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Patrick Shearer – Chair’s Report
As Chairperson of The Board of Directors
of Dumfries and Galloway Citizens
Advice Service, I am delighted to report
that the service has continued to respond
very well to the demand for advice and
information services across our area
during 2018 – 19.
Advice provided by our service is free,
independent, confidential, impartial and
available to everyone. The demand for
our service across our area is increasing
and varied and the skills and expertise
required by our staff and volunteers
reflects this.
Our national body, Citizens Advice Scotland has come through a turbulent period but
is continuing to benefit from a significant change at Board level which has seen their
influence and standing grow with the Scottish Government and other key players. This
refreshed direction and leadership is important to Bureaux at a local level as it is
important that CAS is seen to have credibility and gravitas enabling it to support local
bureaux in a meaningful way.
One of our key challenges has been to successfully tender for our core contract with
Dumfries and Galloway Council. This process ran for an extended period and created
a great deal of uncertainty for our staff and volunteers. I am pleased to report,
however, that negotiations were finally concluded in December 2018 and we now have
a new 3-year contract. Whilst the funding through the contract has been reduced
compared to previous years adjustments have already been made to take account of
this.
During 2018-19 the Board took the decision to close the office in Castle Douglas which
was responsible for delivering services across the Stewartry area. This was largely
driven by challenges relating to the lease and repairs which were required. It has
however enabled us to test a different delivery model in the Stewartry area, operating
from different office locations in Castle Douglas, Dalbeattie and Kirkcudbright. This is
proving successful and whilst modifications to our operations are continuing, I am
confident that this is a model which can be used to supplement delivery in other areas.
I am very grateful to the staff and volunteers in the Stewartry area for the way in which
they have contributed to, and, responded to the changes in delivery.
Our staff across all of our offices continue to develop their skills and knowledge and
our regular audits and reviews highlight the quality of service which is being delivered.
Within our delivery teams our volunteers play a unique and critical role and enable us
to respond in the way we do. The Board is very grateful to our staff and volunteers for
their efforts.
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Leading our team throughout the 2018 – 19 reporting period was our Chief Executive,
Sue Irving. Her leadership and experience both at national and local level has been
core to the successful delivery of our service. Sue has since moved to a key role with
a local Housing Association. The Board will always be grateful to Sue for her
significant contribution in leading and managing the organisation.
The Board were very pleased to appoint Phil Stewart to the role of Chief Executive
Officer. Phil is settling well into the role and the Board look forward to working with
and building on past successes.
I am very grateful to the support of my fellow Board members throughout the year.
One of our long serving Board Members, Les Jardine stood down from the Board in
the early part of 2019. Les, who also works as volunteer has contributed a great deal
to the Board and the organisation over the years.
Plans are already in place to expand the Board, improving our range of experience as
well as our diversity and resilience with a proposal to appoint three new Board
members during 2019
Work is already well under way to develop our new strategic plan and I look forward
to that being launched in 2019. As ever funding, investing in our staff and volunteers,
our delivery locations and maintaining and improving our service will be central to our
plans.
The Board continue to appreciate the support of our key funders, in particular,
Dumfries and Galloway Council.
Finally, on behalf of the Board I must stress how much we appreciate the contribution
of our staff and volunteers and look forward to working with our new Chief Executive
Officer in continuing to deliver a quality service to those who contact us seeking advice
and information.

Patrick Shearer
Chairperson
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Phil Stewart - Chief Executive’s Report
Dumfries and Galloway Citizens Advice
Service continues to deliver the highest
standards of service to the people of Dumfries
and Galloway through the provision of our core
role and specialist projects.
Having taken on the role of chief executive
officer in July 2019, I have inherited a service
that is well placed to meet the challenges and
needs of the people of Dumfries and Galloway
over the coming years. My thanks go out to the
previous Chief Executive Officer, Sue Irving,
who, with her senior management team, has
created a service able to meet the challenges
that we face. I would like to wish Sue good luck
in her new endeavours.
During 2018 – 19 we provided a service to 7,564 people giving advice 25,691 times,
securing financial gains to the value of £9.3 million and helping people to manage their
debts of over £12 million. It is very satisfying knowing that the financial gains we have
secured has risen by £1.2 million over the course of the year. This is money that in all
likelihood is being reinvested in our communities.
Our service remains flexible to ensure that we are able to react to the needs of our
clients who are increasingly attempting to make sense of, and survive, in an often
complex and difficult environment. During 2018 -19, in addition to our core service
delivery, we participated in successful projects relating to financial health support,
energy best deal and aspiring communities that tackled the causes of poverty across
our region.
Our performance across the broad range of services is not only about the financial
gains or the level of debt managed, it is about the provision of a high quality, holistic,
service given that clients dealt with by CAB present with an average of between 4 and
7 issues. It is about assisting our clients to fully understand the options available to
them so that they can take the most appropriate course of action that meets their
unique circumstances. The continuing high quality of service we provide is in
supporting those clients throughout their journey toward an outcome.
Client satisfaction across our service is demonstrated in the positive feedback and
testimonials we receive. We are striving to quantify the wider quality of service we
provide to enable us to fully inform our funders of the impact of their investment but
also to ensure that we can learn and continuously improve upon our service delivery.
This is an area where, as Chief Executive Officer I want to focus on.
Scottish National Standards for Information & Advice Type 3 Accredited
Recognised as a Charity by the Inland Revenue Scottish Charity No. SC027107
Dumfries & Galloway Citizens Advice Service is a Company Limited by Guarantee No. SC179254
Registered Office at 81-85 Irish Street Dumfries DG1 2PQ

