
 
 

 

 

  



                 

 
 

  



 

 
 

 

“Our mission to provide free information, advice and advocacy 

services 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, by accessing their 

legal and human rights.” 

Citizens Advice Edinburgh now operates from 5 Bureaux and 25 

Outreach sites across the city, including Hospitals, GP Practices, 

Housing Associations, Courts, Food Banks, Veterans First Point 

and other 3rd sector providers.  

We can only achieve the volume and reach we do because of the 

289 local volunteers who offer their knowledge, skills, expertise 

and time free of charge to provide advice and support to others.  

Key advice areas include welfare entitlement, debt, housing, 

immigration, employment and consumer advice. CAE assists with 

around 28,000 enquiries each year.    

We rely on charitable donations and fundraising activities for the 

majority of our funding. Around 81% of our costs need to be 

funded in this way.  The remaining 19% comes via a grant from 

the City of Edinburgh Council. 



 

 
 

 



 

 
 

 

I was delighted to be appointed Chief Executive in April 2016.  

The organisation has such an amazing history and reputation for 

delivering high quality advice and support and it is an honour to 

now be part of that.   

Like many charities, we face significant challenges in the coming 

years to generate enough income to sustain our services.  The 

City of Edinburgh Council remains our closest partner and 

biggest individual supporter and we have also received valuable 

financial support from Edinburgh Partners, Scottish Power and 

Citizens Advice Scotland.   

Our outreach work has allowed us to grow our reach across the 

city, delivering services when and where they are most needed.  

A huge amount of resources goes into managing these across 25 

sites and securing long term and sustainable funding for these 

services is vital. 

Our work transforms client’s lives and our staff and volunteers 

work tirelessly, in an ever complex environment of case work, to 

ensure that we keep up with demand.  In the last year, we have 

supported nearly 14,000 individual clients, achieving £2,800,000 

in financial gain.  That is an additional £2.8 million going back 

into the Edinburgh economy, because of the advice from CAE. 

Continued economic austerity, welfare reform, devolved powers 

to Scotland and the uncertain market position within the EU, 

means that clients across Edinburgh will continue to need 

independent and impartial advice, in order to help them navigate 

their way through these issues and ensure their legal and human 

rights are upheld.   

We see the impact of this on some of the most vulnerable in our 

society.  In the last year, we have seen a 2-fold increase in the 

number of citizens seeking advice in relation to disability 

entitlement, with nearly a third of our clients now being people 

with a disability. 

Our Money Advice Team supported new clients presenting with 

unmanageable debts totalling a staggering £4.25m.  

We have grown our volunteer population to over 280 and with 

further recruitment planned for August 2016, we are in a good 

position to meet these demands.   

CAE do a huge amount of work to prevent clients falling into 

hardship.  In the last year, our in-court advisors settled 75% of 

small claims and summary cause disputes.  In this coming year, 

we will also focus on Financial Education and Energy Efficiency; 

helping people out of the burden of debt and preventing the 

increase of scams that further victimise those in financial 

hardship and our vital work in supporting clients struggling with 

fuel poverty, by helping to them to find the best deals and 

ensure income maximisation.  

CAE relies on charitable donations to deliver these outcomes and 

we will continue to press that message in order to increase our 

network of supporters and establish the sustainable funding that 

will help us continue to deliver this valued service. 

 

 

Benjamin Napier CEO



 

 
 

 

 

 

 

 



 

 
 

 

At 31 March 2016 there were 289 committed volunteers with the 

organisation.  

Our volunteers give an average of 300 hours service each year. 

That’s more than 86,700 hours of time provided free of charge, 

the equivalent to £624,240 at National Minimum Wage. A truly 

valuable and much needed resource. 

There are many wider community benefits from this level of 

volunteering and during the year, 10 volunteers moved on to 

paid employment - directly assisted by the skills, training and 

experience provided by CAE.  Our long service Grogie/Daly 

volunteer Kathleen Haddow was also awarded the British Empire 

Medal for services to the community of Edinburgh in the Queen’s 

Birthday Honours list, a fantastic recognition of her years of 

dedicated support.  

The volunteers are supported by 41 core and project staff who 

mainly work part-time (28 FTE). During the year we extended 

areas of paid specialism which support our volunteers with 

complex enquiries, including welfare entitlement, debt, 

employment, and fuel bills.  

