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ABSTRACT e
Despite the 1increasing attentlbn being devoted to credit
counselling 1n Canada, even the basic "inventory" type
information needed for research and policy planning 1in this area
1s spotty or missing.. The present survey was conducted to help
f111 this gap by providing an inventory of the distribution-and
characteristics of credit counselling and associated money
management education services avallable to consumers 1in Canada.
The survey, conducted by telephone during the summer of 1977,
covered five general. areas: service setting, funding and staff,
service dellvery, client proflle, and other comments and
suggestions.  The general conclusion was that while the . services
available to deal with this growing social problem have increased
—1n récent years, there are nevertheless several. issues regarding
both the availability and adequacy_of,these services 1n 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-

1s meant to represent.a needed flrst step in helpipg to-identify
the 1ssues. _ :




SUMMARY OF CONCLUSIONS AND RECOMMENDATIONS oo

-

The survey results indicate'that in recent' years much
greater attention has been devoted to alleviating indebtedness -
problems associated with the consumer credit explosion in Canada.
Thus, of 126 agencies included 1in the survey, some 50 date back
‘only to 1874 or later and the median start-up 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 adeguacy 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

Remedlal counselllng services are not readily availlable
in some dgeographic 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 populatlon centres
across the country. :

Vli) - If it 1s shown that such areas seriously lack access
and a need for service 1s 1ndicated, the efficacy of various
means of providing service (e.g., extension services, mobiles,
-part- tlme government offlces) should be 1nvestigated.

Irn). Conclusion

The demand for remedial debt’ counselllng serv1ces 1s not
belng met adequately.

Recommendations

i) Research should be done to determine the relationshlp
- between existing credit counselling services 1n a given area and
the demand . for service (actual and potential) in that area.



. ii) The potential for increasing the operating efficiency
(e.g., through computerlzatlon of certain functlons) of credit
counselllng serv1ces should be explored.

IIT. Conciusion

‘The range of remedlal services avallable is too llmlted

in some areas.

Recommendations

i) Research is needed to determine whether eligibility
for various orderly payment of debt schemes and other types of
debt counselllng 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 mlght be changed to better suit
client needs.

iv) ‘A review of.the qualificetions 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
standardized 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.




11) -Emphasis should be placed on prov1d1ng greater access
to money management education courses for adults_ in various
. communities, apart from .any efforts that may be geared to the.
school age populatlon. A S .

S111) The various provincial governments, with input from
other 1nterested parties, should work. toward the 1inclusion of
money management educatiqn 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
experlences .and 1i1deas and to 1ncrease - efflclency. o

Recommendations

1) In all provinces (or regions) a meeting of partiles
with an 1interest 1n problems and prospects i1n credit counselllng,
both remedial and preventlve, should be convened.

11) The effects 1n each province of the Bankruptcy B1ll
provision for "express delegation to the provinces of consumer
arrangements and bankruptc1es to maximize the use of local
counselling services" should be carefully reviewed in light of
_the flndlngs of the present study.

S111) Effectlveness measures regarding all facets of credxt
counselling services should be reviewed and/or developed.-

1v) The federal government through Consumer and Corporate
Affairs Canada should serve 1n a coordinating role as well as
offering financial and other resources for experlments and
research in the credit counselling field.
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SURVEY OF CREDIT COUNSELLING SERVICES IN. CANADA

W. Brighton

at

- SECTION I . ..

" INTRODUCTION |

The term credlt exp1051on" has often been used to
describe the phenomenal growth “in consumer credit in Canada since
World War II. Despite the benefits attributed to this explosion,
the problems or "social fallout" associated with-1t have 1n 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 1dentifying the
“significance of various problems 1in the consumer credit field and
finding ways 1n which these problems might be overcome. An often
encountered stumbling block, however, 1s 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 1in Canada. The purpose of this report is to present
the flndlngs of that survey.

BACKGROUND

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 1n 1967, very little systematic
information seems to be available about debt counselllng services
1n 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 1n 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 1in Canada
where little 1s known about existing debt counselling services.
Nor 1is much known about financial counselling services at the
preventlve level.
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STUDY PURPOSES = - o ;
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The general purpose 1in doing a study was to provide an
tnventory of the distribution and characteristics of credit
counselling and associated money management education services
available to consumers in Canada. . The characteristics covered
are outlined in more detaill below but covered five general areas:
service setting, funding and staff,-service delivery. clienf_
profile, and other comments and suggestlons. 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" 1in 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., 1t also seemed worthwhile to gather other
points of information, i1ncluding respondents' opinions and |
comments on matters relating to debt/credit assistapce services.

In summari1zing 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 1s important in that the
resulting report should not be interpreted as a policy paper nor

even as a position paper for the department as a whole. Rather,

it is meant to provide an indication of what was being done 1in

. 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 1in
disseminating the results of the survey 1s to provide information
that will hopefully be of use to those with an interest in the
field and to promote discussion of 1ssues. In short, 1t is a
preliminary report that may be used as a starting p01nt for
further work

-
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SECTION [I -
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;?METHODOLOCY AND LIMITATIONS-

The methodology of the study cons1sted of a national
telephone survey conducted from departmental headquarters during
the summer of 1977. The survey was conducted 'by telephone partly
because of the. exploratory nature of the research. It was not
known 1n advance exactly which organizations would be involved in
any glven area and using the telephone to find out was considered

'~ a reasondble approach. Telephone -1nterviewing 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. Another reason
for using the telephone was that the government telephone network
could be used, thereby keeping interviewing cost at a minimum.

‘The survey was 1intended to cover all structured f1nanc1al

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 purposes was based. to some extent on the points
covered 1In Puckett's (6) study. Following. a brief training
period, the interviews were conducted by four university students
plus .a couple of regular departmental- employees * “A copy of the
questlonnalre used 1s attached (Appendlx A). : B ~

Lists were made up of potent1a1 respondents in each
province. These 1ncluded government departments.: financial
institutions, social service agencies, educational facilities and
known credit counselling services. The survey was then conducted
on a province by province basis, usually with one interviewer

ssigned 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 1f their organization was presently
1nvolved in. providing such services. If the answer was no they
‘were asked to give the name and address of any agency they were:

aware of 1n their area that was providing these services. If the

‘answer -was yes, they were asked to participate by answering the
questionnaire over the telephone. The 1nterv1ews 1asted an
average of about one half hour each. ,

* 7, Chapman, J. Connidis, L. Ladouceur, J. Laliberté&, P.
McGimpsey and J. WOOdS. : ‘
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For the purpose of summarizing the results, the polnts
covered in the questionnalre were later grouped under, five
general headings: These headings and ‘the points. covered under
each were as follows

The Service Setting

- distribution of agencies by size of population‘area
- types of organizations offerding the services
how policy 1s established

- year 1in which the credit counselllng service started
- = reasons for starting the service-

—~Funding and Staff

- total operating budget

- resources devoted to credit counselling »

- type and relative importance of varieus funding sources

- number of staff, their qualifications and training provided

‘Service Delivery

~ accessibility in terms of location, avallabllxty, 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 o ~

LIMITATIONS

Whlle the approach used was con51dered adequate for
present purposes, 1t suffers from limitations whlch should be
noted.
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First, some of the terms are not well defined. ' For
instance, as was pointed out 1in .a Canadlan Welfare Counc11
study (4) the term "debt counselllng

“...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 1t may 1involve specific
measures to enable indsviduals to extricate them-
selves from over-indebtedness and prevent a
recurrence. Among the latter group of measures
are repayment plans i1nvolving the pooling of debts
in conjunction with a consolidation loan and
sometimes a regular savings ‘plan, the pro-rating

- of debt repayments among different creditors, and
direct 1intervention 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 contributed
to the state of i1ndebtedness". (pg. 109). .

-Given the amblgu1ty and vagueness surrounding thls ‘and related.
terms no doubt some 1nconsistency occurred in the frames of
reference used by individual interviewers. and respondents. Some
-1nconsistency 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", 1n a few cases agencles
‘were 1ncluded even though the emphasis of their service was on
money management education with referral of debt counselling
- cases elsewhere i1n 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 e11c1t clear information from

. respondents. One result of this and the first limitation is that
some agencies may have been either overlooked or misclassified.
However, lists of those organizations interviewed 1n each
province are attached as Appendix B. It 1s hoped that any errors
noted or significant changes that have taken place since the
survey was done will be brought to our attentlon so that the
information can be updated.

A thlrd 11m1tat10n 1s that respondents were not required
. _ to check their records 1n 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 wused
when avallable. The general reliance on respondents' impressions
1s, however, a potential source of bias.
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"Fanally, the only persons 1nterv1ewed were those

“responsible for providing the services.. No attempt was 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. v : , .

In all, about 260 organizations were telephoned and
interviews. were completed for the 126 of these who 'said they

- offered some form of credit counselling service (see Appendix B).

In subsequent work with the data, the names of respondents and
the organizations they represented were not used in order to
malntain. confldentlallty.

—

Once the 1interviewing was completed the data were

regrouped under the five -headings mentioned above. And while it

may be considered a limitation that the present report does not
delineate in enough detail differences 1n service 1in the various
provinces or regions, 1t 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, 1t 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 detalled knowledge of condltlons
and problems in their own area. .



it i S e 1

Section 3 .
‘ t s-.. ‘ -

SERVICE SETTING

_The specific points ‘covered by the survey were outllned
1n the methodology. The results are presented 1in this and the
next four sections under the general headings of: .Service
Setting, Funding and Staff, Service Delivery, Client Profile, and
Other Comments. In addltlon to statements: about dominant trends
and other items of note (e.g., exceptions or exclusions) the
presentation 1includes a brief summary at the end of each sectlon
of the p01nts covered. : - : :

The purpose of the questlons asked about the service
settlng was to get an 1dea 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 agencles

Interviews were completed with some 126 of the Ce
approximately 260 organizations telephoned. However, because of
problems regarding the 1nclusion or exclusion of certaln agencies
this number (126) should be considered only indicative rather
than being relied on as the "right" number. A decision made
during the interview stage concernlng local credlt unions will
tllustrate 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 1nitial contact list etc.,
Interviews were completed with eleven. Of the eleven, eight were .
local credit unions. They were 1nitially included because all
policy.. As 1t turned out, however, these small locals really had.
no i1dentifiable "program" and could afford to provide only
minimal counselling as the local manager considered hecessary.

In light of this experience 1t was decided that in P.E.I. and
other provinces local credit unions. (and other "i1nstitutions)
would 1n general be 1ncluded only 1f they seemed to offer an.
1dentifiable credlt counselllng program.

Another 1ssue affecting the number of organizations
1denti1fi1ed was that 1n a few cases an agency offering credit
counselling also had one or more smaller branch offices 1n the
same city or district. In general, the existence of branch
offices was noted 'but only the main office counted. However, 1t
1s possible that i1nconsistencies exist for reasons noted in the
methodology. : . : - ‘
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leen these cautionary notes, the distribution of the 126
1dentifi1ed agenciles by proyince 1s shown in Table I. _No-
operating credit counselllng servides were located in the Yukon
or Northwest Territories. ~

TABLE I

. ~ - . h : -
DISTRIBUTION OF ORGANIZATIONS PROVIDING
CREDIT COUNSELLING BY PROVINCE

-~ "~ PROVINCE . : NUMBER OF AGENCIES

.BRITISH COLUMBIA S o 231
ALBERTA . : ' . 10
SASKATCHEWAN . : 11
MANITOBA o - 62
ONTARIO . o 323
QUEBEC 3 : 154
NEW BRUNSWICK R 10 -
NOVA SCOTIA ‘ ‘ ©. .13
PRINCE EDWARD ISLAND ' 3
NEWFOUNDLAND E 3

TOTAL : 126

1. Includes two agenc1es (one governmental, one f1nanc1a1
institution) that have between them 5 branch offlces not
shown 1n 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 credlt counselllng to varyilng degrees, See
notes above.

4. Coverage was probably 1incomplete forVVarloué'reasons.

Not surprisingly, 1t appears from Table I that the most populated
provinces have the largest number of counselling fac111tles.

Another way of looking at the distribution of agencies 1s

. 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 1n cities of 500,000 or more reSLdents, 55 were.
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in cities of 100,000 to 499,000, 11 were in citiés of 50,000 to
99,000, 30 were 1n cities of 20,000 to 49,000, 9 were in towns of
5,000 to 19,000 and 3 were 1in towns of less than 5,000. On the
basis of these figures and the provincial breakdowns 1t would
appear that most rural areas and many smaller to mid-size cities
lack services and that some provinces (British Columbia, '
Manitoba, Nova Scotia) have a better distribution than others 1in
terms of serving such areas. However, while the above figures
are of some interest they woul& 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 1in 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_pfov1ding credit counselling
A classification of the types of organizations actdally:

providing credit counselling and the number of each type are
shown 1n Table 2.

TABLE 2

-DISTRIBUTION OF ORCANIZATIONS PROVIDING CREDIT
COUNSELLING BY TYPE OF ORGANIZATION

'TYPE OF ORGANIZATION ‘ NUMBER
Volunteer ) - ' 7
Federal government - _ . A : A
- Provincial government: : .25
"Social service o ‘ 59
Legal Aid - 6
Credit union and calsse populaire 12

Other:

Municipal government 1
Private : 2
Educational institution T2
Miscellaneous ' 3
‘ TOTAL 126
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Local social ‘service agencies predominate. Typically,
credit counselling 1s ptoviaded by these agencies.as enly one of
several services avallable to clients. - It should be noted that
the total of 59 shown includes 28 agencles 1in Ontarlo which are
members of The Ontario Association of Credit Counselling
Services. These services 1n Ontario are established through an
agreement with a local counselling agency (usually an 1ndependent
Credit Counselling Service or a Family Counselllng Service) and
the provincial government. AlY wefe counted as "social service"
organizations here 1in accordance with 1nformatlon 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
provided, 1s to give effect to Part X ("Orderly Payment of
Debts") of the Bankruptcy Act. As the name implies, this part: 1s
meant to provide a procedure for the orderly payment of the debts
of an insolvent consumer-debtor.  Under 1it, the debtor may apply
to the clerk of the Court for a consolldatlon order whereby the
debtor undertakes to pay fixed amounts to the court for.
distribution among creditors on a pro rata basis until all his
debts are paid in full. Upon 1ssue of the consolidation order by
the Clerk of the Court who has jurisdiction, 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 legitamizes only an
extension of time to repay.. At the present time, Part X has been
proclaimed 1in 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 Corporate Affairs), Saskatchewan -
(through the Provincial Med: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 "dé&pdts
volontaires" service (Lacombé Law) through the office of the
Provincial Court in many judicial districts throughout the .
prov1nce. ‘

In addition to these offi1ces 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 o
Department of Health and Social Development n Manltoba, the
Department of Social Services 1n Saskatchewan and the Department
of Agriculture and Forestry on Prlnce Edward Island.



" offices in a few provinces.
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Another type of organlzatlon p1cked up by the survey was
credit unions and caisses populalres. The purported dlstlnctlve—
ness of these institutions has alréady* been noted; and because Of
problems of inclusion/exclusion (see page 7 above) 1t is llkely
that the number reported here (12)"1is arbitrary‘ét best. A
Nevertheless, it seems clear that they represent a signficant
part of. the credlt-counselling scene‘ln'Canada. -

‘Certain offices or agercies of the federal government .
also i1ndicated they offered credit counselllng. These included

- some regional offices of the Bankruptcy Branch of- Consumer and

Corporate Affailrs Canada and some Canadian Force Bases

- (Department of National Defence) that provide counselling to
_overlndebted armed services personnel

——

Two other types of organizations that reported some
‘degree of 1nvolvement 1n credit counselling include a scattering
of local volunteer agencies across Canada (e.g., volunteer
bureau, i1nformation and assistance centres) and certain legal ald

_ Only two private (profit-making) counselling services
were picked up by the survey and only one service operated by a
municipal government. The remainder 1ncluded a couple of
educational 1nstitutions, an i1nterested individual,; and a short
"term financial counselling project operated by one of the
-chartered banks." ‘ .

c) Length of time services haVe been offered

The data in Table 3 i1ndicate that although some services
date back to the 1920's and 1930's, the provision of credit
counselling 1s 1n general a recent phenomenon. Thus, the

- majority of services havé been operating only five years or less

~and the median start-up year for "all 'services 1s 1973. About
half the services originating 1in the late 1960's were 1in Ontario,
usually established through an agreement ‘with a local counselling
agency and the provincial government. Legislated (O.P.D.)

.'services 1n someé provinces and certain credit unions -across the

country account for many of the earliest services.
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. TABLE 3 . -

Y . ¢

DISTRIBUTION -OF ORGANIZATIONS PROVIDING
CREDIT COUNSELLING BY START-UP YEAR -

START-UP YEAR NUMBER

1976 or 1977 S -~ - T 20
1974 or 1975 . - 30
1972 or 1973 22
1970 or 1971 ‘ ' 12
1965 to 1969 ‘ 17
1950 to 1964 : , _ _ ‘ .7
-pre 1950 ' ' 12
unknown ) 6

TOTAL 126

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
soclal service agencies, 1ndicated they perceived a need for -the

- service based on (increasing) "soclal problems associated with

debt and overindebtedness". And while a fair number, especially’
-government departments, cited "legislative mandate" as the reason
for the service being provided, the legislation 1i1tself 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 cailsses populaires, was that

such service was an lntegral part of their philosophy and pollcy'

In short, 1t 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 results indicated 126 of some 260
organizations telephoned during June 1977 were offering credit
counselling services. However, because of ambiguity about the
term "credit counselling service" and other methodological
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problems, this number (126) must be considered oniy indicative
rather than the "correct" total. .

