ANNUAL REPORT
2019/2020

2

CONTENTS
Chair’s Report ___________________________________________________________________ 3
Board of Directors ________________________________________________________________ 4
CEO’s Report ___________________________________________________________________ 4
Our Citizens Advice Bureaux _______________________________________________________ 5
Service Statistics 2019-20__________________________________________________________ 7
Staff Profiles ____________________________________________________________________ 9
Volunteer Profiles _______________________________________________________________ 11
Case Studies___________________________________________________________________ 13
Specialist and project Teams________________________________________________________15
Debt Advice / Financial Capability ____________________________________________________15
Kinship Care Service_____________________________________________________________ 17
PASS __________________________________________________________________________18
The EU Citizens Support Scheme____________________________________________________18
Support 4 Life __________________________________________________________________ 20
In Court Advice Project ___________________________________________________________ 21
Money Talk Team formerly Financial Health Check _____________________________________ 23
Help To Claim __________________________________________________________________ 23
Minority Communities Project ______________________________________________________ 25
Corporate Services________________________________________________________________26
Finance Report _________________________________________________________________ 26
Volunteer Recruitment and Development _____________________________________________ 27
Training Report _________________________________________________________________ 28
News of Stranraer CAB’s Founder____________________________________________________29
Acknowledgements _______________________________________________________________30

Dumfries & Galloway Citizens Advice Service is a Company Limited by Guarantee No 179254
Registered Office at 81-85 Irish Street Dumfries DG1 2PQ
Recognised as a Charity by the Inland Revenue Scottish Charity No: SC027107
Scottish National Standards for Information & Advice Type 3 Accredited

3

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 across our area during 2019 – 20.
Advice provided by our service is free, independent, confidential,
impartial and available to everyone. The demand for our service is
increasing and varied and the skills and expertise required by our staff
and volunteers reflects this. We have continued to perform extremely
well in delivering a wide range of advice and information services to
those who most need it across Dumfries and Galloway in the last year.
Over the year we have increased our base by over 1100 clients,
securing an extra £2.2 million of client gains whilst helping reduce the
amount of unmanageable debt our clients asked for assistance with by
£2.6 million. This is very much the quantitative aspect of our
performance.
As a service we are working hard to understand and identify the qualitative impact our service delivery
has on our clients. You will see examples of this throughout the annual report.
Leading our team since his appointment in July 2019 is our Chief Executive, Phil Stewart. His
leadership and experience gained during a long career in the public and charitable sector has been
core to the successful delivery of our service during the year.
I am very grateful to the support of my fellow Board members during the year. They have made a
significant contribution to the strategic direction of the service in the development of our rolling 3 year
strategic plan. The Board and sub-committees provide a very effective oversight and governance
function.
Our plans to expand the Board, improving our range of experience as well as our diversity and
resilience during 2019, came to fruition with the appointment of 3 new members; Eilidh Raymond
(Legal), Maureen Smith (Education) and Malcolm Wearing (Governance). They are a very welcome
addition to the Board of Directors.
The learning from our response to coronavirus, the new ways of working and delivering the service
will impact upon our future strategic plans. Work is already under way to capture this learning and
develop new ways of engaging with every part of our communities.
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 supporting them to deliver a quality service to those who contact us
seeking advice, assistance and support.

Patrick Shearer, Chairperson
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Board of Directors
Patrick Shearer - Chairperson
Brian Johnstone
Graham Donnelly
Norrie McIntosh – Volunteer Adviser Member
Marsali Caig
Andrew Walls
Maureen Smith
Eilidh Raymond
Malcolm Wearing

CEO’s Report
Having taken on the role of Chief Executive Officer in July 2019, I
inherited a service from my predecessor Sue Irving that was well placed
to meet the challenges and needs of the people of Dumfries and
Galloway over the coming year. Little did we know that amongst the
many challenges faced was the coronavirus outbreak that gathered
momentum throughout early 2020. This will undoubtedly build upon the
challenges our region faces during the coming year.
My thanks go out to my management team who have consistently met all
of our challenges head on and with the innovation and agility to adapt
and deliver even in the most challenging of circumstances. This included
the creation of a unique partnership arrangement with Castle Douglas
Parish Church where we had the use of their church halls to deliver our
critical face to face service. This partnership, along with the support of Dumfries and Galloway
Council for the use of the customer service centres in Dalbeattie and Kirkcudbright, has seen the
delivery of timely face to face service in the Stewartry grow to meet the demand for local services.
A 2019 survey conducted by debt counsellors found that 75% of those seeking help cited debt as a
large contributory factor to ill health, stress and anxiety. Research by the Money and Mental Health
Policy Institute has shown that poor mental health can make it difficult to deal with money. DAGCAS
can help improve client wellbeing through high quality, holistic, free advice.
During 2019 – 20 we provided a service to 8,748 people, giving advice 30,736 times, securing
financial gains to the value of £11.5 million and helping people to manage their debts of over £9.4
million. It is very satisfying to know that the financial gains we have secured has risen by £2.2 million
over the course of the year. This is money that in all likelihood is being reinvested in our
communities.
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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 extremely humbling to note that our volunteers contributed an
incredible 9,000 hours to the service during the year.
The governance, strategic direction, oversight and support provided by our Board of Directors led by
the Chair, Pat Shearer, ensures that the service 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, Scottish Legal Aid Board, Westminster and Scottish Governments, Department of Work and
Pensions, Citizens Advice Scotland, OFGEM and of course our many donors who like to remain
anonymous. They 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