We want to take this opportunity to say a huge thank you to all 

CAE volunteers for their hard work, commitment and dedication 

to our clients. 

"This service must remain here forever for those who are 

always in need of help" CAE Client 

In 2015, 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. 

In 2015 CAE again passed all the quality of advice and 

operational requirements, confirming the excellent quality of 

advice and service given by our volunteers and staff.  

Each year, CAE commission client satisfaction surveys. In 

November 2015, overall client satisfaction rose to 98% (2015 - 

97%) and 99% of clients said they would recommend the 

service. The high levels of satisfaction are an indication of the 

skills, experience and commitment of our volunteers and staff.  

In 2015/16, Citizens Advice Edinburgh helped with 27,220 new 

unique enquiries and resolved 43,736 issues. These were spread 

across many advice areas including debt, housing, employment, 

health, immigration, welfare and consumer rights. The number of 

individual clients seen over the year rose from 13,481 to 13,909.  

Helping clients is our core purpose. This year we have continued 

to prioritise frontline advice and have committed further 

resources to employment advice, welfare reform and debt work.  

Delivering services at the point of need is crucial and we are 

pleased to announce extensions to our advice delivery in 

foodbanks and other outreach locations in the city.   



 

 
 

 

 



 

 
 

 

 

Citizens Advice Edinburgh 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 Bureaux 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 Patients Advice and 

immigration. Our frontline advice services reach out significantly 

into the community with advisers working from a further 24 

project funded locations. These include the Sheriff Court, 7 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.  

 27,220 new unique enquiries 

 43,736 issues resolved 

 Client financial gain of £2.8m 

 Five-day opening continued across all our five offices 

 Extension of Fuel Bills Advice Project providing home 

visits and Bureaux support 

 Extension and development of outreach projects:  

 

 Edinburgh City Mission foodbanks 

 Royal Infirmary and Western General Hospitals 

 Pension Wise 

 Continued partnerships with the City of Edinburgh Council 

and the Scottish Legal Aid Board  

 

We have three major areas of activity which are: welfare 

entitlement, debt and employment. The number of enquiries in 

these areas in 2015/16 is as follows: 

 Area            Enquiries 2015/16 

 Welfare Entitlement   9,033 

 Debt     5,783 

 Employment     3,741 

 

Welfare reform continues to impact dramatically on the areas of 

our work. In 2015/16 we received over 2,500 enquiries relating 

to Personal Independence Payments, following the transition 

from Disability Living Allowance contained in the Welfare Reform 

Act.  

Over 30% of our clients say that they have a disability, a 

disproportionate level compared to the overall population. With 

our help, some of the most vulnerable in society are able to 

ensure their rights are protected.  

 



 

 
 

 

CAE bureaux Money Advice Team is predominantly a volunteer 

based provision made up of advisers and administrators.  The 

Money Advice Team managed casework for a total of 580 clients 

in the bureaux locations in the past year and supported new 

clients presenting with unmanageable debts totalling £4.25m.   

This financial year has allowed us to consolidate the many 

challenges in recent years such as; changes to regulatory status, 

the implementation of bankruptcy reform and the introduction of 

the Debt Arrangement Scheme as an in-house offering. 

Clients continue to seek support with a variety of priority debts 

such as fuel debts, mortgage arrears and rent arrears. 

Our Specialist Employment Advice service continues to see a 

high demand for advice in Edinburgh through our evening advice 

clinics and core advice service. With three additional volunteers 

added to the team in the last year bringing the total to fifteen, 

CAE provides specialist employment advice from four Bureaux 

including two evening clinics held in Dundas Street and Leith.  

The service assisted a massive 3,781 clients in the last year with 

the majority of cases relating to unpaid wages, dismissal and 

discrimination in the workplace. Our advice helps to keep people 

in work and ensure continuity of employment and productivity by 

resolving employment disputes and helping to improve 

employment practice. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 
 

 

 

 

Employment Matters has delivered on its aims to significantly 

increase the capacity and quality of employment advice 

delivered across CAE.  The project was established in 2012 with 

funding from the Scottish Government’s Equality Fund, and was 

extended into 2015 with valuable additional support from Granite 

Search and Selection.   