XY . . -

It 1s 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. Also, some provinces, especially Newfoundland,
appear relatively worse off in_terms of service availability.

Local social service organizations (mainly family service
bureaux) predominate as the type of agency most involved in
providing credit counselling, 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 thlrd

. 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 uniqle, claiming
that the provision of credit counselling 1s an integral part of
their ph1losophy and policy. ' : :

On the other hand, 1t appears that the federal gcvernment
and various voluntary agencies play only a .minor role 1in the
direct provision of credit counselling. And, with the exception
of some credit unions and caisses populaires, the involvement of
credit grantors themselves (banks, finance companies, major
retailers etc.) 1s. practically non-existent. Also noticeably
absent are educational institutions, employers and unions. The
survey uncovered only two private (proflt—maklng) credlt
counselling agencies.

Though there 1is a fair range 1in 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 counse111ng
services. A
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SECTION 4 .

FUNDING AND STAFF

. The purpose of questions included here was to get some
1dea of the si1ze of organizations involved in credit counselling,
the resources devoted to this functilon in terms of budgets and
manpower, and the relative importance of various sources of.
funding of such services.

a) Rosources devoted to cred t counselllng

- - Points covered here include a questlon about agencies' . : .
total operating budget and the amount of resources devoted to N
credit counselling. Included also 1s some 1information about the R

-quallflcatlons and training of credit counselling staff. o

The information gathered on total operating, budget and
resources devoted to credit counselling is spotty at best, with
only a little more than half of the agencies providing answers 1in
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 with
total budgets of at least $300,000. Most of this latter group
was niade up of social service agencies 1in urban centres. The
rest were somewhere between these groups.

The data on proport1on of resources devoted to credit
ccunselling are also unreliable. Of the responses obtalined (N =
73) about one third indicated that less than $15,000 or less than
%5% of their time was spent on credit counselling. Another _
guarter (21/78) said that from $15,000 to $50,000 was spent on
this activity while the remaining 40% or so i1ndicated more than
$50,000 or more than 50% of their time. '

It 1s dlfflcult to draw any conclus1ons from these
fxgures, except perhaps that 1t was unwise to ask these questions
1n a telephone 1interview because of the 1nability of respondents
to provide answers or their unwillingness to do so. It does.
appear, however, that there 1s a wide range 1n the size of -
organizations providing the service and that the majority of
organlzations devote only a small proportion of their total
resources to this function. Because of the unrellablllty 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 information.

Full-time staff was by far, the most frequent category of workers-

(versus part-time or volunteer) with mrearly all &dgencies .
reporting at least one full-time paid worker. The median number
per agency among nearly all provinces ranged from two to four.
In two 1instances, agencies reported 25 and 45 as the number.
This highlights the possibly misleading nature of the results
here due to some ambiguity. That. 1s, 1n many cases the '
respondents appear to have meagt 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. ThlS 1s
true, for instance, of legal aid and the re responses of some social
service agencies and some government workers. In general, there
seems to be a split between -some smaller, specialized agenciles
~whose full-time staff of one to three persons devote most or all
of their time to credit counselling versus larger agenciles whose
staff probably do credit counselling as only one of several
duties. -

Part-time paid staff are much less commonly engaged 1n
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
1n Ontario mentioned the use of about 100 volunteers on call for
public-speaking assignments and a couple of individual agencies.
in other parts of the country indicated fairly extensive use of
volunteers. Also, 1t appears that volunteers are most ‘used by
agencies 1in Quebec. ' : - o

: Regarding the qual1flcatlons needed to become a credlt
counsellor with the organizations, very few put emphasls on
formal requirements as such (1.e., formalized requirements

without which a candidate would not even be considered). In two.

provinces, however, (Nova Scotia and Ontarlo) many respondents
were under the impression that qualifications regarding
counsellor training and certification were in the process of
‘being developed. Among requirements or characteristics that
would be looked for by respondents 1in hiring, the greatest
emphasls 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 a
secondary qualification, was specialized education; the emphasis .

" was on finance or social work degrees. Only a few agencies
spec1f1ca11y mentioned sdch 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) 1ndicated that no
formal training was given or that it consisted of on the job
trailning. In a few cases, this included working with a more
experienced counsellor for a short time. On-this point 1t 1s
interesting to note the view of several respondents. that because
of their requirement that any new counsellor have had previous
experience (e.g., ln the credit granting 1ndustry) they felt that
no formal training was really Recessary. ' -

~The other one guarter of respondents indicated that some
course work tralning was gilven 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
~offered more by provincial government departments, such as the
Debtor Assistance Division 1in British Columbia.

b) Sources of funding

Respondents were also asked to list the various sources
of income for financing the credit counselllng aspects of their
operation and to give an 1dea of the amounts or at least their
relative importance. While all but nine agenciles 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 sald the exact amounts from
each source were unknown although 1t was known that a certain
source provided nearly all the funding and any other source was
quite minor. In other cases, especially 1in Quebec, there was
some hesitancy 1n answering. ' : .

Despite these weaknesses the data still appeared quite
useful 1n terms of providing a general picture. Therefore the.
answers were categorized dccording to the proportion of an

agency's funding (1-9%, 10-49%, 50-89%, 90-100%) that 1t recelved‘

from various sources. The results are shown 1in Table 4.
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' _TABLE 4 ‘ .
DISTRIBUTION OF ORGANIZATIONS PROVIDING CREDIT COUNSELLING
" BY PROPORTION OF FUNDING FROM VARIOUS SOURCES

SOURCES OF FUNDING PROPORTION OF FUNDS

1-9% 10-49% 50-89% 90-100%
-~ - - h
Federal government 21 5 3 9
Provincial government 1 19 30 31
Municipal governmenf 1 8 4. 0
United. Appeal ‘ 1 25 4 7
Credit grantors (excluding - o _ - |
credit unions and calsses v l o
populaires) - . o 1 10 .0 o 1 :
Fees by service users , 5 .4 1 2
Credit unions and caisses .
populaires 1 - 4 4 8
Temporary government programs - . :
(e.g:, LIP, Canada Works) 0 3 2 3
Other (e.g., memberships,
donations from churches, :
publication sales) ‘ 6 . 15 1 . 0

Number of agencies = 117

Thus, reading the table across shows that three agencies
indicated 50-89% of their funding comes from the federal .
government, 19 said that between 10~49% of their funding 1is from
the provincial government, two said that 90-100% of thelr funding
1s from fees paid by users of the credit counselllng service,
etc.

" Despite problems with .the data, some broad statements
about funding patterns appear warranted. First, 1t 1s 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. their funds.

In short, nearly three quarters of all responding agencies
rece1ve 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 1s the 25 agencies that
depend on United Way funds focr “between 10-49% of their funding.
For the most part this 1s 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 heav1ly
dependent on this source.

- Though 1nvolved to.a much lesser extent than the
provinces, the federal government 1s a major source of funding
for about a dozen agencies. These 1include certain offices of the '
federal government 1tself and a few projects receiving grant '
funds from Consumer and Corporate Affairs Canada. Municipal
~ governments are not heavily involved in the funding of credit.
"counselling. but in perhaps a dozen cities prov1de at least a .
moderate contribution to such services.

The other significant source of funding are the credit.
unions and caisses populaires. For the most part this consists
of underwriting their own - credit 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'é&conomie familiale (1'ACEF)

- through contributions to their central organization. In a few
cases, the credit unions prov1de minor support to other
projects.

The remaining sources of funding appear of relatively
minor importance. Thus, accordlng to the table credit grantors’
- (exclusive of credit unions and calsses populaires) provide 50%
or more of the fundlng for only one operation; this was a summer
project on money management sponscored by the Royal Bank of Canada
using university students 1in various cities. Much of the
remaining support by credit grantors 1s represented ‘by partial
funding of certain Credit Counselling Service offices 1n Ontario.

It was noted earlier that two private, profit-making
credit counselling services were picked up by the survey; 1t 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 receilve the majority of their funding
from temporary government programs whlle a greater, number are
provided partial support through dlverse sources such as
donations (e.g., church)- and membershlp dues.

SUMMARY

, The purpose of question® included here was to get some
.1dea of the size of organizations involved 1in 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.

- " fThe -data on total operatlng budgets and dollar amounts
allocated to credit counselling were spotty at best.
Nevertheless, it appears that at least a third of those agen01es
providing information could be classified as small scale (total
operating budget under $50,000) while about one in five were
large scale (budget over $300,000). The latter group 1includes -
some large soclal service agenciles (family service bureaux). It
seems that many of the agencies, especilally the largest ones,
devote only a small proportlon of their total budget to credlt
counselling.

Cred1it counselllng work 1is largely the reSpon51b111ty of
--full-time employees as opposed to part~time workers.or:
volunteers. In this respect, 1t 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 cred:it counselllng as
only one of several duties 1in deallng with clients. '

Very few respondents list "formal" requirements 1in
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 1n the credit
granting i1ndustry. Educational requirements (usually a degree 1in
an economics related discipline or soctral work) were mentioned
about half as often, sometimes as a secondary qualification or 1in
lieu of experience. It seems, however, that more attention 1is
being devotéd to formal requirements in that at least two
provinces (Nova Scotia and Ontario) were said to be 1in the -
process. of developing minimum criteria 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, 1t tends to be by departments of certaln prov1nc1al
governments.
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_ Finally, avallable data on funding sourcés indicated the
lion's share comes from prdv1nc1al .governments. . The ¥inited Way
provides moderate levels of support (usually supplementary to -
provincial funds) in many areas as.do some municipal governments.
Though i1nvolved to a much lesser extent than the provincial

governments, the federal government and certain credit unions and

calisses populaires finance thelr own credit counselling
operations and provide some funding for a few other pro;ects; On
the other hand, credit grantor$ otheér than credit. unions and
caisses populaires are only marginally involved. Other marglnal

sources of financial support include fees for-service, temporary”

government programs and miscellaneous donations, dues, etc.

s
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SECTION 5 .

. . ; -
Y . .

SERVICE DELIVERY

The purpose here was to determine what services are
offered. Included are questionnaire data on (a) the
"accessibility" of the credit eounselling 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
avallability and location of premises, whether fees were charged,
and whether the services were available to the general public or
not. Information on sources of cllentele (how people learn of
~service) 1s also included. .

Nearly all agencies provided information on hours of
business with slightly more than half (67/123) 1indicating 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 times. 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
1n Nova Scotia only one of eleven did.

- Reégarding location of premises, about one-fifth (23/116).
sald they were 1in a government building, another two-fifths (49)
were 1n general offices and most of the remainder 1ndicated more
informal premises such as converted houses, storefront
‘operations, community centres or church halls. Also mentioned: a
couple of times were eoucatlonal institutions and military bases.

The vast majorlty of agencies (85-90%; 109 of 125) o
indicated no restrictions on who could use their services. Those
mentioning some restriction i1ncluded some credit unions (6
mentioned) who serve only their members (the caisses populaires
1n Quebec also prefer the 1individual be a member), three that
were restricted to armed forces personnel, threg who dealt only
with poor/low-income clientele and four who said their clients
were those who had .applied for bankruptcy or-were under
trusteeship. A

Also, only a small minority (sllghtly under 10%; 12 of
124) 1indicated that fees were charged for credit counselling
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services. In most cases 1t 1s a modest flllng fee or calculated
accordlng to a sliding scale; often it 1s walved or paid by
somedne else. - Only two (the private, profit-makihg agencies)
indicated that all those counselled:are charged a fee. It should
also be noted here that some agencies offering a money management
course or semlnars charge a. feer typlcally $25 or less.

Of the three-ways lLsted (word of mouth, referrals,
advertising) 1in which people learn 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 soclal service agencies, credit grantors
themselves and legal advisors. Advertising was clted somewhat
less often as a source of clientele. Typically this advertising

-1s unpald, conslsting of interviews and notlces. An interesting
sidelight here 1s that while advertising was less often mentioned
as a major source of clientele, many respondents thought it
effective and would like to do more. However, apart from the
costs of advertising, many of them feared (some from experlence)
that advertising would "swamp the service"; they would not be
able to cope with the resulting increase 1n caseload 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
Pparticularly 1in the province of Quebec the information given was
incomplete or at least less detailed than in other cases.
Consequently, a tabular presentation with detalled categories
appeared unjustified. -

The i1ntent of the question ‘was served, however, in that-
1t was possible to distinguish certaln broad functlons and obtain
rough i1ndications about each. The four broad categories derived
were: 1) counselling, 11) mediation with creditors, 111) orderly
payment of debt plans and 1v) money management education. An '
explanation of these terms and a dlscu551on 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 1n some depth.
In 1tself, 1t does not i1nclude the i1nvolvement of creditors. '
‘although” those who 'initially come 1in only for counselllng may
reguire other services. ,
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The great majority of responding. agencies (approximately

80%) 1ndicated that budget counselling was available to clients.
This might range from just Showing the person how ‘to Ilast his
1ncome 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 accompanhiment to

. stores) or counselling the debtor himself to get 1n 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 1t up
with other types of service 1f requlred  This ls.true, for-
instance, of most provincial government. agencies offering
financial counselllng and of Ontario‘'s Credit Counselling
Services.

At least half the agenc1es that offer this COunselllng
also provide other types of guidance. Typlcally, such guidance
would consist of helping the individual £111 in the: necessary
forms for a bankruptcy or Orderly Payment of Debts application 1if
this course of action appears justified. . In some cases, the
agency may accompany the person to the appropriate office..
Another type of guidance 1s to at least refer the person to

- another agency (e.g., a social service agency, legal aid,
consumer bureau, etc.) 1f the problem 1s out of the agency's
realm. : : :

Another serﬁlce 1ncluded here 15 that of "famlly
counselling"” wherein budget problems are éxamined 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 1n order to re-establish
communications and help the debtor negotiate problems, repayment
schedules, etc. with -his creditors which the debtor then follows
through himself. - o ' ' '

About half of all agencies 1indicated they performed this
service. The proportion may 1in fact be somewhat hlgher since a
few of the agencies that do orderly payment of debt plans (see
below) may have taken this function for granted. Again, 1t 1s
typically the specialized credit counselling services (provincial
government offices, C.C.S. 1n Ontario) that mention this
service. : '

; A It is of interest to note that about one sixth of all
.- - agencles mentioned doing  advocacy. -- explicitly taking the
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debtor's side 1n questioning the legltlmacy of debts, or the
manner in which a debtor -may have been treated. This advocacy
role was mentioned more often by agéncies such as legal aid and
certain voluntary or community Service organ17ac1ons than by
government agencies or C.C.S. members.

111) rderly payment of Debt Plans. The review
1ndlcated that several debt repayment schemes that take somewhat

" different forms and use differing terminology might for: present

purposes be grouped together. Services offered under the general
heading of "Orderly Payment of Debts" 1in British Columbia by the
provincial government's Debtor Assistance Division (D.A.D.) and
1n Ontario by Credit Counselling Service members will perhaps .

.serve to 1llustrate this point. Thus, i1n British Columbia the
B.A.D. 1s the officital administrator of O.P.D. payments

resulting from consolidation orders issued by the Court under

Part X of the Bankruptcy Act. In addition, 1t administers what _
are called D.A.D. payments, involving a consolidation of debts :
negotiated by the D.A.D. 1i1tself wherein the debtor pays D.A.D.

for prorated disbursement to creditors. There are also
"Settlements"--arrangements made by the D.A.D. for Stralght

prorated payout to credltoxs by the debtor himself. -

In Ontario the Orderly Payment of Debts (O0.P.D.) '
provision (Part X) of the Bankruptcy Act has not been 'proclaimed.
Nevertheless, the term "orderly payment of debt program" 1is 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". Furthermore, C.C.S. has recently begun distinguishing
between "agency administered OPD" and "client administered OPD",

a new category.

_Other variations 1in detail and terminology exist in other
areas of the country. However, 1t appeared from the. above
example and from respondents' answers that the general function
provided 1s that of a prorating service. Thus, for present
purposes the term "orderly payment of debt" is wused to refer
broadly to "proratlng" 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 credlto*s on his behalf.

The answers indicate that about half of the surveyed
agencies provide this type of service. It 1s done for the most
part by those agencies which specialize in credut counselling.
These 1nclude government offices 1in those provimces which have
proclaimed Part X, often supplemented by.a similar type of 0.P.D.

- program for other debtors. It 1s also offered by members of
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'C.C.S. in Ontario and in Quebec by Court Clerks under the |
provisions of Depots Volontaires (Lacombe ‘Law), although the
latter were not surveyed. -This type of service 1is also performed
by some other agen01es.

r A dlstlnctlon can be drawn between orderly payment of
~debt programs 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. Howewer,-indications are that in fact
the great majorlty of such arrangements are handled through the
agency.

- There 1s a variation on this type of service which should
be noted. For want of a better term 1t might be called
“U"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 1t in himself, whereupon the agency
allocates money not only for credltors but also for all or nearly
all the person's other expenses including rent, foed, 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
spendlng. :

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 onus was on the client to
return for additional help 1f necessary or that follow-ups were
unnecessary since each case was followed through to 1its
resolution. Only 20-25 agencies (about one in four of those
doing follow-ups) said that these follow-ups were "client-
centered" (1.e., not 1nvolving collection of a loan or O.P.D.
payment) .and presumably many of these would be social service and
local communlty 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 thais activity.