Unfortunately due to budget cuts during the year we had some difficult decisions to
make. This included closing the bureau in Castle Douglas with the loss of 2 capable
members of staff and some willing volunteers. Thankfully, we have re-organised our
service delivery in the Stewartry by co-locating with our partners to continue to deliver
an ever evolving quality of service. This is still on-going to ensure that we are focussing
on getting it right.
None of our success would be possible without such dedicated and capable staff and
volunteers who go that extra mile for our clients. It is very humbling to note that our
volunteers contributed an incredible 13 000 hours to the service during the year.
I am blessed with a fantastic Board of Directors led very capably by the Chair, Pat
Shearer. They provide all necessary governance, guidance and support to the service
to ensure that it consistently achieves the highest levels of performance and scrutiny.
Finally, I would like to pass on my gratitude to all our funders, especially Dumfries and
Galloway Council, who have provided us with the financial security to deliver on our
core and project commitments for the good of our communities across the region.

Phil Stewart
Chief Executive Officer
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Our Citizens Advice Bureaux
The three offices of DAGCAS across the region –Annan,
Dumfries and Stranraer and our out-reach clinics– continue to
play a crucial role as the public face of the organisation. A
significant part of our service delivery involves the need for
advisers to see clients face to face to complete forms, check
relevant paperwork and to contact a third party on behalf of the
client. However a multi-channel style of delivery that maintains
face to face contact as a key role is now supplemented with the
use of telephone and e mail enquiries. Clients contacting the
Service through our social media sites is also continuing to grow. These are areas that
we will focus on to ensure that we deliver the right service, in the right way, at the right
time and in the right locations to meet future demand.
Each year at DAGCAS brings new challenges – including, in 2018, the roll out of
Universal Credit to all new claimants and in 2019 issues associated with Brexit.
Challenges that we are already addressing.

Dumfries Bureau
The Dumfries bureau due to its location
and catchment area is statistically the
busiest of the bureau attracting clients from
all over Nithsdale. This creates its own
issues with demand on our drop-in service
that is supplemented by various outreach
services across the area.
In December 2018 Dumfries bureau
management team also took on the
responsibility for service delivery in the
Stewartry outreach locations after the closure of the local bureau in Castle Douglas.
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Dumfries Bureau also houses the headquarters function and a number of
specialist/project teams including: Debt; Support4Life, In Court Advice; Kinship Care;
Patient Advice and Support Service; Minority Communities and Money Talk (formerly
Financial Health Check).
Addressing client problems continues to throw up challenges, as statistically clients
present with multiple issues requiring both volunteer advisers and specialist support
to work together to resolve. This can involve return visits to the bureau with good
coordination across the service.

