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Citzens Advice Bureau West Lothian

Chair Report
2023/23 saw us maving shead with the implementation af aur \ .E-.,DWJ'\GE}

strategic and operational objectives and finding a stable rhythm

-
of working, following the ‘COVID years' — we have had a busy and ELJF:,F:_.

very productive year, f_‘_‘]"}‘:'{'-_'.r_..\\
The year £aw us continue to adapt to our changing customers’

nesds and the challenges arcund us - with the Cost of Living Crigis E.,j{':

hitting many within our community extremely hard. "‘fl'l.

Securing adequate funding for the vital services that we provide
remmaing our key focus - as well as looking for ways to maximise the
value that we provided to our customers and stakeholders,

As a Board and Senior Management Team, we have refocussed on
our vision, strategies and objectives to ensure our Buresu remains
fit far purpose, not only for today but alss for the years to come.

As this is my last AGM as Chair, | would like to take this opportunity to thank:

=y fallow Board members for theair SUPpart, commitment, focus H‘bﬂ'ﬁl‘l‘.‘lfﬂﬂiﬂl‘iﬂl
input - giving of their time and expertise so freely;

= sur Staff Team and Volunteers who do wonderful, life-changing wark for our
CUSEArmears,

= gur Admin team who |'.'|I'-I!|-'I.IiI:|E excellent Support o the staff, woluntesrs and the Board;
= OUr partrnars, stakeholders and funders, -l'i-|‘.'|.u|:|il'g! West Lothian Council and Citizens
Advice Scotland - who all contribute to r'I'I.Hkir'I,H_ the Bureaw a success; and last but El}'l'l-ﬂ-
means least

= gur CEQ Karen Mailen. Her I'.'Ir'I-,E_I:Iir'IE deadication and commitment to the Bureau is
unwavering and she continues to inspire us sll. | would particularly like to highlight that
Karen's prﬂ[ESSitlr'lllliSrl'l and enthusiztm for the work that she does has madsa vy role az
Chair significantly samier_

Stepping down as Chair, | would like ta with the in-coming Chair all the very best and
hope they will get as much satisfaction from the role as | have had.

It has been a privilege to have been the Chair of this amazing Bureau - we have had
highs and lows but throughout it all, the Bureau has remained solidly earnmitted o
making a positive difference. | am extremely proud of us all.

Caron Quinn
Chair
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Every year | report how vital our sérvice is.

This year | highlight more than ever how vital it is, a life
changing, lifesaving service delivered by the most dedicated
and knowledgeable team.

| admire everyone who is involved in the delivery of our
service.

The biggest challenge this year was the increased demand for
Our Service.

We struggled to meet the expectations and our willingness to
re-introduce a face to face service that was “extra work™ as

the calls and e-mails were still as popular as they had been
during the pandemic.

This level of demand will continue, our service is not just expected, our service is essential

and needed by S0 many. In order to ensure that we are reaching the clients we need to the
most, we set up & number of new outreach sessions across West Lothian.

The case studies within this report demonstrate the difference we make. As well as
increased income clients report that they have improved health, well-being and have more
choice to often basic provision that can be taken for granted.

We have also experienced a change in demographics of the clients using our service.
Families who are working full time and have less access to support often can have additional
challenges and they struggle to survive from pay day to pay day. The increased costs in
utilities, travel childcare and borrowing have exacerbated an already difficult situation.

As you would expect to see the main areas of enquiries are money related as communities
struggle with the devastating impact that the Cost of Living crisis is having on clients. Inthe
25 years | have worked with CAB | have never known a time when life has been <o difficult.
This crisis has impacted on every family and household and will be long Lasting, it will be a
very uncertain future for many.

We work with multiple partners delivering the work that we do, a strength of our service is
our ability to form partnerships to deliver improved service and support to clients. We are
grateful to all our partners, stakeholders and funders for their support throughout the year,
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As we began to recover from the pandemic we lost volunteers.

This was conceming, our volunteers are very important to our
service, they bring skills and knowledge and commitrment that
are priceless and they deliver the highest quality of advice to
their own communities.

They are the backbone of cur service and we value and
appreciate all their efforts.

We are planning to increase our volunteer numbers and
provide better support for the volunteers we already have

in place.

Our team of specialist advisers deliver our projects providing specialist and complex advice
for clients from across West Lothian.

