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Trustees as at 31 March 2018
Chair:

Rory Mair (appointed as Chair 28 March 2017)

R Mair

Rory Mair CBE was appointed as Chair of Citizens Advice Scotland in March 2017. Before that
he was Chief Executive of COSLA from 2002-15, and prior to this appointment, Rory had spent
five years as Director of Aviemore Projects for Highlands & Islands Enterprise.

Previous to this, but following local government re-organisation in 1996, Rory spent a short time
as Strategic Director for Social Strategy with Fife Council.

Before local government re-organisation, Rory was appointed Chief Executive of Ross & Cromarty District Council
and was, at the time, the youngest ever Chief Executive in British local government.

In his early career, Rory spent 10 years in a variety of less senior local government posts.

2012 was a year of ups and downs for Rory, as he had a liver transplant in July and received a CBE in New Year's

Honours List

Vice-Chair:
the Board meeting held on 20 April 2018
Trustees: All the Trustees were appointed on 28 March 2017, along with the Chair.

There was no Vice Chair during this year, however Graeme Bissett was appointed at

G Bissett

Graeme is a Chartered Accountant
and has held senior management
roles in professional services,
automotive retail and telecomms, as
well as non-executive positions in
distribution & logistics, e-commerce,
public infrastructure, charities and higher education. His
commercial roles currently include smart meters, legal
services, housebuilding and investment management.
Graeme is a member of Court at Glasgow University, a
non-executive Trustee of Entrepreneurial Scotland and
an independent non-executive member of the Board of
the Scotland Office. Graeme was Chair of Children 1st
from 2009-186.

M R Buckley

Martyn worked in public sector
finance for 39 years, serving in a
number of Local Authorities across
Scotland, including the Western
Isles, Perth & Kinross and Scottish
Borders. Following this he did some financial training and
project consultancy work for a number of public sector
bodies. He has been a Trustee of the Borders CAB
consortium since 2011. He has also served on the CAS
Development Committee.

S B Gault
Having worked in private practice as
vg a solicitor for several years, Shareen
became Legal and Compliance
Manager for the Student Loans
Company in Scotland. Sheis
currently General Counsel to an offshore renewable
energy company based in Glasgow. In addition to her
role on the CAS Board she is also a non-Executive
Director and Company Secretary of the Govan
Community Project.

£

N J M Grier

Nicholas worked as a solicitor in
Edinburgh before moving to teach
law at Napier University, where he
developed close links with the
Penicuik CAB — of which he is
currently Chair. He is also currently
Professor of Commercial Law at Abertay University. He
has written a number of books on Scots law, as well as
having been legal adviser to the Scottish Parliament for
two bills on the law relating to bankruptcy and diligence.

P L Hall

Lindsay’s working life has included
a period off-shore with North Sea
Oil; several years as a Lighthouse
Keeper; five years as a civilian
employee of the British Army in
Berlin; and a position as Custodian
of a War Museum. He currently works part-time for the
Criminal Justice Section in Orkney. He has also been a
member of a number of voluntary sector Boards,
including SCVO, and has a long voluntary association
with Orkney CAB, of which he is currently chair.

K Nailen

Karen has 17 years’ experience
working in the Scottish CAB
service, first at Motherweli &
Wishaw CAB and then as
Manager of West Lothian CAB
since 2010. She has been a
member of the CAS board since 2015, and holds a
degree in Business Management.
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M Jones

No image available

Martin holds undergraduate and postgraduate degrees in
law (with a specialism in computers and law). For the
past 20 years, he has worked as an academic in
universities in England and Germany and also for a time
as an information technology consuitant. For the past
thirteen years, Martin has worked at Glasgow
Caledonian University where he currently leads the law
team. At GCU, he has held a variety of senior
management roles which has placed him at the centre of
strategy development and implementation. Martin is
committed to public service and has held roles on a
Parent Council and as a Community Councilior. For the
past five years, he has held a non-executive role on the
Board of Argyll College and has worked to set up a sub-
committee of the Board which he now chairs.

Martin is also a member of the Law Society of Scotland'’s
Rules & Waivers Sub-Committee.

