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The event in a nutshell
The forum was organised with the aim to collect views from the different stakeholders on the importance and the effectiveness of debt-advice to address overindebtedness.
The debate has confirmed that debt-advice has a very positive role to help clarify the situation of the debtors, prioritise the actions they need to put in place, facilitate the negotiation between the parties and help debtors to better manage their funds and schedule their repayments.
Moreover, it was agreed that debt advice is a tool that in the same time can help households to recover and banks to recuperate credits and that it is very effective if provided at an early stage.
As a result, the Commission committed to facilitate the exchange of best practices and the initiatives aimed at capacity building. In addition, the Commission will reflect on other possible actions, for example in the area of funding.


Context and Presentations
Structure of the meeting:  
1 -A first plenary session including an introduction by the JUST Director General, two introductory presentations by a debt advisor and a representative of the creditors and videos of overindebted households who availed of debt-advice 
2 – Three parallel sessions, dedicated to discuss: 
2.1 - the main characteristics of good debt advice and how it works, 
2.2- the broad economic and social context
2.3 - the role of debt advice in the recovery of over-indebted households
3 – A last plenary session, where the results of the three parallel sessions have been explained and where the Commissioner has closed the event.

First plenary session
JUST Director-General, Ms Tiina Astola, emphasised the impact of over-indebtedness and the related risks of social and financial exclusion and stressed that both preventive measures, such as adequate financial education, and remedial ones, such as debt advice, are needed.


The representatives of both debt advisors and creditors agreed that debt advice is a tool that in the same time can help households to recover and banks to recuperate credits. Here are their presentations:  
Videos with the concrete experience of hit households were also shown, illustrating the positive impact that debt-advice may have on their life. 
First parallel session
This session was devoted to analyse the main characteristics of good debt advice and how it works. Concerning the requirements and challenges for debt advisors, the main issues raised were
- Theoretical knowledge and experience
- Personal quality (rationality, empathy, creativity…)
- Needed to create trust and offer quality advice
- Funding is the key challenge. It should be sufficient to ensure the quality and independence of the process
- Financial education can work well when it is provided in the adequate manner. At the very least it can trigger an initial reaction. 

Concerning the consequent recommendation, they are:
- Quality requirements and training
- Develop Code of conduct / best practices
- Make available training modules 
- Certification?
- Financing needed for independence, irrespective of the financing mix
- Information about debt advice: create a source of information about where debt advice is available across the EU

Here are the presentations:









Second parallel session
This session was dedicated to discuss the broad economic and social context. The main points raised, including the controversial issues, were that

- Overindebtedness is a multifaceted phenomenon with a negative impact on the society and the single stakeholders. Remedies are beneficial for all stakeholders involved
- Debt advice as a useful tool to clarify the situation, prioritise the actions, facilitate the negotiation between the parties and help debtors to better manage their funds and schedule their repayments. It is very effective if provided at an early stage.
- Debt-advice should not be separated from fight against poverty
- Regulatory framework – is it fit for purpose?

The consequent recommendations were therefore 
-Need to create the conditions for the provision of debt advice across the EU, taking into account the specific cultures and existing structures
-Need to properly measure the economic impact of debt advice
-Need for debt advice to be provided at an early stage
-Exchange best practices to foster a culture of debt advice
Here are the presentations:







Third parallel session
This session dealt with the role of debt advice in the recovery of over-indebted households. The main points raised, including the controversial issues, were that
-Overindebted people are, or perceive to be, in a desperate situation. They are incapable to find solutions and do not know what to do. 
-Debt-advisors offer them solutions and a hope, having in mind their concrete situation and needs (amicable debt-advice). They facilitate the repayment of debts while ensuring that the debtor has a decent life and can repay his debts in a reasonable time and manner.
-Behavioural economics show that people are not rationale in their choices. This entails reconsidering what type of rules might be needed to protect people: for example, easy products and secure standard basic options seem effective to prevent wrong choices. 
-The provision of debt advice is clearly insufficient and not accessible enough.

The consequent recommendations were therefore that
- Debt advice should be available for all EU citizens everywhere. In addition, people should be made aware about where to obtain debt advice
- The funding of debt advice should be sufficient and should come from impartial source
- The Commission is requested to act asap to contribute to ensure the full availability of good quality debt advice services.

Here are the presentations:





Due to the absence of a representative of the credit industry, Ms Jennifer Johnson (European Mortgage Federation) kindly accepted to replace her last moment. In line with the traditional position of the industry, she explained the position of credit institutions (delivering credit is always the result of a worth analysis by the provider, not an arbitrary decision), stressed the need to prevent overindebtedness and emphasised the positive impact of consumer financial literacy.
Final plenary session
The three rapporteurs explained what happened in the sessions they chaired. Here are their presentations, agreed by all participants, which summarise the discussions:



		
Finally, Commissioner Vĕra Jourová drew the conclusions of the event. She stressed the importance of debt advice as a win-win tool for all parties. In particular, she emphasised that consumers should be put at the centre, and should be empowered to take the right decisions. 
As a result of this day, the European Commission will work to facilitate the delivery and the availability of debt advice, by    
- assisting the organisations that want to offer such advice,
- helping spread awareness of best practices.

In addition, the Commission will consider the possibility to
-address funding/capacity building programmes, and 
-promote debt advice across all Member States.
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Dealing
with


debtor


▪ Timely intervention


▪ Customised response (short and long term)


▪ Non judgemental approach


▪ Empowerment/non paternalism


Dealing
with


creditors


▪ Recognition


▪ Competence


▪ Fairness


TRUST
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DEBT ADVISORS’ CHALLENGES


Organizations/Debt Advice Services


▪ Timely and affordable access 


▪ Multiple channels


▪ IT support and innovation


▪ Training


▪ Teamwork (multi-skills)


▪ Network/cooperation


▪ Validation and control (monitoring)


RECOGNITION
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Debt advisor professional attributes


Adapted from: H. Brown and A. Marriott, ADR: Principles and Practice, 2011, 1999
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Debt advisor professional attributes


Theoretical knowledge – stark preparation in negotiation and mediation subjects and techniques


Practical experiente – training with team support/cooperation


Ethics and Sensibility – acknowledgement of the impacts of owns intervention; responsible conduct


Rationality – accurate assessment of debtor´s financial conditions and capabilities


Empathy– understanding of debtor and creditors positions and aspirations


Technical expertise – specialized skils and training related to finances, law… 


Creativity – looking beyond for more improved and long-term solutions


Flexibility– taking advantage of negotiation opportunities 


Balance – preserving independence from both 


parties to achieve a sound, feasible proposal


Human


qualities







Debt advisors difficulties and problems


LEGAL/POLITICAL AND ECONOMIC CONTEXT ???