. iv) Money management education. This refers to whether
.the agency was 1nvolved 1n preventive efforts aimed at promoting
better spending patterns, apart from 1ts efforts to help those

- already 1n trouble. The questionnaire attempted to distingursh

between guest speakers to schools and other communlty 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 cdmmunhity. The frequency 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 1i1s typically from 10 or 15
to 30. Many emphasized that such lectures are informally ,
structured 1in that the speaker will cover a few main points or
begin with a description of the.serwvices 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.. B
Teaching aids such as handouts and films (e.g., "The Moneytree")
may also be used though several wished that more teachlng a1ds
were feadily available.l

Only about a dozen agencies indicated they were 1nvolved
in providing a money management "course" lasting two or more
sessions. The course 1s typically offered once, twice or three
times a year, and usually goes for five or six lessons,. each
lesson lasting two or three hours (e.g., five Wednesdays, from

7:30 p.m. to 9:30 p.m.). .The course 1s often offered as a money -

management course but may be part of premarriage counselling.
Some courses are offered through a co-operative effort between

two agencies, such as a government department and a credit union.
‘Variations included one case where 1t 1s 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, unlvers1ty students 1n several cities received
‘training and then worked for the summer in conjunction with other
agencies to teach fmoney habits workshops" in the community.Z2

. Topics covered 1n the various money management courses -
included: 1ncome 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 1lnsurance, pensions, taxes and investments. Many use
teaching aids such as handouts, flip charts, worksheets,’
textbooks, filmstrips, guest lecturers and group discussions.
Audio-visual aids (fllms) 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 1n 1ts twice
yearly course are booked: well n advance.
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A few agen01es also mentioned haV1ng some 1input: regardlng
the teaching of money management as. part of the Currlculum in
local schools. g . ; - :

\ .

¢) 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 questlon asking for an estimate of how many
people used the agency's financial services during the latest
fiscal period. The second asked whether the respondents felt
credit counselllng/money management services 'in their area were
‘adequate to meet ex1st1ng needs (yes or no) and the basis of
their assessment. :

Answers diven 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 1inguiries and those who
received only. incidental credit counselllng while 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 Counselllng Service agenciles
and the Debtor Assistance Division of British Columbia's
Department of Consumer Services, are presented here to give at
least a rough 1dea of the number and distribution of people using
credit counselling services 1n 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 April 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 1nvolv1ng medlatlon w1th
creditors
14 were client admlnlstered 0.P.D.'s (a new category)
4,385 were agency administered O. P D.! :

As well, the report notes that 2,063 people received telephone/.
drop-1in- counselling during the year and another 1,516 were "no--
shows", representing some 17% of potential new clients who failed
to keep their appointment. On the preventive side, speeches were
glven to 8,310 persons 1n the schools and to 5 540 of “the general
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55 times in schools (1,496 yiewers) and‘l5~times elsewhere (624
- viewers)., : o - :

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

"By the end of March, 1276, -the division's five offices
were administering: 826 consolidation orders under Part
X of the Bankruptcy Act, 360 active DAD files
(counselling, mediation, settlements 1n process) ‘and 109
DAD pool trust accounts, for a total active clientele of
1,295... These figures do not 1include those people

- ~  making use. of the services for the purpose of \nformation

and budget counselling or the settlng up of repayment
schemes handled by themselves. . A slight indication of
the total demands on thls new service to British Columbia
consumers i1s perhaps understood better by figures which
indicate more than 36,000 people telephoned_ the Vancouver

office alone between April 1, 1975 and March 31, 1976 and

approx1mately 6,500 counselling sessions vere held by the
division 1in the same period" (pp. 6-7).

Also of 1nterest from the report are flgures 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 1nterv1ews over the course of one-
month: : :

$ at Initiation $ at Disposition

General Counsellingl 47.0 19.4
0.P.D. Payments2 11.0 11.7
D.A.D. Payments3 . 5.4 16.2
Settlement4 . - 2.0 2.3
Mediation® B 9.6 17.8
Budgetlng/Informat10n5 14.5 14.8
Bankruptcy?/ ' 6.7 11.2
Court Referral 3.8 3.6
Pending8 - 3.0

N =1,773. 100% 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.
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3. Consolidation of debts where debtor pays DAD" for prorated
disbursement to creditors by debtor -

. 4. Arrangements for straight prorated payout to credltors by

—

“debtor

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

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

7. Either requested by client“or &een by counsellor - after 1nter~
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
si1de Division personnel participated in excess of 300 speaklng
engagements. over the 18 montb period.

In response to tbe question about the adequacy of
services to meet existing needs 1in their area, a large majorlty
1n each province, and about 75% of all agencies (83 of 114
responding) said that services were not adequate. Reasons cited
for saying that services were adequate were: no complaints or

.else positive feedback received from clients and users; there had

already 1n recent years been an increase 1n services and they
were .coping with the caseload; and the small number of.repeaters
seen., It should be noted however that among those answering
"ves", many qualified this by saying that although they could-
handle the present caseload or i1mmediate area, they felt there

~was a large number of other people who could use their help 1f -

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 there was a
large number 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 1n an effort to make others aware for fear their
service woulo 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 educat1on, etc., -~ the preventlve side.
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SUMMARY . , L - | .

The purpose here was to get aﬁ 1dea of the accessibility
of credit counselling services, what 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 all. Also, in those cases where
there was a charge (e.g., a filing_fee for 0.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
Tlearn of 1t 1s through referrals, especially from social service
agencles. Many thought that advertising was also effective but
feared that such advertising would result in too great a demand.

Categorlzlng the types of services offered presented a
problem due to differences 1in termlnology and mean:ng among
" agenciles. However, four broad functions were distinguished for
‘present purposes: credit. counselling and. guldance, 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 negotiation with creditors, was
offered by about 80% of the agencies. About half of these also
provide guildance by filling out O.P.D. and bankruptcy application
forms and.providing referrals where appropriate (1n some cases
.actually accompanylng the client).  Also, about-one quarter,
mostly soc1a1 service agencies, mentioned "family counselling”
wherein the client's financial difficulties are dealt with 1in
terms of a broader context of family functioning and problems.

" About one half (probably more 1in.fact) of the agencies
sald ‘they offered mediation; that 1s, intervention with creditors
to help re-establish communication and. negotlate problems or-
repayment terms which the client then pursues himself. Also,
about one sixth of agencies (not necessarily the same ones doing
general mediation) mentioned taking on an "advocacy" role--taking
the debtor's side 1n questioning the legality of debts, credit
terms or collection tactics, etc. ‘Agencles taking on this role
tend to be legal aid and community service organizations rather
than governmental or other. large-~scale agencles.

: The working out and‘admihistration of various types of
orderly payment of debt schemes (legally imposed or voluntary)
was mentioned as a service by half .the agencies. ThlS functlon
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of collecting money from the debtor for (prorated) disbursement
to creditors 1s dominated by'government departments responsible’
for Part X of the Bankruptcy Act and by other spec1allzed 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
(1ncluding paying for rent, food, etc.) for a period of time.
This type of service was mentloned by about 15 agencies, mostly
by certain social service organizations for a small number of
their welfare and other low-income clients who seem unable to
handle thelr own flnances at the tlme.

A good majorlty,‘perhaps three quarters of all agencies,
-do some sort of follow-up with clients. The usudl motivation,
‘however, 1s 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
agencles whose interests ‘are more likely to be with, broader
family problems. Many agencies noted that they would like to do
- more 1in terms of follow-ups but that it was time- consumlng work
and they could not spare the resources.

Regardlng ‘the preventlve 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 morée formal money management
"courses" -lasting two or more sessions. (typically 5 or 6). In a

few cases this 1s a co~operat1ve effort, such as between a credit

union and some other agency. Response to courses 1is generally
guite good A : : )

For a couple of reasons 1t 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 regardlng Ontari10o's Credit Counselling Service and
British Columbia's Debtor Assistance Division, 1t appears that
many (perhaps even tens of) thousands of people now receive.

" intensive help. That 1s, the great majority of those coming to
specialized services end up on some sort of agency administered
orderly payment of debt scheme. It 1s presumably a time
consuming task to set up each one. As a further indication of-
demand, the great majority of responding agencies felt that
ex1sting services are inadequate. .'Reasons for this assessment
varied but the most common cdmplalnt was that only a portion of
those requiring help are now receiving 1t (many used the tip of
the 1ceberg analogy). S
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'On the other hand, while they would like to help-these people
through greater advertlslng ‘to make them aware of the service,
many feared they would be swamped as a 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 regardlng money management
education.
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SECTION 6 | v

CLIENT PROFILE

In order to get an 1dea of the types of people using
~credit counselling services, respondents were asked to. provide
"rough estimates of the distribution” of their clientele along

certailn demographic characteristics: family 1income, age of
client, family composition and labour force status. In some
cases, these estimates were later updated using SLatlSthS
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 ‘
responsés .1n a given category. While this technique was

- considered suitable for present purposes 1t 1gnores 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 1n 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 to welfare or other low-income persons) Also, as might
be expected there was some variation in the averages
(particularly income) between certain provinces, such as Alberta
versus some less well-off provinces.

. -

a) Family 1ncome

Table 5 shows the average distribution of respondents!
replles when asked the percentage of clientele with famlly
incomes 1n each of four categorxes
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. TABLE 5 . .
AVERAGE AGENCY ESTIMATES OF CLIENTELE'S
FAMILY INCOME DISTRIBUTION -

' NO. OF .UNDER $8,000  $8,000 to $15,001 to more than

AGENCIES ' $15,000 $25,000 7 825,000
N=91 - 528 ~40% 6% 2%

7 said "a 5 said "a

majority" majority"

2 saia "most" 1l said.

: : “average 1is

N =17 2 said $8,640"
: "average is :

$6,000"

1 said L .

6,000 or less®

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 1n
Canada in 1976 according to Statistics Canada cat. #13-206,
p.11), an 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 small -
proportion have 1lncomes above that level. For an 1interpretation.
of these findings in terms of the levels of living that can be
assoclated with various 1ncome caterogies, Ssee Rainwater, L. (8,

~especlally chapter 5).
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b) Age of cllentele ' o o .

‘Table 6 shows the average dlstrlbutlon of respondent _
estimates of their clienteles age according to three grouplngs
provided: under 25, 25 to 40, and over 40.

TABLE 6

AVERAGE AGENCY ESTIMATES OF CLIENTELE'S AGE DISTRIBUTION
. - . B

" AGE

NO. OF - _ o S
AGENCIES UNDER 25 25 to 40 , over 40
N =68 29% S os1s 20%
N = 31 71 said "= ‘ 22 S3id T3
majority" ' majority"
. | 6lséid "average -
age 1is 28-35"
(28, 30,32, 33,
34, 35)
1 said "majority
are under 40"
1 said "a majority are 18-30" .
TOTAL = 99

The ‘data here i1ndicate 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 1in 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 1nterp1eted in light of the data below on famlly

composition.

c) Family compos1tlon

Respondents also estimategd the dlstrlbutlon of thelr
clientele 1n terms of four categories of family composition
(single, couples only, couples with children, and 51ngle
parents) . The results are shown in Table 7. :
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.AVERAGE AGENCY ESTIMATES OF CLIENTELE'S FAMILY COMPOSITION

-

FAMILY COMPOSITION

COUPLES WITHOUT

NO. OF , COUPLES WITH SINGLE
AGENCIES SINGLE CHILDREN CHILDREN PARENTS
‘N = 65 13% 10% 55%. 22%

N = 28 1 said 1 said "a few" 2 sa1d "a vast 1 said "a

"some" c " majority" majority"
21 said “a 2 said
majority" "some"
3 said "three
- children on
average"
1 said "some"
TOTAL = 93

The table clearly indicates that responding agencies
"estimate more than half (possibly three quarters 1including
-descriptive replles) their clientele consist of families. with one
or more children. Another significant group 1s 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 1s

" 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 ageé 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 1n early to middle stages of the family llfe 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 1n the labour force. A review of the answers 1ndicated
that most respondents distinguished between the "employed" vetrsus
the "not employed". In addition, some provided a further
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- breakdown, however rougﬁ, Of the "not employed" category in terms

of seasonal workers and those between jobs (1.e., the temporarily

‘unemployed) versus those not in the labour force. Others,

however, were unable to do this.

For present purposes, the answers were divided into two
general categories, employed and not employed,. as shown in Table
8. The percentage figures 1in the table, however, are somewhat -
misleading. That 1s, 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
(N =.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 1s 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 | EMPLOYED NOT EMPLOYED
N =74 60% . ' 40%
N = 25 ' 12 sa1d "a majority" $ 5aild "most or a
: ' ‘ majority seasonally
1 said "a few" employed"
- | 1 said "many season-

ally employed”

4 said "some season-
ally employed”

4 said "a majority
unemployed" -

3 said "most not in
labour force" (social
asslstance)

TOTAL = 99
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As with a couple of other. questlons, a fgir amount of
variation 1n the replies was‘'due to the type or location of the
agency. In particular, those agencies-'1n 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 available to the -employed.

SUMMARY

From estimates provided by the agencies, a fairly clear
—-and consistent picture emerges of their clientele. Thus,. perhaps
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). Theilr 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 clientele have 1incomes 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" 1incomes. 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) agé 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 service client would be that of: couples (and
single parents) who are 1n 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 1s "between jobs"; but where the family income 1is
inadequate or only just adequate 1h relation to their needs.
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~ SECTION 7 ST

1 - .

OTHER COMMENTS

Some parts of the questlonnalre called upon the
respondents to offer their own views on certain facets of credlt
counselling. One of these Loncerned thelr comments on
advertising; the second asked about the adequacy of services 1n
their area; and the third, the final interview question, asked _
whether they had any other comments on additional aspects of ;
credlit counselling and money management, such as 1ts impact on S
_the community, changes needed, etc. - o ‘

- Answers to the first and second guestions have already
been presented under "Service Delivery". Thus, although
advertising ranked behind referrals and word of mouth as a way 1in
~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 to do more advertising but many feared (some
from experience) that to do so would result in such a great o
demand that their service would be swamped. The agency would not -
be able to cope with the resulting increase 1n caseload 1f more
people were 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, somet imes _

- 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 side. Even among those who answered "yes" to the

. adequacy gquestion, several qualified this by saying that although
they could handle the present caseload or i1mmediate area, they
felt there was a large number of others who could use such help.

The ‘final questionnaire 1tem-asked for additional-
comments and suggestions. It was an open-ended question and
produced a variety of replies. Some made no comménts or only one.
while others made two or more. A categorization of the types of
comments recorded and the frequency of each are shown in Table 8.
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‘TYPE AND DISTRIBUTION OF AGENCY COMMENTS AND SUGGESTIONS

TYPE OF COMMENT OR SUGGESTION R | NUMBER OF MENTIONS

Need for more money managementxeducation ) . 53

Need for more staff and/or money f01
- credit counselling » ' 43

Need for more advertising to promoté
~ awareness/use of credit counselling 18

Need for tlghter controls on credit granting 22

Need for greater coordination ‘among various _
agencies 1n the community ‘ o .13

Other: general comments and suggestions
regarding credit counselling (e.g., funding
patterns, service) : o ’ ' 27

A majority of those calling for more work on the A
preventive side (money management education) were fairly specific
in saying 1t should be done 1n 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 1n 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 éxisting services (18

. mentions). This 1s not surprising in view of the findings
‘presented earlier about agency VvViews 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 1n difficulty or devoting more time to each), others the
preventive. In both cases, but espe01ally on the remedial side,
the respondents feel more resources in .terms of staff, money,

. ‘ - teaching aids, etc. are requlred 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 companles as being "too generous" 1in their
lending practices although other lenders were also mentioned by
some. Comments calling for greater coordination among various
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agencies in the communlty also come up (13 mentians). This.

included some who specificglly mentioned the importance of hav1ng
the co-operation of credlt grantors if+a successful service 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 satlsfaction with the way 0.P.D.
operates; two other respondents (located in the two provinces
where no O.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 Bankfuptcy

Branch offices was 1nadequate in that many of their clients
require rehabilitation counselling as well but are not receiving
- 1t. These respondents felt- Bankruptcy Branch should provide such -
-counselling. .
Five comments concerned funding. Two were by respondents

1n 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). .Other comments
noted such things as: the i1mportance of a co-operative
relationship with credit grantors 1f the service 1is to be
successful, the need for better follow-up, the need to have high
calibre counsellors for a successful service, comments about
greater efficliency through computerization and the need for
different philosophical approaches to the whole consumer credlt
and credit counselling fleld :
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SECTION 8 s

CONCLUSIONS

The survey results indicate that 1n recent years much
‘greater attention has been devoted to alleviating indebtedness
problems associated with the consumer 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 yeéar for all
.services was 1973. Despite this finding, however, and even
allowing for the methodological and other limitations of the
survey, the overall results lead to the general conclusion that
“several issues regarding both the availability -and adequacy of
" crédit/debt counselling services demand. attention. ©The reasons
for this conclusion and some tentative .suggestions for further
work to determine facts and 1nvestigate problems are outlined
below. It 1s 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 might merit further consideration in different cases.

1. The first reason 1s that remedial counselling services are
not readily accessible 1n .some geographlc areas. The most
_obvious case 1s the whole province of Newfoundland, which has not
proclaimed Part X (O0.P.D.) of the Bankruptcy 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
recognized credit counselling service was that provided by a
private, profit-making agency Chargzng a fee to users. It is
true that Neéw Brunswick and Ontario have not proclaimed Part X
(or a legal equivalent i1n the case of Quebec) either. BHowever,
in New Brunswick provision for at least some level of service to
the most urbanized centres has been made through general
provzncxal government fundlng to certain social service agen01es
("Fami1ly Enrichment Centres"). And 1in Ontario, service is
provided 1indirectly by the government through partial fundlng
(60%) of 29 Credit Counselling Services throughout the province
which are empowered to work out orderly payment of debt plans.

