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Introduction

Inclusion London 

Inclusion London is a London-wide user-led organisation which promotes equality for London’s Deaf and Disabled people and provides capacity-building support for over 70 Deaf and Disabled people’s Organisations (DDPOs) in London and through these organisations our reach extends to over 70,000 Disabled Londoners.   

Disabled people

·  ‘Twenty-one per cent (13.3 million) of people reported a disability in 2015/16, an increase from 19 per cent (11.9 million) in 2013/14. Most of the change over the two years came from an increase in working-age adults reporting a disability (16 to 18 per cent)’.

· There are approximately 1.2 million Disabled people living in London.

Inclusion London’s evidence  
Inclusion London welcomes the opportunity to provide evidence to the London Assembly Economy Committee’s investigation into the Mayor’s role in promoting and supporting financial inclusion in London.   We have answered the first three questions: 
·  The extent of financial exclusion in London, how it manifests itself and what are the main causes?

·  How could the Mayor work with the charitable sector and business to support and promote financial inclusion?
We have given recommendations throughout our evidence.

· The kinds of support currently available to those financially excluded?

            We have addressed this question at the end of the evidence. 
Our evidence is illustrated with the experiences of Deaf and Disabled people sent to us by DDPOs.  We have changed all names to protect anonymity.    
· The extent of financial exclusion in London, how it manifests itself and what are the main causes?

In London over half of families with a disabled child live at the margins of poverty.
  In the UK 30% of households with at least one Disabled member were in “absolute poverty” in 2013-14, a rise from 27% in 2012-13
. 

Research needs to be commissioned in order to find the full extent of financial exclusion and its causes amongst Deaf and Disabled people in London.  However, below we provide evidence of the key drivers of financial exclusion we are aware of, which include:

1.  The impact of welfare reform since 2010 on Deaf and Disabled people, which has resulted in debt and bankruptcy so banking services cannot be accessed or access is curtailed. 
2. Lack of access to the internet so shopping around for the best deals regarding goods and services is not possible.       
3. Inaccessible banking/financial services
4. Punitive bank charges
5.  Advocacy and support not permissible by banks or not available.
The impact of welfare reform since 2010
Disabled people have experienced a disproportionate impact of welfare benefit cuts and changes.
  The use of food banks has increased
 and so has the risk of evictions.  The removal of benefits has been linked to suicides.
 Academic research assessing the rise in mental ill health associated with the Work Capability Assessment.
   Benefit sanctions leave Disabled people struggling to cover daily living costs
 while having a destructive impact on mental and physical health.
  The assessment for Personal Independent Payment (PIP) assessment is inaccurate
 and has resulted in thousands of Disabled people being forced to return their Motability vehicles
  leading to isolation at home unable to take up employment opportunities. Changes to ESA (Employment and Support Allowance) have reduced the benefit for new claimants in the work-related activity group by £30 a week from April 2017.
    
Below are 3 case examples sent to us by Deaf and Disabled people’s Organisations, which illustrate the problems regarding welfare benefits:  

“People with schizophrenia and severe mental health problems often come to us for support at a crisis point, when they have had no income for some time, and are on the point of eviction. The person has often applied for ESA but been found fit for work”

“The original decision found the Disabled person was not eligible for ESA because they had been awarded 0 points. Mandatory Reconsideration (MR) confirmed this.  However, the decision was reversed at appeal tribunal where the Disabled person was given 30 points.  But by that time their housing benefit stopped, they had been evicted and thrown further into depression.”

“Client has leukaemia, angina and is a wheelchair user. Client was receiving ESA when she was sanctioned due to the DWP having incorrect information about her, stating she was living with someone when she was not. Her ESA was sanctioned; as a result of this all her benefits (Housing Benefit and Council Tax Support) were stopped. She was now down her last pound and extremely desperate and at a loss at what to do. The Disabled person then was able to access the Food Bank service, she was given food for the next few days…”  
In addition Universal Credit is now being rolled out in most London boroughs.  There is a worrying assumption that Deaf and Disabled people can/will manage an all-in-one payment without getting into difficulties with budgeting and into arrears with housing costs.  The reality is that it is likely that debt and financial exclusion will result because payments are made one month in arrears, if not longer because of delays, and for some there is no payment for the first seven days.
  
