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Edinburgh Citizens Advice Bureau
(a company limited by guarantee)

Report of the Directors

The Directors, who are also Trustees of the charity for the purposes of charity law, 
present their report with the financial statements of the charity for the year to
31 March 2014. 

The Trustees have adopted the provisions of the Statement of Recommended 
Practice (SORP) "Accounting and Reporting by Charities" issued in March 2005.

Structure, Governance and Management

Governing document
Edinburgh Citizens Advice Bureau (generally known as Citizens Advice 
Edinburgh) is a company limited by guarantee governed by its memorandum  
and articles of association and is recognised as a charity in Scotland.

Recruitment and appointment of Directors 
Directors are elected for a term of three years at the Annual General Meeting. 
Directors may also be co-opted at any time but have to stand down at the next
AGM. Less than half of the directors at any time shall be volunteer directors. An
annual skills audit  is conducted to identify any gaps and this is complemented
by an equalities audit. The Board adheres to the NCVO Good Governance Code
for the Voluntary and Community Sector.

Induction and training of new Directors 
A comprehensive induction pack is provided to all Directors. The pack includes 
details of financial and staffing resources, 3 year business plan and the
CAS management handbook. 

Citizens Advice Scotland and external organisations also provide e-learning  
and other training events for directors.

Related parties and use of volunteers
Edinburgh Citizens Advice Bureau is part of a network of Bureaux in Scotland 
supported nationally by Citizens Advice Scotland. 

The Bureau is an independent charity which signs up to the common aims, 
values and standards developed collectively by the Citizens Advice Service.

Volunteers deliver the core services of the Bureau working with clients to deliver 
a quality advice and advocacy service, and offer support, tutoring and mentoring 
of trainee advisers. Volunteers each contribute an average 10 hours of support 
per week to the organisation.

Citizens Advice Edinburgh is Investors in Volunteers accredited. 
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Edinburgh Citizens Advice Bureau
(a company limited by guarantee)

Report of the Directors

Organisational structures
The directors have overall responsibility for financial and strategic planning.

The operational management of the charitable company is delegated to staff. A three
year business plan is developed by the directors. The directors meet on a monthly
basis and receive reports from the chief executive, specialist workers and the
treasurer.

In addition to the core service delivered by volunteers at five main Bureaux, 
Citizens Advice Edinburgh operates specialist services in 15 outreach locations. 

Risk management
The trustees have a duty to identify and review the risks to which the charity is 
exposed and to ensure appropriate controls are in place to provide reasonable
assurance against fraud and error.  

The major risks identified by the directors are: 

. business risks in the form of competitors

. risks affecting the workforce such as working environment

. workload and the loss of key personnel

. governance risks such as directors understanding of legal and 

compliance issues

. financial risks, namely inadequate funding

. risks to the Bureau's reputation through poor service

Risk is assessed and controlled via individual project and delivery outlines and 
these are used to keep projects and programmes in line with plans  - maintaining
good relationships with funders, examining the working environment etc. 

Funding is sought from a range of sources. Adequate assessment of 
volunteers is carried out to ensure a professional service is provided and
that both skills and knowledge of staff are demonstrated.
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Edinburgh Citizens Advice Bureau
(a company limited by guarantee)

Report of the Directors

Objectives and activities

The object of the charity is: 

"to benefit the community by advancing the education of the public in matters 
relating to mental, physical and social welfare and through relieving poverty"

The principal aims are to provide an effective free information, advice and
advocacy service to the people of Edinburgh and surrounding areas; to
support them in achieving their objectives and to increase their ability to 
participate in the wider community.

This is delivered through:

. A Core Advice Service   which is open to all  and works to ensure clients do not

suffer due to a lack of knowledge of their rights and responsibilities. Key areas

include debt, employment, benefit, immigration, consumer and housing.

. A Specialist Money Advice Service  assisting clients in resolving debt issues

arising from consumer contracts, housing and council tax responsibilities. 

. Specialist Employment, Welfare Rights and Immigrati on Advice Services 

and representation at tribunals.

. A GP Surgery Project  providing services on referral from health professionals 

or self referral in Wester Hailes, Parkgrove, Bellevue, Inchpark, Ponton Street, 

Ladywell (Corstorphine), South Queensferry and Craigmillar.

. A Benefit Tribunal Representation Service  to clients of the GP service.

. A Specialist Money Advice Service  assisting the tenants of five housing 

associations in Edinburgh.

. An In Court Advice Service  at Edinburgh Sheriff Court offering advice and 

support to party litigants who have not sought legal advice before coming to 

court.

. A Mediation Service  to party litigants in order to offer a non adversarial 

resolution to court action.

. An Advice Clinic  within a specialist centre providing support and advice for

veterans and their families.

. The Money Advice Service,  local delivery of a national initiative to increase
financial capability through face to face education on money matters.

. A Home Visiting Service   targeted at over 65s who are unable to visit a bureau.

. A Patient Advice and Support Service   providing confidential information
advice and support to patients, their carers and families about NHS healthcare.
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Edinburgh Citizens Advice Bureau
(a company limited by guarantee)

Welcome from the Chair,
2013/14 has seen Citizens Advice Edinburgh continue to extend its reach and make a real 
difference to the people of Edinburgh. Every day we see more than 120 people face to face, 
deal with more than 27,000 enquiries and 43,234 issues each year. Our reach now extends 
beyond our five bureaux to a staggering 23 community locations across Edinburgh including 
food banks, GP surgeries, the sheriff court and other charities. We also offer home visits to 
those unable to leave their home. Thanks to the dedication of our volunteers and small staff 
team, we achieve all of this with very lean budgets and in the face of continual funding 
challenges and growing demand.

Securing new sources of sustainable funding is vital to our future. This continues to be a key 
focus for the Board, as well as continuing to strengthen our relationship with the City of 
Edinburgh Council, who remain a key partner and our primary source of core funding. Yet 
again we will end the year with a small surplus which is an amazing achievement in the 
current challenging economic climate. 

During the period to 31 March 2014, CAE continued to satisfy a number of its long term 
strategic objectives, which included:
•               Opening all bureaux 5 days per week
•               Delivering out of hours advice via two employment clinics and a debt clinic
•               Increasing turnover by 14% (£126k)
•               Continuing to develop partnership work with the City of Edinburgh Council and a wide 
                 range of organisations
•               Improved the connectivity between bureaux and projects

In 2013/14 CAE saw increased demand in a number of key advice areas – for example – a 
38% increase in clients with fuel arrears, a 10% increase in clients with debt problems, a 9% 
increase in clients with welfare benefits issues and an 11% increase in clients with 
employment concerns. It is predicted that the still forthcoming changes to UK welfare 
legislation – including the move to Universal Credit, monthly benefits payments and direct 
payments to tenants, will substantially increase demand for our services beyond 2017. 
Increasing levels of unsustainable debt and the rising cost of living will also increase 

demand. 

Collaboration, co-location and new ways of working are needed to address the rising service 
demand and unmet need in the capital. Funding reductions are affecting all public and 
charitable agencies and this also increases demand for our services and limits referral 
options for our clients. This increased demand coupled with the significant pressure on Local 
Government finances and services, make for a challenging few years ahead. Increased 
competition amongst charities for funding is intensifying as the sources and level of funding 
continue to shrink. However, CAE is well placed to address these challenges.   

We continue to receive positive feedback from clients regarding the service we provide. CAE 
conducts regular client exit and ad hoc surveys to assess client needs and obtain feedback. 
Key highlights from the 264 clients surveyed were:
•               96% of clients were satisfied with the service they had received
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Edinburgh Citizens Advice Bureau
(A company limited by guarantee)

•               98% of clients said they would use our service again – 2% were unsure
•               95% of clients were satisfied with the advice or information provided
•               95% of clients were satisfied with our opening hours – no clients were dissatisfied
•               82% of clients were happy with length of time they had to wait to see an adviser

Our partnership with the City of Edinburgh Council continues to be really positive with 
significant additional funding still being provided. We are delighted to have the support of the 
City of Edinburgh Council. The Board believe that there is scope to continue to develop and 
expand upon what is considered to be a mutually beneficial partnership, delivering significant 
benefit to the city for each pound invested in CAE.

We also continue to receive support - both financial and in-kind - from a host of 
organisations such as Edinburgh Partners, Scottish Legal Aid Board, NHS, RBS, Veterans 
1st Point, Port of Leith Housing Association, Scottish Southern Electric, the Scottish 
Government and the Big Lottery. All the support we receive is greatly appreciated.