Lack of access to serv1ce_1n the geographic sense 1is also
a problem within certain provinces. This is most true of rural
: areas but also for many small to mid-size population centres 1n
. some provinces. Thus, 1in 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
ldentified agencles were all located in Charlottetown, and. in New
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Brunswick the lack. of service to rural areas and smaller centres
was a frequent comment. _Other geographic areas thought to. be
lacking adequate service included the northern portions of .
British Columbia and many of the widely scattered communities 1n
Alberta. The data were quite spotty 1n Quebec but 1t is known
that at least the "dépdts volontaires" service is avallable in
nost 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 1ts member agencies, and in - ,
Manitoba and Nova Scotia service was said to be available thtough.
local or part-time offices Of one or another department of the
provincial government. S

~—

RECOMMENDATIONS

1) Further research should be done to document or disprove the
extent -and seriousness -0of the lack of access to debt
counselling in rural areas and certain small to mid- 51ze
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 this .
approach, the research could be based on a survey of the'
. addresses of credit counselllng agenc1es"c11ents.

11) If research supports’ the notion that residents of such _
areas seriously lack ‘access to debt counselling and need
such service; the efficacy of various means.of providing

. service (e.g., extension services, part- time government
-0offices, mobiles) should be investigated.

.

2. The second reason for saying credit counselling services are

. generally i1nadequate 1s that ‘the demand for remedial service is

not being met. This assessment 1s based essentially on two
finaings. The first 1s 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
allow1ng the amount of time they should.. The second 1s the

- argument presented by many (perhaps a majority of) respondents

that although they were presently coping they felt they were
serving only a portion of those actually 1in need of debt -
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counselling, or "only seeing the top of the iceberg" as some put
it.4 Often, this argumént-was backed up by saying that -
although they would like to advertise in order to reach more
people 1n need, they feared (some from experience) that the
resulting 1increase 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 serv1ce was being
met. -\ -

RECOMMENDAT IONS ' ' ' o i

1) 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' assertions 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.i1n demand, 1f any, could then be measured.
Back-up resources (e.g., extra counsellors) would be
avallable 1f 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 .
computerization might be undertezken, comparlng agen01es that
at present do/do not now use computers.

3. The third respect- in which credit counselling services are
1nadequate 1s that the range of remedial services availlable is
‘too limited. This assessment 1s based partly on the large
proportion of agency clientele that require some type of orderly
payment of debts program. This indicates that many clients are
seeking or receiving help only when their financial problems are
" quite serious. Furthermore, there 1s 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. Where 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 maklng sure only that repayment terms are belng"
met. _

RECOMMENDATIONS

i) Research should be done to determine whether ellglblllty
for orderly payment of debt and other 'counselling is too
restricted in any area. The research would include a com-
parative review of the elig1bllity criteria themselves. It.
would also include a review of the number of potential

~clients turned down because they do not meet the crlterla
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 functlonlng——flnan01ally”
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 Brltlsh 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 -hour or so duration to 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

i) _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. ‘

"1i) Perhaps even more than among the school age population,
emphasis should be placed on providing greater access to
money management courses among adult groups in the
comnunity at large. A variliety 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) could be undertaken.
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111) The various provincial governments, with 1nput from other
lnterested parties, should work toward the 1inclusion of’
money management education as'a regular part of the school
curriculum 1n certain grades. Agaln, effectlveness
measures should be built into such programs.

5. Apart from particular issues noted above, there appears to be
a general lack of coordination gmong credit counselling agencies
from one area to another. This means that opportunities to share
experiences and 1deas are being lost.  The chances of gaps in
~service or duplication of effort are therefore 1ncreased., The
implications of proposed changes in the Bankruptcy Act (Part III)
may be a case in point. Possibly much could be. gained by drawing
together those with an interest in the fleld so that plannlng and
service dellvery will be more effective.:

RECOMMENDATIONS

1) In all provinces (or regions) a meeting of paftles with an
interest 1n credit counselling. services, both remedial and
preventive, should be convened. The purposes of these
meetings would be to discuss problems and ‘establish
‘research and progran priorities. The study of debt . .
counselling and debt repayment recently estab]lshed by the

- four Atlantic Ministers of Consumer Affalrs 1is a case.1in
p01nt. - ) )

2-11) The_new Bankruptcy Bill provides for "express delegatlon to

the provinces of the administration of consumer
arrangements and bankruptcies to maximize. the use of local
counselling services". The effects -of this proposal 1in
each province should be carefully rev1ewed in llght of the
‘flndlngs of the present survey..

111) The federal governmerit 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 selectlve basis.
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FOOTNOTES v

S .

‘In this respect 1t 1s worth noting a project undertaken by

the Co-operative Credit Society of Manitoba, a central
organlzatlon serving 169 credit unions and 94 co-operatives
in Manitoba. Though not included in the survey itself and
though the Society was not gognizant of financial counselling

‘activities of i1ts member unions, 1t 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) Slxty of these packages
were then sold to member unions in Manitoba.

-

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 1its Summer 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 Offlce,
Montreal, Quebec.

In a 1972 Report on Personal Bankruptcy by the Canadian
Consumer Council, certain assumptions were made 1n 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 expendltures

- for counselling would likely be well justified 1in-

cost/benefit terms because of reductions in insolvencies.

Statistics Canada data provide at least indirect support for
this argument. A generally recognized rule of thumb is that
those families 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 1s for
various reasons probably qulte conservatlve.
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Introductory Paragraph for.Telephone Interviews

Ask for Director:

Hello. My name 1s ) B and I'm from the
Department of Consumer and Corporate Affairs in Ottawa.

We are doing a survey of money management and debt
_counselling facilities across the country. This survey 1s being
conducted because there 1s very little i1nformation availlable on
‘whether such programs are offered 1n most communities. and the —
res%lts of the survey will be very useful for future projects.-

‘We would llke to know 1f ‘your organlzatlon is 1nvolved 1in
any way 1in such programs7 ' _ L.

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

- 1if no; Do you know of any othér'money management or credit = .

counselling agencles serving in your area (Flll in questlon #7
of questlonnalLe) : ‘

‘ Thank'you very much for your time and cooperation. :



9.

Full Name of the organization:.

Address:

QUESTIONNAIRE - -

Cn ) a

Area served:

Name of agency director:

. -

“Street - ' CiLty ' Province

: Approx1mate population served: (#)

Do you know of any other organization involved*in credit

NO

~counselling or ‘money management ln your area? Yes

If yes, please givé the namé of the'agency;and ité addtess;

— ~

Now talking about your organization:

What type of organization is this?

Who does

the

voluntary

government: federal - prov1nc1al -
municipal - regional

social service

credit bureau

legal a1id

adult educatien

~calsse populalre

other

policy making for these financial services?

board of directors

advisory committee

other
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b) What is the composition of this board or committee?

representatives of'sqcial service groups #
representatives of church croups -
government officlas: 1i1dentify levels: ¥

10, a). VYear credit'counselllng/money'management service was
' established? o ‘

b) Why was 1t set up? _ : ' .

Reasons:

1l. Where 1is thiS{organlzatlon located?

office building
government office
comiunity centre
storefront .
eccucational 1nstitute
rlace of worship
other

12, What hours arc yOu open?

business hours . Certain days
other N

~13. a) What 1: the total operating budget for the organization
. ' for tte fiscal yedr from = to . ? 8

r———



14..

b) What % or ($ amount) 1s spént on financial services or
programs? . . ' ) o

A .

# programs:

R R

~

-. -

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

15.

Please give 1i1ncome from each of the above sourées listed:

B N
»

From Public Funds ‘ AMOUNT

Federal

Provincial

Municipal

Regional

L o L n

Sub-total:-

From ?rivate Funds and Other

1. $
2. .
3. $
4, -8
Sub-total: -~ -8
'Total.funds for all sources 8
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- 16.

hd

I'd like to ask you now about the number of people 1nvolved'
1n providing the fimancial serv1ces-—

. -

a) What 1is the number of pald staff?
full-time:
part-time

b) What is the number of volunteer staff?
: full-time L S :
part-time ~ : '

c) What are yonr minimum requlrements'for being a
counsellor? (give details about education, training,
experience, personality, etc.)

17.

18.

Do you have any training before assignment for your:

a) counsellors:- - - yes
- no
b) volunteers:- .yes
: no

Turning now to the financial counselling aspects of your
service - Can you describe the flnanc1a1 ‘services you -

prov1de° And why?

ex. (debt/credit counselling, surrogate financial manage-
ment, rehabilitation of the bankrupt, advocacy, family
counselling, legal aid, speakers to schools and
community, briefs for government, money management -
education).




LAY

- How many times a year 1s the course given?,

What 1s the average class size? -+

What 1s the average course length?

What does the cour se cover?

income and occupatlon (llfestyle - standard

. of living)
expenditure and budgeting

‘credit/borrowing

saving

use of bank

other: " Insurance . Pensions
L

Taxes - : Investments

What type of.teachihg ai1ds are used? (Clrcle them)

slides, films, film strips, overhead~'

projector .
cassettes/records, posters, games

handouts, worksheets, textbooks

case studies, guest lecturers.'

fleld trips.

‘Which are the most helpful? Aninomments on. ai1ds?

What 1s your opinion on the success of this course?

very successful : somewhat successful =

How could you assess this course?

successful - not very successful
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19. a) Do you charge any fee for these financial services?
yes: - : : ' :

.

no . [} ‘e - . 3 -~

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

¢

¢) Who pays the fee?

. debtor

creditor

social agency

N ' government agency
other

20. Are these services available to the general public?

: ! ‘Yes _ :
o - No, then specify:

21. How do people find out about these services?

referrals
] “word of mouth
N promotion

.

advertlslngf : - péid
. free

press releases
.co-op promotion:




o) e

Any comments on advertising? ' .

-

22. In dealing with these flnan01al matters with your cllents,
do you use the outside servgces of ?:- -

voluntary/pald consultation/referral

social. workers
lawyers
bankruptcy trustee
financial experts
educaters

consumer agency
other

23. How many people used your flnan01al services durlng 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 Affalrs Canada
Place du Portage, Phase 1

68 Victoria Street’

Hull, Quebec

K1A 0C9 ’

Attention: Wayne Brighton
' Consumér Research Branch

(we. will cover costs - send blll}

No

————



A

£ O3S Yo A A R ST Rt . AR S I Lk

25,

26.

Please answer 1f possxble, these general quetlons concernlng
your clientele: - (glve a rOugh estiate)
a)

b)

. C>)

d)

b)

What 1s the percentage of your cllents w1th famlly rtncome
between:— .

1. $0-8,000 - e % (or #)

2. $ 8,000 - Is5,000 : . $ (or #)
3. S, 15 000 and above . N % (or #).
"What percentage of your cllents are 1in the following age
groups?

1. under 25 o : : : %n(or‘#)
2. from 25 - 40 : - ' : ‘ - % (or #)
3. from 40 and older A s % (or ¥)
What'pereentage of clients fall within the following
mar1ta1 status categories? - ' L \

1. unattached 1nd1v16uals (SLngles) : . % (or #)
2. couples only S % (or #)
3. couples with chlldren : % (or #)
4. single parents. - : $ (or #)
What 1s the percentage of clients with the following
‘occupational status? : , '

1. employed : % (or #)
2. unemployed : "% (or #)
3. not in labour force : & (or #)
Is there any follow-up done on clients? . Yes B No

Any comments?

Do you have.repeaters? L Yes \ No



R B B E Dl e 5 LN T

.
s

27. a) Do you feel that money manajement and/or debt counselling’

services '1n your area are adequate to meét existing
needs? ’ . ‘ .-

(S

Yes - . ‘No

b) On what do you base this assessment?

T

¢) Any ideas for fulfilling these needs?

28. Are there any additional aspécts of debt counselling and/or
of money management services that .you would like to comment
on? (1ts success; i1mpact on community; changes needed)

el B S
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APPENDIX "B"

x

'NAMES AND. ADDRESSES OF ORGANIZATIONS INCLUDED IN SURVEY

. -~

The organizations interviewed and 1ncluded 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

Natsqul Sumas Abbotsford Community Service
2420 Montrose Street

Abbotsford

T Telephone: 859-7681

- Campbell River

Crisis Line and Family Codnseillng ' .
207437 10th Street

.Campbell River

Telephone: 287-7743

Kamioops

Debtor Assistance Division -
Department of Consumer Services (prov.)

“Kamloops

Telephone: - 374-5676

Kelowna

Kelowna Legal Aid : .
Kelowna. S
Telephone: - 763-8804

Mission City

Mission Community Services
33070 Fifth Avenue
Mission City

Telephone: 826-3634:
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BRITISH COLUMBIA (cont'd)

Nelson . T .
Consumer Action League
West Kootenay Branch

385 Baker Street

Nelson :
Telephone: 354-4064

Penticton

South Okanagan Civil Liberties 8001ety
Legal .Information Office ‘
320 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 4 '
Telephone: 563-1751

Smithers

Smithers Community Law Centre

Box 2904, Main Street-

Smithers e
Telephone: B847-4448

Surrey

Surrey Intersection Society
10423 King George Highway
Surrey

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

~Terrace ‘ . T

Terrace Community Services Centre
46030 Park Avenue «
- Terrace
Telephone. 635~ 5135

Vancouver

B.C. Central Credit Un1on (2)
885 Dunsmere -
Box 2033
Vancoudver o :
Telephone: .- 1. CUPAC 684-8551
no 2. Education 684-8551

B.C. Teachers Credit Union

Suite 200.

5740 Cambie Street

Vancouver , -
Telephone: 324-6655.

Consumer and Corporate Affalrs Canada o
Bankruptcy Branch
P.O. Box 10066, Pacific Centre
7000 West Georgia Street
Vancouver :
Telephone: ‘666—6971

Debtor Ass1stance Division ﬁ
Department of Consumer Serv1ces (prov )
535 Thurlow Street . . .
Vancouver: o

Telephone: 668~2345
Downtown Community Resources Area
535 Borner Street X ‘- :
Vancouver S

Telephone: 687-4811

Famlly Serv1ce Centres of Greater Vancouver
1616 West 7th Avenue
Vancouver ‘

Telephone: 731—4951.

. St. James Social Service.
: 331 Powell Street
Vancouver

Telephone: 683-3243



BRITISH COLUMBIA (cont'd)

Vernon - . T ' ' :
Vernon and District Volunteer Bureau
Consumer Services Desk ’
Box 733
Vernon

Telephone 545-8381

Victoria

Debtor Assistance Division
Department of Consumer’ Serv1ceq (prov.)
-838 Port Street
Victoria -
Telephone: 387-6831

- Williams Lake

Legal Information Centre
‘147 North 1lst Avenue
Williams Lake

Telephone: 392-2941

ALBERTA |

Calgary
Calgary Family Service Bureau
120 13th Avenue S.E.
Calgary
Telephone: 263-0720

N

Family Financial Counselllng

Department of Consumer and Corporate Affairs (prov )y -

Calgary
Telephone: 261-6107

Edmonton
" Family Financial Counselling
. bepartment of Consumer and Corporate Affairs (prov.)
10065 Jasper Avenue ~ oo
Edmonton

Telephone: 427-5782
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" Family Financial Couhselllng (Head Office)

ALBERTA (cont'd)

-

Department of Consumer and Corporate Affairs (prov.)

9915 108th Avenue
Edmonton

Telephone: 427~5210

Family Service Assoclation of Edmonton

8919 106th Street
Edmonton -
Telephone: 424-4161

. -

Shield Cred:it
425 Tegler Street
~Edmonton

Telephone: 432-7767

-‘Fort‘MacMurray

Family Financial Counselling
Department of Consumer and Corporate
202 9912A Franklin Avenue

Telephone: 743-7231

Lethbridge

Family Financial Counselling
-Department of Consumer and Corporate
740-4th Avenue '
Lethbridge

Telephone: 329-5360

Peace River

Family Financial Counselling
Department of Consumer and Corporate
Bag 900

~Peace River

Telephone: 624-6214

Red Deer

Family Financial Counselling
Department of Consumer and Corporate
Red Deer

Telephone: 343-5241

)

Affairs (prov.

Affairs (prov

Affairs (prov.

Affairs (prov.

-)

)

)
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SASKATCHEWAN

Prince Albeft

t

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

Telephone: 764-5291

Reglna

~Catholic Family Services Soclety
1120 11lth Avenue

~Regina ' C
Telephone: 525-0521

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

21T eica o SR
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. SASKATCHEWAN (cont'd)

Family Service Bureau . , *

309 22nd Street West S - *

Saskatoon , : : , -
Telephone: 244-8127 - -

Saskatoon Credit Union

309 22nd Street West ‘

Saskatoon ~ . ~ s .
Telephoné: 652-3910 K ’

Self Help Council

631 20th Street
Saskatoon B
- Telephone: 242-8869

- MANITOEA

Winnipeg

Bankruptcy Branch :
Consumer and Corporate Affairs Canada
300~-303 Main Street
Winnipeg ,

Telephone: 985-3229

Communlty Consumer Credlt Counselllng Serv1ce
5363 Main Street

Winnipeg S

' Telephone: 544-9704

Home Econom cs Dlrectorate
Department of Health and Social Development (prov )
2nd Floor, 880 Portage Avenue
Winnipeg : A
Telephone - 775-8682

Legal Aid Manitoba.
325 Portage Avenue
Winnipeg

Telepnone: 847-6501

Mount Carmel Clinic

120 Selkirk Avenue

Winnipeg T .
Telephone: 582~2311
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MANITOBA (cont'd) ' - S -
Orderly Payment of Debts‘ , : _ -

County Court ' oo

102 Law Courts BUlldlng

Winnipeg : S o

Telephone: 944-3133

- ONTARIO
"Barruie
- Credit Counoelllng Service of Simoe- Georglan Bay Reglon
. 39 Collier Street o

Barrie
Telephone: 726~2705.

