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Citizens Advice Scotland
– Advocacy Workplan 2019/20
This work allows us to then engage with decision
makers in government, companies and regulators
and achieve changes that will benefit consumers in
Scotland. Without our evidence base, we could not
provide robust recommendations, and without our
advocacy work, our evidence would be wasted.
We have developed an Impact Framework to
outline how we work to deliver change, and which
we use to guide our decision-making and when we
take action:

The Scottish Citizens Advice network has a footprint
in every local community in Scotland and by linking
this local offering with our national expertise in
advice provision, which includes consumer and
energy issues, we can ensure that people can
access advice where and how they want, regardless
of where they live in Scotland.
We hold the largest data set of societal issues
outside the public sector and because we are
wholly independent from government, we can use
our insight, evidence and influence to provide a
genuine voice for people. Our advocacy work spans
working with governments, regulators and business
at a UK and Scottish level on improving areas of
particular detriment, undertaking research and
delivering awareness and education campaigns.

In all of our work we seek to build understanding
of how issues affect people, communities and
the nation as a whole. We know from our work
in advice giving that people rarely categorise
themselves into an ‘energy consumer’ or a ‘benefits
claimant’. In developing our advocacy plan, we
believe there is much to be gained in taking a
systemic approach to both issues and advocacy
and have therefore brought all of our work into
one plan. We will build upon this approach in the
coming years to continue developing a holistic
approach to our advocacy work.

Our work is two-fold. We combine high quality
research, first hand consumer case studies from
across the Citizens Advice Scotland network (including
Scotland’s Citizens Advice Bureaux, the Citizens Advice
Consumer Service helpline and the specialist Extra
Help Unit), and industry monitoring to identify and
analyse existing and potential consumer issues.

WHAT?

Citizens Advice Scotland – how we make an impact through policy, research and campaigning work
STRATEGIC AMBITION

We are...

LEVERS

We’ll make this
happen by...

LONG TERM GOALS

The big outcomes
we want are...

Improving standards of life

Increase equality

Increasing action – helping
people help themselves

Build a better future

THEMES

We will talk about
or work under
broad themes...

Social justice

Financial health

Strong communities

Fair and simple systems
and markets

MICRO OUTCOMES

The change we’ll
look for on this is...

We act when...

Building a fair society where rights are respected

Informing and empowering individuals and communities

Law changed

Change to
government policy

Change in
corporate policies

Increase in public
confidence

Increase in public
awareness
and action

Increase in
client financial
wellbeing

There’s evidence

When people tell us
its an issue

We’re best placed
to do so

We can make an
impact

We can see harm
(or potential harm)

There is potential
benefit

Collaborative

Holistic

Solutions focussed

Non-judgemental

Credible

Effective

Expert

Responsive

Research &
evidence

Communications &
marketing

Network
engagement

Parliaments

Partners /
peer groups

METHODOLOGY

HOW?

Our approach is...

Changing policy, practice and law

Evidence led

People first

TOOLS

Tactics we’ll use...

Policy development

Campaigning

Advocacy & public
affairs

WHO WE WORK WITH

Our allies in
change...

The Citizens Advice
Network

Governments

Industry

Academics

Regulators
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How we are going to use our data
Across all areas of the workplan, the data from
advice giving has helped us select and prioritise the
issues we are taking action on this year. This has
been combined with an assessment of the volume
of people affected by an issue, and the severity of
the detriment, as well as a view on whether we can
make an impact.
Our consumer work uses the information gained
through advice provision, alongside insight gained
in our role as Scotland’s consumer advocate, to take
action in areas that matter to people.

Data improvement programme
Data collected by the Scottish Citizens Advice
network is a rich source of information on people’s
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needs and issues. From the types of advice
provided, through to client outcomes and financial
gains, this data is used to inform our advocacy work
as well as providing a unique insight into specific
issues for our partners and stakeholders.
In 2018/19 we developed a data hub that brought
together the data provided by different parts of
our network to develop a more rounded picture of
issues. This ‘data hub’ allows for bespoke reporting,
as well as for straightforward data interrogation
and visualisation to take place.
This year will see the data hub developed further
with a view to making our data more accessible to
a broader set of stakeholders, and building more
engagement in our data sets by sharing them using
visualisation tools and dashboards.
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Campaigning to deliver change
Our campaign programme for 2019/20 has been
devised to create impact and achieve change for
citizens in Scotland. Using the strength of our brand,
we will continue to speak out on areas where change
is needed with and on behalf of communities.
Over the past year, we have championed the
voice of consumers on a range of issues, from the
affordability of food through to raising awareness
of scams. We have reached over 14.5 million people
through national media engagement and engaged
with over 166,000 people across our social media
channels, working alongside two-thirds of the
Citizens Advice Bureaux network.
Whilst our campaigns to date have seen great
success, as we move into the coming year we are
refocusing how we campaign, striving to make
the biggest impact possible and ensure the voices
of those that we help are heard. Fundamentally,
we want to challenge perceptions and empower
people to take action.
Working alongside the bureaux network and
mobilising local communities to campaign, our
ambitious campaign plan speaks up on behalf of
Scottish citizens, ensuring their rights are respected.

‘For Your Benefit’ campaign:

At the heart of the Scottish Citizens Advice network
is our commitment to empowering people to help
themselves solve problems. Capturing this ethos, we
will deliver an over-arching campaign that touches
all areas of our advocacy work. This strategic
campaign will run throughout 2019/20 and seeks
to highlight and overturn stigmas that may stop
people from taking action in a number of key areas
that we see as being potential barriers to delivering a
more equal society. We will tackle this head on and
change the narrative on the biggest issues for our
clients; benefits take-up and problem debt.
This campaign will focus on these key areas:
> Benefits Take Up: There remains a lack of
awareness of eligibility criteria for social security
entitlements: more than a third of those eligible for
certain benefits do not take them up. This element
of the ‘For Your Benefit’ campaign will focus on
raising awareness of citizen entitlements, and
challenge pre-conceived ideas of benefit claimants.
> Scams Awareness: One of the biggest barriers
to tackling scams and re-building consumer

confidence is under-reporting. Working with a
range of partners such as Police Scotland, Trading
Standards Scotland and Age Scotland, we plan to use
our evidence to tackle scams stigma head on and
directing consumers to reporting and advice routes.
> Tackling and de-stigmatising problem debt:
Our evidence provides significant insight into the
nature and types of debt in Scotland. In order to
improve outcomes for consumers, we will use our
data to start conversations around problem debt,
to break down barriers and to normalise discussion
around a subject that is heavily stigmatised.

