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Executive Summary  

This report relates to the project "Development and Organisation of Training courses for Non-
Profit Entities in the EU which provide Financial Advice to Consumers", a pilot project funded 
by the European Parliament and contracted by the Directorate General for Health and 
Consumers (DG SANCO) of the European Commission. The project was run by a consortium 

called ConFinAd (Consumer Financial Advice), which was formed by the institut für 
finanzdienstleistungen (iff) and BEUC, the European Consumer Organisation, over a period of 

almost two-and-a-half (2.5) years. The project started in December 2011, was officially launched 
at a joint public event organised with the European Parliament on 7th February 2012, and will 
end with this report. 

Purpose of the project 

The purpose of the project was to develop, organise and conduct training courses on 
independent financial advice given by non-profit entities that offer or plan to offer general and 
impartial financial advice to consumers. The target group for the training was individuals in all 
27 EU Member States who work for eligible entities providing advice to consumers on their 
financial affairs. These eligible entities included consumer organisations, local authorities, family 
advice bureaux, debt advice bureaux, government entities and social welfare agencies. The aim 
of the training was to build the capacity of these entities by further developing their knowledge 
of financial services and their abilities to provide effective general and, above all, independent 
financial advice to consumers on a sustainable basis.  

Context of the project 

Efforts to overcome the financial crisis directed policy attention to the need for sound financial 
advice and the recognition that improved financial advice across all financial services would 
benefit consumers and strengthen their position and role in the market. Awareness has also 
developed that better informed and empowered consumers could play a role in the 
development of a better functioning market in financial services. However, informed market 
participation is also dependent on consumer access to sound financial advice delivered from the 
perspective of consumersõ interests. The regulation of advice given by providers of financial 
services at EU and national level is highly complex and consumers may not always be aware of 
the varying scope of the advice they receive. The financial crisis also exposed the problem of 
inappropriate advice which, despite the rules, may entail the recommendation of unsuitable and 
detrimental products to consumers, undermining confidence in the sector generally.  

Alternative sources of consumer advice are non-profit entities providing general financial 
advice or help in navigating financial services. The term "general financial advice" in the 
context of this project should be understood as general guidance on purchase processes in 
financial services, personalised to the individual needs of the consumer. General financial advice 
does not amount to the recommendation of specific products or providers. It focuses instead 
on personalised information for consumers as to the general characteristics of different 
products and services, and on providing help concerning some of the pitfalls relating to the 
purchase of financial products. Such guidance may include information on selling practices and 
consumer rights in relation to different providers of financial services. It may also cover general 
financial planning and the kinds of products that consumers should be considering, given their 
particular needs. 
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Meeting the training needs of non-profit entities in the area of financial services 

Many European consumers rely on the advice of financial services providers and intermediaries. 
However they do not always have access to impartial, consumer-orientated advice from 
independent non-profit sources either because there are few such entities or because such 
entities have limited capacity to give consumers advice on some or all of their financial affairs. 
ConFinAd was the fruit of successful pilot courses in financial services run by BEUC through 
its training project on consumer organisationsõ empowerment (TRACE) under the auspices of 
DG SANCO, and the findings of a mapping study commissioned by DG SANCO and 
completed in 20111. This study identified key non-profit entities in the EU providing general 
financial advice. The study researched the scope of the services they provided and identified 
some of their training needs in terms of the provision of financial advice. It also identified 
examples of best practice in the financial sustainability of these entities. 

ConFinAd concentrated on filling training gaps for these and other non-profit entities through 
targeted and specific training in all 27 EU Member States, at a time when economic and social 
circumstances had created a surge in consumer demand for their services. Alongside general 
financial advice, ConFinAd thus also emphasised the collective approach to consumer 
protection and the resolution of consumer difficulties in the development of its training 
content. The term consumer financial advice (ConFinAd) emerged as the most accurate title 
for the national courses.  

The ConFinAd training courses: Achievements  

Between January 2012 and April 2014, thirty-one (31) courses were conducted in 27 EU 
Member States.2 The courses were run in the national language of each EU Member State and 
took place over two full days. They followed a structure agreed at the outset of the project in 
line with the tender specifications, and a maximum of 20 participants was trained on each 
course. The success of the courses in the 27 EU Member States led to provision of a further 4 
courses for additional participants in 4 EU Member States (Greece, Italy, Portugal and Spain) in 
2014 where increased need had been stated. 

ConFinAd received 666 applications for its 31 courses between 2012 and 2014. The total 
number of participants trained was 496, which in part was due to participation being limited to 
20 attendees at each course and 1 course per country. A total of 426 participants from 304 
entities were trained for the 27 courses and a further 70 participated in the 4 additional courses 
in 2014. Altogether, the average number of participants trained per course was 16 and the 
average of entities trained per course was 11. The maximum number of participants (20) has 
been reached in 9 of the courses in the following 7 countries: Denmark, Latvia, Greece, Czech 
Republic, Portugal, Italy and Slovakia.  

                                                 

1 "Mapping of Non-Profit Entities in the EU Providing General Financial Advice to Consumers", Civic Consulting, 2011, 

available at: http://ec.europa.eu/consumers/rights/docs/mapping_nonprofit_entities_en.pdf. 

2
 The project was contracted before Croatia's accession to the EU and therefore no training course took place in Croatia. 
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28 entities (representing 9% of all entities trained) were taken from the list of 51 General 
Financial Advice entities identified in the mapping study done by DG SANCO in 2011, and 25 
additional entities (8%) were drawn from the list of additional entities mentioned in the same 
study. The remaining 83% were non-profit entities targeted by ConFinAd in addition to those 
previously identified. This was in a large part due to the fact that the mapping study had 
expressly excluded debt advice.The range of entities targeted by ConFinAd can be seen in the 
chart below, which shows that half of all advisers trained in the project worked for consumer 
organisations.  

 

The ConFinAd training courses ð Method and Content 

In addition to the core ConFinAd project partners, namely BEUC and iff, delivery of the 
ConFinAd courses depended on a qualified trainer team in each country, as well as a reliable 
host organisation to arrange the venue and facilities for running the course. All courses were 
held in the countryõs capital city with two exceptions (Slovakia and the second course in Italy). 
The selection of lead national trainers for each course and their subsequent training by BEUC 
and iff, following approval by the European Commission, was an important part of the project. 
The Train-the-Trainers sessions for the 26 lead trainers took place in 3 waves. The purpose of 
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the workshops were to train the lead trainers on the training content, learning objectives and 
interactive methodology emphasising the interactive feature of the training including the need to 
appropriately balance theory and practice with the use of case studies. The lead trainers then 
identified trainers needed for modules requiring additional expertise they could not, or chose 
not to provide. On average 3 trainers were involved in the running of a typical ConFinAd 
course, and ranged from courses run by the lead trainer alone (Estonia, Germany) to those with 
10 trainers (Portugal).    

The courses were developed with a strong focus on practice and with a view to immediate 
application of the learning in advice work with consumers. The training sessions were designed 
as 2-day courses in all 27 EU Member States and were organised in modular form, with 13 
modules to choose from and courses in the main based on three key training areas: 

¶ Basics on financial services (½ day); 

¶ National specificities of areas of financial service and consumer redress (1 day); 

¶ Soft advice skills involving communication skills and consumer biases when buying 
financial products (½ day).  

Six of the modules were broadly standardised across all courses, while the remaining ones were 
tailored to meet the needs of the individual country. As a result, not all topics were covered to 
the same extent in the different EU Member States.  

Overall, non-profit advice was found to be primarily present in areas where consumers are 
faced with debt and credit problems, while investment advice is still largely provided by other 
for-profit intermediaries where the retail investor can afford it. This was reflected in subject 
coverage within the courses. In the majority of the 27 EU Member States, courses focused 
more on credit and debt than on financial investment (especially if the separate module on 
overindebtedness and consumer insolvency is taken into account). 

Reflecting the collective dimension of consumer financial advice 

ConFinAd developed the training courses in line with the specific tender requirements 
stipulated by DG SANCO. ConFinAd organised and ran courses to provide participants with 
the skills necessary to examine and assess the wide range of advice services that exist with the 
aim of empowering consumers to take their own decisions according to their financial ability, 
the opportunities provided by the market and their legal rights.  

