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East Dunbartonshire Citizens Advice Bureau
Recruitment Pack

1. Covering Letter

2. Background Information

3. Job Description

4. Person Specification

5. Personal Details Form

6. Privacy Statement

7. Equal opportunities monitoring form


Date: May 2025


Dear Applicant


Chief Officer

[bookmark: _Hlk194310758]Thank you for your enquiry about the above post.

You will find enclosed an application form, equal opportunities monitoring form and some background information about the bureau.

In determining which applicants will be interviewed the Interview Panel will have regard to applicants who best fit the person specification so it is important that you to use this as a guide when completing the application form. We also require a personal statement 

We regret that we are unable to acknowledge receipt of completed paper application forms, unless a stamped addressed envelope is enclosed with your application. We will acknowledge any applications submitted electronically, or if an email address is provided on the paper copy.

We look forward to receiving your application by Midnight on Sunday 1st June 2025 We would ask that you provide a telephone number/email where we can contact you day and/or evening. If you are selected for interview, these will be held on Monday 16th June 2025. 

Yours sincerely

Gavin Kenny

Gavin Kenny
Chair – Staffing Committee.
East Dunbartonshire Citizens Advice [image: ]Bureau	
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[bookmark: _Hlk194310800]East Dunbartonshire Citizens Advice Bureau

Information to applicants 

Citizens Advice Bureaux are the major providers of holistic information, advice and assistance, operating from 205 service points that cover Scotland from the islands to the City Centres.  

The Bureaux is staffed by paid staff and trained volunteer advisers under the supervision of the manager, and provide responses to clients' enquiries covering the whole range of social issues.  Despite being a generalist service, most enquiries are concerned with matters related to problems of welfare benefits and money advice.

These local offices are wholly independent and receive funding from their respective local Councils in the form of annual grants.  Bureaux are autonomous bodies under the control of a local Board of Directors.  These consist of representatives of local residents who have an interest in our work and volunteer representatives.

All bureaux are members of the Scottish Association of Citizens Advice Bureau (Citizens Advice Scotland) and as such must meet specific conditions of membership related to standards of service and other matters.  The Association receives financial support from central government through the Department of Trade and Industry.

Enquiries are across a wide range of fields, and clients expect high quality advice and assistance (including representation at tribunals. on what are, at times, highly complex matters.  The main enquiries at the present time relate to problems with welfare benefits and money; employment; goods and services; housing; and family and personal situations.  

East Dunbartonshire CAB (EDCAB) has its main office in Kirkintilloch, and utilises community facilities for outreach points throughout East Dunbartonshire. EDCAB are the only holistic advice provider in East Dunbartonshire.  This year EDCAB celebrates its 30th Anniversary being established in 1995.

Currently EDCAB have 23 members of staff and 36 volunteers, operate a face to face drop in service 5 days per week and also offer advice by telephone and email.

For a full overview of all our services and current work, please visit our website at
www.edcab.org .  Here is a copy of our latest Annual Report 2024.


                                                                          
                                                                  
[bookmark: _Toc520296371][bookmark: _Toc522194033][bookmark: _Toc520296373]Job Description & Person Specification

[bookmark: _Hlk194920993]The main aim of this post is to lead an organisation with an experienced staff and volunteer team to provide a service to East Dunbartonshire residents  



[bookmark: _Toc520296374]Key responsibilities

[bookmark: _Hlk194311162]Employer:		Board of Directors

Job Title:		Chief Officer East Dunbartonshire CAB 

Responsible for:  	All paid and unpaid staff 

Main Purpose:	Responsible for:

· [bookmark: _Hlk194921113]Leading the senior staff team in the creation and delivery of the business plan. 
· Securing the long-term financial sustainability of the organisation on an ongoing basis and seek opportunities for the continued development of the organisation.
· Developing and delivering short- medium- and long-term strategy in partnership with the Board of Directors, ensuring that the organisation meets the needs of local communities 
· Overseeing the delivery of professional quality services, evaluating and implementing systems that ensure efficient and accessible services while maintaining staff and volunteer welfare, and propagating a culture of leadership and high-level employee and volunteer engagement throughout the organisation
· Maintaining a reputation for excellence and developing strong partnership relations. 
· Advising and guiding the Board to ensure compliance with statutory and membership requirements whilst acting as company secretary

Salary:		£45,000 circa (dependent on experience)

Benefits:                 8% Employer Pension Contributions.  Death in Service benefit
                                1 x Annual Salary.                 