Our communications strategy has continued to evolve through numerous channels, such as 
the Scotsman, social media such as Twitter and numerous networking events. The Board 
continue to explore ways in which we can increase the profile of CAE, extend our reach and 
network of friends and supporters. Given the increasing demand for advice and the 
competition for funding it's essential that existing and potential funders are aware of the 
outstanding contribution that CAE continues to make to the City of Edinburgh and its 
citizens.

In 2014/15 CAE celebrates its 75th anniversary, which provides a unique platform to 
promote the outstanding work that Edinburgh’s CAB Service and its hundreds of volunteers 
– past and present - has undertaken to help hundreds of thousands of clients and, in the 
process, generated tens of millions of pounds of benefit to the City of Edinburgh since its 
inception in 1939.

Since 1939, continuous changes in society have meant that the CAB Service has had to 
change and adapt to meet new needs and to widen its range of services. Our information 
system is continually updated to take account of new legislation as it is passed. When World 
War II was declared, the CAB Service opened to give advice about evacuation, allowances 
and pensions, and to help trace soldiers lost in battle or taken as prisoners of war. Citizens 
Advice Bureaux have come a long way since the 1930s when the “Citizens Aid Bureaux” 
were part of the domestic strategy to help the population during wartime. Bureaux were 
initially seen as a short term measure but it was clear that when the war ended there were 
many more problems for the population as the government tackled re-housing, employment 
and re-deployment, training and education, and the introduction of welfare benefits. CAE 
continues to evolve and adapt to meet the changes and challenges ahead. This is achieved 
through our 270 volunteers and a small team of paid staff with the direction and support of 
the Board.

I would like to thank those volunteers and staff for their continued hard work, support and 
commitment. I would also like to thank Moira Tasker, our CEO and my colleagues on the 
Board for all their efforts during what I believe has been another very successful year for 
CAE.

Sandy Duckett
Chair, Citizens Advice Edinburgh
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Helping to solve problems and transform lives

Achievements and performance

Our services

Citizens Advice Edinburgh (CAE) delivers a high quality and accessible information, advice,
negotiation and representation service  which is responsive to the needs of Edinburgh
citizens.  

We have a network of 5 offices across the capital providing independent, impartial, free 
and confidential advice . These are located in Leith, Pilton, Gorgie/Dalry, Portobello and
Dundas Street. 

CAE has also developed a range of specialist services including money advice, housing,
employment, NHS complaints and immigration. Our frontline advice services reach out 
significantly into the community with advisers working from a further 17 project funded locations. 
These include the Sheriff Court, 8 GP Surgeries, Veterans First Point and 5 Housing Associations.

Individuals turn to us because they know they can rely on us , they can trust us  and they know
we have the experience and knowledge to find solutions . 

Key Achievements 2013/14
�    43,234 issues
�    27,285 new unique enquiries
�    13,449 individual clients
�    Client financial gain of £2.7m
�    Five-day opening extended across all our five offices
� Delivery of a new outreach project in Broomhouse
 � New partnership with Changeworks - Canny Families project
�    Extension of employment and money advice evening clinics at Leith and Dundas St
�    Provision of welfare tribunal representation in partnership with Edinburgh Council and SLAB
�    Upgraded IT system
�    Continued partnerships with our corporate funders, Standard Life, RBS and Edinburgh
        Partners Ltd
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Edinburgh Citizens Advice Bureau
(a company limited by guarantee)

Staff & Volunteers
CAE is primarily a voluntary organisation. During 2013/14 there were an average of 263
committed volunteers with the organisation, an increase of around 20 on the previous year.
Additional volunteers were recruited to support five-day opening across all our offices which
was rolled out during 2013. 

During the year, 16 volunteers moved on to paid employment - directly assisted by 
the skills, training and experience provided by CAE.  

The volunteers are supported by 44 core and project staff who mainly work part-time 
(31 FTE). Staff numbers also increased during the year as a result of additional project 
work undertaken and additional resources required to support the five-day opening. 

A huge thank you to all CAE volunteers for their ha rd work, commitment and 
dedication to our clients.

"The knowledge and expertise was astounding."

 CAE Client

Reporting, Statistics and Standards
Citizens Advice Scotland Audit
In 2012, CAE passed the Citizens Advice Scotland audit. CAS act as an umbrella
organisation for all the Citizens Advice Bureaux in Scotland. As part of the membership
conditions, Bureaux are required to be audited every three years. 

The audit confirmed the excellence of the quality of advice given by our volunteers and  
staff. CAE continues to work to improve standards and consistency across
the organisation and to reflect best practice in volunteering.  

Each year, CAE commission client satisfaction surveys. In 2013/14, overall client 
satisfaction rose to 96% (2012 - 93%) and 98% of clients would recommend the service.
The high levels of satisfaction are an indication of the skills, experience and commitment 
of our volunteers and staff. 

Clients
In 2013/14, Citizens Advice Edinburgh helped with 27,285 new unique enquiries and 
43,234 issues. Thesewere spread across several advice areas such as debt, housing, 
employment, health, immigration, welfare and consumer issues.

Helping clients is our core purpose. We responded to rising demand by increasing
resources for debt advice and welfare reform. 

We have also seen a significant increase in the number of utilities and fuel debt enquiries. 
Enquiries have continued the trend of becoming more and more complex with many clients 
presenting with multiple debt issues.
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Enquiry Breakdown
2013/14 continued to see a rise in the number of benefits enquiries, while debt 
and employment remain key issues for many of our clients as a result of the 
economic downturn and welfare reform.  

Key Advice Areas 2013/14
Enquiries Clients CFG

Debt 6,436     2,993   1,634,680£  
Welfare benefits 8,782     4,936   1,075,356£  
Employment 3,896     2,303   

CAE has continued to advise clients in areas of consumer rights, utilities, 
education, health, legal problems, family and relationship issues, and NHS 
complaints.

Client Testimonials
A selection of feedback from clients who have received advice from the organisation 
in the last year:

“Professional, friendly, helpful, supportive”

“Excellent and extremely helpful service ”

“A weight has been lifted from my shoulders ”

“Fast, efficient and dealt with problem immediately”

“Give a sense of peace of mind”

“The best advice is from here ”

“Thank you very much everyone at CAB!”

“A first class service ”
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Edinburgh Citizens Advice Bureau 
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Money Advice

In the last year CAE bureaux money advisers, excluding projects, engaged in case 
work with 368 new debt clients and recorded a Client Financial Gain of £1,634,680. 

As in previous years we continue to see clients who are facing repossession, 
evictions or other diligence resulting from debts.  Difficulty making payment for 
Council Tax is still an issue for a significant number of clients, represented by an 
increase in related enquiries of 5.3% this year. 

Enquiries from clients presenting with difficulty making payments for fuel debts have 
increased hugely when compared to the previous 12 months.

A general increase in working clients seeking debt advice is evident, 19.7% higher 
than in the same period the previous year.  

During 2013/14, we secured project funding to extend our money advice provision 
through:

→    A money advice evening clinic
→    Fuel debt advice clinics
→    Money advice for families with children
→    Money advice in five housing associations
→    The Money Advice Service, a budgeting and financial education project

At CAE, we aim to ensure that access to debt advice is available to all including 
those who work, have caring responsibilities and clients with family commitments. 

Our strategy is to continue to develop wider access to our money services for the 
citizens of Edinburgh through evening clinics, home visits and targeted outreach. 

This year we have also increased the number of volunteer debt advice specialists in 
our Bureaux. Through targeted training and mentoring offered by the existing 
volunteers, the money advice volunteer provision has been rebalanced at our 
Dundas Street Bureau, doubling the number of specialists from three to six.  It is 
expected that this position will be further strengthened in the next year. 
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Edinburgh Citizens Advice Bureau 
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Our Locations
CAE has a network of 5 local offices – Leith, Pilton, Gorgie/Dalry, Portobello 
and Dundas Street.  Each office is staffed by a highly dedicated team of 
volunteers supported by a paid manager. 

Leith
There have been many changes in the Leith Bureau during 2013/ 2014 to make it a 
more efficient and effective advice centre for the Leith Community. We have 43 
dedicated volunteers comprising 31 advisers with a further 5 trainees and 7 admin / 
receptionists for our very successful reception and back office functions to improve 
our information and advice giving capabilities. 

The Bureau runs a pro-bono legal clinic every Tuesday evening, which has now 
expanded to an employment specialist clinic as well as the long standing generalist 
appointments for working clients. 