Nevertheless, the strategy developed by ConFinAd with a view to contributing to independent 
financial advice in the EU overall, as well as developing general financial advice training, was 
largely based on the 3 propositions underpinning the project: 

¶ Independent financial advice in the EU is linked to entities acting collectively and the 
role they play in recognising and acknowledging retail markets in financial services; 

¶ Activities and operations of such entities can provide a litmus test for products, 
practices and marketing in the area of financial services by collecting, highlighting and 
passing on the information thus generated to the wider public and to policymakers in 
order to form the basis for political intervention and regulation;  

¶ Financial services providers monitor information and political action generated by non-
profit entities and often attempt to prevent the naming, blaming and shaming that they 
could lead to.  

This led to the conclusion that a significant strengthening of non-profit entities would serve to 
raise their capacity to use practical examples of individual empirical advice in their collective 
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consumer advocacy efforts. This would in turn have a significant positive impact on achieving 
improvement in the quality of financial advice in Europe. 

Results 

Attendance at the two-day training course provided advisers with both education and training 
on how to deliver a consumer needs-oriented advisory service. By understanding and 
learning the fundamentals and tools of such an approach, advisers were able to identify 
consumer needs and circumstances, draw consumers' attention to potential problems, become 
familiar with useful information sources, and acquire a preliminary set of tools to serve the 
consumer in a more sustainable way. Consumer advisers acquired skills ranging from effective 
communication skills when giving advice, to the ability to present clearer choices and action 
paths to consumers.  

The many ways in which course participants intended to apply the skills learned at the courses 
illustrate the diversity of potential learning outcomes by advisers in practice. 

 

Positive evaluation 

The main success of the ConFinAd project was twofold. It met its targets in the delivery of 
training to targeted non-profit entities, as well as to many additional ones. It also succeeded in 
terms of the transfer of skills and the usefulness of the training to the daily work of the advisers 
involved. 

The unique consumer-orientated approach and the focus on consumer needs have successfully 
been communicated. It will need to form a continuing part of training as it is a new approach 
for many advisers. Knowledge and skills in specific financial services proved to be useful to the 
trainees and overall these were covered adequately and in depth, despite the broad scope of the 
subjects and learning objectives taken on by ConFinAd.  

In general, the range of participating organisations and the diversity of trainees were viewed 
positively in terms of development of the sessions, group dynamics and cross-sector 
fertilisation.  
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Additional positive outcomes of the 31 courses include the formation of a strengthened adviser 
and expert network, identification of key subject areas for financial advisers, and knowledge 
transfer. These outcomes may be summarised as follows: 

¶ Effective grass-root communication was established between organisations that do 
similar work, i.e. independent financial advice. This was done EU-wide and at national 
level. 

¶ A network of experts in the field of financial services and independent consumer 
financial advice resulted from the project. 

¶ Topics and key subjects for non-profit entities were set for advisers who otherwise 
frequently give advice based on what they know rather than what people need.  

¶ The concept of consumer protection in financial services and advice was strengthened. 

¶ National advisers were provided with an approach, skills, and basic training methods to 
enable them to pass on the knowledge they acquired and to organise workshops 
themselves. 

The evaluation and responses from all participants and trainers (494 and 96 respectively) 
overwhelmingly confirmed that the initiative had been a great success and very beneficial for 
both the entities involved and the participants themselves. As a result, all those involved in 
ConFinAd (trainees and trainers) strongly recommended that EU training courses on financial 
services and advice should continue and that the momentum created by ConFinAd should be 
maintained. The main outcomes of the project are contained in a factsheet in the Annex. 

Importance of continued funding by the EU of capacity-building for non-profit entities 
providing general financial advice to consumers  

Satisfaction with the initiative was expressed across the board. This is best demonstrated by the 
fact that the personal and professional bonds created by the course atmosphere and peer-to-
peer communication were reported as excellent in all 31 courses. Both methods and content 
(including application by the national trainer teams) were very effective. Participantsõ 
engagement in discussions was reported as good on all courses, creating the foundations for a 
collective approach to consumer protection. 

It was widely agreed that the project was a valuable initiative and that it should continue. The 
comment was also made that one-off training would only serve to develop a need for 
continuing support of national, non-profit financial advice.  

EU policymakers also need to acknowledge that adult financial education and financial advice 
must be seen as one. Financial capability alone is not sufficient because the complexity of 
finance and of human needs and societies mean that consumers also need advice. While 
financial services providers give specific advice or comprehensive financial planning to 
consumers seeking it, a complementary role can and should be played by non-profit general 
financial advice to consumers.  

As we have learned from the ConFinAd project to date, entities targeted by the training courses 
are not homogenous and provide a range of types of advice. Such entities will increasingly need 
to reassess the advice services they currently provide to consumers. One of the tools taught at 
the ConFinAd course is to analyse a consumerõs need by first situating their position vis-à-vis 
the nature of the advice to be provided (by identifying whether the advice is proactive or 
reactive to a consumer financial purchase/commitment). Entities used to advising consumers 
on problems arising post-purchase will need to adapt if they are to provide consumers with 
advice before buying financial products and services.  
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As indicated by various studies and the ConFinAd findings, there is a continued urgency for the 
provision of training to advisers and other staff in the area of financial services where training 
needs are the highest, as was confirmed by the consumer organisations themselves. In short, the 
current economic environment calls for continued attention to financial advice, advisory 
processes and the origins of advice. 

Lessons for improving the training courses  

The 2.5 year project has provided a number of lessons as to how further to enhance the design 
and organisation of training courses for non-profit entities providing financial advice. Some of 
the main findings as to potential modification of the format include:  

¶ Increased flexibility in the adaptation of the ConFinAd programme to specific national 
preferences, both in terms of content (through greater tailoring of each course to the 
needs of the Member States and national markets), and in terms of the structure and 
length of courses (for example choice between 1 day or 2 days for courses dedicated to 
updating skills or knowledge on specific or emerging òhot topicsó). 

¶ Allowance for more prioritisation of needs-based courses in the Member State, 
reflecting for example the greater need for comprehensive training in entities based in 
the new EU Member States, whereas less frequent and shorter subject-specific seminars 
may be more appropriate for other EU Member States.  

¶ Running two types of courses based on training content and objectives: one with an 
homogenous group of advisers from similar backgrounds and with similar levels of 
experience, or one based on existing ConFinAd courses, in which national entities and 
trainees benefit from the heterogeneity of participant capabilities and backgrounds (e.g. 
where the more experienced trainees share their knowledge with less experienced 
participants through discussions and group work). 

¶ Allowance for a mixture of regional and shared common language courses bringing 
together advisers from different EU Member States (with the option of also using 
English to enable EU-wide reach).  

¶ Introduction of new topics and modules in the ConFinAd offering by including course 
content on commercial advice regulation, questions to ask commercial advisers, 
transparency and disclosure duties on fees, budgeting and personal financial planning, or 
more modules on advice tools or how to collect and share data with stakeholders. 

¶ Ensuring that any future training courses continue to offer both training on financial 
services, financial advice and redress as developed for ConFinAd.  

¶ In terms of organisation of the courses and preparation of materials, while these were 
generally more than satisfactory, potential improvements were identified. These 
included involving trainees and their organisations in aspects of the preparation and 
delivery of particular modules, the preference of many participants for provision of 
additional materials before the seminar, the preparation of trainees and trainers through 
provision of information as to their background, experience, current working position 
and interests. 

¶ Because of the wide variation in levels of development of consumer financial services, in 
the problems with regard to different systems, in the distribution of consumer credit 
etc., it is key that development of the contents of the training are tailored to and 
informed by the training needs of each country. With regard to general financial advice 
in particular, individual entities and national advice infrastructure are far more 
developed in some EU Member States than in others, where traditional advice aims to 
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deal with consumer problems rather than guide consumers in the earlier, decision-
making stage of their journey. 

