
 

 

 
The Scottish CAB service is a mitigating force against welfare changes by providing 
advice and information, ensuring benefit entitlement for people, providing budgeting 
advice, signposting to other agencies such as food banks, and providing 
representation. Our service is there to help, support and advise people now and in 
the years ahead. 
 
Citizens Advice Scotland received £2.5 million welfare reform mitigation funding from 
the Scottish Government over the two financial years 2013-15. These resources 
have been distributed across the CAB member network to help deal with the impact 
of welfare changes that are hitting people across Scotland, and driving an 
unprecedented need for advice from bureaux. This additional funding has helped 
CAB deal with the increased demand for services and provide the advice and 
representation that the people of Scotland need and deserve. 
 

In the first year of delivering Welfare Reform Mitigation advice we have 
supported 17,568 clients with 54,953 issues and had a client financial gain of 

over £7 million. 

 
The project has enabled bureaux to increase access to advice for those affected by 
social security changes, and has achieved the following in the first 12 months of the 
project (July 2013 to June 2014):  
 

 Over 17,500 clients have been supported with nearly 55,000 issues. 
 

 Under this project, clients require more complex and time consuming advice 
than those generally seen in bureaux, and bring a greater number of issues to 
us than the average CAB client. 

 
 Now that the project is running at full speed, we are now seeing approximately 

6,000 clients (some of whom are repeat clients) through this project every 
three months, bringing an average of three issues each to the CAB. 

 
 Clients have been supported at 256 tribunal or court hearings and CAB have 

undertaken 1893 activities to support clients with tribunal preparation. 
 

 1916 forms have been completed by the CAB for clients, ranging from benefit 
applications to DAS debt applications. Over 80% of these forms were related 
to Benefits, Tax Credits or National Insurance advice. 

 
 There has been a Client Financial Gain of at least £7,079,605 (of which 

£777,093 is in debt remedies) in the first year of the project. 
 

 For every £1 given in grants to bureaux, £6.95 was gained by clients directly 
in financial gain, in addition to the value of advice in providing peace of mind 
and solutions for individuals facing problems. 



 

 

Through this additional welfare mitigation funding, CAB are able to see more people 
and deal with more issues. CAB have sought to establish locally responsive projects 
which increase capacity, based on the need and the best solutions for their area.  
 
Many have been able to increase volunteer recruitment while others have been able 
to open new outreach points or increase opening hours. Some bureaux have 
employed additional paid staff – for example session supervisors, who provide 
increased support to volunteers.  This enables the CAB to support more volunteers 
who can then see more people, and assist with complex cases; or provide 
administrative staff to allow managers, specialist advice staff and volunteers to 
concentrate on welfare mitigation project and partnership work. 
 
The top three areas in which clients have accessed advice under this project have 
remained constant throughout. The majority of clients have required advice on 
Benefits, Tax Credits and National Insurance, Debt, and Employment issues. The 
holistic nature of our service means that we are also in a position to advise clients on 
any other issues they present with, to insure that as well as dealing with crises 
problems, clients leave with a better understanding of their situation and, where 
possible practical steps they can take to ensure that they maximise their income and 
prepare for future events. 
 
 
Helping the people of Scotland 
It is therefore clear already that this funding which has gone direct to CAB is helping 
people across Scotland deal with the negative impacts of welfare changes and 
benefit cuts. The positive impact the funding is making in terms of enabling CAB to 
deal with an increase in issues and people, complex and multiple issues, and in 
ensuring increased client financial gain. The holistic nature of our advice means of 
course we can support the individual from the point of contact, and work to deal with 
all the issues that they bring to us.  
 
This funding is for the financial years 2013/14 and 2014/15, and from data already 
gathered by CAB we can see that it is having a direct and positive impact across 
Scotland. With more to come including the roll out of Personal Independence 
Payments and the introduction of Universal Credit, it is clear that such additional 
funding will be of use and necessary in the future if we are to continue to help people 
as they face numerous changes and challenges in the current welfare system.  
 
As expected, the nature of the projects being established through this funding means 
the highest proportion of work is to do with benefits affected by welfare reform and is 
showing to be much higher than for normal CAB work. Benefits work has risen 
steadily since 2010 and now accounts for 36.6% of all the work CAB dealt with in 
2013/14. The top three areas of advice that we are dealing with through this 
additional welfare mitigation work is benefits work (49%); debt (24%), and 
employment (4%). 
 
These projects are seeing people present with a variety of benefit issues but 
Employment and Support Allowance (ESA) remains the highest benefits issue that 
clients present with through this project at 23% of benefits issues, with Housing 
Benefit at 10% and Jobseekers Allowance 7%. 
 
