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Chairman's Report
As always, I must begin this annual report by recognising
the outstanding contributions of the people and
partnerships involved in enabling CARF to realize our vision
of ‘a better life for the people of Fife’. During a whole year
navigating through the restrictive and heart-breaking fog of
the Covid-19 pandemic, nearly 80 staff and over 100
volunteers mustered all their resilience and creativity to
maintain our essential and life-changing service for the
people of Fife. Although face-to-face advice had to be
curtailed, within the first few weeks of lockdown an
extended telephone advice service was established to
allow staff and clients to interact from the safety of their
own homes. These actions by the staff and our investment
in technology both accelerated and demonstrated the
team’s commitment to our core strategic objectives:
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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 funding for our work 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, Fife Gingerbread, the Fife Health and Social Care Partnership,
Greener Kirkcaldy, and our main funder, Fife Council, who continue to recognise the
contribution that CARF makes to the mental and financial wellbeing of the citizens of Fife.
The significant additional support received from Fife Council and the Scottish & UK
Government, via Citizens Advice Scotland, to allow CARF to distribute and invest in
enabling technologies is further appreciated and acknowledged.

The year also saw an important management team restructure before the retirement of
Norma Philpott, our Chief Executive of over 20 years and it is with much gratitude and
fondness that we wish her happiness in her well-earned retirement. During her tenure,
Norma developed the advice capacity of CARF threefold to make it the largest local Citizens
Advice service in Scotland. Her successor, David Redpath, contributed enormously to that
development as Business Development Manager for many years and has already
demonstrated remarkable leadership in his navigation of the Covid-19 crisis and in
securing core and project funding for future years. He and his extended management
team, over half of whom are newly in post, have managed to retain a laser-like focus on
delivering the best possible service to our clients whilst acting with compassion and
empathy.
Although the potential economic and social fall-out from Brexit and changes to benefits
advice arising from the transfer of ownership to Social Security Scotland loom large in the
skyline of our strategic horizon, they are likely to be shadowed by the forthcoming
withdrawal of emergency support related to the pandemic. However, the Board of CARF,
who continue to provide me and our senior management team with invaluable expertise
and support, have full confidence that these challenges will be successfully met for the
benefit of our Fife neighbours through the skill, agility and commitment, already evidenced
throughout the year, by the managers, staff and volunteers of our remarkable organisation.

C.E.O.
Report
David Redpath
It’s difficult for me to think of a way to start this type of report. Normally, we’d write about
the challenges and difficulties of the previous year, although I think these have already been
communicated and most if not all, understand the changed environment in which we all live
and work.
I am delighted, and exceptionally proud, that our organisation showed extraordinary
resilience in navigating a way through the pandemic, with our staff and volunteers working
tirelessly to provide support and advice. It is testament to them that we were able to put
over £9m back into the pockets of our clients despite the constraints we worked within.
CARF has changed significantly over a short period of time. We continue to offer face to
face services, although this has now moved to an appointment system. We have introduced
video-conferencing for clients, taken part in online tribunal hearings, and embraced the
new normal with TEAMS, Zoom and other digital means.
A change in our telephone offering is starting to reduce the call wait time and allows us a
greater opportunity to manage demand on our services. In addition, our video channel
continues to add more and more informative clips to help those who wish to deal with
issues themselves and our online advice database remains available 24/7 on our website.
Much has been done, yet there is still much to do.
To ensure we remain at the forefront of advice and support in Fife we must attract more
volunteers and continue to seek ways to manage demand. The economic impact of the last
year will be felt for many years to come and the ask on organisations like CARF will become
ever bigger.
That said, if the last 12 months have been anything to go by, I am confident that we will go
from strength to strength and continue being there for our clients when they need us most.