Our Citizens Advice Bureaux
Annan Bureau
The service covers Annandale and Eskdale. It
provides advice through the bureau at Annan and
outreach clinics in Moffat and Langholm. The
service consists of a manager, full and part-time
advisers specializing in issues such as benefits
and employment as well as a team of volunteers
focusing on providing generalist advice to this rural
and isolated section of Dumfries and Galloway.

“I was so overwhelmed before I
walked into the bureau. I was skint
and always worrying over how to pay the bills and feed the kids. I
was so stressed. You really helped, boosted my money coming in
with benefits I didn’t know I could get. Now I don’t have to
constantly worry about money. I don’t know where I would be
without you.”
Anonymous client.
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Dumfries Bureau
The HQ function and specialist/project
teams are located in the Dumfries Bureau.
These include Debt, Support4Life, In Court
Advice, Kinship Care, Patient Advice and
Support Service, Minority Communities and
Money Talk (formerly Financial Health
Check) and Help to Claim.
Due to the location, Dumfries Bureau
attracts the highest number of clients from
all over Nithsdale.
To help support the most vulnerable, many
of whom are unable to travel to us, we
provide outreach clinics in Dumfries, Upper
Nithsdale and the Stewartry. Clients tend to
present with between 1 and 7 issues.
Volunteer Advisers and Specialist Support work closely together to provide high quality, holistic
services to resolve client problems as quickly as possible.

Stranraer Bureau

Stranraer Bureau is based in Burns
House which has a lift and is a Hub
for third sector and social care
enterprises. Thus it is ideally situated
to partnership working. We cover the
whole of Wigtownshire and provide a
generalist and specialist advice re
debt, benefits, universal credit, Help
to Claim, EU settled status, in court
support and employment advice. We
also hold a weekly outreach clinic in
Newton Stewart by appointment.
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Service Statistics 2019-20
Dumfries & Galloway Citizens Advice Service
No. of clients dealt with in
2019-20

8,748

Helping clients gain

£11.5 million

Areas of advice given by DAGCAS
Travel, Transport &
NHS Concern or
Holidays
Tax
Complaint
460
813
2,747
Relationship
442
Legal Proceedings

Utilities & Communications
1,175
Benefits
14,685

1,980
Immigration, Asylum &
Nationality
684

Housing
1,154
Health & Community
Care
320
Finance & Charitable
Support
Employment
1,368
1,165
Debt
Education
3,355
Discrimination
96
25

Consumer
267

In total our bureaux gave advice:

30,736 times
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Profile of clients served by DAGCAS
Gender

Ethnicity
BAME
2%

Male
46 %

Female
54 %

White
98 %

Disability

Age
18 - 24

No to
having a
disability
34 %

6%

25 - 34

16 %

35 - 44

16 %

45 - 59

Yes to
having a
disability
66 %

36 %

60 - 64

12 %

65+

Employment

15 %

Housing Status

Owner Occupier

Employed

27 %

32 %
Private landlord

Unemployed

Council Rented

13 %

19 %

2%

Other Social rented

Unable to work due to ill health /

42 %

32 %
disability
Staying with friends / relatives

Retired

14 %
Homeless / temporary housing

Other

6%

10 %

Other

3%

3%
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Staff Profiles
Archie Walker
‘Help to Claim’ adviser for Universal Credit and Welfare Benefits, based in Annan.
What does your job involve?
My main duties involve helping clients claim Universal Credit, providing a
cradle to grave service for clients right up to the point of their first UC
payment 5 weeks later. I also work to resolve other benefit issues (e.g.
PIP) and deal with mandatory reconsiderations and appeal applications.
How and why did you come to work with DAGCAS?
I joined as a volunteer with the CAB in July 2018 after a 40 year career
with HMRC. I felt the skills I had learned in the civil service could be put to
good use and I still wanted to feel useful. I now work as an employee and
do 25.5 hours a week at the Annan bureau.
What do you enjoy about your role?
The work is challenging but very rewarding. You never stop learning in this job. Colleagues are
extremely helpful and the general atmosphere in Annan bureau is excellent. I love it.

“The stress was unbelievable but you helped and listened to me
during my hardest time. Please keep up the good work. I will be
forever grateful.”
Anonymous client.