Hours:	35 hours/week – we will support flexible working practices and an element of home working

Term:			Permanent subject to funding 

[bookmark: _Hlk194311218]ACTIVITIES AND RESPONSIBILITIES

Strategic Plan

•	Lead the review of the Strategic Plan in partnership with the Board including projects development, fundraising strategy, and standards for quality and excellence
•	Develop, implement and review operational plans to ensure organisational objectives are met 
•	Report regularly to the whole team and the Board on management accounts, strategic updates and performance.

Management of Resources

•	Responsibility for ensuring the management and welfare of staff and volunteers, their development and support and supervision in line with the organisational structure.
•	Oversee scheme of delegation and ensure that staff are supported and empowered to achieve best results for clients and the organisation
•	Oversee day-to-day management and review of the organisation budgets to ensure targets are met in conjunction with Finance Director.
•	Prepare financial reports and budget proposals in partnership with Finance Director and the Board.
•	Prepare a risk register and provide regular risk reports 
•	Oversee fundraising activities with Development sub group and approval of applications for funding
•	Ensure the organisation’s premises and equipment are secure and maintained 

Services

•	Ensure services comply with quality control frameworks including Citizens Advice Scotland (CAS) audits; Scottish National Standards for Advice and Information Agencies 
•	Lead development plans for improvement and innovation across services 
•	Lead the development, implementation and review of operating policies and procedures to ensure effective service delivery in line with CAS recommendations and developments at local and national levels
•	Review service delivery KPI’s and analyse trends for planning and development
•	Ensure well managed evaluation and reporting framework for funders, the Board and wider stakeholders is adhered to
•	Report performance to various internal and external stakeholders

Advice and Guidance

·  Ensure the Board is kept informed of their legal obligations and compliance     
 Issues.
· Report on organisational performance to the Board through statistical            Information. 
· Report on important developments within Citizens Advice Scotland, Local Authority, Scottish and UK government and other key stakeholders e.g. DWP
Person Specification

Chief Officer

	
	Essential
	Desirable

	Qualifications
	At least 3 years Management experience within a similar organisation or field
	Educated to degree level or have equivalent relevant experience

	Experience
	Leadership experience in a comparable working environment
Experience of partnership working in the voluntary and statutory sectors
Managerial experience in staff recruitment, training, supervision and performance management
Experience in staff appraisal and development, and in the use and development of Performance Indicators.
Experience in financial/budget control and risk management
Experienced and understanding of in office administration, technologies and managing effective IT systems

	Experience in advice sector
Knowledge and understanding of quality standards
Experience and demonstrable success of grant funding and competitive tendering
Experience of managing and reporting on statutory and institutional funding

	Skills and Attributes
	Excellent written and oral communications skills.
Excellent Interpersonal Skills
Ability to conduct detailed negotiations
Project management and ability to manage change and development
Computer proficient
Skilled in report writing
Able to work to budget
Ability to work to timescales and make measured, appropriate responses in often complex situations
Keen analytical skills

	Awareness of the social needs of local communities and services provided by the voluntary sector
Experience of statistical analysis for monitoring and evaluating purposes
Ability to build on existing professional networks

	Values and Attitudes
	Proven ability of working as part of a team
Ability to give and receive feedback objectively and sensitively and a willingness to challenge constructively
Support of the principle of voluntarism
Experience of devising and implementing equal opportunities policies and practices
An innovator who likes the challenge of developing and implementing new approaches
Well organised, self-reliant and able to work independently 
Commitment to quality customer care, and staff welfare
	Understanding of and commitment to the aims and principles of the CAB service

	Knowledge
	Understanding of social exclusion issues and the role of the voluntary sector
Understanding of local authority structures
Knowledge of committee procedures
Knowledge of the benefits of IT
	Understanding of the current and evolving welfare reform or advice sector landscape
Awareness of the needs and responsibilities of GDPR and the Data Protection Act

	Other
	Willing to be flexible and adaptable in meeting the needs of the service
Able to work on own initiative
Willing to undertake occasional work out of office hours
Ability to travel within the local CAB area and elsewhere, as required
	Ability to work with the media and develop the organisation’s social media footprint
Understanding of brand development

















[bookmark: _Hlk194311665]Please complete all sections of this form, including candidate details, acceptance of our privacy notice for job applications, reference details and a declaration of your right to work in the UK. 

