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Workplan 2013/14
This plan covers the 2013/14 financial year. This will be a year of significant change for the Policy and Communications team as we adjust to the changes in the consumer landscape. 
In this year, the way that we work will be as important as the issues that we work on. This includes integrating the new Community Action, research and campaigns functions into the wider team. We will also be changing how we approach issues – rather than specialising in specific topics, policy officers will look at issues from a consumer perspective or a citizen perspective (see next page). These aren’t mutually exclusive areas of work, so will involve joint working in many areas.

Our main goals in this year include:
Team priorities – 
· implement changes to ways of working in relation to consumer landscape changes; 
· integrate community action, campaigning and research functions into the wider team; and 
· improve partnership working with Trading Standards/consumer organisations/the SIPEP (Strategic Intelligence Prevention and Enforcement Partnership)/ and the Citizens Advice service across England, Wales and NI. 
Consumer issues – 

· Strengthening of the standing of bureaux and the CAB Service as a consumer advocate 
· The service is able to highlight issues faced by energy customers in Scotland to inform policy makers and energy companies
· Through our work, consumers are more aware of current scams and less likely to fall victim to them
· Consumers are more aware of the drawbacks of payday loans and we are able to influence the policies of creditors
Citizen issues – 
· Monitor and publicise the impact of welfare changes using case evidence, statistics and research;  
· Influence the regulations and implementation of reforms still to come and develop ways of mitigation;
· Position the service as the leading organisation representing users in the civil justice system; 
· Evidence the impact of changes to employment rules; and 
· Develop potential solutions to the causes of food poverty

Consumers and Citizens
Rather than specialise in specific topic areas, the Policy Officers will be divided into ‘consumer’ and ‘citizen’. Those in the consumer policy area will look at issues from the perspective of a consumer who is paying for goods or a service, whereas the citizen policy area is more concerned with the rights and responsibilities of citizens and the state. These areas aren’t mutually exclusive – for example, work on food poverty could look at both the affordability of food (‘consumer’) and the failure of the state to support the vulnerable (‘citizen’). Therefore, there are various issues where joint work would be appropriate.
	Consumer
	Possible joint
	Citizen

	Goods and services
	Online applications benefits
	Benefits

	Financial products
	Food poverty
	Employment

	Consumer debt
	Private care providers
	Social rented housing

	Utilities
	Fuel poverty
	Health/care

	Private rented housing
	Mortgage arrears/eviction
	Education

	Travel and transport
	
	Legal

	
	
	Relationship

	
	
	Tax


The diagram and table on this page show how the two policy areas fit together and where there are possible overlaps. The advantages to this approach include:
· We aren’t left exposed if a specialised team member leaves or is on extended leave

· We have a flexible approach that looks at the same issue with different perspectives

· Team members can develop knowledge and experience in different areas of policy 

· We can shift resources to urgent policy areas at short notice
Team priorities
The Policy and Communications team will change significantly this year to meet the demands of the changes to the consumer landscape. This will involve:

· Changing working practices and recruiting more staff to take on the consumer advocacy role

· Taking responsibility for the OFTs consumer education role

· Continuing to develop and integrate the Community Action Team (formerly the Local Impact Project)
· Developing a research function within the team

· Developing joint working with Trading Standards, the SIPEP and the Citizens Advice service in England, Wales and NI

· Planning for the possible development of a consumer stakeholder network and consumer champions
	Area of work
	Specific issue
	Why work on this?
	What does success look like?
	How will we achieve this?  

	Consumer advocacy


	The service will take over responsibility for consumer advocacy for the rest of the economy work in April 2013
	The Government has asked the service to take on this responsibility
	· An integrated service for consumers incorporating advocacy, research, campaigns and education


	· Planning for the rest of the economy work has been undertaken in the 2012/13 financial year, but its implementation will continue into the 2013/14 financial year. 