The Year at a Glance
2020 - 2021
Active Clients: over 17,000
Client Financial Gain: over £9.2m
Volunteer Hours: almost 1,900
Issues Dealt with: over 38,000
Multiple Debt cases: almost 500
Social Policy Cases: almost 300

New Projects for 20/21
Tackling Inequalities
Tacking Inequalities aims to remove any additional barriers faced when accessing
advice. These barriers may be due to, but not exclusively limited to, poor mental
health, sensory impairment or addiction. The project focuses on improving client
resilience after the initial advice has been provided.
Making It Work For Families
MIWFF was piloted in 2017 to 2019 and we are delighted to have relaunched this
exciting piece of work in October 2020. This is a partnership project with CARF, Fife
Gingerbread, Clued Up and FIRST (Fife Intensive Rehabilitation and Substance Misuse
Team). The team work together to provide holistic support to families in need through
a co-ordinated approach which offers a safe space for families to overcome barriers
and progress at their own pace.

Funders 2020/21

Fife Council
CAS (Citizens Advice Scotland)
Greener Kirkcaldy
Macmillan
Fife Gingerbread
SLAB (Scottish Legal Aid Board)
Fife ETC (Fife Employability and Training Consortium) & BRAG
Fife HSCP (Fife Health and Social Care Partnership)
NHS
Scottish & UK Government

Future Plans & Projects for 2021/22
Food insecurity
With much demand on community food providers such as foodbanks, community pantries, community
kitchens etc. CARF has partnered with Fife Council to provide Income Maximisation workers to assist
vulnerable clients facing food crisis and help break the cycle by placing money back in the pockets of
those needing emergency food access.
Barnardo's
CARF’s has teamed up with existing Barnardo’s services, already engaging with vulnerable families, to
provide financial health checks, supporting families to maximise their income by ensuring they are not
paying more for essential goods and service than needed and that they are getting all the benefits,
grants and exemptions they are entitled to. Families can also access impartial debt and money advice.
NHS (Fife Health Charity) - FHS4NHS
CARF has established a new project with NHS Fife to provide financial health checks to NHS Fife staff.
CARF understands the positive impact a financial health check can have on an individual, or indeed a
family, and the associated improvements increased income can bring in health, wellbeing and happiness.
A dedicated member of staff will be responsible for the pro-active promotion and delivery of the project,
working alongside NHS Fife Public Health. This project will work across a variety of identified NHS sites,
with NHS staff and identify whether NHS staff are eligible to apply for benefits or access other income
maximisation support.
NOLB - No One Left Behind
CARF will be working in partnership on the NOLB employability programme, which is aimed at helping
those members of society who face challenging barriers and maintaining employment, reach their true
potential. CARF will be offering workshops on financial inclusion, budgeting etc. to those on the NOLB
programme.
CSSP - Client Self Service Portal
We are currently developing a client self service portal, along with local IT specialists, following a
successful funding application to SLAB. This is the first part of a significant piece of work to improve
access to money advice and reduce associated administration.
The CSSP will allow clients to submit a money advice form, giving details of debts, assets, income and
expenditure which will automatically pre-populate our system meaning quicker access to a Money
Adviser.
The second phase, which will take place later in the year, will be the pre-population of the Accountant in
Bankruptcy system for DAS applications creating further efficiency in terms of data input.
Boosting Budgets
The Boosting Budgets Project will provide a service in identified schools across Fife to provide
personalised income maximisation advice and support to parents and carers of children who are part of
Fife Council's Boosting Budget Project.

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
Four intakes for our Adviser Training Programme commenced as planned although one was affected by
the emergence of Covid-19. The other three became online versions of the course and was well received
with a high completion rate when compared to the traditional model.
The organisation was unable to take on any university students completing Social Work Placements this
year but plans are in place for next.
Internal Training
Internal face-to-face training was unable to run during this time due to
restrictions however, a Universal Credit course and Customer
Excellence have plans to run as online courses in the new financial
year. The Dignity at Work eLearning module commissioned through
Echo3 training is also due to roll out next financial year.
External Training
CARF staff have made use of online learning opportunities from NHS, CPAG, Squarepeg, Fife Council,
and many more. Due to the restrictions this year staff have been unable to attend any in person
training.
Outreach training
Unlike previous years, CARF has been unable to deliver poverty training through the Fife Health and
Social Care Partnerships Health Promotions Service. The "Introduction to helping households in
financial crisis" course is currently under review.
Online training
CARF staff continue to undertake specific IT security training through KnowB4 and, in addition, well over
1,100 courses were completed via CASLearn this year.
Looking ahead
The organisation has dealt with restarting a workforce who
had been out of the bureau for as long as 10 months. The
challenge going forward will be to keep that momentum,
consolidate the learning and still provide the high standard of
advice, meanwhile all the time finding room, and time to take
advantage of learning opportunities that present in nontraditional ways.
Data extracted from CARF Annual Training Report 2020/21 written by Ross Livingstone, Learning and Development Officer.

