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CHAIRMAN'S REPORT
For a charity such as Citizens Advice and Rights Fife
(CARF) to exist and thrive, we are dependent on the
generosity and shared values of local volunteers and
external funders as well as the dedicated
professionalism of our skilled staff. It is fitting,
therefore, that I begin by paying tribute to the 134
volunteers who gave up their time to enable or
deliver often life-changing advice to their Fife
Peter McTiernan
neighbours; to our dedicated staff whose growing
Chairman
expertise consistently exceeds quality standards; to
the trust shown in us by our many specialist project partners; and to our main funder, Fife
Council, for their enduring financial support and for recognising the value that CARF
returns to the economic and psychological wellbeing of the people of Fife.
The demand for our service has never been greater and every day the staff and
volunteers of CARF advise with empathy on the problems facing our clients. In recent
times these problems have grown increasingly complex, demanding a greater degree of
expertise, specialisation and efficiency than ever before. In 2018 the organisation set
about tackling these challenges through the development of a new five-year business
plan. Central to the plan is our vision of a ‘better life for the people of Fife,’ delivered
through four core strategic priorities.
Our first year into this plan has seen a number of milestones successfully achieved,
including the growing use of web chat as a channel for advice, the launch of an intranet to
improve internal communication, and the first steps on our journey towards modern
governance and the creation of a learning and development strategy. In addition, our twin
aim to influence the development of social policy led to over 500 issues being raised
across the full spectrum of our advice areas. We made significant contributions to the
Social Security Advisory Committee to improve the experience of future clients of the
forthcoming Scottish Social Security Agency; to the Accountant in Bankruptcy’s
development of the Debt Arrangement Scheme; we made notable submissions to effect
the reduction of food insecurity, rent arrears, energy poverty and debt; and initiated a
research project to evidence the negative impact on our clients of Universal Credit.
Looking ahead we can see the demand on our service increasing further as the known
impact of Brexit unfolds and the transition of social security benefits from central
government to the new Scottish Social Security Agency begins. It is reassuring to know
that far from being daunted by these additional challenges, our exceptional staff and
volunteers will exercise great determination to deliver the best possible advice for our
clients when and where it is needed.
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"I just wanted to drop you a line to say
thank you very much for all your help
yesterday. I would never wish it on
you, but I think you would need to be
in my shoes to realise just how much
of a help you were to me, and just how
much pressure you helped take off me.
Thank you.

CARF Client
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CHIEF EXECUTIVE REPORT
This was a year of continuous change and challenge
for us. The Annual Report is but a snapshot and does
not tell of all the work carried out by the Board,
volunteers and paid staff. A number of new streams of
funding became available to us and consequently time
had to be given over to applying and planning for new
projects, often developing new relationships and
building informal partnerships to allow for successful
implementation. We also got confirmation of our reNorma Philpott
accreditation for the Scottish National Standards in the
first half of the year. Midway through the year we
Chief Executive Officer
obtained our Cyber Essentials certification, we believe
we are the first CAB in Scotland to have obtained this and towards the end of the year we
were awaiting our confirmation for maintaining our Gold Healthy Working Lives Award.
In January, we were able to launch what is now known as our Money Talk Team offering
financial health checks to expectant Mums. This was for us an opportunity to fulfil local and
national priorities around income maximisation as well as address a key priority for us to work
more closely with partners in the NHS Fife and Fife Health and Social Care Partnership. In
fact the final quarter of the year saw us take further approaches to marry up other local,
national and CARF agendas in terms of preparing for the launch of several new projects:
"Help to Claim”, supporting those in the early stages of claiming Universal Credit; our "Carer’s
Income Max" project which helps carers to increase their incomes through the benefit system
and other mechanisms; and our “Transitions to Employment” project, which supports people
accessing Fife Employability and Training Consortium.
Other notable developments include a rise in volunteer numbers and retention. We are
fortunate that people are still happy to come forward to offer their time, talents and
commitment to the organisation and the people of Fife. We had sadly to go through a formal
redundancy at the end of the year, a definite challenge at the time but thankfully all staff
impacted took up alternative roles within CARF.
The challenge for our clients is constant as new barriers and difficulties present themselves.
Whilst most of our time is given to advising those with welfare benefits and money related
issues there are often people facing relationship and health difficulties. Many people are
falling through the system and like any other third and public sector people we help widely in
terms of information, advice, advocacy and representation.

I would like to express my thanks to immediate colleagues and those across the wider
organisation that is CARF and its many partners who seek to make life better. The Citizens
Advice Bureau service is currently celebrating its 80th birthday and we ask that people
remember that we are a charity, facing financial challenges and legislative burdens like
others, but the difference a piece of information or advice can make in tackling poverty and
inequality can be life changing.