Case study
A client visited Dumfries bureau when his Employment and Support Allowance (ESA)
stopped as he was found to have no limited capability for work despite no change in
his condition or ability to carry out work related activities. The client wanted help to
challenge this decision. This ended up with DAGCAS representing the client at appeal
resulting in case being won. The client was delighted with this.
Despite having serious long-term mental health issues, the client was not in receipt of
any disability benefits. This was discussed with the client who was aware of their
existence but did not think they applied to him, as he did not consider himself disabled.
The client was helped to claim Personal Independence Payment (PIP), which was not
awarded. This was challenged and then appealed.
Department of Work and Pensions then changed the decision and awarded PIP
without the need to go to appeal. This was backdated for 8 months. The client received
a lump sum for arrears payment and £58.70 per week PIP.
The award of PIP Daily Living component allows someone to claim Carers Allowance
for looking after the client, subject to meeting criteria or if client lives alone and no-one
is claiming Carers Allowance, to claim a Severe Disability Premium (SDP) payable
with his Employment Support Allowance. The client is entitled to an SDP of £65.85 per
week backdated to date PIP was awarded from.
The client’s weekly income has increased by £124.55.
The client’s annual income has increased by £6476.60.
The client’s income this year has increased by £10651.01, which includes £4174.41
arrears.
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Profile of a member of staff
Angeliki Makarouna, Administration Assistant
My name is Angeliki, I am from Greece and was born and
raised in the city of Piraeus. I speak Greek, English and a
little Italian. I have a BSc in Psychology with a minor in
Business Administration. Other training includes Family &
Marriage Therapy, Hospitality & STA Award in Teaching
Swimming.
After meeting and marrying my Scottish husband, we
decided to live in Scotland and so I moved here 5 years
ago. I started working for Dumfries and Galloway Citizens
Advice Service in Annan in 2015 as an Administration Assistant and was there for 4
years before transferring to the Dumfries Bureau.
I enjoy working for DAGCAS because I get a sense of fulfilment from being part of a
non-profit service that helps so many people in our community. Having worked in the
reception for two different bureaux it is clear to see that there are some prevailing
issues regardless of location, mainly relating to finances and benefits. The biggest
difference between working in Annan and Dumfries bureau is actually the work
environment itself mainly because of the difference in size of each office. Where the
Dumfries premises are three stories high encompassing various departments, the
Annan Bureau is just one small office where everyone works together. Another
difference is of course the number of clients that come into the bureau in a day, which
is to be expected seeing as Dumfries is a bigger town than Annan. However, what I
can honestly say is consistent across all bureaux and clinics in the region, irrespective
of their size, is the truly remarkable hard work staff and especially volunteers put in
every day.
Volunteer Profile
Janice Wells, Volunteer Adviser
I am a full-time Carer. I care for my daughter who has
Learning Disabilities. Being a carer can be demanding and
isolating. To allow me time away from this, I started
volunteering July 2010.
As a Generalist Adviser I find it challenging and satisfying, my
confidence in myself has improved, which surprises me at
times and the social aspects have been beneficial for me.
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When you first start your initial concern is whether you will ever know all you need to
know. With your extensive training you soon learn where to look for information and
there is always someone within the bureau who can support and point you in the right
direction.
As an adviser you see many issues that people have, which you were possibly not
aware of. It certainly opens your eyes and gives you a better understanding of what is
going on around you in the local area. You learn to be more open minded and less
judgemental/opinionated.
If I had known how beneficial being a volunteer would be for me I would have started
sooner.

Stranraer Bureau
Stranraer bureau covers the whole of Wigtownshire.
The bureau is home to both paid specialist staff and
volunteer advisers. It has been another challenging
year for the Stranraer bureau.
The complexity of
enquiries continues to increase, and many more
clients are having to return several times to resolve
their issues. This can be exacerbated by the
difficulties in getting through to other agencies and time spent waiting on the telephone
being answered.
Universal credit (UC) has finally become a reality for people across Wigtownshire.
Almost all new benefit claims are now for this benefit but there are people who have a
choice about whether to move to UC or not, and we need to look at what would be
best for these clients, given their individual circumstances. UC underpins so many
other issues, which are not directly related to claiming this benefit. Some of the
unexpected effects of UC have led to a steep learning curve for many of our advisers.
Stranraer has recently been through a very difficult period in terms of employment.
Two reasonably large employers have become insolvent. We have been able to
provide the practical help these clients needed, to help them move forward.
Case study
A client, in his late 50s, suffered a stroke and was in hospital for many weeks.
Following discharge from hospital, he and his wife approached the bureau looking for
assistance with benefits. They had been advised by DWP to apply for Universal Credit
and had experienced great difficulty in applying and finalising their claim. They had
been sent out a UC50 form (in relation to health problems and being unable to work).
Their savings were diminishing.
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They were provided with assistance to make a joint online claim for Universal Credit
and with meeting the relevant identity evidence requirements. The UC50 was also
completed for the client and ongoing advice provided regarding submission of Fit
Notes.
The client was also provided with assistance in applying for Council Tax Reduction.
As the client required assistance with daily aspects of care and had very limited
mobility, we helped him to submit an application for Personal Independence Payment.
An award of the daily living component was made. Mobility was not awarded, so
assistance was provided in requesting a reconsideration of the award.
The client was also given assistance with applying for a Blue Badge. As his wife does
not work and is his carer she was assisted to advise Universal Credit of this which will
increase their entitlement to Universal Credit.
The client was also made aware of possible eligibility for the Warm Home Discount,
and were informed of the Home Energy Action scheme regarding advice on energy
efficiency measures and possible funding for these.
A referral could also be made to the Stroke Association who can provide further funds,
if necessary.