· Consult with bureaux and stakeholders to ensure that we have the right structures in place and adjust where appropriate



	Consumer education


	The service will take over responsibility for consumer education from the OFT in April 2013
	The Government has asked the service to take on this responsibility
	· An integrated service for consumers incorporating advocacy, research, campaigns and education

· Successful public education campaigns runs through the bureau network
	· Put in place and develop the Community Action Team (CAT) and integrate within the Policy and Communications team

· Development of an infrastructure to support bureaux to carry out local community action

· CAT will create and distribute tools and materials that promote consumer education/community action work

	Area of work
	Specific issue
	Why work on this?
	What does success look like?
	How will we achieve this?  

	Establish and integrate Community Action Team (CAT) within CAS
	The pilot project, The Local Impact Project, will become part of core team function, and rebranded Community Action Team


	The CAT will be the means by which community action/consumer education is delivered at both national and local levels

This work needs to inform team priorities, and equally be informed by CAS work streams
	· The CAT fully integrated into the Policy and Communications team, feeding issues and ideas from bureaux to inform future work areas

· All sections of the team contributing expertise to public consumer education / information campaigns
	· Clearly defined roles and processes
· CAT to provide monthly updates on local activities in bureaux
· CAT to consult with team when planning national work, looking for key dates/other priorities to inform national consumer education campaigns
· CAT to include outcomes and work recording within team system
· CAT to work closely with SPC in order to provide effective support / training to bureaux

	Establish and integrate Community Action Team (CAT) within the bureaux network


	The pilot project (LIP) will become part of the core function and rebranded Community Action Team
	The Regional Project Officers have built relationships and set precedents with bureaux 

These need to be continued whilst incorporating new responsibilities into the function of the team 
	· The Community Action Team will fulfil the Consumer Education remit whilst continuing to support bureaux in local work ensuring the essential nature of LIP does not change

· Grant fund available to support local community action on all Consumer / Citizen issues


	· CAT continues to provide support to bureaux for local research / action

· CAT grant fund continues to provide financial support to local research / action on all issues

· Effective communication to bureaux about CAT structure and extended remit

· CAT to include Campaigns Officer with remit for national consumer education / campaign material and promotion – additional resource will ensure current level of support to bureaux will not be affected by consumer education work



	Area of work
	Specific issue
	Why work on this?
	What does success look like?
	How will we achieve this?  

	Increase the capacity for bureaux to carry out local research / campaign projects


	To ensure that bureaux have the capacity to carry out local research / campaign projects 
	If bureaux are to engage with CAT and community activity, this work should complement advice work and bureaux should have sufficient resources
	· Regular communication between Regional CAT Officers and bureaux to identify support needs

· Effective funding system to provide financial support for community activities

· Formal recruitment / training systems in place for volunteers interested in community research / action
	· CAT to work with individual bureaux to identify need, and provide relevant support / training

· CAT to develop volunteer recruitment documents for community action / research, including those for student placements

· CAT to work with wider team to develop training programme for community action volunteers which complements the Adviser Training Programme
· Training programme to include areas such as: using evidence and statistics, guidance on report writing, campaigning, using local media, engaging with local decision makers/parliamentarians

· Written materials will be complemented with training sessions / one-on-one sessions with CAT and / or SPC

· Resources will be accessed from the CAS website


	Establish structures which support bureaux to share ideas and best practice on community activity


	CAT to facilitate and coordinate communication between bureaux on community activity
	It will be important for both CAT and bureaux to share ideas and best practise in order to encourage engagement, and use resources effectively
	· A communication channel (Caslink) which is regularly used and updated with examples of community action from across Scotland

· Well attended national or regional social policy conference(s) where bureaux can meet and share ideas

· Bureaux and CAS teams aware of the projects running throughout the service. This will generate ideas and encourage links within the CAB network for local / regional / national community activities
	· Redesign Local Impact Project pages on Caslink to promote Community Action Team

· Develop sections within these pages to summarise and provide examples of projects running throughout the bureaux network when bureaux wish for their work to be shared