Bellevilie- 

Qulnte Information and A851stance 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 ' e
Telephone: . 753-4173

Cambridge
gt e Ko

The Family Service Bureau
58 George Street Noxth
Cambridge

Telephone: 621#5090
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ONTARIO (cont'd)

-~

Chatham ‘ . L . .

Chatham Kent Community and Family Services
259 Wellington Street West .
Chatham '

Telephone: 354-6221

Guelph

Children's Aid Soclety
51 Delh1 Street

P.O. Box 1088

Guelph C
Telephone- 824-2410

Hamilton

Catholic Social Services of Hamilton
82 Stinson Street
Hamilton .

Telephone: 527-3823

Consumer Help Offaice
414 Barton Street
Hamilton

Telephone: 522-1867

Family Services of Hamllton—Wentworth
‘350 King Street East
Hamilton _

Telephone: 523-5640

Kenora .

Consumer Debt Counselllng Service
P.O. Box 2430

Kenora
Telephone: 468-5761

Kingston :

Credit Counselling Service of Kingston
124 Wellington Street
Kingston

Telephone: 542-4911
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ONTARIO (cont'd)
Kitéhener - C .

Catholic Sociral Services
74 Weber Street West:
Kitchener :

Telephone: 743-6333

- London

[

Consumer Debt Counselling Service of London
200 Queen's Avenue
London ‘

~~  Telephone: 433-0159

Mississauga

Peel Family Service

93 Dundas Street West

"Mississauga Lo
Telephone: 270-2250

New Sudbury

New Sudbury Community Service Centre
1749 Lasalle Boulevard
New Sudbury : ‘

Telephone: 674-3151

North Bay

e

Family Life Centre

539 Cassells Street, Suite.2

North Bay ‘
Telephone: 472-6515

Oakville

Halton Consumer Credit Counselling Service
168 Lakeshore Road East C .
.Oakville :

Telephone:. 845-3811
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_ONTARIO (cont'd)

Oshawa

Oshawa Cred1it Counselilng Service
172 King Street East

Box 1074
" Oshawa

Telephone: 579-1951

Ottawa - . : T

Canadian Forces Base '

Department of National Defence

Ottawa’ ' ‘
Telephone: 995—7924

Credit Counselllng Serv1ce 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
1863 Halig Drive ‘
Ottawa :

Telephone: 731-3349

Peterborough

Credit Counselllng Service of Peterborough
64 Hunter Street West :
Peterborough ,

Telepnone: 742-4258

Richmond H1ill

York Reglon Credit Counselllng Serv1ce

P.O. Box 224

Richmond Hill \ ) :
Telephone: 884—9140
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ONTARIO (cont'd)

St. Catherines

~

’
[

Credlt Counselling of Reglonal Niagara
11 Bond Street .

~St. Catherines

Telephone: 685-7577

Sarnia

Social Service Bureau of Sarnia- Lambton
681 Oxford Street

Sarnia R

Telephone: 336-0120

Sault Ste Marie

Credit Counselling Service of Sault Ste Marle

8 Albert Street East
Sault Ste Marie .
Telephone: . 254-1424

Stratford
e ,
Stratford Family Counselllng Serv1ce
15 Downie Street
Stratford - -

Telephone: 273-1020

Thunder Bay

Consumer Debt Counselllng Serv1ce
106 Simpson Street
Thunder Bay o

Telephone: 623-9596

Toronto

Credit Counselling Service of Metro Toronto

74 Victoria Street
Toronto

Telephone: = 366=5251 e e
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ONTARIO (cont'd)

Windsor S : .

S

. ' -

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 1'Outaouais

22, rue Carillon

Hull A
Telephone: 770-4911

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

Telephone: 776-3111

Centre communautaire juxldlque de 1'Outaouais
114, rue Pr1nc1pale
Hull

‘Telephone: 771-7352

Joliette

A.C.E.F. de Joliette

180, Montcalm

Joliette S
Telephone: 756-1333
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QUEBEC (cont'd)

Maniwaki ) ' o : T

~

- Centre communautaires jurldlque ‘de Manlwakl %
196, rue Notre-Dame ~ - i
Maniwaki - i

Telephone: 449-4800 3

: . - = '§
Montreal - é
Fédération des A.C.E. F. -é
1212, rue Panet ‘ : R
Montreal : ‘ 4 ' ‘ 4
~ .. Telephone: 526-0823 ‘ . :

La Fédération nationale des services de préparatlon de mariage
893, boul. Ste Croix :

Ville St- Laurent
Montreal

Telephone: = 748-8014 o :

~ The Royal Bank , | ' _ ,
Head Office : - : :
Place Ville Marie -
Montreal

Telephone: 874~2110

Quéhwe

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

Telephone. 522-1568

Shawinigan'

213, 3&me
C.P. 906
Shawinigan
Telephone: -338-4755

Service d'aide aux consommateurs
1932, rue Champlain
Shawinigan

Telephone: 537~-1414
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QUEBEC (cont'd)

Trois—R1v1§res

-

’
A .

Calsse d'économle du centre du Québec

325, rue St. George

Trois-Riviéres
Telephone: 374-2222

‘Caisse populalre/Organlsme de serv1ce aux caisses
2000, boul., Recollets. :
Trois—Riviéres : )

Telephone: 374-3594.

;Victorlavilie

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

Victoriaville- o
Telephone: 752-5855

NEW BRUNSWICK

Bathurst
Zerlitren

Centre 4d'information et de’ communlcatlon moblle
- 231, rue Main :

Bathurst "

’ Telephone: 548-2455

-

" Chatham

Famlly Enrichment Centre (prov )

337 Water Street , .

Chatham o
Telephone. 622--1050

Fredericton

Chimo Help Centre Inc.
P.O. Box 1033

: ‘ Fredericton :
. Telephone: 455-9464
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NEW BRUNSWICK (cont'd)

Famlly Enrlchment Centre (prov )

634 Queen Street _ ! . . -

Fredericton L ‘ '
Telephone: 454-4699

" Moncton

~Brunswick Credit Unlon Federatlon‘

.P.0O. Box 1025

Moncton C
Telephone: 855-4044

JFamily Enrichment Centre (prov.)
P.O. Box 2353
Postal Stdthn "ar
Moncton ,
Telephone: 854-3840

Université de Moncton/Départment des sciences domestiques

"Moncton
Telephone: 858-4286

Oromocto
Canadian Forces Base Gagetown

Oromocto
' Telephone: 357-8401

Saint John

Consumer Help Office
50 Princess Street g
- Saint John - _ -
Telephone: 642-7821

Fami1ly Services St. John Inc.

S Wall Street

-Saint John _
Telephone: 693-1295
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'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 S )

Halifax S
Telephone: 426-6744

Consumer Affairs Department
Orderly Payment of Debts
Box 998
Halifax

Telephone: 424-5575

‘Consumer ang Corporate Affalrs Canada

Bankruptcy Branch

6th Floor, Montreal Tower

5151 George Street

‘Halifax ' -
Telephone: 426-6089

Dalhousie Legal A:d
2157 Gallingen Street
Halifax
Telephone: 424-7039
Mrs. Doris Maley
1136 Cartaret Street
Halifax
Telephone: 423-3219

Metro Credit Union

607 Lady Hammond Road:

Halifax -
Telephone: 453-4741

LLawrencetown

.Consumer Affairs Department

P.O., Box 117
Lawrencetown :
Telephone: 584-3055

<z 5
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NOVA SCOTIA

- New Glasgow R N

Consumer Affairs Department

P.O. Box 236

New Glasgow :
Telephone: 752-0975

Port Hawkesbury

Consumer Affairs Department
Port Hawkesbury
- Telephone: 625-2524

Sldnex

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 Department
P.0. Box 130
Springhill

Telephone: 587-2262

PRINCE EDWARD ISLAND

Charlottetown

Department of Agriculture and Forestry
Farm and Home Division o

.' P.0O. Box 2000
: . Charlottetown

Telephone: 892-4101
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PRINCE EDWARD ISLAND. (cont'd), _ .

Department of Consumer Services

Orderly Payment of Debt Branch

P.O. Box 2000

Charlottetown ;
Telephdne: 1892-5321

Protestant Famlly Services Burezu

Box 592 » :

Charlottetown . U .
Telephone: 892-2441"

—~——

NEWFQUNDLAND

Cornerbrook

Consumer and Corporate Affairs Canada .
Consumer Consultant/Insolvency Admlnlstrator
Herald Tower
Herald Avenue, Box 493
Cornerbrook :
Telephone: 639-8958

Sf. John's

Consumer and Corporate Affailrs Canada .
Consumer Consultant/Insolvency Administrator
5th Floor, Sir Humphrey G11bert Bldg.
115 Duckworth Street
St. John's

Telephone: _147-5411 ,

-Provincial Credit Counselling
P.0O. Box 8744
Postal Station "A"
St. John's =
Telephone: 579-7581
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- - 23rd Floor, Zone 5 o
‘_ ‘Place du Portage, Phase 1I
; Hull, Quebec ,

Kla 0C9

Fle Be/r/- /-4

_Mr. G.E. Penfold
Executive 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 -and Corporate Affairs is presently
~ absent from Ottawa on business, he has-asked me to reply to your .
“Jetter of July 18, 1978 regarding a. survey of-credit counselling = -

services in Canada conducted by the. Consumer Research Branch of

this department.- Perhaps thHe best way to respond Lo your - ‘letter

is to ta)e each point in turn.

First, you refer_to a survey "supposedly" made in 1977.  Let me

assure you that the survey was -in fact- conducted in 1977, during
. June and July to-be more precise. - .

Second, you~comment-that“you were and are very much disturbed at:
the prospect of any such report and that you cannot even recall .
providing factual data for it. Your letter suggests that no :
Interview with your organization was-conducted and that therefore
- the survey is not what it purports to be. "A review of the
" original interview questionnaire .shows that the Ontario ~ i
interviews were conducted during -the last week of June 1977. }
Among these is an interview with you,. as Director .of the Credit
. Counselling Service of Metropolitan Toronto, conducted by Ms. J. -
‘Chapman of the Consumer Research Branch. . The interview schedule
is complete, including such facts as the start-up year, fundlng
sources, budget,- estimate of. number of clientele, client ‘
characteristics, etc. and -various opinions and comments. We
would be pleased to pursue this matter further if you so wish.
In any event the fact is that a telephone interview was
concducted with you at that time ana the, information .provided is
still aVai*aalL.

RESEARCH/TOUPIN/7-1018/t1 . - o



H

x
—

.

v

’

i

i aatxa

. ' :
PNV e . i
bl B e ia o

i

X A . P’
b A P : B
PR YN ET SAT NP 3
-

2

A
7 ——,

*

L - RI-N

h

L&

-< ° .
Tt htls | B o e ettt e B

A SN SIS

<
e,

-Your letter ¢goés on to raise certain questlons, asking why4a

telephone. poll was. conducted, why there- was no follow-up by mail-
and what_use is to be made of "this.guestionable. subject material”
‘based on word-of-mouth hastily assembled information". -Perhaps-
the best way to answer is to note a few genetal p01nts about the
survey -and -the resultlng report.

little information seemed -to-be avarlable 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 "who was doing what" 1in the field. "It was never
intended to’ be an in~depth analysis. ’

‘Setond,‘the survey was conducted. 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 area and u51ng the telephone to.find out appeared:a
reasonable approach. Telephone interviewing 1s currently used by
a number -of reputable opinion "polling" -organizations and is -

- generally considered an acceptable method of data collection for

this type. of prelimlnary descriptive: research.  Another reason =
for using the telephone was that -the government. telephone network
could be used Lhereby keeping 1nterv1ew1ng cost at a minimum.

.Third, since ‘we would be asklng reSpondean such ba51c
-1information as the name and location of theilr organization and

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

of their opinilons .and comments on matters relatlng to debt/credJL
counselling. : ‘ : -

_Fourth,~in.summarizing'the data gathered it seemed to the .

principal researcher that certain conclusions could. be drawn
based on the patterns of the answers.. Based on these conclu51ons
some tentative recommendations for  further research were out
forward. This latter point is 1mportant “in that the resultlng

.. report. should not be interpreted-as a policy paper nor- even as a

position paper for the -department as ‘a whole.  Rather, it was
meant to provide an- indication of what 1s now being done 1in the
field 1in the country as a whole and to hlghllght some. areas where
further research may be warranted to determine.facts and
investigate problems. In this respect the purpose in
disseminating the results of “the survey was merely to promote
discussion .and hopefully provide some 1nformation. that would 'be
O0f use to those with an interest 1in the field.

Your next comment 1s 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 organization i1s only one amongst many which

were contacted in the preparation of ‘this report.- Therefore only

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

veo/3

First, the main. reason for conducting 'the survey was that very =




Second,‘the Board should be made aware: that we regrét this”
position but that they may wish .to reconsider it - in- llghL of the

limited purposes .of the survey as -a preliminary stage of’

research. We apologize for any misunderstandings -that may have-?i

resulted from theselimited purposes not being made clear. AS-
noted above, the report does not repre%ent departmental- pollcy
nor 1s ‘it even a position paper. -Rather, -a-major purpose in
disseminating the report was merely to promote- dlscu831on ‘of
issues in the credlt counselllng fleld.

Your offer to co operate by respondlng to wrltten questlons7

~concerning your-operations is appreciated. If the
- misunderstandings that have been generated can be resolved, we

would 'he glad to dlscuss ‘what further work might be usefully

“undertaken..

Sincerely,

George Post
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'Ottawa, Ontario.

‘July 18,.1978.. ..~

R T e L o01]

Hon. Warren Allmand, Minister,
Consumer & Corporate Affairs,
Parliament Buildings,

B wf?’?f

Dear Mr. Allmand,

Q, v Ty
(// C
Jier 25 1916
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I recelved a telephone call July 5th from Mr."

Ronald Mason, ‘Programme Director of Credit Counselllng
‘Services, Ministry.of Communlty -and Social Services,

Province of Ontario, to inquire about a survey supposedly

made in 1977 concerning credit counselling-services-

throyghout. Canada~ M. "Mason had received an advance

copy of a purportedly near-to- publication report with™

a request from Mr. Jean Pierre Toupin; 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 Metropolltah

Toxonto, the oldest and-largest service in Ontario

serVLng all Metro Toronto, roughly 10% of the. population
~all Canada. I -

I was and am very much disturbed at the prospect

of any such report, whatever its conclusions.. I

cannot even recall providing factual data for it, ‘and
a check of my employees here reveals no other respon-
dent.to admit to furnishing such information. Several
very important questionsirequire answers before any
results whatsoever are published alleged to include. !
statistics from thls oFflco '

- 1) Why was a telephone poll conducted?

This would indicate urgency and an immediate response .

necessary prec]udlng lesearched and verified. statJ tical
data.

2) Why was there no follow-up by mail in the six
: months at least subsaguent to this chone poll
SO that some cdocumtentary. support would be in

your Ministry's possession to authenticate results?

i (f'

3)... UWhat use 1s to bé made of this questionable

subject material based on word-of-mouth hastily

assembled information? -
Qv'r\:‘f = /"" ‘J"‘ Z"i'ﬂ“
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. - Hon. Warren All-  ad a - 2 = o July 18, 1978. -

., R - * I have discussed this unfortunatée situation with the
S Executive Committee of the Credit Counqelling 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 based in part on infor-"
~mation reportedly obtained by teélephone from this office.

‘We will be most happy. to co-operate . in any -way w1th your**““‘““-

Ministry offlclals if they will submit a list of written
o " questions concerning our operatlons. We “have: a-proud record
o of service to this community dating back some 12 years ‘and =~
totalling over 20,000 cases, some with-spectaculary successful -
~results, We wish our responses to be considered and accurate,
. ... - ... -~ only thus can‘any merit whatsoever be attached to any report‘
= or summary ln which we are concerned

Yours sincer Y

QT

hxecu ‘ve BI?Lctor.

GEP:so
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457 Corporate Affairs Canada -~ Corporations Canada - s

"London, Ontario
N6A 1J1 ‘

17th Floor, Zoné 2 i
Place du. Portage, Pha‘“ff“g
Hull, Quebec ' :
. K l A . ch - Our e Nﬁ’(m relorence -

B6111-1-4

August ln>l978L

Mr. J.G. Newbery

Assistant Vice Pre51dent

Industry Relations

Avco Flnanc1al Services Canada Ltd
201 Queens ‘Avenue

Dear John:

Thank you for your letter of July 12th. . I appreciate
your taking the time to read and comment on the report regardlng
our telephone survey of credit counselling services across
Canada. Before responding to your individual comments, however,
I would like first to note a few p01nts about the purpose of the
survey and the report itself. ’ :

First, the main reason for conductlng the survey was
that very llttle information seemed to .be available about the -
credit/debt counselling field for. the country ag ‘a-whole.  1In
this respect the. survey was exploratory 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. Y S

Second, the survey was conducted 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 area and using the telephone to find out appeared a
reasonable approach. Another reason -for using the telephone was

. that the government telephone network -could be‘used.