Recommendations 

The Report makes a number of recommendations or suggestions as to further training and 
capacity-building initiatives for consideration by DG SANCO as it develops its consumer 
protection programme. Some go beyond a continuation of the training courses. The main 
recommendation is for the European Commission to support the creation of a pan-European 
Centre capable of gathering expertise in non-profit financial advice to consumers to help serve 
general financial advice entities across the EU Member States in the many different facets of 
their work, thus benefiting both individual consumers and the consumer protection agenda. 
This and other recommendations for future initiatives outlined in this report can be listed as 
follows: 

¶ The creation of an EU-wide Centre capable of leading in and managing the 
development and distribution of resources on financial advice and training in financial 
services for the benefit of consumers; 

¶ The continued tailored trainings and development of working tools for advice sessions; 

¶ An assessment of the new networks established through the training courses by a 
follow-up assignment to measure the extent of ongoing cooperation, collaboration and 
constructive coordination;  

¶ The strengthening of the network of national experts comprised of the ConFinAd lead 
trainers in consumer financial advice to help take it to the next level through more in-
depth training in 4-5 topics from a systemic perspective; 

¶ A strengthened non-profit consumer financial adviser network through the 
development of an interactive networking platform (website into an information portal); 

¶ The organisation of events, public discussions, expert meetings; 

¶ A review of the need for general or specific training by non-profit entities in the 28 EU 
Member States based on the ConFinAd experience. 

Feedback and results of this pilot project lead us to believe that there is a need for creation of a 
knowledge pool on financial advice and financial services from a consumer perspective. This 
would entail formulating the knowledge acquired from the ConFinAd project (the central team 
and the 96 trainers and speakers involved in delivery of the 31 national courses) in order to set 
up a sustainable structure with specific interests.  

The main reason for recommending the creation of a Centre is to build on current training by 
offering additional valued-added services that further build the capacity of non-profit entities. In 
addition, it would facilitate more consistent tracking and monitoring of market developments, 
challenges faced by non-profit entities and solutions to them, collective action and measurement 
of the quality of the consumer journey when dealing with the array of non-profit organisations 
that form the advice infrastructure of the Member States (e.g. how referrals are effectively being 
made between entities etc.). The Centre would also support the sharing of knowledge in the 
area of consumer problems and solutions across EU Member States.  

Some courses showed that the involvement of stakeholders such as consumer protection 
authorities or regulatory bodies in the training courses may be beneficial. Certainly, junior staff 
of these authorities would benefit from the exchanges and insights provided by a consumer 
perspective, and their senior expert personnel could offer training on specific topics. While 
financial services stakeholder events may well already take place at national level, these 
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stakeholders would also benefit from dialogue and exchange at EU level on a regular basis, with 
reciprocal benefits for all concerned.  

Training as a single service offered to EU non-profit entities  

The experience drawn from ConFinAd suggests that almost all entities would benefit from a 
central resource for expertise offering high quality know-how and practical experience in 
financial services, advice provision, consumer problems and consumer redress. This resource 
would not only gather data and monitor progress in general financial advice provision in the 
EU. It would also serve as a back office function providing non-profit entities with expertise. 
This vehicle would contribute to consumer protection by developing a system in which each 
consumer centre would be able to ask questions, and the answers would be shared within the 
network. This would amount to a form of mass customisation in consumer financial problem-
solving and would assist non-profit entities beyond formal classroom training.  

Such a resource could also provide an evidence base mediated by consumer organisations and 
others into the wider consumer policy space and rendered meaningful to policymakers and 
politicians as they seek to respond to public concerns. It  could also fulfil the role of 
presentation of best practice in financial advice, so that advisers would learn from each other.  

This Centre could be linked to the European Consumer Centres (suggesting possible avenues 
for synergies with ECC-Net). The Centre and its training courses would facilitate progressive 
development of the advice provided to consumers by non-profit entities, moving from a care 
approach to a collective self-help approach. It would thus contribute to a transition from a 
hierarchical situation to a more participative and democratic approach to the furtherance of 
consumer interests in this sector. 

EU policy has seen the development of a framework within which commercial advice is 
provided to consumers on financial products. It would seem appropriate that this should be 
matched by an analogous framework for the provision of independent advice by strengthened 
non-profit entities providing consumer financial advice. 

Conclusion 

The ConFinAd project represented a substantive capacity-building response to the financial 
crisis. Its objectives as well as the timeline were ambitious and participant feedback has been 
verypositive. The initiative represented a concrete response to a current need expressed by the 
European Parliament for meaningful intervention to help consumers navigate financial markets 
more effectively. This was achieved by capacity-building for non-profit entities (consumer 
organisations, state agencies and other NGOs) in each of the 27 EU Member States using a 
core common training design with delivery in the national language in each capital city.  

The project succeeded in developing a network of organisations across Europe as well a core 
group of trainers with expertise and a value system compatible with consumer interests and 
their advocacy. This network should be nurtured in order to further sustainably leverage the 
skills, relationships and commitment that lie within Europe for the benefit of European 
consumers.  

Some conceptual work is required to map out a potential architecture for this network and its 
effective deployment for advice, advocacy, the sharing of good consumer practice, policy 
cooperation, and capacity development over time. The project has also collected an initial body 
of data covering the profile of participants, their perceived development and their expressed 
need for change in delivery and content which can be used as an input and a benchmark for 
subsequent initiatives.  
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1  Overview of the ConFinAd project and t ask of the 
Report  

The ConFinAd project concerns the òDevelopment and Organisation of Training Courses for 
Non-Profit Entities in the EU, which provide Financial Advice to Consumersó, a pilot project 
funded by the European Parliament and contracted by the Directorate General for Health and 
Consumers (DG SANCO) of the European Commission. The project was run by a consortium 
called ConFinAd (Consumer Financial Advice) formed by the institut für finanzdienstleistungen 
(iff) and BEUC, the European Consumer Organisation, over a period of almost two and a half 
(2.5) years. The project started in December 2011, was officially launched at a public joint event 
organised by the European Parliament on 7th of February 2012, and will end with this report. 

The purpose of the project was to develop, organise and conduct training courses on financial 
advice given by non-profit entities that offer or plan to offer general financial advice to 
consumers. The target group that received the training were persons working for eligible entities 
advising consumers on their financial affairs from all 27 EU Member States, a group made up 
of consumer organisations, local authorities, family advice bureaux, debt advice bureaux or 
other social welfare offices and states agencies. The aim of the training was to build the capacity 
of these entities by further developing their knowledge of financial services and their ability to 
provide effective general financial advice to consumers in a sustainable manner.  

1.1  Project phases and ConFinAd course t imeline  

The first pilot courses were held in April 2012 after an initial phase, beginning in December 
2011, in which the materials and the Trainer Handbook were developed and the majority of 
trainers selected and themselves trained. The figure below shows the phases of the project. 

 

Figure 1: The three main phases of the ConFinAd project  

The following steps were taken to prepare and eventually conduct all the courses:  

¶ Development of course material, a Trainer Handbook and coordination with the 
European Commission 

¶ Selection of lead and co-trainers based on criteria laid out in the project terms of 
reference 
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¶ Preparation and running of 1 and subsequently 2 further train the trainer workshops in 
order to explain and demonstrate the learning objectives and tools developed for the 
training of the advisers 

¶ Securing of local national partners for the organisation of the courses in the capital cities 
of all 27 EU Member States and agreeing a date with both these and the respective 
trainer team for the course 

¶ Publishing a call for interest and opening the ConFinAd website for course applications 
for each given course 

¶ Selection of applicants and communication with participants together with the trainers 
and the European Commission 

¶ Issuing each participant a participants' pack ahead of the course and collecting 
evaluations by participants and trainers to report on the course (initially and 6-months 
after the course) 

¶ Drafting of regular interim reports to the European Commission informing of progress 
and monitoring positive and negative aspects of the trainings 

Between January 2012 and April 2014, thirty one (31) courses have been conducted in all 27 EU 
Member States. The project was contracted before Croatia's accession to the EU and therefore 
no training course took place in Croatia. 

After successful courses conducted in the 27 EU Member States by end 2013, an agreement was 
reached to run a further four courses in 2014. ConFinAd was asked to run second courses in 
countries where there were the greatest demand and need, namely in Portugal, Spain, Italy and 
Greece. The main reasoning for this selection was largely based on the fact that the number of 
applications received for the original course was greater than the spaces available and, as a 
result, there was unfulfilled demand. The figure below shows the timeline of when the national 
courses took place, starting with the ConFinAd course in Germany in March 2012 and finishing 
with the second ConFinAd course in Greece held in March 2014. 