· CAT to identify common ideas and issues between bureaux, and suggest links and contacts where useful

· CAT to develop regional forums for volunteers / staff interested in community research / campaigns to meet and share ideas / discuss possible joint working

· If regional forums successful, ideas from these groups could be used to inform future regional / national consumer campaigns

	Establish and integrate research team


	A research function will be developed within the team
	This is a key part of the new arrangements and needs to be integrated within the wider team
	· A research function within the team that supports other colleagues with research and statistical expertise
· Public and stakeholder recognition of the research that is produced by the service
	· Clearly defined roles and processes
· Research team to take responsibility for statistics and databases
· Research team to provide monthly statistical updates on trends
· Research team to design and lead on plan for updating Drowning in Debt research
· Research team to work on at least one project in both the consumer and citizen policy areas
· Research team to explore costs of commissioning research and possibility of being commissioned for research


	Area of work
	Specific issue
	Why work on this?
	What does success look like?
	How will we achieve this?  

	Joint working with the Citizens Advice service in England, Wales and NI
	The service will need to work in partnership with Citizens Advice services across GB


	Joint working will allow a more efficient use of resources and will strengthen areas of consumer work
	· Positive relationships with key staff

· Efficient ways of working and lines of communication established


	· Develop relationships and establish ways of working with Citizens Advice in England Wales and NI

· Develop formal reporting and accountability channels for GB work

· Contribute to GB consumer stakeholder group and report jointly on GB wide consumer education campaigns

	Joint working with Cosla, SCOTSS and TSI
	Relationships with Cosla, Trading Standards Institute and SCOTSS are more important under the new consumer landscape and joint work is now desirable
	In the context of the consumer landscape, relationships with enforcement partners in local government and their trade bodies are more important than ever.


	· Enforcement partners have confidence that we have reliable and accessible evidence 

· Bureaux have confidence that trading standards will act upon their evidence and tackle illegal and detrimental practice by traders

· Joint work results in a reduction in consumer detriment

· The CAT to be key facilitator of local / regional partnerships which benefit bureaux and support local community action
	· Meet and communicate regularly with partners across the enforcement landscape

· Ensure enforcement partners are kept informed about the CAB Service’s evidence on consumer issues

· Support bureaux to build relationships and referral procedures with local enforcement agencies, and share resources for mutual benefit



	Area of work
	Specific issue
	Why work on this?
	What does success look like?
	How will we achieve this?  

	Working with the SIPEP 
	The new Strategic Intelligence, Prevention and Enforcement Partnership is developing work streams which are relevant to CAS and the work of the bureaux

	Involvement in the SIPEP gives us key insights into consumer issues highlighted by others and allows us to feed our evidence into a forum where it has a greater impact.


	· SIPEP members have confidence that we have reliable evidence and that we exercise a responsible influence over decision makers

· At least one of our key consumer issues is recognised by the SIPEP and acted upon by enforcement partners
	· Input into SIPEP work streams as appropriate

· Ensure SIPEP members receive all appropriate evidence reports and briefings

· Identify key consumer issues and brief SIPEP members


	Joint working with other CAS teams


	We need to develop joint working practices and relationships with other CAS teams, including development, training and MATRICS
	Colleagues have skills and expertise that can add to our work
	· Effective and efficient joint working with other teams within CAS
	· CAT and Development Team to communicate regularly to ensure related local work complements functions of each team

· CAT to update Information Team on all consumer education work where it refers to, or would benefit from links to Advisernet and Adviceguide

· Contribute to cross-team working groups, such as the Welfare Reform Group



	Consumer stakeholder network 
	We need to establish ways of sharing information with consumer stakeholders


	Consumer Focus Scotland have ended their stakeholder group
	· A new group/network established
	· Identify key organisations and establish a new group

· Explore whether this could run jointly with Trading Standards



	Area of work
	Specific issue
	Why work on this?
	What does success look like?
	How will we achieve this?  