At the end of 2016 the United Nations published an inquiry report which found evidence of ‘grave and systematic violations’ of Disabled people’s rights by the UK government due to welfare reform.
  In the recent UN session in Geneva, which was part of the periodic review of the UK’s implementation of the UN Convention on the Rights of Persons with Disabilities (UN CRPD), the UN Disability Committee Chair, Theresia Degener, in her closing questions to UK government representatives stated: 

“Evidence before us now and in our inquiry procedure as published in 2016 report reveals that social cut policies has led to human catastrophe in your country, totally neglecting the vulnerable situation people with disabilities find themselves in.”

	Recommendations: 

a) To ensure the work of the Economic Fairness unit, digital and financial inclusion team explicitly address the poverty issues relating to Disabled Londoners

b) The GLA carry out a cumulative impact assessment on how policies and measures carried out through welfare reform have affected Disabled Londoners.
 

c) For the Mayor to publically oppose the continuing and disproportionate impact that Welfare reform and austerity is having on Disabled Londoners.
d) The Mayor fulfils his promise to mitigate the impact of welfare benefit reforms.


Lack of access to banking services due to problems with welfare benefits
 Deaf and Disabled People experience debt or bankruptcy because of problems with welfare benefits, such as ‘benefit delays’ and then cannot access banking services or their access is curtailed in some way as  evidence provided by a Deaf and Disabled People’s Organisation in London reveals:

NB ‘Benefit delays’ often occur because a disabled person is initially found not eligible for a welfare benefit often due to an inaccurate assessment and has to go to appeal to overturn the decision, meanwhile debts are occurred as in the first example illustrates:

 “Some disabled people have reported that debt/bankruptcy incurred as a result of higher impairment related costs, delays in benefits, care charges and have resorted to payday lenders etc.  This means that they are only accepted for an account with no credit facilities, interest or special deals as part of the package.

Although some people actually got the full amount of back pay (e.g. from where they had to appeal / go to tribunal etc.) the damage had already been done in terms of credit ratings and extra interest owed for debts that wouldn’t have occurred (at least not to the extent they did) had there not been delays…..’

One severely disabled client was brought up with alleged fraud charges by the DWP - (recently cleared in criminal and civil court) - leaving no income from benefits and massive debts. She wasn’t able to get banking facilities the whole time and now can only get basic account due to debts.

Another client ran up huge debts to pay for care needs while council made a decision even though they had assessed as eligible and now cannot access a regular account.

One person mentioned that there was an account or service, that helped you budget your money by separating out what was needed for bills and what was “disposable", that would have been really helpful but as it was a paid for service, they couldn’t afford to have that type of account. (It costs £17.50 per month!).”

	Recommendation: 

e)      The Mayor uses his influence to encourage banks to reduce the charges for the type of accounts that indicate disposable income.


Bank charges
Bank charges tip many people that have a small amount of debt into ever deepening financial difficulties as the DDPO’s evidence shows: 

“I think these bank charges are one of the biggest culprits of debt for all disabled people and I really do think banks should re think on this. Being in debt does affect your credit rating, can make people take loans from these sharks who charge huge amounts of interest because people find they cannot borrow from mainstream financial institutions”
	Recommendation: 

f)      The Mayor uses his influence to encourage banks to reduce the charges for being over drawn .  


Online shopping not accessible  

A quarter of Disabled adults have never used the internet.
  Lack of access to the internet results in Deaf and Disabled people paying more for essential goods and services, such as gas and electricity because it is not possible to shop around online for the lowest price.   
Also not all Deaf and Disabled people are able to do the price comparison work needed or negotiate a better deal with the current provider over the phone.  Deaf and Disabled people experience considerable barriers in day to day life, which impacts on emotional well-being and the need to shop around for a better deal becomes an additional stress. Also sometimes the time needed to do extensive searches is just not available. This makes it far less likely that we will be able to undertake active roles as consumers.  

Support is needed to enable Deaf and Disabled people to access the reduced prices for essential services.  However, not all DDPOs have the funding to provide this support. For Deaf and Disabled people who are bed bound need this support within the home. However, social care has been cut to ‘a clean and feed’ model so this support is not available  
	Recommendation: 

g)      The Mayor targets Disabled people who wish to be online by 2020 as part of the Digital Inclusion Charter promise.
h)     The Mayor champions the need for additional funding for social care to put it on a sustainable footing.