 

Figure 2: Timeline for the 31 ConFinAd training courses held from February 2012 to April 2014.  
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1.2  Stru cture and execution of the training courses  

Open to all types of non-profit entities that provide general and impartial financial advice to 
consumers, the training targeted governmental as well as non-governmental organisations alike, 
reaching consumer organisations, local authorities, family advice bureaux, debt advice bureaux 
or other social welfare offices and states agencies including those in charge of consumer 
financial education and advice. Among the relevant and eligible entities at national level were 
the 51 General Financial Advice entities already identified by the DG SANCO study on 
òMapping of non-profit entities in the EU providing general financial advice to consumersó and 
the 107 potential additional GFA entities identified through desk research. The entities eligible 
for the training were all non-profit, did not recommend nor sell specific financial products from 
specific financial services providers, and provide or sought to provide, possibly amongst other 
activities, general financial advice to consumers. 

ConFinAd courses were all 2-day courses with each day featuring a training of at least six hours 
excluding breaks. Based on a skeleton of modules and programme template, each training 
course was then tailor-made to the national needs and designed and run to provide participants 
with an overview of a consumer needs approach to consumer protection and an understanding 
of what is meant by the provision of general financial advice and how best to go about guiding 
consumers with personalised information. A total of 13 modules were developed for national 
trainers. Below (and in the annex) is a table showing the modules developed for the courses.  

Table 1: Overview of the 13 training course modules  

 Category Module 
no. 

 Title of the Module 

Basics of Financial 
Services                     
(½ day) 

1 Non-profit consumer advice 

2 Consumer Needs Approach 

3 Concepts, Products and Financial Markets 

Soft skills            
(½ day) 

4 Evaluation of financial services 

5 Consumer Decisions and Dispositions 

6 Communication Skills 

Specificities of the 
country and Redress        

7 National infrastructure 

8 Consumer Redress 

Case Studies in the 
different areas of 
financial services            
(1 day) 

9 Mortgage and Consumer Credit 

10 Investment 

11 Payment Services 

(only if relevant) 

12 Insurance 

(only if relevant) 

13 Over-indebtedness 
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Due to time constraints of the 2-day course and the amount of financial services topics per 
module to potentially cover, it was recommended to skip or reduce certain subjects in the 
national courses in favour of allowing national trainers to focus more on necessary national 
specificities. In addition, enough time was to be allocated to discussion and Q&A in order to 
allow for reflecting on and sharing of personal and work-related experiences, leaving space for 
hands-on application of what was being learned. As a general rule the first day of training 
(Modules 1 to 8) was dedicated to general issues and discussions about financial advice for 
consumers and the needs-oriented approach, while the second day (Modules 9 to 13) was set to 
develop illustrative applications of these insights to practical questions of financial advice in the 
different financial service areas, especially where European law has already harmonised national 
law. 

The goals of developing the capacity of non-profit entities to provide financial advice also 
included instilling a proactive approach to advice enabling trainees to see the bigger picture 
beyond the day-to-day operational priorities of counselling or helping consumer with financial 
queries. This report aims to demonstrate that the goals were achieved and that the courses were, 
with the exception of perhaps one course in Belgium, well attended, and evaluated positively by 
the trainees.  

1.3  Outline of the final report  

The final report follows the inception report (January 2012), the first interim report (June 2012), 
the second interim report (February 2013), the third interim report (September 2013), and the 
fourth interim report (December 2013) to the European Commission. It should be read 
together with these 4 interim reports and inception report which were also separate deliverables 
throughout the 2012-2014 period. At each of the interim stages, findings were analysed and a 
number of items were provided3, therefore each of these contain extra details neither included 
in this report nor its national course report annex reproducing the course reports in detail. 

As a reminder, the final report on the training is the culmination of sustained and continuous 
effort and initiatives by DG SANCO and the European Parliament to support the financial 
advice provided by non-profit entities4 to consumers. This began in 2011 with the EC-financed 
TRACE programme, which focused on capacity-building and empowerment of consumer 
organisations through training open to consumer organisations in the EU, candidate countries 
and the EEA countries. This programme organised twelve training courses, including two on 
retail financial services and investment products. This was also accompanied by a study 
commissioned by DG SANCO identifying the main entities concerned ("mapping of non-profit 
entities in the EU providing general financial advice to consumers"). A total of 51 non-profit 
entities were identified in this study, together with another 100 entities that were listed as 
potentially providing non-profit advice but for which no confirmation was possible. 

                                                 
3
 The number and list of participants per training; A summary of the program of the training; The scanned copies of all 

individual evaluation reports; and an evaluation report of the training based on the individual evaluation reports completed 

by the participants. 

4
 The words "non-profit entities" is used throughout the report instead of the more common words "non-profit 

organisations" to reflect the fact that this was the title given to the project by the European Commission. In addition, the 

term ñnationalò or ñMember Stateò course report has been used in preference to the term "country" report previously used 

by ConFinAd. 
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This final report covers all 31 Member State courses run under ConFinAd. Statistics are 
reported for the 27 initial Member State courses, the four repeat courses run in 2014 for Spain, 
Portugal, Italy, Greece, and for the 31 courses altogether. The summary (section 2) summarises 
the ConFinAd project using aggregate statistics for the participants who were targeted and 
trained. The results and analysis (section 3) give an overview of the 31 courses, including 
findings from evaluations undertaken. This section also contains analysis of the overall 
outcomes of the training courses followed by our recommendations for future initiatives in the 
field (section 4). Section 5 provides further course reporting from evaluations made in 2014 and 
the report also contains an Annex with the following: Timeline of the 31 courses conducted, 
final lists of participants, trainers, template modules, and an updated ConFinAd Factsheet for 
clear and easy presentation of ConFinAd to third parties. A separate Annex report containing all 
31 national course reports in detail is also associated to this report. 
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2  Summary of 31 training courses in all 27 EU Member 
States   

This section summarises the 31 training courses in all 27 EU Member States. It contains a 
summary of the main results and a description of the total number of training sessions 
conducted, a summary of the sessions and a table showing the total number of final participants 
per Member State. In addition, a final list of participants per Member State is provided in the 
annex, together with the timing of the courses over the period 2012-2014. 

2.1   Overview of p articipants and entities trained in the 27  Member State 

courses  

The ConFinAd training courses are addressed to non-profit entities providing independent 
financial advice, whether governmental or NGOs, in 27 EU Member States. The course 
conditions limited the number of participants from a given entity to 2 staff or volunteer 
members for each training. The target entities for the training were primarily those identified in 
the European Commission Mapping Study where 51 entities had been identified and a further 
list of possible entities had been drawn up. All these entities were contacted and invited to be 
trained. For the first 27 EU Member State courses, 28 of the 51 General Financial Advice 
entities were effectively trained. 

Based on the terms of references of this project, the number of participants for each 27 EU 
Member State training course was limited to a maximum of 20 and a minimum of 10 
participants was set as a rule. 7 of the courses had this maximum of 20 trainees and only two 
courses (in Belgium and Ireland) failed to train 10 participants. The average number of 
participants trained per course was 16 and the average of entities trained per course was 11. The 
four additional courses run in 2014 were all courses that had received many applications when 
the first course had been opened for registration. In the following sub sections, we present 
tables and charts that show: i) the number of actual participants trained (including a 
presentation of these attendee numbers juxtaposed to the numbers of the course applications 
and participants selected); ii) the number of entities having benefited from the training; and iii) 
the proportion of General Financial Advice entities that were both willing and able to send their 
staff to be trained. 