RECOGNITION


TRUST


INDEPENDENCE







To learn more:


• Brown, H. and Marriott, A. ADR: Principles and Practice, Sweet & Maxwell, 2011, 1999


• ECDN, Evaluation of debt advice. An European Overview, Money Matters, n.º 13, 2016/2017, http://ecdn.eu/wp-


content/uploads/2016/05/Evaluation-of-debt-advice.-An-European-Overview.pdf


• EUROFOUND, Household debt advisory services in the European Union, 2012, 


https://www.eurofound.europa.eu/publications/report/2012/quality-of-life/household-debt-advisory-services-in-the-european-union


• Frade, C. A resolução alternativa de litígios e o acesso à justiça: a mediação do sobreendividamento /Alternative Dispute Resolution 


and Access to Justice: The Mediation of Over-Indebtedness, Revista Crítica de Ciências Sociais, n,º 65, 2003, 


https://journals.openedition.org/rccs/1184


• Rowe, B. et al., Opportunities and challanges in the debt advice sector today, a summary, MAS, 2017, http://asauk.org.uk/wp-


content/uploads/2018/03/MAS-Opportunities-and-challenges-summary-report.pdf



http://ecdn.eu/wp-content/uploads/2016/05/Evaluation-of-debt-advice.-An-European-Overview.pdf

https://www.eurofound.europa.eu/publications/report/2012/quality-of-life/household-debt-advisory-services-in-the-european-union

https://journals.openedition.org/rccs/1184

http://asauk.org.uk/wp-content/uploads/2018/03/MAS-Opportunities-and-challenges-summary-report.pdf
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Funding debt advice
Martin Schmalzried


Policy and Advocacy Manager


Twitter @COFACE_EU







Two main “models”


• Funded by the citizen:


• Public funding via taxation


• Funded by the consumer:


• Levy on the financial services industry, compensated for by more 


expensive financial products







Debt advice: who benefits?


• Benefits for the lender:


• Cost savings (no need to pay expensive debt collection companies or 


private/professional, sometimes inhouse, debt mediation services) 


• Brings structure to a chaotic situation (multiple lenders trying to collect 


their debt at the same time)


• Benefits for the debtor:


• Only if certain conditions are met (independence, personal insolvency 


laws are in place)







• Stepchange charity


• Annual budget: about £58 million in 2017


• Paid for by a group of lenders and donations


• Takes 10% of the amount recovered after a settlement was reached


• Has managed to handle conflicts of interest


• Cultural factors?


• Realization that these services are cheaper and more efficient than debt collection.


Lessons from the UK







• “Centre d'Appui - Médiation de Dettes” - training center for debt mediators


• Public funding, originally from the “energy” fund, extended to levy on the industry 


based on the Positive Credit History File.


• Coordination of multiple providers (CPAS - social services, charities/civil society 


organisations...) 


• Not enough to cover the need


• Sometimes limited in scope (only people with arrears in energy bills)


• Not universal (some centers cover prevention, others don't)


Lessons from Belgium







• “Points Conseil Budget”


• Originally, funded by the industry but issues with quality/independence


• Public funding pending - levy on the industry (€6 million in call for tender)


• Multiple actors (UNAF-UDAF, Crésus, CCAS...) with different functioning (voluntary workers, paid professionals...)


• Two “levels”: in person contact/help, hotline. Different functioning and funding models. 


• Quality control is important


• Impact is directly linked to funding


• Social stigma/image is a barrier


• Taking into consideration the broader context (family)


• Difficult to diversify financing due to statutes and conflict of interest 


• Independence comes at a price (when funding by the industry, can lead to for ex, debt consolidation deals, priority of 


some debts over others)


Lessons from France







COFACE Families Europe


Tel: +32 2 511 41 79


Email: mschmalzried@coface-eu.org


Website: www.coface-eu.org


Join us on: Twitter @COFACE_EU


and Facebook /COFACE.EU


Get in touch with us!


COFACE Families Europe is supported by the 
European Union Programme for Employment and 
Social Innovation (EaSI)
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Summary 


Erste Financial Life Park, “FLiP” for short, is a globally unique facility with the goal of 


improving the financial capabilities of children and young adults. Established at the Erste 


Campus in Vienna, FLiP is a place where financial knowledge is imparted in an innovative 


manner and where the importance of finances for one's personal life planning can be tangibly 


experienced. With that, FLiP promotes personal financial responsibility, as well as prevention 


of personal over-indebtedness, and thus ultimately contributes to the prevention of poverty. 


FliP's offerings are inclusive, and are opening barrier-free, multilingual access to financial 


education for all types of schools and all levels of education. It is an independent institution 


without a marketing or sales mandate. The objectivity of its information is ensured by a 


scientific advisory board. 


 


Multimedia offerings for all age groups 


FliP's offerings are aimed at three target groups: for children from 10 to 14 years of age, 


adolescents from 15 to 17 years of age and young adults from the age of 18 years there are 


tours at three levels of difficulty. Moreover, FLiP also addresses families. The manner in 


which knowledge is imparted at FLiP is globally unique, due to a combination of multimedia, 


digital and personal instruction. Every visitor receives a so-called wallet, a specially 


configured tablet, which serves as an interactive guide through the different stations. Every 


tour is led by a knowledge mediator. In addition to three full-time mediators, employees of 


Erste Bank who carry out their activities at FLiP in a honorary capacity will be available as 


well. 


 


Promotion of personal financial responsibility 


Over-indebtedness of private households and in particular the indebtedness of young adults 


have increased significantly in recent years. It is therefore never too early to teach the 


responsible handling of money.  


 


Barrier-free offerings for all types of schools 


FLiP's offerings are barrier-free in every respect: Admission is free of charge. It is also 


irrelevant whether visitors are, or wish to become, customers of Erste Bank. In the 


development of the content the focus was on making the imparting of knowledge as simple 


as possible. Reading comprehension and mastery of the four basic arithmetic operations are 


sufficient for the FLiP tour at the lowest level of difficulty. FLiP is aimed at all types of schools 


and all levels of education. Apart from German tours, there are tours in English and  







 
 


 


 


 


Slovakian as well. Additional languages will be covered by the various mother tongues of 


knowledge mediators. FLiP has no construction or communication barriers whatsoever. Its 


entire area of more than 1,500 m2 is accessible by wheelchair. For visitors with special 


needs, an audio system and special display solutions are available. 


 


Cooperation with schools and the scientific community 


There was already cooperation with representatives of all types of schools during the 


development phase of FLiP. On the FLiP website, teaching materials and follow-up 


documentation are available for download, as the imparted information is intended to be 


reflected in the curricula of the children and youth. The seminar area of FLiP offer seminars 


for teachers and inter alia harbors the crowd-funding initiative “Start Your Project” for school 


projects. Findings from this process of knowledge dissemination are subsequently 


scientifically evaluated as well. 


 


Independent institution with an international advisory board 


FLiP is not a marketing device, it has no Erste branding and is expressly not intended for the 


sale of products. The project is 100 percent funded by Erste Group and Erste Bank 


Oesterreich. Its independence in terms of content is ensured by an advisory board. The 


advisory board unites expert knowledge from the Vienna University of Economics and 


Business Administration (WU Vienna), Stanford University, the Austrian Association for Debt 


Counseling, the Savings Banks Advisory Board of Zweite Sparkasse and the OECD. The 


advisory board stands with their personal expertise for teaching autonomy and the objectivity 


of the imparted information. 


 


 


 


Erste Financial Life Park (FLiP) 


Am Belvedere 1,  


1100 Vienna, Austria 


www.financiallifepark.at 
info@financiallifepark.at  


www.facebook.com/financiallifepark 
www.instagram.com/financiallifepark  


 


 


 



http://www.financiallifepark.at/

mailto:info@financiallifepark.at

http://www.facebook.com/financiallifepark

http://www.instagram.com/financiallifepark
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Debt Advisory Centre –


Counselling in Stringency
Poradna při finanční tísni, o.p.s.


Background and requirements needed to be 


“good” debt-advisers


10. 10. 2018


Debt-Advice Stakeholders Forum, Brussels 







www.finacnitisen.czporadna@finacnitisen.cz


Czech Republic


Czech Republic – population of 10 mil. 