Employment:

Our evidence from across the network tells us
that incomes do not meet the basic cost of living
and people are having difficulties asserting basic
employment rights.
Working with partners across the sector, we plan to
run a campaign focused on wage disparity, with a
focus on young people.

Energy:

We will continue to support and help vulnerable
consumers who are often disengaged from the
energy market and lack the confidence necessary to
save money by taking action on tariffs, switching and
improving energy efficiency.

Big Energy Saving Week in Scotland:

Making CAS directly responsible for this campaign
will improve its effectiveness by ensuring it can be
tailored in a Scottish context, tackling the complex
needs of our rural communities and other energy
consumers with more complex needs.
A fundamental part of this campaign will be codesigning with local communities and different types
of consumers, to get to the heart of key issues that
are affecting consumers with their energy supply. A
key element of this campaign will be in designing a
set of messages that responds to the different needs
identified during co-design, in order to provide a
range of potential options for signposting consumers.
Across all areas of our campaign programme, we
will take action and stand up on behalf of Scottish
citizens, but we will also provide tools that will
empower them to take action, supporting them to
solve problems themselves.
3
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1. Social Justice
Work on social security, employment and other
social justice issues makes up almost half of the
workload of the Scottish network. In our work
for the next year, we have focussed, in the main,
on issues which see the greatest numbers of
people come to us for advice, and built upon areas
where we have significant expertise and delivered
significant improvements in 2017/18.
We will focus our work on social justice in three
specific areas, which are the areas we see the
largest levels of detriment and where we believe we
can deliver significant impact:
> 1.1 Universal Credit
> 1.2 Assessments and the Scottish Social Security
system
> 1.3 Insecure work, conditions and low pay
In addition we will be undertaking early, exploratory
work looking at our housing evidence base
incorporating the social and private rented sectors,
to establish whether there are any significant issues
we need to take action on.

1.1 Universal Credit
We know from our evidence that there remain a
number of issues with the UK Government’s new
flagship benefit, which include: a five week wait for
a first payment, issues for those who cannot access
digital services, high rates of deduction for debt,
inappropriate use of sanctions, and payments being
made incorrectly.

The importance of resolving outstanding
issues with Universal Credit
Universal Credit has been a rapidly growing advice
area, and is now the 7th most common area
advice is sought, up from 20th most common in
2016/17. This is despite Universal Credit not being
available to most new claimants during the period,
and around 80% of the eventual caseload still to
migrate.
As the legacy benefits that Universal Credit replaces
are also ranked as some of our most common
issues, and Universal Credit is scheduled to roll
out fully by 2023, we recognise that this area will
4

be the single largest advice area for our network,
particularly as our network rolls out the Universal
Credit: Help to Claim service throughout next year.
Ultimately, about half a million Scots will be
claiming Universal Credit once roll out is complete
– with this volume of claimants it is critical that this
entitlement works for people.

Our aims

We are looking to achieve the following outcomes
to improve the experience of claiming Universal
Credit for people:
> Reducing the five week delay to receive
a Universal Credit payment, possibly by
introducing an additional non-repayable
payment within the first assessment period
> Ensuring there are solutions in place for people
who are not able to make a claim online
> Minimising the impacts on claimants by
reducing:
– Instances of rent arrears
– The level of deductions from Universal Credit
to repay advances and third party debts
We also want to see some of the administrative
issues that emerge from CAB evidence addressed.
We would also like to see a fundamental review of
sanctions and conditionality, with action resulting
to ensure that people are never left with no income,
and that any sanctions are proportionate, effective
and used as a last resort.

How we plan to do this
We will continue to work with the Department
of Work and Pensions and parliamentarians to
campaign on behalf of our clients and the Scottish
CAB network.
While this remains a live issue, we will use the
strength of our brand to continue highlighting
issues experienced by clients and ensure we
maintain public awareness of the issues caused by
Universal Credit to ensure these are heard by policy
makers.
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1.2 Assessments and the Scottish
Social Security system
ESA, PIP (Daily Living) and PIP (Mobility) make up
the first, second and third most common advice
areas in our network. The current experience of CAB
clients is that face-to-face assessments for Personal
Independence Payment (PIP) and Employment and
Support Allowance (ESA) can be inaccurate, poorly
conducted, and are undignified and stressful.
With the commitments made by Scottish Ministers
to build the Scottish Social Security System around
the foundation principles of dignity, fairness and
respect, and the devolution of disability benefits
to Scotland completing by 2021, we believe there
is a current window of opportunity to improve
outcomes significantly for our client group.

Why this matters
Investigations into the current system of
undertaking assessments have clearly shown
poor decisions being made that adversely impact
a group of people, some of whom are extremely
vulnerable. Impacts include worsening mental
health conditions, physical symptoms, and
additional expenses related to assessments and
appeals.

Our aims
We believe the regulations and guidance that
define the application processes for Scottish
disability benefits should ensure that:
> The number of face-to-face assessments is
reduced
> People’s existing evidence – including their own
testimony, and those of who know them best –
is given greater weight in the decision-making
process
> Existing evidence such as medical information
is sourced by Social Security Scotland, rather
than people being expected to provide it (and
pay for it)
> Where assessments are required, they are
dignified, respectful and accurate.

Processes, policies, and procedures in related areas
of the Scottish social security system, such as
redeterminations and appeals, agency operations
and communications, provision of independent
advice and advocacy, and carers benefits should be
consistent with this approach.
In addition, we believe that changes should be
made to the assessments that the UK Government
remain responsible for delivering – PIP (until 2021),
ESA and Universal Credit:
> the PIP assessment process should be
changed to reduce the number of face-to-face
assessments, and to improve their accuracy.
> ESA/UC Work Capability Assessments should
be changed to reduce the number of face-toface assessments, make better use of existing
evidence and to improve their accuracy.
> Assessments for ESA, UC and PIP should be
delivered by a public sector provider.