Lack accessible banking services 

Lack accessible information  
Accessible information needs to be provided by banks so that Deaf and Disabled people, particularly people with learning difficulties, visually impaired people and Deaf people can understand what is entailed in opening the account such as what the terms and conditions of a current/savings account or taking out a loans are.  In particular the penalties for going overdrawn and what the interest rates on loans need to be made clear. Accessible information is needed on an ongoing basis e.g. for accessing bank statements.  Below are some examples of accessible information for people with different impairments:

· Deaf people may need the details of opening account, bank charges, interest rates and statements etc. explained via a BSL interpreter and Easy Read
 information provided. 

· For people with learning difficulties a verbal explanation in plain English may be needed together with printed Easy Read information. Some people with mental health support needs may need information in a similar format.    

· Visually impaired people may require a plain English verbal explanation together with information in Large print, Braille or audio.  
Deaf or Disabled people’s access needs differ so staff need to ask each person what format is required.   

The provision of accessible information by banks is required by law under the duty to provide ‘reasonable adjustments’ in the Equality Act 2010
, but this duty is often ignored.  Also many Deaf and Disabled people do not know they can ask for information and statements in the formats needed.  This presents a barrier in accessing banking services at the very first step.   The message is clear: lack of accessible information results in financial exclusion for Deaf and Disabled people.

	Recommendation: 

i)  The Mayor uses his influence to encourage the banks to provide Deaf and Disabled people with information in the required format, in accordance with the Equality Act 2010.


Deaf People
The following evidence from a member of staff member, who has worked at a Deaf and Disabled People’s Organisation for over 20 years, illustrates well the  following issues:

· Deaf people are unable to access savings account due to the lack of accessible information.  

· Deaf people not understanding bank statements or charges so get into debt.

 “I want to give from my prospective the problems that my clients, profoundly Deaf BSL users, encounter with financial exclusion, credit and debit cards, in fact a number of issues. 

Firstly for those of us that are hearing we pick up information via the media/leaflets/in branch information re savings accounts, the majority of my clients cannot get this information readily, the information is not in BSL and staff in branch would have to book an appointment with a BSL Interpreter just to explain about all the different accounts. Getting this appointment is not easy…..   So many have been unable to access savings accounts due to the fact they do not know about them. 

Debit and Credit cards, so many of my clients do not understand the difference …… and what worries me is so many have signed up for credit  cards. What really shocks me is how so many of my clients are in debt with bank charges, it scares me how easily they get into debt by going overdrawn and it is like a never ending circle, they just can’t get out of it…..They do not understand about interest charges and how if they have direct debits they must have money in the bank ….. 
 We now assist clients to read their bank statements regularly, so many are paying for things that they did not realise they were doing, helping them to stop paying for services they do not need.  I have been involved in helping out on quite a lot of fraud stuff .. 
….Since benefits have been paid directly into banks this has added more problems, any change of circumstance means benefits are not paid or a claim has not been made ‘live’, the client is unaware their benefit has not been paid in and direct debits are then not paid. The circle then starts of the bank charges being heaped on and it is not easy to get the DWP to reimburse.  
Telephone contact inaccessible for Deaf people

Below is a case of ‘Angela’ a Deaf person, which raises the following issues:

· It is not appropriate for banks to insist/rely on telephone contact with a Deaf person because is not accessible  

· Lack of accessible communication forces a Deaf person to share their financial details so compromising confidentiality. 