Vikki Geddes
Help to Claim Adviser /Financial Capability Adviser, based in
Dumfries.
Why did you want to work for DAGCAS?
Before becoming a staff member, I was a volunteer. I entered
volunteering because I was a bored, lone parent to 3 children, 9, 7 and
almost 1 year old. I felt that I needed something to exercise my brain and
regain self-confidence and self-worth. I wanted to get involved in a
service that helped the community. I was able to give back to a
community that was there for me when I needed them. CAS were able to
be flexible with my commitments meaning I could volunteer around the needs of my family.
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What does your role involve?
I help assess clients’ eligibility for Universal Credit, apply for Universal Credit and work with
Department for Work and Pensions (DWP) on behalf of clients.
What you enjoy about your job?
I love everything about my job, I love when we can change a client’s day and mood by offering free
impartial help. I love that I am surrounded by people of the same mind set who have a passion for
helping others too. I love how it makes me feel when I have done my job properly and successfully.

“Thank you for Citizens Advice Service for giving me my life back.”
Anonymous Client.

Lucile Giriat
EU Adviser, based in Dumfries.

Can you tell us about yourself?
I am French but have lived in various parts of the world for the last 20
years. I studied Law in France and England, and have an MA
in Geopolitics. After moving to Dumfries with my family in 2015, I
started volunteering with CAS and went on to work for the EU Citizens
Support project as an Adviser.
What does your role involve?
I help EU citizens and their family members register for the EU
Settlement Scheme, so that they are able to continue living in the UK
lawfully after Brexit and the end of the transition period. I also work
with the third sector and partner agencies across the region to raise
awareness about the Scheme, and the need for EU citizens to
apply.
What do you enjoy about your job?
I really enjoy meeting clients from a wide range of countries and making use of the several languages
I speak. It is very rewarding to help them through a daunting and complex immigration process.

“Thank you for a wonderful service, I will recommend you to my
family and friends.” “Fantastic service, thank you for all your help.
I’m pleased I came to you.”
Anonymous client.
Dumfries & Galloway Citizens Advice Service is a Company Limited by Guarantee No 179254
Registered Office at 81-85 Irish Street Dumfries DG1 2PQ
Recognised as a Charity by the Inland Revenue Scottish Charity No: SC027107
Scottish National Standards for Information & Advice Type 3 Accredited

11

Volunteer Profiles
Norrie McIntosh
Board member and specialist employment adviser in Stranraer.
How and why did you come to volunteer with DAGCAS?
Prior to moving to D&G in 1999, I had been active in public life as a
trade union official and sat on various national committees. I am an
honorary fellow graduate of Glasgow Caledonian University. My wife,
Jean, was dying from leukemia and she made me promise to volunteer
for CAS when she died. She died in November 2000 and I started
volunteering in 2001, firstly as a general adviser, and then shortly
afterwards as an employment specialist.
What do you enjoy about volunteering with DAGCAS?
I have always enjoyed helping people to resolve their problems and
enforce their rights. DAGCAS has provided an ideal platform for me to do so. As a Board member, I
enjoy contributing to the strategic direction of the organisation.
What have you gained from the experience?
I have thoroughly enjoyed the experience of my now 20 years at DAGCAS. I continue to gain
satisfaction of assisting our clients.

“I don’t know what I’ve have done without your help, I’ll be forever
grateful.”
Anonymous client.

John Macdonald
Volunteer Generalist Adviser based in Stranraer.
How and why did you come to volunteer with DAGCAS?
After retiring from General Medical Practice I wanted to make a
voluntary contribution to society. I felt I had appropriate skills and
that my medical knowledge might also be helpful
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What do you enjoy about volunteering with DAGCAS?
I enjoy the emotional reward of being able to help people especially in a less pressured environment
than a busy medical practice. Consultations are unhurried in comparison. I also enjoy working and
making friends with new colleagues.
What have you gained from the experience?
I have learned a great deal about the benefits system and how certain people fall through the cracks.
As a generalist I encounter a wide range of problems from benefits to consumer to debt to immigration
to family and legal issues. As in my profession, I am a jack- of-all-trades but master of none. However
there is always the backup of friendly colleagues and approachable manager to fall back upon.

Elizabeth Thomson
Former Adviser, now Admin Volunteer, based in Annan.
How did you come to volunteer with CAS?
When I retired someone suggested that CAS would offer me an
interesting and worthwhile opportunity to volunteer. I recalled that
CAS had helped me with information and support. The decider
was that training was offered to volunteers.
What do you enjoy about it?
From the start at Annan, I found myself part of a supportive,
friendly team. I enjoy meeting clients and team members well
outside my own ‘bubble’. I enjoy being able to provide a listening
ear and to offer constructive help and information to clients.
What have you gained from the experience?
CAS has made me a better listener, more accepting and
understanding of people who are going through difficulties of
which I have no experience. Skills I have learned have spilled
over into other aspects of my life and I am grateful for this. I have
sincerely appreciated all the friendship and fun I have found in the CAS team at Annan.