How we plan to do this
As the leading organisation on the Scottish social
security system generally, and one of the leading
organisations on disability benefits, the Scottish
Government values our evidence and proactively
seeks our views on a regular basis.
We will use our influence to ensure our views and
those of the people we represent are taken into
account as Social Security Scotland develops its
proposals for disability benefits.
We will continue to work with the Department of
Work and Pensions and parliamentarians, as they
consider to campaign on behalf of our clients and
the Scottish CAB network.
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1.3 Insecure work, conditions
and low pay
People often come to see the Scottish Citizens
Advice network with issues related to insecure
or low paid work. We often find that incomes do
not meet the basic cost of living and people also
have issues with insufficient working hours, being
poorly treated by employers, and having difficulties
asserting basic employment rights due to their
contractual status.

What our network is telling us
With nearly 50,000 employment related issues
logged by the Scottish CAB service in 2017/18, we
want to take action on these root cause issues to
prevent people experiencing more severe issues
related to social security, debt and ultimately
experiencing a crisis situation.
Typical issues faced by people in insecure and low
paid work include:
> Struggling to pay for essentials due to low pay
> Struggling to pay for essentials due to
inadequate or unpredictable hours
> Being unable to budget due to unpredictable
hours
> Having difficulty claiming social security support
due to their employment status
> Being unfairly dismissed
> Not being paid in full for work done
> Being treated unfairly or illegally by
unscrupulous employers
> Having difficulty asserting their basic
employment rights
The Office for National Statistics suggests that
the number of employment contracts without a
minimum number of guaranteed hours in the UK
(zero hours contracts) was 1,800,000. Our evidence
has shown that misuse of these contracts has
caused problems for CAB clients in Scotland.
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Our aims
We want to see changes to legislation to give
improved rights to workers on insecure and low
paid contracts. This might include:
> Giving workers on zero hours contracts the right
to request a permanent contract with regular
guaranteed hours.
> Simplifying the National Minimum Wage, with
fewer different rates, equalising the rate for all
ages and increasing the levels to that of the
“real” Living Wage
> Ensuring that employment tribunals remain free
to use
> The creation of a new Employment Commission;
and
> ‘Workers’ being given the same rights as
‘employees’ in law.

How we plan to do this
The UK Government is currently considering
legislation to implement the recommendations of
the Taylor Review on Modern Working Practices,
and the ‘Good Work Plan’, which provides a good
influencing opportunity.
The Scottish Government has announced that
organisations receiving public grants will need to
comply with fair work criteria including payment
of the Living Wage and not using exploitative zero
hours contracts, in addition to exploring options to
develop support and advice for small, micro and
Business Pledge employers to support fair work
practices in their businesses. We will look to inform
these developments using our evidence base.
We are also looking to work with partner
organisations to encourage good practice amongst
employers, and highlight poor practices to be
avoided. This might include contributing to an
accreditation scheme, or equivalent initiative.
We plan to campaign to end the unfair distinction
between different ages in the National Minimum
Wage system, that sees younger workers paid less
than their older colleagues for doing the same job.
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2. Financial Health
After Social Justice, Financial Heath related issues
make up the next largest area of work for the
Scottish Citizens Advice network.
In the main, this focusses on supporting clients to
resolve debt issues.
Given the increasing financial pressures experienced
by people we will be working on prevention:
specifically, to understand the reasons that people
experience problem debt, and start to develop
solutions for identifying tackling these problems
at an earlier stage via a programme of research.
We will also represent the interests of vulnerable
consumers as part of the debt picture.
This area of work will see the creation of a new
Financial Health team in 2019, and work identified
at this stage includes:

2.1 Tackling problem debt
As this is a new area of work, we also intend to
investigate a number of specific areas to identify
whether people experience sufficient levels of
detriment for us to take action:
> Guarantor Loans – there is a growing volume of
qualitative evidence suggesting that this type of
product is open to misuse and exploitation
> Unarranged overdrafts – the ‘total cost of
credit’ for some consumers using unarranged
overdrafts is significantly higher than would be
permitted by the high cost credit cap. The FCA is
currently consulting on overdrafts and this may
negate the need for further research.

> Protected Trust Deeds – a few firms dominate
the market. Accountant in Bankruptcy and
money advisers tell us that some consumers
may not be getting appropriate advice and
would be better off in other debt solutions.
> Living standards for people in debt solutions
and the CFS/SFS – the Economy, Energy and Fair
Work Committee have recommended that the
living standards of debtors are explored further
before the SFS is adopted in Scotland.
We will also continue to work with Scottish advice
sector partners such as Money Advice Scotland,
StepChange, Improvement Service, ABCUL, the
Accountant in Bankruptcy and local authorities on
areas of common interest, such as the Common
Financial Tool and Financial Capability.
In addition, we will undertake some early work
to understand and better define the role of the
Scottish Citizens Advice network in improving
Financial Capability.
Our experience of advice provision has provided us
with significant insight into the nature and types of
debt. In the UK, unsecured personal debt is now at
the highest levels since before the recession.1 While
post-recession regulation has addressed some
forms of irresponsible lending, benefits and wages
not keeping pace with the cost of living has meant
that this gap is now filled by rent arrears building
up, priority debts such as council tax or energy bills
and non-traditional credit sources (e.g. guarantor
loans, overdrafts).

> Access to financial services and affordable
credit – a disproportionately high number of
Scots (approximately 190,000 people) remain
‘unbanked’ at the same time as closures of bank
branches are affecting many communities.
Some potentially vulnerable consumers
experience financial harm from using high cost
short-term credit because they are unable to
access cheaper credit.