2.1.1  Total number of participants trained   

The table below gives an overview of the initially planned 27 courses held between 2012 and 
2013. It also indicates which batch each 27 EU Member State course belonged to in terms of 
chronological progression of the project (four different interim reports were submitted 
throughout that period). The total of trained advisers has reached 426.  
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Table 2: Overview of all ConFinAd Course Participants trained (27  Member  States ) 

Member State Course Number of course participants Interim Report 

MS 1: Germany 19 First 

MS 2: Denmark 20 First 

MS 3: United Kingdom 16 First 

MS 4: Ireland 9* First 

MS 5: Slovenia 12* First 

MS 6: Poland 17 Second 

MS 7: Latvia 20 Second 

MS 8: Greece 20* Second 

MS 9: Czech Republic 20 Second 

MS 10: Bulgaria 15* Second 

MS 11: Romania 10 Second 

MS 12: Portugal 20 Second 

MS 13: Estonia 18 Second 

MS 14: Malta 12 Second 

MS 15: Italy 20 Third 

MS 16: Austria 17 Third 

MS 17: Hungary 16 Third 

MS 18: Cyprus 15 Third 

MS 19: Sweden 15 Third 

MS 20: Finland 12 Third 

MS 21: France 13* Third 

MS 22: Luxembourg 14* Third 

MS 23: Spain 19 Third 

MS 24: Lithuania 17 Fourth 

MS 25: Slovakia 20 Fourth 

MS 26: The Netherlands 16 Fourth 

MS 27: Belgium 5* Fourth 

Total for all 27 courses 426  

Note: * One participant did not attend 100% of the course as expected. 
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ConFinAd received 570 applications for its 27 courses. The number of selected participants was 
457 and the total number of participants eventually attending was 426 (suggesting a 93% 
realisation rate for selected participants). See figure 3 below. 

 

 

Figure 3: Number of applications per EU Member State  

As mentioned above, the overall number of participants is 426. Nevertheless, a handful of these 
participants did not attend 100% of the course in some countries due to either illness or 
absenteeism or lateness. The maximum number of actual participants (20 participants) has been 
reached in 7 countries ( Denmark, Latvia, Greece, Czech Republic, Portugal, Italy and Slovakia). 

 

Figure 11: Number of participants per EU Member State (N=426)  
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2.1.2  Total number and type of non -profit e ntities reached  

Overall, the ConFinAd training courses in the first 27 EU Member States reached over 304 
different organisations providing non-profit financial advice in the 27 EU Member States. 
Therefore, the objective of training a minimum of 100 entities on the outset of this project has 
successfully been reached.  

The figure below shows that an average of 11 entities has been trained per country with a high 
pick in Germany and Portugal. The lowest number of entities trained was in Belgium and in 
Cyprus. This might be due to the small size of the country. Note that when calculating the 
number of entities, we have treated autonomous regional offices of a given organisation as 
separate entities.  

 

Figure 4: Number of entities trained per Member State  

The categories used to classify the organisations in the application form were similar to those 
used by the mapping study which were: Consumer organisations, NGOs, Government entities, 
Debt Advice agency, Social Welfare office and other. Calculated on an entity basis (as opposed 
to individual participant) as the next chart shows, Consumer Organisations still remain the main 
beneficiaries of the ConFinAd training programme. Between 2012 and 2013, ConFinAd has 
reached 304 different entities providing non-profit financial advice in the 27 EU Member States 
with the following break-down by entity type: 137 Consumer Organisations (45%), 24 Debt 
Advice Agencies (8%), 8 Family Advice Bureaux (3%), 44 Government entities (15%), 19 Social 
Welfare Offices (6%), 50 other NGOs (16%) and 22 other type of entity (7%). 
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Figure 5: Overall number of entities trained (February 2012 to September 2013)  

Among the 304 entities trained, 28 entities (representing 9% of all entities trained) were from 
the list of 51 GFA entities identified in the Mapping study done by DG SANCO5 and 25 
additional entities (8%) were from the list of additional entities mentioned in the same study. 
The remaining 83% of entities trained were non-profit entities targeted by the ConFinAd course 
but not listed or described in the above mentioned study.  

 

Figure 1 4: Overall number of GFA entities trained (March  2012  to September 2013)  

 

                                                 

5 ñMapping of Non-Profit Entities in the EU Providing General Financial Advice to Consumersò, Civic Consulting, 2011, 

available at: http://ec.europa.eu/consumers/rights/docs/mapping_nonprofit_entities_en.pdf  

http://ec.europa.eu/consumers/rights/docs/mapping_nonprofit_entities_en.pdf
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2.2  Overview of p articipants and entities  trained in the 4  EU Member State 

courses of 2014  

The results of the additional four courses run in 2014 are shown in the table below indicating  
the training of 70 additional advisers from 42 entities, about half of which had not previously 
been covered in the first national course.  

Table 3: Overview of all ConFinAd Course Participants trained (27  Member States ) 

Member State Course Number of course participants Interim Report 

MS 28: Spain 16 Final 

MS 29: Italy 20 Final 

MS 30: Portugal 20 Final 

MS 31: Greece 14 Final 

Total for all 4 courses 70  

 

ConFinAd received 96 new applications for these 4 repeated courses. The number of selected 
participants equalled the number actually trained. 

 

 

Figure 6: Number of applications  and participants  per EU Member State  (4 courses)  
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Calculated on an entity basis as the next chart shows, Consumer Organisations were the main 
beneficiaries of the ConFinAd training programme in these 4 additional courses. In 2014 
ConFinAd has reached 42 different organisations providing non-profit financial advice in these 
4 countries with 30 Consumer Organisations (71%), 10 Government entities (24%) and 2 other 
NGOs (5%). 

 

 

Figure 7: number of entities trained (since February 2014)   

 

 

Figure 8: Number of GFA entities trained (since February 2014)  
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2.3  Overall statistics: 31 courses (2012 - 2014)  

Including the four additional courses to the initial 27 EU Member State courses means that 
altogether, ConFinAd received 666 applications for its 31 courses. The number of selected 
participants was 527 and the total number of participants eventually trained was 496. 

 

Figure 9: Number of applications per EU Member State  

 

Figure 13: Number of entities trained per Member State (31 courses)  

2.4  Course summaries and lessons learnt   

This section briefly summarises the content and some of the lessons learnt from the feedback 
given by both participants and trainers in the ConFinAd national courses. These are set out by 
Member State in chronological order based on when they were conducted with reference to the 
interim report in which they were reported on (as opposed to alphabetically). Please refer to the 
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Annex showing the timeline for all coursesas well as the separate national course reports for 
more specific details of each course, including suggestions from the national trainers6. 

Interim Report 1 

Germany 

As the first course run by ConFinAd in March 2012, three months after the start of the project, 
it was treated as a pilot course to assess the suitability of the developed material and course 
structure. Run by one main trainer throughout the two days, ConFinAd staff was present as 
observers. Each of the 19 participants represented its own entity and they had a broad mix of 
backgrounds and experiences. They all found the course useful despite a few persons with 
specialist financial know-how in certain areas reporting limited gains to their knowledge base. 
Opening session and first day modules were well appreciated and participants described the 
self-critical examination and questioning of their existing practice and the group dynamic 
created as interesting. The second day was dedicated entirely to national specifics and covered 
all four main financial service areas (credit, investments, payment services and insurance) as well 
as over-indebtedness and then case studies. Participants found the modules on credit most 
interesting (and of immediate practical use) and the cases used to apply the knowledge learnt 
were well received though in need of finer tuning (general cases are more difficult to solve than 
specific cases). The course was described as providing a good overview of consumer financial 
advice and comprehensive coverage of all financial services areas and the creation of a network 
of peers for referrals was positive and the discussions were generally seen as the most positive 
element of the course. Among the main lessons for good delivery of future courses were: Less is 
more (avoid covering too many financial service areas ð focus on the most relevant ones); focus 
on group work; take time to fully explain the course objective and goals of the modules 
(including the usefulness of certain tools such as SALIS). 

Denmark 

In Denmark, all 20 participants selected for the course attended and these were primarily 
representatives of consumer organisations (65%) often from various regional offices and 
disciplines of the main consumer organisation in the country, the Danish Consumer Council. 
Whether, paid staff or volunteers, the general level of expertise of the participants was similar 
and this made targeting the training easier. The opening modules on the basics of general 
financial advice were deemed good and useful as a frame for the whole financial services area 
covered by the course, though they were also found to be quite theoretical. The participants said 
that examples provided by the trainers were very good and that exchange of experiences led to a 
majority wanting to receive further training (ideally with more experience from other countries). 
Some of the modules also focused training issues towards the problems of low income 
consumers and the module on over-indebtedness was perceived as very relevant and could have 
lasted longer. Coverage of the communication skills module was described as too superficial and 
lacking relevance, but this was in contrast to subject area modules such as the one on payment 
services where succinctness and precision was reported. Cases discussed where very good and it 
was particularly interesting for them to see the different angles of participants and parties 
involved. Organisation was good but some aspects could have been improved such as with 
regards to more hand-outs to use or take home (with outputs wanted including joint 
development of FAQs and lists of links to places where advisers could look for further 

                                                 
6
  This especially applies for the details of the additional 4 repeat courses in 2014 not summarised here. 
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information). Lastly, participants praised the dedication of the various trainers and enjoyed the 
variation in their styles. 

