


Oregon Money Management Program

Session #3 -- New Client Assignments – revised 6/22/16

Welcome to the Oregon Money Management Program Volunteer Training Session #3. 
Program staff strives to do a good job of matching clients to volunteers in order to maximize the chance for success in the relationship and service. In this session we will discuss how new clients are matched to volunteers and new client procedures.  It’s important to note that neither the client nor volunteer make a commitment to a match until after the introductory meeting has taken place.

Each new match has the following:
1. Volunteer Inquiry
2. New Client Review
3. Introductory Meeting
4. Acceptance Notification
5. Future Client Meetings
6. Spending Plans
7. Setting Boundaries 
8. Volunteer Privacy
9. Client Files
Volunteer Inquiry
When a client is ready to meet a new volunteer, program staff conducts a search of volunteer records to identify volunteers who live or work in the area where the client lives. Next, the volunteer preferences are reviewed. When a possible match is identified, program staff calls the volunteer and asks if they are interested in meeting a new client.  
New Client Review
When a volunteer agrees to meet a new client, a meeting is scheduled between the volunteer and a designated staff member or Team Leader. The purpose of the review is for the volunteer to learn about the client and review the new client forms and procedures. During this meeting, volunteers are provided with forms and information. This is a great time for volunteers to ask questions. 

Introductory Meeting
The next step is to meet the client. Volunteers are not asked to meet a potential new client on their own.  An introduction is made by a Service Partner, a Team Leader, a program staff member, or the clients resigning volunteer. Volunteers may be provided with a list of questions to ask the client as a way to get to know each other and to gain an understanding of the client’s needs. The service agreement is discussed to ensure that there is mutual understanding about how they will work together. Also, the volunteer and client may discuss days and times for future meetings. 



Acceptance Notification
After the introductory meeting both the client and volunteer decide if they are comfortable with the match and advise program staff of their decision. If a volunteer declines the match, they are asked to destroy or return any client information that was given to them. If the match is agreeable to both parties the volunteer contacts the client to schedule the next meeting. 
Scheduling Future Meetings
The frequency and length of client meetings varies, depending upon the individual needs of each client.  At first, it may take frequent meetings to get the client’s financial life organized and to develop a spending plan. As you establish a routine, less frequent meetings may be needed. It’s a good idea to confirm your meeting with your client the day before you are scheduled to meet. Many clients are forgetful or have trouble keeping track of appointments.

In most cases, volunteers meet with their clients at least monthly. Many OMMP clients have little contact with family or friends and are often lonely. Volunteer visits can be the highlight of their month. Home visits put volunteers in an ideal position to observe client physical or mental declines and safety issues. Volunteers should report concerns to the client’s service partner, your team leader or program staff. 

In rare cases, client visits may not be advised when the client lives in a facility and suffer from severe dementia or mental illness. In these situations volunteer visits can create confusion, anxiety, and even fear. For non-contact clients, volunteers work with a service partner to create a spending plan and meet the client’s financial needs.

In order to help these clients, volunteers need access to financial documents such as bills, bank statements, and insurance policies. Because clients can be forgetful and disorganized, establishing a way to collect and organize documents is critical to success. It’s helpful to establish routines. For example, a simple and helpful routine is to place a basket or box in a convenient location and ask that the client to put all of their mail in the box. Then, during the visit, their volunteer helps open, sort, and file it.  

Spending Plans
A spending plan is another term for “budget.” The OMMP uses the term “spending plan” because it is more easily accepted by clients than “budget”. That’s because it more fun to spend money than it is to budget it. A spending plan is developed when you start working with a client. It may take a couple of months to gather all of the information needed to complete it.  The goal is to list the normal and expected income and expenses, broken down into monthly amounts. An example of a Spending Plan is provided in this session.  A blank Spending Plan is available in Volgistics. Some volunteers prefer to use spreadsheets and are welcome to do so. 

When helping clients create spending plans, use a pencil so that any needed adjustments can easily be made. Most utilities offer a service called “Equal Pay” which averages the cost of service for an entire year and bills for twelve equal payments; this can be very helpful when developing a spending plan. Break down bills that are not paid monthly, such as property tax and auto insurance, into monthly amounts. Include costs for food, repayment of debt, and personal spending. Don’t forget to include an amount for saving for unanticipated expenses, even if it is a small amount.

As we all know, emergencies can pop up when we least expect them; a vet bill, broken dentures, broken glasses, and unexpected transportation or moving costs are just a few examples of unanticipated costs. Having funds available to cover these expenses avoids financial crisis. It’s a good idea for the volunteer and client to define the term “emergency” so that they agree when it is appropriate to dip into savings.   At a minimum, each client should strive to save an amount at least equal to one month’s income. Remember the importance of replenishing an emergency fund after it has been used.