Profile of a member of staff
Julia Murchie, Financial Capability Adviser and UC Face-to-Face Help to Claim
Adviser
Following redundancy, in 1990, Julia started volunteering with the Citizens Advice
Bureau in Hanover Street, Stranraer. At this time, the information system was on
paper and on a shelf full of folders. Changes were made monthly by hand to ensure
that everything was updated and filed appropriately.
Julia continued as a volunteer between temporary and part time periods of
employment. She moved with the organisation to Lewis Street when the two advice
agencies in Dumfries and Galloway merged to become DAGCAS and moved again in
the last couple of years to more modern accommodation in Burns House.
Julia was employed by Citizens Advice Scotland as a Peer Assessor for a few years.
This position involved checking the standard of enquires for audit purposes at Bureaux
out with the Dumfries and Galloway area.
In 2009, Julia’s first paid post with DAGCAS was covering a colleague’s period of sick
leave working on the then Benefits Advice Project. Following this she was a Session
Supervisor supporting and assisting trainees and dealing with enquires relating to the
whole range of topics that CAB covers.
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Her next role was that of Senior Adviser when she assisted in covering extended
opening hours on evenings and Saturday mornings. Changes in funding then meant
further changes to Homeless Adviser and also Energy Adviser. She is currently
employed in two roles - that of Financial Capability Adviser and Help to Claim Universal
Credit (face-to-face) – Adviser.
Julia’s depth and breadth of knowledge of advising is incredible. She has worked on
such a variety of projects that she is an amazing all-rounder.
She has even
undertaken a BA in Advice Studies through Stafford University during her time at
DAGCAS.
Volunteer Profile
Kerrie Lightbody, Administration Volunteer
Kerrie became aware of volunteering through the Job Centre. She was looking for
something to do while her children were at school and to help build her confidence
before applying for jobs. She chose Citizens Advice over other volunteering
opportunities as it was a job that involved dealing with people both face to face and
over the phone, and it included doing secretarial work which was the type of work she
was looking to get into. It was also a job that was going to make her able to try and
help people.
Volunteering at DAGCAS has given Kerrie the confidence to meet with people, engage
in conversations, work on her secretarial skills, build new relationships with a great
team and become part of a team who everyday go out of their way to help those in
need. She has learned so much in this post. It’s a great job doing something that
helps other people. Kerrie gets great job satisfaction from seeing someone coming
into our offices a little bit scared or upset and going out happy knowing that the staff
and volunteers have helped and will continue to help as much as they can, taking the
weight of the clients’ shoulders. Kerrie says: “I love this post and it is the best thing I
have ever done. Every day is different, you learn new things every day and gain
training along the way which in the future will help for applying for jobs.”

Annan Bureau
Annan Bureau delivers a service to all corners
of Annandale & Eskdale. Providing a service to
rural and remote communities can bring
challenges. However with every challenge
comes an opportunity.
Some difficulties are easily recognised for
example: time, transport costs, suitability of
premises. Others can be less apparent often
resulting from features of rural life: lack of
anonymity, poverty and homelessness to name a few.
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For some, often socially

exposed, seeking guidance and support can be arduous. Clients who may feel
reluctant or at risk can have a detrimental effect their ability to use our service.
The team in Annan consists of generalist advisers, including a volunteer who
specialises in employment. Having access to DAGCAS core and project staff along
with our Annan team enables us to provide a practical and accommodating service
across the region.
We frequently find that when clients present to us they have many underlying issues
so providing an all-inclusive approach working well as a team is crucial. We regularly
refer within our organisation and also to external organisations.
Profile of a member of staff
Alasdair Macrae – Administrative Assistant
I started in November 2018 as a community jobs fund
placement. This fund supports young people (16-29 years)
living in Scotland with paid jobs in voluntary sector
organisations. It provided me the chance to develop and
increase work skills and gain great workplace experience. I
have gained confidence and skills in using the telephone,
speaking to clients and this has also helped me establish good
working relationships with various different teams within
DAGCAS. My customer service skills have improved over the
months and I feel I have improved my sensitivity when dealing with both face to face
and on the phone with clients.
Volunteer Profile
Viv Edwards, Volunteer Adviser and Social Policy Co-ordinator
I was a client of the Annan Bureau in 2005 and received such helpful and useful
advice that I decided this was something I could do in the future. As soon as my life
was back on an even keel I applied to become a volunteer. This was my chance to
work in an organisation with a reputation for giving top quality and trusted advice. I
completed my training, received my certificate of competence in May 2007 and
started work at the Annan bureau.
Volunteering gives me personal satisfaction, it also keeps my IT skills fresh and
relevant. I was able to bring a range of interviewing and administrative skills to my
role. I have acquired a vast range of knowledge about social policies and services
through training and development. I have also learned the importance of remaining
positive when dealing with people in difficult circumstances.
I became Social Policy Co-ordinator in 2018 and this gives me the opportunity to
contribute to the National debate on current social issues.
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I continue volunteering because I know I can make a positive difference to people’s
lives in my local area. I remain based in Annan because it is convenient for travelling
and also because the Manager, staff and other volunteers make it a great place to
work.

Finance and Corporate Functions
The work of staff involved within the Finance function of the organisation extends
beyond finance and is a pivotal link to all the other functions of the organisation; human
resource management, governance, front line operations, strategic management,
procurement, service development locally and nationally, maintenance of properties,
health and safety, legal requirements, marketing, technology and process
development.
Ensuring the organisation is adequately resourced is part of the much wider function
of the organisation, but the interdependence of each organisational function,
combined with the ongoing development of efficient processes, effective
communication with staff, and adequate resourcing is fundamental to the smooth
running and successful delivery and development of frontline services.