Third ince we would be asking respondents such basic
information name and location of thelr organization and
the tvyroes of service s theyv . provided, etc.,, it also seemed
worthwhile to gather other points of information, including some
of their opinions and .comments on matters relatlng to debt/credit
counselling.
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: Fourth, in summar171ng the data gathered it seemed to
the prlnclpal researcher that certain conclusions could be drawn
based on the patterns of the answers. Based on these conclusions
some tentative recommendations for further -research ‘weré 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 department as a whole. Rather, it was
meant to provide -an indication of what 'is nhow being done  in.the
field in ‘the country as a whole and to highlight some areas where
. further research may be warranted to determine facts and
investigate problems. :

: In this respect the purpose in disseminating- the
results of’ the- survey was merely to promote discussion and
~hopefully provide some  information: that would be .of use to those.
w1th an interest in the field. ' s

I will now attempt to reply to the speclflc comments in

your letter, taking each in turn.

Your flrst comment 1is that Leference to Quebec S
-Lacombe Law -is out of place in a survey on debt counselling.

~Th1s depends, of course, on’ how one deflnes debt counselllng As
- you ‘know: ((and as noted on page 4 of “the’ report) the term is not

well defined -- as pointed out by a.Canadian.Welfare Council

study -1t 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"; including, ."plans 'involving thé poéoling

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 categorize the various services offered by |
the agencies by distinguishing certain broad functions. One of .

the four broad functions.-distinguished-(see page 24) was” that of

prorating or. pooling schemes where the agency prov1de° for the
brorated disbursement of funds amongst-a debtor's credltors”
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
worthwhlle to mention it in pass1ng ‘

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. 1 agree. However, in ordev to provide
~some boundaries to the surve our general approach (see page 3)
was to include '"sbtruciured financ ial counselling programs ... but
to exclude inforwmal counselling such as having a discussion with
ones bank or credit union manhager". :
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. , - Page ]8 paragraph 5 ~ Your comment seems to be that’
,;credlt grantors w1]l help. the operation of-an orderly" payment of -

‘debt program.by reducing their demands on the debtor. “While thlsw‘”“"””“"”

~is no doubt true,.the point being referred to in the report
concerns dlrect funding of the agencies. Lhemselves.'

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

 no agency which is reluctant to make its .services known
~(advertise) for fear of. "swamping the service". In-reply I would

only-point out that what was reported was an oplnlon expressed by-

various respondents.

Page 23, paragraph 1. Your comment about eounselllng'

“in conjunctibn W1th a consolidation loan regardless=of the- lender”'i***ti*“

is well: taken. The offendlng sentence w1ll be removed :

Page 23, last paragraph. Your comment is that hav1ng a

credlt counselling agency adopt an advocacy role would certainly:-

destroy the effectivenes of the program. The report does not; 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. Also, you

may be aware that. the criticism has been made (not :in the Leport)'

that  some credit counselling services=go too far the other way in
the sense. of "acting .as "debt collectors" for credit grantors.

Page 43, recommendatlon (1) and (11) Your comment is
that you fail to see the relevance of househo]d finances in a
given area as related to the avallablllty of a debt counselling-
service. The point of these recommendations was that further
research is required to determine the extent of the need for

credit ‘counselling services. Although it was only a suggestion,.
. the idea behind looking at household finances in two areas (one
- serviced by a credit counselling agency’, 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,.on the. one

hand, the area not currently served by:'a credit counselling-" o

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 the

. second area, it may mean that attention should be devoted to

establlshlng a service of one form or another,

Page 44, (1) and (ii). Your comment appears to be that
Decause many agencles have very hich public image there is
vrobably not muth rotential demand for service beyvond the 1.6% of
the populztion (in Ontarlo) now using debt counselling services. -

The opinion was expressed by some survey respondents’ that




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. R
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 thls oplnlon .
mlght be tested through some form. -of- experlment

Part III of the proposed Bankruptcy Bill (S-11). We -
agree with your polnts about - quallflcatlons ‘of ‘counsellors and

-the location of offlces.

If there are any: questlons about -the abovc ‘or should
you wish to. offer other- comments- and suggestions please feel free-
to get 1n touch ~.In the meantime, thank you agaln for wrltlng

Yours sincerely,.

ST, P Toupln o Sem
Consumer Reseatch Branch .
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Selllng in the every day course of their bu51ness.---It
. can be said that declining application for credit by ad-
//jy/ vising the applicant that he runs the risk of becoming
\U over~involved, or succesiting that a lower pricad rotor
vehicle would e more apopronriate,. are in themselves forms
of cebt counselling,
BN Face 13, paragraph 5. In many cases, in oxrder to-
N ake the ordexrly payment of debt programme operative, )
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ARFED FINANCIAL SERVICES CANADA LIMITED ~+

“July 12,

1978
Mr. Jean-Pierre Toupln,
Acting Director,
Consumer Research Branch, .
Consumer and Corporate Affalls Canada,

~17th Floor, Zone 2,
Place du Portage,
~Phase 1,

Hull, Quebec

K1A 0C9

Dear Mr. Toupin:

I most appreciate the opportunlty of rev1ew1ng
<the results of your Lelephone study .dealing with credi
counselling services in Canada. - Ny comments are as
follows:

o " Reference is made to Quebec's Lacomb Law
debt counselling service.
counselling involved whatsoever.
protect the wage earner's salary, it does not have the
power to protect his- assets. The amount of. the volun

as a

e

I suggest that there is no.
While Lacomb Law can

tary . -

deposit i1s based on a formula with one of the main compo-.

-~ nents being the
is given to the.
~not criticising
be out of place

number of dependents. No considerati
individual's circumstances. While T
the Lacomb Law in itself, it appears t
in a survey on debt counselling.

I think you will £ind
do. provide.a degree of debt_ cou

Page 13, paxragraph 3.
that most cash_lenders

the cradit grantor is

on
am
o ..

n-—

. asked to reduce the debtor's obli-

gation by e
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- I~can state that we have made ‘a point of actively seeking-—

Mr. Jeen~Pierre Toupin ‘ ‘ July 12, 1978

l/‘\
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\\’) I do, however, feel that some research.could be conducted*“*ft

earning a salary, but there is no emphasis whatsoever on

managing household finances. - ' _ Pl Lot
Page 44,. (i) and (ii). In Ontario it would appear !

that 1.6% of the populatlon of a given area avails ‘itself :

of debt counselling qelvnces. I would also suggest Lhat Tk

there are many acgencies which have a very high public image. =

T Y MM

‘or in other. cases to accept a percentage.of.the‘principals'
balance owing.. o - ‘ ’

Page 22, paragraph 2. I know of no.agency which is< .-
reluctant to make its. se1v1ceq known (advertise) for fear of..
"swamping the service". As a director of the London agency,

publicity through the media. The workload has .its peaks -~ -
and valleys.‘ However, we have nevexr been swamped. . .. .. .-

Page 23, paraq1aph 1, which- concludes with the - oo wessrr 5
following: "Also; credit unions and caisses. populaires will “;"'. " T
typically do some counselling in conjunction with the granting - o
of a consolidation loan". I suggest to you that a consolidation; =~ - "ﬁf |

o
|

loan is a consolidation loan, regardless:of the lender.: IfA"'-"f-'“ff
no counselling is given in completing a consolidation.loan; =% .. .. 77"
not only is the lender doing the customer a disservice, but

he is also placing his loan at_risk.' '

P e -—:«.-. M-w -\'w--—‘“‘

Page 23,)last. paragraph. .- Efféctive debt counselling .
requires the co- opelatlon of credit grantors, a view which
appears to be supported in ‘your repoxt. 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 agencies -as-legal aid, etc. - -~

.Page 43, recommendation (i) and "(ii). I fail to see -
the .relevance of household -finances..in a given area as re- ‘
lated to the availability of a debt counselling service. -

in relating hous hold finances to the educational system
within the Province. I am of the view that some educational
systems, both primary and secondary, prepare students for -

sirlyv these agencies should be compared to . ;
with a somewhat lower vresence. : i

y)
i

2705
{
[
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Part III of the vroposed Bankruptcy Bill (S-11)
provides for the availability of debt counselling on a
country-wide basis.  Therefore, I support the view that

Jcontinued.........
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Mr, Jean~Pierre Toupin July 12, 1978
“research is required into the personal and professional

qualificationsgof“débt_counsellors.
of administration of p
information is -require
locations for same.

- Further, for purposes
art III of the proposed Bankruptcy Act,
d as to the most strategic physical

Again,'i_abpreciate the opportunity to comment. and”
only regret that time does not permit me to go deeper into
your pProposal. ' . .

Kind regards,

o T 8incerely,

N
JGN/vb o ) .

-

b Did L i, o
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Mini icinal Welfare o .~ Location: ’ - Mailing Address:

MlmStry Of _ Mumclp’ Ifa 2195 Yonge Streel Queen’s Paik

Community and  Consulting - 7lh Floor . Toronlo, Ontario
Toronto, Ontario M7A 1ES

SocialSerWoes | Branch *_u__#msémg,_“ﬂ- .

/A/ﬂ -

Novenber 2, 1978

PIPARTIYNY GF

Acting Director, CONSUIATR & Comonate A7tAif

Consumer Research Branch,
Consumer and Corporate Affairs Canada,'

17th Floor, Zone 2, ; 12 Hg 95 2
Place du Portage, ‘ 1A ' o : :

Hull, Quebec. , S 4 mnptiag DE LA

K1A 0C9 : A o CONSOMMATION ET DES CORPORATIONS ¥

Mr. Jean-Pierre Toupin, S recwn R TR,

Dear Mr. Toupin:

—. 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. S .

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 presentation-as I am qulte certain
that many persons will accept your conclusions as fact
when the intent is simply that they should be researched
further. This I would not take exception to, except that
I feel that some of the conclusions. .are not applicable to
the Credit Counselling Program 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 doesfnot completely Satisfy my concerns-.

I will briefly comment on the points that you have
stressed in your letter. I regret that you have 1nLerpreted
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 Lhem the questlonnalre.A

These " agen01es were:

N B Consumers' Debt Counselllno Service of Ldggpn
e ~ The Oshawa and District Credit Counselling Service

f,27 = Credit Counselling Service of Ottawa

+r =~ New_ Sudbury Community Service Centre
- Credit Counselling Service of Metropolitan Toronto
~ The Credit Counselling.Service of Metropolltan Wlndsor

T




A e e T

/’_‘-h\

,/).
,

ey EEINL v e da semery 2u
L kAL Pl £ e e s, ma Tt et a2 A e VB SZAR WS B PR S AR

Ry

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 guestionnaire

contained 42 questions, including sub headings, many of

which would requlre varied data to be gathered from flles’
to be answered.

Your comment that the survey was not intended to . :
dellneate 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.

S 1. CONCLUSION

Remedial counselllng services are not readlly available in
some geographic areas

— - Your quOtation'of an article in the Globeiand Mail on
July 22, 1978, which questioned whether 90% of the Population

-of Ontario had reasonable access to a Credit Counselling

Service is of particular interest, as I feel it illustrates

"the points I have been: endeavoullng to make; i.e. how readily

an inaccurate -report can be guoted 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
numbex of years we have employed the same basic design for
making surveys. Copies of the instruments used in these -
surveys are attached as Appendix "B". In addition to the
information gained from these sources, further 1nformablon
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 subject
other than (1) persons have a tendency to go to the main
office rathex than the sub-office even if it means a much
greater distance 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 Lown of 5000 would have only 5 new
cases yearly.

In order to answer your question properly, I would have
to be extremely specific as there are so many variances.
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‘of a computerlzed information system for family counselllng

' Mr. Jean-Pierre Toupin = 3 =~ '~ November 2, 1978

'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"
and "Need for Service". At the present time in Ontario,
the "Demand" is being met adequately with few exceptions.
The"Need for Service" is very subjectlve and few persons
apply for service until they are in a c¢risis._situation.
Agency experience has shown that unless a person wants the
service and is willing to co-operate, little can be accom-
plished. '

I would agree, hewever, that this whole area should be
researchea ' : ‘ ‘

RECOMMENDATIONS

ii) The potential for increasinq the 0peratihg efficiency

" Ontario worked for 3 years or more on the setting up

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 beneflts
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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- Mr. Jean-Pierre Toupin - 4 = November 2, 1978
' RECOMMENDAT IONS
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 0.P.D. scheme for a person
who does not have sufficient income to make a payment on
his debts after meeting necessary living expenses. The
respondents in answering this queetlon may have confused
the difference between womklng and income.

ii) .

In view of the agparent unigueness 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 credlt grantors, they cou]d not
be cons:dered 1mpart1al :

iii) An effort should be made to determine etc.

While research is always of value, surveys that have
been made of the credit counselllng clients in Ontario
1ndlcaLe that this is not a serious problem. Individual
cases are either handled by the counsellor or referred to
the proper authorities. You will note that the Training
Manual for Credit Counsellors 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 trdining 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 we have-
exchanged all pertihent information with Alberta, British -
Columbia and Saskatchewan,
shown any interest.

ii) P_pha51s should be placed on etc

Your. comment that some efforts appear to have heen
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

by ..J-’\mlﬂil«.l‘_ Tkt o e ve

and any other Provinces that have .
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Mr. Jean-Pierre Toupin -5 - - I November 2;[1978

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 orily a very. small
percentage of the populatlon - who taught -the remainder?

 Revbiia

L3
v

£
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v) Conclusion

There appears to be a general lach of co- ordlnatlon etc.

I would agree that a meetlng would be of greaL value._

I would summarize in saying LhaL this is a useful
report in the context of which it was intended but must"
empha51ze my concern that it may not always be read and .
used in that context.

~T RSN

If I can be of further aq31qtance to you, please feel
free to call upon me at .any ttme

'Yours very truly,

(Raateulll St bl

R. M. Mason,
Program Consultant.

‘ {
: i

Attach.

-
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‘Credit Counselling Program

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

"Ministry cnntonﬂq all of Klqora is served by single debt counselling
office in the Soo" : .

Attached is a copy of an article that appeared in Lhe Globe and
Mail on Saturday, the 22nd July, 1978.

The writer, UWirlr Makin, has not rceported the facts as I gave them

to him and is deliberately or otherwise being misleading.

The criteria used in arriving at the 93% f:quro of populatlon
served was explained at some lenqth and is:

(1) Area claimed to be served by agency.

(2)  Access to augcncy of population centres distant from agency.

- how arr these served - sub offices, etc.
- shopping and scrvice centres in arca.

(3) rctual connt of nunbers of cases in areas removed from agency to - .
ensure that arca is bheing served on representative basis.

(4) Population fiqures feor areans cstablished as bheing served as given.
in Municipal Directery, 1977-72%, published by HMinistry of Treasury,
Leconomics and Yntergovernmental Affairs. Tt was acknowledged that
in any lar~e erea there would possibly be a very small percentage
of the pcpltation that did not have reasonable access to the ser-
vice but ¢ ' this was offset by the fact that some persons resid-
ing in arc¢ @ we do not claim to servae were in fact being served.

The seven angencics in Worthern Ontario represeut one agency for .
every 100,000 of population while in Southern Ontario thexre is an agency
for every 340,000 of population. He was advised that we do not claim to
serve all of Northcrn Ontario and Lhat ths 1 where part of the unserved
7% res1de. ‘ :

Tt was pointed out to Mr, Malin that the Sault Ste. "larie agency
has maintained a sub office in Flliot Lake and the counscllors who |
travel there make interrmediaste calls as required.  This information was

“omitted from the article.
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e The part regarding distances in Almoma ls so garbled I am not" ' ° £
=7 . sure what is meant. LS TR e
‘ bty

llornepayne is probably an area that is not being served and could
be considered one of the small remote arcas T referred to previously.
The population of thc Township of Wichstead which includes Hoxnepayne
amounts'to 1,633 persons. Residents of Wawa make frequent trips to
Sault Ste. Harie. Ilc was advised that the agency does have a number
of clients from Wawa. , e

. I am unaware of my making any reference to either Fort Frances i@’“
" or.Atikolan. Both of these places are in the District of Rainy River’
- which we do not claim to serve.

TR

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

ST Myl stabercnt in reqarﬁ to popu)atlon flqures has been taken out -

' , .of context, I stated that our figures were based on the Muniplpal

© Directory and not on Chamber of Commerce or similar organizations' :
figurns which are often inflated. - o . ' o w B

1 have spoken to Mr. Ji. Lang who denies that he stated he was
‘skeptlcal of the Ministry‘q figures.

} It is lnLelestinq to note that in spite of Mr. Makin's implied Lo
‘contention that Algoma is not being adequately served, the statistics -
for the Sault agency indicate otherwise. For the past 3 years, the .. [{
Sault agency has had more new cases per thousand of populataon than - -
any othpr agency. Thc 1977-7¢8 flgureq show: : R

. New Cascs. per Thousané of Population ' L

Sault Ste. Marie 2;7 - {(Based on Populdtion of District
: of Algoma) _ L
Yext highest agency 1.7 ' ' '

Average all agencies 1.0
-These 1ndicatc Lhcb_no agency i1s even close to the Quult and the Sault

is 2-3 times higher than most agen01es, even those scxvxng a compact
arha.

‘R. M. Mason
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By KIRK MAKIN (210_riles__ by road) and
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puting this sort of percent-

The pravincial. Mmistry of ~ Msva (1 mileshyroad). - ape_is papulationfigures,  likes to puff.'em up a bit. ke
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GUIDELINES ON THE USE OF QUESTIONNAIRE - DEBT COUNSELLING

The Questlonnalre has been devised for maklng a survey of the need for -
Credit/Debt Counselllng in an area.