To apply for this role, please complete this application form and send it to 
bureau@eastdunbartoncab.casonline.org.uk
  
In order for your application to be considered, please ensure you complete all sections of this form. Please do not send in your CV as we will only consider your completed application form.

Sections


Candidate Details	7
General Data Protection Regulation	7
References	8
Right to Work in the United Kingdom	9
Employment History	10/11
Qualifications	12
Personal statement	13/14
Declaration	15



[bookmark: _Toc264557]
Candidate Details


Please complete your details below:

	Title
	

	Full name
	

	Previous name(s) if applicable (please include dates)
	 

	Address
	

	Email address
	

	Contact telephone number
	

	Role applied for
	

	Where did you see the job advertised?
	 




[bookmark: _Toc264558]General Data Protection Regulation


East Dunbartonshire Citizens Advice Bureau is aware of its obligations under the General Data Protection Regulation (GDPR) and is committed to processing your data securely and transparently. Our ‘Privacy Notice for Job Applicants’) sets out, in line with GDPR, the types of data that we collect and hold on you as a job applicant, how we use that information, how long we keep it for and other relevant information about your data. It is important that you read this notice so that you are aware of how and why we are using your data. Please check the box below to confirm that you have done so.

☐ I confirm that I have read understood and agree to the Privacy Notice for Job Applicants.


[bookmark: _Toc264559]
References


Any offers of employment with East Dunbartonshire Citizens Advice Bureau are conditional upon receipt of satisfactory references.  Please provide below the names and contact details of at least two referees covering your last 5 years of employment (include additional boxes if necessary). 

If you have been in full-time education during this time, please provide details of where an academic reference can be obtained. 

For each reference, please detail the following information:

Referee 1 
	Name of referee
	

	Job title of referee
	

	Organisation 
	

	Address
	

	Email Address
	

	Contact Telephone Number
	

	Dates employed
	




Referee 2
	Name of referee
	

	Job title of referee
	

	Organisation 
	

	Address
	

	Email Address
	

	Contact Telephone Number
	

	Dates employed
	



Please note that we will not contact any referees until an offer of employment has been made and your authorisation has been obtained. 
 
[bookmark: _Toc264560]
Right to Work in the United Kingdom


All employees must be able to demonstrate that they are legally entitled to work in the United Kingdom. 

In order to apply for employment with East Dunbartonshire Citizens Advice Bureau, you must declare that you have the right to work in the United Kingdom and that, if successful, you will be able to provide the necessary documentation (typically a passport or a birth certificate, together with your National Insurance Number).

By completing this application form, you are declaring that you are legally entitled to work in the United Kingdom.

Please state below, by selecting the statement that applies to you, if there are any restrictions or limitations on your legal right to work in the United Kingdom.

	☐ 
	
I confirm that I have the right to work in the United Kingdom without restriction.


	☐ 
	
I confirm that I have the right to work in the United Kingdom until ___________ and I hold the appropriate Visa documentation to confirm this right. I have no restrictions or limitations on my Visa.


	☐ 


	
I confirm that I have the right to work in the United Kingdom until ___________ and I hold the appropriate Visa documentation to confirm this right. I am restricted to (please detail any restrictions or limitations on working in the UK):
______________________________________________________________________________________________________________________________________________________________________________________________________






[bookmark: _Toc264561]
Employment History


Please give details of your employment (paid or unpaid) starting with your present/most recent employer and working backwards. Please explain any employment breaks. 

Present or most recent employer:

Please note Employers will NOT be contacted, other than a reference request for successful candidate.

	Name, full address of current employer
	

	Job title
	

	Dates employed: from (MM/YY) to (MM/YY)
	

	Notice period (if applicable)
	

	Reason for leaving 
	

	
	 


Please give a brief outline of your main responsibilities and achievements:








Previous employers: Continue on separate sheet and include additional boxes if necessary

	Name, full address & telephone number of employer
	

	Job title
	

	Dates employed: from (MM/YY) to (MM/YY)
	

	Notice period (if applicable)
	

	Reason for leaving 
	


Please give a brief outline of your main responsibilities and achievements: 






	Name, full address & telephone number of employer
	 

	Job title
	 

	Dates employed: from (MM/YY) to (MM/YY)
	 

	Notice period (if applicable)
	 

	Reason for leaving 
	 


Please give a brief outline of your main responsibilities and achievements:


















If you have had any breaks in your employment (for example family commitments, travel and periods of unemployment) please give the dates to and from and a full explanation. 