‘Angela’s evidence illustrates the frustrating process Deaf and Disabled people have to go through to obtain everyday banking services that are easily accessed by non-disabled people:

“I am officially registered as Hard of Hearing…..  For several years now I have been unable to understand the call centre staff at Barclaycard, my credit card provider. Unfortunately Barclaycard has no system in place to cope with my inability to engage via telephone. 
On several occasions in recent years Barclaycard have arbitrarily declined valid transactions for 'security' reasons. I have then received a telephone call from Barclaycard which I have been unable to hear. When there was anyone else at home, they answered the telephone on my behalf and explained the situation, only to be told that Barclaycard would only speak to me. Barclaycard would also not allow the use of a speakerphone to enable the other person to relay the information to me so that I could reply directly, so my account was frozen. On occasions when I was alone and unable to answer the telephone, my account was frozen because I had not answered. The retailers I was attempting to deal with were then given the incorrect impression that I was untrustworthy. 
The only way I could unfreeze the account was either to telephone Barclaycard, which I was unable to do, or go to a branch of Barclays Bank during banking hours along with proof of identity and accompanied by my partner or a family member…..  On each occasion I had to divulge private personal and financial information to bank staff, in front of the person who had accompanied me….. On one occasion, it was arranged with Barclaycard that my partner could speak for me after providing extensive security information. However, the next time I had problems, Barclaycard denied any arrangement existed….
I am an educated, ex-professional woman who would dearly like to be independent and manage my financial affairs privately…. I consider that financial institutions discriminate against the deaf by either making services inaccessible for those who cannot use a telephone or only accessible at enormous inconvenience. There is also the matter of security; the more people who are party to the deaf customer's private information, the greater the risk of security breaches.

Sharing of financial details

One of the issues that was raised several times in the emails from Deaf and Disabled people was being forced to share financial details with another person, often due to the inflexibility of banking staff.
	Recommendations:   
j) The Mayor encourages all banks to put an accessible communication system in place that enables Deaf people to communicate easily with them, especially when a transaction needs to be verified. Telephone contact should not be used with Deaf people a ‘reasonable adjustment’.

k) The Mayor uses his influence on banks and other financial services make reasonable adjustments to ensure that Deaf and Disabled people do not have to share their personal finances with a third party.  


Activation of bank cards at ATMs

 Another difficulty is caused by banks requiring a credit or debit card to be activated at an ATM. This was mentioned by several other Disabled people, see ‘Catherine’s’ example below: 
“I am restricted to my bed for most of the time and I do most of my shopping online, including my household shopping. I have found there are difficulties caused when a new debit or credit card arrives, because it has to be activated at a cash point with a pin number, but I can’t get to a bank to do this.   My nearest branch that I could activate the new Santander card that arrived through the post is about 2 miles away and I haven’t been there for about 3 years….. The banks need to consider how to facilitate some other way a Disabled person can activate a new card”  

	Recommendations:   
l)  The Mayor uses his influence to encourage all banks to allow new credit and debit cards to active by telephone, or another secure method, which does not involve a journey to an ATM. 


Other issues

Lack of local branches

Banks are closing local branches, so the nearest bank can be a comparatively long journey away. This causes difficulties for Disabled people, who cannot travel long distances for a variety of reasons, such as pain and exhaustion or inaccessible transport. 

Higher charges for telephone services

Banks can charge more for telephone services than online services, which puts Disabled people that cannot use online services independently at a disadvantage.
	Recommendations:   
m)    A reasonable adjustment is made so that telephone services are not more expensive when online services are not accessible to a Disabled person.


Refused contactless card
Yaqub a Disabled person could not obtain a contactless debit card: 

“My bank Santander refused to give me a contactless debit card. They said my credit scoring is not good enough to have one. I don’t know what this got to do with credit scoring.   Because of my limited use of my hands especially fingers, I find it extremely difficult to enter pin when I do my shopping. As a result, people can actually see me putting my pin in. and sometimes I had to enter pin few times and you can see people on the queue looking at me and getting bit frustrated. 

 
The bank is still refusing me contactless card and I am going to switch account”
	Recommendation:   
n)   The Mayor uses his influence to encourage all banks to provide contactless debit cards, when requested by Disabled people as a reasonable adjustment if necessary. 


Denied a bank account

 In the case below a Disabled person’s right to hold a bank account, in their own name is being denied:  
At one time my son who is physically disabled, manifested in many ways but in particular by inability to speak and inability to write, was able to open a bank account with RBS and also with the Halifax. Both of these accounts were essential for handling his ILF funds and his welfare benefits.  Sadly the banks have reached a stage where both accounts are now listed as my accounts and he is named on the accounts rather than having his own account.  Halifax will not even allow him a debit card in his own name, but have issued one in my name.   I had to threaten RBS that I would go to a disability rights tribunal if they refused to let him have an account.