D R S Rankin

David has 25 years’ experience in
running and transforming Finance
functions and has worked for some
of the UK's largest companies,
including Unilever, Burtons,
Barclays Bank, the Royal Bank of
Scotland, Ernst & Young and IBM. He is a member of the
Chartered Institute of Management Accountants.

F Scott Martin

Flora has thirty years’ experience
in communications, running her
own business as well as working
in senior positions for plc-level
companies. She has won several
awards including the Qutstanding
Achievement Award from the Chartered Institute of
Public Relations Practitioners. She has been on the CAS
Board since 2013, served two terms on the board of
Glasgow Life and is currently also a board member of
Action for Children (Scotland).

Z Strange

Since 2008 Zara has been manager
of Aberdeen CAB — one of the
largest CABs in Scotland. Prior to
that she was a self-employed
accountant, before becoming
Witness Service Co-ordinator for
Victim Support Scotland (2001-2005) and then
Vulnerable Witness Officer for the Scottish Government
(2005-2008). In addition to being a CAS trustee she has
also held a number of other voluntary positions, including
membership of the Aberdeenshire Children’s Panel.

C M Thomson

Callum is a senior manager at the
Scottish Parliament, currently head
of the research, communications
and public engagement group. He is
a member of the Association of
Project Management and the
Chartered Institute of Personnel and Development. He
has previously been a Director for a housing association
for people with learning difficulties, and a Member of the
BBC Audience Council for Scotland.

In addition, two Trustees resigned during the year:

J C Ewing (resigned 28 September 2017)
N Smith (resigned 7 March 2018)
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Senior Leadership Team:

D Mitchell Chief Executive Officer, appointed 28 August 2017

A Lavery Chief Operating Officer (Acting CEO until 28 August 2017)
D Brownlee Head of Bureau Services

F Donnelly Head of Finance, appointed 24 April 2017

| Forrester Head of Information Technology

S Ghibaldan Head of Consumer Futures Unit

N Gilmour Head of Extra Help Unit

S McPhee Head of Policy and Public Affairs

V Shelton Head of Human Resources

P Tolley Head of Communications
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Auditors:
RSM UK Audit LLP
First Floor, Quay 2, 139 Fountainbridge, Edinburgh, EH3 9QG

Bankers:
Bank of Scotland PLC, 51 South Clerk Street, Edinburgh EH8 9PP
Royal Bank of Scotiand PLC, 36 St. Andrew Square, Edinburgh EH2 2AD

Legal Advisors:
Burness Paull, 50 Lothian Road, Festival Square, Edinburgh EH3 9WJ
Lindsays, Caledonian Exchange, 19a Canning Street, Edinburgh EH3 8HE

Registered at Companies House number SC089892

Citizens Advice Scotland is a Registered Scottish Charity number SC016637

Registered and Principal Office, 1st Floor, Spectrum House, 2 Powderhall Road, Edinburgh, EH7
4GB.
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Trustees Report

1. Overview of Organisation and Activities

The Scottish Association of Citizens Advice Bureaux is a company limited by guarantee and a
registered charity and is governed by its Memorandum and Articles of Association which set out the
objects and powers of the charitabie company. In the event of the company being wound up the
liability of the members is limited to £1.

The Association is also known as Citizens Advice Scotland (CAS).

Together, Citizens Advice Scotland, our 61 Member Bureaux and our consumer helplines form
Scotland’s largest independent advice network. We help more than 300,000 people solve their
problems each year in communities everywhere from city centres to the Highiands and islands. And
we look at the problems people bring to our advice services and campaign for change where it's
needed most. We work for a fairer Scotland where people are empowered and their rights respected.

CAS supports the Scottish Citizens Advice Bureau (CAB) service in providing free, confidential and
impartial information, advice, guidance, assistance and counsel to citizens across Scotland through
the provision of essential services such as training, IT, information and a quality audit process as well
as undertaking national advocacy and campaigning work on behalf of bureaux. These services
ensure that the bureaux network can provide a high quality advice service to citizens and can speak
directly to government at a national level to influence policy on behalf of clients.

In addition to supporting the provision of face to face advice across the bureaux network, CAS also
supports telephony advice to citizens through the work of the Citizens Advice Consumer Service and
the Extra Help Unit.

