
                                                                          
 
 
 
Worcestershire County Council Behavioural Insights Trial 
 
Worcestershire County Council (WCC) have secured funding from the LGA to deliver 
a behavioural insights trial addressing outstanding fairer charging debt; aiming to cut 
the amount of money owed to WCC by people receiving adult social care services.  
 
Many people receiving social care services at home are required to contribute 
financially to domiciliary care services, but each month around 5% of invoices for 
these contributions go unpaid. When invoices are not paid, an investigation needs to 
be undertaken as to the reasons behind the non-payment. This is both time 
consuming and expensive, and involves looking at the social care notes and possible 
discussions with social workers before making a decision on how best to contact the 
service user.  

Trial design 

Communications about fairer charging contributions will be redesigned. We will 
assess the current format and delivery of each to ensure our changes are as 
effective as possible. Within our ‘Design’ phase of the project we will also work to 
unearth potential ‘unseen opportunities’ within the current service user journey, 
offering fresh and novel interventions that look to build on previous trials of 
behavioural insights connected to debt recovery and council tax payments. Social 
workers could offer a unique opportunity to engage with debtors, and potential 
interventions may link to the WCC Three Conversations Model; a new approach to 
adult social care that WCC is taking which connects people with resources in the 
local community and friends and family, promotes independence and enriches 
people's lives.   

The behavioural insights trial 

WCC will deliver a behavioural insights trial that will behaviourally optimise the 
following three existing communications: 

– New user letter 
– Invoice and Billing document 
– Invoice reminder letter 

We will conduct Randomised Control Trials to test our behaviourally optimised 
interventions against each current communication: we envisage a three-month trial 
period but will have the facility to extend the time period if necessary to ensure 
sufficiently large sample sizes. We will consider separate cohorts of new and existing 
service users and evaluate at relevant points in the user journey to elucidate the 
impact of separate interventions. We will rigorously evaluate our interventions across 
three broad areas: 
 



                                                                          
 
Engagement with the intervention 

 Quantitative: are people receiving, reading and understanding it? 
(observations, reporting) 

 Qualitative: do people understand it? (survey, interview) 

Impact of intervention on behaviour 

 Personal: self-reported awareness of debt 

 Behaviour: Contact with WCC debt services 

Ultimate reduction in debt in the intervention group compared to the control (with 
existing metrics supplied by WCC) 

 Reduction in overall debt 

 Reduction in number of debtors 

 Increase in payment plans 

 Reduction in WCC resource 

To conclude our evaluation phase (December 2018) we will present our findings. We 
will explain our evaluation process, and how our trial can be replicated at scale within 
WCC. Finally, we will give recommendations to LGA for roll-out within other Local 
Authorities. 
 
Milestones 
 
Milestone Timeline 

Research/data collection May – June 2018 

Trial design July – August 2018 

Trials  September  - November 2018 

Report due December 2018 

 
 
Council Officer contact 
 
Claire Bloss 
 
E: cbloss@worcestershire.gov.uk 
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