Frontline
Services

Governance

Health &
Safety

Strategic
Management

Human
Resources

Finance

Procurement

Legal

Service
Development

Policies &
Procedures

ICT

Property
Marketing

DAGCAS core service has, since the inception of the company in 1997, been secured
through the local authority. This continued with the renewal of our contract with the
local authority in December 2018 for a period of 3 years. Although it was a reduced
budget it provided us with a stable platform from which we are able to operate.
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Due to a combination of circumstances, building repairs, fire safety regulations and
budget cuts, the Board took the decision to close the Castle Douglas office with the
subsequent loss of 2 paid staff and 5 volunteers. The use of co-location of services
with the local authority and Castle Douglas Parish Church has ensured that we
maintain a strong footprint in the Stewartry.

Project/grant income in the third sector is generally short term and this creates
challenges for the Board in terms of longer term financial planning which could be
compounded by any reductions in current income streams. We apply the principle of
full cost recovery to income from a variety of sources.
The Board is committed to securing the funds required to affect continuous
development of services for vulnerable clients throughout Dumfries & Galloway. In that
regard we are very grateful to all our funders and donors in supporting us to deliver a
high quality of service where and when it is needed most.

Volunteer Recruitment and Development
Recruiting and retaining volunteers continues to be one the biggest issues facing the
bureaux. Many excellent volunteers move on to paid employment and we are always
looking at new methods of attracting the right people to join us.
During December 2018, due to issues with the
bureau building and rationalisation of our service
Castle Douglas bureau was amalgamated into the
Dumfries area and new outlets found to serve the
Stewartry. Sadly, the closure of the base in Castle
Douglas resulted in the loss of 5 long standing
volunteers. However, we have managed to recruit
2 new volunteer adviser trainees who are nearing
the end of their training in the Stewartry.
By 31st March 2019, we had continued to grow and
support the training and ongoing development of
volunteers across the service. By this date, we had
64 notes of interest in volunteering resulting in the recruitment of 24 volunteers. This
brought the totals, at the end of the financial year in 2019, to 69 volunteers. They carry
out a variety of roles including administration, social policy coordination and as
advisers.
A recruitment and marketing plan has been implemented to raise awareness of the
Service. This plan follows traditional routes of marketing by maximising our
communication and interaction with partners as well as building on our successes on
digital media.
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Looking ahead, for 2019/20, the post of Volunteer Development Officer was
redesigned, to encompass communications. This is to reflect the growing importance
of raising awareness of our service and the need to focus on developing innovative
volunteer recruitment opportunities, using both conventional and digital, online
methods. On 1st October 2019, DAGCAS appointed a new Communication and
Volunteer Development Manager as part of core funding.
DAGCAS value the incredible contribution our volunteers make. DAGCAS show this
appreciation by nominating our volunteers for the 3rd sector D&G volunteer awards
and local celebration events. One of our Stranraer volunteers, Sylvia Armour, was the
recipient of the Volunteer of the Year Award in the Third Sector Dumfries and Galloway
Volunteer Awards 2019. This emphasises the great work undertaken by all our
volunteers in support of our clients.

Board of Directors
Patrick Shearer - Chairperson
Brian Johnstone
Graham Donnelly
Leslie Jardine- retired from Board 2019
Norrie McIntosh – Volunteer Adviser Member
Marsali Caig
Andrew Walls