The Citizen Advice Consumer Service is an advice line for Great Britain providing information and
advice on consumer rights which assists individuals with issues relating to goods or services. CAS
oversees the delivery of this service to citizens in Scotland from contact centres in Stornoway and
Glasgow, which helped almost 40,000 people in Scotland and more than 100,000 people across Great
Britain last year.

The Extra Help Unit is not a public helpline, instead taking call referrals from the Citizens Advice
Consumer Service Helpline, local politicians, Ofgem and the Energy Ombudsman. The service
provides help to vulnerable consumers throughout Great Britain with complex energy or postal
complaints, including those at risk of having their gas or electricity cut off.

2. Our Strategic objectives and achievements

This year has been a transitional one for CAS, with the new Board appointed at the very end of
2016/17. The main focus has been on developing the Strategic Plan for 2018-23 which was approved
at the Board on 2 November 2017. The Board and CAS Senior Management had extensive
consultation with the Bureaux during the early part of this financial year to ensure the strategic
direction reflects their needs going forward. The four key elements of the Strategic Plan agreed are
noted here:

1) Funding and income - We recognise that appropriate funding and income is critical to the success
and impact of the whole Citizens Advice network in Scotland, and that we have a key role to play in
securing it.

2) Enabiling service delivery - High quality advice and information should be available for all who need
it — and to make that a reality we must work together effectively across the network.

3) Building brand - The brand of the Citizens Advice network in Scotland is a valuable asset. We
believe it should be protected and that by building it we can provide greater support to the network and
to citizens.

4) Advocacy and influence - CAS acts as a voice for the network in Scotland, influencing decision-
makers in the interests of the network as a whole and of the citizens we serve.
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In the latter part of 2017/18 the CAS Senior Management has been developing the operational plan to
deliver these outcomes and the performance management framework to measure the outcomes and
enable the Board to monitor progress along the way.

3. Our Achievements in 2017/18

Following the election of a new board of trustees, with an independent chair in March 2017, a key
focus for 2017/18 was working with the wider Scottish network to develop a new strategic framework.

This consisted of 12 events with 145 people:
¢ Nine initial regional sessions with member boards in May/June 2017

o Two sessions with 90 CAS staff in August 2017
e One session with CAB managers in August 2017

The result was a strategic framework with the four following themes:
¢ Funding and income

« Enabling service delivery
¢ Building brand
e Advocacy and influence

Funding and Income

The Statement of Financial Activities shows a 9.5% reduction in Total Income, from £14.1M in 2016/17
to £12.8M this year. Of this total, 85% is received directly from the UK and Scottish Governments.
Total Expenditure dropped as well, by 7.3%, from £14.1M in 2016/17 to £13.1M. As a result, Net
Movement in Funds for the year was negative, at £(296K), compared with a small surplus of £7K
generated last year. However, it is important to recognise that total expenditure includes amounts
from Restricted Funds that were carried forward from the previous year.

Overall, CAS distributed £5.8m to bureaux, retaining all the existing national contracts for specialist
advice:

o We increased the funding distributed for energy advice, funded by both SSE and EDF under
the Energy Best Deal from £162k to £367K and widened coverage in Scotland for clients in
fuel debt

¢ In partnership with Mentor UK, we won the tender for and launched Scotland’s National
Kinship Care Advice Service, which will more than double the funding for kinship care advice
in 2018/19 delivered by Scotland’'s CAB to £250k per annum.

¢ Launched an improved service for veterans delivering in new areas such as Ayrshire and
providing additional support for older veterans as part of the Unforgotten Forces consortium

e Provided £1.4 million in funding for more than 400 local CAB partnerships delivering advice to
30,000 vuinerable people

The development committee made 13 awards to CAB throughout Scotland totalling more than
£400,000 to develop services, including the development of several innovative pilots, for example,
developing new volunteering opportunities to support ESA claimants, and working with employers to
prevent poor employment practice before disputes arise.

Enabling service delivery

This year saw CAS undertake a project to map client journeys through the Scottish Citizens Advice
network. This twelve week in-depth research programme looked at all service points and channels to
understand points of friction and areas for improvement. The findings of this research have been
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