Social Policy
The Social Policy Team has now been incorporated into the Financial Inclusion Co-ordinators remit and
Audrey Cunningham now chairs our internal Social Policy Working Group. A refresh of the team
membership was undertaken, focussing on group membership expectations and revisiting the group
strategy.
The Social Policy Group continue to “Train, consult and support staff and volunteers on recording evidence and
submission of social policy in order to improve evidence collection”
·307 Social Policy issues were raised, of which 290 were submitted to CAS.
·The highest advice area for social policy relates to welfare benefits (202 submitted to CAS), in particular,
issues relating to Universal Credit and PIP.
·Outside of welfare benefits, the highest advice area for social policy issues is normally debt, however, this
year it has been surpassed by employment issues. This is in line with the change in the volume of debt and
employment enquiries received by the service and reflective of the advice needs of clients during the
pandemic.
Improvements continue to be made in the quality of social policy submissions being received from CARF
advice giving staff and volunteers.
Plans are in place to improve social policy training as part of the volunteer ATP (Adviser Training
Programme). It will also be rolled out retrospectively so that all volunteers and staff will have undertaken
refresher training to balance CARF’s twin aims.
Our relationship with CAS Social Policy team remains strong and their staff are invited to every CARF social
Policy meeting. Due to a change in CAS structure, there are more personnel to engage with and this has
also enabled the group to review and refresh which campaigns and activities we wish to participate in. CARF
social policy group in turn attend CAS social policy events and focus groups.
CARF is still represented and contributes to the Fife Child Maintenance Champions group in addition to
Food Insecurity Steering group, Child Poverty Group, Healthy Heating and Poverty partnership and
Affordable Credit to name a few.
Specialist teams such as Money Advice and Client Representation Unit contribute towards issues in their
area of expertise.

Data extracted from CARF Annual Social Policy Report 2020/21 written by Audrey Cunningham, Financial Inclusion Co-ordinator.

CARF's Money Talk Team
in Action
Having moved from various local authorities, Pham settled in Fife in
November 2020 where she found employment, however, was subsequently
furloughed in March as a result of the Covid-19 lockdown.
Pham was pregnant at the start of lockdown and living in a small flat with
other friends. Her Family Nurse concluded that the current housing
situation wouldn’t be suitable for the baby and a referral was made to
CARF’s Money Talk Team.
To ensure that Pham’s needs were best met the MTT Adviser attended a
multi-agency welfare hearing for Pham’s unborn child with NHS Fife, Fife
Council and others.
Our Adviser followed this up with Pham, who by now had developed
pregnancy related health issues, and her Family Nurse, to ensure all
benefits had been applied for. Pham, being unfamiliar with the benefits
available through Scottish and UK Government was assisted with the Best
Start Pregnancy and Baby Grant, Best Start Foods, Child Benefit, Scottish
Child Payment, Child Maintenance, as well as prepayment utility meters.
The referral to the Money Talk Team ensured Pham was over £9,000 per
year better off.
Pham now lives in a small flat with her new baby, and is looking forward to
returning to work soon.
Our advice changes lives.