Leith bureau also has two part time Money Advisers, one shared with the Portobello 
Bureau, and the other a volunteer who also acts as a generalist adviser to further 
enhance the range of advice available.

Leith has a busy drop-in service which has now operated 5 days a week for two 
years with appointments available every afternoon for more complex cases.

We are now very well established in the premises at Bernard Street, which are 
rapidly running out of space as we expand our services with both more advisers and 
projects, to reach as many clients as we can within the Leith area.

Dundas Street
Dundas Street is home to approximately 90 advisers and administrative 
volunteers. We generally run an appointments system, except on Wednesday 
afternoons and now Friday mornings, when our drop-in service is constantly 
busy. We also run a combined generalist advice session and pro-bono legal 
clinic on Wednesday evenings, and an employment and money advice clinic on 
Thursday evenings. Dundas Street also houses many specialist advisers in the 
areas of debt, employment, housing and benefits representation.

Dundas Street is now open all day on Fridays as a result of the additional funding
from City of Edinburgh Council.

In addition to the employment clinic on Thursday evenings, we also started 
running a money advice clinic, with funding from the Martin Lewis Foundation, 
combining access to the Money Advice Service and debt advice .The clinic is 
very useful for clients who are unable to attend during the day due to work 
commitments and is being well used. We have also welcomed the presence of 
Welfare Rights Officers from City of Edinburgh Council on Fridays. This has 
ensured we can assist more clients requiring representation with benefits appeals.
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Two cohorts of new trainees have started during the course of the year, as we 
have tried to increase capacity on Fridays, and it has also been important to 
ensure that there is an adequate number of mentors to support them through the 
training process.

Much preparation is also taking place for the impact of Welfare Reform and most 
advisers have already attended several training sessions to prepare them for the 
forthcoming changes to benefits, including Universal Credit, and the recent 
introduction of Personal Independence Payments.   

Portobello

Portobello has 21 advisers, 13 administrative, reception and information volunteers 

and 6 volunteer solicitors. Over the course of the last year, 7 volunteers have left to 
move on to full time employment.

Our advisers include 2 benefits appeals specialists, an employment specialist and 2 

housing specialists. A special thanks should be given to our appeals specialists who 

not only do their usual sessions in the bureau - but attend tribunals with clients in 
their own time.

We have a part time money adviser who gives invaluable specialist advice to local 
clients and support to volunteers. 

Thanks to the flexibility of our existing volunteers, we moved to 5 day opening in 
2013. The addition of a part-time session supervisor has been a major help in this.

Staff and volunteers at Portobello have engaged with local organisations and have 
given presentations at a youth project, a church and a foodbank amongst others this 
year. We are currently helping Citizens Advice Scotland with a Research pilot project 
on data recording, use and effectiveness.

Pilton
Pilton has 20 qualified and trainee advisers, seven reception/admin volunteers and a 
social policy co-ordinator. There is a popular drop-in service every morning and 
appointment sessions in the afternoon plus two volunteer-led specialist clinics 
covering immigration and employment. Pilton also hosts a City of Edinburgh Council 
debt adviser two days per week and welfare rights officer one afternoon per week.

As Pilton serves the diverse community of North West Edinburgh we have been 
fortunate to have a multilingual team of French, Spanish, Hungarian and Polish-
speaking receptionists.
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Gorgie/Dalry
Gorgie/Dalry is served by 36 committed volunteers – 5 administrative volunteers and 
31 volunteer advisers. Specialist workers include an employment specialist, welfare 
benefits specialist, an immigration specialist, a welfare benefits tribunal 
representative, an NHS patient advice champion, a kinship care co-ordinator, 2 
bureau tutors, a social policy co-ordinator, 2 home visitors and one money advice 
worker. In addition we offer a pro bono legal clinic staffed by 7 volunteer solicitors.

During the year the Gorgie/Dalry bureau has further consolidated its relationship with 
the local community. Volunteers have participated in Advice in Action and we held a 
joint information day with Fountainbridge Library in February. We have also reached 

out to over 65’s in the community through being the hub for CAE’s Home Visits 

project.

We have expanded our interview facilities to accommodate an extra interview room 
and we also hold extra CEC WRO surgeries in addition to our specialist session on 

Wednesday afternoons.

Home Visiting Project
Based at our Gorgie/Dalry Bureau, the home visiting project offers advice and access 
to services for people over the age of 65 who are housebound and who cannot come
into one of our Bureaux. 

In 2013/14, 114 people received a home visit, allowing them to access a wide range of 
advice on benefits, assistance with applications and appeals. 

Evaluation of the project showed that people receiving a home visit felt less isolated, 
and more confident to deal with issues themselves. 

Case study
An 82 year old man was referred to us by Changeworks for a benefits check.  The 
first visit was taken up with a utility bill enquiry – the client had become confused 
about the amounts he had paid and was due to pay.  He found it difficult to deal with 
the utility provider over the phone.  Our home visitor was able to resolve this issue, 
to the great relief of the client. A further visit was then offered to carry out a full 
benefits check.  At this second visit the home visitor, as well as carrying out a 
benefits check, observed that the client could potentially benefit from some 
adaptations in his home. The home visitor suggested he speak to his GP to request 
a visit from an Occupational Therapist to look at this.  As the client became quite 
easily confused, the adviser also suggested he ask his pharmacist to deliver his 
medication in dosette boxes to ensure he was taking the right quantities at the right 
times.  
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Employment Matters
The project is funded by the Voluntary Action Fund utilising money from the Scottish 
Government’s Equality Fund. The original project aims were three fold:

•         To increase the quality of advice and expertise of advisers and increase
the support to volunteer generalist advisers within CAE
•         To develop additional specialising advisers to increase the availability of 
employment advice, including the introduction of specialist evening clinics
•         To look at ways of expanding the client base to ensure that there were no 
barriers to anyone within the Edinburgh area from seeking quality employment 
advice, be this because of an actual or perceived barrier resulting from a 
protected characteristic

To date there has been a 29% increase in the number of clients presenting to the 
bureaux with concerns about workplace discrimination. The percentage of clients 
with this type of case who saw an Employment adviser doubled to 31%.  Clients from 
across Edinburgh were accessing the service including 21 Edinburgh postcodes and, 
at the time of official funder report in mid-March, the bureaux had taken 222 more 
employment enquiries than the financial year before the project started. 

The Leith bureau continues to become a second centre of excellence to Dundas 
Street bureau and has seen an increase of 83% in the number of employment 
enquiries handled.

The project is now moving into its 3rd year and is partially funded, again, by the 
Voluntary Action Fund. The ongoing focus, having developed the expertise in 
bureaux and increased both number of specialising advisers and opening hours, is to 
approach the community and its support groups to ensure that barriers to achieving 
advice are broken down appropriately.  Additionally, mechanisms of internal support 
and peer review are being established with the specialising advisers.

Case Study - Disability Discrimination
Mr N is a profoundly deaf man who only speaks BSL.  He works as a qualified joiner 
and has done without issue for 9 years, originally employed by a family company and 
then TUPE transferred to a larger firm.  Mr N was facing a disciplinary for gross 
misconduct for a breach of a health and safety procedure; on investigation it was 
revealed that this disciplinary was unfair as Mr N had never had any reasonable 
adjustment made for his deafness to allow communication of any work place 
procedures.   His employer had thought that producing the written procedures and 
pointing to them whilst also shouting at Mr N was suitable communication.  This 
breach of the Equality Act 2010 and the requirement that a suitably qualified BSL 
translator be provided for Mr N at the disciplinary hearing was politely conveyed to 
the employer by letter from CAE.  The outcome of the disciplinary instead of 
dismissal (as was expected/threatened) was a 6-month written warning; rather than 
appeal this outcome the client requested help with a further letter to request 
reasonable changes within the company and how it communicated with Mr N so that 
similar situations such as this were less likely to arise in the work place.  Mr N is still 
employed and his written warning has now expired. 
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Money Advice Service (MAS)
In 2013/14 a further 477 financial education and budgeting sessions were delivered by
the Money Advice Service project. 

Financial education is a key advice area for the future. The increase in payday loans and 
scams means that more than ever financial capability is crucial for sustainable living.

Through integration with our specialist debt advice, CAE now offers a holistic
service that not only helps clients to tackle their debts, but also gives them the skills
needed to remain out of debt in the future. 

The Money Advice Service also offers free and impartial advice on savings, investments
and pensions to help clients make the most of their money. 

