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May I begin by acknowledging, with gratitude, the
extraordinary contributions of the people and
partnerships involved in enabling CARF to realise
our vision of ‘a better life for the people of Fife’.
During the year, 121 volunteers selflessly gave up
their time to enable or deliver life-changing advice to
their fellow Fifers alongside our 76 dedicated staff
whose expertise continues to exceed quality
standards, and my fellow voluntary Board directors
applied their broad experience and skill to the
strategic direction of CARF.

The funding for our work again came from a range of partners including Citizen’s Advice
Scotland, Macmillan Cancer Support, a number of Armed Services projects, Scottish
Legal Aid Board, NHS Fife, and our main funder, Fife Council, who continue to recognise
the value that CARF brings to the psychological and financial wellbeing of the citizens of
Fife.

Looking back over the twelve months from April 2019 to March 2020 is like visiting a
different era, a time barely recognisable following the unwelcome arrival of Covid-19 and
our subsequent re-orientation. This new crisis arrived at a time when the organisation
was already preparing itself for a potential surge in demand from Brexit and the transition
to the new Scottish social security service for which a new management structure was
developed to improve our agility and resilience. Our business plan, now in the second
year of implementation, sets out the core strategic priorities for CARF as follows:
·
·
·
·

Developing our advice channels to reflect the changing needs of our clients.
Harnessing technology to realise our ambition to improve the delivery of solutions for
clients, staff and volunteers.
Building resilience through a robust corporate and modern governance structure
underpinned by a strong values-based culture.
Fostering a fulfilling professional and volunteering environment for our volunteers
and staff through continuous learning and development.

The commitment shown to this plan by the whole organisation during the year has
strengthened our capacity to react to the disruption caused by COVID 19 lockdown. By the
end of March 2020 all face to face advice-giving was suspended and a full telephone and
web-chat advice service operating from the homes of CARF staff was put in place. The
skill and creativity demonstrated by the management and staff team to maintain a highquality advice service cannot be overstated and continues to be much appreciated by our
clients and funders.
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Although this shift to remote advice-giving greatly limits accessibility, it has accelerated
our understanding and development of technological solutions in delivering the service
such that, when face to face advice can resume, our service will be much enhanced.

Looking ahead to 2020/21, CARF will continue to react with agility to the demands of the
prevailing risks associated with COVID 19. The reintroduction of bureau-based advice is
likely alongside the home-working model so successfully developed. Above all, it is
essential that we maintain a safe working environment for our clients, staff and
volunteers and it will be necessary for us to reach even deeper for the creativity and
determination required to meet the future advice needs of our clients.
Peter McTiernan
Chairman of the Board of Directors
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Out of fuel poverty
"Hannah"* approached CARF as she was experiencing fuel poverty as
a result of low income and high electricity costs. As a single mum,
Hannah was struggling to make ends meet and suffered poor mental
health as she tried to support her son.
We undertook a benefit check and recognised that Hannah was not
receiving all benefits she was entitled to. Our benefit check
identified an extra £65.85 per week that should be claimed.
In order to establish a claim as soon as possible, a conference call
between ourselves, Hannah and the Department of Work and
Pensions was arranged and the premium we identified in our benefit
check was paid.
We were also keen to ensure that Hannah received payments due to
her through backdating and Hannah was awarded over £10,500.
Hannah wanted to buy a car so she could gain more freedom for her
and her son and improve her chances of possibly gaining
employment.
Hannah's visit to CARF made her almost £14,000 better off.
Advice changes lives.

*Not real name
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CHIEF EXECUTIVE REPORT
This is our 23rd Annual Report and again it is hard to
believe another year of service delivery is complete.
Interestingly, this will be my final report as CEO of
Citizens Advice and Rights Fife (CARF) as my
retirement is imminent. As I look back over the years
and the various reports I have written I have often said
“it has been a busy and challenging year”. This last
year has been no different!

Norma Philpott

Chief Executive Officer

The year started positively in April 2019 with all of our
paid staff retained for a further year, and with a steady
influx of volunteers seeking to help the people of Fife
by giving something back in the way of time or looking
to learn new skills to move into paid employment.