“I feel so relieved, I’m glad I reached out for your help. I am thankful
for your service.”
Anonymous client.
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Colin Scott
Volunteer Generalist Adviser, based in Dumfries.
How and why did you come to volunteer with DAGCAS?
I had recently retired and was looking for something to do in which I
could use my experience of dealing with people, carrying out
research, forming opinions and writing reports in complete
confidence. I found DAGCAS through Volunteer Scotland and this
seemed the perfect opportunity for me.
What do you enjoy about volunteering with DAGCAS?
I enjoy being part of a team, providing help for people in need, the
wide variety of enquiries encountered and being able
give people solutions to their problems.
What have you gained from the experience?
I have gained great pleasure and satisfaction from helping people out of a situation which they see as
important. I have also been able to add to my skill set and knowledge of a wide range of issues.

“DAGCAS is and has always been the backbone in our community,
supporting the most vulnerable people. In difficult times you helped
me when no one else would.”
Anonymous client.

Case Studies
Employment Problem
Why did the client contact us?
The client thought she was owed £200 in wages and holiday pay on leaving her job.
What did we do to help?
We wrote to the employer twice on the client’s behalf, but the employer refused to pay. We talked the
client though the process of submitting an ACAS Early Conciliation request, which needs to be
undertaken before submitting a claim to an employment tribunal. In response to this, the client’s
former employer stated that they did not owe the client any money. We then completed an online
employment tribunal application form with the client. Over a month later, the client phoned to tell us
that she had been paid her wages and holiday pay in full.
Dumfries & Galloway Citizens Advice Service is a Company Limited by Guarantee No 179254
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How did this help/benefit the client?
The employer was adamant that they would not pay the client what was owed to her. However, on
receiving notification of an employment tribunal, they decided that paying the client was a better
option than defending the case at tribunal. In our view, there was no defense. The enquiry took
persistence and almost five months to achieve the settlement. Without assistance the client may well
have given up and been out of pocket.
How did the client feel?
She was grateful and satisfied that she had eventually been paid £200 which was legally owed to her.

Energy Trouble
Why did the client contact us?
The client wanted to query her current fuel tariff. The client had also applied to a fuel debt charity for
support but this appeared to have been declined.
What did we do?
The supplier had the told the client that the cheapest energy tariff was X and in order to get X she
would need to take out boiler insurance, at £9.99 per month plus £99 per call out. The supplier had
assured the client that this was the cheapest therfore client accepted this tariff. DAGCAS carried out a
price comparison, which estimated annual savings of £473.11 by switching tariff with same supplier.
The adviser informed client that there was no requirement to take out boiler insurance in a rented
property,which is the landlord's responsibility. Client made the switch and cancelled the insurance
policy. The hardship application was re-submitted to the fuel debt charity with up to date meter
readings and was successful.
How did this help/benefit the client?
Client financial gain was £1157.98.This was made up as follows: Energy Best Deal £473.11,
unneccessary insurance £120.00 and Fuel Debt Charity Fund £564.87
How did the client feel?
Very grateful and relieved.
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Benefits Struggles
Why did the client contact us?
Client, who has dyslexia, was struggling to fill in a beneift form. He had no other means of support to
get the form filled in and submitted on time to avoid falling in to hardship.
What did we do?
An adviser helped complete the form over the phone and sent it back to
client to submit.
How did this help/benefit the client?
Client received the support he needed.
How did the client feel about it ?
Client was very happy and said that D&G Citizens Advice Service is and
always has been the backbone of local support in the community for
vulnerable people. In these difficult times we helped him when no one
else would.

“I wish I had come to you before now. Thanks for all your help.”
Anonymous client.

Specialist and project Teams
Debt Advice / Financial Capability
Our Financial Capability Advisers worked with 738 clients.
Many were referred to the Debt Team for assistance with
multiple debts. Our Money Advisers assisted 826 clients whose
debt totaled £9,486,931. Credit/store cards remain the most
common debt with £1,247,593.09 owed. This increased from
£961,777 combined debt reported in the 2018/2019 period.
Client financial gains over both the Money Advice and Financial
Capability projects totaled £1,258,998.11.
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This period saw 28 Debt Arrangement and Attachment Scheme payment plans approved. A high
number of these payment programs were set up to help clients
avoid losing their homes. The statutory payment scheme does
not have a client gain in monetary terms, but is invaluable in
relation to stability and mental health. This period we also cooperated with the Improvement Service and NHS Health
Visitors to improve outcomes for families with young children.