Case Study
The clients (a husband and wife) presented with health issues and were struggling to 
manage financially. They wanted to find out about any benefits they may be entitled 
to. The clients were also concerned about credit card bills which they were struggling 
to repay. 

They were due to receive the state pension and private pensions next year, but in 
the meantime had been using their joint savings which were now much depleted. 

The clients were struggling because they didn’t know about all the benefits and 
pensions options open to them. An appointment was made by the adviser for a 
benefits check in the Bureau. The MAS benefits adviser tool was explained and also 
the online budget planner.  

After showing the clients the MAS website they found lots of helpful information 
about their state pension & private pension options. This included how to shop 
around for an annuity, and how to defer state pension if they wanted to. A referral 
was also made to the Pension Advisory Service. 

The clients were really pleased with their outcomes. An application was made to 
claim Personal Independence Payment. The clients found out about other benefits,
pensions options and where to get free debt advice if they need it in the future 
which they hope they now may not need.
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In Court Advice Service
The In Court Advice Service assists people who do not have legal representation
and are involved in actions at Edinburgh Sheriff Court. The project has recently been
expanded to include a caseworker providing support to the In-Court Adviser. 

Achievements
•         Negotiated and represented a client in an action for payment of money from
a carwash
•         Negotiation meeting between client and former landlady
•         Assisted client in raising a case against former landlord for non-compliance 
with Tenancy Deposit Scheme. 
•         Small Claim Summons amended for client whose summons had previously 
been rejected by the Sheriff Clerk’s Office for not complying with the 
procedural rules
•         Defences submitted for a case relating to outstanding solicitors fees, 
negotiated with solicitor
•         Client assisted in preparation of proof hearing in an action against the police 
for unlawful entry to his property and unlawful arrest. Case settled prior to 
proof hearing
•         Submitted a form to release money held in a bank arrestment in an action 
against Edinburgh Council, on the grounds of undue hardship. Represented 
client at court and a decree for release of funds was granted by Sheriff

Case Study
•         Profile : Client is a 36 year old single parent, with a disabled child, working 
part time and is a homeowner
•         Enquiry : Met client at ‘doors of Court’, minutes prior to court commencing.
Client wanted assistance with representation at the hearing to recall decree in 
the action with her former landlord for rent arrears and damage to property, as 
she disputed some of the money claimed.  Client was extremely nervous and 
tearful as the experience of being at Court was very daunting and reminded 
her of the previous occasion she had been at Court in a domestic abuse case
•         Advice : Court process, the merits of her case and the relevant facts that the 
Sheriff would want to hear
•         Action : Represented client in recalling the decree, submitted defences and 
negotiated with former landlord
•         Outcome : An agreement was reached to lower the amount claimed, and 
payment to be by instalments

“Thank you for all your hard work. Your advice has been invaluable” . 
(Client feedback form)
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Mediation Service
The Mediation Service has had a success rate of 80% in settling small claims and 
summary cause disputes over the last year.  Several new volunteer mediators have 
been recruited, and a regular training programme has been put in place to promote 
ongoing mediator development and maintain the quality of the service. 

The Service has continued to be supported by the Sheriffs and court staff, and 
recognised for its success in saving both time and money for clients, and, by 
extension, for the judicial system.  We are currently looking at expanding the service 
into other courts. The case study below is fairly typical, and illustrates the lack of 
prior communication and subsequent misunderstandings involved in a lot of 
disputes, and the amount of emotion that may be involved.

Mediation Case Study
This case involved a landlord suing his ex-tenant in the small claims court. The 
pursuer claimed that the defender had changed one of the locks without his 
permission, had taken the new cooker and heater with her when she left the tenancy 
and had got rid of two blinds. He was seeking reimbursement of costs he had 
incurred to replace the above items. 

The Defender said that the blinds had fallen on her and had subsequently broken, 
and she had reported this to the landlord, and taken them down as she considered 
them to be a hazard. She said that the locks kept ‘sticking’, and she had reported 
this to the landlord and had only changed the front door lock when she was unable to 
lock it behind her when about to go on holiday. She said that the cooker and heater 
were actually hers, and she had paid in excess of £2500 in improvements to the 
property.

There was a great deal of antagonism between the parties, and the defender said 
that she felt very intimidated by the pursuer. The mediators started with both parties 
in the same room, and then split them up, going back and forwards between the pair 
to negotiate. Eventually a settlement was reached.

The Defender was very relieved to put the matter behind her, as she had been very 
anxious about appearing in court. She felt that the pursuer had not listened to her 
prior to the mediation and ignored her explanations with regard to the matters being 
disputed. 

The pursuer had been keen to avoid the expense and time wasted of spending time 
in court over a relatively small amount of money.  He wrote to the Mediation Service 
afterwards:

‘May I offer my sincere thanks for the mediation team’s help in our recent dispute 
with Mrs X? The assistance offered helped to bring the matter to a conclusion quickly 
and easily and without the need for a full hearing in court.’
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Money Matters Project
The Money Matters Project is a long-running, Big Lottery funded, partnership project 
between CAE and five Housing Associations within Edinburgh.  Three CAE Money 
Advice Workers operate from Dunedin Canmore, Castle Rock Edinvar, Port of Leith, 
Hillcrest and Blackwood Housing Associations, to provide tenants with specialist 
money advice, principally relating to debt.  This partnership has been a great 
success, reflected in the extension of its funding until December 2016.

Case Study – 'Debbie'
Debbie was a single lady who had just moved from a privately owned mortgaged 
property.  Debbie had divorced from her husband and had been left with debts
which had been taken out in her name only, including re-mortgaging and a car loan.  
Debbie had been diagnosed with MS and uses a wheelchair. Therefore her private 
home was no longer suitable for her and she had decided to sell.

Debbie’s health will not improve and she will not be able to return to work.  She is 
currently in receipt of ESA and DLA.

The Money Advice Worker explained to Debbie what her options were.  At the next 
meeting Debbie advised there was some work required in getting the house ready 
for sale and she disclosed that she had added an extension to the house a number 
of years previously without planning permission.  As neither Debbie nor her family 
had any more money to spend in resolving these problems she discussed with the 
Money Advice Worker another option available to her which was voluntary 
repossession.

The Money Advice Worker contacted all the creditors to advise them of Debbie’s 
health situation and her financial situation.  Debbie’s house had also gone on the 
open market at a reduced price to take account of its condition and the lack of 
planning consent for the extension. After a great deal of communication with the 
creditors they all agreed to token payments and these were set up. 

Debbie’s house was sold within a few months which meant the Money Advice 
Worker was now in a position to clarify exactly what the negative equity figure was 
and therefore to also clarify Debbie’s financial situation. Debbie decided as her only 
income from now on would be welfare benefits she would not be in a position to 
repay her debts, which totalled £44k, and she had decided to apply for 
sequestration.

The Money Advice Worker assisted Debbie in completing the application and in 
gathering all the required paperwork.  Debbie heard back from the AIB that her 
application for sequestration had been accepted.

She is now, with the help of her mum, sticking to the household budget she put 
together with the Money Advice Worker and is managing her money.
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Advice in GP Surgeries
This project offers a full CAB service to the registered patients of four GP surgeries, 
via NHS Lothian funding, and three via North West Edinburgh Community Health 
Partnership funding. Some 750 interviews are carried out annually in the NHS 
Lothian strand alone, with follow up benefit tribunal representation as appropriate.

In 2013-14 the project achieved client financial gain totalling £213,483.  

The project deals with intractable benefit problems as well as delivering advice and 
assistance across a diverse range of issues as described below:

•         A nonagenarian sought help to negotiate factor charges
•         Two Estonians employed in a local care home by a contracted South
African HR company sought help to achieve basic employment rights
•         A client’s daughter asked for help to understand questions on a job 
application
•         A client under pressure to consent to an English divorce was advised on 
Scottish jurisdiction and access arrangements for a disabled child
•         A Swedish client asked for help when she was unable to get a passport
for her new baby because her estranged husband would not consent
•         The family of a disabled child asked for CAB intervention with a Housing 
Association to try to secure an allocated parking space. They had been led
to understand that the missives would provide this when they entered into the 
Shared Ownership arrangement

Case study
The client lives at home with his parents.  He is dyslexic and relies on his mother for 
help with any correspondence. In 2012 he was on Jobseekers’ Allowance and 
reports that he was pressurised into setting up a window cleaning business.  He was 
referred by Job Centre Plus to A4E who halved the sessions recommended – on the 
basis that his father had once run a business so his son would know how to. He was 
signed off Jobseekers’ Allowance and was so stressed in the first fortnight that he 
had a heart attack before any business started. No self-employment happened then 
or since.  A4E had however set up a Working Tax Credit claim and a direct debit to 
pay Class 2 National Insurance Contributions and registered the client as self –
employed with HMRC. Working Tax Credit was paid until he failed to make an 
annual return.  He is being pursued for debt, for payments made after April 2013,
but in fact he never had any entitlement because the work source never existed. He
also paid Class 2 contributions via the direct debit until it failed when his account
became overdrawn. 