2018-19 At a glance
Over 14,000 active clients

Over £11.5m in Client Financial Gain

Over 24,000 hours of volunteer time

Almost 42,500 contacts

1,300 multiple debt cases

Over 500 Social Policy issues raised
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Planning for the future
2018/19 saw CARF undertake a major business planning exercise
culminating in the new 5 year Business Plan for 2018-2023. The
Business Plan was informed by all parts of the organisation including
Staff, Volunteers, Board of Directors and also external partners. The
Business Plan launched our new vision statement:

"A better life for the people of Fife"
4 new priorities were also identified to help the charity positively
develop in the coming years:

Align service delivery with client's expectations to
improve experience whilst managing demand on our
services
Embrace technology within our organisation to
deliver modern solutions for clients, staff and
volunteers
Develop a robust corporate structure and refreshed
modern governance framework to allow CARF's
ambitions to be realised
Foster a learning and development environment to
continually grow the expertise we are renowned for
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How we can help
Derek* came to CARF after receiving notification his family were to be
evicted due to increasing rent arrears. Derek lived in a significantly overoccupied property, unsuitable for his family but couldn’t move as a result
of the arrears. Derek was unaware of the help and support available and
needed CARF to guide him.
During our first engagement with Derek it was clear that he was not in
receipt of several benefits to which he was entitled. Applications were
made for Council Tax Reduction and advice was provided on Derek’s
existing Disability Living Allowance award.
Given the low income and the high debts, Derek was advised regarding
bankruptcy. This would give him an opportunity to clear his feet, starting
over again, with all the correct benefits in place. It was at this stage a date
was given for the family's imminent eviction.
Working alongside Fife Law Centre, a Minute for Recall was applied for
and granted, allowing time for a sequestration application to proceed and
for the correct benefit payments to commence.
By the time of his next appointment all the correct benefits were in
payment and Derek’s bankruptcy application was completed. Derek’s
home had been retained, his income increased, and his family situation
greatly improved. As a result of our help, Derek and his family can now
apply for a larger property which is more suitable for their needs with a
secure financial position to ensure no further arrears arise.
The family income, as a direct result of Derek coming to CARF, increased
by over £13,000 a year.
Advice changes lives.

*Not real name.
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Our projects
98% of clients accessing our Making Justice Work project avoided
eviction/repossession
440 benefit checks were carried out by our Healthy Heating
Adviser
£70,000 of debt was written off by our Wise 2 Welfare project
66 families supported by our Making it Work for Families project, no
longer see debt as a barrier to employment
Making it Work for Lone Parents project dealt with over £54,000 of debt
Our Patient Advice and Support Service supported 175 patients
with complaints against NHS Fife
A new Financial Health Check project was set up to provide
income maximisation support to pregnant and new mothers
Our Macmillan project received 830 referrals from patients
diagnosed with cancer and their families
Over 600 referrals dealt with by our Pension Wise project
Our Armed Services Advice project and Unforgotten Forces project
supported 441 ex-forces personnel
Our Pop-up Advisers assisted over 1,600 clients
Our Client Representation Unit represented over 700
clients in appealing against unfair benefit decisions
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Thank you so much for everything. I

am so grateful, knowing that I do not

have these pressures of money/debt

worries hanging over me & weighing

me down. You have been a fantastic

support with this issue.

CARF client
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Social Policy
Social policy is challenging unfairness and working for change 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 2018/19 CARF raised
549 issues to Citizens Advice Scotland.
In June 2018, CARF took part in Scams Awareness week alongside Police Scotland,
Trading Standards and the Bank of Scotland. The week concentrated on helping people
identify scams, and detailing what help people can access if a scam has occurred.
Throughout 2018, CARF was heavily involved in the Menu for Change agenda, and were
involved in the "Food on the Table Campaign". This survey was completed by over 2,500
people in Scotland to gain a better understanding of the day to day realities that people
face when accessing, affording and choosing food for themselves. The survey found
that:
Almost half of respondents had worried about food running out before there was
money to buy more
37% had cut down meal sizes or skipped meals because there wasn't enough money
for food
One third of respondents said fresh fish was unaffordable, whilst a fifth said fresh fruit
was unaffordable
Half of those surveyed were in employment
Of those in employment, over a third responded they couldn't afford to eat balanced
meals
As always, CARF participated in the national Big Energy Saving Week aiming to raise
public awareness of how to save money on energy costs by switching energy supplier or
tariff, accessing discounts or grants, and making homes more energy efficient. The
campaign also aims to raise awareness of the help and support available to the public on
these issues.
CARF is undertaking a year-long study on the long term impact of Universal Credit on
claimants. The research aims to further highlight the complexities of Universal Credit and
the challenges that arise from these. CARF will publish the findings of the research during
December 2019 / January 2020. CAS has indicated an interest in the release of the
report.
Our social policy evidence has also been provided to the United Nations Special
Rapporteur on extreme poverty and human rights, while we have also provided evidence
to the Social Security Advisory Committee’s inquiry into how effective the Universal Credit
Claimant Commitment is in getting people into work. Social policy has been, and will
remain, an integral part of the organisation's aims and objectives.
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"This card is long overdue. We wanted
to thank you for all the help you gave
us when we needed it most. It has
been a godsend and has helped us
with things we truly couldn't afford.
Your kindness and warmth are so
much appreciated".