130 towns with more than 10 th. inhabitants


snímek:    2







www.finacnitisen.czporadna@finacnitisen.cz


Y-Y growth of banking credits


snímek:    3


Non – financial companies


Households – consumer


credits


Households – mortgages


Czech National Bank







www.finacnitisen.czporadna@finacnitisen.cz


Comparison of some MSs


snímek:    4Eurostat







www.finacnitisen.czporadna@finacnitisen.cz


Not-for-profit debt advice in the Czech Republic


Citizens Advice – cca 30 offices


Charity – Catholic and others - cca 40 offices


Debt Advisory Centre – 10 offices


Other NGOs – cca 20 offices


Insolvency law


Personal bankruptcy procedure since 2008 in effect


- 170 th personal bankruptcies already done


Consumer Credit law


Added default payments limited


Licences for credit providers – Czech National


Bank supervision
snímek:    5
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Debt Advisory Centre 


Aim: providing expert advice


to indebted or over-indebted


persons


Basic data:


active since 2007


up to now 108 th. new clients


3 branches, 6 off-site external branches


main topics: seizure (distress or distraint), personal insolvency


since 13/7/2017 accredited unit for personal insolvency No. 001


snímek:    6







www.finacnitisen.czporadna@finacnitisen.cz


„Competition“ with attorneys


in personal pankruptcies drafts 


snímek:    7







www.finacnitisen.czporadna@finacnitisen.cz


Our experiences with staff recruiting


• - now hard to find qualified employees for almost any 


salary


• - internet job servers and own personal contacts & 


nets 


• - internal evaluating questionnaire (terms, relations)


• - preliminary rounds and cascade selections 


• - external HR specialists during the interviews


• - debt collection knowledge, smooth communication, 


active learning


snímek:    8







www.finacnitisen.czporadna@finacnitisen.cz


Our experiences with staff keeping


snímek:    9


• - regular education and training


• - team building activities 2 x in a year


• - meetings and trainings with other NGOs


• - annual bonuses for high quality work (low rate of court


appeals (for addition), high No. of clients’ calls, high No. of personal


meetings with clients, No. of processed submissions of personal


insolvency)


• - prevention of over-indebtedness (seminars & workshops


with students, seniors, handicapped, interviews and articles with


local media)







www.finacnitisen.czporadna@finacnitisen.cz


What is a must 


IT capable (video calls, free of charge advisory line)


communicative character and positive feeling


ability to speak plain, understandable language


knowledge of processes used by creditors, debt 


management companies, courts, insolvency and seizure 


officers


knowledge of rights and legal obligatios of debtors


to understand the rules of money management and 


budgeting


experience of life – perceptions of real life situations, 


life cycle and priorities (hobbies, habits, inessential costs vs. 


earnings possibilities, cooperation with other NGOs)


snímek:    10







www.finacnitisen.czporadna@finacnitisen.cz


• Thank you for your attention


• David Šmejkal


snímek:    11
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The economic impact of debt advice for 
the different stakeholders and the 
society as a whole


Maria Lissowska
Warsaw School of Economics
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Context


Study on over-indebtedness of European households of 2013 said that about 11% of them are 
permanently unable to pay their dues 
European Credit Research Institute warns that with recent growth of credits to consumers over-
indebtedness may increase also
Non performing loans are a concern of creditors and authorities: recently a proposal for a Directive 
on credit on credit servicers, credit purchasers and the recovery of collateral was proposed to 
remedy rise of NPLs







3


This presentation intends to reflect on


Who are stakeholders in over-indebtedness process/situation?


What are the reasons of over-indebtedness?


What is the impact of over-indebtedness if no debt advice?


What is the need of debt advice at different stages of over-indebtedness?


What outcomes of debt advice may have for different stakeholders?







4


Stakeholders involved in over-indebtedness situation- initially


Consumer – at the centre
At the stage before falling into over-indebtedness:


Different creditors (not only financial institutions, also for example providers of 
services, owners of apartments, tax authorities…)
Family of the consumer who may be involved as guarantors, co-debtors


Usually creditors are not aware of the existence of the others, which may result in 
“hiding” financial difficulty by the consumer  at the later stage







5


Stakeholders involved – if over-indebtedness develops
Consumer – still at the centre, but also his family, guarantors start to be more actively 
involved
All or some of creditors start to discover the situation
Spontaneous dynamics: debt may switch from one to another creditor (consumer may 
decide to pay rent, but not credit, or choose one among his credits to be paid, or take a 
new one – e.g. on a credit card). More creditors may be involved or change their 
attitude (e.g. refuse the rent) 
At the very final stage – social assistance starts to be involved 







6


Reasons of over-indebtedness
On the side of creditors:
-Unawareness of the financial situation of the potential debtor
-In the case of professional creditors: “risk appetite” which may prevail over careful 
creditworthiness check
On the side of the consumer:
-Social pressure for consumption (to have, all, at once…)
-Events of life (divorce, death in family, disease…)
-Weakness of savings (in the culture of low interests the role of savings as security 
buffer has been forgotten)  







7


Impact of over-indebtedness if no debt advice
Consumer and his/her family– loss of assets, homelessness, mental and physical 
disease, exclusion from financial opportunities, from the labour market…
Creditors: some of them (probably not all) will recover all or part of their debt, but with 
not negligible costs (for judicial proceedings, debt collectors) and with time delay
Society: costs of assistance for a deeply indebted person, social dwelling, possible 
remedies to propensity of crime…
Financial system as a whole: potential costs of help to the creditor in trouble (if under 
mutual guarantees system), loss of consumer and of his family  in using financial 
products







8


Need of debt advice and of early restructuring of debt
It was recognized in the proposal for a  Directive on preventive restructuring 
frameworks published in November 2016 
Recital 2 reads: Restructuring should enable enterprises in financial difficulties to 
continue business in whole or in part, …. Preventive restructuring frameworks should 
above all enable the enterprises to restructure at an early stage and to avoid their 
insolvency. Those frameworks should maximise the total value to creditors, owners and 
the economy as a whole and should prevent unnecessary job losses and losses of 
knowledge and skills. They should also prevent the build-up of non-performing loans….







9


Function of debt advice at early stage of over-indebtedness
Consumer pays a part of his debt, or some debts, with delay


What is needed:
-To make an overall picture of financial situation (which creditors? For how much?)
-To make clear the situation to different creditors and to negotiate with them
-To impose budget discipline on the consumer.
Potentially consumer himself can do it, but better with  independent third party.
Outcome of debt advice at this stage: all debts are paid, maybe with some delay. 
Consumer learns how to avoid further debts







10


Debt advice at late stage
Not all debts can be repaid, an external advisor is necessary (for fair balance between 
creditors)
Outcomes for creditors:
-All of them are left with some not reimbursed debt, but avoid costs of recovery
-They can continue to entertain normal forward-looking relation with the consumer 
Outcomes for consumer:
-Obviously some loss of assets or revenues, but less loss of reputation, of opportunities 
of life
Outcomes for the society: less help needed for the consumer







11


Thank you for your attention – comments welcome
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The Abuse of credit for consumption 


and the correlated risks of high 


overindebtedness


The Irish experience
Angela Black


CEO, Citizens Information Board


10th October 2018







Introduction


• Statutory body


www.citizensinformationboard.ie


https://twitter.com/citizensinfo


• Information, advice, advocacy


www.citizensinformation.ie


money advice and budgeting service


www.mabs.ie



http://www.citizensinformationboard.ie/

https://twitter.com/citizensinfo

http://www.citizensinformation.ie/

http://www.mabs.ie/





Money Advice and Budgeting 


Service (MABS)


