was served, however, in that 
it was possible to distinguish certain broad functions and obtain 
rough indications about each. The four broad categories derived 
were: 	1) counselling, ii) mediation  • ith creditors, iii) orderly 
payment of debt plans and iv) money management education. An 	' 
explanation of these terms and a discussion of the review 
findings with regard to each follows. 

1) Counselling.  This refers to whether the agency 
offers advice to clients regarding their finances, either of a 
general nature or helping them work out a budget in some depth. 
In itself, it does not include the involvement  of  creditors. 

-although- those who 'initially come in only for counselling may 
require other services. 
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Thè great majority of, responding. agencies (approximately 
80%) indicated that budget counselling-was available to clients.' 
This might range from jut•showing the  per- Son how  to . 1-1st his - 
income and expenses or assets and debtS to helping him work out 
budget guidelines and plans for debt repayment. :It might also 
include buying tips (in a. 'few cases actual-accompaniment to • 

. stores) or cOunselling the debtor himself.to - get in touch with 
his creditors. As noted above, at least'sOme agencies' . do this 
type of counselling on a regular basis and.are,able'to-back-it - up 
with other types of service if"?equired. This istrue, for : 

 instance, Of most.provincial goVernment agencies -offering . 
financial counselling and of Ontarios Credit Counselring 
Services. 

At least half the agencies that offer this counselling - 
also provide other types of guidance. -Typi-cally, such guidance 
would consist of helping the individual . fill in the necessary - 
forms for a bankruptcy or Orderly .  Payment of Debts application if 
this course' of action appears justified. In some cases, the 
agency may accompany the person to the appropriate office. 
Another type of guidance is to at least refer the person to 
another agency (e.g., a social service agency, legal  ad,  
consumer bureau, etc.) if the problem is out of the agency's 
realm. 	 • 

Another service included here is that of "family 
counselling" wherein budget problems are examined within the 
context of the functioning and problems of the faMily as a whole. 
This was mentioned by about a quarter of those offering 
counselling, most often by social service agencies that offer 
credit counselling as only one of a range of family services. 

ii) Mediation.  This refers to whether the agency " 
intervenes with the client's creditors in order to re-establish 
communications and help the debtor negotiate problems, repayment 
schedules, etc. with-his creditors which the debtor then folldws 
through himself. 	• 

About half of all agencies indicated they performed this 
service. The proportion may in fact be somewhat higher since a 

• few of the agencies that do orderly payment of debt plans (see . 
below) may have taken this function for granted. Again, it is 
typically the•specialized credit counselling services (provincial 
government offices, C.C.S. in Ontario) that mention this 
service. 

• It  is  of interest to note that 'about one sixth . of all 
. agencies mentioned doing.advocacy,-,- eXplicitly. taking • the  
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debtor's side in questioning the legitimacy of debts, or the 
manner in which a debtor-may have been tre'ated. This advocacy . 
role was mentioned more often by agencres such as 'lega-1 aid and 
certain voluntary or community service organizations than by 
government agencies or C.C.S. members. 

iii) Orderly Pa ment of Debt Plans. The review 
indicated_ that several debt repayment schemes that take somewhat 
different forms and use differikg terminology might for present 
purposes be grouped together. Services offered under the general 
heading of "Orderly Payment of Debts" in British Columbia by the 
provincial government's Debtor Assistance Division (D.A.D.) and 
in Ontario by Credit Counselling Service members will perhaps 
serve to illustrate this point. Thus, in British Columbia the 
D.A.D'; is the official administrator of O.P.D. payments 
resulting from consolidation orders issued by the Court under 
Part X of the Bankruptcy Act. In addition, it administèrs what 
are called D.A.D. payments, involving a consolidation of debts 
negotiated by the D.A.D. itself wherein the debtor  pays D.A.D. 
for prorated disbursement to creditors. There are also 
"Settlements"--arrangements made by the D.A.D. for straight 
prorated payout to creditors by the debtor .himself. • 

In Ontario the Orderly Payment of Debts (0:P.D.) 
provision (Part X) of the Bankruptcy Act has not beenproclaimed. 
Nevertheless, the term "orderly payment of debt program". is used 
by C.C.S. members to describe those - situations where a member 
agency "handles some of the client's money, makes acceptable . 
arrangements with  creditors and makes payments to them on his 
behalf". Furthermorei C.C.S. has recently begun distinguishing 
between "agency administered OPD" and "client administered OPD", 
a new category. 

Other variations in detail and terminology - exist in other 
areas of the country. However, it appeared from the above 
example and from respondents' answers that the general funCtion 
provided is that of a proràting service.  Thus, for present 
purposes the term "orderly payment of debt" is used to refer . 

 broadly to "prorat.ing", and "pooling" schemes (legislated or not) 
.wherein . the client's debts are consolidated . and the debtor brings 
or sends money to the agency for (prorated) disbursement among 
the creditors on his behalf. 

The answers indicate that about half of the surveyed 
agencies provide this  typé of service. It is done for the most 
part by those agencies which specialize_in credlt counselling.: - 
These inclUde government offices in those provinces which have 
proclaimed Part X, often supplemented by.a similar type of O.P.D. 
program for other debtors. It is also offered by members of 
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C.C.S. in Ontario and in Quebec by Court Clerks under the 
provisions of Dépôts Volontaires (Lacombe Law), although the 
latter were not surveyed.  •This type of service is aLso performed 
by sôme other agencies. 

A distinction can be drawn- between orderly payment of 
debt ptograms administered by the agency versus those 
administered by the client since some agencies expressed their 
desire to have the client himself handle the orderly payment of 
debt scheme once set up. Howeeeer, - indicationg are that in fact 
the great majority of such arrangements are handled through the 
agency. 

-There is a variation on this type of service which should 
be noted. For want of a better term it might be called 

-"surrogate financial management". This refers'to -those cases 
where the agency acts as a trustee for the individual's total 
finances. The client's cheque may be forwarded directly to - the 
agency or he may bring it in himself, whereupon the agency 
allocates money not only for creditors but also for all or nearly 
all the person's other expenses including rent, food, clothes, 
etc. Approximately 15 agencies mentioned doing this to some 
extent. It tends to be done by certain social service and 
community service organizations for some welfare and other low-
income clients who are apparently unable to control their own 
spending. 

A general question concerning follow-ups on their clients 
by the agencies was also asked. While perhaps three quarters do 
some kind of follow-up, the typical motivation for maintaining 
contact has to do with ensuring that conditions of a repayment 
plan are being met. A few said the onu5 was on the client to 
return for additional help if necessary or that follow-ups were 
unnecessary since each case was followed through to its 
resolution. Only 20-25 agencies (about one in four of those 
doing follow-ups) said that these follow-ups were "client-
centered" (i.e., not involving collection of a loan or O.P.D. 
payment) and presumably many of these would be social service and 
local community organizations. Other comments on this point were 
that follow-ups were often found to be difficult (e.g., locating 
the client) and time-consuming, or that the agency just could not 
afford to devote the resources required for this activity. 

iv) Money management education. This refers to whether 
. .the agency was invOlved in preventive efforts aimed at promoting 
better spending patterns, apart from lts efforts to help those 
already in trouble. The questionnaire attempted to distingulsh 
between guest speakers to schools and other commUnity groups 
versus more formal money:management Courses. 
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A majority' (about 75) : said they provide speakers to 
schools and other groups in their cdmmunity. The Ireq-uency of 
these speaking engagements varied considerably, from one or a few 

. times a year to once a week; the_average was perhaps five or six 
times a year. The size of the group is typically from 10 or 15 
to 30. Many emphasized that such lectures are informally 
structured in that the speaker will cOver a few main points or 
begin with a description of the..services provided by his/her 
agency and then take cues from the audience, discussing points of 
interest to them. Topics Include income and expenditure, saving 
and borrowing, using bank services, consumer rights, etc. 
Teaching aids such as handouts and films (e.g., "The Moneytree") 
may also be used though several wished that more teaching aids 
were Éeadily available.' 

Only about a dozen agencies indicated they-were involved. 
in  providing a money management "course" lasting two or more 
sessions. The course is typically offered once, twice or three 
times .a.year, and usuallY goes for five or six lessons,..eaCh. 
lesson lasting two or threé hours (e.g., five Wednesdays, from 
7:30 p.m. 	to 9:30, p.m.). -The course is often offered as a money- - 
management course but may be'part of premarriage counselling. 
Some courses are offered through a co7operative effort betwéen 

' two agencies, such as a government departMent and a credit. -union. 
•Variations  included one case where it is offered as a five lesson. 
-correspondence course. In another case one of the chartered 
banks was sponsoring an experimental money management project. 	. 
.Under.the project, university students in several cities received 
training and then Worked for the summer in, › conjunction with other ' 
agencies to teach "money' habits workshops. " in the community.2 

. Topics covered in the various moneysmanagement -courses -
included: income and occupation/lifestyle, expenses and 
budgeting, saving, use of credit, using bank services such as a 
chequing account and buying tips (e.g., houses, cars). Most  also 
cover insurance, pensions, taxes and investments. Many use 
teaching aids such as handouts, flip charts-, worksheets,' 
textbooks, filmstrips; ,guest lecturers and group discussions. s  
Audio-visual aids (films) and group discussions were mentioned as 
being most helpful.. A fee from $15-$30 on a sliding scale was a 
typical charge though presumably few would ever be turned away 

. for lack of funds; some of the courses charge no fee at all. 
Most said the course was successful based on students' Written 
evaluations, resulting behaviour changes and, as one agency in 
Saskatchewan observed, the fact_that all 80 places in its_twicé 
yearly  course are bOoked' well in advance. 
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A few agencies also mentionèd having some input .  regarding . 
the teaching of money  management as part of the curriculum' in  
local schools. 

c) Demand for,services- 

Two of the questionnaire items were meant to give an idea 
of the extent of demand for credit counselling services. The 
first was a general question asking for an estimate of how many 
people used the agency's finandi.al -services during the latest 
fiscal period. The second asked whether the respondents felt 
credit counselling/money management services in their area were 
adequate to meet existing needs (yes or no) and'the basis of 
their assessment. 

Answers given over the telephone to - the first question 
were generally unsatisfactory for deriving aggregate figures for 
two main reasons. First, comparative figures are difficult since 
respondents used different frames of reference. One might give a 
ballpark figure including telephone inquiries and those who 
received only incidental credit counselling whilè another-agency 
might not; or distinctions between new versus active cases, etc. 
might be made differently among agencies, etc. Second, different 
agencies used different time periods, including some that were 
part-year. However, a number of the agencies had compiled 
statistics for their own purposes and were kind enough to forward 
copies. Excerpts from two of the more comprehensive and detailed 
reports, that for, Ontario's. Credit Counselling Service agencies 
and the Debtor Assistance Division of British Columbia's 
Department of Consumer Services, are presented here td give at 
least a rough idea of the number and distribution of people using 
credit counselling services in certain areas. 

In Ontario the figures were provided by the Municipal 
Welfare Consulting Branch of the Ministry of Community and Social 
Services (6). These show that for Fiscal.year Apri1.1, 1976 to 
March 31, 1977 the total number of new cases served by the 29 
Credit/ Debt Counselling agencies approved and cost shared by the 
Government of Ontario waS 7,011. Other figures from the same 
report (pgs. 1, 3, - 4) show that of 5,320 cases active at March 
31, 1977 the breakdown was: 

506 received counselling 
435 received counselling involving mediation with 

creditors 
14 were client administered 0.P.D.'s (a new category) 

4,385 were agency administered 0.1)-.D: l s - 	• • 
5,320 

As well, the report notes that 2,063 people received telephone/ 
drop- in , counselling during the year and another 1,516 were  "no-
shows",  r.epresenting some 17% of potential new  clients  who failed 
to keep their appointment. On the preventive side, speeches were 
given to 8,310 persons in the.schools and to 5,540 of .the general 
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55 times in schools (1,496 vi'ewers) and 15‘times elsewhere (624 - 
viewers). 

In British Columbia the Debtor Assistance Division Report 
(1) for the period July 1, 1974 to March 31, 1976, covering the 
Division's first 18 months of operation notes: 

"By the end of March, 1Q76,-the division's five offices 
were administering: 826 consolidatiOn orders under Part 
X of the Bankruptcy Act, 360 active DAD files 
(counselling, mediation, settlements in process) and 109 
DAD pool trust accounts, for a total active clientele of 
1,295... These figures do not include those people 

- making use of- the services for the  purpose of information 
and budget counselling or the setting up of repayment 
chemes handled by themselves. 	slight indication of 

' the total demands on this new service to British Columbia 
consumers is perhaps understood better by figures which 
indicate more than 36,000 people telephoned.the Vancouver 
office alone between April 1, 1975 and Marcil 31, 1976 and 
approximately 6,500 counselling sessions were held by the 
division  in the same period" (pp.- 6-7). 

Also of interest from the report are figures showing the 
disposition of 1,773 clients over a seven month period in 1975/76 
(Table 5, page 20). Initial request or situation of the client 
is compared to-the recommended course suggested by the DAD 
counsellor after one or more Interviews over the course of one 
month: 

• 	 % at Initiation 	% at Disposition  

General Counselling' 	 47.0 	 19.4 
O.P.D. Payments 2 	, 	' 	11.0 	 11.7 
D.A.D. Payments 3 	 5.4 	 16.2 . Settlement 4 	 2.0 	 2.3 ' 
Mediation 5 	 9.6 	. 	.' 	17.8 
Budgeting/Information 6 	 14.5 	 14.8 
Bankruptcy 7 ' 	 6.7 	 11.2 
Court Referral 	 S 	 3.8 	 3.6 
Pending 8 	 - 	 3.0  
. 	N = 1,773. 	 TUU% - 	 100% 

NOTES 

1. Need  for  financial organization of a-general nature.' 
2. Consolidation of-heavy debts necessitating Court Order, 5% 

interest and 3 to 5 years.average length of time for, 
repayment of debts. 



3. Consolidation of debts where debtor  pays  DAD*for prorated 
disbursement to creditors by debtqr 	 . 

4. Arrangements for straight prorated payout to creditors by 
debtor 

5. Assistance of DAD to negotiate problems, payment schedules, 
etc. with creditors 

6. Counselling needed to work out budget management in some 
depth 

7. Either requested by client`or Seen by counsellor after inter-
view as only potential solution. Referral to federal 
Trustee, but may or may not be followed up by client 

8. Inconclusive after one month. 

As well, as only one of a number of activities on the preventive 
side Division personnel participated in excess of 300 speaking 
engagements over the 18 month period. 

In response to the question  about the  adequacy of 
services to meet existing needs in'their area, a large majority 
in each province; and about 75% of all agencies (83 of 114 
responding) said that services were not adequate. Reasons cOed 
for saying that services were adequate were: no complaints  or 
 else  positive  feedback received from .clients and users; there had 
already in recent years been an  increase in services and they 
were-coping with the caselbad; and the  small number of repeater's 
seen. It should be noted however that'among those ansWering • • 
"yes", many qualified this by sayin g.  that although they could' • 
handle the present caseload or immediate area, they felt there 
was a large numbe r . of other people who could use theirhelp if , 

' they were made aware of the service and would come or could  be 
 reached (e.g.,  in • rural areas). 

Among the 75% or so who said services were not adequate 
the main reason usually given was the belief that .triere was a 
large numbèr of people who.required the service but were not 
being reached. Some expressed this as "we're only seeing the tip 
of the. iceberg"  but would also point out their reluctance to 
advertise more in an effort to make others aware for fear their 
service yould be swamped as a result. - Other reasons for 
answering . "no" were:. present heavy caseloads meant they could' 
not spend enough time with each client so that  the service 	• 
provided was limited.and fragmentary; the high number of personal 
bankruptcies; they were trying -  to cover too much territory; and , 
the fact that there were too few resources to devote to money 

. management education, etc., -- the preventive side. 

29 
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SUMMARY 

The purpose here was to get an idea of the accessibility 
of credit counselling services, whe services are offered to 
clients and the demand that exists for these services. 

Agency services are generally quite accessible. Half the 
organizations offer extended hours and about 9, out of 10 said 
their services were available - to ail. Also, in those cases where 
there was a charge (e.g., a filing fee for O.P.D. or bankruptcy) 
most said the fee could be waived. 'Only two private, profit-
making counselling services charge all clients a fee. The 
availability of credit counselling is known, at least among other 
service organizations, since the most common way in which clients 

-léarn of it is through referrals, especially from social service 
agencies. Many thought that advertising-was also effective but 
feared that such advertising would'result in too great a demand. 

' Categorizing the types of services offered presented a 
problem due to differences in terminology and meantng among 

' agencies. ,However, four broad functions were distinguished for 
'present purposes: credit counselling and guidance, mediation 
with creditors, orderly payment of debt schemes, and money 
management education. 

Credit counselling, ranging from a general review of the 
client's situation to the working out of an in-dePth budget and - 
Other guidance but not inVolving negotlation with creditors, was 
offered by about  80% f  the agencies. About half of these also 
provide guidance by filllng out O.P.D. and bankruptcy application 
forms and.providing referrals where appropriate (in some-cases 
actually accompanying the client). AlsO, about-one quarter, 
mostly social service agencies, mentioned "family counselling" 
wherein the client's .  financial difficulties are dealt with in 
terms of a broader context of family functioning and problems. 

About one half (probably more in.fact) of the agencies 
said they offered mediation; that is, intervention with creditors 

• o help re-establish communication  and:negotiate problems or-
repayment terms which the client  then - pursues himself. Also, 
about one sixth of agencies (notnecessarily the same ones doing 
general mediation) mentioned taking on an "advocacy" role--taking 
the debtor's side in questioning the legality of debtà, .credit 
terms or collection tactics, etc. 'Agencies taking on this role .- 
tend to be legal aid and community service organizations rather 
than governmental or other. large-scale agencies. 

The working out and administration of various types of 
orderly payment of debt schemes (legally imposed or voluntary) 
was mentioned as a service by half the agencies.' This function 
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of collecting money from the debtor for (prorated) diàbursement 
to creditors is dominated by'government dèpartments responsible 
for Part X of. the  Bankruptcy Act and  other speCialized credit 
counselling agencies. An extreme form of this function iS what 

- might be called "surrogate financial management". wherein the 
agency not only makes payments to creditors on his behalf but 
also more or less takes-over the total finances Of the client 
(including paying for rent, food, etc.) for a period of tlme. 
This type of service was mentioned by about 15 - agençies, mostly 
by certain social service organizations for a small number of 
their welfare and other low-income' clients who seem unable to 
handle their own finances at the time. 

A good majority,' perhaps three quarters of all agencies, 
sdme sort of follow-up with clients. The usual motivation, 

however; is to ensure that financial obligations are being met 
(e.g., O.P.D. or consolidation loan payments). Only about a 
quarter of follow-ups might be Called "client centred" (i.e., not 
involving payments),- an approach dominated by social service 	. 
agencies whose interests are more likely to be with.broader 
family problems. Many agencies noted that they would like to do 
more in terms of follow-Ups but that it was time-Consuming work 
and they could not spare the resources. 	- 

- 	Regarding the preventive function, a majority (perhaps 
75) said they provide speakers to schools and other groups in the 
community although the frequency of doing.so  varied considerably. 
.Often these speaking engagements are only 'loosely structured, 
with the speaker perhaps outlining the work of his 'agency then 
taking his cues from audience interests and questions. Only 
about a dozen agencies provide more formal money management 
"courses" - lasting two or more sessions.(typically 5 or 6). In a 
few cases this is a co-operative  effort, • such as between a credit 
union and some other agency. Response to courses is generally 
quite good. 

For a couple of reàsons it was not feasible to derive 
demand figures - the number of people using various types of 
service acroSs the country. 3  However, .from a review of 
statistics regarding Ontario's Credit Counselling  Service and 
British Columbia's Debtor Assistance Division, it appears that 
many (perhaps even tens of) thousands of people now receive- ' 
Intensive help. That is, the great majority of those coming to 
specialized  services end .up on some sort of agency administered 
orderly payment of debt scheme. . It is presumably a time 
consuming task to set up each one. As a further indication o..E 
deffiand, the great majority of responding agencies felt that 
existing services are Inadequate. . Reasons for this assessment 
varied but the most common cOmplaint was that only a portion of 
those requiring help are now receiving it (many dsed.the tip of 
the iceberg analogy). 
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On the other hand,"while they would" like to help-these people 
through greater advertising to make them aware  of the service, 
many feared they would be swamped as â result. Other complaints 
were that caseloads were too heavy so that not enough time could 
be devoted to each client and that too few or no resources were 

.available for preventive work regarding money management 
education. 
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SECTION 6 

CLIENT PROFILE  

In order to get an idea of the types of people using 
credit counselling services, respondents were asked to provide 
rough estimates of the distribution- of their clientele along 
certain demographic characteristics: family income, age of 
client, family composition and labour force status. In some 

'cases, these estimates were later updated using statistics 
forwarded by the agency. 