Our outreach bases include GP surgeries, St. John's, The West Lothian Foodbank and a
presence in all Community Development Trusts in West Lothian.

The team do most tremendous work. It takes special people to do special work.

I would like to recognise how challenging it has been for our teams in the last few months.
They are working under immense pressure and dealing with the most difficult cases and often
absorbing the emaotions of clients, it i very difficult not to be affected by this.

My job would be much mare difficult if not for the Bureau's Management Team. They are the
glue that holds us together and | cannot thank them enough for everything they do on a daily
basis, they are brilliant.

Our Board who behind the scenes giving the most expert advice and support. Particular
mention to Caron Quinn, our Chair who is standing down, you have taught me so much and
under your leadership the Bureau has become the wonderful service that itis today.

Finally, | am worried about the year ahead, | am worried as | know the situation for our clients
will continue to be very challenging. | worry about our service and its future and we need to
keep ahead of the game, attract new funding and continue partnership working to always

ensure that we are able to continue to deliver the life changing and lifesaving service that
clients need.

Karen Nailen
CEO



Volunteers RS

Volunteering is at the heart of our service here at CAB West Lothlan. We currently have 32 people
giving ther invaluable time and experience each week 1o keep our bureau running. We redy on our
volunteers not only to deliver advice and information, but also to help manage our CAB and provide
support services such as administration, IT, marketing and promotional activities. Over and above this
we have 10 volunteer Board members providing strategic support and direction.

Owr volunteers complete 3 lengthy and highly professional Adviser Training Programme and also

commit to ongoing training to keep up to date with any changes to legisiation. As 3 result, clients
attending the bureau experience a highly professional service that is delivered in the community, by
the community.

In 2022-2023 our volunteers donated over 7000 hours of their time to the bureaw. In monetary terms,
the cost would equate to over £100,000, however, purely financial terms cannot measure the impact
owr volunteers make on their local community.

As part of cur commitment to Volunteering and for support to owr network we run the Increasing
Volunteer project which provides virtual training opportunities to volunteers across Scotland. This
project has trained 220 volunteers for other Bureaux and we are working on ways to look at sustaining
this project long term.

We would Bke to thank all our wonderful volunteers for the generous donation of their time,
empathy and expertise in order to help people in their local community.

This is what our volunteers have to say about their experience of working at
Citizens Advice Bureau West Lothian

| enjoy helping others and this
gives me an opportunity to do so.
Training was good and | feel able
to make a good contribution to the
aims of CAB now. There is a good
atmosphere in the Livingston CAB
office and | like my colleagues.

The management is approachable and helpful
and the level of support from management, paid

staff and peers is excellent. It is a happy place to
volunteer and | feel not only supported but
valued.



Al BT LSS

When | decided to retire, | knew | would need somathing
to do which would keep my mind active and also keep
my interast. | have found volunteering with my local
Citizens Advice enjoyable, rewarding, challenging and
definitely varied. There is a great team at West Lothian
who give me all the help and support | need to deal with
my clients. As a generalist advisor | deal with all kinds of
issues on the phone, email or face to face. Although it's
not possible to get the result the cliant wants all the
time, there is no better feeling than when you help
someona get theair problem resolved or help get them in
a better financial position.

| thunk being a volunteer at CAB 15 a great
way of helping others in the community, A f,—iendp}r, inclusive
being part of a great team, and contributing environment - and
in some way towards improving life for those
with real praoblems espacially locally. | Like
tha policy work CAB doeas to ralse awaraneass
In the government and locally about socal
issues. | feel vou can learn 50 much at CAB
and you're supportad in your learmng and
role as a voluntaer.

cream cakes!

We are always looking for new recruits to join our happy group of volunteers. If
you are interested in joining us, please contact our Volunteer Development
Officer by email:

Volunteer@CABWestLothian.casonline.org.uk



Value Added Projects

As well as providing our core generalist
advice service we have a number

of value added projects that deliver
specialist services to our clients.




Prevention and Intervention Money
Advice Project (Child Poverty)

The preject primantly works with medwiess and other
health peofeis trads i aren idensfied s howng high
child poverty keesti. The project auhits famdses with

young children in sress of income seimnation, debe,
housng and Benefits and tafors achvce 1o the lamiy's
newds and Crcumitancel.