Training Report
During the year we have had a steady influx of new volunteers. It has been challenging
to maintain the flow of basic training and a significant number have been retained by
the company as project employees. In terms of having projects ‘up and running’ in the
short lead times demanded by funders it has been invaluable to have volunteers either
partly or fully trained available to fill some of these posts.
Alongside this we have had several employees who are new to the service, which is
a huge learning curve for them and they require extra support, particularly when they
fill team leader and case checker posts.
A further challenge has been the emerging Scottish Social Security, who have
introduced several new benefits some alongside existing benefits such as the Carers’
Supplement and others, due to devolved powers. This has required extra training and
awareness sessions, which in the next year may be income generators due to the
demand for training from other organisations.
In addition to the above, there is ongoing support for both volunteers and staff and the
need to keep everyone updated on the rapidly changing regulations in all areas of
advice. We have also had placements of young people from the Job creation Fund.
All in all a busy but rewarding year, to see the progress and development of volunteers
and staff even if the result has been to see some move into permanent employment
which fulfils our role in the local community.
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Statistics
In the year to 31st March 2019 we assisted 7564 individual clients with 19591 contacts
in connection with a total of 25691 enquiries. The top three areas of advice provided
were benefits, debt and legal which reflects the picture in the CAB network across
Scotland. We have experienced an increased demand for our services of just under
14% during the year.
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Specialist and Project Teams
Support4Life
The Support4Life project was created to assist those that were going through life
changing medical treatment access the support services and funding streams that they
would be entitled to. The project also incorporates the Prison Project and coordinates
the Dumfries Benefit Tribunal Support Service. All of these projects and services
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provide a peace of mind and reassurance that they are being supported at a difficult
time in the clients lives.
During 2018-19 the Support4Life project supported 1882 clients, providing them with
assistance to access financial and other support mechanisms, many of whom have
never needed such access previously. This is generally at a time when those clients
and their families are dealing with the stress and anxiety of diagnosis and treatment
for illness that affects their ability to work.
They were able to assist those clients access over £2.3 million of benefits and grants.
The Prison Project was subject to some reorganisation during 2018 but still able to
deliver a service to 625 clients requiring our support.
Our benefit tribunal representatives support clients who have challenged the negative
outcome of a benefit claim at Tier 1 tribunal. During 2018-19 they have supported 700
clients recover almost £700 000 worth of benefits returned.
Case Study
Some clients we see only once and others we can deal with for many years.
The client is of working age, due to an incident many years ago this client has been
unable to work for a long time or even leave the house. We have dealt with this client
for many years assisting and supporting them with identifying and completing all
benefit application forms, review forms and work capability forms from the client being
refused these benefits to assisting understand appeal decisions and being assisted
and supported by our Tribunal representatives at a tribunal with positive outcomes for
the client. The client always gets very distressed when a letter or form comes through
the post but always feels reassured when he contacts ourselves and one of our staff
assist him through any process.
Our client has had many life changes over the years including moving into a new home
on his own along with his child, this has come with many challenges and worries, and
we were able to re assure and assist the client to get moved into his new home with
all benefits in place so that he could concentrate on his family. Our client always
knows that when he needs assistance with benefits we will always be available to
assist.

Debt Advice Service
During the period April 2018 to March 2019
our debt advisers assisted 458 clients with 1485
enquiries who had total debts of £9,344,936. The
average debt per client was £20,404. As you can
imagine, with debts of this magnitude the cases
can be very complex and time consuming.
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37 Debt Arrangement Scheme payment programmes were approved with debts
totalling £564,700 which will be repaid over the next few years.
Client financial gains for this period totalled £1,144,562.69.
One persisting trend is the number of clients who are not in a position to utilise any
debt option due to the lack of available income. In these situations debt advice is just
as essential as clients can feel trapped with no clear path to resolving their situation.
With the correct reassurance and advice, clients can feel empowered to cope with
their situation and move forward.

Case Study
The client is 62 years old and lives alone. Client receives some assistance from a
support agency to help deal with his correspondence and managing his bills. The
support agency has control of his income, and the client is given ‘pocket money’.
The client attended for some money advice after being signposted by the support
agency. It became apparent that client’s ‘friends’ were encouraging him to borrow
money from doorstep lenders and buy goods from catalogue companies. These
‘friends’ were taking the money borrowed and the goods from the catalogues.
The manager at the support agency did not feel that the client has capacity to manage
this situation and thinks they need to allocate more hours. However, the client has
declined.
The Money Adviser reassured the client, and managed to get some of the creditors to
write off the debts due to the client’s lack of capacity when entering into the
agreements. Advice was given to the support agency on supporting the client to add
a notice of correction to his credit file which may stop this from happening in the future.
Options discussed included bankruptcy, however, it is not clear that the client had the
capacity to understand this process, and it is also not clear whether client will stop
borrowing money at the behest of his ‘friends’.

In Court Advice Project
Our In court Advice Project continues to offer help
and assistance to people with various legal matters.
We offer the provision of Lay Representation in both
Dumfries and Stranraer Sheriff Courts. The majority
of our work is centred on homelessness prevention,
mainly for eviction and repossession cases for rent
or mortgage arrears. Our In Court Advisers work in
conjunction with Specialist Debt Advisers and can
also provide representation for Debt cases and
Sequestration cases covered under the Ordinary
Cause Court Actions. There has also been a notable increase in people seeking
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assistance from the In Court Advice Project for eviction proceedings due to the
condition of property resulting from Hoarding Disorder and other poor mental health
conditions. The team advises on Simple Procedure cases which are usually
associated with consumer issues.
With the introduction of the new Private Residential Tenancies legislation which came
into force on 01/12/17, our In Court Advisers now also provide Lay Representation at
First Tier Property Tribunals which are heard in Council venues across the whole of
Dumfries and Galloway on a range of issues such as private rented sector rent arrears,
deposit scheme queries to property factors.
To help ensure the best outcomes for clients, our advisers are involved in partnership
and multi-disciplinary working with other agencies this can involve negotiation and
mediation work where there are disputes between parties for early resolutions. The
team has also been successful at offering common sense approaches to resolving
disputes and issues without the need and expense of taking cases to court.
During this period the demand for the service has continued to increase our In Court
Advisers assisted 491 clients with 865 issues which is an increase of 54.89% since
2016/17 annual report. Clients were represented in heritable court 375 times with 99%
of clients remaining in their homes.