Most often the agency would give percentage proportion 
estimates (e.g., 40% of clientele had incomes in the $8,000 to 
$15,000 category). The tables here show the average of all 
responses  in a given category. While this technique was 
considered suitable for present purposes it Ignores the fact that 
one agency's estimates may be based on a clientele of 100 and 
another's on a clientele of 500 or 1,000. In short, the figures 
represent averages per agency and not of all clientele. Also, 
while most agencies gave percentage distributions, some answered 
in terms like "a majority", "most", or "a few". Provision was 
made for this type ,of response in the tables. 

Finally, since only the averages are given there is no 
indication of the amount of variation among agencies. In some 
cases  •this was considerable, usually . reflecting the location or 
specialized nature of the agency itself (e.g., a few who cater 
mostly toyelfare or other low-income persons). Al,so, as might 
be expected there Was .some variation in the averages 
(particularly income) between certain provinces, such as Alberta 
versus some less welloff provinces. 

a) 	Family income 	 . . 

Table 5 shows the average distribution of respondents' 
replies when asked the Percentage of clientele with familY 
incomes in each of four categories. 	 _ 
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N = 17 

.TABLE 5 

AVERAGE AGENCY ESTIMATES OF CLIENTELE'S  
FAMI-LY INCOME DISTRIBUTION 

•• 

NO. OF  OF  
AGENCIES 

• 
N = 91 

.UNDER $8,000  

52%  

$8,000 to 
$15,000 

-`40% -  

$15,001 to 
—T2-57FTF'-  

more than- 
.$25,000  

2% 

7 said "a 
majority" 

2 said "most" 

2 Said 
"average is 
$6,000" 

1 said 
"6,000 or less" 

5 said "a 
majority" 

1 said, 
"average is 
$8,640" 

TOTAL = 108 

On average the 91 respondents providing percentage 
breakdowns felt that fully -  90% of their clientele have family 
incomes at or below $15,000 (versus 55% of all family units  in  
Canada in 1976 according to Statistics Canada cat. #13-206, 
p.11),Han impression reinforced by the 17 who gave descriptive 
answers. ,In 1976 the low-income cut-offs determined by 
Statistics Canada for a family of four ranged from $6,584 to ' 
$9,054, depending on size of area of residence (cat. #13-203, 
p.6). A good 'proportion, but less than half, of credit 
counselling clientele were thought to have incomes at or below 
this level. The largest group, however, could probably best be 
characterized as those having "lower middle" incomes. A smal l . 

 proportion have incômes above that level. For an interpretation . 
of these Findings in terms of the levels of living that,can be 
associated with various income caterogies, see Rainwater,  L.  (8, 
,especially chapter 5). 
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NO. OF 
AGENCIES  

-N = 68 

25 td 40 

51% 

UNDER 25 

29% 

over 40 

20% 

. n,:e.de s•-•.,'n :, 	• 'c...1U1.:-,tti:U.1.-';',St Jerar.V.SaiSig..'-'3=SEee.111Waâ.-..,061.-4acesà-uareze..•-taktastomemffleimetrigane,  

b) Age of clientele  

.Table 6 shows the average distribution of respondent 
estimates of their clieriteles age according  to  three groupingS 
provided: under 25, 25 to 40, and over 40. . 

TABLE 6  

AVERAGE AGENCY ESTIMATES  OF CLIENTELE'S AGE DISTRIBUTION  

_AGE 

N = 31 Ii  said - a 
majority"  

iz said !'ca 
majority" - 

6 said "average - 
age is 28-35" 
(28, 30,'32, 33, , 
34, 35) 

1 said "majority 
are ùnder 40" -- 

I said ."a majority are 18-30" • 

TOTAL = 99 

The data here indicate that on average the respondentS 
feel at least half (and possibly a . higher proportion when the 31 
giving descriptive -  replies are taken into account) their 
clientele are in the 25 to 40 age group. A significant minority 
are under age 25 while only relatively few (less than 20%, 
perhaps only . 10%) are over 40 years of age. These findings can 
probably best be interpreted in light of the data below on family 
composition. 

c )  E.2M11Y....2225.1EaPi_1.112 
Respondents also estimated the distribution of their-

clientele in terms of four  categories  of  family  composition  
(single, couples only, couples with children, and single 
parents). The results are shown in Table 7, 	• 
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2 said 
"some" 

21 said "a 
majority" 
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TABLE 7 

,AVERAGE AGENCY ESTIMATES OF CLIENTELE'S FAMILY  COMPOSITION 

FAMILY COMPOSITION 

NO. OF 
AGENCIES SINGLE 

COUPLES WITHOUT 
CHILDnN -  

COUPLES  WITH 
CHILDREN 

SINGLE  
'PARENTS 

N = 28 I said 
"some" 

I said "a few" 	2 said "a vast 
majority" 

1 said "a 
majority" 

3 said "three 
• children on 
average" 

I said "some" 

TOTAL :---- 93 

The table clearly indicates that responding agencies 
*estimate more than half (possibly three quarters including 
descriptive replies) their clientelé consist of families.with one 
or more children.' Another significant group is single parent 
families while those without children, whether singles or 
couples, show up relatively infrequently. These fundings are 
broadly consistent with those of Table 6 in that there is 
probably a great deal of overlap between those family units where 
children are present and the age of the  head being relatively 
young--say 35 years of agè or less. Thus, while unattached 
persons and couples without children make up part of the 
clientele, the great majority of agency caseloads, on average, 
are couples in early to *middle stages of the family life cycle 
with one or more dependent. children. 

d) Labour force status 

The question concerning employment asked respondents to 
estimate the percentage of clients who were employed, unemployed, 
or not in the labour force. A reView of the answers indicated 
that most respondents distinguiShed between the "employed" versus 
the "not employed". In addition, some provided a further 	• 
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breakdown, however rough, ôf the "not employed" cateery in terms 
of seasonal workers and those between jobs (i.e., the temporarily 
unemployed) versus those not in the labour force. Others, 
however, were unable to do this. 

For presen .t purposes, the answers were divided into two 
general categories, employed and not employed,, as shown in Table 
8. The percentage figures in Ùl e  table, however, are somewhat 
misleading. That is, about half of the 40% in the not employed 
category are likely only temporarily unemployed (seasonal 
workers, those on unemployment) versus people who are not in the 
labour force. Also, of those giving descriptive replies 

=-25), most indicated that the majority of their clientele are 
in the work force. In short, the estimated percentage of credit 
counselling service clientele who are working or only temporarily 
not working is higher than the 60% indicated in the table and may 
well be as high as 80% or more. • 

TABLE 8 

AVERAGE AGENCY ESTIMATES OF CLIENTELE'S LABOUR FORCE .STATUS 

EMPLOYMENT  STATUS 
NO. OF 

AGENCIES 

' I '  

EMPLOYED  

60% 

12 said h a majorit 

1 Said "a few" 

NOT . EMPLOY. ED 

40% 

6 said "most or a 
majority seasonally 
employed" 

1 said'umany season-
. ally employed" 

4 said "some season-
ally•employed" 

4 said "a majority 
unemployed" 

3 said "most not . in  
labour force (social 
assistance) 

TOTAL = 99 
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As with a couple of other questions, a fair amount of 
variation in the replies was:due to the type or location  of the 
agenCy. In particular, those agencies- - in areas where- fishing and 
logging are important sources of employment (especially certain 
parts of British Columbia and the Atlantic Provinces) more often 
made note of seasonal employment and the few agencies who deal 
mostly with social assistance cases noted this fact. Also, 
several agency representatives in Ontario,noted that their 
services were generally only av.ailable to the -employed'. 

SUMMARY 

From estimates provided by the agencies, a fairly clear 
-and consistent picture emerges of their clientele. Thus,-perhapÉ 
as many as '80% of them are working or only temporarily 
unemployed - due to the seasonal nature of their work or other 
reasons (e.g., lay-offs). Their incomes, however, are generally 
lower than average. Thus, while about 55% of all family units in 
Canada have incomes. below $15,000, agency etimates were that some 
90% of their clientel e .  have incomes at or below this level. A 
good proportion of these, but less than half, were thought to 
have incomes at or below the Statistics Canada low-income cut-off 
lines. The largest group, however, could probably best be 
'characterized as those having "lower middle" incomes. A small 
proportion have incomes above that level. 

The estimates also indicate that more than half the 
clientele were in the 25-40 (actually 35  or so) agè group, with a 
significant minority under 25 but only a few (perhaps 10%) over 
40 years of age. Furthermore, the agencies thought more than 
half,›probably three-quarters, of their clientele were families 
with one or more children. This included a significant number of 
single parent families. 

Combining this information, the picture of the. "typical" 
credit counselling serviccr client would be that of: couples (and 
single parents) who are in the early . to .middle stage of the 
family life cycle with one or more young children; with a family 
head who works either full-time or part-year due to seasonal 
employment, or is "between jobs"; but where the family income is 
inadequate or only just adequate in relation to their needs. 	• 
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SECTION 7 . - 

OTHER COMMENTS 

Some parts of the questionnaire called upon the 
respondents to offer their own views on certain facets of credit 
counselling. One of these çonebrnéd thelr comments on 
advertising; the second asked about the adequacy  of services in 
their area; and the third, the final interview question, asked 
whether they had any'other Comments on additional aspects of 
credit counselling and money management, such as its impact on 
the  community, changes needed, etc. - 

Answers to.  the first and seéond questions have - already 
been presented under "Service Delivery". Thus, although 
advertising ranked behind referrals and mord of mouth as a way in 
which clients learn of the service, many felt that advertising 
was or could be quite effective. In this-respect rt was noted - 
that they would like tci'do more'advertising but many feared (some, 
from experience) that to do so would result in such a great 
demand that their service would be swamped., The agency would not 
be able to cope with the reSulting increase in caseload  if more 
people:mere made aware through advertising of -help available. 

Regarding the adequacy of credit counselling services in . 
their area, about 75% of all resPonding agencies said that 
services were not adequate. The main reason given for saying 
this was the belief that there was .a large number of people who 
required the service who were not.being reached, sometimes 
expressed as "we're only seeing the tip of the iceberg".  Other 
reasons were that present heavy caseloads meant they could not 
spend enough time with each client and therefore were providing a 
limited, fragmentary service ,  or the fact that there were too 
few resources to devote to- money management education, etc.--the 
preventive sjde. Even among those who answered "yes" to the 

. adequacy question, several qualified this by saying that although 
they could handle the present caseload or immediate area, they . 
felt there was a large number of others who could use such help. 

The final questionnaire item asked for additional - . 
comments and suggestions. It was an open7ended question and 
produced a variety of replies. Somè made no commènts or only one 
while àthers made tWo or more. A categorization'of the types of 
comments recorded and the frequency - of each - are shown in Table 9. 
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, ' TABLE 9 

TYPE AND DISTRIBUTION OF AGENCY COMMENTS AND SUGGESTIONS 

•  TYPE OF COMMENT OR SUGGESTION 

Need for more money management•education 
— 

Need for more staff and/or money for 
. credit counselling 	 43. 

Need for more advertising to promote 
awaï- eness/use of credit counselling 	 18 

Need for tighter controls on credit granting 	 22 

Need for greater  coordination  among various 
agencies in the community 	 . 	13 

.0ther: general comments and suggestions 
regarding credit counselling (e.g., funding 
patterns, service) 

A majority of those calling  for more work on the 
preventive side (money management education) were fairly specific 
in saying it should be done in the schools at the primary and/or 
secondary level. A Much smaller number made specific reference 
to adults or to groups in the community other than school 
classes. 

Relatively large numbers mentioned the need for more 
staff and/or money in order to provide credit counselling for 
those already in difficulty (43 Mentions.including 4 who - 
specified a need to serve outlying areas) and the need for more' 
advertising to promote awareness/use of existing services (18 
mentions). This is not surprising in view of the findings 
'presented earlier about agency views on the adequacy of services 
and the usefulness of advertising. -.In fact, a common theme 
emerging from these first three types of comments is that much 
needs to be done. Some emphasize the remedial (serving more 
people in difficulty or devoting more time to eadh), others the 
preventive. 41 both cases, but especially on the remedial side, 
the respondents feel more.resources in  •terms.of staff, money, 
teaching aids, etc. are required to do the job more adequately. 

Another type of comment noted fairly often (22 mentions) 
was that tighter credit granting procedures are needed. Several 
singled out finance companies as being "too generous" in their 
lending practices although other lenders were also mentioned by 
some.. Comments calling for greater coordination among various 

NUMBÉR OF MENTIONS  

27 
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agencies in the community also come up(13 mentions). This 
.included some Who specif-ically mentioned fhe importance of having 
the co-operation of credit grantorÈ if'a successfial sêrvice was 
to be provided. 

The final category includes a number of diverse comments 
and suggestions. About half (14 mentions) of these focussed on 
orderly payment of debt arrangements and bankruptcy. Some 
comments (5 mentions) expressed...satisfaction w-ith the way O.P.D. 
operates; two other respondents.(located in the two provinces 
where no 0.P.D.-type scheme exists) wished that such a service 
would be established. Two or three others, however, 'were 
concerned that  in. some areas people who are in financial trouble 
but do not qualify for 0.P.D.-type help have nowhere else to - 

-turn.-  Concerning bankruptcy, some (4 mentioned) said the . 
strictly administrative approach now characteristic of Bankruptcy 
Branch offices was inadequate in that many of their clients 
require rehabilitation counselling as well but are not receiving 

. it. These respondents felt . Bankruptcy Branch should provide such 
'counselling. 

Five . comments concerned funding. Two were by respondents 
in Ontario who, although glad of government support, felt the 
requirement that the agency raise its 40% share of costs before 
receiving the government's 60% share imposed hardship on them.. 
The other three comments concerned the role of various agencies 
(one said social service agencies should do credit counselling, 
another said they should not, the third-felt credit grantors 
should not be involved in funding such services). .0ther comments 
noted such things as: the importance of a co-operative 
relationship with credit grantors if the service is  to be 
successful, the need for better follow-up, the need to have high 
calibre counsellors for a successful service, cOmments about 
greater efficiency through computerization and the need for 
different philosophical approaches to the whole consumer credit 
and credit counselling field. 
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SECTION 8  

CONCLUSIONS 

The - survey results indicate that in recent years muCh • 
greater attention has been devoted to .alleViattng indebtedness 
problems associated. with the cdnsurffer credit  explosion in  Canada -. 
Thus, of 126 agencies covered by . the survey, some 50 date back 
only to 1974 or later and the median start-up year for all 
services  was 1973. Despite this finding, however, and even 
allowing for the methodologi'cal and other limitations of the 
survey, the overall results lead to the general conclusion that 

-Several  issues regarding both  the availabigity -and adequacY of  
Fa7aTt/debt counsefTTri ces demand.attention.-  The reasons 
for this .conclusion  and  some tentative suggestions for further 
work to determine facts and investigate ,problems are outlined 
below. It is recognized that not all conclusions and 
recoMmendations apply equally to.all areas'of the country. 
Rather, .the hope is that thought will be given to those points 

. which m'ight merit.furthèr consideration in different cases. 

1. -The first reason is that remed -ial  counselling services  are 
not readily accessible in •some geograPhic areas.  The most 

. obvious case Is the whole province of - Newfoundland, which has not 
proclaimed Part X (0.P.D:Tof the.Bankriiptcy Act nor'made other 

. arrangements for the provision and/or funding of debt counselling 
services. Thus, apart from some part-time counselling performed 
by two  Consumer and Corporate Affairs Canada employees (one of 
these . positions became vacant shortly after  the  survey) the only 
recognizeà credit CounSelling service was that provided by a 
private, profit-making agency charging,  a fee to users. It is 

• true that New Brunswick and Ontario have not proclaimed Part X 
(or a legal equivalent in the case of Quebec) either. HoWever r, 
in New Brunswick provision,..for at least some level of service to 
the most .urbanized centres has been made through general 
provincial government funding to certain social service agencies 
("Family Enrichment  Centres"). And in Ontario, service is 
Provided indirectly . by the government' through partial funding „ 
(60%) of 29 Credit Counselllng Services throughout the province • 
which are empowered to work out orderly payment of debt plans. 

Lack of access to service in the geographic sense is also 
a problem within certain provinces. This is most true of rural 
areas but also for many small to mid-size, population centres in 
some proinces. Thus, in the eastern half of the country, 
Newfoundland has only one agency in St. .John's and a part-time' 
informal service in Corner Brook. In Prince Edward Island the 
identified agencies were all located in Charlottetown, and in New 
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Brunswick the lack.of service to ruràl areas and smaller centres 
was a frequent comment. _Other geographic areas tliought td-be 
lacking adequate service ineluded the northern portions of 
British Columbia and many of the widely scattered communities in 
Alberta. The data were quite spotty In Quebec but..it is known 	- 
that at least the ."dépôts volontaires" service is available in 
most centres through the local office of the-Court.Clerk: In 
Ontario, the Credit Counselling  Service  claims to be serving some 
89% of the population through its member.agencies, and in - 
Manitoba and Nova Scotia servicwas said - to be available through. 
local or part-time offices of one or another departffient of the 
provincial government. 	 - 

RECOMMENDATIONS 

1) Further research should be done to document or disprove the 
extent •and seriousness of the lack of access to debt 
counselling in rural areas and certain small to mid-size. 
population centres. The research design to test this 
notion might involve a survey of household finances in such 
areas'where services are not available compared to those' 

•where they are. As an alternative or in addition to  • his . 
approach, the research could be based on a survey of the - 

.addresses of credit counselling agencies'clients. 

il) If research supports the notion that residents of such 
areas seriously lack access to debt counsellrng and need - 
such service, the efficacy of various means' of providing 
service (e.g., extension services, part-time government . 
offices, mobiles) should be investigated. 

• • 	 • 
2. The second reason for saYing credit counSelling services are 
generally inadequate is that:the demand for_remedial serviCe is  
not bein5 met.  This asseSsment is based essentially on two 
findings. The first Is that some respondents  said  their 
caseloads ,  were too heaVy and that they could therefore:provide 
only limited or fragmented service to- each client 'rather than 
allowing the amount of time they should.. The second is the • 
argument Presented by many (perhaps a majority of) ,respondents 
that although they were presently coping they feltthey were 
serving only a portion of those actually in need -Of debt 
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counselling, or "only seeing the top of the iceb erg" as some put 
it. 4  often, this argumènt.was baced ..qp by saying th-at 
although they would like to advertise in order to reach more 
people in need, they feared (some from experience) that the 
resulting increase in demand would swamp their service. This 
view can be opposed to a few other respondents who argued that 
because their service covered a given area and because they were 
able to cope with the caseload the demand for service was being 
met. 	 • 	_. 

RECOMMENDATIONS 

i) Research should be done to determine the relationship 
- between credit counselling service resources and demand.for 
— service in various areas. One approach would be through a 
comparison of Statistics Canada's survey of consumer finance 
data for a given area and the files of agencies serving the 
same geographic area. Another approach could•take the form 
of experiments based on respondents' assertious that 
advertising would swamp the service (versus those who felt 
the demand was being met well). .Selected agencies could be 
encouraged to mount major advertising campaigns. The 
resulting change..in demand, if any, could then be measured. 
Back-up resources (e.g., extra counsellors) would be 
available if the demand increases. The necessary funds 
and/or other resources should be underwritten by government, 
the most suitable arrangement perhaps being through cost 
sharing between the federal government (Consumer and 
Corporate Affairs)  and  various provincial governments. 

ii) The Potential for increasing the.operating efficiency:of • 
credit counselling agencies should be explored. For 
instance, :a study of the advantages and drawbacks of 
Computerizat'ion might be undertaken, comparing agencies that 

• at present do/do not,.now use computers. 