Court Advice Project

The project prowides advice and support te demis about
Sreple Procedures for thone who with 10 rse & Smple
Procedurs action and diemts who hire had & Srrpe
Procedure action reved agarat them,

Armed Services Advice Project

The project provicns niormation, sdvice and support 1o
reembers of the Armed Forces Communtty i Scotland.
The project worka donsly with iy organnations snd
charities, both servics related and others, o provide
wpport %o chents.

Outreach in GP Surgeries

Ttw progect sty indriduals and farmlies with
soverty related Avoes afSecting thesr bues with &
perixider focus on ety secied bry wetlare
refarma. The project cperstes 1 Medcal Centres
acrcos Weat Lothoan.

HMP Addiewell

The proect prowdes advice and wpport 1o maidents of
the Proon and works in partsership with othsr agendes

to lock at wirys of reducng reciiending.

Whitburn Project

The progct providen 4 locally bused Income
Mudrehaton and Nirenced Induicon vervics 5o the
resderts of Whithum snd wurmounding sree.

Debt Project
The progect offers an end Lo end Deist schvace and

WppSrt servace cowerning inftual trlage 1o speciebet
Morery Adhace cowering | statutory debt remedies

Spina Bifida Hydrocephalus

This project dedrvers specialat advice for clents with
Setna Befda ard)or Hydrocephalus, weorking in
partravitio with SBM Scothand

Aol Repont 2002 2%
HMRC Project

The propct provicen free, ndependent and confcertal
niormation and sdvce 1o vunerabble chents wih tax

related enguenies.

Pensionwise

The prapct i pert of & free ard iepartisl Netonal
Government service 10 provide shecs on the benefity
and potertd rks of madung chocen with regard to
pensrs.

Melp to Claim

Part of 2 DAY funded naticnal propect to mant
chamls to claem Unsverssl Crecit. The project can
it dents Som the irvtial clems op Lo the e
properly sussied payment and for the first
sppantment with & work couch.

Money Talk Plus

Part of @ Scottnh Covernment funded rasonal progect to
axiit chents in cerlan target groups who muy be
sxpenencing fnancsl dfficuty or who wart an
ndependert exmrenation of therr fnercem

Gamble Aware

Part of nuticndd gambling ndustry spomaored proect 1o
rane swanmens of probierms i the communey
wacciaied with gambling. Ouwr asviuer covens the Certral
and Southem Scotind ares.

St John's

This projpect i & partnership between CAL Wit Lothian
and NHS Lothian 2o offer hoapital bened wefare actece
32 John's Hespital, Uvingaton.

Volunteer Training Project

Lod by CAB Wit Lothun $hin & & certralued project
operated jontly ty Motherael and Wokew (AL and
curseiv. it offers comprutenyve traning based on the
Crtttern Advice Adwner Traning Programeme it o maontly
dulrvered dygtally and (s evalatie Sor volurtwer Srariry
10 othar Duresun In the Scottnh network.

NHS - Cost of Living Project

Tha projgect prowides asvice 2o NS employess affected
by the Cont of Lving Crins throsghout NHS Lothun
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Client Financial Gain : Total Issues
£1,738,703.50 : 18,777
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Advised Face to Face - Advised by Email - Advised by Telephone
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Client Profile Statistics -

CAB West Lothian warks for all citizens of West Lothian. Here is a selection of owr client profile
statistics, as a percentage of all clients who were willing to provide us with the relevant information.
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Outreach
" citizens
Locations advice

bureau

Linlithgow

Armadale
Foodbank

Whitburn CDT Strathbrock

Carmondean
Blackburn

Fauldhouse
Kidzn Kin

stoneyburn
» ! ' > : e F s
Polbeth Dedniage

West Calder

CAB West Lothian have several
outreach locations in addition to
our base in Craigshill, Livingston
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Case Studies

Over the year 2022-2023, our bureau saw the Cost of Living Crisis impact our clients.
Enquiries relating to emergency food and fuel provision increased dramatically and
show no sign of reducing into 2023-2024.

Most of our case studies below reflect the need for emergency food and fuel
provision.

Alarmingly, not all of these clients are on benefits.

We now see an increased number of working clients who are unable to maintain their
households on the income they receive.

CASESTUDY 1

Client contacted us regarding a housing issue, which we supported her with.

