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When people talk about poverty it is often split into different types (food poverty, fuel poverty, 
period poverty etc) but however it is split, poverty always results from a person having insufficient 
money to meet their needs. While emergency assistance (such as a foodbank parcel) may be needed 
and welcome, this can only ever be a sticking plaster over the underlying issue that is causing a 
person’s financial problems. Unless this underlying issue is identified and addressed, the person’s 
financial difficulties are likely to continue. 
 
The Money Advice Referral Tools (MARTs) are aimed at any organisation or professional who deals 
with people who may be struggling financially. It aims to make it easier for them to identify the 
underlying issues that are causing the person’s financial difficulties and help them to take action by: 
 

• referring the person to an organisation that can help maximise their income… 

• … and/or referring them to an organisation that can help with issues that may be causing 
their financial difficulties or making them worse (eg. their mental health) 

 
The MARTs were developed by Greater Manchester Poverty Action in partnership with: local 
authorities, foodbanks, other voluntary groups and people currently living in poverty. There are 
borough specific versions of the MART for: 
 

• Bury 

• Manchester 

• Oldham 

• Tameside 

• Trafford 

• Wigan 
 
How to use the MART 
 
The MART guides you through a conversation with a person who is struggling financially. It funnels 
down the options so that you only need to make limited choices. This means you can provide help 
without the need to be an expert in maximising a person’s income, 
 
This involves three steps:  
 

 
 
In order to successfully use the MART, the person you are assisting needs to open up about their 
circumstances. This takes some courage on their part so the conversation you have with them is very 
important and we will look at this after running through the mechanics of using the MART. 
 
 
  

Identifying 
their problem

Considering 
the options for 
this problem

Identifying 
suitable 

organisations 
to refer to
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1. Identifying their problem 
 
You start by talking with the person about what the main reasons are that they are struggling 
financially, using the ‘What’s your situation?’ section of the MART as guidance.  
 

 

The ‘What’s your situation?’ column looks at 
the reasons why someone may be having 
financial difficulties and is broken down into 
different headings: 

• I suddenly have no money 

• I’m waiting on a payment/decision 

• My money does not stretch far enough 

• I have debt 

• I have other problems that are effecting 
how I manage my money 

 
In order to help you, for each of these there are 
a number of examples of circumstances that 
may fit under that heading but they are not 
exhaustive. 
 
Once you have identified the main reason/s for 
their financial difficulties you can move onto 
identifying which options may be appropriate to 
deal with this. 
 
Under each of the headings there are numbers 
in green which filter down the relevant options 
for you. Each of these numbers points you 
towards approaches that may be suitable to 
tackle the person’s issue. 
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2. Considering the options for this problem 
 
The ‘What’s your situation?’ section will have identified an option, or options, that may be 
appropriate to help with the person’s issues. You need to use the ‘What are some of your options?’ 
section (see below) to identify which of these is appropriate to that person’s circumstances and this 
may require some judgement. 
 
For example, if a person has debt the MART suggests that options 4, 5 or 6 may be appropriate, but 
the option you choose would depend on their circumstances. For a person who is struggling to repay 
debt on payday loans then option 5 (Debt Advice) may be most appropriate but for a person who 
has fallen behind with their energy bills then option 6 (Energy Advice) may be more suitable.  
 
When you have chosen the most appropriate option, the next step is to determine which 
organisation you should refer the person to. At the bottom of each of the option there are icons that 
refer to particular organisations.  
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3. Identify suitable organisations to refer to 

 
On the right hand side of the first page you will see contact details for each of the organisations for 
which there is an icon on the options. On the reverse though you will find information under ‘How 
to access services’ about what these organisations do, and more detailed information about how 
and when you can contact them.  
 

 
 
This additional information may help you to decide which of the organisations to refer the person to 
if you have a choice. For example, in the version above, if the person you are assisting is over 50 you 
may decide that it would be appropriate to refer them to Age UK. Alternatively, if you want to make 
an immediate referral for someone the opening hours of the services may help determine which 
organisation you choose. 
 
Other support 
 
The support we have covered so far has all related to trying to maximising a person’s income. In your 
conversation with the person though, they may mention that they have other problems that have 
either caused their financial difficulties in the first place, or which have made worse by their financial 
difficulties. For example, if a person is having mental health problems that can result in financial 
difficulties (such as if their poor mental health meant they missed a meeting with their work coach 
and it resulted in benefit sanctions) or their mental health could have become worse as a result of 
the stress caused by their financial issues. 
 
The ‘Other Support’ section lists a variety of such issues and provides basic information and contact 
details about organisations that can help with these.   
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As you use the MART you will quickly become familiar with the issues and organisations it covers, 
but before you use it the first time we would recommend that you spend time becoming more 
familiar with its content. 
 