The client and his mother did attempt to claim ESA in late 2012/early 2013 but failed 
to secure an award – probably because they were unable to provide answers to the 
self-employment questions. It has taken almost three months to get ESA into 
payment. We have assisted with the closure of the self-employed tax source and 
have secured repayments of a tax penalty and the overpaid National Insurance 
contributions. Currently we are negotiating repayment terms for the tax credit debt.
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Patient Advice and Support Service
The Patient Advice and Support Service (PASS) provides free, confidential 
information, advice and support to anyone who wishes to give feedback, make 
comments, raise concerns or make a complaint about treatment and care provided 
by NHS Lothian. 

The service covers the whole of CAE as well as Bureaux in Dalkeith, Haddington, 
Musselburgh, Penicuik, and West Lothian
.  
PASS aims to support patients, their carers and families in their dealings with the 
NHS and in other matters affecting their health, while promoting an awareness and 
understanding of the rights and responsibilities of patients.  We work with NHS 
Lothian to use the feedback to actively improve NHS service provision.

PASS Champions
We have a group of experienced advisers who have a special interest in health 
related enquiries. These advisers have received extra training in the NHS 
Complaints process and the relevant legislation from the Patient Advisers.  They 
work alongside the Patient Advisers and provide a valuable resource to other 
generalist advisers in their Bureau.

Case Study
The client raised concerns about her father’s late diagnosis of prostate cancer and 
the quality of his care. The family had not been kept fully informed about his 
condition and sadly the client’s father subsequently died.  The client wished to 
pursue a complaint against the NHS department involved.

We supported the client by:
•         Drafting letters to obtain copies of her father’s medical records and raising
a formal complaint
•         Accompanying her to an NHS Lothian complaints meeting with senior 
members of the relevant clinical management team
•         Visiting her at home to go through minutes of meeting with NHS staff and
draft an amended version of minutes with comments the client wished to raise
•         To raise a further complaint to the SPS Ombudsman which was upheld

The SPSO:
•         Was critical of both doctors involved in diagnosing the prostate cancer and 
poor management of patient’s care; the poor coordination/communication 
between key staff
•         Noted the national guidelines were not followed & instructed NHS Lothian
to review their guidance procedure to ensure that it is consistent with national 
guidelines
•         Was critical of NHS Lothian’s complaints handling in that they did not
provide a clear written response to the complaint
•         Instructed NHS Lothian to ensure the timely involvement of a specialist
cancer nurse; which is shortly after diagnosis of cancer
•         Instructed NHS Lothian to ensure their clinical staff clearly record any
verbal responses they provide to patient’s correspondence
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Veterans First Point (V1P)
CAE provides a specialist advice service to Veterans and their families at Veterans 
1st Point.  Clients are referred by V1P peer support workers who carry out initial 
interviews with the veterans, assist them in various matters and identify a need for 
specialist advice.  

The most common issues dealt with by the CAE adviser at V1P have been benefit 
checks, claims & queries relating to benefit entitlement and debt problems.  On-
going assistance is provided with benefit claims, negotiation with the DWP and 
Jobcentre Plus, and with applications for mandatory reconsiderations and appeals.  
The adviser collects and processes information about the client’s income, 
expenditure and debts and then refers the case to the CAE debt advice specialists 
for on-going negotiation and advice.

Case study
A client was claiming ESA and referred for a benefit check, as he was struggling 
financially and did not understand why he was not getting his full rent paid.  He 
questioned whether he might be entitled to a disability benefit and for help with
travel costs.

The adviser explained the payment limiting rules on housing benefit and that, as he 
was a Council tenant, his rent may be limited if he had an extra bedroom.  This 
proved to be the case so the client was advised to make an application for a 
discretionary housing payment to cover the shortfall.  A discussion surrounding the 
client’s physical and mental health issues confirmed that he may qualify for a 
disability benefit - the new Personal Independence Payment (PIP).  The client was 
offered help completing a claim form. 

The client returned for a further appointment as he did not understand the work-
related activity that he was expected to do as part of his Employment Support 
Allowance (ESA).  The adviser explained that he would need to attend work 
focussed interviews aimed at helping him to get back into work and outlined the 
appeals process in case he thought that he was unfit to do this. 

At two further appointments, the adviser helped the client to complete the PIP 
disability benefit claim form and explained this was assessed under points-based 
criteria.  At this meeting he also indicated that he was finding difficulty managing his 
finances and had some debts.  The adviser outlined the CAB debt advice and
Money Advice Service that could help him with managing his debts and budgeting. 
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Big Lottery Projects
In 2013, CAE successfully secured funding from the Big Lottery to lead the 
Broomhouse Connections project and were asked to be a partner in the Canny 
Families project also supported by the Big Lottery. 

Canny Families
In late October 2013, CAE began offering Money Advice to Edinburgh families with 
children aged 16 or younger via the Canny Families Project.  The project is a 
partnership between Changeworks, CAE and Edinburgh Community Food. It is 
funded by Big Lottery Support and Connect Fund until the end of March 2015.

The project aims to support families to get more from their household budget.  An 
experienced Money Advice Worker offers budgeting, income maximisation and debt 
advice 5 days per week and is currently based in the Leith Bureau.  Home visits are 
also offered to clients who are unable to reach the bureau for various reasons.

The project has successfully integrated into CAE and established links with Bureaux 
volunteers and other projects including The Money Advice Service, Money Matters, 
Employment Matters, PASS and Broomhouse Connections.   The project has also 
established and maintained relationships with external organisations and projects, 
such as West Pilton Neighbourhood Centre, Ripple Project, and Make it Work.  By 
conducting agency visits and attending events the project staff will seek to increase 
awareness of, and access to, the support it offers throughout 2014.

Broomhouse Connections

Broomhouse Connections  was launched in August 2013 and is funded by the Big 
Lottery’s Support & Connect Fund until 31 March 2015.  At the heart of the project is 
a CAE advice worker – delivering CAB advice services and linking people in crisis to 
a wide range of community services and groups. Broomhouse Connections is based 
in the Community One Stop Shop (COSS), alongside a food bank which was 
established in 2012 to meet escalating need in the community.

COSS’s own advice service was limited to 16 hours per week and the service had 
identified clear un-met need in the local community – particularly for welfare benefits 
advice.  The situation had reached crisis point and key local services were now 
stretched beyond capacity.  It was also clear that with further welfare reform to come, 
the pressure on services was only likely to increase.  The local community was 
already disproportionately affected by welfare reform and public spending cuts with 
over 30% of residents aged 16-49 claiming welfare benefits.

The project has made both an immediate and sustained difference to the lives of 
people experiencing crisis and hardship. The response from the local community – 
both from people accessing the service and businesses, voluntary groups and 
agencies – has been phenomenal.
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Broomhouse Connections

The key features of the project are:
•         A new connected network of agencies and groups - focused on what 
works
•         Increasing access to multiple services  – both crisis and prevention
•         People centred support  – empowers individuals and families to improve 
their situation, not just solve the immediate crisis
•         Robust referral processes  - ensures people don’t ‘fall through the net’
•         Co-locating services  – improves community access and cost-effective
•         Building long term resilience – for local people and local agencies

Between August 2013 and 1 March 2014, Broomhouse Connections:
•         Helped with 1642 enquiries
•         Issued 540 emergency food parcels
•         Resolved 689 advice issues
•         Gained £32,000 for clients via benefits appeals and debt issues

Case study
A client came to Broomhouse Connections for support as his JSA had been 
sanctioned because he had not applied for sufficient jobs and was extremely 
distressed, saying he had no time to apply for jobs because of his family situation.  
He was married with children.  His wife was severely depressed but refused 
to take her medication as it made her so sleepy she felt she was unable to
look after the children, two of which were profoundly disabled and 
needed round the clock supervision.  The client was trying to support his wife 
emotionally and help her as much as he could, especially with the two disabled 
children, but then he could not spend time applying for jobs.  