Patient Advice and Support Service
The Patient Advice and Support Service
is an independent service providing free,
confidential information and advice to
anyone who uses NHS services in
Dumfries & Galloway. It aims to support
patients, carer’s and families in their
dealings with the NHS and any other
matters that affect health and well-being. Over the period of 2018-19 the Patient
Advice and Support Service in Dumfries and Galloway have dealt with 766 clients with
over 900 enquiries. In addition to the face-to-face contacts with patients, the PASS
national helpline has been so successful that as well as welcoming Jessica Benzie to
the helpline role earlier in the year, we now welcome a new helpline adviser Mark
Donald based within Dumfries and Galloway Citizen Advice Service.
Case Study
The client’s husband was admitted to hospital with stage 4 metastatic pancreatic
cancer with the prognosis of 1-2 years. He died 4 weeks later. The client had a number
of concerns but had not submitted a formal complaint. The main objective was to
obtain a full explanation of several aspects of the treatment while in hospital and also
by an out-of-hours doctor who made a home visit. Client had made a written record of
the concerns and wanted support with the complaints handling procedure. The client
also wanted assistance with accessing medical records. With the assistance from
PASS adviser, the client was informed of their rights under the Patient Rights
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(Scotland) Act 2011 and was also provided with information on the complaint handling
procedure. The client was also assisted to complete a subject access form in order to
access medical records. With agreement from the client a formal letter of complaint
was submitted by the PASS adviser based on the concerns which would later form the
basis for a meeting with NHS staff. The PASS adviser received a full response to the
concerns raised within the complaint which provided an explanation and an apology
for the anguish the experience caused. The learning outcomes to the complaint from
the hospital were a reflection on communication skills for the out of hours GP, an
improvement in communication from the hospital and a more person-centred approach
to end-of life-care. Feedback on this case would also be fed back to the nursing
teams and discussed at team meetings. The PASS adviser provided the client with
information on the last stage of the complaint handling procedure but there was no
further contact from the client and the case was closed.

Minority Communities Project
Motivated by commitment to social inclusion, communities’ integration, race equality
and equal opportunity, Dumfries & Galloway Citizen Advice Services introduced the
Minority Communities Service Development Project for all the Minority Ethnic
Communities in Dumfries and Galloway 11 years ago to:
• develop links and actively engage members of Minority communities with
local support agencies and community groups;
• improve understanding of workers’ rights and employers’ responsibilities;
• increase minority communities’ access to advice services provided by
DAGCAS including representations at courts and tribunals.
The project offers free, independent, confidential, impartial and holistic advice to the
members of the minority communities on their rights and responsibilities on issues
related to immigration, discrimination, domestic abuse & violence, employment,
welfare benefits, money matters, education issues, housing problems, legal matters
and employment issues.
During the year, the project provided one to one specialist and holistic advice to 132
members of the minority communities in all areas of advice services available within
citizen’s advice bureaux. We ensured that advice is tailored to the needs of each
individual e.g. clarification of immigration issues, stability in housing tenure/conditions,
handling of debt etc. During the year we were also able to achieve £75,000 of financial
gain for our clients and 5 new people from minority communities registered to be
volunteers.
All the people whom we helped to resolve their problems were able to be part of their
community and play an active role with confidence and they became more confident
citizens of their community.
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Case Study
Client A is originally from Poland.
He has been living in the UK for over 13 years. During his 13 years’ of his residence
in the UK he had worked over 7 years.
Unfortunately due to his ill health he had to stop working about 5 years ago. During
this period the project had helped him to claim Employment Support Allowance and
Personal Independence Payment including Housing Benefit.
About 18 months ago he was advised that on medical grounds it would be better for
him if he had moved to a sheltered housing complex. The client had also agreed to
this move thinking that the sheltered accommodation would be ideal due to his ill
health.
Following his move to a new house with a different landlord, he was advised by his
support service to apply for Universal Credit due to a change in his circumstances, a
simple change of address in the same local area should not have triggered a Universal
Credit application but a new application was still made.
Unfortunately, this new application was rejected following a new Habitual Residence
Test by DWP and he was told that he had no “Right to Reside” status in the UK as an
EU citizen for benefit purposes. He immediately lost all his benefits including his
Employment Support Allowance except his Personal Independence Payment. He had
had made an appeal for this decision but this was also rejected.
By the time his support service asked for our help and invited us to a joint meeting with
other service providers to review his case, the client was already over £2,000 of debt
for his rent and all other services. His landlords had already started the eviction
process. His financial circumstances were worsening rapidly with no income coming
in.
The Minority Communities Project worker attended two of these meetings clarifying
his client’s immigration status and his rights as an EU citizen. As the client had been
living in the UK for over 5 years he had a strong case for obtaining his “settled status”
with access to public funds.
The Housing Association accepted this new information and agreed to delay the Court
action.
The Minority Communities Project worker helped the client make a valid “settled
status” application before the Court due date. As a result the Department of Work and
Pensions recognised his status as someone with “right to reside” for benefit purposes.
Following his new Universal Credit application; all the benefits he was previously
receiving were reinstated and back dated.
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The Court case and eviction process was stopped following the payment of all his
housing debt.
The client was delighted with the result with this life changing decision.
His support service provider and the social housing landlord were very happy that the
client was not evicted from his home.