Disabled people, such as world renowned scientist Steven Hawking, can have speech impairments and physical impairments but that does not mean they have a lack of capacity to manage personal finances.  Disabled people’s rights to have equal access to goods and services under the Equality Act 2010 should not be denied.
  
	Recommendation:     
o) The Mayor uses his influence to encourage all banks to adhere to the rights to equal access to services under the Equality Act. 
   


Visually Impaired People

Below are the experiences of visually impaired people. The first case below involves a registered blind person, ‘Jo’.   Jo requested that Santander bank provided: 
· A credit card that does not have contactless technology 

· A PIN number in Braille for the new credit card
· A credit card which could be used without having to unlock it in an ATM first.

 ‘Jo’s’ experience below illustrates the frustrating process of trying to obtain accessible banking for a visually impaired person:   
“I am registered blind. I recently endured a 19 week process with Santander bank over trying to get a non-contactless credit card with a braille pin.   
Being blind, I do not feel confident to use contactless technology - I find it hard to know when a transaction has been processed, there is a greater risk of fraud and double charging with contactless, and I have a more limited ability to check my statements to detect incorrect transactions.  So I would prefer not to have this contactless technology.   
I use online banking so I don't get many letters through the post.  But for those letters that do come by post, I use a PC to scan them.  Unfortunately, the letter containing the pin does not read in the scanner, hence wanting this letter in braille.    
Being blind, I am unable to see the screen of an ATM, or where the relevant buttons are.  So I cannot use one. 
So my request was clear and simple: I asked Santander to send me a replacement credit card that does not have contactless technology, send me a pin in braille for it, and allow me to use this card without having to unlock it in an ATM first. 
Here are just some of the issues I encountered: 
-  The bank was unable to permanently opt me out of the contactless technology on its new credit cards, even though it does purport to offer a contactless opt-out service.   So every time I opted out, it then went and opted me back in again so I kept being sent a new credit card with contactless capability.  This happened three times…… 
After 19 weeks, the issue still had not been resolved.  
In all I was issued with 7 different cards and at least the same number of pins (some cards had no PINs, one card had three PINs); I received a total of 23 items of correspondence, some in print, some in braille and some electronically; I had 32 telephone calls lasting a total of over 12.5 hours and have spent at least a further 16 hours of time scanning letters, and writing 35 pages of notes of phone calls to keep track of what has been happening….. 
To date, the bank has been unable to issue me with a non-contactless credit card, with a one off braille PIN that can be used by me without having to unlock it in an ATM….. The bank tried to shut down my complaint by opening a formal complaint against my will, then giving me no time to actually state my complaints before "resolving" it….. 

 The bank has a very limited interest in or capacity to provide accessible solutions to blind customers.”  
Disabled people can have different needs. Jo needs a card without the contactless facility, while Yaqub needed a contactless card, in both cases the banks met their requests with inflexibility, a lack of reasonable adjustments as well as just plain inefficiency.

	Recommendations:     
p) Banks provide debit and credit cards that do not have contactless technology, when requested
q) PIN numbers are sent in Braille for the new credit or debit card after the first request. 


‘John’, a visually impaired person (VIP) in raises access issues, which are experienced everyday by many visually impaired people below: 

“I have 4 main problems to highlight:
- First when using outside cash machines in bright sunlight VIP's find it impossible to read the screen. In fact I now go into the bank to withdraw money at the counter but that only works during office hours.

- Secondly printed mini statements are difficult to read especially when the ink is low
- Thirdly when telephoning a bank it is automated asking for various account numbers which we can't see..”
- Finally when doing things on line you are asked to do a security check to make sure you are the right person. That's reasonable except the check is a visual one for you to enter what you see on the screen.”
Banks are failing to make reasonable adjustments for Deaf and Disabled people.  Requests can be met with outright refusal or long winded inefficiency, both of which are extremely frustrating.  As illustrated by the cases above the reasonable adjustment needed differs from person to person. To ensure their services are accessible Banks and banking staff need to ensure their systems are flexible enough to make the reasonable adjustments that Deaf and Disabled people are entitled to.
	Recommendation:     
r) The Mayor uses his influence to encourage to fulfil their legal duty to make reasonable adjustment for Deaf and Disabled People.   