Our adviser changed his benefit from JSA to Income support, applied for carers 
allowance in respect of both children, one carer’s allowance for each of the parents. 
He would then be able to stay at home and support his wife in caring for their family.  

As the new application would take several weeks to process, the adviser tried to 
get the client to accept a food parcel.  He initially would not refer to the food bank as 
the family were strict Muslims and could only eat halal food.   Our adviser asked the 
foodbank to gather together only tins/boxes of vegetables and pulses, and only 
tins/boxes showing photos of the contents, so the client and his family knew what
the food was, and the client accepted this, along with fresh bread and milk from the 
adjoining healthy living co-operative.   The adviser was also able to access suitable 
children’s clothing which had been donated to the nearby Community One Stop 
Shop, for the family. 

Our adviser referred the client to our in-house employability services to be supported 
in a one to one environment to look for local courses to improve his English skills, so 
that he can help his children with their school work, and to improve his chances of 
finding employment should his family situation improve in the future.

Page 23



Edinburgh Citizens Advice Bureau
(a company limited by guarantee)

Reserves policy
The charity’s reserves are considered adequate to permit continuing operations
in the short term. Continued external funding is required in order to allow
medium and longer term operations. 

Core funding
To provide our core frontline advice services each year, £244,000 comes from
City of Edinburgh Council. In 2013/14 this included an additional £100k to 
provide 5-day opening across our Bureaux. The remainder of our core funding
is achieved through corporate donors, charitable fundraising and project fees.

City of Edinburgh Council Funding £244,000
Edinburgh Partners Ltd £20,000
Corporate and charitable donations £56,850
Other income and grants £100,446
Contribution to core costs £88,486

Total £509,782

Funding
We are grateful to all our funders, donors and supporters in 2013/14:

City of Edinburgh Council Money Advice Service
Edinburgh Partners Ltd Royal Bank of Scotland
NHS Lothian Standard Life
Scottish Legal Aid Board Dunedin Canmore Housing Association
Equality Fund KPMG
Big Lottery EVOC Innovation Fund
Port of Leith Housing Association

Plans for future periods
We aim to continue to offer our clients a high quality information, advice,
negotiation and information service, delivered through key strategic 
partnerships with City of Edinburgh Council and our funders. 

Financial Review

48%

4%

11%

20%

17%

City of Edinburgh Council Funding Edinburgh Partners Ltd

Corporate and charitable donations Other income and grants

Contribution to core costs
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Directors' Responsibilities Statement

. select suitable policies and then apply them consistently;

. observe the methods and principles in the charities SORP;

. make judgements and estimates that are reasonable and prudent;

.

Statement as to Disclosure of Information to Audito rs

Auditor

On Behalf of the Board :

Alexander Duckett   
Date: 5 November 2014

The auditor, Geoghegans Chartered Accountants, will be proposed for re-appointment at the following 
Annual Meeting. 

The report has been prepared in accordance with the special provisions of Part 15 of the Companies Act 
2006 relating to small companies. 

So far as the Directors are aware, there is no relevant audit information (as defined by section 418 of the 
Companies Act 2006) of which the charitable company's auditor is unaware, and each director has taken 
all the steps that he ought to have taken as a director in order to make himself aware of any relevant 
audit information and to establish that the charity auditor is aware of that information.

Edinburgh Citizens Advice Bureau

Company law requires the Directors to prepare financial statements for each financial year. The financial 
statements are required by law to give a true and fair view of the state of affairs of the charitable 
company and of the incoming resources and application of resources, including income and 
expenditure, of the charitable company for that period. In preparing these financial statements, the 
Directors are required to:

prepare the financial statements on the going concern basis unless it is 
inappropriate to presume that the charitable company will continue in 
operation.

(a company limited by guarantee)

REPORT OF THE TRUSTEES 

The Directors, who are trustees of Citizens Advice Edinburgh for the purposes of charity law, are 
responsible for preparing the Report of the Directors and the Financial Statements in accordance with 
applicable law and United Kingdom  Accounting Standards (United Kingdom Generally Accepted 
Accounting Practice). 

The Directors are responsible for keeping adequate accounting records which disclose with reasonable 
accuracy at any time the financial position of the charitable company and to enable them to ensure that 
the financial statements comply with the Companies Act 2006, the Charities and Trustee Investment 
(Scotland) Act 2005 and the Charities Accounts (Scotland) Regulations 2006 (as amended).  They are 
also responsible for safeguarding the assets of the charitable company and hence for taking reasonable 
steps for the prevention and detection of fraud and other irregularities.
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REPORT OF THE INDEPENDENT AUDITORS TO THE DIRECTORS AND MEMBERS OF
EDINBURGH CITIZENS ADVICE BUREAU 
 
We have audited the financial statements of Edinburgh Citizens Advice Bureau for the year ended
31 March 2014 which comprise the Statement of Financial Activities, the Income and
Expenditure Account, the Balance Sheet and the related notes on pages 26 to 33.  The financial
reporting framework that has been applied in their presentation is applicable law and Financial
Reporting Standards for Smaller Entities (effective April 2008) (United Kingdom Generally
Accepted Accounting Practice applicable to Smaller Entities).  

This report is made solely to the charitable company's members, as a body, in accordance with
Chapter 3 of Part 16 of the Companies Act 2006, and to the charity’s directors, as a body, in
accordance with Section 44(1)(c) of the Charities and Trustee Investment (Scotland) Act 2005 and
regulation 10 of the Charities Accounts (Scotland) Regulations 2006 (as amended). Our audit
work has been undertaken so that we might state to the charitable company's directors those matters 
we are required to state to them in an auditors' report and for no other purpose. To the fullest extent 
permitted by law, we do not accept or assume responsibility to anyone other than the charitable 
company, the charitable company’s members as a body and its directors as a body, for our audit
work, for this report, or for the opinions we have formed. 

Respective responsibilities of directors and audito rs
As explained more fully in the Statement of Trustees’ Responsibilities, the directors (who are also 
trustees of the charitable company for the purposes of company law) are responsible for the 
preparation of the financial statements and for being satisfied that they give a true and fair view.  

We have been appointed auditors under section 44(1)(c) of the Charities and Trustee Investment 
(Scotland) Act 2005 and under the Companies Act 2006 and report to you in accordance with 
regulations made under these Acts.

Our responsibility is to audit and express an opinion on the financial statements in accordance with 
applicable law and International Standards on Auditing (UK and Ireland).  Those standards require 
us to comply with the Auditing Practices Board’s Ethical Standards for Auditors.  

Scope of the audit of the financial statements 
An audit involves obtaining evidences about the amounts and disclosures in the financial statements 
sufficient to give reasonable assurance that the financial statements are free from material
misstatement, whether caused by fraud or error.  This includes an assessment of: whether the 
accounting policies are appropriate to the charitable company’s circumstances and have been 
consistently applied and adequately disclosed; the reasonableness of significant accounting estimates 
made by the trustees; and the overall presentation of the financial statements. In addition, we read 
all the financial and non-financial information in the Report of the Directors to identify 
material inconsistencies with the audited financial statements and to identify any information 
that is apparently materially incorrect based on, or materially inconsistent with, the knowledge required 
by us is the course of performing the audit.  If we become aware of any apparent material 
misstatements or inconsistencies we consider the implications for our report. 

Opinion on the financial statements 
In our opinion the financial statements:
- give a true and fair view of the state of the charitable company’s affairs as at 31 March 2014, 

and of its incoming resources and application of resources, including its income and 
expenditure for the year then ended;

- have been prepared in accordance with United Kingdom Generally Accepted Accounting 
Practice (applicable to smaller entities); and

- have been properly prepared in accordance with the requirements of the Companies Act 
2006, the Charities and Trustee Investment (Scotland) Act 2005 and regulation 8 of the 
Charities Accounts (Scotland) Regulations 2006 (as amended). 

Contd.
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REPORT OF THE INDEPENDENT AUDITORS TO THE TRUSTEES AND MEMBERS OF
EDINBURGH CITIZENS ADVICE BUREAU 

  
Opinion on other matters prescribed by the Companie s Act 2006
In our opinion the information given in the Report of the Directors for the financial year for which the 
financial statements are prepared is consistent with the financial statements.