• Free, confidential and independent service


• Find a solution


• Develop money skills







Debt in Ireland


• A modern economy


• Debt per Capita


• Retiring in debt







MABS Clients 


- Mortgage arrears


- Personal loan arrears


- Utilities arrears


- Credit card debt


- Hire purchase arrears


- Rent arrears


- Court fines


- Catalogue debts


- Sub-prime loans


- Moneylender debt







Social consequences of 


overindebtedness


Clients’ experiences of overindebtedness


• Health and mental health


• Employment (Unemployment)


• Fuel Poverty







Indebtedness - features


• Ability to repay


• Capacity, persistence, contractual, 


illiquidity,


• Precarious income







Creditworthiness 


• Access to Credit


• Forced into debt


• Financial exclusion and MABS clients







Moneylending


• Rapid turnaround


• Small scale loans


• High interest credit







Mortgage Debt


• Behavioural aspects


• Housing market collapse


• ‘new’ category of overindebted people 


• Arrears







Irish Government Policy Responses


• Mortgage Arrears Resolution Process


• Code of Conduct on Mortgage Arrears


• Insolvency Service of Ireland


• Dedicated Mortgage Arrears Advisors







Insolvency supports (ISI)


• Debt Relief Notice


• Debt Settlement Arrangement


• Personal Insolvency Arrangement







MABS role


Dedicated Mortgage Arrears (DMA)


• End to end service


• DMA advisors


• Court Mentors







Abhaile


• PIP Service


• Accountant


• Solicitors


• Personal Insolvency Court Review 


• Communications Campaign







Personal Micro Credit


• An alternative loan


• Collaboration


• Impact


• Further regulation?
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The role of credit bureaus to help remedy 
the impact of households’ over-
indebtedness 


 


Debt-Advice Stakeholders’ Forum / 10 October 2018 / Brussels 


Enrique Velázquez, Director General ACCIS 
 
Thank you to the European Commission for this invitation. ACCIS, the Association 
of Consumer Credit Information Suppliers, welcomes it as a token of the 
recognition of the important role that credit reference agencies or credit bureaus 
have in the fight against over-indebtedness. 
 
It is clear that over-indebtedness is a concern for national and European policy-
makers. And rightly so. Over-indebtedness impacts the lives of many EU citizens, 
carrying harsh social and economic costs for the individuals affected and for their 
communities as a whole. Unfortunately, one does not have to go far to realise the 
extension of this problem, particularly in the countries more affected by the 
financial crisis. 
 
Let me start by recalling a view that is shared by many in this room:  over-
indebtedness is a complex social phenomenon. Research has consistently shown 
that there is no single, simple cause of over-indebtedness. Personal 
characteristics, economic circumstances and various aspects of money 
management all have strong associations with the likelihood of being in financial 
difficulties.  
 
Over the next few minutes, I will succinctly address the following three topics: 
 
1. What our industry is doing to prevent over-indebtedness 
2. What our industry is doing to alleviate over-indebtedness 
3. What policy-makers can do to support our efforts 
 
Before moving onto those, I would like to briefly introduce our industry and to 
explain why we are concerned about over-indebtedness. 
 
Our mission as an industry is to enable individuals and businesses to take 
informed decisions and conduct secure, trustworthy and efficient financial 
operations. 
 
Credit bureaus gather and hold information both on consumers’ past credit 
behaviour and current credit lines. This information is supplied by lenders and 
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other organisations. Credit bureaus use the data they gather to provide credit 
reporting services and information solutions to clients. 
 
Organizations, such as lenders and other companies that provide services on 
credit, use our credit reporting services to understand the financial position of 
people and businesses.  
 
It is important to underline that credit bureaus are not involved in how our 
information solutions are used by the different organizations - this is for them to 
decide, in the context of a consumer’s credit application.  
 
As third parties between the interests of lenders and consumers and as key 
informational structures, credit bureaus reduce information asymmetries between 
creditors and consumers. 
 
We uphold trust as the basis for all our activities and the foundation of our 
relationships. We know and care about the individuals and businesses whose 
information we hold and strive to ensure they benefit from information use. As a 
result, we are committed to avoid (or minimise as much as possible) any financial 
distress for consumers and see ourselves involved in the fulfilment of public policy 
objectives such as the fight against over-indebtedness. 
 
So, what are we doing to prevent over-indebtedness? 
 
Credit bureaus help prevent over-indebtedness in three key areas: responsible 
lending; affordable borrowing and money management and responsible arrears 
management and debt recovery. Let me briefly touch upon the first two. 
 
Responsible lending  
 
Responsible lending means that lenders should only sell products that are 
affordable and suitable for the borrowers’ circumstances.  
 
Since the turn of the century, credit bureaus have been developing specific tools 
such as consumer indebtedness indexes to help lenders assess affordability and 
make the most informed and responsible lending decisions. Using credit bureau 
data but also external data, these tools are designed to help identify individuals 
who may currently be able to fulfil their current repayment obligations but whose 
overall level of indebtedness means that they would struggle to keep up with their 
payments if they were to increase their commitments (static) or the wider 
economic factors would change (dynamic).  
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Credit bureaus have also been developing new metrics and credit scores, to help 
credit granting organizations more robustly assess different elements of 
affordability, such as metrics to reliably estimate income and effective disposable 
income. 
 
Through these specific tools, credit bureaus help prevent people and businesses 
from getting into more debt than they can afford and reduce the amount of 
unrecoverable debt and insolvencies. 
 
Affordable credit and money management  
 
It is known that people with the lowest incomes are the least likely to have access 
to mainstream credit such as bank loans or credit cards. These consumers rely 
instead on non-mainstream legal money lenders where the cost of borrowing is 
significantly higher. They are users of the high-cost credit market. 
 
Credit bureaus can improve people’s access to affordable credit by expanding the 
collection of relevant data. For example, in the UK, the Government is addressing 
the fact that the history of meeting rent payments is not routinely recognised in 
people’s credit scores and is not commonly considered when banks conduct 
mortgage affordability assessments. Such lack of information increases the cost of 
borrowing for rental tenants and creates a barrier to getting onto the housing 
ladder.  
 
Against that background, an analysis by a credit bureau of 27,000 credit files 
belonging to people who rent social housing in the UK has shown that including 
rental payment data in consumers’ records would have improved the credit scores 
of 69% of tenants that would class as a thin credit file i.e. consumers who had two 
or fewer credit accounts in their name, with no material difference to the 
remainder. 
 
A better score should help those people to access credit in better conditions and 
enjoy, therefore, additional income. 
 
It is also widely acknowledged that some consumers find it hard to make good 
money decisions because of personal circumstances or because they are living on 
a low income that makes it difficult to get the information they need. Credit bureaus 
empower those consumers through information and educational activities.  
 
Concretely, credit bureaus promote the right of consumers to periodically access 
data held about them and to challenge the information on their credit records if 
they believe that it is not accurate. In Italy, for example, credit bureaus and 
consumer associations have signed different MoUs to promote awareness about 
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the functioning of credit bureaus and to favour the access to consumer data held in 
their databases. 
 
Some credit bureaus are also building “educational” scores, to give consumers a 
general idea of what their actual scores could be and what could happen to them 
based on their credit management practices.  
 
Credit bureaus across Europe stand ready to explore, develop and roll out further 
consumer empowering tools and to partner with consumer-oriented groups to 
prevent over-indebtedness. 
 
What are we doing to alleviate over-indebtedness? 
 
Various measures are needed to help over-indebted people to get back on track, 
including debt advice and counselling services and a series of judicial and non-
judicial processes. 
  