Debt Worries Case Study
Why did the client contact us?
A worried client had separated from his partner and was struggling to manage the household bills and
debt repayment. His debt was a mixture of credit cards, car finance and a high cost loan to help pay
some of the contractual minimum payments on credit cards. The monthly payment was hard to
manage and he was in rent arrears.
What did we do?
Client was advised of priority payments which includes rent, these need to be paid before any non
priority debts. He agreed to take packed lunches to work, and stopped buying take away coffee and
scratch cards, which saved £200 per month. Switching energy suppliers also saved him £15 per
month.
How did this help/benefit the client?
The most viable debt option was a DAS - Debt Arrangement Scheme Payment Programme which
allowed our client to repay all of his debt at an affordable rate over four years while freezing interest
and charges, and giving him protection against diligence.
How did the client feel?
He was relieved and delighted.

“I am delighted and now able to save money toward outings with
my son, birthday and Christmas presents.”
Anonymous client.
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Kinship Care Service
Kinship carers are family members or close friends who care for
children because their birth parents are unable to do so.
Main areas of advice continued to be benefit entitlement and the legal
status of their child(ren). The Service has represented a number of
kinship carers, arguing entitlement to Kinship Allowance payments from
their local authorities. This resulted in a Client Financial Gain
of £231,212.
In addition to working with individual clients, we helped a number
of Jobcentres increase their understanding of how the legal status of
kinship children affects entitlement to Universal Credit. It is hoped that
this work will improve the accuracy of UC awards for kinship carers,
avoiding overpayments. Explaining UC entitlement to Social Work
Departments has also helped improve the accuracy of Kinship
Allowance payments.

Kinship Care Case Study
Why did the client contact us?
Kinship carer had three teenagers who had previously been Looked After by a Local Authority. The
client now had a Residence Order giving her parental rights and responsibilities. We had carried out
an awareness session at the childrens’ high school. This led to them suggesting that she contact our
Service. The children had been placed with her in 2007, however the carer had never received any
payments.
What did we do?
We wrote to the local authority to explain that our client was eligible for a Kinship Allowance and
assistance and the reasons why. Although the local authority visited our client, no progress was
made. We complained on our client’s behalf and asked for a Kinship Allowance to be backdated to 1st
October 2015, the date the relevant legislation came into effect.
How did this help/benefit the client?
Kinship Allowance was backdated and a lump sum payment of £62,584.28 was made to the client.
She was also awarded ongoing payments of Kinship Allowance for the youngest child (the elder two
having reached 16 by this time).
How did the client feel?
The client was delighted but felt that it was regrettable that she had had to fight for the money to
which she was entitled.
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“You are like breath of fresh air; you were there when no one else
was.”
Anonymous client.
The Patient Advice and Support Service (PASS)
PASS is an independent service which provides free, confidential and
impartial advice for users of NHS services in Dumfries and Galloway.
The project supports patients, carers and families, providing advice
and support in regards to patient rights and NHS concerns.
In 2019-20, PASS worked with 1,369 clients with 383 enquiries. A
patient adviser provides face to face support and advice to NHS users
in D&G. Two helpline advisers for the PASS national helpline are also
based within Dumfries bureau.

PASS Case Study
Why did the client contact us?
The client contacted the PASS helpline with concerns he had with his
GP practice. He is 82 years old and lives on his own. He has arthritis
and type 2 diabetes. He struggles to cut his toe nails, but the GP refused to refer him to podiatry
saying he didn’t qualify. He was not given any further explanation. Client knew others who have
qualified and wasn't sure why he didn’t. He was nervous to raise his concerns himself.
What did we do?
The Patient Adviser advised that with client’s consent she could write to the practice manager on his
behalf to raise his concerns and to request a copy of their podiatry guidance. In the meantime he was
advised to contact the practice directly. This failed so the letter was drafted and sent to the practice.
How did this help/benefit the client?
The practice apologized and provided him with information on foot care and the criteria for podiatry
services at DGRI and their contact details.

The EU Citizens Support Scheme
This Scheme helps EU citizens and their family apply to the EU Settlement Scheme, in order to
ensure they have lawful immigration status after Brexit and the end of free movement rights. The aim
is for all eligible citizens to apply on time so that they can continue to live, work or study in the UK.
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Since June 2019, two advisers have been covering Dumfries and Galloway and South Ayrshire. The
staff have delivered training to DAGCAS staff and volunteers, 6 information sessions for EU citizens
and over 20 awareness sessions to third sector organisations, Council, DWP and Employers. Thus
the team have reached the most vulnerable groups including Looked After children, victims of
domestic abuse, those with language barriers, no access to internet or IT devices.
This ground work enabled us assist 260 EU, EEA and Swiss citizens or their family members make an
application to the EU Scheme, providing them with relevant advice and assistance using a handset to
verify their identity. Besides securing future rights of all the clients, obtaining Settled/Pre-Settled
Status has been immediately decisive for a number of clients who were previously refused access to
benefits. It has enabled them to prove their eligibility to public funds.
The advisers also contribute to the free National EU Citizens Support Helpline: 0800 916 9847.