3. The third respect-in which credit counselling services are 
inadequate is that the range of remedial services  available is  
too limited.  This assessment is based partly on the large 
proportion of agency clientele that require some type of orderly 
payment of debts prograd. This indicates that many clients are 
seeking or receiving help only when their financial prOblems are 
quite serious. Furthermore, there iS evidence that at least in 
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some areas there are specific criteria which must be met (e.g., 
levels and types of debt, income) in order to be eligible for 
help through O.P.D. type schemes. Mhere the criteria are not 
met little or no assistance may be available even though the 
debtor's problems are fairly serious. 

Another respect in which the range  (or perhaps the 
orientation) of remedial services is too limited is that few of 
the services are what might be called "client centred". For 
instance, only a minority of the agencies claim to be doing 
client advocacy in the sense of questioning the legitimacy of 
various debts or checking into the integrity of credit grantor 
lending and collection practices. Also, only some agencies 
(perhaps too few) view clients' - debt problems in the context of 
broader family problems and functioning and, only a few do 
follow-ups beyond making sure only that repayment terms are being 
met. 

RECOMMENDATIONS 

i) Research should be done to determine whether eligibility 
for orderly payment of debt and other'counselling is too 
restricted in any area. The research would include a com-
parative review  of the  eligibility criteria themselves. It 

• would also include a review of the number of potential 
clients turned down- because they do not meet the criteria 
and what happens to these "turndowns". 

ii) To find out if more advocacy  on  behalf of clients is' 
necessary, a sample of files from various agencies should 
be reviewed bY legal experts. The purpose would be : to-see 
whether and to what extent consumer protection laws or 
"proper" lending ethics are being bent or broken in the 
granting of credit Or attempts to collect. 

iii) . Follow-up interviews should be conducted with a sample of 
persons who dealt with credit counselling agencies to 
assess how well the families are functioning--financially -
and otherwise--and to get their opinions on their dealings 
with the agency. -This information could be used to 
determine the need for follow-ups in general and as a 
source of ideas for ways in which service delivery should 
be altered.* Surveys conducted by Wispinski and Fenniak,(9) 
and Cousineau (5) produced some interesting findings in 

- 	this respect. 
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iv) In light of other changes in service delivery that'may be 
desirable, a review of the qualifications of credit 
counsellors should be done to determine if changes are 
warranted. For instance, it may be that more emphasis 
should be put on training in the helping professions and 
less on experience in the credit granting industry. As 
well, thought should be given to developing training 
programs for counsellors in all areas. The qualifications 
for counsellors being developed in Ontario and Nova Scotia 
and the training  program offered in British Columbia would 
provide Starting points for the review. 

4. A fourth respect in which present credit counselling services 
appear to be inadequate is«that too little attention is devoted  
to money management education--the preventive side of credit . 
counselling. Although many agencies were involved in giving 	- 
speeches of an llour or so'duration tu schools (and to a lesser 
extent other groups in the community), .little information is 
available on the effectiveness of these speeches. Furthermore, 
it appears that very little'is being done in the provision of 
money management courses, either in the schools or as part of 

- adult education. 

RECOMMENDATIONS  

Efforts should be made to develop one or more money 
management education "kits" for wide distribution. An 
institution specializing in adult education would• be 
appropriate. Especially since some.:of the characteristics 
of those who are most often the clients of counselling 
services are known (e.g., young families with children 
whose income is below  average)  it should be.pOssible to 
develop "kits" and techniques geared to these and other 
groups. A review . of the effectiveness Of existing 
materials and the manner in which the information is 
presented would be a good starting point. 

'ii) Perhaps even mdre , than amdng the school age- population, 
emphasis should be placed on providing greater access to 
money  management courses  among adult groups in the 
community at large. 	.A variety of institutions could be 
involved in this work. .The encouraging response to courses 
offered or sponsored by certain credit unions and the 
efforts of one of the chartered banks in developing 
materials and experimental programs«provide good examples 
of the potential. Controlled experiments (in terms of 
measuring course effectiveness) cdeuld be undertaken. 

i ) 
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III) The various provincial governments,. with input from other 
. interested parties, should work toward the inclusion of' 
money management education as'a regular part of the school 
cùrriculum In certain grades. Again, effectiveness 
measures should be built into- such programs. 

5. Apart from particular issues noted above, there appears to be 
à general lack of coordination  among credit counselling agencies 
from one area to another. This means that opportunities to share 
experiences and ideas are being lost. The chances of gaps in 
service or duplication of effort are therefore increased. The 
implications of proposed changes in the Bankruptcy Act (Part III) 
ma'  be a case in point. Possibly much could-be.gained by.drawing 
-together those with an Interest in the field so that planning and 
service delivery will be more effective. -  

RECOMMENDATIONS 

i) In all provinces (or regions) a meeting of panies with an 
interest in credit counselling..-services, both - remedial and 
Preventive, should be convened. The purposes of these 
meetings would be to discus's Problems and -establish 
research and program prioritieS. The studY of debt 'r 
counselling and debt repayment recently established by the 
four' Atlantic Ministers of Consumer  Affairs is a case. in',  

point. 

: il) The_new BankruptCy Bill provides for "express,delegation to 
the provinces of the - administrationof consumer 
arrangements and bankruptcies to maximize.thè Use of local 
counselling  services". The effect's-of thia.proposal in 
each province shOuld be carefully - reviewed In ..light of the 

. 	findings of the present survey.'.. 

iii) The federal governmedt through the Department of Consumer 
and Corporate Affairs should  serve-in a coordinating role 
as well  as  offering financial and other resourCeS for • 

• • experiments and programs on-a selective basis. 
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FOOTNOTES 
e- • 

- 1. In this respect it is worth noting a project - undertaken by 
the Co-operative Credit Society of Manitoba, a central 
organization serving 169 credit unions and 94 co-operatives 
in Manitoba. Though not included in the survey itself and 
though the Society was not çognizant of financial- counselling 
activities of its member unions, it noted that in conjunction 
with its Ontario and Saskatchewan counterparts it had funded 
the production of a film and instructor's manual entitled 
"Credit and the Consumer" (1976). Sixty of these packages 
were then sold to member unions in Manitoba. 

2. The program, which employed approximately 38 university 
students to provide "Money Habits Workshops"  in  different 

. cities during the summer of 1977, was sponsored by the Royal 
Bank of Canada under its Sùmmer Employment Program for 
University Students (SEPUS-Part II). A final report was 
issued in October, 1977 by the Social Policy Action Group 

.(Mr. A. Levin), the Royal Bank of Canada, Head Office, 
Montreal, Quebec. . 

3. In a 1972  Report on Personal Bankruptcy by the Canadian 
Consumer Council, certain assumptions were made in order to 
derive figures on the costs -of insolvency (Appendix B) Versus 
the costs of debt counselling (Appendix C). The latter were 
calculated; first, for only individuals estimated as 
potential Part X or bankruptcy cases; and, second for a more 
,universal scheme of counselling across the country.  A 
general conclusion was that in both cases extra expenditures 
•for counselling would likely be.well justified in- 
cost/benefit terms because of .-reductions in insolvenciès. 

• 4. Statistics Canada data prpvide at least indirect support for 
thiS argument. A generally recognized rule of thumb is that 

• those familles'whose consumer debt (excluding mortgage loans) 
represents 20% or more of their gross income are a "high 
risk" group in terms of their likelihood of experiencing debt 
problems. Statistics Canada data for 1970 (currently the 
most recent year for which relevant. figures are available) 
show that 18.3% (or some 1.2 million) family units, had 
consumer debt ratios of this magnitude. (Statistics Canada 
catalogue 13-547, Tables 60, 66). This estimate is for 
varfous reasons probably quite -conservative. 
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APPENDIX "An  

Introductory Paragraph for Telephone Interviews 

Ask for Director: 

Hello. My name is and I'm from the 
Department of Consumer and Corporate ArTairs in Ottawa. 

We are doing a survey of money management and debt 
counselling facilities across the Country. This survey is being 
conducted because there is very little information available on 
whether such programs are offered in most communities- and the 
resùlts of the survey will be very useful for future projects. 

• 
We would like to know if-your organization is involved in 

any way in such programs? 	• 

- if yes; Then would you mind answering some questions 
concerning your organization? 

- if  no; 	po you know of any other Money management or ctedit 
counselling agencies serving in your area (Fill'in question #7 
of questionnaire).. 

Thank you very much for your time_and cooperation. 
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QUESTIONNAIRE  

1. Full Name of the organization:, 

2. Address: 
Ci.ty 	Province Street 

_ 

3. Approximate population served: (#) 

4. • Area served: 

5. Name of agency director: 

6. Do you know of any other organization involved'in credit 
counselling or money management in your area? Yes . 	. 
No 

7. If yes, please give the name of the agency and its address: 

Now talking about your organization: 

8. What type of organization is this? 

voluntary 
government: federal - provincial 
municipal - régional 
social.serviCe 
credit bureau 
legal aid 
adult education 
Caisse populaire 
other 

9. a) .  Who does  the pOlicy making fort.hese fihàncial services? 

• 	
. 	. 

	

board of directors 	 • 

adVisory committee 
- other 
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business hours 
other 

Certain days 

b) What is the composition of this board or,committee 

	  representaéives ofisoc4a1 service'grobps # 
	  representatives of church groups 

government  officias:  identify levels: 

10: a) Year credit counseïling/money management service was 
established? 

b) Why was it set up? 
Reasons: 

11. Where is thiS organization located? 

offici. building 
gove -2nment office 
community centre 
stnrefront 
ee.ucational institute 
place of worship 
.Dther 

12. What . hours an you open? 

••nn •••n•••• 

13. a) What  i the total operating budget for the organization 
for th? fiscal yeàr from 	 to 	.? $ 

10.741.•••n ••••••••••nn ••n • 
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b) What % or ($ amount) is spent on financial services or 
. 	programs?. 	 . 

	 programs: 

14. What are your major sources - of current income for financing 
the debt counselling and money management services? 

15. Please give income from each of the above sources listed: 

PrCm.Public Funds  

1. Federal 
2. Provincial 
3. Municipal 
4.. Regional 

Sub-total:- 

From Private Funds and Other 

1. 

2. 

3. 

4. 

Sub-total:- 

Total funds for all sources 

AMOUNT 

$- 
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ThX  

16. I'd like to ask you now about the number of people involv0 
in providing the fin.ancià1 services:- 

a) What is the number of paid staff? 
full-tim e . 	 
part-time 

b) What is the number  of  volunteer staff? 
	 full-time 	 

: 	part-time 

What are your minimum requirements for being a - 
counsellor? (give details about education, training, 
experience, personality, etc.) 

17. Do you have any training before assignment for your: 

a) counsellors:- 

b) volunteers:- 

18. Turning now to the financial counselling aspects of your 
• service - Can you describe the financial services you 

provide? And why? 
• 
ex. (debt/credit counselling, surrogate financial  manage-

ment, rehabilitalion of the bankrupt, advocacy, family 
counselling, legal aid,  speakers  to schools and 
community, briefs for government, money management 
education). 

yes 
no 

yes 
no 
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somewhat successful 
not very successful 

very successful 
successful 

5 
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-. How many times a year is the course given? . , 

- What is the average Class  si te?  

- What is the average course length?' 

- What does the course cover? 

income and occupation (lifestyle - standard 
of living) .  
expenditure and budgeting 
'credit/borrowing 
saving 
use of bank 
other: 	 Insurance 	• 	Pensions 

Taxes 	 • 	Investments 

- What type of.teaching aids are used? (Circle them) 

	  slides, films, film  strips, ovjrhead 
projector 

	  cassettes/records,.posters, games 
• hàndouts, worksheets, textbooks 
case studies, guest lecturers 
field trips. 

- Which are the Most helpful? Any .  Comments on. aids? 

- What is your opinion on the success of this course?, 

- How could you assess this course? 
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19. a) Do you charge any fee for th'ese financial services? 
yes. . 	. 

a• 

no 

b) If yes, indicate for what services at what rates:- 

C) Who pays the fee? 

.............1n •n •••••••••••n• nn ••nn•nnnnn •n ••nn •••••nn 

debtor 
creditor 
social agency 
government agency 
other 

20. Are these services available to the general public? 

Yes 
No, then specify: 

21. How do people find out about these services? 

referrals 
word of mouth 
promotion 

press releases 
co-op promotion: 



* 

.* 7 

•••n•n•nnnnn 11.... 

Any comments on advertising? 

a 

22. In dealing with these financial matters with your clients, 
do you use the outside serv.i.ces-of ?:- 

voluntary/paid 	consultation/referral  
social workers 
lawyers 
bankruptcy trustee 
-finantial experts 
educaters 
consumer agency 
other 

23. How many people used your financial services du?ing the 
latest fiscal period from 	 to 	 197 ? 

24. Have you done any profiles  of  your clientele? 
Yes 	please send results or the study to Ottawa 

Consumer and Corporate Affairs Canada 
Place du Portage, Phase 1 
68 Victoria Street 
Hull, Quebec 
KlA 0C9 

Attention: Wayne Brighton 
› 	 Consumer Research Branch 

(we will cover costs - send bill) 

No 
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% (or g) 
.% (or #) 
% (or #) 

1. .under 25 	. 
- 	2. 	from 25 - 40 	• 

3. from 40 and older 

% (or.  U.  
-% (or g) 
% (or e) 

1. employed 
2. unemploye d .  
a. not  in labour force 

• 

e• 

25. Please answer if possible, these general quetions concerning 
your clientele.:'- (g_ive a rough estiate) 

a) What is the percentage of your clients with family income 
between:- 

	

1. 	$ 0 - 8,000 	 • 	.. . % (or g) 

	

2. 	$ 8,000 - 15,000 	 . .-- . % (or g) 

	

3. 	$.75,000 and above 	 :. - 	.. % (or #) . 	_.• 	- 

b) 'What percentage of your - clients are in the following age 
groups? 

What percentage of clients fall within the following 
marital status categories? 

1. unattached individuals (singles) : 		• 	%. (or #) 
2. couples only " 	 • % (or #) 
3. couples with children 	 • % (or #) 
4. single parents • • % (or #) 

d) What is the percentage of clients with the foil:owing 
'occuPational status? 

26. a) Is there-any.follow-up done on clients? 	Yes 
Any comments? 

No 

b) Do you have.repeaters? Yes 
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Do you feel that mâney management and/or debt counselling 
services 	your are.a are adequate to meèt existing 
needs? 

Yes 	 No 

27. a) 

b) On what do you base this assessment? 

•••••••••nn, 

c) Any ideas for fulfilling these needs? 

28. Are there any additional aspects of debt counselling:.and/or 
of money management services that you would like to comment 
on? (its success; impact on Community; changes needed) 



a 

• 

APPEND4( "B" 

lgAMES AND,ADDRESSES OF ORGANIZAT'IONS INCLUDED IN SURVEY 

The organizations inteirvieweà and included  in  the survey 
in each province are shown below. They are listed according to 
the alphabetic order of cities and towns within each province. 

BRITISH,COLUMBIA  

Abbotsford 

Natsqui Sumas Abbotsford Community Service 
2420 Montrose Street 
Abbotsford 

Telephone: 859-7681 

Campbell River  

Crisis Line and Family Counselling 
207437 10th Street 
.Campbell River 

Telephone: 287-7743 

Kamloops 

Debtor Assistance Division .  
Department of Consumer Services (prov.) 
'Kamloops 

Telephqne:- 374-5676 

Kelowna 

Kelowna Legal Aid 
Kelowna 

Telephone: 763-8804 

Mission City 

Mission Community Services 
33070 Fifth Avenue 
Mission City 

Telephone: 826-3634' 



BRITISH COLUMBIA  (cont'd) • • 

- 

Nelson  

Consumer Action League 
West Kootenay Branch 
385 Baker Street 
Nelson 

Telephone: 354-4064 

Penticton 

South Okanagan Civil Liberties Society 
Legal_information Office 
S20 Martin Street 
Penticton 

Telephone: .493-0210 

Prince George 
. 	. 

Debtor Assistance Division 
Department of Consumer Services (prov. 
Prince George 

Telephone: 562-9331 

Human Resources Department (prov.) 
Prince George 

Telephone: 563-1751 

•• 

Smithers 
•••••••••••••••••••••n •••••n •••••n •n•••••• 

Smithers Community.Law Centre 
Box 2904, Main  Street' 
Smithers 

Telephone: 847-4448 

Surrey 

Surrey Intersection Society 
10423 King George Highway 
Surrey 

Telephone: -  588-0188 
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BRITISH COLUMBIA (cont'd) 

Terrace 

Terrace Community Services Centre 
46030 Park Avenue 
Terrace 

• Telephone: 635-5135 

• 

Vancouver 

B.C. Central Credit Union (2) 
885 Dunsmere 
Box 2033 
VencoUver 

Telephone: 1. CUPAC 684-8551 
2. Education 684-8551 

B.C. Teachers 'Credit Union 
• Suite 200 

5740 Cambie Street 
Vancouver, 

Telephone: 324-6655 

Consumer and .Corporate Affairs Canada 
Bankruptcy Branch 
P.O. Box 10066, Pacific Centre 
7000 West Georgia Street 
Vancouver 

Telephone: 666-6971 	. 

Debtor Assistance Division 
Department of Consumer Services  (prov.) 
535 Thurlow Street 
Vancouver: 

Telephone: 668-2345 

Downtown CoMmunity Resources Area 
535 Horner Street 
Vancouver 

Telephone: 687-4811 

Family Service Centres of Greater Vancouver 
1616 West 7th Avenue 
Vancouver 

Telephone: 731-4951 

St. James Social Service 
331 Powell Street 
Vancouver 

Telephone: 683-3243 



n • BRITISH  COLUMBIA  (cont'd) 

Vernon 	 • - 
.% 

Vernon and District Volunteer Bureau 
Consumer Services Desk 
Box 733 
Vernon 

Telephone: 545-8381 

Victoria 

Debtor Assistance Division 
Department of Consumer Services (prov.) 
-838 Fort -Street 
Victoria 

Telephone: 387-6831 

Williams Lake 

Legal Information Centre 
147 North 1st Avenue 
Williams Lake 

Telephone: 392-2941 

ALBERTA 

Calgary 
- 

Calgary Family Service Bureau 
120 13th Avenue S.E. 
Calgary 

Telephone: 263-0720 

Family Financial Counselling 
Department of Consumer and Corporate Affairs .(prov.) 
Calgary 

Telephone: 261-6107 

'Edmonton  

Family Financial Counselling 
Department of Consumer and Corporate ,Affairs (prov.) 
10065 Jasper Avenue 	 • 	. . . 	. 
Edmonton 

• • Telephone: 427-5782 
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ALBERTA  (cont'd) 

Family Financial Counseldin.g(Head Office) 
Department of Consumer and Corporate Affairs  (prou.) 