Referrals and signposting 
 
There are two ways you can put the client in touch with the organisation who can help them: 

• Referrals (where you contact the organisation on the person’s behalf) 

• Signposting (where you give the person the information to contact the organisation 
themselves) 

 
Ideally you would normally make a referral as then you know the person has been linked up with the 
organisation that can help them. If you signpost the information there many reasons why the client 
and organisation may not link up (for example: difficulty in making contact, lack of confidence, not 
wishing to repeat their story again etc). 
 
Signposting will sometimes work best though, or may simply be the necessary choice. For example, 
some clients will want to make contact themselves and in some cases you will not be able to make 
contact directly, or may not have sufficient time to do so. If you signpost a person, please ensure 
that they are able and confident to contact the organisation using the contact method (eg. are they 
able to use/access email). 
 
Monitoring how you use the MART 
 
It is really important for GMPA to understand how the MARTs are being used so that we can 
determine whether it is appropriate to continue to produce and update them and, if so, how they 
can be made more beneficial. In order to provide the data for this we are asking you to do two 
things when you use the MART to assist someone who is struggling financially: 
 

• Let the organisation you are referring a person to know that you have used the MART 
(meaning that they can track the eventual outcome of the referral) 

• and complete a short monitoring form 
 

 
 
The monitoring form can be accessed using a weblink 
or QR code (see left). Once you have accessed it, you 
may find it easier to bookmark this in your web 
browser. 
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The form (see left) will take 30 seconds to 
complete and asks the following 
questions: 
 

• Which organisation are you from? 
(type in) 

• Which borough’s MART are you 
using? (choose from a list) 

• Which situation did this relate to? 
(choose from a list) 

• Which option did this relate to? 
(choose from a list) 

• Which organisation did you refer 
to? (type in) 

• Did you refer the person to the 
organisation or signpost them? 
(choose from a list) 

 
We appreciate it will not always be 
convenient to complete this form, but 
please take the short time needed to 
complete it whenever you can. 
 

 

  



 

8 
 

The conversation with the client 
 
The government’s Money Advice Service describes speaking about your financial position as being “a 
taboo topic – and it can be seen as rude to bring it up”. This conversation is essential to using the 
MART effectively. 
 
People with current lived experience of poverty have helped to develop the MARTs. One of the 
issues they have explained has been difficulties they have had in conversations with both statutory 
and voluntary organisations. If this conversation is carried out insensitively it is likely to make people 
not want to talk, rather than share with us the information we need to know in order to best use the 
MART. The following guidance on things to consider in holding these conversations is based on their 
experiences and their advice about how best to have this conversation  
 
We have summarised their suggestions into four key things you need to do in order to help the 
person open up about these issues:   
 

1. Show empathy 
 
This is all about being able to put yourself in the shoes of the person you are speaking to: 
  
 
 
 
 
 
 
 
 
The need to show empathy was raised more than any other point. Without this, the conversation is 
very unlikely to uncover the underlying issues. 
 

2. Listen 
 
This is all about giving the person a chance to talk while not making assumptions about them or 
jumping to conclusions about what you think they are going to say. Just listen carefully to what they 
actually tell you.  
 
Showing you are listening will give them more confidence to continue. An effective way to do this is 
by summarising what they have told you back to the person to check  that you have understood this 
correctly.  
 

3. Be thoughtful in the language you use 
 
Some language can suggest that you are blaming the person for the situation they are in and this 
may cause them to close down the conversation. Try and take care not to use judgemental language 
- in other words, language that makes it sound like their problems are their fault 
 
People have also said that they often feel stupid for ending up in financial difficulty. Using jargon and 
terms they may not understand can make this feeling worse, and also lead to them closing down the 
conversation. For example, you may deal with Discretionary Housing Payments frequently and refer 

“Treat the person 

as an individual” 
“… recognise the person 

sitting in front of you is not 

in the same position as you” 

“Understand the 

stress they are under” 

“Show that you care” 
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to these as DHPs but will the person you are assisting be aware of this or confident enough to ask 
what this means? 
 

4. Be honest and straightforward 
 
Understand that the person is showing courage in opening up and that they are placing their trust in 
you. If you say you are going to do something, keep to your commitment. 
 
Don’t be tempted to make promises for the MART that it may not be able to fulfil. The MART can 
help ensure that people are able to maximise their income by receiving all the support they are 
entitled to, but be aware that some people will already have maximised their income and for others, 
an increased income may still be insufficient for their needs. 
 
Don’t push too hard 
 
One final point regarding the conversation, it is worth remembering that some people will be 
unwilling to talk about their financial situation. The sooner they talk about it the better as their 
issues can be addressed before they become worse, but be careful not to push too hard. 
 
If someone is unwilling to talk, just let them know that you may be able to help when they feel able 
to talk about it – building up trust may make them feel more comfortable to talk about it at a later 
date. 
 