The EU Citizens Support Scheme Case Study
Why did the client contact us?
An EU citizen who had been living in the UK since 2005,
had been unable to work since November 2018 due to
serious health issues. He had ran out of savings, and made
a UC claim which was turned down as he had no right to
reside. As he could not access benefits and couldn’t pay his
rent, he was threatened with eviction.
What did we do?
The adviser helped the client apply for Settled Status. He
was supported in gathering evidence of 5 years continuous
residence to prove eligibility for Settled Status. This
involved contacting HMRC for full national Insurance
record, Jobcentre Plus and the Home Office EU Resolution
Centre.
How did this help/benefit the client?
Within 4 weeks, client was granted Settled Status. As a
result, he became eligible to claim benefits including
Universal credit, which stopped the eviction procedure.

“A faultless service from start to finish. Thank you.”
Anonymous Client.
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Support 4 Life
Another productive year for the Support 4 Life (S4L) team which also
includes the Appeals Team and the Prison Project. Throughout 2019-20
advisers continued to provide a first class service to individuals in D&G
whose lives are affected by long term health conditions, illness or disability.
The team supported 1184 Clients, dealt with 2086 enquiries and accessed
over £3.1 million in benefits and grants. The team visit clients at home
where necessary and hold weekly outreach clinics.
The Appeals Team provide representation at First Tier Tribunal hearings.
During 2019-20 the team advised 519 Clients and handled 970 enquiries.
The Appeals Team had great success winning an appeal at the Upper
Tribunal. Client Financial Gain in 2019-20 amounted to more than £1.9
million.
The HMP Specialist Project provides a service three mornings a week to
prisoners at HMP Dumfries. 195 clients received advice and 401 enquiries were dealt with. The
Project works in partnership with the Scottish Prison Service and attends monthly multi-disciplinary
meetings.

Support 4 Life Case Study
Why did the client contact us?
Within a short space of time the client lost his job, his home and was diagnosed with Cancer. He
applied for UC and his claim was refused as he was found not to have the ‘right to reside’ in the UK.
When the client contacted S4L he had no income or savings and had just been allocated a new
tenancy.

What did we do?
The client was helped to appeal the UC decision and was represented at
the First-Tier hearing. The appeal was unsuccessful and an application
to the Upper-Tribunal was submitted on Clients behalf after an error in
law was identified. The Upper-Tribunal Judge set aside the First-Tier
tribunals decision. The Upper-Tribunal Judge confirmed the client was
entitled to UC as he did have a right to reside. Client was also assisted
to apply for PIP, which was successful.
Our EU advisor helped the Client apply to the EU Settlement Scheme.
He was granted indefinite leave to remain in the UK.
Client also received assistance from our In Court Advice team after he
received a Notice of Proceedings for Recovery of Possession due to
rent arrears.
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How did this help/benefit the client?
Client received thousands of pounds in backdated UC following the successful appeal to the Upper
Tribunal. Thus Client’s rent arrears were paid off and he did not lose his home. He was also awarded
PIP, £59.70 per week. He was assisted to apply for a MacMillan grant and received £450.

How did the client feel?
Client was extremely grateful. This case took 1 year to resolve and Client appreciated how much
work the Benefits Specialist put into resolving his case.

“Thank you for a wonderful service that provided me with superb
support, S4L helped when I needed it most.”
Anonymous client.

In Court Advice Project
Our In Court Advice Project offers 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 continues to be centered around
Summary Cause Heritable Court Actions for 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 Simple Procedure and Ordinary Cause Court Actions.
The team advises on Simple Procedure court cases which are
usually associated with consumer and compensation claim
issues. There has been an increase in enquires from the Private
Rented Sector. A notable increase in people seeking advice and
assistance from the In Court Advice Project for eviction
proceedings for Rent Arrears, Rent Deposit Schemes and
Condition of Property issues in the Private Rented Sector. This has resulted in an increase in Lay
Representation at Housing and Property Chamber for Scotland’s First Tier Property Tribunals which
are held locally for our clients across the whole of Dumfries and Galloway.
To help ensure the best outcomes for clients, advisers are involved in partnership and multi-disciplinary
working with other agencies; this involves negotiation and mediation for early resolutions where there
are disputes between parties. 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.
Dumfries & Galloway Citizens Advice Service is a Company Limited by Guarantee No 179254
Registered Office at 81-85 Irish Street Dumfries DG1 2PQ
Recognised as a Charity by the Inland Revenue Scottish Charity No: SC027107
Scottish National Standards for Information & Advice Type 3 Accredited