 9915 108th Avenue 
- Edmonton 

Telephone: 427-5210 

Family Service Association of Edmonton 
9919 106th Street 
Edmonton 

Telephone: 424-4161 

Shield Credit 
425 Tegler Street 
-Edmonton 

Telephone: 432-7767 

Fort.Maeurray 

Family Financial Counselling 
Department of Consumer and Corporate Affairs (prov.) 
202 9912A Franklin Avenue 

Telephone: 743-7231 

Lethbridge  

Family Financial Counselling 
Department of Consumer and Corporate Affairs (prov.) 
740-4th Avenue 
Lethbridge 

Telephone: 329-5360 

Peace River 

Family Financial Counselling 
Department of Consumer and Corporaté -  Affairs (prov.) 
Bay  900 
'Peace River 

Telephone: 	624-6214 

Red Deer 

Family Financial Counselling 	• 
Department of Consumer and Corporate Affairs (prov.) 
Red Deer 

Telephone: 343-5241 

e• 
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SASKATCHEWAN 	 ,• 

Prince Albert 

Prince Albert Community Service Bureau 
1521 6th Avenue West 
Prince Albert 

Telephone: 764-5291 

Regina 

Catholic Family Services Society .  
1120 llth Avenue 

-Regina 
Telephone: 52570521 

Department of Social Sciences 
2240 Albert Street 
Operations Branch 
Regina 

Telephone: 565-3641 

Family Services Bureau of Regina 
1744 Cornwall Street 
Regina 

Telephone: 527-6675 

Provincial Mediation Board 
Court House 
Regina 

Telephone: 565-5404 

Welfare Rights Centre 
1855 Broad Street 
Regina- 

Telephone: 527-9080 

Saskatoon 

Catholic Family Services 
'417 Birks Building 
Saskatoon 

Telephone: 244-7773 

Co-op College of Canada 
141 105th.Street West 
Saskatoon 

Telephone: 373-0474 
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SASKATCHEWAN (cont'd) 

Family Service Bureau . 
309 22nd Street West 
Saskatoon 

Telephone: 244-8127 

Saskatoon Credit Union 
309 22nd Street West 
Saskatoon 

Telephone: 652-3910 

Self Help Council 
631 20th Street 
Saskatoon 
— 	Telephone: 242-8869 

MANITOBA 

Winnipeg  

• Bankruptcy Branch 
Consumer and Corporate Affairs Canada 
300-303 MaIn Street 
Winnipeg 

Telephone: 985-3229 

Community Consumer Credit›Counselling Service 
5361- Main Street 
Winnipeg 

Telephone: 944-9704 

• Home Economics Directorate 	 • 
Department of Health and Social Development (prov.) 
2nd Floor, 880 Portage Avenue 	. 
Winnipeg 

• Telephone: 775-8682 

I,egal Aid Manitoba.. 
325 Portage Avenue 
Winnipeg 

Telephone: 947-6501 

Mount Carmel Clinic 
120 Selkirk Avenue 
Winnipeg 

Telephone: 582-2311 . 
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MANITOBA  (cont'd) 

Orderly Payment of Debts-
County Court 
102 Law Courts Building 
Winnipeg 

Telephone: 944-3133 

ONTARIO 

Barrie 

Credit Counselling Service of Simoe-Georgian Bay Region 
Collier Street 

Barrie 	 • 
Telephone: 726-2705 , 

Belleville 

Quinte Information and Assistance Centre 
27 Campbell Street 
Belleville  

Telephone: 962-9281 

Quinte Region Credit Counselling  Service.  
P.O. Box 283 
Belleville 

Telephone: 968-4902 	• 

Brantford 

The  Family Service Bureau 
35 Wellington Street 

 Brantford 
Telephone.: 753-4173 

Cambridge  

The Family Service Bureau 
58 George Street North 
Cambridge 	 • 

Telephone: 62175090 



4. 

Guelph  

9 
• • 

ONTARIO  (cont'd) 

Chatham  
• II. 

Chatham Kent Community and  Family Services 
259 Wellington Street West 
Chatham 

Telephone: 354-6221 

Children's Aid Society 
51 Delhi Street 
P.O. Box 1088 
,2Guelph 

Telephone: 824-2410 

Hamilton 

Catholic Social Services of Hamilton 
82 Stinson Street 
Hamilton 

Telephone: 527-3823 

Consumer Help Office 
414 Barton Street 
Hamilton 

Telephone: 522-1867 

Family Services of Hamilton-Wentworth 
350 King Street East . 
Hamilton 

Telephone: 523-5640 

Kenora 

Consumer Debt Counselling Service 
P.O. Box 2430 
Kenora 

Telephone: 468-5761 

Kingston  

Credit Counselling Service of Kingston 
124 Wellington Street 
Kingston 

Telephone: 542-4911 



1. 

10 

ONTARIO  (cont'd) 

Kitchener  

Catholic Social 
74 Weber Street 
Kitchener 

Telephone: 

London 

Services 
West 

743-6333 

Consumer Debt Counselling Service of London 
200  Queens Avenue 
London 

Telephone: 433-0159 

Miss  issauga  

Peel Family Service 
93 Dundas Street West 
-Mississauga 

Telephone: 270-2250 

New Sudbury 

New Sudbury Community Service Centre 
1749 Lasalle Boulevard 
New  Sudbury 

Telephone: 674-3151 

North Bay 

Family Life Centre 
539 Cassells Street, Suitè 2 
North Bay 

Telephone: 472-6515 

Oakville 

Halton Consumer Credit Counselling Service 
168 Lakeshore Road East 
Oakville 

Telephone:. 845-3811 
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Oshawa 

L ' 

ONTARIO  (cont'd) 

Oshawa Credit Counselling Service 
172 King Street East 
Box 1074 
Oshawa 

Telephone: 579-1951 

Ottawa 

Canadian Forces Base  
Department of National Defence 
-Ottawa - 

Telephone: 995-7924 

Credit Counselling Service of Ottawa 
122 Percy Street 
Ottawa 

Telephone: 235-0304 

Defence Headquarters 
Credit Union 
152 Rideau  Street  
Ottawa 

Telephone: 237-9494 

St. Vincent De Paul Society 
1963 Haig Drive 
Ottawa 	. 

Telephone: 731-3349 

Peterborough  

Credit Counselling Service of Peterborough 
64 Hunter Street West 
Peterborough 

Telephone: 742-4258 

Richmond Hill 

York Region Credit Counselling Service 
P.O. Box 224 
Richmond Hill 	• 

Telephone: 884-9140 
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Sarnia 
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ONTARIO  (cont'd) 

St. Catherines 

Credit,Counselling of Regional Niagara 
11 Bond Street 
St. Catherines 

Telephone: 685-7577 

•••• 

Social Service Bureau of Sarnia-Lambton 
681 Oxford Street 
Sarnia 

Telephone: 336-0120 

Sault Ste Marie 

Credit Counselling Service Of Sault Ste Marie 
8 Albert Street East' 
Sault Ste Marie • 

Telephone: . 254-1424 

Stratford - 

Stratford Family Counselling Service 
15 Downie Street 
Stratford 

Telephone: 273-1020 

Thunder  Bu 

Consumer Debt Counselling Service 
106 Simpson Street 
Thunder Bay 	. 

Telephone: 623-9596 

Toronto 

Credit,Counselling Service of Metro Toronto 
74  Victoria Street 	- 
Toronto _ Telephone: 3665251 
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Windsor 

ONTARIO  (cont'd) • • 

Credit Counselling Service of Metropolitan Windsor 
. 2260 University Avenue 	. 

' Windsor 
Telephone: 258-2030 

QUEBEC  

Gatineau 

A.F.E.A.S. 
Eglise St. Jean Marie Vianney 
Boul. Maloney . 
Gatineau 

Telephone: 663-2997 

Hull 

A.C.E.F. de l'Outaouais 
22, rue Carillon 
Hull 

Telephone: 770-4911 

Caisse Populaire St. Joseph 
250, boul. St. Joseph 
Hull 

Telephone: 776-3111 

Centre communautaire juridique de l'Outaouais 
114, rue Principale 
Hull 

Telephone: 771-7352 

Joliette  

A.C.E.F. de Joliette 
190, Montcalm 
Joliette 

Telephone: 756-1333 
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QUEBEC (cont'd) 

Maniwaki 

•Centre communautaires juridique de Maniwaki • 
 196, rue Notre-Dame • 

Maniwaki 
Telephone: 449-4800 

Montreal  

Fédération des A.C.E.F. 
1212, rue Panet 
Montreal 
— 	Telephone: 526-0823 

La Fédération nationale des services de préparation de mariage 
893, boul. Ste Croix 
Ville St-Laurent 
Montreal 

Telephone: 748-8014 

The Royal Bank 
Head Office 
Place Ville Marie - 
Montreal 

Telephone- : 874-2110 

Qued»fc 

A.C.E.F. Québec 
570, rue du Roi 
Québec 

Telephone: 522-1568 

Shawinigan  

A.C.E.F. Shawinigan 
213,  3e  rue 
C.P. 906 
Shawinigan 

Telephone: ,338-4755 

Service d'aide aux consommateurs 
1932, rue Champlain 
Shawinigan 
• Ielephone: 537-1414 
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QUEBEC (cont'1 0) 

Trois-Rivières 

Caisse d'économie du centre du Québec 
325, rue St: George 
Trois-Riviêres 

Telephone: 374-2222 

Caisse populaire/Organisme de service aux caisses 
2000, boul. Recollets 
Trois-Riviêres 

Telephone: 374-3594 

Victoriaville  

A.C.E.F. de Victoriaville 
10, voul. Cargnan 

Telephone: 752-5855 

NEW BRUNSWICK  

Bathurst  

Centre d'information ,et de communication mobile 
' 231, rue Main 
Bathurst 

Telephone: 548-2455 

Chatham  

Family Enrichment Centre (prov.) 
337 Water Street 
Chatham 

Telephone: 622-1050 

Fredericton 

Chimo Help Centre Inc. 
P.O. Box 1033 
Fredericton 

Telephone: 	455-9'464 
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NEW BRUNSWICK  (cont'd) 

Family Enrichment Centre (prov.) 
634 Queen Street 
Fredericton 

Telephone: 454-4699 

Moncton  

Brunswick Credit Union Federatîbn - 
.P.O. . Box 1025 
Moncton 

Telephone: 855-4044 	. 

__Family Enrichment Centre (prov.) 	• . 	- 
P.O.  Box 2353 
Postal Station "A" 
Moncton 

Telephone: 854-3840 

Université - de Moncton/Départment des sciences domestiques 
. Moncton 

Telephone: 	858-4286 . 	. 

bromoct6  

Canadian Forces Base GagetoWn 
Oromocto 

Telephone: 357-8401 

Saint John 

Consumer  Help Office 	- 
50 Princess Street 
Saint John ' 

Telephone: 642-7821 

Family Services St. John Inc. 
5 Wall Street 
Saint John 

Telephone: 693-1295 
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Consumer Affairs 
P.O. Box 117 
Lawrencetown 

Telephone: 

Department 

584-3055 

1, " 

t 	i t 

NOVA SCOTIA . 	- 

Halifax'.  

Canadian Forces Base Halifax 
Department of National Defence 
Halifax 

'Telephone: 426-4344 

City of Halifax 
Social Planning Department 
P.O. Box 1749 
Halifax 

Telephone: 426-6744 

Sonsumer Affairs Department 
Orderly Payment of Debts 
Box 998 
Halifax 

Telephone: 424-5575 

Consumer and Corporate Affairs Canada 
Bankruptcy Branch 
6th Floor, Montreal Tower 
5151 George Street 
Halifax 

Telephone: 426-6099 

Dalhousie Legal Aid 
2157 Gallingen Street 
Halifax 

Telephone: 424-7039 

Mrs. Doris Maley 
1136 Cartaret Street 
Halifax 

Telephone: 423-3219 

Metro Credit Union 
607 Lady Hamrsiond Road. 
Halifax 

Telephone: 453-4741 

Lawrence town 

• • 
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NOVA SCOTIA 

New Glasgow 

Consumer Affairs 
P.O. Box 236 
New Glasgow 

Telephone: 

Department 

752-0975 

Port Hawkesbury 

Consumer Affairs Department 
Port Hawkesbury 

Telephone: 625-2524 

Sidney 

Consumer Affairs Department 
Provincial Building 
Prince Street 
Sidney 

Telephone: 564-8424 

Sidney Credit Union 
95 Townsend Street, Box 1386 
Sidney 

Telephone: 562-5593 

Springhill 

Consumer Affairs 
P.O. Box 130 
Springhill 

Telephone:  

DepaFtment 

597-2262 

PRINCE EDWARD ISLAND 

Charlottetown 

Department of Agriculture and Forestry 
Farm and Home  Division 
P.O. Box 2000 
Charlottetown 

Telephone: 892-4101 



PRINCE EDWARD . ISLAND.(cont'd). 

Department of Consumer Services 
Orderly Payment of Debt Branch 
P.O. Box 2000 
Charlottetown 

Telephone: 892-5321 

Protestant Family Services Bure'au 
Box 592 	 • 
CharlOttetown  

Telephone: 892-2441' 

NEWFOUNDLAND  

Cornerbrook 

Consumer and Corporate Affairs Canada 
Consumer Consultant/Insolvency Administrator 
Herald Tower 
Herald Avenue, Box 493 
Cornerbrook 

Telephone: 639-8958 

St. John's 

Consumer and Corporate.Affairs Canada 
Consumer Consultant/Insolvency Administrator 
5th Floor, Sir Humphrey Gilbert Bldg. 
115 Duckworth Street 
St. John's 

Telephone: 147-5411 

Provincial Credit Counselling 
P.O. Box 8744 
Postal Station "A" • 
St. John's 

Telephone: 579-7591 

19 
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• 23rd. Floor, Zone 5 
'Place du Portage, Phase I - 

 Hull, Quebec 
'GA 0C9 	 • 

///-L./ 
Mr. G.E. Penfold. • 
Execütive Director 

• The Credit - Counselling Service' 
. of Metropolitan Toronto 
74 Victoria  Street,  Suite 618. - 

• Toronto, Ontario . 
.M5C 2P2 	. 

Dear Mr. Penfold: . 

• Since the Minister of. Consumer andCorporate'Affairs Is:presently --- 
 absent.from Ottawa on business, he has - askedIva to reply to your 

letter of July 18, 1978 regarding a. surVey of- credit counselling: 
services in Canada conducted by the .Consumer Research Branch of 
this department - Perhaps: the best Way tà resPond to your'letter 

- is to take each point in turn. 

First, you refer to a survey ''supposedly" made in 1977. Let me 
assure yOu that the.survey was•dn fact•conducted 1n 1977,  during - 
June and July tà1De more precise.' 

.Second, you comment that - you were and are yery much disturbed at: 
the prospect of any suc ir  report and that yOu cannot even recall 	' 
providing factual data for it. YOur letter- .suggests that no 
.interview.with yOur organization- - was-eonducted and -.that therefore' - 
.the survey is nôt what it purports to be. A reviéW Of the 
original interview questionnaire 'shows  that the Ontari.O .  

'- interviews were conducted during the last week of June 1977. 
Among these is an interview with you,,as Director.of the Credit 

. Connselling Service of Metropolitan Tordnto, conducted -by Ms: Je 

Chapmah of the Consumer Research Branch, -The interview schedule 
. is complete, including such facts  as 'theStart-uPiyear, ffUnding 
sources, budget,estimaie  of. number of clientele, client 
characteristicS, etc. and-various . Opinions' and comments. We 
would be pleased to pursue this natter further  if you -so -wish . .. 
In any event, the fact is that a telephone interview was 
cohduCted with you at that time and the. information .provided is 
still available. 	 • 

• 
RESEARCH/TOUPIM/7-,1018/ti 	. 	 t 



.Your letter goes on to raise certain questions, asking why a 
telephone_poll yas conducted, why, there:was .  no follow-up by mail - 7 
and what...use-is:to be made-of "thiS,'qbestiOnable-Subject material -

. based on word-of-mouth hastily assembled - information".. -Perhaps-
the best way to answer - ib to note a few general  points, about the 
survey andthe resulting report. 

First, the main,reason.for conducting . 1:he survey Was that - v'ery 
little information seemed-to - be -avarlable - abodt the credit/debt 
counselling field for the country-asa whole. In thi:s respect 

. the survey wasèxploratory in-nature,,-meant to provide : some 
information on "who was doing what" in the field. -  "It Was never 
intended to' be an in-depth analysis. 

Second,the: :survey-was conducted. by telephone -partly-because of ---  
the exploratory- nature'of-the-research. - We did not knoW i±i 	- 
advance exactIyrwhich organizations - Would be involved in any . 
given area and using the telephone to-find out appeareda : 

 reasonable. approach - . Telephone interviewing is currently used by 
a number .of,reputable opinion "polling" -organiZations and is 

- -generally considered an acceptable Method . of data collection for 
this  type of  preliminary descriptive :' research. - Anotherreason--  - 
for using the telephone was thatthe government telephone:network 

- could be used thereby keeping interviewing , cost : at a minimum. 

Thi'rd, Since - we would be asking respondents such basic 
.information as the name and location. of their organization and 

: the types of services they .provided, etc.-, it also-seemed - . 
 worthwhile to gather other points of information, inclüding some 

of their opinions and ,  comments- on matters relating - to -debt/Credit 
counSelling. 

• • 
.Fourth,-in summarizing . the data gathered - it seemed to the 
principal researcher that certain conclusions could be drawn - 
basedon the patterns of the answers... Based*on these conclusions : 

 some tentative recommendations for-further researCh Were Put - • 
forward. This latter point is: important -in that the resillting 
report should nôt be interpreted-aS à po“cy  paper - noreven aS a 
position paper for the .department as 'à whble. -  Rather,.it -wab - 	• 
meant to provide an- indication of . what is.now being . done in the 
field in the country as a whole and to highlight some.areas where. 
.further research may be warran€ed to determine-factS and 
investigate problems. In this respeét the purpose in - 
disseminating the results of - th e .  surveY was merely to promote .  
discussion and  hopefully prOvide sonie information.that would'be 

' of use to those with an interest in the field. . 	_ 

Your next comment is that your Board Of Directors' Executive 
Committee opposes publication .  "of any  report  supposedly based in 
part On information reportedly obtained by telephone froM this 
office". First, in the interest of accuracy the Board should be 

.made aware that vour orcianization is only one amongst many which 
were bontaCted in the preparation'of-this report.--  Thèrefore Only - 

- a restricted part of - the report is based on information obtained 
from your office. 	. 	 • 



L. 
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Second, 'the Board- shoed be made aware , -that •we regret  this 	' - 
position but that they may wish.to reçonsider it-in-light ofle 
limited purposes_of the survey as -a preliminary-stage  of  

- research.  We•apologie...for. any misunderstandings that may have 
resUlted- from these -limited purposes  nt  being made cleat. AS- - 

 noted above,  the report  does. not represent-departmentalpol.icy-
nor is  it even a position.  paper. - -Rather i l-a-major, 	purpose in -  - 
disseminating  the report was merely to promote-discussion :of 
issues in the credit counselling field. 

• • 
Your offer tô co-operate by responding:to wrItt -en—queStidii 
-concerning your - operations is appreciated. If  the  
misùndetstandings that have been generated Can:.:be res61 .ed-iwe 
Would be -glad tô discuss -what further work might be usefully - 
'undertaken- 

Sincerely, • 

- 

, 

[71  

George Post . 
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THE CREDIT COUNSELLING SERVICE , - (CF.-  lkfifTITROPOLIT -AN TORONTO 

OFFICERS: 

• piesident 

STANLEY HALL 

Vice-Presidents: 

K. J. RICH 

MRS. V. S. MAIDMAN 

• Treasurer: 

JOIIN KING 

—Pest President: 	. 

AVRUM POSLUNS 

Board of Directors. 1977 

Hon. Warren Allmand, Minister, 
• Onsumer & Corporate Affairs, 
Parliament Buildings, 

' Ottawa-,. Ontario. 

f 
Dear Mr. Allmand, 

*.\ 
n 

C. 

G " 

. 	 , 	. . 	r. , 	• 	---,-- 	,.-..---- • _. 	 . 

I received a telephone call- July 5th from Mr:  • . 
Rohald Mason,ProgramMe Director of Credit CounSeiling 
Services, Ministry.of Community -and  Social  SerViees, 

SUITE 618, Z.4. VICTORIA STREEn TORONTO, ONTARIO MSC 2P2 
July 18,_ 1978. 

,111[3 25 1970" .  
• 

C 4:" 
kt 

-  

/Ç.S\ 

kA \ "-42. ‘0LJ • t 	 " - 

- B. K. BAKSHI 

« \V. II. DINGLE 

D. K. DURLTON 

GORDON FERRIS 

J.  E. ELE1.1ING 

MS.- IRENE HARRIS 

R. J. titutoCu 
T. A. HETHERINGTON 

MRS P. J. r.rrrui 
MISS SHEILA 14.faCDERMOTT 

AVRUM POLSÙNS 

A. 1. ROBINSON 

L. J. SCHEDLIN 

MRS. LORRAINE SCULLION 

CAPTAIN RON SHAREGAN 

R. SILIEON 

N. E. TALBOT 

HON. DENNIS R. TIMBRELL 

J. WATLING 

J. WIGIIT.MAN 

Honorary Life Director 

JUDGE DAviD. VANEK 

Executive Directoi .  