1

https://www.gcph.co.uk/assets/0000/6995/BP54_Public_
health_implications_of_rising_debt.pdf
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Our aims
Council tax and other public sector debts are the
fastest growing area of money related advice
provided by the CAB network in Scotland. From
previous research we have established that
knowledge of the potential consequences and
severity of this type of debt are low.
There are areas of good practice in public sector
debt collection in Scotland with some Local
Authorities adopting practices that focus on those
with the means to pay, and by doing so increasing
collection rates. In order to improve outcomes for
people experiencing problem debt we are looking to
improve debt recovery practices and engagement
with debtors across a number of areas:
1) Increase the number of local authorities
adopting good debt recovery practices by:
> Ensuring that debt recovery is co-ordinated
across different local authority teams
dealing with different debt types – in some
areas debt recovery for water and sewerage
charges, for council tax, and for rent
arrears may all be dealt with by different
departments in different ways
> Giving advance notice of debt recovery
action, such as Water Direct, direct
deductions for housing benefit overpayments
and rent
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> Including affordability and financial capability
checks in their debt recovery processes
> Negotiating levels of repayment that are
affordable and proportionate for the debtor
using the Common Financial Tool
> Use of “breathing space”
> Ensuring that debt collection by sheriff
officers is a last resort, once all other means
of recovery have been exhausted.
> Ensuring that debt collection by sheriff
officers is carried out in a fair and
proportionate way that respects the human
dignity of the person in debt.
2) For local authorities, we will lobby for more
transparent bills and debt communication
notices to:
> Clearly explain that council tax reductions
or exemptions do not apply to water and
sewerage charges, (for local authorities)
> Provide adequate information on what
happens if payments are missed
> Provide advice on what to do if struggling
with payments
3) We will examine good practice in local authority
debt collection and develop a debt collection
charter to help share best practice with other
local authorities. This will be across all debt
types including water debt, council tax arrears,
rent arrears, recovery of benefit overpayments.
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3. Strong Communities
59 Citizens Advice Bureaux are at the heart of
Scottish communities – filled with trained local staff
and volunteers who offer information and advice to
people.
Building on this, our “strong communities”
theme focuses on improving the infrastructure,
services and support networks that connect our
communities, and that people depend on. We want
communities to have more of a say in decisions
that affect them, for public and private bodies to
protect communities from harm, and for those in
power to think about sustainability more.
The following areas are part of the Strong
Communities theme in our 2019/20 workplan:
3.1
3.2
3.3
3.4
3.5
3.6

Post Office Outreach Services
Keeping Post Offices Accessible
Support for people in vulnerable situations
Empowering Communities
Connecting people
Access to Justice

In addition, as a signatory to the Scottish
Government’s Open Government Partnership,
we will work to ensure that evidence gained
through the Scottish Citizens Advice networks’
advice-giving services are fed into the
development of the action plan.
We will also continue work from 2018/19 where
government and businesses have not yet accepted
all of our recommendations.
> Transport: We gave evidence to the Scottish
Parliament in 2018 based on our Your Bus
Your Say report to help improve the Scottish
Government’s Transport Bill. This bill won’t
become law until 2019/20 so CAS will work to
improve it further as it is finalised.
> Parcel surcharging: In the last few years, CAS
has helped to make delivery charges more
transparent. In 2019/20, we will work to ensure
that delivery charges for goods bought online
are fair and affordable for Scottish consumers

living north of the central belt. This will include
working at a UK-level on the Consumer Protection
Partnership project on parcel surcharging and
with Scottish Government to help progress their
Fairer Parcel Deliveries action plan.

3.1 Post Office Outreach Services
16% of the post office network in Scotland is
comprised of Outreach services. These are “popup” style post offices based in a temporary venue
like a community hall or specially equipped van,
but awareness of these services is low. Post Office
Ltd’s (POL) current way of monitoring their network,
which is designed to improve services, does not
include those Outreach services. This means that
we don’t know whether Outreach services are
delivering what their communities need.

Our aims
We want to increase awareness of Outreach
services, and ensure that they are providing people
in rural areas with what they need.

How we plan to do this
While we appreciate that Post Office Outreach
Services should only be provided as a “last resort”
and are not designed to replace a traditional, ‘bricks
and mortar’ post office, we believe that there is
value in better understanding the challenges and
opportunities faced by outreach service providers
in order to ensure, where such services are
necessary, that they are delivered to best effect,
within the existing limits of feasibility. On this
basis, we will work with the National Federation
of SubPostmasters (NFSP) – whose members are
responsible for delivering Outreach services on the
ground – to build on and complement our 2017/18
research that considered access and use from the
consumer’s perspective.

9
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3.2 Keeping Post Offices Accessible
Post offices are important to most of us, but they
can be essential for disabled people and those
who might be vulnerable in other ways. Research
in Wales2 found that many post offices are not
fully accessible. The researchers found issues like
blocked and restricted aisles, lack of disabled
parking and lack of privacy. Because this research
focused on Wales, we don’t know the prevalence
and scale of this issue across the Post Office Ltd
network in Scotland. Ensuring post offices are
accessible is particularly important in Scotland
where alternative providers of postal services can
be limited, particularly in more rural areas.

Our aims
We want all post offices in Scotland to be accessible
to disabled people and those who may be
vulnerable in other ways.

How we plan to do this
In 2019/20, we will research accessibility at post
office branches across Scotland. This will improve
our understanding of how accessible post offices
are in Scotland and will complement work being
done by Citizens Advice by providing a wider picture
of accessibility across the UK network through the
gathering of additional evidence. Post Office Ltd
(POL) has said they will improve their monitoring
of accessibility issues and we will use our research
to work with POL and Citizens Advice as these
proposals are developed to ensure they deliver fully
accessbile post offices to all of Scotland.

3.3 Support for people in
vulnerable situations
Vulnerability is a part of lots of our work. Through
Citizens Advice Bureaux and our specialist advisers
in the Extra Help Unit we often offer advice
and support to people who are facing tough
circumstances. Nationally, we campaign to make
sure people get all the information and assistance
they need, including people who are disabled
or chronically sick, of pensionable age, on low
incomes, or who reside in rural areas3. These groups
of people are sometimes referred to as consumers
in vulnerable situations. The word “vulnerable” is
2

Citizens Advice (2018) The Lasting Impact of Post Office
transformation: A Welsh View

3

Consumers, Estate Agents and Redress Act (2007)
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also used by the Extra Help Unit, and energy and
water companies to describe people in difficult
situations, including but not limited to:
> Urgent situations (e.g. facing immediate debt
collection action or payments they can’t make).
> People being unable to handle problems
themselves due to personal circumstances, such
as grief or temporary illness.
> Facing a problem so complicated that it needs
expert help to be resolved.4
Utility companies have a duty to make sure that
vulnerable people receive the support they need,
normally by recording their details on a special
register. However, it is not currently straightforward
for people to register for this support, and public
awareness of these services is low. The systems
and criteria for identifying and registering people
in vulnerable situations are different, depending on
the services you might need (extra help in a power
cut is different from help you might need if your
water supply is interrupted, for example). Although
energy network companies are making good
progress, the numbers of those on what’s called
Priority Service Registers for Scottish utilities are
lower than other GB nations.