22
Overall, demand as a whole has continued to remain stable. Our In Court Advisers assisted 495 clients.

In Court Advice Project Case Study
Why did the client contact us?
A couple with a young family first approached the Project in Nov 2019. An Action had been raised
against them by their ex private sector landlord through the Housing & Property Chamber for
Scotland’s First Tier Tribunal. The couple wanted to dispute the £4435 being claimed further to them
vacating the landlord’s property.
The couple had left the private tenancy at short notice, and did not inform the landlord that they were
leaving, therefore rent arrears of £1385.48 accumulated due to this. The ex landlord also made
substantial claims for expenses relating to home improvements, cleaning and gardening costs further
to the clients moving out.
What did we do?
The adviser clarified with the couple if the ex landlord’s claims were valid and reasonable.
The adviser established that part of the reason for the family moving was as a result of lack of proper
maintenance carried out by the ex landlord, the main factor being a persistently blocked sewerage
drain which flooded inside the property. The landlord took no action and the couple had to engage
contractors themselves to do this essential repair. The adviser represented the couple at First Tier
Property Tribunal hearing. The ex landlord was unable to produce photographic evidence and the
First Tier Property Tribunal was rescheduled to allow the landlord time to adequately prepare.
The adviser represented the couple at the second Tribunal Hearing in Jan 2020, by this time the ex
landlord was claiming £5815.48.
How did this help/benefit the client?
The adviser successfully demonstrated that the ex landlord’s claims were unreasonable. The couple
did not dispute that they breached their tenancy agreement by leaving without serving proper
notice. The judge ordered the couple to pay £1385.48 for outstanding rent plus a significantly reduced
amount of £495 for hedge trimming and redecoration of the living room where the couple’s youngest
child had used crayon on wallpaper. By engaging with the Project the couple saved £3935.00

“Thanks for your help, a weight has been lifted off our shoulders.”
Anonymous client.
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Money Talk Team formerly Financial Health Check
The Financial Health Check project was set up in
November 2018, funded by the Scottish Government. It
was rebranded in August 2019 to Money Talk Team.
The team in DAGCAS supports 7 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
By the end of March 2020 we helped 545 clients and achieved £927,480.56 in Client Financial
Gains.

“Terrific service from start to finish, highly recommended. Adviser

was very friendly and helpful, they listened and took their time with
me.”
Anonymous client.

Help To Claim
In April 2019, with DWP funding, the Help to Claim helpline was set up. This service offers tailored,
practical support to help people make a Universal Credit claim and
receive their first full correct payment on time. We offer support to
clients up until they receive their first payment, which tends to be 5
weeks later. Support is available by telephone, web chat, and face to
face.
The Help to Claim service does not replace any existing service
already provided by Jobcentres and DWP. The service is designed to
reach more claimants who need assistance. Everyone going through
the service is triaged to assess their support needs. Support ranges
from light touch - helping a client access a computer and pointers if
they get stuck, to more intense support helping people gather the
right evidence and sitting down beside someone as they complete the
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entire form. Support isn’t restricted to online claims and might include telephone claims or arranging a
home visit from DWP.
We also support clients to: Apply for Alternative Payment Arrangements; access financial support to
help with the 5 week wait like Advance Payments; understand their first payment; and/or understand
their claimant commitment and how to negotiate with the DWP to change it.
If clients need longer term support we can signpost and/or refer them on to other parts of our service
or to other organisations. Up to the end of March 2020, advisers helped 476 Clients achieve
£1,959,174.54 in client financial gains.

Help to Claim Case Study
Why did the client contact us?
Self-employed client contacted the helpline due to his business temporarily closing due to Lockdown.
He had no income and lives in a private accommodation with his two children and dog. The client
requested a benefit check and help in applying for Universal Credit.
What did we do?
The adviser completed a benefit check to establish the client’s eligibility and applied for UC, which
was successful. The client was advised about advance payments and signposted for Council Tax
Reduction and Discretionary Housing Payment. The client had been refused Free School meals food
parcels for his children as he was not in receipt of Council Tax Reduction or have an existing award
from the Education Department. The youngest child was in P3 so should automatically qualify. This
was escalated to our Operations Manager who contacted D&G Council and the issue was resolved.
As the client is self-employed the adviser also checked eligibility for the self-employed income support
scheme (SEISS). SEISS claim was successful.
How did this help/benefit the client?
The client received an income and food parcels, which were delivered to the family home.
How did the client feel?

“I want to say a MASSIVE thank you to Vikki who went above and
beyond…
I am a self-employed widower with two young kids and I was lost! I
had £0 income...
so helpful, explained who to contact, which things applied to me
and helped me fill in forms which I am clueless about!
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She even arranged a food parcel, so me, the kids and dog had food
while waiting for our universal credit application.
I told all my friends not to hesitate to contact the bureau if they need
help!”
Anonymous client.

Minority Communities Project
This project gives advice to members of Minority Communities on their
rights and responsibilities on the following issues; immigration,
discrimination, domestic abuse & violence, employment, welfare
benefits, money matters, education issues, housing problems, legal
matters and employment.
Historically, enquiries from Ethnic Minority communities were low due
due to the perception that CAB was regarded as part of Government
services and when members of minority communities had an issue with
one Government department, they would not go to another
“Government” department for a help. This perception was one of the
hardest things and continues to be a challenge. During the year, the
project provided tailored, holistic advice to 167 members of minority
communities.