Matters on which we are required to report by excep tion 
We have nothing to report in respect of the following matters where the Companies Act 2006 and the
Charities Accounts (Scotland) Regulations 2006 (as amended) requires us to report to you if, in our
opinion:

-

- the financial statements are not in agreement with the accounting records and returns; or 

- certain disclosures of director’s remuneration specified by law are not made; or

-  we have not received all the information and explanations we require for our audit; or

-

Paul Marshall (Senior Statutory Auditor)
For and on behalf of Geoghegans
Chartered Accountants & Statutory Auditor
Eligible to act as an auditor in terms of section 1212 of the Companies Act 2006
6 St Colme Street
Edinburgh
EH3 6AD

Date: 6 November 2014

 the charitable company has not kept proper and adequate accounting records or returns 
adequate for our audit have not been received from branches not visted by us; or 

the Directors were not entitled to prepare the financial statements in accordance with the 
small companies regime and take advantage of the small companies exemption in 
preparing the Report of the Directors and take advantage of the small companies 
exemption from the requirement to prepare a strategic report. 
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Notes 2013
£ £ £

(as restated) 
Income

Project income 3(a) 559,237      491,926           
Grants 3(a) 310,697      144,000           
Donations 3(b) 76,851        211,382           
Interest receivable 4 788             2,706               
Other operating income 32,961        14,361             

980,534      864,375           

Expenditure
Staff costs - Projects 5 (398,552)  (354,853)          
Staff costs - Core 5 (369,636)  (305,181)          
Other operating charges (164,385)  (161,692)          
External management fees (37,500)    (37,500)            

6 (970,073)     (859,226)          

Surplus for the year 10,461        5,149               

The notes on pages 31 to 36 form part of these financial statements 

2014

Edinburgh Citizens Advice Bureau

INCOME AND EXPENDITURE ACCOUNT
FOR THE YEAR ENDED 31 MARCH 2014
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2014 2013
Unrestricted Restricted Total Total 

£ £ £ £
(as restated)

Incoming resources
Voluntary income 76,851           -                  76,851         211,382        
Charitable activites 343,658         559,237      902,895       650,287        
Investment income 788                -                  788              2,706            
Total incoming resources 421,297         559,237      980,534       864,375        

Resources expended
Direct charitable expenditure
Core services 290,664         -                  290,664       228,711        
Dundas Street Bureau 43,399           -                  43,399         43,601          
Gorgie / Dalry Bureau 26,447           -                  26,447         29,677          
Leith Bureau 72,482           -                  72,482         70,672          
Pilton Bureau 36,232           -                  36,232         34,702          
Portobello Bureau 34,080           -                  34,080         33,527          
In-Court Adviser -                     122,923      122,923       111,571        
Surgery Advice Centre (1) -                     22,909        22,909         21,900          
Surgery Advice Centre (2) -                     36,892        36,892         36,529          
Patient Advice -                     67,322        67,322         67,856          
RSL -                     110,290      110,290       96,442          
Veterans 1st Point - 4,674          4,674           4,578            
Money Advice Service -                     26,377        26,377         28,246          
Money Advice Worker -                     -                  -                   21,958          
Home Visits Project -                     29,856        29,856         20,090          
Employment Matters -                     34,795        34,795         34,525          
Broomhouse Connections -                     35,665        35,665         -                    
Canny Families -                     21,249        21,249         -                    

External management fee
Surgery Advice Centre (2) -                     21,000        21,000         21,000          
Patient Advice -                     16,500        16,500         16,500          
Contribution to core costs (88,486)          (88,486)        (67,574)         
Governance costs 4,804             -                  4,804           4,715            

Total resources expended 419,621         550,452      970,073       859,226        

1,676             8,785          10,461         5,149            

Transfers
Reallocation of restricted reserves 7,463             (7,463)         -                   -                    
Net incoming resources 9,139             1,322          10,461         5,149            
Total funds brought forward 274,935         55,217        330,152       325,003        
Funds at 31 March 2013 284,074         56,539        340,613       330,152        

Net incoming resources

STATEMENT OF FINANCIAL ACTIVITIES FOR THE YEAR ENDE D 31 MARCH 2014

The notes on pages 31 to 36 form part of these financial statements 

Edinburgh Citizens Advice Bureau

before transfers
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2013

Notes £ £ £

Fixed assets
Tangible assets 7 131,599 135,547 

Current assets
Debtors 8 139,085     56,611 
Cash at bank and in hand 270,103 251,153 

409,188 307,764 

Creditors: 
Creditors 9 140,174 113,159 

Net current assets 269,014 194,605 

Total Assets less current liabilities 400,613 

Creditors due after more than one year 9 60,000 -                

340,613 330,152 

Accumulated funds 11

General fund 284,074 274,935 
Restricted funds 56,539 55,217 

340,613 330,152 

Alexander Duckett 
Chair

Edinburgh Citizens Advice Bureau

2014

BALANCE SHEET - AS AT 31 MARCH 2014

The notes on pages 31 to 36 form part of these financial statements.

The financial statements were approved and authorised for issue by the Directors on 6
November 2014 and signed on their behalf by:

The accounts have been prepared in accordance with the special provisions of Part 15 of the 
Companies Act 2006 relating to small charitable companies and with the Financial Reporting 
Standard for Smaller Entities (effective April 2008).
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1.   Accounting policies

Basis of Preparation 
The financial statements have been prepared under the historical cost convention, 
and in accordance with the Companies Act 2006, the Charities Accounts (Scotland) 
Regulations 2006 (as amended), the Financial Reporting Standards for Smaller 
Entities (effective April 2008), and the requirements of the Statement of 
Recommended Practice ‘Accounting and Reporting by Charities’ issued in March 2005.

Incoming resources
All incoming resources are included on the statement of financial activities when the 
charity is legally entitled to the income and the amount can be quantified with 
reasonable accuracy. The following specific policies are applied to particular 
categories of income;

- Voluntary income is received by way of grants, donations and gifts 
and is included in full in the statement of financial activities when 
receivable.  Grants, where entitlement is not conditional on the 
delivery of a specific performance by the charity, are recognised 
when the charity becomes unconditionally entitled to the grant.
- Donated services and facilities are included at the value to the 
charity where this can be quantified.  The value of services provided 
by volunteers has not been included in these financial statements.
-  Investment income is included when receivable. 
- Incoming resources from charitable activities, where related to 
performance and specific deliverables, are accounted for as the 
charity earns the right to consideration by its performance. 
- Management charges comprise of a contribution to core operating
costs which charged to the specific projects and credited against 
unrestricted core expenditure as detailed on the statement of financial 
activities.   Historically these management charges have been included within income, 
this has been amended in the current year to reflect best practice and the 2013
comparatives restated.  

Resources expended
Expenditure is accounted for on an accruals basis and has been classified under 
headings that aggregate all cost related to the category.   The charitable company 
is not registered for VAT and accordingly expenditure is shown gross of irrecoverable VAT.  

- Costs of generating Voluntary income include those Costs incurred
in attracting such income.
- Charitable expenditure comprises those costs incurred by the charity 
in the delivery of its activities and services for its beneficiaries. It 
includes both costs that can be allocated directly to such activities and 
those costs of an indirect nature necessary to support them. Support 
costs are allocated fully to the year to which they are expensed. For 
this reason, charitable expenditure may include an allocation of 
support costs for future projects which have incurred development 
effort in the current year.                                         
- Governance costs include those costs associated with meeting the 
constitutional and statutory.
- requirements of the charity and include the audit fees and Costs
linked to the strategic management of the charity.

All costs are allocated between the expenditure categories of the statement of 
financial activities on a basis designed to reflect the use of the resource. Costs 
relating to a particular activity are allocated directly and staff costs are allocated on a 
staff time basis.

Edinburgh Citizens Advice Bureau

NOTES ON FINANCIAL STATEMENTS - 31 MARCH 2014
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Fixed assets and depreciation

Buildings not provided 
Equipment, Fixtures and Fittings 20% on cost 

Depreciation is not provided on property as, in the opinion of the directors, the value of
the property is greater than the carrying value in the accounts and any depreciation
charge in the current year and in aggregate is not material. 

Taxation 

income and gains to the extent that these are applied to its charitable objectives: No tax 
charges have arisen in the charitable company (2013 - none).

Fund accounting 

Pensions 

2
2014 2013

£ £

Auditors remuneration: Audit 4,807 4,715
3,948 5,983

Edinburgh Citizens Advice Bureau

NOTES ON FINANCIAL STATEMENTS - 31 MARCH 2014

Depreciation

Other operating charges

Other operating charges include:

As a charitable company, Edinburgh Citizens Advice Bureau is exempt from tax on 

Depreciation is provided at the following annual rates in order to write off each asset over 
its useful economic life: 

Unrestricted funds can be used in accordance with the charitable objectives at the 
discretion of the trustees.  