G. 11. PE.NFOLD  

Province of Ontario, to inquire abdut a survey supposedly .  . 
made in 1977 concerning credit_counselling-services-
throughout_Cdiïddà= 	 had receivedan advance 	- 
èïly of a purportedly near-to-publication - report'lWith - - 
a request from Mr. Jean Pierre Toupinj Acting Director 
Consumer .Research  Branch of your Ministry, for Mr, Mason's 
comments concerning the report. Mr. Mason -wished to 
diScuss this with me in my capacity as Executive 
Director of the Credit Counselling Service of Metropolitan 
Toronto, the oldest and-largest service in Ontario . 
serVing all Metro Toronto, rbughly 10% of the. population 
of-a i l Canada. 

_1, was and am very. much disturbed at - thé prospect 
of any such report, whatever its conclusions.. 1 - 
cannot even recall providing factual data for iti and  
a check of my employees herereveals ne . other reSPon-
dent.to . admit to furnishing such::infOrmation 	Several 
very important.questions . irequire ansWers before any 
reSUlts whatsoever are ptiblished alleged to include.t - 
statisties f :rom this office. 

• 1) 	Why was a telephone poll conducted? 

This would indicate urgency and an immediate response• 
necessary precluding researched and verified.statistical 
data. 	 • 

2) 	Why  :as  there no follow-up bv mail in the six 
• . months at least subsequent to this c, hone poll 

so that some docuMentary. support would be in - 
your Ministry's possession to authenticate results? 

3).- • What use•is to be.made of this questionable 
subject•material based on word of-mouth hastily 
assembled information?' 

r'()  
'‘" 



Yours sincer 

G_E„...PenfpI 
- Execuief.>rnctor. 
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Hon. Warren AIL- ,, id 	1 	- 2 ---.- 	'  

. S e 	 . 	

• 

	

....... 	
July 1 8, 1978. . 

r 	 , 	
. 

, 	 . 

• • ' 1 have discussed- this unfortunate situation.with the . 
Executive Committee - of . the Credit Counselling Service of - 
Metropolitan Toronto Board of Directors -, -- They have-instructed .  
me to advise you that they-wish. to.go on record-  as - opposing 
publication-of-any report supposedly ba'sed in part on infor-
mation  reportedly:obtained by télephonefrom this  of 	- 

We will be most happy_toco-operate-in any-way. Witn.Sour'' --- 
 Ministry offiCials if they will submit a list of, written 	- - 

questions concerning.our operations.- Weilaveaproud - record 
of service to.this commtinity dating back some 12 years'and 
totalling over 20,000 cases,:pome -with—ppectaculary successfli1:- - 

 'results, We wiph our responseP to be considered- and accurate, 
only thus can any merit whatsoever be attached to ahy report .  
or summary in Which we  are  concerned. 	. 

GEP:so 

• 
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August 1, 1978. 

Out Me 	Nola: rele ,enCe 

B61 1 1-.-174 

11, 

Mr. J.G. Newbery 
- Assistant Vice President 

Industry Relations - 
Ave° Financial ServiceSHCanada Ltd. 
201 Queens  Avenue  

. London, Ontario . 
.N6A 1J1 	 • 

Dear John: .  

. 	. 
• _Phank'you .  for' your letter - of- July 12th. . I appreCiate 

your taking the time to read and comMent on the report regarding 
our telephone . survey Of credit counselling, services across -
Canada. Befdre responding to your individual.comments, hOwever, 
I would like first to note a few points about the  -purpose of the 
survey and the report  itselfl - 	 : 	. • 

First, the main reason for conducting thé survey was 
that very little information seemed to_be available about the 
credit/debt counselling field for the country - aS -a , Whole. In 
this respect the survey was exploratory in nature, meant to . 
provide some informatiOn - on "whoiwas doing what” in the field. 

 It was never,  intended tà-be an in-depth analysis. 

Second, the survey was . cond.ucted by telephone partly 
because of the exploratory nature of the research. We did .  not - 
know in - advance exactly which organizations would. be  involved in 
any •giVen  ara and using the •telephone to find out appeared a' 
reasonable approach. Another reason  for  using the telephone was 
that the goyernment telephone network - could be - used. 

Third,•  sine  we would'be asking respondents such basic 
info=ation as the name  and location of their organization and 

• the types of services . they.provided, etc., it also seemed 
worthwhile to gather other points of information, .including some 
of their opinions and  •comments On.matters relating to debt/credit 
counselling. 

•• 
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'Fourth, in summarizing the data gathered' .it seemed to 
the principal researcher that certain conclusions Could bé dral;;/n 
based on the patterns of the answers. Based on these conclusions 
some tentative recommendations for further-research-were  put 
forward. This latter point is important in that the resulting 
report should not be interpreted as a policy paper-nor: - e\ien-as a .  
position paper for the department as a whole. Rather, it - was 
meant to provide an indication of 'what is noW -being done• in the 
field in the  country as a whole and to highlight . somé area's where 
further research may be warranted to determine facts -and . 	 . investigate problems. 	 • 

• In this respect the purpoSe in disseminating -t.hé -
results Of!the survey was -merely to.promote discussion and --- 
hopefully proVide  sonie information - that would be.of use to those 
with  an  interest' in the field. 	 • 

will now attempt to reply to the specific comments in 
your : letter, -  taking . each in turn. 

. Your first comment is.that reference to Quebec's 
•Lacombe Law is out Of place in a survey on debt counselling. 
This depends, of course, on'how one defines debt counsélling 	As - 
you . know:(and as noted ron - page  4 of'the'report) the-tèrm is . not 
well defined -- as pointed out by a.Canadian Welfare-Council 
Study.it can cover-  a wide range of services.  Those mentioned in ' 

• the C.W.C. quotation. (see-p. 4, 5. of the.report) includes 
"sPecific measures to enable individualS to extricate themselves . 
from over-indebtedness"-i including,"plans:inVOI -Ving -the pboiing-  • 
of debts ... the pro-rating of debt repayments among different . 

 .creditors, and direct intervention on behalf of debtors (e.g:. to 
prevent garnishment)". Later'in the .report. (see pages 22-26 . ) an 
attempt was made . to categori2e the various,  services offered by ,- 
the agencies - by distingUishing certain broad functions. One.of. 
the four broad, lunctions:distinguished- -(see page 24) . was - that of -  - 
prorating or.pooling schemes where the agency provides for the 
prorated disbursement of funds amongst - a-  debtor's c•editors.; 
This function falls within the Canadian Welfare Council 
"definition" outlined above. After . reviewing a published 
description . Of  the  purposes of Quebec's Lacombe Law it'seemed 
worthwhile to mention it in passing. 

• Page '13,  paragraph 3. • YoUr comment is that most cash 
lenders do provide a . degree of debt counselling in the «every day 
Course of their business, I agree. However, in Order - to provide 

. some . boundaries to the survey, our general approach (see page 3) 
was to include "struct-,Ired financiai counselling programs ... but 
to exclude informal counselling such as having a discuSSIOn with 
ones bank or credit union manager". 



3 

Page:18,,paragraph 5. Your comment seems to• be that-
_credit_grantors will. help.the operation of-an orderly - payment-of - 
debt program.by  reducing their demands on the - debtor, - While thiS-
is no doubt true,.the point being referred to in the report  
concerns direct funding of - the agencies themselves. 	 • s ' 

Page 22, paragraph 2. Your comment-is that-you - know.of- . 

,no agency which-  is reluctant to make. its-services known - 
-(advertise).for fear of. "swamping the Service". -  In-reply I Wobid 
only.point  out  that what was reported waS an - opinion.expressed by 

 various respondents. -• 	 •. 

' 	Page 23, paragraph 1. Your comment about counselling 
ln ccinjunctibn with a• corisolidation loan regardless-of-the-lender -
is welltaken. The offending sentence will be - removed: 

Page 23, last paragraph. Your - comment is that having - a 
credit Counselling agency adopt an advocacy role would certainly 
destroy the effectivenes of the program, The report does nôt -, -  Of 
course, specifically recommend that credit counselling agencies 
should adopt.an  advocacy role, only that.an  effort should . be,made 
to determine.whether greater advocacy is warranted. 	.1So,, you - 
may be aware that.the criticism has been made (not ln the report) 
that-some 'credit counselling-serVices17gO'too far the-Otherway in 
the sense. of'acting as !idebt collectors" for credit grantors. 

• 	 Page 43; recommendation (i) and 	 Your . comment is 
that yoù•fail to see the relevance•of fiàusehold  finances • in a 
given area as'related to the ava ilability of a deb t  
service. The point of these recommendations was that further • 
research is required to determine the-etent of the •need for 
credit 'counselling'services, Although it was only a - sUggestion, 
the ide a . behind looking at household finances in two areas (one, 
serviced by a 'credit counselling agency -i-the 'other - not) .  was to' 

.compare the proportion of  households in . each area With Say, 
debt/income• ratios Of •a certain level :Or•above.  If, or the. one 
hand, the area not currently served by--:a credit counselling • - 
agency showed fewer households,with high debt/income ratios  than  
the second area -, this might mean less.need for such. an  agency. 
If, on the other'hand, the area not currently served shOwed'as 
many or more households with high debt/income ratios as thé. 

.second area, it may•mean that attention should be devoted to 
establishing a service of one form 6r another. 

Pa e 44, (i)  an (ii). Your comment appeafs to be that 
because many agencies have a very hiah public inaae there is 
probabl-v  nt mach  Cotential demand  for  service beyond the 1.6% of 
the population '(in  Ontario) now using ..debt counselling servicesy-
The opinion was expressed by some - survey respondents: that . 
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although they'were_seeing the most urgent-cases many "other 	• - 
'people, even though.their financial situation-was.not-as - - 	- 
critical, were in.need of one form - of-counselling or another. 
It.was also pointed out in the report (footnote 4). that there is 
some indirect support for  this view. In:any event, the  only  
point being made in the recommendation Was that this opinion 
might Ie tested -through_some form-ofT - experdment, 	 - 

Part III...of the proposed Bankruptcy Bill (S- i l). Me 	- 
agree-with your points about qualifications of "co.Unsellors  and * - 

 the location of offices.  

If there are any .questions about-the above-or shoUld " - • 
• you wish to.Offer_other - comments-and..suggestions- please feel  fre

eto get in touch:. 1. In the Meantime, thank-you again for writing 

Yours sincerely, 

, 	- 
Consumer  Research  Branch 
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'July 12, 1978 

Mr. Jean-Pierre Toupin, 
Acting Director, 	' 
Consumer Research Branch, 
Consumer and Corporate Affairs Canada, 
17th Floor, Zone 2, 
Place du Portage, 
Phase 1, 
Hull, Quebec ' 
KlA 0C9 

Dear Mr.. Toupin: 

.I most appreciate the opportunityaf .  reviewing:'.• 
. the results of your.telephone.•study_dealing. with credit -
coùnselling services in Canada.- My CommentS are as 

"Reference is made - to Quebec's Lacomb Law as a 
debt counselling service. 	I suggest that there is no. 
counselling involved whatsoever. 	While Lacomb Law can - 
protect the wage earner's salary, it_does not have the 
power  to protect his assets. 	The amount  of the  voluntary 
deposit is• based on a formula with one  of the main -compe-
nents being the number of dependents. -  No consideration 
is given to the.individual's circumstances'. - While I am 

. not criticising the Lacomb Law in itself -, it. appears to - 
be out of place in a survey on debt-counselling. 

Page 13, paragraph 3. 	I think you will find 
that most cash_lenders do.provide.a .. degree of - debt_Coun-
selling_ in »e every day course of their- busineSs: - It 
Can be said that declining application'for - credit by ad-
vising the applicant that he - runs- the risk of becoming 
over-involved, Dr sucgesting that a lower Priced motor 
vehicle would be more aPID-DPriai- e,are in themselves forms 
of debt counselling. 

A 	 . 
..:"%• • e• 

P 	 ••• 	 - 
• ( 	 • 

• 
Pace  1S, paragraph 5. 	In many cases, in order to - - 

make .  the orderly payment of_debt Programme operative. , - 
the credit grantor is asked  ta  reduce -the -debtor's obli-
gation by either lowering or dropping all future interest, 

J. G. NEWE3ERY 
ASSISTANT VICE PRESIDENT 

INDUSTRY RZLATIONG 
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. or in other.cases ta  accept a percentage of.the•principal -.:: 
balance owing.. 	 - • - -" 	 . 	• 

. Page 22, iparagraph.2.. 	I know.of na.agency,which'is:- 
reluctant.to  make_its, services, known (advertise) for - fear of._ 
"swamping the service". . As a director of the London agency,. 

..›/- I- can state that we  have  made •a-point of actively seeking- -  
publicity .  through the media. 	The . workload has_its peaks . : 
and valleys. • . However -, we h ve never been.swamped...,-. 
publicity . through the media. 	The . workload has_its peaks . : 
and valleys. • .However we h ve never been.swamped...,-. • 

.,..,- 
--- 

	

	 Page 23,-paragraph -1, which çoncludes - with the--   
_ %- Ifollowing: "Also, credit  unions andcaisses populaireS.will  

-1:7 ItypicaIly - .do some counselling in conjunction with the granting t 
1._ lof a consolidation loan". 	I suggest to you that a consolidation 
« 	

; 
1  loan is a consolidation loan

' 
 regardlessof_th

- -
e lender.. If. • 

i , 	I 	• 	 -- 	 - 	I.: 	...,.. 	1 _ 

	

	no counselling is given in completing a Consolidation-loan;_ •.. . . 

( 
fr,.. ' not only is the lender doing the customer a-disservice, but ,4-,,.c....-,-,„,-,,,::.,....:, ,,: he is also placing his loan at risk. 	• 	 1,. ---,. -.-.-->:', .;.,-:J 

v--7- 	 Page - 23',1ast paragraph; .. Sffective -debt counselling 
requires the co-operation of credit grantors, a view which 
appears to be supported in-your report. 'Having an agency 
adopt an advocacy role would certainly .destroy the effective-
ness of the programme. 	This is why_the advocacy  aspects  of 

*debt are attended to by such agenciesas-legai.aid,.etd.- 

Page 43, recomMendation (i).-and'(ii). 	I fail to-see 
the .relevance of householcLfinances_in a given .area-as. re -  - 
lated to the availability of adebt, çounsellingservice. 
I do, however, feel that some research_could be condUcted---,------.77- 

- in relating household finances to the educational system 
within the Province. 	am Of the view that some educational' 
systems, both primary and secendary, prePare students  for 

 earning a salary, but there is no emphasis whatsoever on 
,managing household finances. 

Page 44, - . (i) and 	 In Ontario it would appear . 
that 1.6% of the population of a giVen area avails •itself 	• 
of debt counselling services. 	I would also suggest that 
there are many acencies which have a very high public  image. 

.'7herefore, possibly these agencies should be comoared to 
other agencies with a somewhat lower oresence. 

Part III of the proposed Bankruptcy Bill (S-7.11) 
provides for the availability of debt counselling on a 
country-wide basis. Therefore, I support the view that 

/continued 	 
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-July 12, 1978 

qualificationS:Of-debt 
counsellors. , Further, for purPoses l• , , 	

•'•research is required intb the persona l and professional 	- 

. 	. 	. 
- 

of administration Of Part III of the proposed Bankruptcy Act, 
i 	• information is;-required as to the most strategic 'physical location  for same. 

' 	 . . 	_ 	. 	. . 	. 	• 
Again, I.appreciate the opportunity to commentand' only regret that' - tiMe does. not permit me to go deeper into your proposal. , --...._ _. 

Kind  regards, 

• 

• 

• -• • -1--1 

; 

• ;•-- 	 - 

	

' 	 • - 	 • 

: 	••:•-• 

I „ 

• 

-.:- 	 • 

- 
• • _ 

• 
•• 



' 

• • 	.. 

h7 Ministry of 	Municipal VVelfare 
Community and Consulting 
Social Services  Branch 

Ontario 

Location: 	 Mailing Address: 

	

- 2195 Yonge Street 	Queen's Park 

' 	 7th Floor 	- 	. 	Toronto, Ontario 

Toronto, Ontario 	M7A.1E9 

1 	1. 	  \ 	/. .3 „ 2 6, 4) 7 - . 
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Noverriber 2, 1978 - 	 . 

Mr. Jean-Pierre Toùpin, 
Acting Director, 
Consumer Research Branch, 
Consumer and Corporate Affairs Canada, 
17th Floor, Zone 2, 
Place.du Portage, 
Hull, Quebec. 
KlAAC9 

Dear Mr. Toupin: 

.di 
censubutt 	hÈtÀin 

8 is78, 
MINI:lie: DE LA 

CONSOA1MATION ET DES CU:IPORAI1ONS 

__. My apologies for a very belated reply to your letter 
of August 8, 1978. Unfortunately I did not receive your 
letter until the day prior to my annual vacation and did 
not have the time to reply immediately. Since my return, 
a number of urgent matters have kept me fully occupied 
until the present. 

• Your letter gives me a better understanding of the 
intent of this Survey and which I agree is explained in 
the preamble. I must emphasize, however, that I:disagree 
with the format of the presentationas I am quite certain 
that many persons will accept your conclusions as fact 
when the intent is simply that they'should be researched 
further: This I wouldnot take exception to, except that 
I feel that some of the Conclusionsare not applicable to 
the Credit CounsellingProgram in Ontario. I have since 
had the opportunity of reading the copy revised on 
October 13, 1978,.which is a great improvement Over the 
original, but still does:not completely Satisfy My Cencerns.„. 

will briefly coffiment on the points that you have 
stresSed in your Ietter. I regret that you have interpreted 
my letter as insinuating .that your researchers have either 
lied or fabricated the data. My reason for making my own 
brief telephone research was that in conversation with one 
,agency they stated theY had not been-surveyed. . I sub-
sequently phoned 6 agencies and_read them the questionnaire. 
These*agencies were: 

- Consumers' Debt CounSelling Service of London : 
- The Oshawa and District Credit Counselling Service 
- Credit Counselling Service of Ottawa • 
- New Sudbury Community Service Centre 
- Credrt Counselling Service of MetroPolitan Toronto. . 
- The Credit Counselling-Service Of Metropolita-n Windsor 

k"..‘.! • s't • 
• • • 2 



Ire 

• e,  

Mr. Jean-Pierre Toupin 	- 2 - 	 November 2, 1978 

.Only 2 of these agencies could recall being questioned 
by a Consumer and Corporate Affairs Canada researcher, and 
all 6 agencies stated that they were not asked the complete 
questionnaire. This was most unusual as the questionnaire. 
contained 42 questions, including sub headings, many of 
which would require varied data to be gathered from files' 
to be answered. -  

Your comment that the survey was not intended to 
delineate the differences between Provinces is accepted, but 
unfortunately too'few persons reading it - will completely 
understand this and be inclined to consider all findings 
•as being applicable to all Provinces. 

1. 	CONCLUSION  

Remedial counselling services are not readily available in  
some geographic areas 

--- Your quotation of an article in the Globe and Mail on 
July 22, 1978, which questioned whether 90% of the Population 
of Ontario had reasonable access to a Credit Cdunselling 
Service is Of particuLar interest, as 1  feel it illustrates 
the points I have been endeavouring to make; i.e. how readily - 
an inaccurate -report can be quoted and assumed to be 'factual. 
I have attached a copy of my comments on this article for 
your information as Appendix "A". 

RECOMMENDATIONS 

i) 	Research  is needed, etc. (ii) if it is shown,. etc. 

Although research, has varied somewhat, for the past 
number, of years we have employed the same basic  design. -for 
making . surveys. Copies of the instruments usèd in these 
surveys are attached as Appendix "B". In addition to the - 
information gained from these sources,fùrther .information 
is obtained from Small Claims Courts and other sources. 

Sub-Offices  

Our experience with sub-offices varies from very good 
to very poor. It is difficult to generalize on this subjedt 
other than (1) persôns have a tendency to go to the main 
office rather than the sub-office even if it means a much 
greater  di s tance  to travel- ;(2) the extremely limited number 
of cases per thousand of population yearly. Average agency 
receives approximately 1 case per thousand of population 
yearly' on this'basis a town  of . 5000  would have only.5 new 
cases yearly. 

In order td answer your question properly,  1  would have 
to be extremely specific as there-  are so many variances. 
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ii)  Conclusion  

The demand for remedial debt counselling services is . 
not being met adequately. 

This is an extremely controversial subject. In the 
opinion of most of the experienced credit counsellors and 
agency executives, paid advertising is not the answer. 
Free advertising by way of newspaper articles, radio and T.V., 
is a better approach, and many agencies have had good 
publicity through these media. In spite of the comments 
you gathered "afraid to advertise etc.", I know of no agency 
that has turned down the opportunity for publicity and many 
actively pursue it. It does not appear to significantly . 
affect their caseload except very temporarily. 