At the same time, a number of new projects commenced – a mix of local and national ones. I
was particularly happy to see that we were supporting the employability and carer agendas
locally by providing income maximisation opportunities, whilst playing a key role in helping
people to access Universal Credit over those first critical months. Another new project was
started in the summer of 2019, the European Union Settlement Status project. Meanwhile, the
Money Talks Team had its first full year of operation, working primarily with pregnant women
and new mums to increase their finances, alongside partners in health.
During the year there were a number of staff changes affording an opportunity for review and
refresh. It is important for us to remain relevant and forward thinking. Two new additional
roles were added to support the back office and infrastructure of the organisation as the
finances get more complex and also the IT needs of the organisation.
The Board of Directors continued with their review of modern Governance and a new Values
Framework was put in place across CARF. Citizens Advice Scotland membership was
maintained following an organisational and quality of advice audit.

With good help from Fife Council, Citizens Advice Scotland and our funders more generally
we have been able to respond to the pressures and changes that are associated with COVID
19 which hit us unexpectedly in March 2020.
I say that our service is more relevant than ever and the needs of individuals in Fife remain
ever difficult and challenging, with new barriers to overcome.
Finally, I'd like to anticipate next year’s annual report and say that it will be COVID themed in
some way but reflective of the continued need for form filling, information, advice and
representation, money advice and income maximisation, as well as specialist advice giving
through our projects. We continue to deliver well to those who need our help whether by us
as CARF alone or increasingly in partnership with others. May CARF go from strength to
strength under the direction of the Board of Directors and the new Chief Executive Officer.
Norma Philpott. Chief Executive Officer

2019-20 At a glance
Almost 14,000 active clients
Over £12m in
Client Financial Gain
Over 29,000 hours of volunteer time

Almost 49,500 issues dealt with

Over 1,100 multiple debt cases

Over 450 Social Policy issues raised
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CARF "STARS" Framework
Following an organisation wide exercise through
2019/20, the STARS Framework was unveiled at
our 2019 Staff and Volunteer Conference. The
framework sets out the values we believe all staff
and volunteers should show and also the expected
behaviours that demonstrate we live our values.
The STARS acronym stands for:
Skilful- CARF staff and volunteers are valued for
their expertise and encouraged to increase
knowledge through continuous learning. As such
those using our services can expect CARF staff
and volunteers to use all their experience, skills and
effort to provide potential solutions.
Trustworthy- CARF staff and volunteers are treated, and act with, honesty, respect and dignity
at all times. Therefore, those accessing our services are able to rely on the actions of staff and
volunteers and can expect honesty, confidentiality, impartiality and to be treated with dignity at
all times.
Aspiring- CARF staff and volunteers show a desire and determination to make themselves and
CARF the best they/it can be. Consequently, our service users can have confidence that CARF
will always work tenaciously to provide the best service possible.
Reliable- CARF staff and volunteers will consistently aim to deliver the highest possible service.
This means we hold ourselves and others to account for our actions, take the initiative and
ownership should things go wrong and commit to seeing things though.
Supportive- CARF staff and volunteers work as a team to provide encouragement and support
to each other and to those who use our services. In doing so, those who access CARF services
should feel informed, empowered and included.
Over the coming months, further work will be done to embed the framework in all we do,
ensuring that our values are "lived" and understood.
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A glimpse inside CARF
Although we take our work very seriously we do try and have fun
when carrying out our duties. Over the year we have arranged
various events and we continue to be proud of our Gold Award in
Healthy Working Lives!

The CARF 5-a-side team continues
to play every Monday with over 10
employees representing the side in
2019/20.

Our Walk at Work winners for
2019/20. In total, the organisation
walked over 3,700 miles.