	Consumer champions
	We need to establish ways of consulting directly with consumers and testing solutions
	This will inform our policy recommendations and help the service to promote its work
	· A consumer champion network is established and contributing towards our policy work
	· Work with Citizens Advice England and Wales to develop ideas for consulting directly with consumers


	Policy forum 
	A policy forum will be established as a Standing Committee of the Board
	The policy forum will debate policy issues relevant to the CAB service

	· The policy forum feeds into the policy work of the team 
	· Contribute to the administration of the forum

	Experts group/focus groups
	An extended circle of experts who can contribute towards our work and recommendations
	This can add insight into the design of work and the recommendations that follow

	· An extended circle of experts established who can contribute towards our work and recommendations
· Bureau advisers feed into policy work through focus groups
	· Team members will identify and set up relationships with experts across a range of policy areas
· Run focus groups with bureau advisers on benefits, debt and access to justice issues

	Young Consumer of the Year
	Trading Standards have approached us as a potential partner for the competition
	Consumer Focus provided funding for this previously and this is one of Trading Standard’s main consumer education programmes 
	· Building on the success of the competition and an increase in regional representation from across Scotland 

· Existing bureaux youth projects to link in with local  TS to promote consumer education amongst young people locally
	· Use existing CAS resources to feed into TS training materials for the competition

· Jointly promote the competition, and the benefits to the young people involved, in the community

· Support bureaux who wish to contact and work with local TS office in this area

· Map the existing projects focusing on young people across the service, and facilitate contact with local TS representatives if bureaux wish


Policy issues - Consumer

This section covers the proposed workplan for the team’s work in the consumer topic area. This includes policy areas such as consumer goods and services, financial products, consumer debts, utilities, travel and transport (but is not limited to these areas). The workplan may be subject to change as we will monitor our consumer databases for evidence of new areas of consumer detriment.

What do we want to achieve? 

· Strengthening of the standing of bureaux and the CAB Service as a consumer advocate 
· The service is able to highlight issues faced by energy customers in Scotland to inform policy makers and energy companies
· A higher proportion of CAB clients have access to the internet and feel confident applying for benefits online
· Retailers change their delivery charges policy towards rural areas of Scotland
· An increased understanding of the issues in the second hand car market and influence on poor practices
· Through our work, consumers are more aware of current scams and less likely to fall victim to them
· Consumers are more aware of the drawbacks of payday loans and we are able to influence the policies of creditors
· Influence on a Bankruptcy Bill that protects the rights of debtors and the role of bureau money/debt advisers
· An update of the Drowning in Debt research to provide an authoritative analysis of debt and debtors in Scotland

	Subject area
	Specific issue
	Why work on this?
	What does success look like?
	How will we achieve this?  

	Supporting and representing energy consumers
	Allocation of energy company and government resources to support vulnerable energy customers
	The proportion of Scottish households that are in fuel poverty is increasing
	· The Scottish CAB Service is fully resourced to be at the heart of supporting vulnerable energy consumers through advice, information, education and joint work at a community level.

· The service is able to highlight issues faced by energy customers in Scotland to inform policy makers and energy companies

· Energy customers know what help is available and feel able to access it
	· Chair and help to develop Scottish Hydro’s Customer Forum for Scotland and Scottish Power Fixer Panel, ensuring the voice of customers is listened to and acted upon by energy companies.

· Build relationships with other energy providers and the regulator to help spread good practice in supporting vulnerable consumers

· Continue to attend Fuel Poverty Forum to influence Scottish Government policy

· Engage with bureaux, energy companies, other consumer bodies, regulators and governments to ensure that clients are able and supported to take advantage of help under the new Green Deal and ECO schemes

	Digital participation
	Increasing use of internet for accessing public services excludes the 22% of the population who are not online.
	The move to online services may be excluding a section of the population and our clients from accessing benefits and better deals on energy/shopping.
	· The UK Government alters their policy of getting 80% of benefit applications to be completed online.