The statement that "more advertising is required" 
indicates there is some confusion in the minds of those 
questioned as to the difference between "Demand for Service" 
an-C-1 - "Need for Service". At the present time in Ontario, 
the , "Demand" is being mét adequately with few exceptions. 
The"Need for Service" is very subjective and few persons 
apply for service until they are in a cris_situation. . 
Agency experience has shown that unless a person wants the 
service and is willing to co-operate, little can be accom-
plished. 

i I would agree, however, that this whole area should be 
researched. 

RECOMMENDATIONS  

ii) The potential for increasing the operating efficiency 

Ontario worked for 3 years or more on the setting up 
of a computerized information system for family counselling 

• agencies. The credit counselling program was integrated in 
this. The costs became so high that it was felt to be 
impractical and this has now been discontinued. A much simpler 
system would be practical but of little benefit to most 
agencies as the coSts would be greater than the benefits 
derived. 

iii) Conclusion 	 . 

The range of remedial services is . too limited  in some areas  
• 

Your explanation is accepted but does not explain why-- 
the conclusion was worded in such a Way that the meaning is 
obscure. 
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i) Research is needed to determine whether eligibility  
for various orderly payment of debt schemes etc.  

I have checked with a number of:agencies and have 
yet to find one that insists that a person be working. 

'.>-) Agencies will seldom set up an O.P.D. scheme for'a person 
who does not have-sufficient income to make a payment on 
his debts after meeting nècessary living expenses. The - 
respondents in answering this question.may have .confused 
the difference between working and inCome. 	 . . 

• 
ii) In view of the apparent uniqueness etc. 	 • 

I have further discussed this point with a number of 
credit counselling agencies and'also'credit grantOrs. Both 
these groups question the present ability of the credit 
unions to do credit counselling, and also many feel that 
as-the credit unions are credit grahtors, they could not 
be considered impartial. 

iii) An effort should be made to determine etc.. 

While research-is always of value, surveys •hat have 
been made of the credit counselling clients in Ontario 
indicate that this is not a serious problem. Individual 
cases are either handled by the counselloror 'referred to 
the proper authorities. You will note that the Training 	• 
Manual  for  Credit Cotinsellors in Ontario brings possible 
illegalities to the attention of the counsellor and cites 
the proper authorities to whom such cases should be referred. 

iv) Interviews  should be conducted etc. 

For this to be of any value; I feel it would require 
a well conducted research covering a considerable:number 
of former clients, both Successful and Unsuccessful, of a 
number of different types of credit counselling services. 

v) Review of qualifications of and  training provided etc. 

' A-copy of the Manual for Credit Counsellors will be 
mailed to you shortly, and as 'further training devices are 
developed you will be kept informed. For some time ye have-
exchanged all .pertinent information with Alberta, British- 	. 
Columbia and Saskatéhewan, and any other Provinces that  have  
shown any interest. 	 . . 

ii) Emphasis should be placed on etc. 

Your comment thatsome efforts appear to have been 
successful is interesting, and I  would be interested in 
hearing further about them. Most successful projects of 
which I have been informed have involved so few Persons and 
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iii) The Various provincial governments etc. 	 • 

This is an ongoing -problem that our agencies keep 
stressing -to both school boards and teachers. We are 
probably .making progress and possiblY the schools are 
doing a better job than we give.them Credit for. The _ 
persons in ,financial difficulties are only a Very.small 
percentage of the population - who taught-the remainder? 

Conclusion 	 . . 

There appears to be a-  general - lack of' co-ordination etc. 

I woUld agree that a meeting would be of great value. 

I would summarize in saying that.this is a useful 
report in the context of which it wàs intended but must-
emphasize my concern that it may not always be read and 
used in that context. 

If I can be of further assistance to you, please feel 
free to call uPon me at.any tiMe; 

Yours very truly, 

R. M. Mason, 
Program Consultant. 
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July 24, 1978 • 
D. Alfieri 
Director 
Municipal Welfare  Consul Ling  Br. 

R. M. 'Mason . 	• 
Program consultant • 
Municipal welfare Consulting Br. 

'Credit Counselling PrograM  

17 • e e 

, , 

Globe and Mail Article, Saturday, 22nd  July, 1978  

"Ministry cnntends  ai]. of Algoma is served by single debt counselling  
office in  the Soo" 

-- 
Attachnd is a copy of an article that appeared in the Globe and 

Mail on Saturday, the 22nd July, 1978. 

The writer, TUrt Pal- in, has not reported the facts as I gave them 
to him and is deliberately or otherwise being misleading. 

The criteria used in arriving at the 93% figure of population 
served was explained at some length and is: 	• 	 • 

(1) Area claimed to be served by agency. 

(2) . Access to agency of population centres distant from agency. 
- how arn thene served - sub  offices,  etc. 
- shopping and service centres in area. 

(3) Actual count of numbers of cases in areas removed from agency to 
ensure that area is being served on representative basis. 

(4) Population figui-rs çor  arens established an 1, eing serverl, as given 
in Municipal Directery, 1977-7'3, published by Ministry of Treasury, 
Economics and intergovernmental Affairs. It was acl-nowledged that 
In any la .rae area there would possibly be a very small percentage 
of the pci- ation that did not have reasonable access to the ser-
vice but 	this was offset by the fact that some persons resid- 
ing in are  a  we do not claim to serve were in fact being served. 

The seven agencies in Uorthern Ontario represent one agency for 
every 100,000 of population while in Southern Ontario there is an agency 
for every 340,000 of population. He was advised that we do not claim to 
serve all of northern Ontario and that this is where part of the unserved 
7% reside. 

Tt was pointed out to Mr. Mal:in that the Sault Ste.  arie agency 
has maintained a sub nffire in riliot Lalze and the counsellors who 
travel there Tflale interpediate calls os required. This information was 
omitted  frein the article. 

• 
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The part regarding distances in Aloma . is so garbled• I • am  not -
sure what is meant. 

Hornepayne is probably an area that is not being served and could 
be considered one of the small remote areas T referred to previously. 
The population of the Township of Wickstead which includes Hornepayne 
amounts to 1,633 persons. Residents of Wawa make frequent trips to 
Sault Ste. Marie. He was advised that the agency does have a number 
of clients from Wawa. 

I am unaware of my making any reference to either Fort Frances 
or.Atikokan.. Both of these places are in the District of Rainy River' .T 
which we do not claim to serve. 

Mr. Makin omitted stating that if a client lacks means of trans-
. .portation, the agency is able to arrange this in most cases. 

•y_statement in regard to population figures has been taken out 
• of context. I stated that our figures were based on the Municipal. 
Directory and not on Chamber of Commerce or similar organizations' 
figure s . which are often inflated. 

I have spoken to Mr. E. Lang who denies*that he stated he was 
skeptical of the Ministry's figures. 

It is interesting to note that in spite of Mr. Makin's implied 
contention that Algoma is not being adequately served, the statistics 
for the Sault agency indicate otherwise. For the past 3 years, the 
Fault agency has had more new cases per thousand of population than 
any other agency. The 1977-78 figures show: 

New Cases per  Thousand  of Population 

• Sault Ste. Marie 	2.7 	 (Based on Population of District 
of Algoma) 

, ext highest agency 	1.7 

Average all agencies . 1.0 

These indicate that no agency is even close to the Sault and the Sault 
is 2-3 times higher than most agencies, even those serving a compact 
area. 

-R. M. Mason 

r. 

Pre 
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13y KIRK MAKIN 
The provincial.Miniz-try of 

Community and Social Ser-
vices is convinced that its 
debt-counselling service of-
fices serve 93 per cent of the 
people of Ontario — it's just 
not sure how it knows. 

Debt-counselling pror,ram 
consultant Ronald Nlason . 
fo.pe.b.im_s_elf  unable  

to_el;plain_Lba:  
used ill [ILI:lying 

	

liberally 	used . in 
speeches by Minister Keith 
Norton and in ministry pub-
licity statements. The 29 
debt :counselling . o ff ice s ,  
which offer Ontarians ad-
vice and help in planning 
their budgets and repaying 
debts, are scattered through 
the province, but !..),nly seven 
are not locatedjaihe sote 

Mr. Mason c-onceded some 
extremely large distances 
are regarded as "serviced'', 
such fi_s_the. who)? ce-/.1,1gcnna 
cl  i5lijÇthjc1 thejmùLLsti  
cpnsiders served  by its Sault 
Ste.  N•lai:ii57;f1e.  

fblason said it was 
unlikely anyone I.vould Want. 
In_ travel that  far .anvwaV. 
Pub Allubnia di7lricutIone 
". ; •.• ;•. tile 

, 	,•,;;,.., 	t 	pi" 
•t• 	Op. ,• 	i• 

,•, 	 1 n 1 11.1%0111:1g 

Stel n ItUtUkt_Ii11;r1'  iii  •1,111LLS 

thml..W.e  are  down het e." 
-This is juSt as  welt, sibi 

among those the mini ,  r 
considers serviced bv 
Sault Ste. Marie offib• ore 

(2,11Lauil 	inn(1) ;I1)d 
M1-alva ( ..11) 	hg_ruad) 	• 

Ilebt-richlen residents of 
Fort FLancrs  
tin (--Vs–To the KOlfutiLmflif_e  
.«v7Iiich serves thein,- while 

puling, this sort of percent- the chamber of commerce I 
ote is population figures, 	likes to puff. 'em up a bit. 	L 

Mr.  Nlastfaklb's-1.et's  just say I like to be a 'le, 
with  a grain  of sae. • 	little  more  factual ,ihan 

"ln some of these places 	that." • 

- 

kan have to trovpl. _110 jiffies 
to the Thunder liay office. 

the 
problem it.inight seeni, said 
Nit. . Mason, "Yery fev.• of 
our clients in.sinaller towns 
up north would  nia  have 
cars ... I'd say 90 to 95 oor 
cent have. cars," he said 

Ile was, hinvever, 
to agree that 'since ca.-own-
ers apparently dominate the 
client de of the northern 
agencies, the 1110•Jry that 
lliose without  • curq cayt 
1071ke it  î  TtitTfl 	1  the 

fruEin -  bFrein- 
'fb–r-c- ed. 

--"Btlt if they haven't got a 
car, they proi;ably aren't in 
debt," he sa ifi 

The clirec'er of the London 
clebt-coun: hing _ ageney; 
Edward 1 eng, was skeptical 
of the n . , ,.i .•31.r,•'s figures in 
an ''lie's going on 
an ed -ccaled guess as much 
as anything else," he said of 
Mr. :blason. 

hough Mr. Mason did.not. 
al . anclun the figure of 93 per 

he did say, "I'd be the 
si r:4  to  admit somc  of the 
aleas we say we're serving 
— if yoll aCtually %runt Vtit 
there, you'd find two or 
thu,e_klifau_sand_ _p_eciple_that 
the  reLJc_no_waJjjy 
would find the offices acces-
.§.ible2----,:. - 

the residents of Hart ,  f")'. vne. 	Another 'problem in com- 

prospective  clients 	 • 

• . 
, 	 . 
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The group Other Credit Institutions would include Credit Bureaux .  and - 
Collection Agencies. 

The group Merchants Retail would include .  large Retail Stores, Oil 
Companies_etc. 

(. 3  11 

CUIDEÈINES ON THE USE OF QUESTIONNAIRE•-:.DEBT COUNSELLINC 

The Questionnaire has been devised for making a survey of the need for 
Credit/Debt Counselling in an area. 

n.• 

While its accuracy can be questioned; it doesgive some indication of 
the possible  numbers of potential clients. In making.any assessment of the 
returns it must be realized that the average client has 7 creditors and as a 
result many of the returns would be referring to the same perSons. 

The Questionnaires have been Sent to 5 basic groups and some of these 
are slightly different. 

The'group Banks and Financial Institutions would include Banks, Finance 
ComPanies, Acceptance Companies, Trust Companies andCredit .Unions. 

The group Industry would include all large employers in the area. . 

.The group Service Agencies Melfare De#artments etc., would include 
both private agendies and government.departments. 

. It is expected that when : reSults are received-these will be summarized 
by group giving number of Questionnaires sent, number returned cOmpleted and 
numbers as indicated under each heading. 

Ex Croup Banks etc, 	- 14 Questionnaires mailed 
13 	.11 	returned- . 	. 	 , 

-- Question--; Are yoUinvolved with individuals•.etc. ' 8 	3 -  

Yés 

R:M. Mason 
May 2, 1977 
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CREDIT COUNSELLING SERVICE  - 

' 

• . 	 . 	 . 

O 	 \ 
QUESTIONNAIRE - DEBT COUNSELLING 	 I 

. 	 . 
r. 

The Information'provided in this qUestionaire will be treated in confidence. - 
r. 

Your copy is coded and needs no further identification. Upon completion of I- , 
this survey, the participants will be notified of'its results. 1 

1 
INSTRUCTIONS:  

• • 	 I 	' 
_ 

1 .Please answer all questions. 	
i 

. 	k•••• . 
If not applicable, mark n/a.

.  • 
IF: If your prefer - not to di 	 - rose information, mark con. for confidential. 	, 

.If you are undertain of information, please give best estimate. 	 . 	1 

	

. 	 . 	• 	.ri 

Are you involved with individuals in personal financial difficulties 
yes-no 

(needing debt counselling) 

-ROW many per year 

Do you initiate garnishees 
yes-no 

How many per year 

Do you action voluntary assignments 
yes-no 

How many per year 

Do you presently assist individuals in financial distress 
yes-no 

By counselling 	 . By assisting in pro-rating 
yes-no 	 yes-no 

In your opinion, is Debt Counselling a meaningful service 
yes-no 

If yes, would cooperate by referring individuals with problems 
, 	yes-no 

ould you waive interest and service charges•during pro-rating 

11, 	
yeS-no 

Would you request that the credit bureau be advised of these on pro-rating 

yes-no 

Please add any comments,  suggestions  or recommendations. 
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Other Credit Institutions  

CREDIT COUNSELLING SERVICE 

. QUESTIONNAIRE - DEBT COUNSELLING  

The information provided in this questionnaire will be treated in confidence. 
Your copy is coded and needs no further identification. Upon completion of 
this survey, the participants will be nftified of its results. 

INSTRUCTIONS: 

• Please answer all questions. 
• If not applicable, mark n/à.  

If you prefer not to disclose information, mark con. for confidential. 
If you are uncertain of information, please give bést estimate. 	• 

Are you involved or aWare of individuals in personal financial difficulties 

yes-no 

-How Many per year • 

How many garnishees are you aware of being issued in one year 	 

Voluntary assignments per year 

In your opinion is Debt Counselling a meaningful service 
yes-no 

If yes, would you cooperate by referring individuals with probleffis 
yes-no 

Would you waive - interest and service charges -  during pro7rating 
.yes-no 

Would you reqUest that the credit bureau be advised of those on pro-rating 

• 
yes-no 

Please add any comments, suggestions, or recommendations.' 



Merchants -  Retail  

CREDIT- COUNSELLING SERVICE- 

QUESTIONNAIRE - DEBT COUNSELLING 

The information provided in this questionnaire will be treated in confidence. 
Your cony is coded and needs no further identification. Upon completion of 
this survey, the participants will be notified of its results. 

INSTRUCTIONS: 

Please answer  ai).  questions. 
If not applicable, mark n/a. 
If you prefer not to dis -Elose information, mark con. for confidential. 
If you are uncertain of information, please give best estimate. 	. 

Are yoù involved with individuals in personal financial difficulties 

(heeding debt counselling) How manY per year 	 

Do you initiate garnishees 	. How many per year 	 
yes-no .  

Do you, action voluntary assignments 	. How many per year 	 

y yes-no  

yes-no 

In your opinion is Debt Counselling a meaningful service 
yes-no, 

If yes, would you cooperate by referring individuals with problems 
yes-no 

Would you waive interest and Service charges during'pro-rating 
yes-no 

Would you request that the Credit Bureau be advised.of those on pro-rating 

yes-no 

Please add any . comments, suggestionsi  or reCommandations.-  
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lridtistry  

CREDIT COUNSELLING SERVICE 

QUESTIONNAIRE - DEBT COUNSELLING  

The information provided in this questionnaire wll be treated in confidence. 
'our copy is coded and needs  nô  further identification. Upon completion of 
this survey, the participants will be notified of its results. 

:271 

INSTRUCTIONS: 

Please answer all questions. 	. 	 . 	. 	 . 
.. 	 . 

If not applicable, mark n/a. 	. 	 . 	. - 	 . 
If you prefer not to disclose information, mark con. for confidential. 
If you are uncertain of information, please give beSt estimate. 

Number of employees in 	 Plant 	 Office   Total 

Are you aware of employee financial problems 
yes-no 

Do employees —Voluntarily disclose financial problems 
yes-no 

Do you experience garnishees 	. How many per year 
yes-no 

Voluntary assignments 	. How many per year 
yes-no 

Do you presently assist in these problems 
. yes-no 

By counselling 	 . How many per year 
yes,-no 

By pro-rating  . 	How many per year.' 
yes-no 

In your opinion, is Debt Counselling a meaningful service 

If yes, would yàu cooperate by referring garnishees 	 
yes-no 

yes-no 

Voluntary disclosures 
yes-no 

Would you cooperate so far as to Participate in personnel consultation 
,yes-no 

yes-no 

Please add any comments, suggestions, or recommendatiOns. 

Payroll deductions for pro-rating: 
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Would You waive interest and service charges . during pro-rating 
yes-no 

• yould you request that the credit bureau be advised of these on pro-rating 

Service•Aiencies  - Welfare Departments etc.  
. 	\ 

CREDIT COUNSELLING SERVICE 

'QUESTIONNAIRE - DEBT COUNSELLING  

The information-provided in this questionaire will be treated  in confidence. 
Your copy is coded and needs no further identification. Upon completion of 
this survey, the participants will be notified of its results. 

INSTRUCTIONS: 

Please answer all questions. 
If not applicable, mark n/a.  
If your prefer not to disclose information, mark con. for confidential. 
If you are uncertain of information, please give best estimate. 

Are you involved with individuals in personal financial difficulties 
yes-no 

(needing debt counselling) 

-Hew many per year 

•Do you initiate garnishees 	 
yes-no 

HoW many per year 	. 
r;:, 

Do you action voluntary assignments 
- yes-no 

How many per year 

Do you presently assist individuals in financial distress 
yes-no 

By counselling 	. By àÉsisting in pro-rating 
yes-no 	 yes-no - 

In your opinion, is Debt Counselling a meaningful service 
yes-no 

'If yes, would cooperate by referring individuals with problems' 
yes-no 

yes-no 

Please add any comments, suggestions or recommendations. 



• It, Consumer and 	 Consommation 
, L 	Corporate Affairs Canb‘,-!.. et Corporations Canada 

' . 

17th Floor, Zone 2 
Place du Portage 
Hull, Quebec 
X1A 0C9  

L 	1  L 	• 

Your Ide  Volte  reference 

ag tee Noire femoce 

136111-1-4/41- • 

August 8, 1978 

Mr. R.M. Mason 
Program Consultant 
Municipal Welfare Consulting Branch 
Ministry of Community and Social Services 
Queen's Park 
Torontà, Ontario 
M7A 1E9 

Dear Mr. Mason: 

Thank you for your letter of.July 18. I appreciate 
your taking the time to read and comment on the report regarding 
our telephone survey of credit-counselling services across 
Canada. Before responding to-your individual comments, however, 
I would like . to note a few points about the vurpose and context 
of the report and thereby hopefully clear up some 
misunderstandings. 

First, the main reason for conducting this preliminary 
survey was that little information seeffied to be available 
regarding  the  credit/debt counselling field for the country as a 
whole. In thi.s.respect the survey was 'exploratory in nature 
meant to provide some general information on "who was doing what" 
in the field; It was never intended to be 'an in-depth analysist 
(you will note that nearly all.recommendations relate only to ' 
.further research). 	• 

Second, the survey was conducted by_telephone partly 
because  of the explbratory nature of the research. We  did not 
know in advance exactly .which organizations would be  active in 
any given area and using.. the telephone tO find out appeared ,a 
reasonable approach. Another reason for using the telephone was 
the availability of the government telephone network. 