While its accuracy can be questioned, it does .give 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 baSlC groups and some of these
are slighLly different. :

The group Banks and Flnancla] Instltutlons would include Baan, Flnance E
Companies, Acceptance Companies -Trust Companles and.Credit Unions.

The group Other Credit Institutions would include Credlt Bureaux and i
Collection Agencies. :

The group Me1chaan Retall would 1nclude large Retail Stores, Oil
Companles etc.

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

The group Service Agenc1es - Welfare Depaltments etc., would 1nclude
both private agencies and government departments.

It is expected that when results are recelved these will be summarized
by.group giving number of Questlonnalres sent, number returned c0mpleted and
numbers as indicated under each heading.

Ex Group Banks etc. - 14 Questionnaires mailed
S ’ 13 M .. . returned: .
“Question“? Are yoUJinvolved with individualsfetc.s s 3

Yes No

R.M. Mason
May 2, 1977
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"Banks and Financial Institutions

e

CREDIT COUNSELLING SERVICE °

3 .
’ ) ‘ 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.

LI i

INSTRUCTIONS:

Please answer all questions. . . : _ Ex
If not applicable, mark n/a. o S , ﬁ;
If your prefer not to disclose information, mark con. for confidential. R 5
" If you are uncertain of information, please give beést estinate.

Are you involved with individuals in personal financial difficulties

yes-no
(needing debt counselling) ' ' ' '
“How many per year . " o . _ : '
Do you initiate garnishees .
: YEes=no
How many per year - .
Do you action voluntary assignments : .
: - yes-no
How many per year .
Do you presently assist individuals in financial distress . s :
- yes-no . ' , L
By counselling . By assisting in pro=rating. . L
yes-no _ . . . yes-no -
In your opinion, is Debt Counselling a meaningful service - . , 1
o yes-no
If yes, would cooperate by referring individuals with problems . - '
' VYes-no
Would you waive interest and service charges during pro-rating . *
yes~no

ey e

. Would you request that the credit bureau he adviscd of these on pro-rating

yes~no

5y - . . .
Vlease add any comments, suggestions or recommendations,
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Other Credit Institutions

.‘ o ‘ CREDIT COUNSELLING SERVICE

. QUESTIONNAIRE - DEBT COUNSELLING

N

The . 1nformat10n prov1dod in this queqtlonnalle will be treated in confidence.

Your copy is coded and needs no further identification. Upon completlon“of
this survey, the pa1t1c1pants will be notified of its results.

- INSTRUCTIONS :

Please answer all questions.

If not applicable, mark n/a.

If you prefer not to disclose 1nformatlon, ‘mark con. for confidential.
If you are uncertain of information, please give best estimate. -

Are-you involved or aware of individuals in personal financial difficulties

Yyes-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 .
L ' ‘ 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, suggestions, or recommendations.
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Merchants - Retail

. c C .. CREDIT COUNSELLING SERVICE
. : ~ T -
QUESTIONNAIRE - DEBT COUNSELLING ;;
. P
The information provided in this questionnaire will be treated in confidence. [~
Your cony is coded and nceds no further identification. Upon completion of ]
this survey, the participants will be notified of its results. 3
INSTRUCTIONS: 3
o ' K =
Please answer all gquestions. b
If not applicable, mark n/a.. . ‘ : - a8
If you prefer not to disclose information, mark con. for confidential. SR
If you are uncertain of information, please give best estimate.. = . I
Are you involved with ihdividuals in personal financial difficulties . 3
_ ‘ o yes-no
(needing debt counselling) How many per year . o . _ L
Do you initiate garnishees .  How many per year . : f
yes-no ' _l
e . . . . F’_";
Do you action voluntary assignments‘___ . llow many per year : . 7
: yes=no ' : '

In your opinion is Debt Counselling a meaningful service . .
' ' : - - yes-no. e
If yes, would you cooperate by referring individuals with problems _ ' . %

~ : ‘ : : ‘ yes=no

, : .
Would you waive interest and service charges during pro-rating _ R ;
4 ' 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. -~ -7
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. L CREDIT COUNSELLING SERVICE

~ QUESTIONNAIRE - DEBT COUNSELLING

The information provided in this questionnaire wll 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. oo :

If you prefer not to disclose Jnformatlon, 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 |
ﬂDo emplOJees “vVoluntarily dlsclose flnanc1al problems .
yes-no
Do you experience garnishees . How many per year .
T _ _ ‘ yes-no. : - .
Voluntary assignments -+ How many per year .
Po you presently assist in these problems .
, o . , ' yes-no
By counselling . How many per year .
‘ yesrno ' : ‘
. By pro rating . How many per year - .
_ yes-no o o
In your opinion, is Debt Counselling a meanlngful service - .
: . , yes-no
If yes, would you cooperate by referring garnishees .
: yes-no .

Voluntary disclosures .
: - yes—-no | .
Would you cooperate so far as to part1c1pate in personnel consultatlon

_yes=-no

" Payroll deductions for pro-rating .
e 7 yes=no-

Please add any cqomments, suggestions, or recommendations.
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Service Avencles - Welfare Departments ctc.
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CREDIT COUNSELLING SERVICE

‘ . "QUESTIONNAIRE - DEBRT COUN.SELLING-

The information provided in this questionaire will be treated in'confidence.
Your copy is coded and nceds 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 .
Do you action voluntary assignments _ .
g . yes-no
How many per year .
Do you presently assist individuals in financial distress .
S yes~no
By counselling . By assisting in pro-rating e ‘ i
- yes-no : : "~ yes-no
In your opinion, is Debt Counselling a meaningful service .
S : Yyes-no:
"If yes, would cooperate by referring individuals with problems __ .
_ _ y2s5-no
Would you waive interest and service charges during pro~rating .

yes-no.
'.ould 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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. ‘ o '-4 ‘ August 8, 1978

Mr. R.M. Mason

Program Consultant

Municipal Welfare Consulting Branch
Mlnlstry of Community and Social Serv1ces
Queen's Park

Toronto, Ontario

 M7A 1E9

Dear Mr. Mason:

Thank you for your letter of ‘July 18. [ 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 1individual comments, however,
I would 'like to note a few points about .the purpose and context
of the report and thereby. hopefully clear up some )
misunderstandings.

. First, the main reason for conductlng this pLellmlnary
survey was that little information seenied to be avallable
regarding the credit/debt counselling field for the country as a

whole. In this. respect the survey was-exploratory 1n nature
meant to provide some general information on "who was doing what"
1n the field. It was never 1ntended to be 'an 1n-depth ana1§51sr

(you will note that neanly all. recommendations relate only to

. further research)

Second, the survey was conducted by telephone partly
because of the exploratory nature of the research. " We did not
know 1n advance exactly which organizations would be active 1in
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.



. . . T T P T R T T T Rt
gt -k G g S fatE L g g e g T AL R i A N B L s el RN Lo s 23y e

'-\\:S;s-'.k"*;'{"-';z&a'.;« @ e de T S« e sl E S s D2 iy A Lk SRR B8 il S s iR sttt X CRRNIR S0V P 3 o i L MG e AL

PSR PINERES e, SRR IN it N ki :

—~
. . . - . . /‘\
- N N et LN .

. o . C o

‘ : - 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 debL/credlt '
counselllng. . .

Fourth, in summarlzlng 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 1mportant in that the resulting report should not
be interpretced as a policy 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 further research may
be warranted to determine facts and to investigate problems. In

- this respect the purpose in dlssemlnatlng the results of the
survey was merely to promote discussion and hopefully provide
information that would be of some use to those w1th an interest
in the field.

I hope you w1ll agree that v1ewed in thls llqht the
repOLt S purposes are generally consistent with those expressed .
r in your letter. That is, it was our intention that the reporttsﬁ
-7 be viewed as preliminary and as a starting point for further
- research. I am sorry if this was not clear. Such CldrlflCdtlon
-will be added in the event LhaL any” further copies are
dlstrlbuteo.

I will now attempt to reply to the sp901f1c comments in
your letter, taklng each in turn. :

Your first comment concerns the format of the report,
including conclusions and recommendations, and the fact that-it
was produced by Consumer and Corporate Affairs Canada. - You noté -
that these should indicate a well researched and factual report'
but you feel this is not so. I feel that the points outlined
above about the survey's purposes, -etc., are relevant here. It
is true that the principal researcher drew certain conclusions.
These conclusions were based on the information provided by the
respondents, including their opinions on certain mattérs and. on

his overall impressions of patterns cmerging from the data. -Most
of the *aco:menjetions czlled only for further research to .
cetermine the merit of the issues noted.  In this respect we feel -
‘the rego t is "LeetL“1" in that it presents the data. So far as
being "well researched" we feel that given the context and the

: recognized limitations of the methodology, the rescarch was
. adequate for the intended purpose. You are free to disaqree but
. we feel the rssearch at least represents a needed first step.
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. Your second comment questions the use of telephone
interviews and strongly ‘insinuates that some interviews -were not-

conducted at all. Regarding the first point, we feel that while:

telephone interviews have disadvantages, this approach can be
defended given the context and purposes of the research and the
availability of the government telephone network. -

Your 1ns:nUaL10n that some 1nterv1ewu 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. Penfoldrof.the Credit Counselling Service of Metropolltan
Toronto was one of them. I say this because he has since written
to the Minister of thls ‘Department statlng that he was telephoned
by you and that he "cannot even recall providing factual data for
it [the survey] and a check of my employees here reveals no otheL
respondent to admit to furnishing 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. These 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. interésted parties they attdch
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 differcences:in the programs in the various provinces and
regions sufficiently. It was never our  intention that a
preliminary survey of this type would lead to separate reports
with conclusions and recommendations for each province or region.
Rather, we expected that. those in different areas would assess

the general findings and give some thought to which conclusions ;

and recommendations merit further consideration in their area.
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 prov1nces in many
respects.’ Nevertheless, it is understandable that  you have
applied the conclusions and recommendations only to the Ontario

situation in your comments. I will attempt to- respond to each of ..

these CONMLntS in turn on this basis. Please note, however, that
we feel. the different conclusions and Lecommenoatlons apply more
1n some provinces or regions that others.
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1. CONCLUSION

Remedlal counselling servxces are not readlly available 1n some

geographic. areas

You state that over 90% of the population of Ontario
has access to credit counselling serv1ces and that while the
conclu51on is correct the empna51s 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 nearest office.

RECOMMENDATIONS

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

“Your comment is that in Ontario there arc 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, 1 am sure that other provinces would be
glad to learn how Ontario goes about documenting the need.
Furthermore, we would be anxious to know more about the efficacy

of sub-offices as a means of providing service.

i1) Conclusion

The demand for remedial debt counselllng services is not being . P
met adeqguately.

Your .comment is that this is an ~assumption not
supported- by any facts and that a mumber of Ontario dgcncies
could with their present staff serve a considerably larger

caseload. With all due respect, we still maintain ‘it is a
conclusion based on a review 0f the data provided to us,
especially the opinions ©f credit counsellors. A&s 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 advertising and the numbers of
people requiring assistance. You will see also that we do not
blindly accept this as being the actual situation but suggest
that research be done on the relatlonshlp between need and the
availability of service.

i R R R R A B VSR R RS
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Recommendations

(ii) The potential for increasing the operating efficiency

Your comment is that you 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 some 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 basils 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 arrarigement) 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 respondents that the
client must also be working. The recommendation was directed- |
more to some other provintces 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 counselllng of
one type or another are able to receive 1it,.

ii) In view of the apparent uniqueness, etc.

Your ent cuestions the appropriateness or
crecdibilizyv cf crecdit unions i“-relation to crecdit counsellinag.
Your ints are well taken. Just in i assing, 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,
1978, p. B3). , ' : '
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iii) An effort should be made to determine, etc.

Your comment is that in Ontario the policy of  the
O.A.C.C.S. is that credit counsellors should be advocates of .
their clients and should have sufficient 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, the purpose 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 1t
were found that a problem exists would a review of pres ent
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.

v) Review of qualificationé of and traihing provided, etc.

Your comment is that in Ontario this has been done and
progress is being made in developing a training course. Again, 1
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 'is that this could be an assumption thet -
may or may not be correct but that prior to any recommendations
‘the whole subject needs far greater research. The conclusion was
based on the opinions expressed by survey respondents. We agree

with your view, however, that more research on the matter is
. needed. : :

Recommendations

1) Zffovres shou

vour comment is that many such kits arve now being
ributed but further research is needed to determine whether

are of any value. We agree that a study of the ' '
ctiveness of present materials and the manner in which the
rmation is presented would be a good starting.point.
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ii) Emphasis should be placed 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 -
projécts and would be glad to discuss your experiences to. date 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 rev1ew.

iii) The various provincial governments, etc. .

Your 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 benefit from Ontario's

work in.this area. Also, do you have any- thoughtq dvat
?overc0m1ng pLoblems at the local level?

v) Conclu51on

There appears to be-a general lack of. co- ordlnatlon, etc.f

Your comment is that you'agree but that because of
inter—-provincial differences the idea is still under

.consideration. I think you will agree that several of the polntc

you have made above would be of interest in other prov1nces and
that a meeting of various parties at least to discuss the range

of issues and exchange 1nformatlon 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 criticism is td

refer. back to the opening paragraphs of this letter concerning -
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 -the fact that they. exchanqe
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,

Your final comments is to criticize the. reference to
Puckett in the introducticn. We agree that the Puckett study was

‘weaX and this is one reason we decided to do the survey.  While

Ontario and Alberta have done research, it was nevertheless 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 again 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 were not 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 further our reply to your comments and the.

“potential for further work in the credit counselling field.

-

Sincerely,

’¥[27'C(» 

J.P. Toupin
Consumer Research Branch

.
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Mr. Jean-Pieire; Toupin = B
Acting Director” R Te) t’ b
Consumer Research Branch N an
17th Floor, Zone 2. LG
Place du Portage S
Phase I S
Hull, Quebec Ko {1
K1A 0C9 o

i

Dear Mr. Toupin:

Thank you for sending me a draft copy of the "Survey of
Crcdit Counselling Serv1ces in Canada" and asking me for my
c*cmwlts

I am somewhat hesnant in giving my ccm*qxts as this
Survey has undoubtedly been prepared at considerable time and .
expense. The format of the study, including conclusions and

recomendations, and the fact that it was produced by Consurer
and Cerporate Affairs Canada would indicate that it should bv .
a well researched and factual report. '

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

A report of this depth where the rescarch was done by
telephone is open to guestion. I subsequently made a brief
telepnom, survey myself of six credit counselling agencies
in Ontario to ingquire if they had answered the qwestlonndlre
as pwroorted to have been used. Two of these agancies
renenler answering same of the questions but state very
Cefinizely they ware not asked the ma ,oz.it\" of guastions
The othor four agencies have no recollection of answering
csuch & questionnaire,  Thoey
they would have remenbared a gquestionnaire of such d&pm.
All agencies state that they are continually giving out :m—
formation to various interested parties and if gquestioned,
ther atiached no siondiilicanoe to the questions and cnly cave

—es O - - P N

izl answers. As these six agencies sarve a _“ooulwlcn

all state most enphatically that

syl

e

of over 4,000,000 persons, it would indicate that the Survay , _
does not portray a true picture. S : i

;;.2
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"

A Further problem with the Survey is that it does not

delineate the differences in the programs in the various

Provinces and Regions sufficiently..
tioned,

hile these are men- '
the diiferences in the programs are so great that the

drawing of Conclusions and Recommendations are superfluous
umc;as 1t is mducated to which program they should apply.

Throug‘nout tl‘lc; Survey I could emmerate many quostionaole

conclusions and recanmvendations but I will confine my ccmm,nts
with one excepi.lon to the Summary.

D

(1) Rescarch is needed, etc.

ii)

‘sented.

Conclusion
Remnocial counse

are not readily avail—
able in some

1ling services
> geographic areas:

" Over 90% of the poou_ldtlon of Ontario has access to credit

counselling services and while the CO"lClUS.’LOIl is correct
the cnphams is biased.

Racommandations |

(ii) If it -is shown, etc.

There are extremrcly few areas in Ontario where research
has not been done to document the need for service. As
regards investigating extension of services; etc., proper
research in Ontario would have revealed that extension of
service has been practised for sara years. In 1977 there

S were 28 agencies (now 30) and these agencies served rural

dnd small town centres thz_ougn 20 sub-offices where co

sellors were available ranging from a daily to a nonthly
b asis - or as required. In anlLJ.OH o~.her small C\m.res
have been scrved ONn request.

Conclus :'..on

The cerand for remedia l cht counselling services is

not einy met adecuately., )
This 1s an asswipiion not a conclusion. I fail to see in
this swvey any facts to support this assumtion. The so-
called "tip of the iceberg" is not based on any data pre-
In Ontario a nuwber of agencies c¢ould, with their
present staff, serve a ccwsidg,xably ‘larger caseload. They
have rot been successful in increasing this in spite of

advertising canpaions, etc. While thave may be a
e — vy T - - 3 oA . " 3
zotantial danand than an actual demand until such

4 ES FO, X dagemm PRI = iy o D i
the rotentizl is tranglated into an actual dsmanc

Guestionable whether any assessient is of real valus.

Reconmmda tions

sotential for increasing the ogperating cfficiancy (e.g
tion {} coeputerizaticon of ce ain functions) of credat
counselling services should be explored '
AS ue a u\:SLJ.OI']nE"'}_G axd not ask vhe ‘ﬂr services were
oy )ul_@*lmu, I fail to see the basis for this recum a‘fdﬁlcm.
It is my mc;—w:rstanmm, hat in some Provinces this has baen
Az, Tn ntario, a verv r‘fﬂ-wﬂrﬂ and Wr“v"t LS\ *m"fﬂw*‘w wing

)

ol oSt i -
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- 1id)

done on certain aspects of this. “The project was dis-
continued last yecar as the variables were so diverse, the
cost outweighed any advantages that might accrue.