· The kinds of support currently available to those financially excluded?

Some Deaf and Disabled people need advocacy and support to open a bank account and to management their financial affairs on a ongoing basis.   However, banks do not allow this to take place over the phone, which causes problems as illustrated by DDPO evidence below:
“I also have a number of deaf/blind clients… and a number with mental health problems that need extra support when dealing with financial issues…. it would be great if the banks each had dedicated lines for someone like me to call and be able to assist the client there and then. If an organisation is registered with them surely security can be passed.” 

	Recommendation: 

s) The Mayor uses his influence to encourage Banks to allow security checked  advocates to assist Deaf and Disabled people with their banking.      


Unfortunately support is not available for Deaf and Disabled people across all London boroughs because DDPOs cannot obtain the necessary funding.    The need for frontline advice and casework on benefits and debt is increasing just at a time when funding is becoming increasingly difficult to obtain, particularly as little funding is now available from local authorities.   For instance Universal Credit is being rolled out across London, advisers are already beginning to see impact of the new, complex structure which Deaf and Disabled people can find difficult to cope with.   Universal Credit has digital by default application system, which is not accessible to many Deaf and Disabled people, also Universal Credit payments are received in arrears, there is no payment for the first seven days
 and housing benefit is not paid direct to the landlord
 so debt and the threat of eviction is likely to increase and with it the call for support, which DDPOs may not be able to meet due to the lack of funding. Some organisations that provide support to particular sections of the community such as carers or for particular impairments such as Rheumatoid Arthritis and not available to all Deaf and Disabled people.
Also not all Deaf and Disabled People are aware of their rights to reasonable adjustments needed by banks and other organisations.  Deaf and Disabled People’s Organisations (DDPOs) play an important role by providing information and advocacy regarding these rights and need funding to do so.    
	Recommendation: 

t)  To work with London’s voluntary sector and London Councils to map provision of information, advice and advocacy provision across the City in order to understand and evidence the need for these services by excluded communities including Disabled people
u) To address the funding Deaf and Disabled People’s Organisations in a strategic way, particularly regarding advocacy and support services.   


That concludes this response. 
​​​​​​​​​​​​​​​_________________________________________________________________
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www.inclusionlondon.org.uk
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� The UN Committee CRPD has recommended that a cumulative impact assessment is conducted by the government: � HYPERLINK "https://www.inclusionlondon.org.uk/wp-content/uploads/2017/09/CRPD_C_GBR_CO_1_28817_E.docx" �Read the UN CRPD’s Concluding Observations here.�  


� � HYPERLINK "https://www.gov.uk/government/publications/transforming-our-justice-system-joint-statement" �https://www.gov.uk/government/publications/transforming-our-justice-system-joint-statement� 


� Easy read is written information in plain English accompanied by pictures or icons, which explain the text, in 18 point.


� � HYPERLINK "http://www.legislation.gov.uk/ukpga/2010/15/section/20" �http://www.legislation.gov.uk/ukpga/2010/15/section/20�





� � HYPERLINK "http://www.legislation.gov.uk/ukpga/2010/15/section/20" �http://www.legislation.gov.uk/ukpga/2010/15/section/20�





� � HYPERLINK "http://www.legislation.gov.uk/ukpga/2010/15/part/3" �http://www.legislation.gov.uk/ukpga/2010/15/part/3� 


� � HYPERLINK "http://www.legislation.gov.uk/ukpga/2010/15/part/3" �http://www.legislation.gov.uk/ukpga/2010/15/part/3�





� � HYPERLINK "https://www.gov.uk/government/publications/universal-credit-different-earning-patterns-and-your-payments/universal-credit-different-earning-patterns-and-your-payments-payment-cycles" �https://www.gov.uk/government/publications/universal-credit-different-earning-patterns-and-your-payments/universal-credit-different-earning-patterns-and-your-payments-payment-cycles� 


� � HYPERLINK "https://www.gov.uk/government/publications/universal-credit-and-rented-housing--2/universal-credit-and-rented-housing-guide-for-landlords#paying-rent" �https://www.gov.uk/government/publications/universal-credit-and-rented-housing--2/universal-credit-and-rented-housing-guide-for-landlords#paying-rent�
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