*Real name changed to protect the client's identity

Covid-19 may have made CARF stronger!
CARF's objective and its principal activity continues to be that of providing free, confidential, independent
advice and representation services across Fife. CARF, as with most other businesses, was significantly
affected during the Covid pandemic, having to close offices on 23rd March 2020 and rapidly change the
service delivery model so clients could still be provided with advice and support. Over 2020/21, CARF
rapidly redeployed IT kit to allow advisers to work from home and continue to provide high quality advice.
Several CARF offices were able to re-open in August 2020 through special Scottish Government
dispensation, although they were closed again following the re-introduction of lockdown on 26th
December 2020. The offices subsequently re-opened in April 2021 on an appointment only basis. CARF
has put in place all risk assessments and necessary mitigations to ensure as safe a working environment
as possible for staff, volunteers and clients. In the last 6 months of 2020-21, CARF services operated at
92% compared against the previous year's corresponding timeframe, notwithstanding a significant loss in
volunteer hours. Despite the pandemic, CARF ran virtual volunteer training sessions during which we
recruited 27 new volunteers.
Client Financial Gain for the year was £9.2m, a decrease of 25% from the previous year, largely due to
tribunals being postponed and a freeze on creditors pursuing debt. A restructure of the Senior
Management Team was completed with the creation of the Service Delivery Manager role to replace the
previous roles of Money Advice Manager and Frontline Service Manager. A restructure of the Extended
Management Team was also completed with the introduction of 2 Frontline Co-ordinators to provide
increased support to operational delivery. CARF was still able to establish 2 new projects during the
pandemic, namely Tackling Inequalities and the resurrected Making it Work for Families project, delivered
in partnership with Fife Gingerbread. CARF's re-accreditation for the Scottish National Standards for
Information and Advice Providers was delayed as a result of the pandemic.

Inside CARF
Carers Positive Employer
CARF became a Carer Positive Engaged Employer in October 2016 as it recognised that
increasing numbers of staff had caring responsibilities outside of the workplace. We have
established a Carers Policy and a bespoke Carers Passport outlining caring responsibilities
which individual staff members can complete. This allows CARF to offer tailored support as
and when staff require paid time off to care for a dependant, family member etc. At
present we have 6 registered carers.
Healthy Working Lives Gold Award
CARF has maintained the Scottish Centre for Healthy Working Lives Gold award since
March 2017. We are aware that the promotion of health and wellbeing across our staff
and volunteer base is integral to the continued success of CARF and have implemented a
variety of policies, procedures and practices to allow everyone to be engaged in protecting
and improving their health, safety and wellbeing.
A Healthy Working Lives newsletter is placed on the intranet weekly giving useful hints and
tips, particularly as we supported those working from home, in mental health wellbeing.
During a pandemic...
Although Covid 19 and the associated lockdowns restricted the normal range of team
activities we would carry out throughout the year we adapted to online and personal goals.
Some of the latest activities included:
Guess The Bonny Baby Competition - Online
Walk at Home Challenge
Christmas Quiz – Online
Golf Day Planned for Summer 2021
These activities kept us all feeling like part of the CARF team, engaging our staff who
thoroughly enjoyed them.

The Impact of our Projects
Almost 300 client financial gains in the Carers Income Maximisation
Project totalling over £800k
No evictions due to COVID regulations
Our Macmillan project gained over £1m on behalf of people and families
suffering from the effects of cancer
Our Transition 2 Employment project assisted over 100 individuals by
removing financial barriers
Making it Work for Lone Parents project dealt with over £52K of debt
Our Patient Advice and Support Service supported over 150 patients
with complaints against NHS Fife
Our Money Talk Team (formerly Financial Health Checks) gained over
£200K on behalf of pregnant women and new mums
Almost 1300 clients were assisted in applying for Universal Credit and
supported through to receiving their first payment
Nearly 100 EU citizens contacted us for assistance in applying to the EU
Settlement Scheme
Over 650 referrals dealt with by our Pension Wise project