In the interest of time, I will only comment on the work of credit bureaus with 
regards to advice.  
 
Here, the impetus often comes from charities and consumer organizations. In the 
UK, for example, credit bureaus are teaming up with those organisations to help 
them better understand their clients and more effectively tailor their debt advice 
services for those in financial difficulty. As part of their social responsibility 
activities, credit bureaus furthermore provide funding and a wide range of free 
support, including free credit reports, insights and regular expert training for debt 
advisors.  
 
In some countries, municipalities are involved in the provision of debt counselling 
services. In the Netherlands, for example, credit bureaus provide a secure 
information system between the municipality and creditors, such as energy and 
water companies, health insurers and housing corporations. Every month, the 
municipality receives an overview of households with payment arrears of at least 
two creditors or of households with rolled-out debts. The municipality shares this 
information with the emergency services that enter into discussions with the 
relevant households to proactively offer help. 
 
In the UK, credit bureaus are currently discussing with the government the 
development of a ‘debt risk indicator’ that may combine local council and credit 
rating information. The purpose is, again, to ensure proactive and effective help. 
 
So, what can policy-makers do to support our activities in this context? 
 



mailto:secretariat@accis.eu

http://www.accis.eu/





                                                                                                                                               Association of Consumer Credit Information Suppliers  


Enabling individuals and businesses to take informed decisions and conduct secure, trustworthy and efficient financial operations. 


                                                                                                                       


ACCIS IVZW  p/a Interel  Rue du Luxembourg 22-24  1000 Brussels  Belgium 


Tel: + 32 2 761 66 93 / Email: secretariat@accis.eu / Website: www.accis.eu / EU Transparency Register: 21868711871-63  


5 


Policy makers can effectively support the role of credit bureaus in fighting over-
indebtedness if they embraced the concept of comprehensive credit reporting.  
 
Comprehensiveness has to do with the breadth and depth of the data held in credit 
bureaus. 
 
Depth of data refers to the amount of information held about a credit agreement 
and includes negative and positive data. 
 
Negative data covers the worst states of arrears that might be described as default 
and the non-payment leading up to that position. Positive data, on the other hand, 
covers the payments people make, when they pay their bills and pay back their 
loans. 
 
In the majority of the EU Member States, credit bureaus collect positive and 
negative information. However, not all systems collect information when people 
pay their debts and bills, this being mainly the consequence of national legislations 
or legal interpretations. 
 
The lack of positive data at credit bureaus reduces the ability of credit reporting 
systems to empower consumers. Positive data reduces the cost of credit by 
improving consumers’ credit scores and increasing competition among lenders. It 
can also help people who have been over-indebted to rebuild their credit score and 
access affordable credit in the future.   
 
Breadth of data refers to the level of credit product coverage in a credit bureau and 
is essential in providing a complete picture of the liabilities of the consumer. Whilst 
many credit reporting systems start out with banking data, it is important to 
promote the access and sharing of data from other organizations to credit bureaus, 
including leasing and retail credit companies and other suppliers of services on 
credit such as communications suppliers as well as utility providers like energy and 
water. These data again empower consumers – they get recognition and power for 
paying their bills and doing the right things, which should reduce the cost of debt 
and prevent over-indebtedness.   
 
So, more and better relevant data means better lending and borrowing decisions 
that protect consumers from loans and credit they cannot afford. 
 
A legal framework is needed, therefore, which allows for positive and negative 
information to be collected and processed and that enforces participation of all 
relevant organizations, while protecting borrowers. Credit bureaus should be 
designed to be able to collect information correctly, comprehensively and in a 
timely fashion. 
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That framework should also consider to what extent public sector data could be 
introduced in credit bureaus. The fight against over-indebtedness is an ideal 
opportunity to test how data sharing between the public sector departments and 
private sector organisations can be achieved.  
 
Finally, a reflection on data privacy. We understand the well-intentioned concerns 
many have to protect consumers’ privacy. But we need to acknowledge that 
limiting data sharing may harm consumers in credit markets. To really protect and 
empower consumers we need to find ways to share data in a safe way across the 
EU. It can never have been the intention of data privacy legislation, or the 
interpretation and practical implementation of such legislation, to stand in the way 
of a solution to issues of such broad public benefit as the fight against over-
indebtedness. 
 
Concluding remarks 
 
To conclude.  
 


• Credit bureaus empower consumers in credit markets by enabling them to 
access more affordable lending. We do this by helping consumers improve 
their credit scores, reducing financial inclusion and improving competition. 
Lower cost of credit means consumers pay less for credit and are less likely 
to have problems paying back that debt. 


• Credit bureaus protect consumers by making it easier for lenders and 
regulators to prevent consumers from taking on loans they cannot afford.  


• Credit bureaus can do more to protect and empower consumers when they 
have more comprehensive data. There is a big variation across the EU. If 
countries move in the direction of more data sharing, they will help 
consumers avoid and recover from over- indebtedness.   


 
Thank you. 
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Who is the
EBF ? 


Who we are


▪ National Banking 


Associations from 32 


countries


▪ 4.500 banks with 2.3 


million employees


From 


▪ Major cross-border 


institutions and small 


regional entities


▪ Wholesale and retail 


financial institutions







Our mission


▪ To be the voice of Europe’s 


banks 


▪ To serve the interests of the 


European banking industry


▪ To position the European 


banking industry within the 


European and global 


regulatory   frameworks


4  Strategic themes for 2018:


▪ Banking Supervision & SSM


▪ Digital transformation of 


banks 


▪ Financing growth & the 


Single Market


▪ Reputation


Who is the
EBF ? 
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Over-indebtedness in the EU
Overview


State of the art


Complex, multifaced social phenomenon highly interlinked with social 
and cultural factors


Effective national measures to prevent over-
indebtedness


Many effective initiatives taken at national level according to the 
subsidiarity principle and adapted to the needs and culture of 
consumers


Ad hoc approaches to consumers’ defaults


Subject linked to social/cultural habits. Effective ad-hoc initiatives 
developed by many actors (incl. debt-advice) to address the issue at 
the level which is best for consumers
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Over-indebtedness in the EU
Present and future challenges


Lesson learnt from implementation of MCD/CCD


An updated regulatory framework


A sound regulatory framework is in place both at EU and national 
level based on ‘responsible lending’ agenda. 


Evaluation to be based on borrowers’ income but this can only be 
done at the moment of the origination


Online credit challenges


Need to ensure equal supervision for all credit providers and high 
consumer protection in access to online credit 
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Possible role of debt advice in the 
perspective of banks
Banks’ engagement


Impact of over indebtedness in the broader economy


Shared interest to prevent over-indebtedness.


Debt advice is one of the efficient ad-hoc solutions that are 
provided by multiple private or public actors.


Prevention is at the heart of safe consumer protection.


Financial education remains one of the most solid means of 
prevention


Role of financial education in prevention
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Over-indebtedness:
A Holistic and Person Centred Approach to a 


Multidimensional Issue


Debt Advice Stakeholder Forum, Brussels, 10 October 2018
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Society St. Vincent de Paul (SVP)


Ireland 
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About us


• Largest charity of social concern in Ireland. 


• Volunteer led organisation with over 11,000 members.


• 8 regional offices including one in Northern Ireland.  


• Main activity: direct assistance, support and friendship to people living in low income 
households.


• Shops, resource centres, housing, daycare and holiday schemes.


• Working for social justice: advocating for improvements in supports and services for 
the people SVP assist. 