Our first organised walk up to the top
of Falkland Hill.
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New projects for 19/20
In 2019/20, CARF delivered 4 new projects to the people of Fife as
detailed below:
Help to Claim
Help to Claim provides free, confidential and impartial support to help
people make a Universal Credit claim. Those using the service can get
advice on anything to do with applying for the benefit, including gathering
the required evidence, filling in the application or preparing for their first
jobcentre appointment.
Carers Income Maximisation Project
A specific income maximisation project for anybody, of any age, who
provides or intends to provide, care for another person on an unpaid
basis. This helps ensure carers receive all the benefits they may be
entitled to, and if necessary, we support and advocate on their behalf to
appeal decisions which they feel are incorrect.
Transition 2 Employment
A project which helps to remove the financial barriers associated with
commencing employment by providing income calculations, resolving
benefit issues and demonstrating the impact of paid employment on
finances.
EU Settlement Scheme
This service is there to provide advice and support to vulnerable clients,
at risk of missing the deadline to make an application to remain in the
UK post Brexit, and support applications to the EU Settlement Scheme
including assisting with pre-settled and settled status applications.
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Our projects
300 client financial gains in the Carers Income Maximisation
Project totalling over £800k
Over 80% of clients retained their home following threat of
eviction/repossession after engaging with our Making Justice Work
project.
Our Macmillan project gained over £1m on behalf of people and
families suffering from the effects of cancer.
Our new Transition 2 Employment assisted 170 individuals back
to work
Making it Work for Lone Parents project dealt with over £60,000 of debt
Our Patient Advice and Support Service supported 174 patients
with complaints against NHS Fife
Our Money Talk Team (formerly Financial Health Checks) gained over
£325k on behalf of pregnant women and new mums
Almost 1,400 clients were assisted in applying for Universal Credit
and supported through to receiving their first payment
Over 580 referrals dealt with by our Pension Wise project
Our Armed Services Advice project and Unforgotten Forces project supported
437 ex-forces personnel
Over 300 EU citizens contacted us for assistance in applying to the EU
Settlement Scheme
Our Client Representation Unit successfully overturned
84% of cases appealing against unfair benefit decisions.
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The Apprentice
When I left school in 2015 I wasn’t sure which path I would like
to take or what my interests were in terms of a potential
career. The idea of University did not appeal to me, so I
signed up to a one year Business Management Course at Fife
College and started working full-time, hoping that something
would click and I would know what I wanted to do in the near
future. My course ended and I found myself gravitating more
towards working and earning money than studying, however,
in the back of my mind the idea of an apprenticeship was a
possibility.
A couple of years passed before I decided it was the right time for me to look at
apprenticeships and see what options were out there. I decided to use skills already gained
from my college course and apply for positions in Business Administration. When looking
for apprenticeships I wasn’t necessarily focused on the immediate opportunity but more in
the long term what working for that organisation could do for me in terms of career
progression and opportunities available.
Fast forward 2 years and I have completed the apprenticeship in Business Administration
as well as an additional course, CIPD HR Foundation Certificate. I have found the last two
years with CARF challenging, rewarding and in all honesty, more than I had initially
anticipated. From starting my post with only a basic idea of what CARF does to now
understanding just how far a reach we have and what differences we can make to people’s
lives makes me feel grateful to work for such an organisation. My role with CARF has
evolved drastically from simple administrative duties to things such as; overseeing the HR
system, kick starting our video channel and having a high involvement in the day to day
running of the intranet. The apprenticeship was the opportunity that I needed to get my foot
in the door with a great employer who would push me to develop my skills. Initially the
prospect of working with senior management was daunting but the team have offered me a
lot of their time to make me feel comfortable and confident in my ability. The experience I
have gained from working so closely with experienced management day to day has been
invaluable – something I wouldn’t have gained from simply completing a college or
university course. As an apprentice, I have never felt subordinate to any of my colleagues
and I know that my opinions and ideas are just as valued as any other employees at any
level.
Being offered my new post at the end of my apprenticeship as Office Administrator/HR
Assistant was exciting and made me feel as though the hard work had paid off. It feels
amazing to be in a post where I get to use my own initiative, manage my own workload and
I am trusted to carry out important tasks. I am excited to see what the future holds for both
myself and for CARF and for the challenges and opportunities that will come my way.
David Moor
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Social Policy
Social policy is challenging unfairness and working for change, a fundamental aim of the
Citizens Advice service, and CARF actively contributes and addresses this by exercising
a responsible influence on the development of social policies and services, both locally
and nationally. During 2019/20 CARF raised 463 issues to Citizens Advice Scotland.
The largest campaign we delivered this year was in October for Challenge Poverty Week,
with a particular focus on the growing issue of "in-work poverty". The week tackled a
"theme a day" as well as incorporating various training events, promotional campaigns
and publications.
CARF continues to be heavily involved in the food insecurity agenda, with our CEO acting
as Co-Chair of Fife's Food Insecurity Steering Group. Our relationships with foodbanks
and other crisis food resources continue to grow as evidenced by the quick response to
securing mutually agreeable referral process between our organisations.