IT changes during a pandemic
Over the year the pandemic presented a number of IT challenges to CARF. As CARF users
predominantly operated from office locations using desktop PCs, the move to home working required a
number of changes.
1. Laptops: These had to be sourced at a time when many other organisations were doing the same
and the pandemic hit manufacturing and distribution. Fortunately we were able to utilise a recent
delivery of laptops intended for replacing older laptops, a loan (later a donation) of 20 laptops from Fife
Council, plus some reconditioned laptops were purchased. We also purchased an additional number
over the following months. Now all paid staff and some volunteers use laptops almost exclusively.
2. Updates and deployment: As CARF operated from fixed offices, we were required to change how
updates were made to operating systems and applications to allow this to be completed wherever a
computer might be. As a result, we implemented a system that ensures our computers are up to date
as long as they have an internet connection. This also allows us to deploy new applications without the
need for users to attend a CARF office.
3. Security: We implemented multi factor authentication to protect access to our Microsoft 365
environment. This same system allows users to reset their own passwords if they forget them and
ensures users do not use passwords from a list of more than 2 billion breached passwords.
4. Mobile phones: To aid in communication we invested in 51 new smart phones for identified staff.
These phones not only allow for calls and email, but access to Microsoft Teams, SharePoint, document
scanning and other facilities. We also implemented a mobile device management solution to ensure
these devices were secured and managed correctly.
5. Laptop stations: We removed a large number of desktop computers from within Craig Mitchell
House to create laptop stations and allow a 'FlexSpace' to be created when a return to the office is
permitted. These allow a user to work in an improved ergonomic way with their laptop open on a raised
stand with a second monitor attached, all via a docking station.
6. Collaboration: We introduced the use of Microsoft Teams as a preferred method of communication
(voice/video/chat) for group or one-to-one use.
7. Telephony: We investigated options to replace the existing telephony contract and added a fully
functional contact centre facility which has facilitated new call flow and management capabilities along
with improved reporting. All users are now issued a headset and utilise an application on a PC/laptop to
deal with calls, removing the need for a physical phone.

Data extracted from
CARF IT Report,
written by Mike Gillan,
ICT Manager.

STARS
Values
Framework
SKILFUL TRUSTWORTHY ASPIRING RELIABLE SUPPORTIVE
The STARS Values Framework was unveiled in 2019 and sets out the values we believe all
staff and volunteers should show, and the expected behaviours that demonstrate we live
our values.
During the year 2020/21, the Business Development Manager took over the
implementation of the STARS Framework and has since established a working group of 10
individuals within the organisation who are focusing on implementing these values into
the daily operations of CARF.
The working group are focusing on the STARS implementation on the following key areas:
Recruitment Process
Induction and Onboarding
Training and Development
Staff Support Meetings & Appraisals
Team Meeting
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.

Financial Position
20/21
Total Income:
Total Expenditure:
Other Gains/Losses:
Net movement in funds:
Total funds brought forward:
Total funds carried forward:

£2,803,668
£2,867,862
-£233,000
-£297,194
£286,243
-£10,951

Career Ready
Scotland
Internship

CARF became a Career Ready employer in January 2021. Career Ready is a
scheme which runs alongside local schools to help students, with CARF
providing a mentor and a paid 4 week internship to give the student an
authentic workplace experience.
The programme is built around ensuring that every young person
progresses to a positive post-school destination and is able to prosper in
the world of work.
CARF recognises the value of the programme and are delighted to provide
an opportunity to support a young person and prepare them for the world
of work.
During the summer of 2021, CARF will welcome our Career Ready
Internship, Katelyn Calder. Katelyn will spend 4 weeks predominately
shadowing Sarah, the Business Development Manager, to get an overview of
the Business Development role, however, she will also assist the Money
Advice team with some administrative duties as well as assisting Frontline.

Celebrating our Successes

Our new management structure provides increased support for our frontline
workers, ensuring CARF is dynamic and flexible to meet any future challenges.
CARF successfully met the criteria for full membership of Citizens Advice
Scotland.
Our website received almost 67,000 visits.
Over 1,300 followers on our Twitter feed.
CARF continues to be a Living Wage employer and remains a Carer Positive
employer.

CARF Board of Directors 2020/21
Peter McTiernan (Chair)
Maureen Lyall (Vice Chair)
David Redpath
Sandra Wilson
Susan Leslie
Alistair Cairns
Richard Thomson
Jean Ferguson
Suzanne Stuart
Martin Davidson (appointed on 17th June 2021)
Lillian Hamilton (appointed on 7th October 2020)

CARF - 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.

Methods 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: 0345 1400 095
Money Advice: 0345 1400 094
Macmillan Fife Welfare Benefits Partnership: 0345 1400 091
Welfare Reform Advice: 0345 1400 092
CARF Textphone for Deaf Community: 0787 2677 904
FOR FURTHER INFORMATION
CONTACT:

David Redpath, Chief Executive Officer
01592 765401
Sarah Somerville, Business Development Manager
01592 765408
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