SVP’s goal is to fight poverty in all its forms through practical assistance to people in need.
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• Approx. 130,000 requests for assistance each year.
• Households on fixed & low incomes (social welfare & 


minimum wage employment). 
• Primarily households with children.
• One parent families largest group assisted by SVP.
• Multifaceted issues & needs: 


▪ Energy poverty & utilities arrears
▪ Educational disadvantage & education costs
▪ Poor quality housing, unsustainable housing costs & 


homelessness
▪ Unemployment and difficulties accessing social welfare
▪ Food poverty


Who do we assist? 
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Over Indebtedness in Ireland: Key data and trends 


Severe financial difficulty


14.2%


Debt to income Ratio 149%


12%


Trend since 2010Indicator EU 28


96%


% 2016


10.4%Arrears (mortgage, utility, other) 


9%


45% 36%Unable to meet unexpected expenses


Source: European Survey of Income and Living Conditions 2016 (EUROSTAT)
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Drivers of over-indebtedness in Ireland: A multi-dimensional issue 


Institutional factors:
• Irresponsible mortgage lending
• Prevalence of high cost doorstop credit
• Financial exclusion 


Structural & socio-economic factors:
• Income inadequacy & poverty
• Inequality of opportunity 
• Lack of social and affordable housing


Individual factors:
• Poor health, redundancy, family 


break up
• Overborrowing
• Lack of financial knowledge
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The Gap Between Household Income and the Cost of Minimum Essential Needs


Data based on the Vincentian Partnership for Social Justice’s Consensus Budget Standards Research. See www.bugeting.ie



http://www.bugeting.ie/
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The prevalence of moneylenders in Ireland 


customers 


APR charged


total loan amount outstanding in the sector 


average loan 


Main reasons moneylenders used:
• Households bill and basic 


necessities
• Household goods
• Back to school costs 
• Christmas & other celebration: 


confirmation & communions.  


The cost of sending a 
teenager to school 


Source: Central Bank of Ireland 2018
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Housing crisis in Ireland
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• Prioritising bills based on perceived consequences of 
default. 


• Rent/ housing costs number one priority: constant fear 
of homelessness.


• Additional hidden debt: borrowing from friends and 
family members.


• Focus on day-to-day survival with great difficulty in 
planning for the medium and long term.


• Food poverty common consequence. 
• Shame and denial.
• Huge mental and psychological impact on individuals 


and families. 


SVP’s experiences of engaging directly with households in debt & financial difficulty


I only wish I had not been so stupid, 
every day the debt hangs around my 
neck. I’m always worrying about how I’m 
going to get money and how am I going 
to pay back the loans and look after the 
girls? When will I be free?


I hate having the debt 
hanging around. It’s 
impossible to plan for the 
future with it but it’s so hard 
to see beyond it


It’s like being in quicksand… 
you want to get out [of debt] but 
you’re going nowhere fast


Understanding the lived experience


I do as much planning and budgeting 
as I can. I’m happy if the rent, ESB 
and food bills are paid. I wish I could 
plan for the months ahead…. But it’s 
difficult to plan when you’re unsure 
about the basics. 
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SVP’s response to the needs of over-indebted households


Listening, providing support and friendship


Assessment of need, signposting and referral 


Advocating on their behalf with creditors (utility companies and moneylenders)


Providing assistance with day to day expenses until short term debts are 
addressed
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Policy and practice developments 







Debt Advice Stakeholder Forum, Brussels, 10 October 2018


Debt advice as a remedy: SVP’s perspective


• Timely access with clear referral mechanisms


• Awareness raising with accessible information


• Trust, confidential and non-stigmatising 


• Outreach element  


• Tailored and responsive support


• Psychological support


• Sustainability so the reoccurrence of debt problems is avoided  → Addressing the underlying structural 
factors that contribute to income inadequacy and over-indebtedness 
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An integrated & person centred approach


‘The Irish policy response to personal debt 
problems tends more towards supporting 
the individual to deal with what is largely 
perceived to be his/her problem, and less 
towards focusing on societal reform in 


recognition that underpinning this problem 
are primarily structural and institutional 


factors.’ Timely 
debt 


advice 


Income 
adequacy 


Preventative


Personal 
Insolvency 


Law


Civic Consulting (2012) “Over-indebtedness of European Households”.   


Rehabilitative 


Remedial 


Debt 
settlement 


Financial 
education 
& inclusion


Responsible
lending
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Our vision


Debt problems are dealt with holistically, 
humanely and appropriately, and people 


have access to appropriate financial services 
regardless of means, are protected from 
irresponsible lending, can make informed 
choices and have an adequate income to 


cushion themselves from shocks.
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Thank you


Questions?
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Debt Advice as a Tool aimed to help 


over-indebted Households


Dieter Korczak


ECDN


Debt Advice Stakeholders Forum


European Commission
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Why look over-indebted households 


for help ?


●Individuals feel desperate and ashamed


●Individuals do not see a way out


●Individuals tried to solve their debt problem 


ineffectively


●Individuals have no solution or coping strategy


●Individuals are in an emergency situation


●Individuals need legal advice







Ten Factors which lead to over-


indebtedness
1. Unemployment


2. Separation / Divorce


3. Low Income


4. Bad health / disease


5. Low education and qualification level


6. Credit taking


7. Bad financial management


8. Addiction


9. Starting an own household


10. Seduction







What kind of help can debt advice 


offer?


●They minimize damages


●They establish better contacts with creditors


●They ensure economic stabilisation


●They ensure psycho-social stabilisation


●They give practical help / advice


●They reduce welfare costs


●They maintain economic functioning







How can the effectiveness of debt 


advice be measured?


●At the end of the Nineties, first research studies measured 


the return of investment (ROI)


●They collected  the information how much money was paid 


for the services, how many clients were treated and how 


many clients  received a sound financial situation


●A more refined research design takes into account direct and 


indirect costs and results and the Impact-Value-Chain







Indicators of effectiveness 


measurement


●Employment and unemployment rate


●Increase of income and salary


●Improvement of family and health conditions


●Increased psycho-social stability


●Reach of higher educational levels


●Better participation in everyday life (inclusion)







Empirical Results (Germany 2007)


●Eight month debt advice was successful


●by decreasing the amounts of debt by 33%


●by increasing the safety of employment by 39%


●by increasing the income by 83%


●by increasing personal well-behaviour


●by decreasing the public transfer payments by 380 Euro 


per client (source: Kuhlemann/Walbrühl, 2007)







Empirical Results (Austria 2013)


●Each Euro which is payed for government-


approved debt advice effects societal and 


economic results worth 5,30 Euro. (NPO-


Kompetenzzentrum Wirtschaftsuniversität Wien 2013)







Empirical Results Schleswig-


Holstein 2017


●Effects of debt advice


●85% of the clients have a better financial situation


●83% manage their income better


●92% pay regularly rent, maintenance costs etc.


●84% do not have panic any more


●78% sleep better


●56% could increase their contacts to other people







What should be done?


●Debt advice is an effective tool to help over-indebted 


households


●More advice centers should be established to help at an 


early stage of debt


●Budget and debt counselling should be a mandatory 


activity  for the municipalities


●Each over-indebted individual should get access to 


professional cost-free debt advice







THANKS FOR YOUR  ATTENTION


Dieter Korczak


European Consumer Debt Network


www.ecdn.eu
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Behavioral aspects in 


debt advice
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McClellands iceberg
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Behaviour


Skills 
Knowledge


Self-image 


Norms Convictions


Intelligence 


Personality
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Doing


Thinking


Feeling


Being







Doing


Feeling


Being


Developing


possibility


LOW


HIGH


Effect


LOW


HIGH


Changing


behaviour


Thinking







Rationality is not enough


Besides knowledge and skills:


•Motivation (can be influenced)


•Self-efficacy (the belief in one’s own ability)


•Attitude towards debt (is it bad?)
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Two brain systems
Automatic system Reflective system


Uncontrolled Controlled


Effortless Arduous


Associative Deductive


Fast Slow


Unconscious Conscious


Experience According to rules


Source: Thaler & Sunstein (2008) 







Our unconscious brain


•Only 10% of our behavior is conscious, 90% is unconscious / 


automatic


• Important to find a 'button' to get risky behavior from the 


unconscious to the conscious part!