Highlights:
499 Social Policy issues raised, of which 463 sent to CAS
A longstanding case won at Upper Tier Tribunal resulting in national legislative change
Responses submitted to the Economy and Fair Work Committee on the Consumer
Scotland Bill and also on Protected Trust Deeds
CARF's Money Advice Unit worked alongside Citizens Advice Scotland to determine
the impact of living within the Common Financial Tool while in a statutory debt
resolution.
As reported in the past, the most common Social Policy issues being raised relate to
welfare benefits, in particular, Universal Credit and Personal Independence Payment.
With the economic impact of Covid-19 yet to be felt in its entirety we expect this trend to
continue in future years.
2020/21 is likely to bring with it a variety of Covid related challenges and we have already
started to gather data on it's impact on our clients. With furlough ending, as well as an
end to creditor inactivity, it is critical to ensure that policymakers are aware of those
issues facing vulnerable individuals, families and communities.
To this end we are committing, as resources allow, in 2020/21 to allow more bureau
specific social policy campaigns as well as ensuring that our Social Policy work is not
solely concentrated on welfare benefits and that other, equally important, social policy
issues are also considered.
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Training Report
Citizens Advice and Rights Fife is committed to providing volunteers, staff and board
members with opportunities to grow and develop through training and learning
opportunities as reflected in our business plan.
Core Learning
3 intakes for our Adviser Training Programme commenced as planned although one has
been affected by the emergence of Covid-19. Following a previously successful trial of a
condensed Adviser Training Programme, another was carried out allowing participants to
learn content over the course of 5 days. The condensed course was able to take in
applicants who missed cut off dates for the longer Adviser Training Programme course.
In addition the organisation took on 2 university students completing Social Work
placements from both Stirling University and the University of Dundee.
Internal Training
We ran several internally attended courses this year including the ongoing roll-out of
customer excellence training, "Demystifying Universal Credit", Dignity at Work and the
Board completed relevant GDPR training.
External Training
CARF staff attended First Aid training, training on oral health and CASTLE statistics
training run by Citizens Advice Scotland.
Outreach training
CARF delivered poverty training through the Fife Health and Social Care Partnerships
Health Promotions Service. "Introduction to helping households in financial crisis" raises
basic understanding on those issues faced by low income homes while "Poverty training
for Managers" helps managers identify signs that employees may be experiencing
poverty.
Online training
CARF staff continue to undertake specific IT security training through KnowB4 and, in
addition, almost 1,100 courses were completed via CASLearn this year.
Looking ahead
The challenges of restarting a volunteer workforce who have had a significant break from
providing advice in a formal capacity will be the main challenge for next year, meaning
methods of delivery are likely to change and remote learning likely to continue.

Data extracted from CARF Annual Training Report 2019/20 written by Ross Livingstone, Learning and
Development Officer.
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Our successes
A restructure of the management team neared completion to
ensure CARF was lean, dynamic and flexible to meet future
challenges.
CARF successfully met the criteria for full membership of Citizens
Advice Scotland.
Our website received almost 42,000 visits.
Over 1,200 followers on our Twitter feed.
CARF continues to be a Living Wage employer.
CARF remains a Carer Positive employer.
We changed our service delivery model quickly to accommodate
the closure of offices due to Covid-19.