Concluslon

T The range of remadial services Qvallaole is too

- Timited in some areas. ~
This statemsnt is too general - pree,uxnably geograghlc areas
are meant. : -

Recormendations

Research is needed to determine whether eligibility for
various orderly payment of dt.bL SChJ'LS, etc,

In Ontario the only restriction is Le‘:ldum, and work locatlon.
Due to local funding of 40% »SCMe agen01es 1n51st client resides
or works in cammnity where -agency is. funded.

In view of the apparent uniqueness, eLc. . '
While this mlght be of value it should ke understood that not
all credit wnions have displayed the same philosophy when the
client is no longer a member of the group. g

They could certainly extend their counselling services but as
regards acting as a trustee in handling an 0.P.D., theirx
credibility would be susmct by CLecht TS . as they thamselves

~are credit grantors.

An effort should be rhrle to determine, etc. .

In Ontario it is felt that credit counsellors should refer
such matters to lawyers, legal aid, Collection Acency Act,
Consumer Protection Act, etc. The Ontario Association of
Credit Counselling Services policy is that credit counsel-
lors should have sufficient k_nowledge to be aware of illegal-~
ities but that these should be referred to the proper oo
authorities. This approach has been found to be much

-itter.  The credit counsellor should be an advocate of his
client but the determination of the ‘legality of a debt or

‘collection practice is better de\,med by the proper author—

ities.

Sl s es ey
PR S SN
-

P oot s e
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In Gntario this has already bC‘\_.J lolas J.LEted and progress is
being made in developing a training course :

Ceonclusion
Too little atten tion, etec. : : : . :
Tnls could e an asswmption that may or may not be correct
but prior to any Recommendations being mads this whole sub—~
ject needs far greatel research Lhcm was done in dnq
cuestionnaire.
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Reconmendations

1) Efforts should be made, etc.
' There are many of these presently b\,lnq distributed -

requires further research. to determine whether the: Y/ are
of any value.

i1i) Emphasis should be placed on, etc. ;
Experiments in this area have besn to say the least dis-
appoi_nting. It again requires greater research and pilot
projects to determine whether it would be of any value.

iii) th various provincial governments, ete.

: Ontario has an excellent money management course that can
be included in the school curriculum as a credit course.
hgencles and other interested parties are continually
advocating schools to adopt this but to date the results
have been rather disappointing.

v) Conclu lon

'II‘CJ.L appears to be a general lack of c*o—-oldmatlon,
ctc.
This undou‘m.edly is a fault but avmg to the differences

in the various Provincial programs this is still under
consideration. - o '

P@cmdz ions

I would agree with the Recamendations as presented with -
the exception of mumbar 2. While the recamwendation may
be valid I do not feel that this study has heen conducted.

in such ~a manner to warrant any far reacalng review D\,Llo
nade,

I previously stated I would confine my conments to the
suwvary with one exception. This exception is the reference

to a report by Puckett in the Int troduction. This report was

so inadequately researched that it has no CredlbllLL\’ It is
interesting to nota that although mention is made of the paucity
of his report, it is now being quoted as having some authority.
It is cuoted sa 3]_1"0 "with a few emcep*‘:iéns...ve“' little

2o da e 2o
systaratic

lon seems - to e availlable about debbt coun-

. PG N 1 .y o - 3 . - da
mices Ln Cansgda. This wis certa 2inly not triee cither
- 7S oy e N o 7 E~SE Ry . P P
or Cntario. Zortn of \b;—ee Proviness had
suath servioss hbut Chiario and possibly
e s FEN

- .’!: "" -— -L‘\ - ——
c::.\r;,“ L_O IYmasen 'C.‘E authors of L_:JEE Yoot

ey e
“‘.‘C DU

ad surv (SAU

preliminary repor‘ to be used in further research. It should
not e published in its present form as it is misleading and not -
factual. ’ ‘

In sumary I feel that this report is only of value as a

“esD
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‘ . I would welcome the opportunity of assisting further if
this was to be used as a starting point to further research.

- Yours truly,

o r..- ,A-‘.‘
. g -

* 7' R. M. Mason ;
Program Consultant

AL S T it
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AMY E. G. COUSINEAU, M.Sc. {; ,[;./{ £( AU U E. W. LANG
PRESIDENT A
Department of Family Studies
University of Guelph
Guelph, Ontario
NI1G 2W1
(519) 824-4120 Ext, 3779

T I e EXECUTIVE DIRECTOR
L / > (/ e /.«— / " 200 Queens Avenue, Suite 306
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London, Ontario
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Dr. John L. Evans pxanTaNT oF ]
Director CORIVIAR & CORFCIATE ATSAIRS |
. Consumer Research and _
Evaluation Branch , . ‘ 2 kg
Consumer and Corporate iy 1918 2
Affairs Canada o 3 PR b2 1 :
17th Floor, Zone 2 ONSOAATION Er 3_ .
"Place du Portage . o &H‘Q?E_?ffc""“? onamons
Phase 1. : , e
Hull, Quebec '
KI1A 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 counse111ng
~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. 1
felt that the author had taken a lot of care to incorporate our suggestions
into the manuscript, and to make it more rea11st1ca11y reflect the sitvation
here in Ontario. We also apprec1ated receiving a copy of the resedrch
report for each of our member agencies.

Now that this 1n1t1a1 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.

Youks‘truly,

// 4 77/5&/ L

o : Anty “Cous ineau
/mb ' _ _ President

cc E.W., Lang
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Compoxale Atlaws Canaca 1 Covporaons Canada o '
' ~ 17th Floor, Zone 2
‘Place du Portage, Phase I
Hull/Ottawa .
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Your lde  Voire rélerence

Ourtie - Notrerelerence . !

'Décember 6, 1978

Ms. Amy Cousineau

President

The Ontario Assoc1at10n 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'youf
kind remarks;- I apologize for the delay Jn>rep1y1ng;

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 Newslett01 which should be available
soon. '

Once 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 suggest
that the feasibility of a general meeting of those with an
interest in the field be considered at that time. In the.
meantime I would be -glad to keep in touch and to draw on the
experience of your Association in. credit relatgd‘lssues.

.

. . . /
,x—"?SlnCerely yours,,

‘\_,__.._—-/"" .- - - — / /- R
. . ."// v/ ”\C’//‘/,,-/Q
¢J.L. Evans :
Dlrector

, " Consumér Research and
< © Evaluation Branch
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Consumer and Consonvnaﬂon
Corperate Affairs Canada et Corporatlons Canada. -

17th. Floor, Zone 1
Phase 1

Place du Portdge
Hull, Quebec

KIA 0C9

Youw: e \Volre reference

Oustie Nualre retgrence |

October 2, 1978

Ms. Amy Cousineau

‘President o .

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 yonr.
letter of September 19, 1978. Also, your M. Sc. thesis.

~has been duplicated and the orlglnal 15 enclosed

I look forward to attendlnc the oene1al meetlnq of
'OACCS in Toronto and. the opportunity.to discuss 1ssues of
mutual concern. In the meantime, in case you have not qlready
seen them, I am enclosing two‘artlcles 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
disagreement between ourselves and Mr. Mason with regard to
demand for service and the merit of advertising the avallablllty
of service as applled to the Ontario case.

Thanks once dcaln for'youl comments and interest in
promoting further u%eful exchange on the credlt counselllno
field. :

Siﬁterely,

. A o
. oy
.’A)o-g/M 'B""“’{]/u?m
" W. Brighton
Consumer Research and

Evaluatlon qunoh

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

K1A 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 consideration 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
Jo )on credit counselling clients, as requested on page five of your letter.
fFeeT free to duplicate it, but I would Tike to have the original back
o after you use it. I have scanned the documents which you sent to me
«ﬁ{:///’ on Credit and Debt in Atlantic Canada and on the "Standeard Package
but I need to Took at them more carefully before commenting.

I am glad that the survey provided an opportun1ty for OACCS
and the Consumer Research Branch to become acquainted. I trust that -
~we will continue to exchange views on topics ofmutual interest. UWe
look forward to having Mr. Brighton with us in October, and to an
‘eventual meeting of all those interested in credit counselling in
Canada. I.would-appreciate receiving a copy of the final report on
the Survey of Credit Counselling in Canada when it is released.

L o : Yours truly,
o VaRs
. ///// /,//,«/2/6

. Am CouswneaU'
/mb : o President.
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cof restdence {cat. @13~28§,.p.6). It 1A true. that the

rescondont s (ndicated that a voos wronortion (but less than hf{?)‘

of thar clientele Lad tamaly lnCUﬁuh et oor ewlow thiy levell
Mozt of tue peacoanany clientole conid oo characterized as having
Clower wadale® jevel apolres with oo Gmall jrosorticon Baving
trcoses aitove that level,  wnes would o wrobsbly more trus An
UNLAr 1O WHOTE AaVeraye lcoines are somewhat higher than ain o some
other provincess. In short, I do not necesszarily dissgree with
your statement asout gost clients in Ontario being of puddle to
lower mudale ancone, ot Iothink your criticisn on this point
Dased Onoa oy mtcr 2doetation of the data as presoen t('\..

I can wwivratand that the rarhwetor clausmiftcation
referved to-on neue 34 nay not be cledr and that paragrapi.wrll
Beocelotas Banevers 1 the ovent that you wish e learn more
about tie “standara’ 3 G oSy tzoa.gonge;t'i’wbuld'fufer
you te the toorn. ted an the Lol 1o3rapny of the report,
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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
1n the near future. :

Dear Mr. Toupin:

It is obvious that much valuable 1nformat10n was collected in
the Survey that was not prev1ous]y available. " However, the Ontario
Association of Credit Counselling Services regrets the decision cf 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
highly developed, while in other areas no service is available at all.

If the research report is pub11shed in its present form, the provincial
summaries mentioned on-page six would be a va]uab]e addition.

I feel that te]ephone interviews were probably the best way to
collect information for an exnloratory survev of this tvos. However,
more “c;x::e rasponses might have bean obtained if a latter describing

the survay had been sent out before the calls were made. or if the calls.
had been supplemented by a mailed guestionnaire. Certainly the .intor-
mation about agency funding and client characteristics would not be |
instantly available to respondents without some prior warning. '

An aspect of the report which is. of some concern to us is
. probably a result of this problem.. The client profile referred to in.
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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 .
misunderstood the respondents On page 10, we find the sentence "'This
service in Ontario is generally set up under an arrangement between
credit grantors, the Provincial -government and other agenc1es in the
community such as United Appeal". In fact,all Ontario services 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. While creditors
and United Way are important because they usua]]y support the agency .
~ financially, they are not directly involved in the re]at10nsh1p with
~the province or in runn1ng the agency. //On page 11, there is a
reference to "Ontario's Credit Counse111ng 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 their name. ,/Dn 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 a counsellor tra1n1ng and certification program.
On_page 42, it states that "in Ontario, service is prov1ded d1rect1y
by the government...". This is not quite correct.since the service is
provided by 1ndependent commun1ty agencies, who are partially ]Uhaed
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 assoc1at1on particularly” regrets ‘the broad conclusion

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

“most of the reasons cited for this conclusion do wnot apply to Ontario.
Reniedial counselling is available from 30 agencies in Ontario which serve
counties and regions containing 80 of the population of the province.

Te—

— e 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 list for service in'a
few agencies. More rigorous research would be needed to find out whether

- ~—there really are people in Ontario who need service but are not receiving

it. Uhile the range of services might be expanded, we feel that Ontario
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services are indeed "client centred". Although many contacts with clients
on debt repayment programs may centre around the repayment.program, the
~jdea is to help the client meet his 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. " Referring to recommendation iv (p. 45) a small follow-up study
carried 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 Toan you a copy of that study
if you w1sh fOther factors which seem to have led to the conc]us1on

programs and that the respondents felt that service was 1nadequate !
am not aware of any severe problems in administration of repayment pro-
grams in our province. We would welcome a study of adequacy based on.
va11d, noun- subgect1ve criteria.

o A]though\vecannot support ‘the who]e text of the report, the
Ontario Association of Credit Counselling. 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 Tiaison.. In addition we agree that much more
research is needed and would encourage federal government involvement
in this area either in the form of in-house or contract research. .-

Our understanding of recommendation (ii) is that the delegaticn
of powers under the Bankruptcy Bill should be reviewed on a province by
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 themse]ves in need
of bankruptcy pxoceed1ngs

I hope that-our comments will ass1st you and Mr. Brighton to
produce & factual,and informative report. ”As stated in the report, -an
exploratory. study is only the first stepin investigating this important
consumer service. In_closing, 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. 1 have enclosed a copy of the agenda
for your information. T T s ~ ‘ ' o
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“If our Association can be of assistance to you in future,.p]easé
do not hesitate to contact me, Or our Executive Director, Mr. Ted Lang.

Yours truly,

-

/ A
(Lt C, Lc'f,.((/'; TR
_ _ . . Amy Cousineau
/mb : o President.

Encls.: General Meeting Agenda
. Bibliography on Credit
"~ "Counselling

2ty SWEASIN S A
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- 3:30 to 4:30 P.M. -~ Seminar - 'Case Control'
B ‘--.; - '
- Friday, October 27th, 1978
oz
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Ceen A 12:00 to 2:00 P.M. - Luncheon with Speaker from the Ban“wng Industry
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Churanam, Charlotte V. and Martha L. Garrison. Family Mohey Management
Counselling: A Systems Approach. UMporium, University of Maryland,

College Park, MD., 20770. ($6.00 in U.S. funds)  1976.

A book of readings. Proceedings of a workshop spohéored by the
Department of Family and Commun1ty Deve]opment College of Human
Ecology. ' k

Cousineau, A.E.G.  "Family Counse]11ng 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 whether provision of family counselling
along with debt repayment programs would have a better long tern
rehabilitation effect.

Cousineau, A.E.G. "Competencies for Credit Counsellors". Unpublished

report of a data collection project carried out for the Standarcs
and Training Comimittee of the Ontario Assocnat1on of Credit
Counselling Serv1ces, 1976

Report on counsellors' and directors' opinions of what skills and
competencies are important for credit counsellors in Ontario.

"Credit Counselling in Ten Cities". 1In Consumer Credit and the Lower

Income Family. The Canadian Welfare Council, 55 Parkdale, Ottawa

-3, Ontario. pn» 106-113, March 1970.

A general description of credit counselling in Canada from inter-

-views with a few credit counsellors.
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,.Cred1t Counsellor Tfa1n1n9 Handbook. Credit Counse111ng Centres Inc.,

‘Suite 280, Southfield Office P1aza, 1700 West Eighth M11e Road
Southf1e]d M1ch1gan 48075, 1976.°

. Short history of cred1t counse111ng centres ‘Basic conéepts are |
explained. Excellent how-to-do- 1t manual, 1nc1ud1ng forms.

Fe]dman, 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 dﬁscusses U.S. credit counselling.

Goldberg, F.S. "Problem Users‘bf Consumer Credit as Seen by a Case-

Hall,

worker". - In Consumer Credit In Family Financial Management.
Washington: American Home Economics Assoc1at1on, 1967, pp. 87 92.

Personal impressions of overcommi tted- debtors - and reasons for
the1r actions as to1d by a financial counse11or

Family Credit Counselling--An Emerging Community SerVice.
Fam11y Service Association of Amer1ca, 44 East 23rd Street,
New York, N.Y. 10010, 1968. :

Scientific study of credﬁt'counSe111ng programs in the United
States. Eight agencies are studied 1n detail. One section gives
characteristics of debtors « - \

Irv1ng, H111any and Carol L1tt1e "Alternatives to Debt Couhsé11ing\fok

the Overindebted". Unpublished undergraduate research project,’
Department of Fam11y Stud1es, Un1vers1ty of Guelph, 1976.

Investigated how clients who "dropped out" of cred1t counse111ng
solved their debt problems.

Laughlin, J.L. and Sress]er, R. “A'FamiTy Agency Program for'Heav11y

Indebted Families". Social Casework, V. 52, #10, (Dec. 1971),

“pp. 617-626.

Gives backgvound of credit counselling. Describes proqrém set
up by Nassau (N.Y.) County Family Service Agencv u}th case

- examples.
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National Foundation fdrftonsumerTCredit. - A Financial Counse11ing,ManUa1.
National Foundation for Consumer Credit, 1819 H Street; N.W.,
Washington D.C. ($3.50) 1977. o

‘odules to Accompany thé'Ménua1£

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 of- the- American educat1on and cert1f1~ .
cation program for credit counsellors. o

Puckett, T.C. Debt Counse]11nq Programs in Urban Canada. McHastef

Unwverswty, School of Social Work, n.d.

_ Survey of credit counse111ng ava11ab1e in 12 _major urban centres in

Canada.

Van agen Heuve] Rita and Elinor Phillips. "Future Time Or1entat1on of
Credit Counse111ng Clients Before Counse111ng and After Successful
Completion from a Counselling Program". Unpublished undergraduate
research project, Departmont of Family Studies, University of
Guelph, 1977.

Found that those who had completed a cred1t counse111ng program
vere more future or1ented than those Just begwnn1ng counqe111ng

Warrick, M.T. Manual: Fam11v Debt Counselling Procedure: Intefnat1ona1
Consumer Cred1t Assoc1ab1on, 375 Jacison Avenue, St. Lou1s, MO 63100
1964.

How-to-do-it manual. - One page on need for counse111ng Includes
ways to estimate eypenqes : )
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