Our aims
CAS wants a simpler process, so that people who
need priority services only need to sign up once
to receive additional support across all essential
services.

How we plan to do this
Citizens Advice Scotland will use all the research
and advocacy work we have already done
in this area to make life easier for vulnerable
people and make sure any of us facing tough
circumstances gets the support we need. We will
work in partnership with the Scottish Government,
regulators and utility companies at GB and Scottish
level to act on our forthcoming recommendations
on the registration of vulnerable consumers.

4

CAS (2016) Extra Help Unit information pack for suppliers
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3.4 Empowered and Informed
Communities
Communities are often impacted when work is
carried out in their area by both public and private
service providers, but they rarely get a say in that
work. Good community engagement does exist in
some areas, but this is not consistent, meaning that
communities don’t always benefit as much as they
could from local projects. Trust in, and legitimacy
of, service providers within communities could be
improved.
CAS research has revealed that:
> People are not particularly engaged with public
services, and yet, are keen to be involved in
activities that impact their community.
> People strongly support measures that protect
the environment, and yet do not understand
how their own behaviour may have negative
environmental consequences.
Service providers often miss out on the opportunity
to educate communities on the responsible
use of public services, in areas where individual
actions can impact others as well as the natural
environment. For example:
> Scottish Water spends £6 million each year
unblocking sewers because of the inappropriate
disposal of waste such as fats, oils and wet
wipes. This is paid for by all of us through our
water and sewerage bills.
> Sewerage litter often ends up in our rivers, lochs
and seas.
> Human intervention can affect the water
we swim and paddle in. Badly built or badly
maintained systems can allow untreated
sewerage to enter burns and bathing water.

Our aims
CAS wants communities to have more influence
over how public services are delivered in their area,
and hopes that communities will want to dispose
of waste more responsibly once they understand its
consequences.
We also aim for these activities to be used in
developing blueprints for community engagement
with other industries.

How we plan to do this
Scottish Water has already agreed to improve
its community engagement in response to the
recommendations in our ‘Untapped Potential’
report. This includes the potential to carry out
awareness-raising and education on appropriate
waste disposal at the same time as public
consultation work. CAS will continue to work
with Scottish Water and the Customer Forum to
develop a framework that increases community
participation in co-designing local projects, as
part of the Investment Planning Prioritisation
Framework for SR215. The framework should help
public and private bodies identify additional social
and economic benefits for communities and
support delivery of these benefits, for example, the
creation of shared community resources like cycle
paths or recreation areas.
As a member of the Bathing Water Strategy Group,
we will carry out research with SEPA, Scottish
Water and the local CAB in an area where we know
that bathing water can sometimes be affected by
agricultural or domestic waste. From this research,
we’ll better understand some of the underlying
causes, and how to address them. This includes
the environmental impact of waste water pipes
being incorrectly connected to drains designed for
clean rainwater (known as misconnections); local
awareness of how water and sewerage system
should be used; and how consumer behaviour can
be influenced regarding misconnections. We will
use our findings to develop strategies for addressing
similar community related bathing water quality
issues in Scotland.

3.5 Connecting people
CAS’s recent research found that 32% of SME’s
rated their access to broadband as variable or
poor, and 45% of those in remote rural areas state
that it is often or usually poor. As markets and
services become ‘digital by default’ problems with
access to reliable broadband or mobile services can
result in people, particularly those in rural areas,
experiencing reduced access. This can be acute for
the most vulnerable in our society, who increasingly
need to be online to access basic rights, including
civil justice and social security systems.

5

See https://www.watercommission.co.uk/UserFiles/
Documents/2021-27_Methodology%20R&C.PDF
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Our aims
We want Scottish people and small businesses to
have reliable access to quality telecommunications
services. We want to ensure that vulnerable
consumers have access to the essential services
they need and are not disadvantaged by poor
quality broadband or telephone services.

How we plan to do this
CAS will represent the interests of and views of
Scottish consumers by working with decisionmakers to ensure that the consumer voice is heard.
We want to ensure that governments, regulators
and industry are sighted on the issues that are
affecting Scottish consumers experiences of the
broadband and mobile markets, and that any
specifically Scottish issues are brought to attention.
We will also seek to influence policy on how public
services are delivered to reduce disadvantage, ensure
that government and businesses provide alternatives
to online applications, and to improve signposting for
the public on where to access digital support.

3.6 Access to Justice
A number of issues result in people being excluded
from the legal support they need. CAS, as the
consumer voice in Scotland, is actively involved in
addressing a number of these issues:> Review of Legal Services: The “Fit for the Future”
report recommended that users of legal services
and those delivering these services will be best
served by an independent regulator, who would
be accountable to the Scottish Parliament. If
acted on, this would result in the removal of
regulation from the Law Society of Scotland and
the removal of the Scottish Legal Complaints
Commission. This would have implications
for CAB services both in relation to regulation
and complaints, and for people seeking
legal support. We will work with the Scottish
Government and other partners, to ensure that
consumers’ interests are at the heart of any
reforms, and that there is a simple complaints
system if things go wrong.
> The review of Scotland’s Legal Aid system
produced a number of recommendations
including: putting the user at the centre;
creating a consumer panel; creating a new type
of legal assistance model that could involve CAB
advisers. We will work with Scottish Government
12

and other partners to ensure that people
have access to advice where and when they
need it, in the relevant areas of law and at the
appropriate level.
> Review of Simple Procedure: Following the
Scottish Civil Justice Council’s consultation on
how well Simple Procedure Rules are working,
we will work with our network advisers to
determine the effectiveness of the new rules,
giving feedback to ensure that consumer
interests are at the heart of any proposed
changes.
> Currently, there is not enough support for those
representing clients at tribunals in terms of
information sharing, reviewing common issues
and providing insights into what more is required
to improve the tribunal process. We will work
with our tribunal and court representatives
to determine how to share best practice, and
represent consumers more effectively in these
arenas.
> CAS convenes the Legal Services Group which
has a specific remit to improve consumers’
access to justice. The group reviews consumer
protection and good practice in service delivery,
while also reviewing policies that will impact on
consumers in the legal world. We will review this
Group to ensure that it is effective in making the
consumer voice is heard.

