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Dominic Notarangelo

The year 2009/10 saw CAS at its most active, supporting the
activities of the CAB network across Scotland and bringing to
bear considerable influence on government policy. Last year’s
CAS Annual Report was presented in a calendar format which
was extremely popular with our members and other contacts
alike, so this year we have picked up a similar theme by giving
you a useful wall-chart. We are proud to present this summary of
our work, and with the need for a quality advice service stronger
than ever, we look forward to another busy year!

Influencing Government Policy
One of the key objectives of CAS is to use CAB case information to
tell governments what impact their policies are having, and change
them where we can. In 2009-10 we responded to 8 government
consultations, produced 13 briefings and 4 research reports, and
issued 23 press releases on national subjects. We gave evidence to
consultations on issues including Post Office banking and Credit
Unions. We persuaded the government to widen access to the Debt
Arrangement Scheme, and made major contributions to two
major Bills in the Scottish Parliament – the
Home Owner and Debtor Protection
Bill and the Legal Services Bill – as
well as doing a lot of ground-work
on what would later become the
Prescriptive Periods bill.

Campaigning
for our Clients
Our Drowning in Debt report,
highlighting the huge increase in
peoples’ personal debt levels, resulted
in considerable media coverage and
parliamentary activity, and we did a
great deal of work on exposing the
failings of the Employment & Support Allowance (ESA) which has
helped establish CAS one of the leading voices on this issue.
Working with over 40 other Scottish charities we launched the
election manifesto of the Scottish Campaign on Welfare Reform. Our
target of meeting 10 government representatives was greatly exceeded
(we met 30) and we also held
9 social policy roadshows
delivered to 12 bureaux, and handled a total of 48 social
policy queries from members. We held a large number of
meetings with MPs, MSPs and councillors of all parties,
including attending all Scottish party conferences, and
produced detailed constituency briefings for all MPs,
showing them the impact of CAB work in their area.

Membership Services
CAS helps the 83 CAB across the country in a variety of
ways, including providing support in management,
fundraising, governance and business planning. In 2010 a
major task was the smooth distribution to bureaux of the
£1.1million we had successfully negotiated in continuing
government support for advice. We also continued to
deliver our Health Service complaints service (IASS) and our
cancer care advice project, organised legal support to
bureaux from professional solicitors, and delivered
management training to over 120 Managers and volunteer
Board members. Working with bureaux at individual and
regional level, we helped them build relationships with Local
Authorities and other funders, and provided bespoke support for
those involved in tendering and other contracts.

Extending the
Reach of the
CAB service
2009/10 saw seven new
probationary CAB members
join our ranks, extending the
reach of the CAB service –
particularly in the north and
north east of Scotland. One
more attained full membership, making a total of 83 CAB bases
in Scotland (who between them offer 200 points of service). We
worked with Young Scot to develop an advice booklet for young
people, Your Rights Your Call, and also worked with
PoppyScotland and others to develop a £600,000 service for
the armed forces community, and with a variety of family
support groups to develop targeted support for Kinship Carers.
www.cas.org.uk

Publicising the
CAB service
We held a number of events to highlight
the 70th anniversary of the service in
2009, including a highly successful
Annual Conference and a well-attended
reception at the Scottish Parliament. We
also supported a number of bureaux in
holding local events to mark the
anniversary and show the vital work
they do. We commissioned a national
opinion poll from Ipsos Mori which
showed overwhelming support for the
Scottish CAB service, both from former
clients and from the Scottish public as
a whole. Our media strategy kept us
in the headlines throughout the year, with
particular successes including the high profile launch of our Drowning in Debt report and greater
support to bureaux in developing local media strategies.

Training of CAB personnel
A total of 195 training
courses were delivered
to 1,384 participants.
These covered a wide
range of topics from
the adviser training
programme, casework
and representation,
and Information
Technology. Using
funding from the Big
Lottery, we employed
a Volunteer Support
team to help bureaux recruit and train
advisers. All our training materials were
regularly reviewed and kept up to the
rigorous standards we maintain. We
developed new e-learning modules and
other resources to support in-bureau
training. We met all demands from our
members for training courses, and all
our courses were evaluated at
satisfaction rates of 85% or above. In
addition, CAS staff responded to 154 admin and 60 training consultancy requests from bureaux.

Making Links and Partnerships
Throughout the year we worked with a number of external organisations, both in campaigning and
funding procurement. We are leading members of both the Scottish Campaign on Welfare Reform and
the GetFair coalition against poverty, and other agencies we worked with included Lanarkshire
Community Justice Authority, Poppyscotland, Macmillan Cancer Support, NHS Grampian, Long Term
Conditions Alliance, Scottish Legal Aid Board, Ethnic Minorities Law Centre. We also worked closely
with Citizens Advice (England and Wales) on both operational and strategic matters.

Modernising our Technology and Communications
Our Information Technology team handled 6,000 queries from members in 2009-10, as well as
supervising the roll-out of the new case recording system, CASTLE. The target to implement CASTLE at
a further 28 bureaux over this year was in fact exceeded (we implemented 33). The target to train 25
bureaux in the system was met and 109 sessions were delivered to advisers, with 5 to CAB Managers.
Teething problems in the roll-out were logged and tackled, and the system was constantly monitored,
with a new version developed (to be made available in late 2010).

Funders
We are very grateful for the significant and continued support from the Department of Business, Innovation and Skills.
The Department provides an unrestricted grant of £3,124,000 which covers core costs including essential services to
bureaux, the audit and setting of quality standards and social policy work.
We continue to seek additional sources of funds over and above the core grant to finance service developments and
projects. During the year a total of £1,828,416 was received and we would like to thanks the following funders for
their support.
£
Scottish Government

1,188,094

Department of Business, Inovation and Skills Grant in Aid

238,000

Big Lottery – Awards for All

179,773

S.H.A.S.

54,778

Highland Council

47,689

Scottish & Southern Energy

37,500

Nationwide

34,290

Money Advice Trust

29,699

Otto Thoresen

13,232

Carnegie UK Trust/CitA

4,350

Scottish Legal Aid Board

681

Equality & Human Rights Commission

330
1,828,416
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