• 
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• Third, since we would be asking respondents such basic • 
facts as the name and location of their organization and the 
types of services they provided, etc., it also seemed worthwhile 
to gather other points of information, - including some of their 
opinions and cOMments : on matters relating:to debt/credit. 
counselling. 

Fourth, in summarizing the  data  gathered it seemed to 
the principal researcher that certain conclusions  could be drawn 
from the anSwers. Based on these conclusions some tentative : 

 recommendations for further research were'put forward. This 
latter point is important in that thé resulting report should not 
be interpreted as a poliéy paper nor even as a position_paper for 
the department as a whole. Rather, it was meant to proVide an 
indication of what is now being dOne in the field in the country 
as a whole and to highlight some areas Where furtherresearch may 
be warranted to determine facts and to investigate problems.. In 
•-this respect the purpose in-disseminating the results of the 

- survey was merely to promote discussion and hopefully' provide 
information that would be of some use to those with an interest 
in the field. 

I hope yoù will agree that -viewed-in this light the 
' report's purposes are generally consistent with those eXpressed 

in your letter. That is, it was our intention that the reports, 
be  viewed as preliminary and as a starting point for - further 

- research. I am sorry if this was not clear. Such clarification 
will  be added in the event that any'further Copies are 
distributed. 

I will nôw attempt •to reply to the specific comments in 
your letter, taking each in turn. 

Your first  comment  concerns the format of the report, 
including conclusions and recommendations, and the fact that-it 
was plcdhced by Consumer and Corporate Affairs Canada. .You note-
that these should indicate a well researehed and *factual report' 
but you feel this is not's°. I feel that the points outlined 
above about the survey's purposes,  etc., are relevanthere 	It 
is true that the . principal rebearcher drew'certain conelusiOns. 
These  conclusions  were based on the information provided by the 
respondents, including their opinions on certain matters and•on 
his overall impressions of patterns emerging from the data'. -Most•

of the réco=endations called only for further research to 
determine the .merit of the issues noted. In this respect we - feel 
the report is 'factual" in that it presents the data. So far as 
being "well researched" we feel that given the context and the 
recognized,  limitations of the methodologyi the research was 
adequate for the intended Purpose. You are free to 'disagree but 
we feel the research at least represents a needed first step. 
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• . Your second comment questions thé use of telephone 
interviews °  and strongly insinuates' that some interviews were not - 
conducted àt all. Regarding the first point, we feel that whilei-
telephone  interviews have disadvantages, this approaçh can be • - 
defended given the context and purposes of the research and the 
availability of the government telephone network. 

Your insintiation that some interviews were , .not 
conducted (that we either lied or fabricated the data) is deeply 
disturbing. You do not state which six of the credit counselling 
.agencies in Ontario you surveyed. HOwever, I assume that Mr. 
G.E. Penfold . of-the Credit Counselling Service of Metropolitan 
Toronto was  one of them. I say this bedaUse he has since written 
to the Minister Of this Department Stating that he Was telephoned 
by you and that he "cannot even recall providing faCtual data for 
it [the . survey] and a chec k .  of my employees here reveals no other 
respondent to admit tô'futnishing suCh infOrmation." AS it 
happens, a review of the original "questionnaires shows that the 
Ontario interviews  were-conducted .during the'last week of June, 
1977. 'Thèse include an interview with Mr.. G.E. Penfold in 
which all'questionnaire items were answered. If you wish to 
pursue this point please proVide more information.  Also, is it 
true, as you indicate, that because the agencies are continually 
giving out information to various interèsted parties they attach 
no significance to the questions and only giVe - superficial 
answers? If so, this is a disservice to.the various interested 
parties. 

Your next comment is that the survey does nOt delineate 
the differences:in the programs in the various provinces and 
regions sufficiently. It was never our . intention that a 
preliminary survey of tbis type  would lead to separate.reports 

, with conclusions and recommendation's for each province or region. 
Rather, we expected that•those in different areas would assess 
the general findings . and givè some thought.to which conclusions 
and recOmmendations merit further consideration in their area. I. 
It is certainly true, as you suggest«, that not all conclusions 

- and recommendations apply equally in different areas. In fact we — _ 
feel that Ontario is one of the better served provinces in many 
respects.' Nevertheless, it is understandable that - you have 
applied the conclusions and recommendations only to the Ontario 
situation in your comments. 	 attempt to . respond.to  each of , 

 these comments in turn on this basis. Please note, however, that 
we feel.  the  different conclusions and recOmmendations apply more 
in some provinces or regions that others. 
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l. 	 • CONCLUSION 	 • 
• 

Remedial.counselling services are not readily available in some  
geographic. areas 	• 	 • 

You state that over 90% of the population - of Ontario 
has access to credit counselling services and that while the 
conclusion - is correct the 'eMphasis is biased. 

This conclusion was meant to apply to some other 
.provinces much more than it does to Ontario since Ontario is . 
probably one.of the best.served provinces in this  respect.  
Whether your conclusion (assumption?) that over 90%• of the 
population is serviced is accurate is in some doubt. For . 
instance, according to , an interview with you appearing in the 
Globe and Mail of Saturday, July 22, 1978 your ministry considers 
as serviced.some people, who are located distances of 95 miles, 
110 miles and 210  miles  by road from the nearèst Office. 

RECOMMENDATIONS 

i) Research is.needed, etc. (ii) if it'is shown, etc'.  

Your  comment is that in Ontario there are extremely few 
areas where research has not.been done to document the need for 
service and that rural and small town centres are served through 
20 sub-Offices. We would be very-pleased to receive  copies -of  
such research. Also, I am sure  that other provinces 'would be 
glad to learn how Ontario gOes about doàumenting the need. 
Furthermore, we.would be anxious to . know  more  about the efficacy 
.of sub-offices as a means of providing service. 

ii) Conclusion  ' 

The demand  for remedial debt counselling services is not. being  1 
met adequately.. 

	

Your .comment is that this is an.assumption not 	•. 
supported-by any facts and that a mumber of Ontario agencies 
could with their present staff serve a considerably larger 
caseload. With.all due respect, we still maintain It is a 
conclusion based on à review of the data provided to us, 
especially the opinions of credit counsellors. As well, you will 
note the reference to Statistics  Canada data on debt/income 
ratios (footnote 4 in the report) which we feel provides indirect 
support for the conclusion. With regards to the Ontario 
situation, - it may well be that a number could with their present ,  
staff serve a considerably larger caseload. ,Our response . to this. 
point is that many agencies, including several in Ontario, were 
of a different opinion regarding advertisin g . and the numbers of 
people requiring assistante. You will see also that we do not 
blindly accept this as being the actual situation but suggest 
that research  he  done on the relationship between need and the - 
availability  of-service. 	. 
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Recommendations  

(ii) The potential  for  increasing the operating efficiency  

. 	Your comment is that you r fail to see the basis for this 
recommendation since the questionnaire did not ask whether 
services are computerized. The basis for the recoMmendation is 
that . a couple of respondents mentioned it in their general 
comments. On reviewing  the data  collected, it seemed that the 
idea might have SOMQ potential and that therefore it was worth 
noting. In this respect it was interesting to learn from your 
letter that Ontario has done some research on this matter. No 
doubt others would be glad.to learn from Ontario's experience. - 

- iii) Conclusion  

The range of remedial services is too limited in some areas , 

Your comment is that the statement is too general - 
presumably geographic areas are meant. The basis for this 
statement can be found on pages 44 and 45 of the repOrt. To some 
extent the conclusion refers to geographic areas but also to the . 
need  • to see if problem debtors can be reached and assisted at 
some point before  more serious intervention (such as an orderly 
payment, of debt arrangement) is required. 	 • 

Recommendations  
• 

i) Research is needed to determine whether eligibility for 
various orderly payment of debt schemes, etc.  

Your comment is that.in Ontario the only restriction is 
residence and wOrk location. This seemS a very reasonable 
criterion, although we understand from some respondentp that  the 
client must also be wOrking. The recomMendation was directed ,  
more to some other  provinces  where it seems there are eligibility 
.criteria relating to the level and types of debt. Our only 
concern was whether people who could benefit from counselling of 
one type or another are able to receive it. 

ii) In view of the apparent uniqueness, etc.  

Your comment questions the appropriateness or 
predibilizv of credit unions  in • relation to credit counsellinc. 
Y• ur points are well taken. Just in -passing, it is interesting 
to note.that.the credit union movement is considering the notion 
of supplementing. their financial services to customers with 
various social services.  (according . to a recent interview with . 
Mr. George May appearing in the Globe and -Mail, Sat. July 15, 
1938, p. 133). 
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iii) An effort should be made to determine, etc.  

Your comment is that in Ontario the policy of.the 
0.A.C.C.S...is that crédit counsellors should be advocates of. 
their clients and shoed have suffibient knoWledge to •be aware of 
illegalities but that •these should  be  referred to the proper 
authorities.  This  policy is interesting to note. However, the 
recommendation should not be interpreted as saying that credit 
counSellors - themselves should determine such illegalities. 
Rather, thepurpose here was.to  recommend  that  a sample of files 
in  different agencies across the country .be reviewed to determine 
whether there is- a problem in day  to  day operation. Only if it -. 
were found that a problem exists would a review of .present - • • 
policies be considered as a recommendation. 

iv) Interviews should be conducted, etc.  
• 

Your comment is that this might  have  some - merit. We . 
would appreciate hearing of any ideas you might have. 

y) Review of qualifications of and training provided, etc.  

Your comment is that in Ontario this has been done and 
progress is being made in developing a training course. Again, I 
am sure that other provinces as well- as ourselves' would be 	• 
pleased to learn more about Ontario's experience. 

Conclusion  

• Too little attention, etc.  

Your comment ls that this could be an assumption that 
may or may not be correct but that prior to any recommendations 
•the whole subject needs far greater research. The conclusion ws 
based on the opinions expressed by survey respondents. We agreei -
with your view, however, that more research on the matter is 

• needed. 

Recommendations  

i) 	 - 	de 	etc. 

'or  cc77.ent is that :-.anv such kits' are nos'  beinc 
distribute:5. but further research is needed to determine whether 
they are of any value. We agree that a study of the 
effectiveness of present Materials  and the  manner in Which the 
information is presented would be a good starting point. 
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d.i) Emphasis should be pladed  on,  etc.  

Your  comment iS that experiments have been - 	• 
disappointing and that further research and pilot projects are 
required. We agree with your comment about research and pilot 
projects and would be glad.to  discuss your experiences to-daté in 
this area. I might also point out  that at least some efforts 
appear to have been successful and perhaps these projects could 
be part of an overall review. 

iii) The various provincial governments, etc, 

•
• 

Yobr coMment  i  that Ontario has a course but that 
implementation at the local school (school board) level has been 
a problem. Other provinces could no doubt benéfit . from Ontario's 
work in.this area. Also, do you have any thoughts about 
overcoming Problems at  the local  level? 

y) Conclusion  

• There appears to be a general lack of co-ordination,  etc.  

Your comment is that you agree but that becausè of 
inter-provincial differences the idea is still under . 
:consideration. I think you will agree that several of the points 
you have made above would .be Of interest in'other provinces and 
that a meeting of various parties at least to discuss the 'range 
of issues and exchange information would be very usefUl., 

Recommendations 
• 

• Your comment is that you agree except that you.. 
criticize using 'the'present survey as the basis for any far 
reaching review. We appreciate your support of further Work • 
being done. Perhaps the.best way to anSwer Your ériticiSm is t.c: 
refen back to the opening paragraphs of this letter coneerning 
the purposes and limitations of the survey. Whether those with 
an interest choose to disregard the content of the- survey  
entirely is much less important than-thé fact that they.eXchange 
ideas on what the issues are and how they shoUld be approached. 
If the survey did nothing more than encourage such exchange  a' 
major  purpose will have been served. . 

. 	Yotir final comments is to criticize the,reference to 	. 
Puckett in the introduction. We aaree that the Puckett.studv was 
'weak and this is one reason we deCided to  do 'the survey. - .  While .  
Ontario and Alberta have done research,.it was neverthelésS true 
that we could •find very,little information regarding the' 
situation in the country as a whole. This•Was one reasOn for 
this first attempt. 
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In summary, I would . like to eMphasize a4ain the • 
tentative nature of the present survey,•its. purposes in terms of 
its preliminary nature, etc. and itS limitations. It was  not 

 intended as a departmental policy paper. I'aM sorry if the 
purposes and limitations of  the report and its accompanying .• 
conclusions werenot made clear enough. Hopefully, these 
misunderstandings have now been cleared up. 

-• 	We do appreciate your taking the time to read the . 
report and comment on it. If you feel it necessary, we - would be 
glad to discuss futther out reply to your comments and the . 
potential for further work in the credit counselling 'field. 

• 
Sincerely, 

; 

Ct_ " 
(,7 

• 
J.P. Toupin 
Consumer Research  Branch. 
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Mr. Jean-Pierrépin 
Acting Director .  
COnsumer Research Branch 
17th Floor, Zone 2. 
Place du Portage 
Phase I 

• Hull, Quebec 
KlA 0C9 	. 

Lear Mr. Toupin: 

Thank you for -sending me a draft copy of the "Survey of 
Crédit Counselling Services in Canada" and asking me for rry 
conmant_s. 

I am somwhat hesitant in giving my cements as this : 
Survey has undoubtedly been prepared at considerable time and. 
expense. The format of the study, including  conclusions and 

. recommendations, and the fact that it was produced by Consumer 
and Corporate Affairs Canada would indicate that it should be 
a well researched and factual report. . 

This I feel is not so and if it is produced at all 
would suggest that it be - amended and produced only as a matter 
of interest. 

A report of this depth where the research was done by 
telephone is  on  to question. I subsequently uade a brief 
telephone survey myself of six credit•counselling agencies 
in Ontario to inquire if they had answered the questionnaire 
as purr:orted to have Ipan used. Two of these agencies 
reTer:ber anz=werin:1* sou:e of the questions but state very 
definitely the n -  were net asked the ralority of questions. 
The  other four acencies have no recollection of answering 
such a cuestionnre. They all stte riesz e:7phatica1ly that 
they would have rerbered a questionnaire of such depth. 
All agencies state that they are continually giving out in-
formation to various interested parties and if cuestioneC, 
they atta,:hed np sicnificance to the cuestions and only cave 
s ,.:parficial answers. As these sim agencies serve a population 
of over 4, 030,000 persons, it would indicate that the Survey - 
doss not portray a true picture. 
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fürther problem with the Survey is that it doeb not 
delineate  the  differences in the programs . in the various 
Provinces . and Ragions sufficiently.. 4Ng'hile these are men-
tioned, the differences in the programs are so great that the 
drawing of Conclusions and RecarYrendations  are  Superfluous 
unless it is indicated to which program they should apply. 

Throughout the Survey I could enumerate many questionable 
conclusions and recommendations but I will confine rny codanents 
with one exception to the Surmary. 

• J.) 	Conclusion  
Rerre_dial counselling services are not readily avail-
able in  some  geographic  areas: • 

Over 90% of the-  population of Ontario has access to credit 
counselling services and  while the conclusion is 'correct • 

• . 	the emphasis  is  biased. 

Recomrendations 

R-_,Isearch  is needed, etc; (ii) If it is shown, etc. 
There are extremely fe- .7 areas in Ontario where research • 
has not been done to document the need for service. As 
regards inve.stigati ng extension of services, etc., proper 
research in Ontario would have revealed that extension of 
service has be..en practised for same years. In 1977 there 
were 28 agencies (now 30) and these 'agencies served rural 
and-small tcwn centres through 20 sub-offices  where coun-
sellors were available ranging frail a daily to a monthly 
basis -  or as require.d. In addition other wall centres 

• have been served on request. 

ii) Conclusion  
.The demand for rerredial d.ebt counselling services is 
not being rcet ada7catelv. 

This is an assuipt_ion ndt a  conclusion.  I fail  to see Ln 
this surve;.7 any facts to support this assurytion. The sà-
called "tip of the iceberg" is  not  based on any data  pre-
sented. In Ontario a number of agencie.s Could, with their 
present staff, serve a considerably - larger caseload. T.hey 
have not been successful in increasinc this in spite of 

• advetis 4 nc csscra -;c--..s e- - 	 r,m 
ccential • 	

cric=ci th -an an actual  damand until  such tim..-3 as 
the  potential is translated Lnto  an entrai  Oeuand it  is 

• tjuestionable whet:ner any  assassinent  is of re,a1 value. 

Re_connrIndations 

ii) The potential  for_ increasing the  Q-,:.>2rating efficienc -:,› .(e.g.  
through cxy..:Tpliterizatio; -) of certain functions)  of  credit  
counselling  services should  be. e.:,..p.lorecl. 
As the questionnaire did.not ask ‘.:hether services ‘...,ere 
capputerized, I fail to see the basis for this reca-mendation. 
It is my understandin(...; that in soc-e Provinces this has 
ftmr 	Tn Ontario, a vr--rv dr,ta -;.1nd  and  1th\' *T-r rh 
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. 	
• 

done on certain aspects of this. - The project mas dis- 
continued last year as the variables were so diVerse, the 
coSt outweighed any advantages that might accrue. 

-iii) Conclusion 	 . . 
The range  of remedial services  available is too  

•limited'in  soma  areas. 	 . 
This statement is too general - presumably geographic areas 
are meant. 

Recommandations  
• 

i) Research is needed to •determine  whether eligibility for 
various orderlv payment of debt schemes, etc. • 
In Ontario the only restriction'is residence and Work.  location. 
Due to local funding of 40 96,scre agencies insist client resides 
or,works in community where - agency is.funded... 

ii) •In  view of the apparent uniqueness, etc.  
While this might be of Value it should be understood that not 
all credit unions have displayed the same philosophy when.the 
client is no longer a member of the .group. 

They could.certainly extend their counselling services  but  as 
regards acting- as a trustee in handling an 0.P.D., their, 
credibility would.be suspect by creditors.as they themselves 
,are credit grantors. 

.iii) An effort should be Made to determine, etc. 
In Ontario it is felt that credit counsellors should refer 
such matters to lawyers, legal aid, Collection AgencY Act, 
Consumer Protection Act, etc. The Ontario' Association of 
Credit Counselling Services policy is that credit colinsel-
lors should have sufficient knowledge to be aware of illegal-
ities . but that these should be referred te the Proper 
authorities. This appreaCh has been fonnd to be mueh 

•::tter. The credit counsellor should be an advocate of his 
client but the determination of.thelegality of a debt or 
'collection practice is better decided by the proper author-
ities. 

iv) Inter.-ies Sh.72-.5 be 	 etc. • 
abt  have  scc:e merit. 

v) 
In Ontario this has alreadv been completed and progress is : 

 being  made in developing a training course, 

iv) CencluSion  
Too little'attention, etc. 	 • 

Thiscould b,:!an asSuption thatirav or ray not be correct 
but prior to any Recomendations being made this whole SUb -
ject needs far greater  research  than was done in thiS 
questionnaire: . ; 
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. 	. 
Reconirendations  

• 
i) 	Efforts should be made, etc.  

There are many of these presently being distributed - 
requires further researdh.to determine whether they are 
of.any.value. 

ii) Emphasis should be placed on, etc. 
Experiments in this area have been to say the least dis-
appointing. It again requires greater research  and, pilot 
projects to determine whether it would be of any value. 

iii)The various provincial governments, etc.  
Ontario  has an excellent money management course that can 
be included in the schOol curriculum as a credit course. 
Agencies and other interested  parties are continually 
advocating schools to adopt this büt to date the results 
have been rather disappointing. 

Conclusion  
There appears to be a general ladk of co-ordination,  
etc.  

This undoubtedly is a fault but owing to the differences -
in the various Provincial programs this is still under -
consideration. 

Recommendations 

I,would agree with the Recommendations as presented with' 
the exception of number 2. Whiae the recommandation may 
be valid I do not feel 'that this study has.been'conducted. 
in sudn.a manner to warrant any far.reaching review being 
rade. 