The United Kingdom 

The UK course was run with a mixed group of 16 advisers, working for a range of entities from 
consumer organisations, NGO charities either serving general population or specific groups and 
main consumer advice bodies such as the Money Advice Service, a new advanced general 
financial advice body giving information to consumers. Based on gathered information on the 
expectations of participants at the start of the course and some long debates about details of 
adviser tools during the Module exploring the SALIS concept for evaluating financial services, a 
change in the programme was required to ensure the course met expectations and the need of 
the trainees. While front-line workers especially liked the tool, others were more critical of its 
usefulness. Participants were very positive about the sessions on consumer needs and the 
distinctive characteristics of non-profit advice, where they explored the different types of 
assistance needed according to the stage a consumer was at, and learnt to think about how to 
tailor their advice to consumers. However, a small number would have preferred more time to 
explore the distinction between ôwantsõ and ôneedsõ. For some, modules such as the one on 
communication skills need a lot more teaching time, whereas others such as the one on redress 
emphasising the role of the UKõs Financial Ombudsman Service was particularly appreciated. 
Overall the participants found the course to be useful but that it would be better to separate the 
key issues and learning objectives around financial advice specifically from general advice giving 
skills (and to make the latter a pre-requisite for attendance on the course). The specific financial 
advice issues could then be taught as a one day course. Other suggestions received included to 
develop more sophisticated cases for role play to be similar to real life situations, and it was 
noted that because it was one of the first set of courses, the trainers felt that the train-the-trainer 
event attended had perhaps been held too soon with some materials still being written. 

Ireland 

The Irish course was marked by a large number of last minute cancellations resulting in a fairly 
small number of 9 participants who however received training from very well prepared and 
knowledgeable trainers. The course integrated certain modules and covered saving and 
investments early and in conjunction with the communication skills module with the course 
structure basically the following: Day 1 in Ireland had 4 main themes: Consumer Needs, 
Helping Consumers, Savings and Investments and Consumer Redress; Day 2 had three main 
themes: Insurance and Risk Management, Credit and Indebtedness, Dealing with Debt 
problems. The timing and the good interaction were praised as were the role plays used in 
understanding the communication skills in a given context. Good discussion was mentioned on 
the different steps in terms of redress and as a consumer what to do and which institutions to 
address, and the module covering consumer credit was described by participants as containing 
really good explanations that were factually helpful. Mortgages were a key part of the course 
overall and considerable time was spend talking about this topic and challenging field of 
financial services for the Irish consumers at the current time. The presentation for these were a 
little too long and caused a modification of the planned schedule but good discussions had 
taken place and general satisfaction with the material was evident. The performance of the 
trainers was praised, especially the dedication of the lead trainer. 

Slovenia 

Although only 11 participants from the 15 planned were actually trained, the course was very 
well prepared by the lead trainer and the participants were motivated and energetic in their 
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exchanges with a good mixture of participants established. This curiosity was largely due to 
many of the organisations present not yet currently active in financial advice but wishing to 
change that in the future. The evaluation module and exercises were seen very positively and 
participants were very active in the discussions during the consumer redress module which 
focused on the existing advice and redress mechanisms in Slovenia but compared to the 
national solutions and situations in the UK and Germany. This called attention to missing 
public facilities such as debt advice or investment advice. Despite some finding the first day 
long and strenuous, the second was particularly interesting and the slot dedicated to dealing 
with cases studies allowed the participants to discuss issues they had brought from their daily 
work. Lastly, an overwhelming majority of the participants (91%) estimated the learning content 
as relevant for their daily work and applicable in practice. Furthermore, at the end of the course, 
a significant improvement was recorded in self-estimations of skills in financial advice compared 
to before the course. In particular, the course was said to have increased the knowledge about 
techniques and content of financial advice, sources of information and possibilities of 
cooperation. 

Interim Report 2 

Poland 

The Polish course received high ranking from the total 17 participants in terms of content, 
methodology, organisation, and in particular regarding the trainers. Trainers were praised for the 
quality of their preparation of the training content and their professional approach, for the 
interactive presentations and valuable advice and exchange of experience. While participants 
showed overall satisfaction with the topics of the training, they particularly appreciated the 
sessions on Consumer Redress and Overindebtedness and Consumer Insolvency and would have liked to 
spend more time on this. The participatory approach, the Advance Preparation Tasks - which 
had been completed by all participants prior to the training - and the group work with many 
case studies were especially appreciated. The feedback on the duration of the course was quite 
diverse. While some would have preferred more days to explore some topics in more depth, 
other found two days enough and a few even said the duration of the course should be reduced. 
This mainly depended on participantsõ previous experience of certain topics and individual 
preferences. A separate training on Insurance was suggested. All participants said that the training 
had been useful for their daily work, but further and constant training was requested by all 
because of the rapidly changing market in financial products and services. 

Latvia 

Participants in Latvia appreciated the fact that the ConFinAd course was conducted in the 
national language, in order for each of the 20 participants to have the possibility of interacting 
and sharing their opinion. The majority of participants and trainers said they had been happy 
with the course and would not change anything, except for giving a little more time to some 
sessions and less time to others. As far as the course duration was concerned, a third training 
day was seen as desirable. In future, in-depth courses dedicated to specific Financial Market 
product types would be welcome in order to explore the topic in more detail and discover the 
practical side and examples of the issues. Trainers received very good feedback from 
participants for their work and dedication. Data sharing (e.g. when registering in the database to 
apply for the training) was considered difficult for volunteers, who were reluctant to provide 
their personal details. Overall, the wish was expressed to have more such training courses at 
national level. 
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Greece 

Participants in the Greek course were satisfied with the content, methodology, organisation, and 
the overall atmosphere of the course. In the evaluation forms the 20 participants returned, they 
stated that the course had surpassed their expectations in terms of knowledge and interest, that 
they had learned a lot and that they had found co-operation on issues of concern to them in the 
course. The interactive methodology and the participatory approach of the training were much 
appreciated, in particular by the younger trainees. Use of even more exercises and more case 
studies in the future was suggested, as well as more tasks in order to prepare for the training. 
Topics such as consumer redress and out-of-court mechanisms were regarded as less important. 
Instead, trainees would have liked to spend more time on Investment Products and Consumer 
Credit as well as on Communication Skills. The SALIS tool was considered very useful and 
provision to participants of a table comparing different products, using SALIS, was suggested. 
Some participants asked for more courses directed to the staff of consumer organisations, in 
particular in terms of training methodology, to enable them to pass on the knowledge to 
colleagues. 

Czech Republic 

All in all, the course seems to have been quite successful. It has become clear that the success of 
the course depended on the trainers and the composition of the 20 participants, as well as on 
the òburningó topics in the country. Opinions submitted by Czech participants in terms of the 
training were quite divided. The fact that their level of knowledge and background were very 
diverse was a challenge for the trainers but also showed that more in-depth courses and/or 
more time is required, e.g. either a 3-day course or even 2 x 2-day courses, with a period of 6-8 
months in between courses in order for participants to apply what they have learned and see a 
development. A òone-size-fits-alló solution is not possible but the general frame of the training 
seems to work very well with trainers adapting it to their national specificities. More time and 
follow-up courses have, however, been requested.  