· A higher proportion of CAB clients have access to the internet and feel confident applying for benefits online
	· Work with politicians in Westminster and Holyrood to persuade the UK Government to revise its policy

· Re-examine whether CAB clients have access to the internet and feel confident accessing benefits online.



	Subject area
	Specific issue
	Why work on this?
	What does success look like?
	How will we achieve this?  

	Rural deliveries
	High charges for and lack of access to delivery for online shopping
	This has already been a very successful campaign and this is its planned culmination
	· Further political support at Holyrood and Westminster for tighter regulation of the delivery industry

· Retailers to change their practices for the benefit of consumers

· Strengthening of the standing of bureaux and the CAB Service as a consumer advocate
	· Continue to work in partnership with OFT, CFS, Trading Standards and politicians and input CAB evidence as appropriate

· Explore possibility of kite mark approach with OFT and TS
· Explore consumer education needs around knowing your shopping rights

	Mobile phones
	Evidence from bureaux and the consumer helpline shows that issues with mobile phones are causing Scottish consumers detriment
	As the voice of consumers it is up to us to exercise a responsible influence on mobile phone companies and regulators to ensure the best possible deal for consumers.  
	· An improvement in the levels of customer satisfaction amongst mobile phone customers, as measured by Ofcom

· Greater awareness of consumer rights in buying a mobile phone and taking out a contract

· Consumers feel empowered to exercise their rights
	· Work closely with Ofcom and CitA to make the best use of CAB and consumer helpline evidence on mobile phones

· Explore the possibilities of conducting public facing research with bureaux to gauge levels of consumer awareness and confidence about their rights when buying a phone or taking out a contract.

· Explore the possibilities of a consumer education campaign to build awareness of consumer rights.

	Second hand cars
	Problems experienced by consumers when buying second hand cars
	It is the single biggest issue dealt with by the Consumer Helpline
	· An increased understanding of the issues and influence on poor practices
	· We will explore the Consumer Helpline database to pinpoint key issues and develop relationships with key stakeholders


	Subject area
	Specific issue
	Why work on this?
	What does success look like?
	How will we achieve this?  

	Scams
	Evidence from bureaux and the consumer helpline show that scams are causing significant consumer detriment
	There is clear consumer detriment 

Stakeholders such as bureaux, Trading Standards, SIPEP and COSLA expect us to work on this issue and would be supportive of such work
	· Consumers more aware of current scams and less likely to fall victim to them 


· Local scams reported to trading standards


· Improved referrals from bureaux to local consumer enforcement agencies


· Rise in calls to consumer helpline


· Improved relationships between bureaux and trading standards services
	· Gather evidence on scale and type of scams, using SPFFs and helpline data

· Establish a baseline of how aware people are of scams and how likely they are to fall for them and measure improvements by repeating at the end of the campaign


· Establish a baseline of bureaux relationships with local trading standards and measure improvements by repeating at the end of the campaign


· Develop a toolkit for bureaux in conjunction with trading standards


· Actively promote the consumer helpline


· Work with Royal Mail to raise awareness of postal scams


	Payday lending
	Rise in incidence and seriousness of client issues with payday loans
	Advisers have indicated that payday lending is a priority social policy issue
	· Media coverage of issue

· Joint work with Scottish Government on potential actions

· Influence on OFT market investigation recommendations

· Campaign aimed at changing views on payday lending 

· Highlight why our clients/public  turn to payday lenders
	· Work with Minister on proposed round table event/conference

· Continue national campaign highlighting the consequences of payday lending and promoting lower cost alternatives

· An evidence report examining whether payday lenders are following their customer charter


	Subject area
	Specific issue
	Why work on this?
	What does success look like?
	How will we achieve this?  