Kinship Care
The Kinship Service provides advice and support to
kinship carers – people who lookafter the children of
family members and close friends as their birth
parents are unable to do so. We are a national
service with our Regional Kinship Co-ordinator
covering Dumfries & Galloway, Inverclyde, Glasgow
and the three Ayrshires. Although benefits advice
and advice about the legal status of kinship children continue to be the main focus of
our work, we have seen a marked increase in the number of enquires about housing
and education. 2018/19 saw a client financial gain of £246,649.
We are also contracted to provide social and emotional support to kinship carers. We
regularly provide a listening ear to kinship carers but also work closely with other
providers throughout the region, so that referrals to their services can be made for
further support as appropriate. In addition, we have set up and co-ordinated a kinship
carers peer support group in Annan. This currently meets on a monthly basis.
Although the majority of our time is spent on individual casework, we have met with all
of the social work departments within the six local authorities in 2018/19, promoting
the Service and discussing good practice within social work teams. We have provided
training to social workers, welfare rights officers, Bureaux and other professionals who
work with kinship carers. Through these activities we aim to improve kinship policy
and practice for all kinship carers.
Case Study
Mr P was the kinship carer of his granddaughter J and was her legal guardian. Mr P
was struggling with J since the death of his wife, meaning that J had lost both her
mother and her grandmother within a few years. J was refusing to go to school and
the school appeared to have given up trying to get her to attend. There was no social
work involvement and Mr P was also struggling with his own depression. A third sector
agency in Glasgow was already helping him with this and trying to support J to attend
school.
The Kinship Service wrote to the school pointing out that J had a right to the additional
support that she required. Following this intervention, the school stepped up its efforts
to support J to return to school with continued support also coming from the third sector
agency.
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The Kinship Service also advised Mr P that he may be entitled to a Kinship Allowance
and kinship support from social work as J was “at risk of becoming looked after” since
she had no living parent and was missing school. Social work quickly carried out a
kinship assessment on Mr P and he was approved as J’s kinship carer. Mr P is now
in receipt of a Kinship Allowance for J and has access to kinship care assistance
should this be required.

Financial Health Check
The Financial Health check project was set up in November 2018 by the Citizens
Advice Network in Scotland and funded by the Scottish Government. DAGCAS was
the bureau picked for the official launch with Scottish Communities Minister, Aileen
Campbell MSP.
The national project aims to motivate low income families to seek financial advice to
maximise their income by ensuring that they are not paying more for essential goods
and services than they need to and that they are getting all the benefits, grants and
exemptions (council tax, energy) to which they are entitled.
The team in DAGCAS consists of telephone and face to face advisors to support six
target groups:
•
•
•
•
•
•
•

Lone parent families
Families which include a disabled adult or child
Larger families
Minority ethnic families
Families with a child under one year old
Families where the mother is under 25 years of age
Older people and those approaching retirement age

While these groups will be the focus of targeted activity, any low income household
can also access a financial health check.
Up to the end of March 2019 we dealt with locally 146 clients and achieved £20,068.10
in client financial gains.
In April 2019 the service was enhanced with the introduction of the Help to Claim
helpline, set up to help clients applying for Universal Credit.
This service offers tailored, practical support to help people make a Universal Credit
claim and receive their first full correct payment on time. It is available by telephone,
Webchat, and face to face through local citizen’s advice bureaux.
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Profile of a member of staff
My name is Simon Ashton I was born and brought
up in the north of England and I’m currently living in
rural Upper Nithsdale with my wife and 3 dogs.
Despite a pretty unimpressive experience at school,
which saw me leaving with zero GCSEs, I managed
to finish an Access Course at my local further
education college and went on to study at Liverpool
John Moore’s University. This was the early 90’s and
though I paid far more attention to the indie and dance music scenes and spent far too
much time in the pubs and clubs of Liverpool and Manchester, I somehow finished a
Media and Cultural Studies degree and met and fell for my partner of 25 years.
My working life has been pretty varied, from labouring in a warehouse and working in
shops and a shoe factory, to answering phones in a call centre and a short stint as an
Admin Officer at the Benefits Agency. More recently I worked for 15 years as a staff
nurse, mainly in brain injury services.
I was attracted to the CAB as a one-time customer looking for a new interest and
began as a volunteer at the Dumfries bureau a couple of years ago. I loved my time
as a volunteer and when the Financial Health Check project started I took a job as one
of the first advisers on the telephone helpline. I have since moved to the Help to Claim
Helpline. I mainly give benefit advice and help people with Universal Credit
applications either over the phone or, face to face in the Dumfries Bureau.
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