Some clients, especially Payee clients, may have a hard time distinguishing between “wants” and “needs.” Volunteers should keep in mind that basic needs, which include housing, food, medical needs, and basic utility bills. These must be paid before non-essential items like cell phones, cable bills, and entertainment. Be sure to let clients take the lead in deciding how their money is spent once all necessary expenses are covered. When a client has a new want, refer them to the spending plan and ask what they want to give up in order to have the new want. 

The Spending Plan is the foundation upon which client financial health is built. It is also an important part of the program monitoring process which is discussed later in this session. Once the spending plan is completed, provide a copy to the program office. Monitors compare the monthly spending plan to the client’s bank statements to check that client bills are being paid and that the money is being used as agreed. A new spending plan is needed in January of each year, or when there is a significant change in income or expenses. Be sure to provide a copy of revised spending plans to the program office. 

It is important that volunteers and their clients agree on how the client’s money is managed.  It’s also important that the volunteer’s focus in on helping their clients with money management tasks and not on other needs that the client may have. If you find that your client has other needs, be sure to inform their service partner, OMMP staff or your Team Leader. It is very easy to get caught up in helping clients in other ways. Once you start down that road it is very difficult to back up. As a trusting relationship or even a friendship develops, volunteers may want to help their clients in other ways. If the volunteer does, they should check with the program coordinator to make sure that it doesn’t conflict with program rules. 



Setting Boundaries 
Setting good boundaries at the start of volunteer and client relationships is very important. Some clients have learned to get what they want by being manipulative, and can be very good at it. Volunteers should take the lead and set the ground rules in the relationship with their client. Examples of ground rules:
· Meeting times and locations should be mutually convenient
· Is the client allowed to call, text or email you directly and, if so, during what hours
· What happens if a visit needs to be postponed or rescheduled
· How are the client’s financial documents going to be collected and filed
· Volunteers are not allowed to transport clients
· Volunteers are not required to shop for clients
· How much advance notice does the volunteer need when a spending plan change is requiredWhat receipts are expected to be provided by the client
· How and when does the client receive their spending money
· Any other limits that the volunteer wants to establish

Program volunteers are not trained or expected to be social workers. They have very specific jobs to perform as OMMP volunteers. Volunteers should focus on helping clients with money management tasks and issues. If volunteers choose to help clients outside of money management tasks, the clients may come to expect that type of support. It is very difficult to go backwards once a precedent has been set. Volunteers helping clients outside of money management tasks are operating on their own outside of the program. 

Don’t be afraid to say “no.” Be respectful, expect to be respected, and be firm when needed. Be consistent so that the client knows what to expect and what they can depend on. 
Volunteer Privacy
Program staff will not give volunteer’s contact information or other personal information to their clients. When needed, clients may call or email the program office and leave a message to be relayed to their volunteer.  By dialing *67 before the client’s number, it prevents the caller’s number from being displayed on caller ID. 

If a volunteer choses to give their phone number to their client they should do so only after becoming comfortable that the client will not abuse this privilege. Most volunteers are comfortable with providing an email address and some even create email addresses and phone numbers dedicated for OMMP use. Google offers free email addresses and voice services that volunteers may want to consider.  It is recommended that volunteers not give their home or work address to clients.

[bookmark: _GoBack]This concludes session 3. For questions about information covered in this session, please contact your Program Coordinator or Team Leader. 
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SPENDING PLAN 
Normal and expected monthly income and expenses 


 
Name: __Mable Johnson______________________________       Date: _1/15/16__________
  
 


INCOME     


SOURCE AMOUNT DETAILS 


SSA 1250  


IBM Pension 325  


   


TOTAL 1575  


   


EXPENSES AMOUNT DETAILS 


Housing  (Rent/Mortgage/R&B) 500 Lodi Apartments 


Electric 150  


Gas   


Phone 25  


Cable 75  


Garbage   


Water   


Medical Ins. 80  


Medical Co-Pay(s)  100   


Auto Ins.    No car 


Personal Spending  245   


Groceries  200   


   


   


     


      


    


Don’t Forget Savings  200  


Total 1575  


 


Liquid Asset List AMOUNT DETAILS 


Savings 50 Wells Fargo 


   


   


   


Total  50  


 


Debt List BALANCE DETAILS 


Visa 675  


   


   


   


   


Total  675  


 
 







Client or Client Advocate Signature: ___________________________________________ Date: ____________ 