 
 



 

 

CAB have been able to choose what to do with the additional resources made 
available to them through the welfare reform mitigation funding at a local level. This 
ensures that local needs are being identified and met and makes best use of the 
funding with the community of the CAB. 
 
Many CAB report that the project work they have undertaken has freed up paid staff 
and manger time, to deal with more complex cases, establish or increase referral 
relationships with other organisations, coordinate more with existing organisations, 
and develop contact with new foodbank or emergency organisations in their area. 
Many CAB also report that they could not have been able to carry out more complex 
work or take on time consuming cases such as tribunals without the additional 
funding made available to them. 
 
 
Welfare reform mitigation funding:  CAB local work 
CAB have been able to decide what to do with the additional resources made 
available to them through the welfare reform mitigation funding at a local level. This 
ensures that local needs are being identified and met and makes best use of the 
funding within the community of the CAB. 
 
Many CAB report that the project work they have undertaken has freed up paid staff 
and manger time, to deal with more complex cases, establish or increase referral 
relationships with other organisations, coordinate more effectively with existing 
organisations, and develop contact with new foodbank or emergency organisations 
in their area. Many CAB also report that they could not have been able to carry out 
more complex work or take on time consuming cases such as tribunals without the 
additional funding made available to them. 
 
Here are just some examples of the work local CAB have been able to do with the 
additional resources. Please note this is not a complete or detailed list of the huge 
amount of work being done by local CAB but a short summary of just some CAB 
welfare reform mitigation project work. 
 
Argyll and Bute CAB have increased advice sessions in Helensburgh by one day per 
week, and have introduced a benefits IT kiosk to enable clients to better access DWP 
services, which are moving online.  
 
Citizens Advice Direct has recruited a Welfare Reform Officer and rolled out welfare 
reform training to over 120 volunteers. As a Scotland wide service they are offering 
information and advice to people in all areas of the country so this project is helping 
them to bridge the gap of local knowledge and Scotland wide information.  
 
Citizens Advice Edinburgh has extended opening hours to provide a welfare reform 
focussed session for clients to drop-in and receive immediate advice. Additional 
volunteers have been recruited to cope with increased demand. 
 
Citizens Advice and Rights Fife have introduced pop-up clinics located in areas 
known to have high numbers of benefit claimants.  
 
Clydesdale CAB have enabled specialist workers to concentrate on advice giving by 
decreasing their administrative load 
 



 

 

East Ayrshire CAB have has been focussed on delivering more casework and are 
taking on referrals from a number of other organisations including the council. They 
have taken on a number of complex cases and Tribunal Representation cases.  
 
Glasgow Drumchapel CAB has appointed a part time session supervisor and 
tribunal representative to provide increased support to advisers, provide home visits, 
and take on more complex cases. 
 
Glasgow Easterhouse CAB has employed a caseworker which has allowed for 
substantially more appointments and representation. Without the funding they would 
have had to request adjournment or been unable to represent the clients at tribunal.  
 
Haddington CAB has increased the hours of a specialist benefits and mental health 
case worker to provide tribunal advice and representation for their most vulnerable 
clients. Without funding they would not have had the capacity to represent these 
clients.  
 
Lochaber CAB has employed a Training Co-ordinator and re-organised their training 
room to allow for increased access to online training resources. This has allowed them 
to ensure benefits training for all advisers and increase specialist staff.  
 
Motherwell and Wishaw CAB has recruited new volunteer advisers and 
administrators to increase capacity. Increased training and development has helped 
raise the capacity and quality of bureau volunteer staff.  
 
Perth and Kinross CAB has recruited a part time paid adviser and 10 volunteer 
advisers to set up an outreach project in libraries across their area, giving welfare 
benefits advice and supporting benefits claims and digital access.  
 
Skye and Lochalsh CAB have increased session supervision which has enabled 
more volunteers to be recruited. 
 
Stirling CAB has recruited an additional 24 volunteer advisers allowing established 
advice volunteers to resource the busy outreach sites as well as a new outreach point. 
They are also providing advice at the Crisis Food Bank collection points.  
 
West Dunbartonshire CAB have increased their capacity to give advice on benefits 
through employing more benefits specialists. 
 
Western Isles CAB have increased their volunteering capacity through additional 
volunteer support and marketing. 
 
Westhill CAB has recruited a volunteer support worker who is carrying out case 
checking, overseeing the allocation of enquiries to advisers and staff, and assessing 
adviser training needs. They have also increased their opening hours. 
 