Our Board of Directors 2019/20
Peter McTiernan

Alistair Cairns (Appointed 5th February 2020)

Beverley Harrow

Kate Stewart (Appointed 1st October 2019)

Sandra Wilson

Suzanne Stuart (Appointed 4th September 2019)

Norma Philpott

Mhairi Lochhead (Resigned 12th August 2019)

Susan Leslie

Cllr. Lesley Backhouse (Resigned 19th July 2019)

Maureen Lyall

Malcolm Kelly (Resigned 12th June 2019)

Richard Thomson

Cllr. Alistair Cameron (Resigned 11th March 2020)

Jean Ferguson (Appointed 12th June 2019)
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The path ahead
"The future depends on what we do in the present" - Mahatma Ghandi
On 23rd March 2020, lockdown commenced signalling the
suspension of face to face advice in our offices. The pandemic
meant CARF needed to adapt quickly to be able to provide the advice
and support that we are known for. Increasing resource to our
telephone lines and digital solutions happened almost overnight and
brought into stark reality the changes we must make to continue to
be able to advise and support to the best of our ability.
Over the coming 12 months a number of developments will take place
to help in achieving this including:
Investing in IT solutions to future proof and mobilise our workforce to
ensure no service disruption.
Undertaking a review of services to inform our future service delivery
model, including liaising with our communities.
Improving access to free, independent debt advice.
Investing in our staff and volunteers to ensure a flexible and dynamic
workforce.
The "new normal" is at present an unknown and undefined concept.
We quite simply do not know what the world will look like in the
future. What we do know is there are tough times ahead for
individuals and families across our communities. The need for timely,
accurate advice and support is critical to helping those who are
vulnerable through the coming months, if not years, and CARF will be
doing all it can to ensure we keep providing for those most in need.

Our aims
The service provided by Citizens Advice and Rights Fife is free, confidential, independent
and impartial. We are your local CAB (Citizens Advice Bureau) and adhere fully to the
twin aims of the CAB service:To ensure that individuals do not suffer through ignorance of their rights and
responsibilities; or through an inability to express their needs and equally
To exercise a responsible influence on the development of social policies and services,
both locally and nationally.

Modes of delivery
Our service is normally delivered through our bureaux located in Cowdenbeath,Cupar,
Dunfermline, Glenrothes, Kirkcaldy and Leven. Buckhaven and St.Andrews are served
by Outreach clinics. This is supplemented by our Pop up project, centralised telephone
service for initial contact and home visits, as appropriate.
Due to current Covid-19 restrictions, face to face services are limited. Please see
www.CABFife.org.uk for most up to date information.

Telephone
General Advice
Money Advice
Macmillan Fife Welfare Benefits Partnership
Welfare Reform Advice

0345 1400 095
0345 1400 094
0345 1400 091
0345 1400 092

CARF Textphone for Deaf Community

0787 2677 904

15 I
A BETTER LIFE FOR THE PEOPLE OF FIFE

Financial Position
Total Income

£2,729,076

Total Expenditure

£3,122,766

Other Gains/Losses

£1,308,527

Net movement in funds

£914,837

Total funds brought forward

-£628,594

Total funds carried forward

£286,243

Funders 2019/20
Fife Council
Fife Health and Social Care Partnership
Fife-ETC
Fife Gingerbread/ESIF
Frontline Fife/SLAB
Greener Kirkcaldy
Macmillan Cancer Support
Citizens Advice Scotland
Poppy Scotland (and others)
NHS Fife
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FOR FURTHER INFORMATION CONTACT:

Norma Philpott, Chief Executive Officer
01592 765401
David Redpath, Business Development Manager
01592 765408

Registered office: Units 7 & 8, Craig Mitchell House, Flemington Road, Glenrothes, KY7 5QF
Company Limited by Guarantee No: 178060
Registered as a Charity in Scotland No SCO27015