Minority Communities Project Case Study
Why did the client contact us?
A client originally from Turkey had no access to public funds. She was on the last two and half years
of her Spouse Visa with 2 young children. She was suffering domestic abuse and police had been
involved. She was fearful of pursuing a divorce because she felt under threat of her ‘Spouse Visa’ not
being renewed by the Home Office. She had no access to public funds in her own right so could not
move out or look after her two young children by herself. She contacted Women’s Aid and the Local
Authority who could not provide accommodation because she had no access to public funds.
What did we do?
The adviser explained the options available to her, in her own language. The adviser helped her
follow the Home Office guidelines and she applied for 3 months concession of ‘access to public funds’
and also applied for an Indefinite Leave to Remain visa.
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How did this help/benefit the client?
Client’s concession application was accepted on the grounds that she was a victim of domestic
violence. This gave her rights to apply for social housing and the 3 months Leave to Remain Visa
gave her time to make her Indefinite Leave to Remain application. This successful concession
application would also save her £2,389 off the application fee for her Indefinite Leave to Remain Visa.
Following this concession; the adviser immediately arranged, via the Local Authority, temporary
accommodation for the client and her 2 children to where they were safely transported. The client is
now in receipt of Universal Credit with Housing Benefit. Without this help the client would be facing an
uncertain and violent future, including a possible deportation order from the Home Office.

“I am so, so thankful for all your help, without it I really don’t know
where I would be.”
Anonymous client.

Corporate Services
inance Report

Ensuring that appropriate funding is available is critical to the ongoing development of bureaux services
throughout Dumfries & Galloway. The Board of Directors and Senior Management Team continue to
be committed to the development of our Income Generation Strategy and diversification of funding
streams. The organisation’s main funder continues to be D&G Council. This funding provides our ‘core’
bureau service throughout D&G. In addition, just over 40% of our annual income is secured from a
variety of alternative funding streams which enables us enhance the ‘core’ service with a range of
projects for specific client groups. These funds have enabled us offer the following; Help to Claim, EU
Nationals Support Service, Money Talk Team and Kinship Care Pilot Projects.
DAGCAS will continue to explore new and innovative funding streams to maximise funding
opportunities. Income from donors, although relatively new, continues to grow and we express our
thanks and gratitude to all donors, including those who wish to remain anonymous, whose contributions
are much appreciated and invaluable to the organisation.
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Volunteer Recruitment and Development
Volunteers are our most important asset and make an incredible
contribution.
DAGCAS shows this appreciation by nominating our volunteers for
the Third Sector D&G Volunteer Awards. Sylvia Armour was the
recipient of the Volunteer of the Year Award in 2019.
Recruitment and retention of volunteers is a big challenge facing the
bureaux. Many excellent volunteers move on to paid employment.
In 2019, it was clear we needed to raise awareness of our service.
Thus, the post of Volunteer Development Officer was redesigned, to
encompass the important role of Communications and Social Media.
On 1st October 2019, a new Communication and Volunteer
Development Manager was appointed and volunteer interest and
applications have increased. The use of social media and our
website has increased awareness, engagement and use of our
services and highlights rich opportunities for personal development
to potential volunteers.
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During 2019-2020, we had had 92 notes of interest in volunteering, resulting
in the recruitment of 32 volunteers. Three volunteers went onto employment.
By the end of March 2020, we had a total of 70 volunteers carrying out a
variety of valuable roles. A recruitment and marketing plan has been
implemented, maximising our communication and interaction with partners.
By 23rd March 2020, the Coronavirus pandemic was upon us and we were
forced to close our doors. We redesigned our service delivery and focused on
telephone and email enquiries. With this came a new flexible way of
volunteering, remotely from home.

Training Report
The year started with Mentor training for staff and volunteers in order to support trainee volunteers.
Successful funding applications produced more staff positions resulting in internal and external
appointees.
One to one training has met the needs of external appointees who have a
particularly steep learning curve whilst enabling new projects get up and
running. We ran a session to recruit and train three new social policy
volunteers. Some areas of advice, benefits, housing and debt have
undergone substantial changes and ongoing training has been delivered to
existing volunteers and staff.
Ongoing training has been delivered in the particularly challenging and
complex areas of Universal Credit, Disability Benefits and Housing
Regulations. Brexit brought new regulations for EU nationals; training on
immigration and settled status was rolled out to all staff and volunteers.
We also offer our expertise to partner agencies with free awareness
courses or, in a paid capacity, offer in-depth and detailed training. The year
ended on a rapid transition to virtual face to face and online training due to
COVID-19.

“I enjoy being a volunteer, I feel part of something worthwhile. It is
very rewarding to make a difference to our clients; peace of mind,
monetary benefit, a friendly listening ear…
It's good to be surrounded by a team of great people who have a
wealth of knowledge.”
Stacey Paul, Volunteer Generalist Adviser at our Dumfries Bureau.
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News of Stranraer CAB’s Founder, 85 year old Doreen Bratby
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