•Nudging can play important role







The unconscious brain


•Has problems with future consequences


•Follows default-options


•Follows group-thinking


• Is prone to loss-aversion


•Decides when under time-pressure


•Decides when too many options
11







Scarcity


How lack of money determines our behavior


Subjective experience (≠ income)


Cognitive ability: worrying


Tunnel Vision: short-term oriented







Scarcity


What can we do?


Reduce barriers: obstacles


•Make actions easy and clear


•Use default (standard) options


•Use reminders


In addition: increase motivation







Make it easier…
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Action: + 30%


Source: Duwtje, 2017







…or harder
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Karlan & Linden, 2014 







Managing your debts yourself
https://www.zelfjeschuldenregelen.nl/



https://www.zelfjeschuldenregelen.nl/





Affect


“We used to live a luxury


and careless life. Until


Remco lost his job.


What did Mariska and


Remco do?







Commitment & Consistency
“What amount


do you want to


repay each


month?







Norms
Fact is.. You are not the


only one in debt







Herd behavior


Each month over 


15.000 visitors!







Default
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Beste meneer 
Puk,


Aanstaande 
dinsdag heeft u 
een afspraak bij 


de GKB. We zien 
u graag om 


14:15 op Harm 
Buiterplein 1. 


Tot dan!


Send reminders


Nibud, 2017
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7
4
%


1
4
%


1
2
%


7
7
%


1
7
%


6
%


AANW EZIG AFGEMELD/VERZET NO SHOW


Controle SMS


Send reminders


Nibud, 2017







Lessons learned


• Effect of interventions depend on:


• Situation


• Target group


• Timing


• Always test them!


• What about websites and tactics of credit providers ?
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Debt advice: facilitating dimensions, limits 
and necessary complementary measures


DEBT-ADVICE STAKEHOLDERS FORUM


Recovery of the over-indebted households
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Finance Watch
Making finance serve society







What should be the amicable debt 


advice definition?


• A procedure to facilitate payments management (bill, arrear, 


credit,...) so as to protect each creditors' interest ...WITHIN... 


the limit of the respect of human dignity and privacy for each 


debtor.







The debtors: those who (use to) act first
- pushing the door for debt advice, often because of a specific 


urgent event : foreclosure, bailiffs,... 


The creditors: those contacted by the debt-adviser...
- dealing with arrears, defaulted credits and implementing 


administrative follow-up, internally and or via debt collection 
agencies


The debt-adviser
- various existing approaches (profit/non-profit), each with a specific 


impact on the « costs » to be paid (high / low / for free) and, 
consequently, on who has to face these costs (the debtors, the 
creditors, a public authority, or a mix)


Identifying the stakeholders today...







Professional debt collectors … 
Issues when:
- aggressive practices and harassment allow the bad 
practitioners to make more profit than respectful ones;
- the costs related to debt collection increase the original debt in 
such a way they maintain or increase the over-indebtedness 
(which aggravate the initial issue)


Public authorities
Over-Indebtedness is no longer a private issue, but has became a 


social one over the past years. 
O-I generates important costs for the whole of society (social & 
economic)


Identifying the stakeholders today...







Debtors
Reduced penalties and extra costs – Balanced protection of their 
assets – pressure relief from debt collection activities


Creditors
Reduced costs for debt/arrears collection than home made/other 
sub-contracted actions - Improved performances
Improve financial recovery for customers
Reputational capital
Balanced and fair treatment between creditors


Debt collection companies?
Public authorities


Reduce Court costs related to Judicial procedures
Increase financial recovery of citizens via supportive approach
which is part to rehabilitation to full citizenship (work, consum,…)


Stakeholder’s incentives to 


collaborate with debt adviser







• Trustworthy and responsible...


 Analyze the budget : incomes & expenditures and map  « all the debts »


 Fix a balance amount for creditors and for the debtor to live in dignity


 Support budget management and, when possible, stabilize it


• Less costly for debtors and creditors...


 Amicable debt advisers are non-profit or public (FR, BE, some UK, AT, 
DE,...), which allow lower costs than private approach (internal or sub-
contracted).


 More efficient for debtors and creditors... because


 They support financial recovery of debtors and increase the potential 
amounts collected (UK).


 Creditors are fairly treated – proportionality principle


 Their business model has no conflict of interest with the debts 
resolution


(UK: MABS, StepChange, FR: Point Conseil budget – Crésus, BE: Public debt 
mediators- ...)


Practices respecting stakeholders' objectives…


Debt advisers should bring added value







When….


Debtors can repay all their debts in a reasonable period of time


• Amicable procedures that include debt cuts are rare and not easily 


accepted by creditors, or require an adjusted legal frame


An effective personal bankruptcy procedure is easily accessible for 


unmanageable amount of debts 


• It is a strong incentive for creditors fair play during negotiation 


phase


• Personal bankruptcy procedure should bring clear information 


on creditors and debtors rights and then allow an easy choice of 


the most appropriate one (amicable><bankruptcy)


Facilitating circumstances







Amicable debt advise might be more attractive when it
• allows a reasonably longer debt settlement plan than for 


personal bankruptcy


necessary incentive to promote effective amicable approaches (FR, BE, NL,...), 
otherwise creditors might not play the game


• guarantees fair treatment of all creditors


limit unfair competition between creditors (proportionality principle)


• has a positive impact on the mental health of the debtors


should stop debt collection acts (foreclosure, letter, phone calls...)


• use of  agreed methods to guarantees fair & efficient 
debtors financial capacity to repay debt


stop never ending negotiations... unnecessary when a common approach 
to assess debtors' financial capacity is accepted by all stakeholders (Budget 
reference : NL / UK)


Facilitating factors







Limits


• Insolvency due to persistent poverty
– Debt management tools do not solve poverty


– Debt advisers should become the accredited professional to assess 
insolvency, to make a budget diagnostic


– (Un)satisfying solution… if budget imbalance can not be resolved
• “Insolvency statement / report” should protect insolvent people from debt 


collection activities and enforcement for a reasonable period of time (3 years?).


• After this period, a check of the financial situation should be made and a possible 
renewable insolvency statement could be made.


• If no improvement after 6 years, debts write-off should be made accessible.


• A strong welfare state is the only true response to poverty
– Guarantee access to a dwelling and related utilities, food, health care, 


education, mobility and social activities


– Prohibit exploitative creditors practices







Follow us! Support us!  


Newsletter : http://www.finance-watch.org/friends-newsletter


Twitter : https://twitter.com/forfinancewatch


Facebook : https://www.facebook.com/financewatch?fref=ts


Thank you for your attention


olivier.jerusalmy@finance-watch.org


More to be found on our website


www.finance-watch.org



http://www.finance-watch.org/friends-newsletter

https://twitter.com/forfinancewatch

https://www.facebook.com/financewatch?fref=ts
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First session: The functioning of 
debt-advice: how does it work, 
who does what, possible 
problems, how it is financed


Chairman and rapporteur:
Mr Sylvain Bouyon


Centre for European Policy Studies
(CEPS) – Bruxelles


Sylvain Bouyon is a Research Fellow at CEPS, where he 
is the head of Fintech and retail finance. During his 
career, Sylvain has managed several European research 
projects in retail finance, financial regulations, 
innovation and Fintech, publishing several books and 
articles on these topics. 