Bulgaria  

The 15 participants seemed generally to be very happy with the course. Only very few wanted to 
drop a subject or change something. Overall, the course was rated as very good. The suggestion 
was made that there should be a Train-the-Trainer course 2 months in advance of the national 
training. Although this was understandable, the tight time schedule and limited budget of the 
project allowed for only one Train-the-Trainer workshop. The decision to organise a second 
Train-the-Trainer workshop later in the year was taken in spite of budgetary constraints in order 
to have a lower and more targeted number of participants and because it was difficult to fix a 
date for all trainers available. It should be mentioned that the time schedule of the project was 
very tight for accommodating 27 + 2 training sessions, and would make a Train-the-Trainer 
course for each course 2 months in advance impossible. In general, SALIS, one tool explained 
by trainers to help approach the evaluation of financial products with consumers based on 
enquiring about their needs along a set of dimensions, was considered a very valuable tool and 
its introduction has been quite successful. 

Romania 

All 10 participants in the Romanian course were particularly interested in the course subject and 
very engaged in the training. Only one participant from a consumer organisation did not seem 
to have been the right person selected as she was more interested in EU funding in general and 
other EU training courses. Like participants in other countries, Romanian participants stated 
that other similar courses were necessary in the future which should, however, take place in 
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different and/or more central areas of the country in order to reach more people from outside 
Bucharest. With regard to the impact of the training and subsequent networking with both 
other advisers and ConFinAd, the suggestion was made to ask participants to perform certain 
tasks related to the training over the following 6 months with regular reporting on how the 
knowledge had been applied and what milestones had been reached. The time for the course 
was considered too short for the rich variety of topics, and participants suggested that there 
should be either more days or fewer modules in the future. 

Portugal 

Participants in the Portuguese training were fully satisfied with the course and proposed the 
organisation of similar training courses in the future in order to establish and maintain a 
network of advisers in Europe. Development of courses on specific modules such as insurance, 
investments and savings, consumer credit, and mortgages was also suggested. While participants 
were happy with the course and its contents, and with the participatory approach and 
professional attitude of the trainers, they suggested extending the training in order to give more 
space to each module and allow for more detail on certain topics. In all, the training was such a 
success that participants and trainers asked ConFinAd to repeat the course in November 2013 
to enable participation of people on the waiting list unable to attend because of the maximum 
participation level of 20 people on each course. 20 participants were trained in this first course 
in Portugal.  

Estonia 

In Estonia, timing was reported to be an issue. While some of the 18 participants would have 
preferred more time to deal with certain topics in more detail, others stated that the time 
dedicated had been more than enough. There was a demand for more specific training in each 
module, although participants acknowledged that it was not possible to cover all topics in detail. 
As in other countries, participants asked for follow-up courses in the future on different topics 
and/or the same topics, but with fewer modules. In terms of the topic of Over-indebtedness, a 
separate in-depth training was suggested for the future. Although their interests differed slightly, 
participants were very engaged and showed great commitment which was reflected in the lively 
discussions.  

Malta 

The Maltese course was attended by 12 participants whose feedback was very positive. The 
training was considered well prepared, very informative with interesting exercises, and with fully 
qualified trainers. Again, participants suggested organising the course again and opening it up to 
other segments of the population. As in many other countries, the participatory approach, 
interactive methodology, and some input such as on communication skills and consumer 
behaviour were relatively new and participants found the information delivered in this way quite 
intriguing. Participants were happy with the topics yet would have preferred more time, e.g. 
another day of training in order to give more scope for discussion and practice. It was suggested 
that this type of course should be provided more often, e.g. twice a year, and opened up to 
more organisations, and that a budget should be allocated specifically to market them. 

Interim Report 3 

Italy 

The Italian ConFinAd course took place in Rome from 14th to 15th February 2013 and was 
attended by 20 participants. General feedback was very positive, but participants commented 
that they would have preferred more time for the training in order to explore some topics in 
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more depth, such as communication skills, insurance, applicable rules/laws, sociological 
analysis. Both participants and trainers suggested that individual training courses on each topic, 
including the sociological aspects, should be offered throughout the year, in order to address 
the high demand for more practical information for counselling consumers. 

Austria 

The aim of the Austrian course has been achieved. The 17 participants were interested and were 
much engaged in discussions. Nevertheless, participants were expecting more expert knowledge 
in the field of financial services because they were all highly experienced advisers (only one was 
new, having started 6 months previously). They knew a lot about communication skills. The 
positive aspect was that the course created a network of advisers working on Financial Advices 
and provided an overview of the different entities working in the field. The trainer considered 
that it had been very useful to collect the challenges for non-profit consumer financial advice 
since the group of advisers in the non-profit area is very small.  

Hungary 

Overall, the 16 participants were very satisfied with the course and its content. Very few 
comments were provided by participants, almost all mentioning that the course had been useful 
and had provided knowledge with practical application. Participants most appreciated sharing 
best practice with their peers, while others mentioned that more practical exercises would 
improve the course. With regard to the contents, most participants seemed familiar with the 
topic of Consumer Redress as most of them were working for consumer organisations. 
Participants said that they thought that the SALIS concept was an excellent tool, but that its 
application was limited as only few consumers would really need it. The 2-day programme based 
mostly on SALIS was therefore not seen as the most suitable approach, given Hungarian 
circumstances. 

Cyprus 

The course in Cyprus was attended by 15 participants. The consumer movement in Cyprus is 
not particularly strong and consumer awareness is considered low. Consumersõ associations 
have little experience of providing financial advice to consumers and are in need of resources in 
order to provide appropriate assistance. Because of the lack of consumer advice institutions, 
and the consequent lack of expertise in this area, combined with consumersõ additional debt 
problems arising from recent macro-economic developments (income cuts, still relatively small, 
and rising unemployment), the ConFinAd seminar was very warmly received, very much 
appreciated by participants and all modules were considered very useful. A variety of 
backgrounds and experience was represented in the course, yet the majority of participants had 
little experience of financial advice, which is why all participants showed a clear interest in the 
content of this seminar. Although trainers were praised for their performance, participants 
would have preferred more collaboration with experts from Cyprus in order to even better to 
meet their needs. As mentioned by trainees in many other participating countries, participants in 
Cyprus felt that 2 days had not been enough time to discuss the wealth of issues arising, and 
that certain topics needed to be developed in more depth. Participants showed strong interest in 
attending a second seminar in the near future, also in order to receive more information as to 
what is happening in other European countries. 

Sweden 

In Sweden, 15 participants attended the training. Overall, participants liked the course and 
appreciated the practical exercises and lively discussions. They felt that their expectations had 
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been met. In terms of improvement and/or follow-up, they mentioned that the schedule had 
been tight and a bit stressful. Some participants felt that the modules were too strictly followed 
by ConFinAd and would have liked more flexibility. Most participants said they hoped for a 
follow-up course on general financial advice.  

Finland 

12 advisers were trained at the course in Finland. Participants were pleased with the course. 
They highly appreciated the fact that the group had been small, leading to intense and lively 
discussions. In terms of areas where there was room for improvement, they would have liked 
less bureaucracy in the signing-up process. Regarding the schedule, the main constructive 
comment was for more breaks during the 2-day training. As reported by other course 
participants, Finnish participants also suggested organising the course again and opening it up to 
other sectors of the population. As in many other countries, the participatory approach, 
interactive methodology, and some input such as on communication skills was a high priority. 

France  

In France, more applications for the course than received were expected. Despite the relatively 
low number of participants (13) the main positive achievement of the training was to transform 
a sceptical audience of advisers, used to dealing with problem-solving issues within a context of 
redress and litigation, into one that understood the nature of general financial advice. Many 
participants said that this is the sort of preventive, early decision-making and enabling advice 
that their entities will increasingly need to learn how to provide. The training team reported that 
the course was an important step towards creating a cultural shift in the attitude of advisers, 
whereby advisers learn to depart from being experts in solving and resolving and position their 
services further upstream to offer more guidance to consumers. Participants felt that certain 
modules should be extended in duration and should be developed further (e.g. second-day 
modules on insurance, investments and savings, consumer credit and overindebtedness) and 
that certain standard modules such as Concepts, Products and Financial Markets (module 3), 
Consumer Behaviour (module 5) and Communication Skills (module 6) should be reduced in 
length. Participants also said that the course administration would also be improved if the 
application for the course was made simpler, suggesting that the letter of motivation should be 
requested only once the first-round selection had been successful and if the number of 
applications was too high. Running such courses at regional or local level rather than in Paris 
was also mentioned, as well as the interest in and usefulness of building a network between 
participating European advisers for exchanging best practice. 