Our aims
The legal system is fundamental to consumers and
citizens having the means to enforce their rights.
We aim to ensure that all aspects of the legal
system put consumers at its heart, ensuring as a
principle that the system works for and on behalf of
consumers.

How we plan to do this
CAS will engage with our network, including our
tribunal and court representatives, the Scottish
Government, key partners, associated working
groups and forums to call for strong consumer
protection within any transformation of legal
regulation and legal aid. We will work with our
network to ensure that consumers are put at the
heart of all of our work in relation to access to
justice.
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4. Markets and services
CAS works to put the interests of people first in
a wide range of markets and service industries.
These range from issues such as parking and
funeral charges, to industries such as telecoms
and transport. We have a particular focus on
the energy, post and water industries where we
have powers and funding to act as the consumer
representative, aiming to minimise detriment and
maximise benefit, both now and in the future.

fourth tracker survey will be carried out in quarter
four of 2019-20. The non-regulated consumer
tracker allows us to track consumer responses and
attitudes across a range of sectors, and issues:
most notably relating to money matters and digital
connectivity.

We have had significant success in recent years.
Our evidence highlighting excessive fines by
private parking operators led to a Bill on a private
parking code of practice being introduced in the
UK Parliament, and the Scottish Parliament has
indicated it will adopt the relevant provisions. We
also highlighted the impact of funeral charges on
grieving families. This work helped bring about a
CMA investigation, a UK Government consultation
on funeral plans and a Scottish Government
proposal to develop a Funeral Bond to help people
save for funerals. We will continue advocacy and
campaigning around these issues.

4.1
4.2
4.3
4.4
4.5
4.6
4.7

In recent years we have built strong partnerships in
the regulated utilities sectors, working closely with
government, regulators and companies to ensure
they address consumer needs and aspirations.
Success in this area includes a CMA investigation
that echoed our call for the regulation of district
heating, and a Scottish Government commitment
to introduce regulation.
This year, we will continue to work in partnership
with the Water Industry Commission for Scotland
to create a non-household consumer forum. This
will give non-household consumers like small
businesses more of a say in the retail water market
policy that affects them.
Our Consumer Tracker Surveys which track
consumer behaviour across the regulated and nonregulated consumer markets ensure we continue
to understand and respond to trends in the issues
that, year after year, remain important to people’s
experience as a consumer. In the regulated sector,
this survey provides evidence for much of our
advocacy work in utilities, and allows the impact of
our work to be measured over time. We will use the
results of the first three tracker surveys to identify
changes in the consumer experience over time,
and to inform our policy and advocacy work. Our

In 2019-20 we will focus on the following consumer
issues in the Markets and Services theme:
Consumer Protection Frameworks
Energy Efficient Scotland
Energy Networks
Fuel Poverty
Post Complaints
Strategic Review of Charges for Water
Affordable Water Charges

4.1 Consumer Protection
Frameworks
Consumer protection frameworks ensure that
people can understand their legal rights as
consumers, are able to apply them or seek redress,
and that their rights can be enforced. Such
frameworks can include general consumers’ rights,
and also specific issues relating to the market
concerned.
Our recent work on mis-selling relating to the
Green Deal scheme identified eight different pieces
of regulation relevant to consumers’ rights. This
makes things complicated for consumers. Our
investigation revealed that many people did not
understand their rights, or how to seek redress. This
can be confusing for consumers and for business.
In addition, through the CAB network we are seeing
evidence of detriment caused by a lack of consumer
protection around unregulated district heating
systems. Those connected to heat networks do not
have the same protections as those connected to
regulated heat systems. We called for regulation
of district heating, which helped to prompt the
CMA to undertake an investigation in 2018. We
expect further clarity from the Scottish Government
on its approach and a consultation from the UK
Government. We will react accordingly to ensure
that regulation is implemented in Scotland, working
with the Scottish Government and the regulator.
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Our aims

4.2 Energy Efficient Scotland

We want:

Improving the energy efficiency of housing in
Scotland is key to reducing fuel poverty and carbon
emissions. Approximately 1.4 million houses in
Scotland need energy efficiency measures, and
CAS has played a significant role in making this a
National Infrastructure Priority and encouraging
the Scottish Government to develop its long-term
programme, Energy Efficient Scotland (EES).

> People to easily understand their rights and
navigate complaints and redress systems
> Robust frameworks that protect consumers in a
range of markets and sectors
> Suitable referral processes between relevant
organisations to prevent malpractice by rogue
traders and make it easier for people to seek
redress.
> The district heat market to be regulated with
robust consumer protection.

How we plan to do this
We will map the various strands of consumer
protection legislation already in place to
understand how this is enforced in Scotland.
By following different sector-specific customer
journeys, such as the procurement of energy
efficiency measures from a consumer perspective,
this work will help identify how consumers can
navigate through consumer protection legislation.
It will give us a basis to identify gaps and best
practice in what ‘good’ consumer protection looks
like in practice. This is particularly relevant to the
development of Energy Efficient Scotland, and the
Scottish non-domestic water market in relation to
a Voluntary Code of Practice. CAS will partner with
water industry stakeholders in light of our recent
research which indicates that alternative service
provision models such as Third Party Intermediaries
could leave smaller organisations more vulnerable
to malpractice with little course to redress. We
will work with the Water Industry Commission for
Scotland to ensure customers purchasing services
through Third Party Intermediaries are protected
through a consumer protection framework, such as
a Voluntary Code of Practice.
We will also seek to apply our understanding of
consumer protection frameworks more widely in
the postal sector. In the longer term we intend to
promote this ‘consumer map’ to stakeholders in
order to highlight the importance of good consumer
protection and how legislation can be applied. We
may also tie this work in to a broader campaign in
the future to promote peoples’ awareness of their
consumer rights to protection and redress.
In relation to district heating, we will continue
to lobby for the regulation of district heat in
conjunction with Citizens Advice England and Wales
at a UK level, and with Scottish partners in Scotland.
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As part of this programme, the Scottish
Government is expected to introduce regulations
for minimum standards of energy efficiency in the
private rented sector in 2019. Two-thirds of homes
in this category (around 10% of all households) are
currently below Energy Performance Certificate
(EPC) Band C – widely agreed as a fair energy
efficiency “target” for most homes

Our aims
Our aim is to influence the design of EES, so that
it succeeds in transforming the energy efficiency
of homes in Scotland, reducing fuel bills and fuel
poverty. Drawing on lessons from previous schemes
and CAS research, we are seeking the following
outcomes:
> Public support for the EES programme both
from home-owners and landlords built through
effective communications and word-of-mouth
> A range of incentives for households that
offer consumers short-term, tangible benefits
alongside the long-term cost and carbon savings
> The improvement of EPCs so that they are more
easily understood by consumers
> Robust consumer protection measures in place
to ensure ongoing public confidence in the
programme, including clear channels of redress
when things go wrong
> Promotion of energy-saving behavioural
changes in the home in relation to both energy
and water to reduce fuel bills.