This has been achieved by training and mentoring additional 

specialising advisers, by running twice weekly evening clinics, 

and by providing support to existing advisers.  The project has 

sought to break down barriers for clients, supporting them to 

challenge workplace discrimination and to protect their rights 

within employment.   

Employment Matters has enabled CAE to achieve excellent 

outcomes within the last year – between 2014 and 2015 the 

organisation managed 3,938 employment enquiries, 400 more 

than in the year before the project’s inception.   

The employment specialist managed 97 complex cases during 

the year and supported the network of volunteer employment 

advisers to handle 123 of the 232 discrimination cases to present 

in Bureaux, meaning that over 50% of clients with this issue 

were able to receive specialist support. 

 Furthermore, client financial gain for the period totalled almos



 

 
 

 

Money Matters is a Big Lottery funded partnership project 

between CAE and 5 Edinburgh Housing Associations.  Three 

experienced advisers support tenants with specialist debt advice.  

Within 2015, the project received 314 referrals and supported 

clients with debt totalling over £1m.  Through sequestration 

proceedings, debt rescheduling, accessing grants and benefits, 

and consumer advice, clients achieved a financial gain of 

£372,472. 

CAE delivers an advice service at seven GP surgeries across 

Edinburgh and works in partnership with three local CABs to 

support patients at practices in East, West and Midlothian. In 

2015/16 the project managed 3,344 unique enquiries and 

recorded an estimated financial gain for clients of £454,903. 

The Patient Advice and Support Service (PASS) provides free 

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. Within 2015/16 the 

project managed 754 enquiries, helping to improve NHS services 

for future users. 

 

The In Court Advice Service assists people who do not have legal 

representation and are involved in actions at Edinburgh Sheriff 

Court.  In 2015/16 the project saw almost 300 new clients, 

empowering people to assert their legal rights and achieve 

access to justice. 

The Mediation Service, also supported by the Scottish Legal Aid 

Board, offers free mediation as an alternative to litigation. This is 

available for civil, non-family or neighbour issues.  Within the 

year the project had a success rate of 75% in settling small 

claims and summary cause disputes. 

CAE provides a specialist advice surgery to veterans and their 

families at Veterans 1st Point, a one-stop shop of Veteran’s 

services based at Charlotte House in central Edinburgh. 

Based in Broomhouse Community One Stop Shop (COSS), this 

project brings together a food bank, advice service and 

employability support for clients in crisis.  Since 2013 the project 

has seen an extraordinary number of clients due to escalating 

need in the community.  In 2015/16 the adviser assisted over 

1,200 clients and linked people to a wide range of local services 

and groups. 

  



 

 
 

 

 

  



 

 
 

 

In the summer of 2014 CAE secured funding from CAS for a 

part-time specialist energy adviser and continuation funding 

recently enabled the project to increase to 21 hours per week.  

The service delivers vital one-to-one support to clients, including 

help with income maximisation, switching suppliers, eradicating 

debts, fixing billing errors and applying for grants and discounts.  

Our energy specialist also mentors CAE volunteers to manage 

energy-related enquiries, improving knowledge and skills across 

the organisation. 

CAE resumed its delivery of outreach advice at the Edinburgh 

Royal Infirmary and Western General Hospitals early in 2016. 

Already the new adviser has helped clients achieve a potential 

financial gain of £83,745. NHS Lothian Health Promotion has 

pledged ongoing funding allowing the service to continue into 

2016/17. 

CAE works in partnership with Families Outside, a charity 

providing specialist support to the families of prisoners, to deliver 

immediate, clear, and convenient money advice to families who 

have had contact with the Criminal Justice System. 

This project helps clients to tackle the problems underlying their 

financial crises to avoid an ongoing dependence on food aid.  To 

achieve this, CAE works in partnership with Edinburgh City 

Mission, delivering advice surgeries at their network of Edinburgh 

Food Banks.  Due to its success, the partnership recently secured 

CEC extension funding for 2016/17 and now covers seven food 

banks in the city. 

The Pension Wise service was introduced in April 2015, following 

the UK Government’s pension reforms. In 2015/16, CAE carried 

out 247 face-to-face guidance appointments, helping clients to 

understand their various pension choices. Client feedback so far 

has been overwhelmingly positive, with 98% of respondents to 

the exit questionnaire being delighted or very pleased with the 

service. 