CARF client
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Training Report
This year has been a transitional one for the service with the departure of long-serving
Training & Volunteer Development Officer, Catriona Skinner, and the arrival of Ross
Livingstone in the position of Learning and Development Officer. The new job title
references an underlying focus on a learning culture within the organisation that will be
brought to the forefront in this role.
Following a review of the Adviser Training Programme (ATP) in 2018, it was agreed that
different methods of delivery would be offered alongside the more traditional structure.
This resulted in a trial Triage course in late January 2019. Its success has led to running
a full ATP course for volunteers in the Telephone Advice Unit in 2019.
Throughout the year volunteers and staff have attended a varied and diverse range of
training including courses from Child Poverty Action Group (CPAG), Fife Voluntary Action
(FVA), Department of Work and Pensions (DWP), ACAS, Citizens Advice Scotland
(CAS), Money Advice Scotland (MAS,) through their Wiseradviser programme, and NHS
Fife.
In collaboration with Fife Health and Social Care Partnerships Health Promotions Service,
CARF has provided two courses related to poverty. The first, titled “Helping Households
in Financial Crisis”, looks to raise basic understanding of the issues faced by households
having issues with finances whether it is from benefits or low paid work. The second
course titled “Poverty Awareness for Managers” is aimed at supporting managers to
identify poverty in their employees and provide effective strategies to support them.
In keeping with our commitment to modern learning methods, 842 online courses were
completed on CASlearn by the volunteers and staff in the period April 2018-March 2019.

Looking ahead, customer service training has been developed with a team of staff
members and will be delivered by a peer group to other staff, rolling out over the first
quarter of next year.
Changes to the delivery of training will offer more flexibility to fit individual's unique
learning styles, with adaptive learner-centred training being the aim for next year.

Data extracted from CARF Annual Training Report 2018-19 written by Ross Livingstone, Learning and
Development Officer.
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Our Board of Directors
Peter McTiernan
Beverley Harrow
Mhairi Lochhead (Resigned 12th August 2019)
Norma Philpott
Susan Leslie
Sandra Wilson
Cllr. Lesley Backhouse (Resigned 19th July 2019)
Cllr. Alistair Cameron (Appointed 18th September 2018)
Maureen Lyall (Appointed 25th July 2018)
Richard Thomson (Appointed 25th July 2018)
Jean Ferguson (Appointed 12th June 2019)
Thomas Vrolijk (Resigned 20th March 2019)
Ryan Taylor (Resigned 18th April 2018)
Malcolm Kelly (Served from 2nd October 2018 to 12th June 2019)
Derek Bishop (Served from 30th May 2018 to 29th August 2018)
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Our successes

First Citizens Advice Bureau in Scotland to achieve Scottish
National Standards for Information and Advice Provision at Level 3
for Benefits and Debt

CARF's first Modern Apprentice was appointed in July 2018

A modern Governance Review was undertaken and new Articles of
Association accepted in October 2018

Retention of our Gold Healthy Working Lives award

First Citizens Advice Bureau in Scotland to achieve Cyber
Essentials accreditation
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Quick and accurate
On release from prison, Bill* accessed the Citizens Advice and Rights Fife
for assistance in making a claim for Universal Credit. He had no mobile
phone, no computer skills and had been placed in temporary
accommodation in a rural location.
Our adviser was able to assist Bill to set up an email account and then
assisted Bill with his application for Universal Credit. Given Bill had no
phone, he would not have got through the application itself without our
assistance.
In conversation Bill made our adviser aware of various medical conditions he
had and was given advice on applying for Personal Independence Payment
(PIP). An application form was ordered and subsequently completed.
Bill now receives Universal Credit, increasing his income by almost £4,000 a
year. We are awaiting the outcome of the PIP application.
Within 24 hours of release, Bill had sorted his financial situation and is now
receiving income to which he is entitled.
Advice changes lives

*Not real name
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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 current service is delivered through all of 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.
CARF's website can be found at www.cabfife.org.uk

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
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Financial Position
Total Income

£2,602,173

Total Expenditure

£2,811,979

Other Gains/Losses

-£569,000

Net movement in funds

-£778,806

Total funds brought forward

£150,212

Total funds carried forward

-£628,594

Funders 2018/19
Fife Council
Fife Gingerbread/ESIF
Frontline Fife/SLAB
Greener Kirkcaldy
Macmillan Cancer Support
ENABLE Scotland/ESIF
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