First session – main points raised
Who is providing debt advice?


• Different operators (NGOs, governmental, for profit) that may act at 
different levels 


• Focused on the debtors’ needs 


Requirement for debt advisors


• Difficult to find qualified people


• Theoretical knowledge and experience


• Personal quality (rationality, empathy, creativity…)


• Multidisciplinary team


 Needed to create trust and offer quality advice


 Specific training needed


Funding


• Funding is the key challenge. Comes primarily from a mix of public 
funding and levies on the industry (c.f. BE example) but ultimately
borne by consumers and citizens


• Should be sufficient to ensure the quality and independence of the 
process







First session – main points raised


Digitalisation


• Playing an increasing role (distance coaching, 
apps), especially as debt advice is often provided
at distance


• Digital early warning schemes?


Financial education


• Financial education can work very well when it is 
provided in the adequate manner. At the very 
least it can trigger an initial reaction. 


• Complementarity between debt advice and 
financial education?







First session - Recommendations


Quality requirements and training


• Develop Code of conduct / best practices


• Make available training modules 


• Certification?


Financing


• Needed for independence, irrespective of the 
financing mix


Information about debt advice


• Create a source of information on where debt
advice is available across the EU
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Second session: Broad economic
and social context of debt-advice:


Chairman and rapporteur:
Ms Daniela Vandone


University of Milan


Daniela is Full Professor of Banking and Finance at the 
Department of Economics, Management and Quantitative 
methods of the University of Milan. Her research 
interests are in financial markets and institutions, with a 
focus on financial regulation, financial decision-making, 
personal debt, over-indebtedness. She published widely 
in books and peer-reviewed international journals. 







Second session – main points raised


• Overindebtedness as a multifaceted phenomenon 
with a negative impact on society and many 
stakeholders. Remedies as benefit for all 
stakeholders involved


• Debt advice as useful tool to clarify situation, 
prioritise actions, facilitate negotiation between 
parties and impose discipline on debtor


• Availability of (independent) adequate and 
sufficient information is key


• Debt-advice not to be separated from fight 
against poverty







Second session – key and controversial issues 


• Overindebtedness has several repercussions, 
both at individual and macro level. Debt advice 
may alleviate them


• Relevance of debt advice at an early stage


• Need for clear and transparent information on 
credit offers


Controversial issues:


• Regulatory framework – is it fit for purpose?


• Data for credit worthiness and data protection


• Financial education







Second session - Recommendations


• Need for all stakeholders to join forces to 
alleviate burden on consumers


• Need to properly measure the economic impact 
of debt advice


• Need to create conditions for the provision of 
debt advice across the EU – subsidiarity principle


• Need for debt advice to be provided at an early 
stage


• Exchange best practices to foster a culture of 
debt advice
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Third session: the recovery of the 
overindebted households – the 
role of debt-advice


Chairman and rapporteur:
Mr Dirk Ulbricht


IFF (Consumer Financial Think
Tank) - Hamburg


Dr. Dirk Ulbricht is director and senior researcher at IFF, 
a research institute analysing financial services with a 
focus on consumer protection and access for vulnerable 
consumers. Dirk is regularly working on the German 
annual report on over-indebtedness. He is an empirical 
economist and currently is member of the Insurance and 
Reinsurance Stakeholder Group of EIOPA. 







Third session – main points raised
Overindebted people are, or perceive to be, in a desperate situation. They are incapable to 
find solutions and do not know what to do. Debt-advisors offer them solutions and a hope. 
When giving their advice, they have in mind the concrete situation of the specific person 
they are dealing with.


This is the meaning of the “amicable” debt-advice; it facilitates the repayment of debts while 
ensuring that the debtor has a decent life and can repay his debts in a reasonable time and 
manner.


Other than systemic reasons, recent studies, considering behavioural economics, show that 
one of the most important reasons explaining overindebtedness is that people are not 
rationale in their choices. This entails reconsidering what type of rules might be needed to 
protect people from their own wrong choices. Apparently, introducing easy products and 
secure standard basic options seems effective – although it can be observed that this 
approach reduces the choices at disposal and limits the freedom of the market. 


The ideal situation is the one ensuring that the legitimate rights of the creditors to be repaid 
do not contrast with the possibility to help recovery overindebted households. Debt-advice is 
indeed a tool that can help resolve this potential trade-off, as its impact is positive for both 
parties. 


Also the industry of debt service agrees on the need that the debtor should be treated with 
respect –for example they are in favour to introduce legislation and self regulation that 
prevents unscrupulous credit managements servicers







First session – key and controversial issues 


- Both creditors and debt advisors need adequate information on the risks 
of a product over its lifecycle to be able to cope with adverse shocks. The 
economic impact of the financial products should be carefully considered 
as house prices (and other) bubbles endanger vulnerable households.


- Different positions have been raised by debt advisors and debt servicers 
as regards the treatment of the debts whose repayment is very difficult. 
However, there is agreement that debt advisors may be very effective 
with these specific categories of debt and of debtors.


- It has come out from the discussion that the provision of debt counselling 
is clearly insufficient and not accessible enough. 


- Harmonisation is needed of not only the naming (it is controversial if the 
term “client” is appropriate but it is agreed that “debtor” should be 
avoided, unless it is indispensable for legal reasons) but also of the aims 
to be achieved through the help provided to overindebted households; in 
particular, the recovery should not be limited to the sole financial aspects 
but should concern the whole life of the household (DEBT ADVICE = 
MAKES A BETTER LIFE )


- It is fundamental to use the tools provided by the Behavioural Economics, 
and financial education, both for the moment of the prevention and for the 
moment of the remedy. In particular, standardised and simplified tools, 
not only for information but also for helping the decision, are useful and 
should be promoted.







First session - Recommendations


• General agreement that debt advice should be 
available for all EU citizens everywhere. In 
addition, people should be made aware about 
where to obtain debt advice


• The funding of debt advice should be sufficient  
and should come from impartial source


• The Commission is requested to act asap to 
contribute to ensure the full availability of good 
quality debt advice services, including, if 
necessary, through binding rules.
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FIRST PARALLEL SESSION


Functioning of debt-advice


How does it work, who does what, possible problems, how is it financed?


An overview of the different ways debt-advise is provided in the different


regions of Europe


Maxime Pekkip


m.pekkip@cresus-partenaire.org


00336144606



mailto:m.pekkip@cresus-partenaire.org





The Actors 


Great variety of actors :


- Governemental/non governemental


- NGO/Private/Public institutions


- Non profit and for profit


- Independant or linked to an institution


- Transborder/National/local







Missions


Part of an activity


or 


Specialised organisations


AIM


Charity/Debt collection/Debt


mediation/finance and micro 


finance/overindebtness







Timing 


Preventive action


or 


Curative action


or 


Both


Organisation


Integrated/networked/isolated







Means of action


Volonteers/workers/both


Individual debt advise/collective debt


advise


Channels


Physical/distance/digital







Key challenges 


• KYC and definitions


• Chain of value and demand


management


• Efficiency and scalability


• Social Impact and sustainabiilty


• Digitalisation and « uberisation »







Insights







Insights


Collectives actions 







Digital tools