	Bankruptcy laws
	Proposed changes to AiB/Scottish Government rules in favour of creditors
	The proposals have the potential to have a significant impact on debtors and bureau debt advisers
	· A bankruptcy bill that protects the rights of debtors and the role of bureau money/debt advisers
	· Work with MATRICS and money advisers to identify the key issues in the Bill
· Parliamentary briefing work in the summer to influence the legislation 


	Debt research update
	An update of the Drowning in Debt research to provide an authoritative analysis of debt and debtors in Scotland
	This will feed provide a baseline on debt issues that will feed into our work on payday lending, bankruptcy and welfare reform
	· An evidence report that underpins consumer and other policy work

· Media coverage of the report that highlights the key issues identified
	· Draw up a research plan, either involving the research team or commissioning external consultants

· Recruit interested bureaux and an advisory group
· Design and undertake survey

· Analyse results and draft report

· Hold launch event

	Food poverty
	Bureaux are reporting an increasing number of clients who are being referred for food parcels, particularly in relation to benefit changes and sanctions
	Clients in this position are extremely vulnerable and have an impact on bureau resources and advisers
	· A public understanding of the causes of food poverty

· Potential solutions devised and promoted to decision makers

· In the long-term, fewer clients requiring food parcels in bureaux
	· Use client evidence to investigate the causes – both immediate and underlying – of clients needing food parcels

· Establish links with food parcel providers to look at causes and joint solutions

· Raise awareness of the issue and its causes with politicians, key decisions and the public

· Meet politicians, decision makers and private companies to discuss potential solutions  


Policy issues - Citizen

This section covers the proposed workplan for the team’s work in the citizen topic area. This includes policy areas such as benefits, employment, social housing, health, education and legal issues. (but is not limited to these areas).

What do we want to achieve? 
· The service becomes the key source of evidence on the impact of welfare reform in Scotland and is able to increase the influence of the network as a result.
· The service exerts an influence on the regulations and implementation of reforms still to come (eg. UC/PIP)
· The service develops and promotes ideas for mitigating impacts of welfare reforms

· We work with Scottish Government and local authorities to influence Scottish specific arrangements (eg. Scottish Welfare Fund, Passported Benefits, Council Tax Benefit)

· Bureaux are able to evidence the impact of welfare reforms on their local area and their services, and are able to influence the plans of local authorities and community planning partnerships

· The service becomes the leading organisation representing the needs of users in the civil justice system

· A demonstration of the essential role of bureaux in resolving legal problems

· Widespread recognition of the problems of food poverty and the development of potential solutions

· An understanding of the impact of new employment rules and influence on their implementation

· An understanding of the problems in the private rented housing sector and development of potential solutions

	Subject area
	Specific issue
	Why work on this?
	What does success look like?
	How will we achieve this?  

	Benefits -National impact of Welfare Reform 
	Monitoring the impact of welfare reforms on the service and clients
	The current set of welfare reforms will have a significant impact on people, communities and services. The service is in a unique position to be able to monitor and report on the impact of welfare reform on real people
	· An increased awareness of the on-the-ground impact of welfare reforms

· Influence over benefit delivery and future changes

· An understanding of the pressures that welfare reform is placing on advice services and increased funding to cope as a result


	· Continue the Voices from the Frontline series using bureaux evidence to show the impact of welfare reforms. 
· Actively participate in key working groups in order to promote bureau evidence and to influence upcoming reforms, including:
· The Scottish Government Welfare Reform Working Group
· The Scottish Government Housing Benefit Advisory Group
· The Jobcentre Plus Customer Representative Group
· The Universal Credit in Scotland Group
· Develop key relationships with the Scottish Government teams working on welfare reform and with CoSLA

	Benefits -Local impact of Welfare Reform
	Increasing the awareness of the impact of welfare reform on local areas and the impact on bureaux
	Welfare reforms will affect local areas in different ways. Bureau must be able to evidence the impact that reforms will have on their clients and be able to influence plans to mitigate this impact
	· Bureaux able to evidence the impact of welfare reforms on their local area and their services

· Bureaux able to influence the plans of local authorities and source funding to deal with increased demand
	· Support the bureaux in the Universal Credit pilot local authorities to monitor the impact on clients, where appropriate
· Support bureaux to influence plans for the Scottish Welfare Fund in their local authority
· Continue to produce resources and templates to allow bureaux to show the value of their work and the impact of reforms on their clients.