Luxembourg 

The ConFinAd training in Luxemburg can be considered a success given the feedback received 
from participants, the number of professional advisers trained (14) and the relatively small pool 
of consumer advisers available to apply, given the size of the country. The course was heavily 
attended by people from a social work background and some aspects were seen by some as 
quite technical. The course was also found to be too intense for two days, and participants 
would have preferred a third day. Local organisation of the course was reported to be very good 
and the trainer methodologies used reflected the ConFinAd approach. Trainers felt compelled 
to use the material and learning objectives set by ConFinAd and would have appreciated more 
freedom in determining the training content.    
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Spain 

The ConFinAd training in Spain was regarded both by participants and national trainers as 
particularly important in the present crisis in the country, as well as very useful for improving 
independent, non-profit financial advice. The 19 participants came from a range of 
organisations and institutions and had a wide range of experience. This had a very positive 
effect on work throughout the 2-day workshop. This European Commission ConFinAd 
initiative was highly appreciated and all participants were very keen for the initiative to be 
continued with further seminars, allowing professionals faced with similar challenges to 
exchange, learn from specialists in their field, and make contact with financial services 
authorities and EU representatives (both Spanish courses benefited from an EU representative 
opening the training course). 

Interim Report 4 

Lithuania 

The Lithuanian ConFinAd course took place during the countryõs Presidency of the EU and 
was opened by the General Director of the State Consumer Protection Agency, which lent 
prestige to the training. Attendance on the training course by 17 representatives of entities from 
across the country was a positive achievement. The Consumer Redress module was covered 
very early on in the course and was well appreciated, especially because of the large amount of 
material distributed to the participants. Group dynamics and involvement were good 
throughout the 2 days, with sessions often including debate (such as during the module 
covering the SALIS concept). In addition, the trainer used media such as internet videos to 
enliven the sessions and inform the audience. While participants found there was sometimes too 
little time for questions and answer sessions, the overall course assessment, including of the 
quality of the trainer was very good. 

Slovak Republic 

The aim of the Slovakian course was achieved and the maximum number of advisers (20) were 
trained . Participants were satisfied and some of the first dayõs more fundamental modules, such 
as the one on non-profit advice, was well received and reported to be of great value to an 
understanding of the different styles and forms of counselling. Participants were eager, in this 
module in particular, to draw up an interactive map of organisations in their country, which was 
a good indicator of the relevance of this module to the current context (this is an exercise 
usually reserved for Modules 7 and 8). While some participants would have liked more time 
exploring tools for distinguishing between needs and wants, others thought that it was 
acceptable for the module on concepts to be short because of its general nature. Participants 
learnt the importance of using an approach like SALIS systematically and liked the role-play by 
trainer at different times as either an average or an unsophisticated consumer, which they felt 
highlighted certain nuances that advisers should be aware of. This course used the SALIS tool 
more than any other course and the trainer did a good job of using it to enable key conclusions 
to be drawn, such as the assessment that, in general, non-bank loans are more problematic for 
consumers, whereas mortgage lending is perhaps less of a problem area. Participants found the 
savings and investment module of particular benefit because of the expertise of the trainer in 
this field, as they were taught methods of calculating costs and assessing their impact on 
investment return over time. Participants found the trainer, logistics and organisation to be very 
good. 

The Netherlands 
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Overall, participants were satisfied with the course and its content. The course was especially 
useful because there were no established entities providing general financial advice upstream, 
before consumers approached them with a problem. The 16 participants were from diverse 
backgrounds and the atmosphere was reported to be good. The Dutch context was especially 
influenced by the recent ban on commissions for complex consumer products, and the issue of 
charging for advice and communication of the advice given took up a large part of the 
discussion as a result. While the issue was covered slightly in the module on communication 
skills, it was allocated its own module at the end of day 1. Participants benefited especially from 
exploring areas such as insurance, where there were a number of recurrent problems and sub-
optimal consumer purchases. The trainer also used interesting exercises focusing on life-events 
of consumers that could be of use in other courses. Most participants left the course with an 
interest in exploring the provision of general financial advice.  

Belgium 

ConFinAd had identified Belgium as a country where the minimum number of participants 
would potentially be difficult to reach. With its 3 national languages and its national situation, 
Belgium was not only the 27th and last course but also the most challenging country in terms of 
organising, promoting and running the course. More details on the challenges faced by 
ConFinAd can be found in the national course report. Despite those challenges and the 
consequent low number of participants (5), the training course was nevertheless very well 
received by those who attended. They considered the course to be very interesting and useful 
for their daily work. Very good organisation and a warm atmosphere were highlighted by all 
participants. The ConFinAd course in Belgium chose to integrate the case studies and the area-
specific financial modules from day one, which allowed substantially more time to be dedicated 
to the Credit and Overindebtedness modules (the former especially appreciated by participants). 
The SALIS tool was not covered in this ConFinAd course and some improvement in choice of 
subjects (business insolvency) and methods (presentation of slides and technical content) is 
possible. 
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3  Analysis of the ConFinAd project and outcomes  

3.1  Achievements so far -  Meeting the objectives  set   

The objectives of ConFinAd were to train non-profit entities that provide general financial 
advice to consumers. According to the proposed set of contents and methodologies and 
compulsory and facultative modules both outlined in the contract terms of references and in 
ConFinAd's proposal and inception report, these objectives have been successfully met. The 
capacity of these entities was enhanced by further developing their knowledge of financial 
services (via the tools, trainer expertise and broad range of subject areas covered), their ability to 
provide effective general financial advice to consumers (via tools and practical examples) in a 
sustainable manner (via the consumer needs approach, training of multipliers, networking and 
transferring a sense for a collective approach). As a reminder the non-profit entities were 
trained on the basics and methods of financial services and financial advice, some soft skills in 
advice provision and evaluating consumer options, and on financial areas and topics as well as 
on other country- specific subjects such as legal rights and redress. The training involved 
modules (outlined in the Annex) and methods, presentations, group exercises and case studies. 

ConFinAd's judgement and self-assessment by participants with regard to their knowledge and 
skills obtained through attending the training course, show a very positive result for the overall 
training project and potential demand for further similar initiatives. The charts shown in this 
section present the overall evaluation of the courses with regard to learning, impact and results. 
They are based on participants having been asked to self-assess their own learning results before 
and after the training.  

3.1.1  Improvement in financial advice skills  

The findings with regard to overall skills and knowledge of the topic, shown below, indicate that 
prior to attending the training course, most participants, i.e. 65% rated their skills in òfinancial 
adviceó as average or less (score 1 to 3), 25% of the participants felt their skills in this area were 
already quite satisfactory (score 4) and 5% rated their skills as being detailed (score 5).  

 

Figure 10 : Participant evaluation of own financial advice skills (31 courses)  
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At the end of the course, 75% of participants were able to rate their current skill set in the area 
of financial advice well above average. While these responses are self-declared and therefore do 
not necessarily reflect the objective skills gap or need for training the advisers may have, the 
previous figure does show a tripling of those with above average skills, and a reduction of those 
with less than average skills from a 65% share to less than 20%.  

3.1.1.1  Relevance and use of the skills learnt at t he training  

When asked about whether the learning content had been targeted to their work, former 
participants said they used most of the acquired knowledge and experience on a daily basis. 
Alongside the 58% of participants that claimed the training had been relevant for their daily 
work, a further 29% also confirmed that at least part of the training had been useful for their 
work.  

 

Figure 11 : Relevance of learning content (31 courses)  

When asked about whether they would be able to use the knowledge gained during the training, 
most of the participants confirmed to this, adding that the network of experts created during 
the training was particularly useful to provide support to them when quick assistance was 
sought. In this context, several participants said, that they appreciate having learned whom to 
approach for assistance in case of complex products. 92% said that they could apply fully or 
partly what they learnt in the course, while only 2% gave a negative answer. Excluding the 
observations from those that did not provide an answer (shown below as 6%) results in 99% of 
participants able to apply the skills they were taught. Almost a quarter thereof saw at least a 
partial application possible, often because not all aspects of the course were directly relevant to 
their job (this was the case for some experienced lawyers, for example). 




































































































