
BFC Evaluation: BFC Plus 
interim report findings
About BFC Plus
BFC Plus is an interim product being co-
designed by MSD, the BFC Trust and the 
wider BFC sector. The product is designed to 
reach New Zealanders experiencing, or at risk 
of experiencing, severe financial hardship. 
BFC Plus provides an intensive support 
approach for clients with complex needs 
that may require specialist intervention.

In the interim BFC Plus delivers:

 ○ Intensive Financial Mentoring (IFM) for 
clients presenting with complex needs. 
IFM is often integrated with other social 
and health support services to provide 
clients with wrap-around support

 ○ Total Money Management (TMM) 
services that redirects client income to a 
service provider who ensures that client 
financial obligations are met (e.g. debt, 
bills). A sum is then given to clients to pay 
for essentials like groceries and petrol

 ○ Custodial Total Money Management 
(CTMM), a long-term or indefinite form of 
TMM that focuses on financial capability 
outcomes related to general wellbeing 
rather than financial skills or literacy.

The final BFC Plus product may include 
new or other service approaches.

What we found
The evaluation heard from service provider 
staff, managers and clients to learn about 
who the product reached, how it was 
experienced, its effectiveness and the 
longer-term return on investment.

Funding and resources

 ○ The per-session delivery model 
gave service providers flexibility 
to help clients experiencing a 
variety of complex needs.

 ○ Providers felt that per-session 
funding was not sufficient and did 
not match the calibre of skill needed 
to deliver intensive support.

 ○ There was a need for a skilled, 
capable and equipped workforce.

 ○ Empathy, a non-judgemental attitude 
and financial knowledge were the 
most important workforce qualities.

 ○ The tendering process was challenging 
for service providers because of its 
difficulty and time requirement and may 
have disadvantaged some that were well 
suited to reach the target client group.

Client experience

 ○ Clients often self-referred or were 
referred from Work and Income. 
Engagement with BFC Plus was 
higher with clients that self-referred.

 ○ Communication between service 
providers and Work and Income 
to ensure that clients received 
full and complete entitlements 
could streamline the process.

 ○ Clients moved more slowly through 
BFC Plus than other BFC core 
products. Moving too fast led to 
early client exit due to feelings of 
being overwhelmed or stressed.

 ○ Stress caused by financial issues 
impacted client mental health. BFC Plus 
helped reduce financial stress through 
client advocacy or by enrolling clients 
in TMM until their situations improved.

Client outcomes

 ○ Improved confidence, happiness, 
pride, financial skills and knowledge, 
and reduced stress were reported 
by clients and providers.

 ○ TMM helped to protect vulnerable 
clients from financial abuse. This group 
included clients who were elderly, had 
intellectual disabilities, addiction, or 
were experiencing family pressure. 

 ○ Intensive support led to significant 
debt reduction for clients.

BFC Plus service pathway
The service pathway for BFC Plus clients 
(Figure 1) varied and in many cases 
was non-linear. However, four common 
stages of client progression emerged:

 ○ Stage 1: Listening. Listening to clients 
built trust and revealed opportunities for 
the service provider to offer crisis relief. 
This included food parcels or referrals 
to other health and social services. 

 ○ Stage 2: Planning. If the client was 
engaged, financial mentors could lay the 

foundation for building financial capability. 
This included client advocacy to maximise 
incomings and minimise outgoings or by 
enrolling the client in TMM or CTMM.

 ○ Stage 3: Building. Setting and 
achieving goals, monitoring progress 
and responding to client feedback 
was central to this stage. Goals of 
all sizes were celebrated as wins to 
help restore client confidence.

 ○ Stage 4: Exiting through an open door. 
Financial mentors transitioned clients to 
less intensive services when appropriate. 
Letting clients know they were welcome 
to return made their transition easier.

Figure 1. BFC Plus service pathway.

Next steps
The Ministry of Social Development is 
leading a co-design process with BFC 
Plus service providers and clients. 

BFC Plus will be further evaluated following 
the implementation of the changes that 
come from the co-design process.