The Money Advice Service project delivers financial education 

and budgeting sessions. Financial education is a key advice area 

for the future. The increase of 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. 



 

 
 

 



 

 
 

 

 

 

 

 

 



 

 
 

 

In 2016, CAE successfully recruited Benjamin Napier as new 

CEO. Benjamin was previously Head of Service Development at 

Capability Scotland and is also Chairman of the Health 

Opportunities Team in Edinburgh. He has a background in social 

work and brings a wealth of experience in management for local 

authorities and the third sector. 

Benjamin said "Citizens Advice Edinburgh is a charity helping 

hundreds of people every day in the city. For over 75 years, 

we’ve been offering free, confidential and impartial advice. I am 

delighted to take over as the new CEO and look forward to 

working with such a dedicated group of staff and volunteers to 

help people in need. Demand for our services is increasing while 

at the same time the funding environment is becoming harder. I 

look forward to tackling both those challenges and working hard 

to deliver a really effective and efficient advice service for the 

people of Edinburgh." 

In 2016 CAE will be moving to new premises located at 23 

Dalmeny Street (just off Leith Walk). A fundraising appeal will be 

launched in 2016 to help cover increased rent on the property 

and essential fit-out costs to make it suitable for clients and 

volunteers. We need to raise an additional £20,000 to help 

achieve this and hope the community and local businesses will 

support this appeal..  

Since moving to bigger premises in 2012, CAE has seen client 

numbers in Leith increase by 40%. We now help over 5,500 

individual clients each year in Leith. The 78 volunteers who give 

their time in the Leith Bureau continue to provide invaluable 

service and we are delighted that this can continue from the new 

premises. 

 

 



 

 
 

 

The principal sources of funding in 2015/16 were: a grant of 

£244,000 from City of Edinburgh Council, corporate funding 

including £20,000 from Edinburgh Partners Ltd, and welfare 

reform mitigation funding of £74,000.  

In addition, Citizens Advice Edinburgh managed and delivered 

over £700,000 of additional project income, extending our reach 

into the city to 25 outreach locations. This is a huge addition to 

the services that are available to meet rising needs across 

Edinburgh.  The support of all our partners continues to be 

essential to maintaining our team of volunteer advisers and paid 

specialists.  

Due to increasing pressure on local authority budgets, Edinburgh 

Council has implemented a 5% cut to all third party grants in 

2016/17. This will reduce our core grant to £231,800 in 2016/17. 

Such funding cuts put a significant pressure on all remaining 

services.  With support from local corporations and donations 

from the community of Edinburgh, CAE aims to continue our 

excellent work in bridging that gap.  

Citizens Advice Edinburgh had reserves of £303,107 at 31 March 

2016. This equates to fund reserves of £175,573 and £127,534 

attributable to fixed assets. Fixed assets are made up primarily 

of the property at 58 Dundas St. Due to the organisation’s 

commitment to delivering advice from a city centre presence, 

this asset is generally considered to be indispensable. The cash 

value of the asset cannot be realised.   

As for many third sector organisations, ongoing financial stability 

is a key issue for Citizens Advice Edinburgh. The 5% reduction in 

our core grant next year from City of Edinburgh Council is a 

major concern, and the shortfall will need to be met with 

additional fundraising or efficiency savings.  

Our balance sheet remains strong with a significant property 

asset and cash reserves. In order to sustain our services and 

meet increasing demand, we rely on the community of Edinburgh 

for their support.  In addition to our strategy in applying to trusts 

and grants, we will be seeking to develop partnerships with local 

businesses.  Individuals can also help.  Anyone wishing to 

support the work of CAE should do so by visiting our web site: 

www.citizensadviceedinburgh.org.uk/donate.  The trustees are 

working closely with the senior management team to meet our 

objectives and ensure that the charity continues as a going 

concern.   

We are grateful to all our funders, donors and supporters in 

2015/16:  

City of Edinburgh Council  Big Lottery 

Edinburgh Partners Ltd             Dunedin Canmore HA 

Scottish Power   The Stafford Trust 

The Scottish Government  Money Advice Service 

NHS Lothian    Port of Leith HA 

Scottish Legal Aid Board  Pension Wise (HMT) 

http://www.citizensadviceedinburgh.org.uk/donate
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