I previously stated I would  confine 	coments to the 
sumccarywith one exception. This exception  is the referende 
to a report by Puckett in the Introduction. This report Was 
so inadequately researched that it has no .credibility. It is 
interesting to note that although mention is  macle  of the paucity 
of his report, it is now being quoted as.having sone authority. 
It is quoted saying "with a few except:Lens...yen ,  little 
systematic info-nation seems.to be available about debt ccun-
sellin.7 services 'n Canada." This was certainly not true either 
L n re:-:ard te A.-.1->e ---ta or Onario. Botn (1) ,' these PrOYinces had 
ver: coE:elete data  on such se---y- es but Ontr, rio and poss:'_bly 
2,Icera were never asked to furnish'the authors of the report 
with the data.. This illustrates the danger of producing an 
inadeq2uatelv researched survey. 

In su-muant I feel that this  report  is only of value as .a • 
preliminary report to be used in flirther research. It should 
not be published in its present form as it .is ndsleading and nOt 
factual. 

...5 
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R. M. Mason 
Program Consultant 
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1 would weloom the opportunity of assisting further if 
this was to be used as a starting point to further research. 

.Yours truly, 
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/7  Amy'Cousineau 
President / nib 

THE ONTARIO ASSOCIATION• OF CREDIT COUNSELLING SERVICES - 

E. W. LANG 
EXECUTIVE DIRECTOR 

200 Queens Avenue, Suite 306 
London, Ontario 

N6A 1J3 
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AMY E. G. COUSINEAU, M.Sc. 
PRESIDENT 

Department of Family Studies 
University of Guelph 

Guelph, Ontario 
NIG 2W1 

(519) 824-4120 Ext. 3779 \; ..:.. ...,.  
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Dr. John L. Evans 
Director 
Consumer Research and 

Evaluation Branch 
Consumer and .Corporate 

. Affairs Canada 
17th Floor, Zone 2 
Place du Portage 
Phase J. 
Hull, Quebec 
KlA 0C9 

Dear Dr. Evans: 

1 am writing to let you know how pleased we were to meet Mr. 
Wayne Brighton at our general meeting of October 25 and 26, 1978. After 
our extensive correspondence regarding the survey of credit counselling 
services in Canada, it was nice to meet the author of that report in 
person. 

I was very pleased to see the final version of that report. I 
felt that the author had taken a lot of care to incorporate our suggestions 
into the manuscript, and to make it more realistically reflect the situation 
here in Ontario. We also appreciated receiving a copy of the research 
report for each of our member agencies. 

Now that this initial exploratory report has been completed, 
I hope that we can continue to exchange ideas. As noted in the survey, 
there is much research which remains to be done. We here in Ontario are 
also very interested in meeting with our counterparts in other provinces. 
Any initiatives which the Department of Consumer and Corporate Affairs 
could make in this direction would be grately appreciated. 

Yours truly, 

cc E.W. Lang 
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Your Ne ‘4211e reference 

Our tee 	Notre refeeence 

December 6, 1978 

Ms. Amy Cousineau 
President 
The Ontario Association of 

Credit Counselling  Services 
 Department of Family Studies 

University of Guelph 
Guelph, Ontario • 
N16 2WI 

Dear Ms. Cousineau: 

Thank you  for  your letter.. of October 31, and .for•your • 
kind remarks;-I apologize'for the.delay in replying . . • 

• We agree that - much research remains to be done, not 
only on credit counselling services but on a variety of issues 
concerning consumer credit and families use of their financial 
resources .  As you May be aware, we are now close to completing 
a feW preliminary reports on such topics as access to credit, 
general attitudes and behaviour with•reSpect to Credit, and.over-
indebtedness. Particular projects will be outlined in the. • 
next edition of our Research Newsletter which should be available 
soon. 

Onde these projects are completed-  we.will be drawing 
the results together in an overview report. I am hoping that 
this will be completed by late spring of 1979, and would süggest 
that the feasibility of a general meeting of - those with an 
interest in the field be considered at that time, In the 

 meantime T would be •glad.to keep in- touch and to,draw on the , 

	

experience of your Association in.credit.related- - issués. . 	. 
.... 	 . . 

• ..-- ---7Sinterely yours„ 	9 : ) . 	 / 
• J- 	 _ 	 . 

. 	- 	. 	. 	. 

_.._:_ 

LJ.L..Evans 
Direct-Or 	. • 
Consumer Research and' 
' Evaluation Brandh 



p 	Consumer and 	 Consommation 
'1g' Corporate Affairs Canada et Corporations Canada 

17th.Floor, Zone 1 
Phase 1 
Place du Portage 
Bull, Quebec 
KIA ,OC9 

You: tee Votre reference 

Or fie 	Nouckqeience. 

October 2, 1978 

Ms. Amy Cousineau 
*President 
The Ontario Association of .  ' 

Credit Counselling.Services, 
Department of Family Studies 
University of Guelph. . 
Guelph, Ontario 
NIG 2WI 

Dear Ms. Cousineau: 

Dr. Evans has asked me to write, thanking you for your 
letter of September 19, 1978. .Also, your M. Sc.. thesis 
has been duplicated  and the original is enclosed. 

I look forward to attending the 'general meeting of 
OACCS in  Toronto and.the opportunity_to discuss isSues of 
mutual concern. In the meantime,  in  .case you have not already 
seen them, I am enclosing two articles which appeared on page .— 
T9 of The Globe. and Mail  of September 28. I think the content 
of these articles sheds further light on the apparent 
Aisagreement between ourselVes and Mr. Mason with regard to 
demand for service and the merit of advertising the avàilability. 
of service as àpplied.  to  the Ontario case. 	- 

Thanks once again for'yeur commets and interest in 
promoting further useful exchange . on the credit counselling 
field. 

Sinéerely, 

W. Brighton 
Consumer Research and: 
Evaluation.Branch 

Encl. 
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Dr. John L. Evans 
Director 
Consumer Research and 

Evaluation Branch 
Consumer and Corporate 
Affairs Canada 

17th.Floor, Zone 2 
Place du Portage 
Phase I 
Hull, Quebec 
KlA 0C9 

•Dear Dr. Evans: 

Thank you for your letter of September 14, 1978 regarding • 
the Survey of Credit Counselling Services in Canada. I appreciate 
your serious considera“on of our submission and the thought which 
Went into your reply. It was particularly helpful to have some of 
the passages in the report clarified. 	. 

. 
I am enclosing a copy of my M.Sc. thesis, a follow-up Study 

on credit counselling clients, as requested on page five of your letter. 
Feel free to• duplicate it, but I would like to have the original back 
after you use it. I have scanned the documents which you Sent to me 
on Credit and Debt in Atlantic Canada and on the "Standard Package", • 
but I need - to look at them More carefully before. commenting. 	' 

, 
I am glad that the,survey provided an opportunity for OACCS 

and the Consumer-  Research Branch to become acquainted. I  trust  that • 

. we will continue to exchange views on topics ofmutual interest. We - 
look forward to having Mr. Brighton with us in October, and to an - 
.eventual meeting of all those interested in creditcounselling in 
Canada. I.would-appreciate receiving à copy of the final report on 
the Survey of Credit Counselling,in Canada when it is Teleased. 

Yours truly, 

j  

Am 'Cousineaù 
Presi  dent.  imb 
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Dear Mr. Toupin: 

78 09 01 

On behalf of the Ontario Association of Credit Counselling 
Services,  I would like to thank you  for the opportunity to comment  on the 
Survey of Credit Counselling Services in Canada written by J. Wayne 
Brighton. We share the concern of the Consumer Research Branch about 
the lack of even the most basic descriptive data on credit counselling in 
Canada. My own research efforts have been:hampered by this, and I have 
had to rely on U.S. information frequently in the Past. I hope that 
this very exploratory .study will be followed up by more in depth research 
in the near future. 

It is obvious that mucft valuable information was collected in 
the Survey that was not previoùsly available. However, the Ontario ' 
Association of Credit Counselling Services 'regrets the decision of the 
author.to write a report which generalized about the country as a whole. 
Because,  of this decision much valuable information has been lost-and all 
the service being provided to overindebted consumers is made to  look 
inadequate. However, those familiar with :credit counselling in Canada 
know that some areas, such as Ontario, Alberta and'British.Columbia are 
highlyAeveloped, while in other areas no service is available at all. 
If the research report is published in its present form,.the  provincial 
summaries mentioned  on page six would be a valuable addition. 

I feel that telephone interviews were probably the best way to 
collect 'information for an eXplbratory survey of this type. However, 
more accurate responses miçqit have been obtained if a letter describing 
the survey had bèen Sent out before the calls were made, or if the calls• 
had been supplemented by a mailed questionnaire.  Certain] y the Infor-
mation about agency funding and client characteristics would not be i 
instantly available to respondents without some prior warning. 

An aspect of the report which .is. of some concern to us is 
probably a Tesult of this problem. . The client profile referred - to in. 

...2 
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several places is "young families with children and below average (or 
poverty) incomes". We do-not •feel that there is enough justification 
for this generalization since it is based mainly on the rough guesses • 
of those interviewed, Certainly in Ontario, most clients would not be 
considered poor, but of middle to lower middle income. "The  relevance 
of the Rainwater classifications referred to on page 34 is not clear. 	• 

In the report there are four references to credit counselling 
services in Ontario which indicate that the interviewers may have . 
misuhderstood the respondents.  On page 10, -we- find the sentenCe--"Ihis 
service in Ontario issenerally set up Under . an arrangement between 
credit grantors, the Provincial -government and other agencies in the 
community such as United Appeal". In facti'all. Ontario services are 
establiShed through ah agreement : with a local counselling agency 	-. 

!(usually an independent Credit Counselling Service or a Family. 
'.Counselling Service) and the provincial government. While creditors • 
and United Way are important because they usually support the agency 
financially, they are not directly involved  in the_relationship• with 
the  province or in -running the agency./On page 11, there is •a 
reference to "Ontarib's Credit Counselling - Service". This implies - 
that there is one umbrella service, while in fact many of our indepen- - 
dent member agencies use variations of Credit Counselling Service as 
part Of -fheir name. /lOn page 15, it states that some respondents 	• 
thought the provincial —government in Ontario was working on a counsellor 

. training program. The Ontario Association of Credit Counselling Services 
• is currently.developing à counsellor training and Certification,program. 

, On page 42, it 'states that  "in Ontario, service is provided directly 
by 

— 
the - go-vernment...". This is  not quite correct.since the service is 

provided by independent community agencies, who are Partially:funded 
by the province. 

The Ontario -  Association also has some concern about the conclu 
, sions drawn from this study. I have reviewed the submission sent to you , . 
by Mr. Ron Mason on July 19, 1978 and fully concur with the ideas . he has 
expressed.  Our association particularly- egretS -the broad ,conclusion 

, • 	found on page 42 that "credit counselling services in Canada are generally 
• inadequate". While serylce_may_be-inadequate-in-some.areas of the country, 

most  of the reasons cited for this conclusion do not auk' to Ontario. 
Remedial counselling is available from 30 agencies in Ontario which serve 
counties and regions containing  9O of the population of the province. 

We are unsure to what extent the demand for service is being .  
. met in Ontario. We do know that all-those who request service are seen' 

by a counsellor, although there may be a waiting  11 st for service in •a. • 
few agencies. More rigorous research would be needed to find but whether 

--there really are peOple in Ontario who need service but are not receiving. 
it. While  .the range of services might-be expanded, we feel that Ontario 
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services are indeed "client centred". Although many contacts with cliénts - 
on debt repayment programs may centre around the repayment-program; the 
idea is to help the client meet hts goal, not to collect money from 
creditors. The Program Manual for Credit/Debt Counselling in Ontario 
specifies that follow-up interviews should be carried out every six 
months.i.Referring to recommendation iv (p. 45) - a'small follow-up stùdy 
carriéd out by me in 1973 indicated that former clients had stable 

/ financial situations and positive attitudes to the agencies from which 
• they received help. I would be happy to loan you a copy of that study 
if you wish../Other factors which seem to have led to the conclusion 
that services are inadequate were cited on page_51, where it states that 
there are administrative probleMs involved -th- setting up debt repayment 
programs and th-at .  the_respondents fe/t that service was inadequate. I 
am not - awa're of any severe problems in administration of repayment pro-, 
grams in our province. We would welcome a study of adequacy based on 
valid, non-subjective criteria. 

Although we cannot Support the whole text of the rèport, the 
Ontario Association of Credit Counselltng.Services  supports the major 
recommendations of the study found on page 47. While we have good 
communication among services in Ontario thrOugh our Association and ' 
Mr. Mason's office in the Provincial government,-we would like to have 
more interaction with those providing similar service in other provinces. 

/ • We would welcome any efforts of the Department of Consumer and . Corporate 
AffairS to_foster such liaison. In addition we agree that much more 
research is needed and.would encourage federal government involvement 
in thisarea either in the form of in-houSe or contractresearch. 

Our understanding of recommendation (ii) is that the delegation 
- of powers under the Bankruptcy Bill should be reviewed on a provincely 

province  basis. It is probably correct to assume that not all provinces 
• have existing services capable of taking on - this important responsibility. 

_ 

We are confident however, that the delegation-of these powers in Ontario 
will be the best way:to serve those consumers who find themselves in need 
of bankruptcy proceedings, 

Le- 
• - 1.J 	 • 

, 

• 

I hope that - our comments will assist you and Mr. Brighton to 
produce. à factual,and informative report. 'As  stated in the report, .an 

u exploratory...study is only the first stePln investigating this important 
consumer service. II-Lc:losing: on behalf of the executive of the Ontario 
.Association of Credit Counselling Services; I. would like to invite yOu and  

' Mr. Brighton to attend the general meeting Of our association at the Chelsea 
Inn in Toronto on October 26 and 27. I have enclosed a copy of the acenda 
for your information. 	-------,- 

...4 
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If our Association can be of assistance to you in future,  please 
do not hesitate to contact me, or our Executive Di-rector, Mr. Ted Lang; 

Yours truly, 

. / 	r 

Amy Cousineau 
/mb 	 President 

Ends.:  General Meeting Agenda 
Bibliography on Credit 
'COunselling 
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TIIE . ONT.ARIO ASSOCIATION OF CREDIT COUNSELLING SER 

' 	 AMY E. G. COUSINEAU. M.Sc. 	 E. W. LAN 
EXECUTIVE DIRE 

, 
': - . -:'..,=i,:',..•;»,..;;I 	 Department of Family Studies 	 . 	 200 Queens Avenue, . 

University of Guelph 	 London, On:a.; 
Guelph, Ontario 	 N6A  1J3 

NIG 2W1 	 (519) 433-015 
(519) 8244120 Ext. 3779 	 , 

OACCS FALL'CONVENTION 1978  
, 

• • 

PROPOSED AGENDA  

Thursday, October 26th', 1978  

9:00 to 10:00 A.M. - Registration - 
1 0:00 to 10:15 A.M. - Welcome and Announcements 
10:15 to 12:00 Noon - Regional Meetings 
12:00 to 1:30 P.M. - Lundheon with Speaker from Ontario Welfare 

	

Council 	 - 
— 1:30 to 2:00 P.M. - Seminar - 'Funds and Resources' 

	

2:00 to 3:00 P.M. - Seminar 	'Public Relations - Who Needs It?' 
3:00 to 3:30 P.M. - Coffee Break. 
3:30 to 4:30 P.M. - Seminar - 'Case Control' 

Friday, October 27th., 1978  

8:00 to 9:00 A.M. - Executive Committee Meeting 	- 
- Other Committee Meetings at Call of Chair. 

9:00 to 11:00 A.M..- Standards Training Committee, 
• . Seminar on Trainin2,Manua1 and its Uses ci 

i0 	--11-:00 to 12:00 Noon -  Business Reports  
12:,00 to 2:00 P.M. - Luncheon with Speaker from the Banking Industry 
.2:00 to 4:00 P:M. - Panel Discussion on Credit Practices 
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University (1 - Gi(ellph 
COLLEGE OF FAMILY AND  CONSUMER  STUDIES 

DEPART. MENT OF FAMILY'STUDIES • 

Credit Counselling Bibliography 

Amy E.G. Cousineau 

August 1978 

Churanam, Charlotte V. and Martha L. Garrison. Family Money Management  
Counselling: A Systems  A proach. UMporium, University of Maryland; 

. 	College Park, MD., 20770. 	.6.00 in U.S. funds) 	1976. 

A book of readings. Proceedings.Of a workshop sponsored-by the 
Department of Family and Community Development, College of Human 
Ecology. . 

CouSineau, A.E.G. "Family Counselling and . Resource Allocation of Over-
indebted Families: An Exploratory Study". Unpublished M.Sc. 
thesis, :University of Guelph, 1973. • 

A study'of two groups of clients of credit counselling agencies. 
Objective was to determine whetherprovision of family counselling 
along with debt repayment programs would have al)etter long term 
rehabilitation effect. 

Cousineau, 	 " .Competencies for Credit Counsellors". Unpublished 
report of a data collection project carried out for the Standards 
and Training Conimittee of the Ontario Association of Credit 
Counselling Services, 1976. 

Report on counsellors'and directors' opinions of what skills and 
competencies are important for credit counsellors in Ontario. 

"Credit Counselling in Ten Cities". In Consumer Credit and the Lower  
Income Family.  The Canadian Welfare Council, 55 Parkdale, Ottawa 
3, Ontario. pp. 106-113, March 1970. 

A general description of credit counselling in Canada from  inter-
views  with a few Credit counsellors. 
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.Credit Counsellor Training Handbook. Credit Counselling Centres Inc.; 
Suite 280, Southfi-eld Office Plaza, 1700 We .St Eighth Mile Roads 
Southfield, Michigan 48075, 1976.' 

. Short hi,story. Of credit counselling centres. Basic concepts are 
explained. Excellent how-to-do-it manual, including forms. 

Feldman, Frances Lomas. The Family in Today's-Money World,  2nd ed. 
,Family Service Association of America, 44 East 23rd Street, 
New York, N.Y. 10010, 1976. . 

Part of one chapter discusses U.S. credit counselling. 

Goldberg, F.S. "Problem Users of Consumer Credit as Seen by a Case-
worker". In Consumer Credit In Family Financial Management. 
Washington: American Home Economics Association, 1967, pp. 87-92. 

Personal impressions of overcommitted.debtors,and reasons for 
their actions as told by a financial Counsellor. 	. 

Hall, P.B. Family Credit Counselling--An Emerging Community Service. 
Family Service Association of America; 44 East 23rd Street, 

• 	New York, N.Y. 10010, 1968. 

Scientific study of credit'counselling programs in the United 
States. Eight agencies are studied..in detail. One section gives 
characteristics of debtors. 

Irving, Hillary and Carol Little. "Alternatives to Debt Counselling'for 
the Overindebted". Unpublished undergraduate research project,' 
Department of Family Studies, University of Guelph,  1976. 

Investigated how clients who "dropped Out" of credit counselling 
solved their debt problems. 

Laughlin, J.L. and Bressler, R. "A Family Agency Program for Heavily 
Indebted Families". 	Social Casework,  V. 52, flO, (Deé. 1971 ) , 

- pp. 617-626. 

Gives  background of  credit counselling. Describes,.program set 
up by Nassau (N.Y.) County Family Service Agency with case . 

 examples. 
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National Foundation for Consumer Credit. A Financial Counselling Manual. 
National Foundation for Consumer Credit, 1819 H Street, N.W., 
Washington D.C. 	($3.50) 1977. 

Modules to Accompany the - Manual: 

Developing  a Clients' Rehabilitative Financial Plan, 1977.  
Asking  Questions and Clarifying Client Statements,  1977. 
Common Types of Financial Problems,  1977. 

Manual and Modules are part ofthe-American. education .and certifi-
cation program  for  credit counsellors. 	 . 

Puckett, T.C. Debt Counselling Programs  in Urban Canada.  McMaster 
University, School of Social Work, n.d. 

Survey of credit counselling available in 12 major urban'centres in 
Canada. 

Van den HeUvel, Rita and Elinor Phillips. "Future Time Orientation of 
Credit Counselling Clients Before Counselling and AftWSuccessful 
Completion —from a. Counselling Program". Unpublished undergraduate 
research project, Department of Family Studies, University of 
Guelph, 1977. 

Found that those who had completed - a credit counselling projram 
were more future oriented than those just beginning counselling. 

Warrick, M.T. Manual: Family Debt Counselling Procedure:  International 
Consumer Credit .Association, 375 Jackson Avenue, St. Louis, MO 63130, . 
1964. 

How-to-do-it manual'. One page on  need -for counselling. Includes 
ways to estimate ,expenses. 