	Subject area
	Specific issue
	Why work on this?
	What does success look like?
	How will we achieve this?  

	Benefits -Universal Credit
	The roll out of Universal Credit from April 2013


	Universal Credit represents one of the biggest sets of changes to the welfare state since its inception


	· Influence over the regulations and plans for the implementation of Universal Credit

· An alternative audit of the three DWP pilots in Scotland based on bureaux evidence


	· Liaise with bureaux in the three local authorities who are piloting Universal Credit and set up a co-ordinating group to share experiences. Link with CitA for monitoring of English experience and feed in findings to the DWP. 

· Publish briefing in advance of implementation outlining our key concerns over the roll out of Universal Credit, including monthly payments and online applications


	Benefits -The Scottish Welfare Fund
	Devolution of discretionary Social Fund to Scotland
	We can influence the design of the new fund to the benefit of our clients
	· Influence on the Scottish Government, CoSLA, and local authorities on proposals for the Scottish Welfare Fund

· All citizens advice bureaux to be engaged with their local authority regarding the development of arrangements


	· Put in place the process for a review of the Scottish Welfare Fund with the aim of producing a report. 

· Develop relationships and partnership working with CoSLA and the SG to publicise local arrangements.

· Work with bureaux to ensure that they have a positive relationship with their local authority and that they are able to monitor the impact on their clients.


	Subject area
	Specific issue
	Why work on this?
	What does success look like?
	How will we achieve this?  

	Benefits - ESA
	Continuing impact of ESA on new claimants and existing Incapacity Benefit claimants


	ESA is by far the biggest area of advice need at bureaux. In the first half of 2012/13, bureaux advised on more than 100 new ESA issues every working day. 
	· Changes in the WCA/ESA through the independent review
· An influence on public discourse through the media

· Greater funding for CAB to cope with impact of ESA
	· Provide client evidence to the fourth year of the Independent Review of the Work Capability Assessment (WCA)

· Develop relationship with ATOS to use our evidence to influence their performance and future plan



	Benefits -Localised Council Tax support
	Interim Council Tax reduction scheme in place in April 2013 and new scheme in 2014
	A significant number of clients stand to be affected by the change in 2014
	· Influence over the regulations and plans for Council Tax reduction scheme in 2014
	· Develop key relationships with the Scottish Government teams working on welfare reform and with CoSLA


	Benefits -Personal Independence Payment (PIP)
	All DLA claimants to be reassessed for PIP after April 2013
	A significant proportion of our clients will be affected by the change which will cause increased demand for advice
	· Influence over the regulations and plans for Personal Independence Payment (PIP)

· Put in place a monitoring mechanism to report on the impact of PIP on clients in the next financial year


	· Work alongside Capability Scotland to develop longitudinal research into the impact of the reassessment on 100 current DLA claimants

· Develop partnership with Atos, the PIP contractor, to influence the operation of the assessments in Scotland



	Subject area
	Specific issue
	Why work on this?
	What does success look like?
	How will we achieve this?  

	Employment - Changes to Tribunal rules
	The impact of the introduction of fees on access to tribunals for clients 
Extension to two years employment for unfair dismissal claims
	High fees may limit access to justice for those with employment problems
	· Achieve public recognition of the impact of changes

· Influence on the design of the fee remission scheme to ensure that low income clients are not deterred from making a claim
	· Use client evidence to assess the impact of ongoing changes to employment rights, including the extension to two years employment for unfair dismissal claims and the introduction of fees for employment tribunals.  