During the appointment client and adviser spoke generally of the rising energy prices
and the cost of living, and as a result client was offered a benefit check.

A check was carried out which showed client to have no entitlement to means tested

benefits.
However, the check highlighted that client had not claimed any disability benefits
despite using walking aids and needing some help with daily tasks.
We supported client to make a claim for Attendance Allowance. This was successful and
client received the higher rate of £92.40 weekly.
We completed a further benefit check when Attendance Allowance was awarded, with

the result that the client was now entitled to Pension Credit of £59.43 weekly.
This has increased the client’s income by £151.83 weekly.

As a consequence of being awarded benefits, our dient will now qualify for the Warm

Home Discount of £150.00, the Cost of Living Payments of £900.00 in 2023/24 and
£150.00 Disability Payment.

Total Annual Increased Income: £9,095.16

We were also able to advise her of a new initiative where the Community Fridge would
deliver free lunches to vulnerable clients for a period of 6 months, and gave her
information about a fortnightly coffee morning in a local café where elderly people can
go along and meet other people in the community and have a coffee in a warm place
and some company. The client has started going to this.

It is important the client gained financially from our contact but the support with
lunches and having somewhere to go and meet with people is also invaluable.

i



CASESTUDY 2

Our client was an employed lone parent with a four-year old child, who was seen ata
food larder outreach. Client had been struggling to support his child as his ex-partner
was still in receipt of the child benefit, despite no longer caring for the child. This
meant that the client was missing out on a range of benefits and entitlements.
Adviser helped client with his immediate crisis by applying for foodbank, fuel bank and
referring him to Advice Shop for the energy grant and Data Allowance payment.

In order to provide the client with increased income in the longer term we supported
him to apply for the Child Benefit, and Universal Credit. This additional income also
opened up his eligibility for Scottish Child Payment and help with nursery fees. Client
also decided to reduce his hours to 21 hours in order to spend more time with his
child.

Client received one-off payments of £212.42 and increased annual income of
£13,346.92 as a result of our adviser’s intervention.

CASESTUDY 3

Client was a young single man living in homeless accommodation. Prior to becoming
homeless he had worked full-time for the NHS, developed mental health issues which
led to him becoming alcohol dependent and losing his home.

Our adviser first completed a benefit check to assess dient’s benefit entitlement, then
supported client to claim Universal Credit by completing a 3 way call with DWP. On our
adviser’s request, DWP accepted client as a vulnerable person so that a case manager
would be appointed to him more quickly in order to better support the client.
With client’s UC dlaim in process our adviser explained that client may be entitled to
Adult Disability Payment, and offered immediate assistance with a Crisis Grant claim.
The adviser also signposted the client to other supporting agencies.

Lastly, when our adviser contacted client to ensure his claim was in payment dient
also advised he has accepted professional help and has been referred by his doctor
and is currently waiting to attend rehabilitation and access Mental Health support
services. The client advised he can now start to look forward to rebuilding his life,
alongside starting his journey to recovery, with his goal of finding a new home.

(8
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Client Feedback %
W 2
% Can'taayren-:lug‘l:l\\ -\

about this place

the volunteers are
brilliant and very
helpful

You recently helped me and my children. | just wanted to ket you know the impact that had on
us & a family.

We were able to eat very well and | wasn"t watching the electric meter afraid to do a washing.
Wy s0n had padked lunches far school and the girls could make lundch without asking if they
mepded to watch how much bread was lbeft.
| slept, knowing that in the moming there was food and the lights would go an when | hit the
wwitch.
| am trying really hard ta make our situation better and my rent arrears are still there but
better than they were.

T give & mwm the ability to sleep at night is priceless and you did that for me. | can't thank yo
enowgh for your help and | hape to pary it forward a< soon as | am able.

Very helpful and knowledgeable,

mast importantly for me though
was that they genuinely seemed

interested in helping me and my
wiifie.
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Citizen Advice Bureau West Lothian
Lnit 1, Almondbank Centre, Craigshill, Livingston EH54 5EH

Advice Line: 01506 432977
Admin Line: 01506 436132
Email: enquiries{@cabwestlothian.casonline.org.uk

Web: www.cabwestlothian.org.uk

www.cabwestlothian.org.uk

Sooirsh Charey Muenker SOO00E30
irre Limiged 432115
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