Restricted funds can only be used for particular restricted purposes within the objects of 
the charity.  Restrictions arise when specified by the donor or when funds are raised for 
particular restricted purposes.  

The charitable company currently contributes towards personal pension schemes for staff.  
Contributions payable for the period are charged to the Statement of Financial Activity.  
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3
2014 2013

£ £
a) Grants

(i) Core services - City of Edinburgh Council 244,000     144,000       
Other grants - Citizens Advice Scotland 66,697       -

310,697     144,000       

(ii)       In-Court Adviser – Scottish Legal Aid Board 123,793     111,828       
Surgery 1 23,551       23,551         
Surgery 2 56,000       56,000         
Patient Advice 83,797       87,486         
RSL 109,328     99,952         
Money Advice Service 24,791       28,246         
Money Saving Expert -                5,000           
Employment Matters 35,000       35,000         
Veterans 1st Point 5,225         5,225           
Home Visits Project 29,842       18,048         
Money Advice Worker -                16,950         
Big Lottery Broomhouse 38,827       -                   
Big Lottery Changeworks 29,083       -                   
Citizens Advice Scotland -                4,640           

559,237     491,926       

869,934     635,926        

b) Donations
Core 76,851       211,382       

76,851       211,382       

4
2014 2013

£ £

Bank interest 788           2,706           

5

2014 2013

12             10                
32             27                
44             37                 

Edinburgh Citizens Advice Bureau

NOTES ON FINANCIAL STATEMENTS - 31 MARCH 2014

Interest receivable

Income receivable

 - part time

The average number of persons employed by the charitable company  (including the 
directors) during the year was as follows:

Staff costs

Average number of employees
 - full time
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5
2014 2013

£ £
725,958     629,083   

40,840       29,779     
1,390         1,172       

768,188     660,034    

No directors were reimbursed expenses in the year (2013 - none).

6 Analysis of total resources expended

Staff 
Costs Other

External 
manage-
ment fee

Deprec- 
iation

 2014       
Total

2013       
Total 

£ £ £ £ £ £
Charitable expenditure
Core services 247,138   42,082      -             1,445         290,664      228,712   
Dundas Street Bureau 25,994     16,900      -             505            43,399        43,600     
Gorgie / Dalry Bureau 23,554     2,824        -             70              26,447        29,677     
Leith Bureau 26,138     46,099      -             244            72,482        70,672     
Pilton Bureau 24,686     11,387      -             159            36,232        34,702     
Portobello Bureau 22,127     11,861      -             92              34,080        33,527     
In-Court Adviser 99,433     22,784      -             706            122,923      111,571   
Surgery Advice Centre (1) 17,753     5,016        -             139            22,909        21,900     
Surgery Advice Centre (2) 30,009     6,738        21,000   145            57,893        57,529     
Patient Advice 45,035     22,090      16,500   196            83,822        84,356     
RSL 85,228     24,949      -             112            110,290      96,442     
Veterans 1st Point 3,034       1,640        -               -                 4,674          4,578       
Money Advice Service 25,385     857           -               136            26,377        28,246      
Money Advice Worker -               -               -               -                 -                  21,958      
Home Visits Project 25,795     4,060        -               -                 29,856        20,090     
Employment Matters 32,077     2,718        -               -                 34,795        34,525     
Broomhouse Connections 20,168     15,497      -               -                 35,665        -                 
Canny Families (Changeworks) 14,635     6,615        -               -                 21,250        -                 

Contribution to core costs -               (88,486)    -             -                 (88,486)       (67,574)    

Governance costs -               4,805        -             -                 4,805          4,715       

Total resources expended 768,188   160,437    37,500   3,948         970,073      859,226    

Contribution to core costs represents a contribution to core operating costs which are charged to the 
specific projects and credited against unrestricted core expenditure.  

There were no employees with remuneration greater than £60,000 (2013 - none).

Edinburgh Citizens Advice Bureau

NOTES ON FINANCIAL STATEMENTS - 31 MARCH 2014

Recruitment and training

Staff costs cont.

Salaries and social security costs
Other pension costs

The aggregate payroll costs of these persons were as 
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7        Tangible fixed assets
                                                     Equipment, Total
                                            Fixtures &
                                                          Property Fittings

£ £ £

Cost or valuation
  127,534        54,614         182,148      
  Additions at cost -                    -                   -                   

Disposals at cost -                    (41,965)        (41,965)       
   At 31 March 2014 127,534        12,649         140,183      
                                                         
   Depreciation                                                                      
   At 1 April 2013 -                    46,601         46,601         
   Charge for the period                             -                    3,948           3,948           

Depreciation on disposals -                    (41,965)        (41,965)       
   At 31 March 2014 -                    8,584           8,584           
                                             
   Net book value                                                                    
   At 31 March 2014 127,534        4,065           131,599      

At 31 March 2013 127,534        8,013           135,547      

8 Debtors:  amounts falling due within one year
2014 2013

£ £

Accrued income 137,258       49,898        
Prepayments 1,827           6,713          

139,085       56,611        
9 Creditors: 

2014 2013
£ £

Amounts falling due within one year
Deferred income 2013/14 71,512         34,608        
Other creditors 43,662         53,551        
CAS Loan 25,000         25,000        

140,174       113,159      

Amounts falling due greater than one year
Deferred income 2015/16-2017/18 60,000         -                  

200,174       113,159      

Trustees evaluate opportunities of making loan repayments on an annual basis in accordance 

to surpluses available.

Deferred income relates to grant income that the charity is not unconditionally entitled to. 

The CAS Loan is unsecured and interest free. 

Edinburgh Citizens Advice Bureau

NOTES ON FINANCIAL STATEMENTS - 31 MARCH 2014

At 1 April 2013
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10 Operating lease commitments
The following non-cancellable operating lease payments are committed to be paid within 
one year: 

2014 2013
£ £

Within one year 31,948    31,948         

11 Accumulated funds
General Restricted Movement 2014 2013

Fund Fund in Funds Total
£ £

Core services 1,567,264  -               (1,283,190)  284,074  1,352,950   
Dundas Street Bureau (355,274)    -               355,274      -              (311,875)     
Gorgie / Dalry Bureau (187,255)    -               187,255      -              (160,807)     
Leith Bureau (332,667)    -               332,667      -              (260,186)     
Pilton Bureau (204,289)    -               204,289      -              (168,058)     
Portobello Bureau (211,168)    -               211,168      -              (177,089)     
Sheriff Court Project -                 (5,259)      5,259          -              (5,259)         
In-Court Adviser* -                 35,834     (32,111)       3,722      34,965         
Mediation -                 (3,844)      3,844          -              (3,844)         
Surgery Advice Centre (1) -                 3,087       -                  3,087      2,444           
Surgery Advice Centre (2) -                 (2,088)      2,088          -              (195)            
Surgery Advice Centre (3) -                 (1,400)      1,400          -              (1,400)         
Tribunal Worker -                 (1,509)      1,509          -              (1,509)         
Patient Advice -                 17,203     -                  17,203    17,228         
Royal Infirmary* -                 15,916     (2,088)         13,828    15,916         
Leith Health Project -                 (5,077)      5,077          -              (5,077)         
RSL -                 5,411       -                  5,411      6,372           
Money Advice -                 (5,951)      5,951          -              (5,951)         
Veterans 1st Point - 1,612       -                  1,612      1,060           
Money Advice Service -                 (1,586)      1,586          -              -                   
Money Advice Worker -                 (8)             8                 -              (8)                
Home Visits Project -                 (14)           14               -              -                   
Broomhouse Project -                 3,162       -                  3,162      -                   
Changeworks Project -                 7,834       -                  7,834      -                   
Equality Fund -                 680          -                  680         475              
Net movement in funds 7,463         (7,463)      
At 31 March 2014 284,074     56,539     -                  340,613  330,152      

*During the year there were two restricted fund reoganisations that have been authorised and given effect to. 

Historical balances on 1.projects that have now finished, and 2.individual Bureau funds, have now been

consolidated within 'core services'. The net effect is the 'net movement in funds' as shown. 

12 Control 
In the opinon of the Directors there is no controlling party.  

Edinburgh Citizens Advice Bureau

NOTES ON FINANCIAL STATEMENTS - 31 MARCH 2014
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