· Use client evidence to assess whether employment practices are changing as a result of the changes



	Employment – under-employment
	The growing incidence of people who are working fewer hours than they would like

	This situation can have a significant impact on the finances of employees and their families with resultant advice needs
	· Achieve public recognition of the impact of underemployment
· Influence government policy on support for those working fewer hours
	· Use client evidence to assess the causes and impact of underemployment. 
· Work with partners, including trade unions, to highlight impact

	Housing – private rented housing issues
	Problems in the private rented sector, including tenancy fees and deposits
	Private rented sector housing has been the one of the biggest areas of advice need at bureaux in 2012/13
	· Potential solutions devised and promoted to decision makers
· A fall in the number of clients experiencing these problems
	· Use client evidence to investigate the causes of the rise in cases

· Work with key stakeholders, including the SG and Shelter, to discuss potential solutions to the problems identified

	Subject area
	Specific issue
	Why work on this?
	What does success look like?
	How will we achieve this?  

	Food poverty
	Bureaux are reporting an increasing number of clients who are being referred for food parcels, particularly in relation to benefit changes and sanctions
	Clients in this position are extremely vulnerable and have an impact on bureau resources and advisers
	· A public understanding of the causes of food poverty

· Potential solutions devised and promoted to decision makers

· In the long-term, fewer clients requiring food parcels in bureaux
	· Use client evidence to investigate the causes – both immediate and underlying – of clients needing food parcels

· Establish links with food parcel providers to look at causes and joint solutions

· Raise awareness of the issue and its causes with politicians, key decisions and the public

· Meet politicians, decision makers and private companies to discuss potential solutions  

	Legal – Civil justice reform
	Scottish Government’s programme of extensive reform to the Civil justice system under the Making Justice Work programme
	Reforms will have an impact on our clients’ ability to access means of judicial redress in all areas of the civil justice system including housing, debt, small claims and welfare.

	· Positively influence the programme of reforms to the civil justice system
· Position the Scottish CAB service as a leading organisation representing the needs of users in the civil justice system
	· Contribute to Making Justice Work workshops

· Produce responses to relevant consultations – in particular the consultation on the proposals for reform put forward by Lord Gill

	Legal – mapping of CAB legal landscape
	A mapping exercise of the legal advice that bureaux provide
	So that we can link the outcomes CAB gain for clients with the development of legal policy
	· A greater understanding of the key role of CAB in resolving legal problems

· Use of the findings to influence access to justice in Scotland
	· A survey of all bureaux to gain insight into the services that they provide

· Analysis of the results to show overall picture 

	Responding to UK and Scottish Government legislation
	Emerging legislative and policy changes
	Legislation and policy decisions can come up at any time and may have implications for bureaux and clients
	· Positive influence on proposed legislation and changes
	· Assess the relevance and priority of emerging legislation/policy changes and respond accordingly


Principles





Responsive – we will be responsive to the needs and views of citizens, CAB and stakeholders. This includes consulting on a published workplan each year, developing new ways of communicating and listening to consumers, and responding to social issues that emerge from regular monitoring. 


Evidence based – we will use an evidence based approach utilising our three databases – CASTLE, SPFFY and the Consumer Service database. We will monitor these evidence sources on a real-time basis as much as possible – so that we can monitor and track trends as they emerge and react quickly where there is client detriment.


Empowering bureaux – to be successful as a consumer advocate, we will build on the strength of the bureau network. We will support bureaux to get out into their communities with campaigns and events that reflect local concerns and issues.  


Long-term planning – We will plan work along longer timelines, to ensure the best approach is adopted when undertaking a piece of work, as well as follow through regarding policy solutions at national and local levels


Part of the change – all areas of work will look to identify policy solutions that are clear and achievable – and then take steps to make that happen. We don’t want our advocacy to simply point out where detriment exists. We want to be part of the solution.


An integrated consumer and citizen service – we will ensure that all areas of work are integrated into the team – including research, advocacy, press, campaigning, marketing and consumer education. This will ensure that consumer advocacy flows directly from the client seeking advice to research, campaigns, and community activity that directly benefits the client. 
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