How we plan to do this
We will work with the Scottish Government to
ensure that EES is clearly communicated, made
easy for people to access and includes a robust
consumer protection framework. As part of this, we
will undertake research with consumers to identify
whether better presentation of information on
EPCs will improve understanding and motivation to
increase the energy efficiency of their property.
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4.3 Energy Networks
In Scotland, 83% of properties are connected
to the mains gas grid and almost all properties
are connected to the electricity grid. Consumers
pay for the maintenance and upgrade of the
energy networks through their energy bills with
the average household in Scotland paying £262
per year (for electricity and gas networks). The
companies who operate and own these energy
networks are monopolies and they and their prices
are regulated by Ofgem under a framework known
as RIIO. Ofgem is in the process of designing the
next price control period for energy networks,
RIIO 2.
As consumers are often unaware of network
companies, and the financial contribution they
make towards them, Ofgem wants consumers to
have more of a say in the next set of price controls.
The way the energy networks are designed and
used is also changing. The energy system in
Scotland is already becoming lower carbon, smarter
and more flexible and will continue to do so with
more renewable generation and the roll out of
electric vehicles. This has implications for both how
much the energy networks cost consumers and
how business and domestic households interact
with them.

Our aims
We want Ofgem and the network companies to
make costs reflective of the services provided and
for development of the networks to align with
consumer values and priorities. We also want to
make sure that those who cannot switch to lower
carbon energy sources early are not left behind and
importantly don’t end up paying even higher costs.

How we plan to do this
Working in conjunction with Citizens Advice England
and Wales we will engage with Ofgem in the RIIO
2 process and Ofgem’s review of charges to make
sure that the framework and charging regimes both
protect vulnerable consumers and drive consumer
value in Scotland. We will use our experience
and findings of research carried out in 2017-18 to
advocate on behalf of Scottish consumers in this
process and ensure that uniquely Scottish issues are
taken into account.
CAS will also continue to engage with Scottish
energy network companies while they develop their

business plans for RIIO 2. Business plans will likely
reflect the changing role of network companies
in an energy system that is used in a smarter and
more flexible way – such as Distribution Network
Owners (DNOs) becoming as District System
Operators (DSO), playing a more active role in
balancing energy demand and supply – and with
an expected growth in electric vehicles. CAS wants
these systems designed with people at their
heart and to see consumer value prioritised in the
development of safe and reliable energy networks.
This work requires considerable resource from CAS,
which is essential for the Scottish consumer voice to
be heard as future strategies for energy networks
are developed.

4.4 Fuel Poverty
The latest statistics show that in 2017, 24.9% or
613,000 households in Scotland were fuel poor, and
7% or 174,000 households were living in extreme
fuel poverty. This is largely due to high energy costs,
low incomes, poor energy efficiency, and inefficient
use of energy. Our research suggests fuel poverty
is having a highly detrimental effect on large
numbers of households. Our Speaking Up report
also indicates that the impacts of fuel poverty are
complex, affect different groups in different ways,
and as such, households have differing support
needs.
The Scottish Government have introduced the Fuel
Poverty (Target, Definition and Strategy) (Scotland)
Bill, which commits it to using a revised definition
of fuel poverty, setting a new target, and delivering
a new fuel poverty strategy. CAS has been
instrumental in bringing this about and informing
the drafting of the Bill. The Scottish Government is
also developing a new Fuel Poverty Strategy, which
will be published once the Fuel Poverty Bill has been
passed by the Scottish Parliament.
CAS also has a particular concern for fuel poor
households who live off the gas grid. There are
more than 500,000 non-gas homes in Scotland,
and 22% of people rely on non-gas fuels to heat
their home, in both rural and urban areas. People
who are reliant on non-gas heating often have to
pay significantly more to heat their homes. Electric
heating can cost three times as much as gas, and
51% of electric heating users in Scotland– 140,000
people – are in fuel poverty. Other non-gas heating
options include oil and LPG, which are currently
unregulated, meaning households can suffer from
high and volatile prices.
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Our aims
To ensure that the new Fuel Poverty Bill and the
ensuing Fuel Poverty Strategy to be ambitious
and as targeted as possible towards the aim of
eradicating fuel poverty in Scotland.
In relation to off-gas households our aim is to help
reduce bills for users of non-gas fuels, ensure they
have appropriate consumer protections and that
there is a long-term strategy for off-gas areas that
will reduce carbon emissions, without increasing
bills. This will help consumers take informed choices
about upgrading their heating systems.

How we plan to do this
This year we will continue advocacy around the
new Fuel Poverty Bill as it passes through Stages
2 and 3 in the Scottish Parliament. We will use
our expertise and consumer insight to influence
the development of Strategy and ensure that it is
targeted to those most in need of support.
We also want to explore research into how other
levers such as the Warm Home Discount can be
used to further reduce fuel poverty.
Beyond the Fuel Poverty Bill and Fuel Poverty
Strategy, we aim to improve outcomes for off-gas
consumers by:
> Improving the affordability of electric heat
through increased availability of targeted advice
and support
> Improving the affordability of heating oil by
advocating for greater information on oil prices
and the facilitation of oil-buying clubs.
> Working with the Scottish Government to ensure
that a decarbonisation strategy in off-gas areas
is designed around consumers’ needs.

4.5 Post Complaints
Our 2017 Consumer Tracker survey found that 16%
of Scottish consumers said they had experienced
problems with postal services in the past 12
months, but fewer than half of those had made
a complaint, often as they did not think it was
worthwhile to do so. Of those that did complain,
41% said they were not satisfied with the outcome
of their complaint.
For a market to function effectively, consumers
need to be able to make informed choices about
the goods and services they purchase, and
16

businesses need to have credible mechanisms for
feedback to allow them to improve their offering.
We have been working collaboratively with the
Consumer Council for Northern Ireland (CCNI) and
Citizens Advice (England and Wales) to research
postal complaints issues in 2018-19, and will
continue to do so in 2019-20 as we advance to the
analysis and advocacy phase of this project.

Our aims
Our aim is for postal operators to adopt our
recommendations for improving their complaints
processes. This is intended to improve the
complaints experience for consumers, resulting
in more satisfactory resolutions when things go
wrong and increased consumer confidence in the
postal market.
Improved consumer feedback systems for postal
operators may ultimately lead to better services for
all postal consumers.

How we plan to do this
Based on the findings of our research, we will be
co-authoring a ‘best practice’ complaints guide
with our colleagues at Citizens Advice and CCNI and
working with operators to improve their complaints
procedures. We will also work with Ofcom, the
regulator, to explore the possibility of strengthening
the Consumer Protection Conditions associated
with complaints in the postal sector.

4.6 Strategic Review of Charges for
Water 2021-27
The Strategic Review of the governance and
processes for the price control period 2021-27 (SR2127 investment period) will lead to decisions on
investment, service levels and customer charging.
As a key stakeholder in the water industry, CAS has
been seeking to ensure consumers’ interests are
central to the process.
CAS, in partnership with the Water Industry
Commission and Scottish Water, has established
the Customer Forum to represent consumers and
communities in this process. This is the second time
that a Customer Forum that has been formed.
An important development during SR21-27
has been the establishment of the Research
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Coordination Group (RCG), where the Forum and key
water industry partners collaborate to identify and
understand customer interests.

Our aims
The Strategic Review is a complex process
encompassing a wide range of issues. The
outcomes we are seeking include:
> Decision-making for the long-term to ensure
that the most efficient and effective use is made
of the charges customers pay. This will require
a Strategic Plan encompassing several decades,
clear policy on industry funding and adequate
affordability measures.
> Making communities a better place to live
and increasing multiple benefits from Scottish
Water’s activities: for example, blue/green cities
and improved catchment management.
> More community involvement in decisions
affecting them and communities being more
informed of their role in creating circular
economies and protecting their environment.
> Understanding the long-term consumer impact
of the balance between different types of
funding of Scottish Water, including customer
charges, borrowing, and other revenue streams.
> Supporting the Scottish Government, the
Drinking Water Quality Regulator and SEPA to:
– Accelerate the removal of lead water pipes in
Scotland; and
– Develop a strategy for connecting
communities and the 195,961 people
currently reliant on private water and
wastewater supplies to mains water, or
enabling them to take a more robust,
affordable, environmentally sustainable
approach to managing their water and
wastewater supplies.

How we plan to do this
The collaboration between all stakeholders in the
industry has increased significantly during SR2127. Scottish Water is co-creating its Strategic Plan,
and CAS has committed significant resource to its
participation in the process.

investment, wider environmental and service issues
(such water pressure), and risk and resilience.

4.7 Affordable Water Charges
In 2018, CAS carried out research which identified
that 12% (297,000) of Scottish households spend
more than 3% of weekly income on water and
sewerage charges, and that only 21% are eligible to
receive a discount on their charges.
Our research demonstrated that low income
is the primary factor in making water charges
unaffordable for some households. However,
changing to an income-based model for discounts
would be complex and costly. Therefore the Council
Tax Reduction Scheme, for which six passport
benefits create automatic eligibility, is currently the
best means of targeting financial support, although
there are issues with low take-up of the scheme.
CAS worked through the Scottish Government’s
Long Term Charging Group to develop proposals
to improve financial support for those households
struggling to pay water charges. We welcome the
Government’s proposal to conduct a review of
affordability measures following the Principles of
Charging consultation.

Our aims
CAS is seeking to make water charges affordable for
those Scottish Water customers currently struggling
to pay.

How we plan to do this
To achieve that outcome, in 2018-19 we will:
> Continue our advocacy work to ensure water
charges are affordable for all consumers.
> Support income maximisation work to
encourage increased take-up of Council
Tax Reduction, and thus the Water Charges
Reduction Scheme.

Additionally, CAS is working with partners in the
RCG to identify what further consumer research is
required to support the SR21-27 process. Following
that, CAS is likely to undertake further research,
potentially in collaboration with industry partners.
Key issues could include intergenerational equity
and legacy for future consumers, price profiles and
17
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5. Exiting the EU
Although not a formal element of our workplan
for 2018/19, the UK’s exit from the EU is an
unprecedented event, which will require Citizens
Advice Scotland to undertake a monitoring and
advocacy role across all areas of the network.
Infrastructure enhancements delivered ahead of
exiting the EU will allow Citizens Advice Scotland
to track and respond to emerging issues, alerting
government to any areas of detriment or concern.
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Working as part of the Consumer Protection
Partnership, we will ensure we’re able to respond to
emerging threats to consumers as they arise.
We will also undertake more detailed analysis of
the impacts on regulated markets as further details
emerge.
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6. Funding breakdown for levy
funded activity
We continue to enhance our focus on advocacy
activity, and to increase the impact of the research
that we carry out. The provisional budget required
to deliver the activity detailed in this work plan is
below. It may, of course, need to change during
the course of the year should it prove necessary to
respond to external developments.
Levy Funded Consumer Advocacy Activity 2019-20
Research
and project
resource

Business as
usual

TOTAL

Cross
Sector

£42,482

£44,618

£87,100

Energy

£215,777

£185,223

£401,000

Post

£70,199

£100,801

£171,000

Water

£142,093

£177,907

£320,000

TOTAL

£470,551

£508,549

£979,100

Like every other organisation, we are subject to
inflationary pressures, but always seek to use
our funding efficiently and effectively. We assess
the work required in each area and develop our
programme accordingly; this means that the
individual sector budgets can go up or down each
year. In that regard, there has been a significant
increase this year in energy to reflect the resources
needed to ensure consumers are adequately
represented in the RIIO II process.

In addition to the above activity, £40,000 has
been allocated to deliver Big Energy Saving Week.
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