	Dates
	Reason for break

	
	

	
	










Qualifications: 

	Date completed
	Course
	Brief description

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	







Membership of professional bodies:

	Date joined
	Professional body
	Category of membership

	
	
	

	
	
	

	
	
	




[bookmark: _Toc264563]







Personal statement (Maximum 2 pages)


In this section we would like you to give your reasons for applying for this post. Bearing in mind the job description, please provide examples demonstrating what experience, skills and qualities you would bring to this job. 






Personal statement (Continued)





[bookmark: _Toc264564]Declaration


I confirm that the information given on this form is, to the best of my knowledge, true and complete. I understand that any deliberate attempt to provide false information to obtain employment is a serious misrepresentation and will lead to rejection, or if employed, dismissal and is likely to constitute a criminal offence.


Signed: 							   


Date:      	


Print name: 					



Please return completed application to: -


Email:	bureau@eastdunbartoncab.casonline.org.uk


 
East Dunbartonshire Citizens Advice Bureau is committed to equal opportunities both in service provision and employment.
Charity number: SC023348
Charity name:  East Dunbartonshire Citizens Advice Bureau
 














Privacy notice for job applicants
 
East Dunbartonshire CAB is aware of its obligations under the General Data Protection Regulation (GDPR) and is committed to processing your data securely and transparently. This privacy notice sets out, in line with the GDPR, the types of data that we will collect and hold on you as a job applicant. It also sets out how we will use that information, how long we keep it for and other relevant information about your data.

It is important that you read this notice so that you are aware of how and why we are using your data.

This notice does not form part of any contract of employment or other contract to provide services. We may update this notice at any time.

Data controller details
East Dunbartonshire CAB is a data controller, meaning that it determines the processes to be used when using your personal data. Our contact details are as follows: Catherine Bradley East Dunbartonshire Citizens Advice Bureau, 11 Alexandra Street, Kirkintilloch G66 1HB

Data protection principles
In relation to your personal data, we will:

· process it fairly, lawfully and in a clear, transparent way
· collect it only for reasons that we find proper for the purposes of making recruitment and selection decisions and for ensuring that our equal opportunities obligations are met
only use it in the way that we have told you about
ensure it is correct and up to date
keep it only for as long as we need it 
process it in a way that ensures it will not be used for anything that you are not aware of or have not consented to (as appropriate)
process it in a way that ensures it will not be lost or accidentally destroyed 

Types of data we process

Personal data, or personal information, means any information about an individual from which that person can be identified. It does not include data where the identity has been removed (anonymous data).

We will hold the following types of data about you, during the recruitment and selection process:

· your personal details including your name, title, address, personal email address, personal phone numbers 
· whether or not you have a disability, in order that we can make suitable adjustments to our recruitment and selection processes
· information included on your application form, including references, education history and employment history



· information used for equal opportunities monitoring purposes, which will be held separately from any other documentation provided by you and which will not be attributable to you
· documentation relating to your right to work in the UK 

How we collect your data
We collect data about you in a variety of ways, this will include the information you would normally provide in an application form or a job application cover letter, or notes made by our recruitment panel during a recruitment interview. Further information will be collected directly from you when you complete forms at the start of your employment, for example, your bank and emergency contact details. Other details may be collected directly from you in the form of official documentation such as your passport or other right to work evidence. 

In some cases, we will collect data about you from third parties, such as from former employers when gathering references. 

Personal data is kept in personnel files and IT System within East Dunbartonshire Citizens Advice Bureau.

Why we process your data
The law on data protection allows us to process your data for certain reasons only:

· in order to perform the employment contract that we are party to
· in order to carry out legally required duties
· in order for us to carry out our legitimate interests
· to protect your interests and 
· where something is done in the public interest.

All of the processing carried out by us falls into one of the permitted reasons. Generally, we will rely on the first three reasons set out above to process your data. 

We need to collect your personal data to ensure we are complying with legal requirements such as:

· carrying out checks in relation to your right to work in the UK 
· making reasonable adjustments for disabled employees.

We also collect data so that we can carry out activities which are in the legitimate interests of East Dunbartonshire CAB. We have set these out below:

· making decisions about who to offer employment to
· making decisions about salary and other benefits
· assessing training needs
· dealing with legal claims made against us
If you are unsuccessful in obtaining employment, we may seek your consent to retain your data in case the outcome of the recruitment process changes or other suitable job vacancies arise at East Dunbartonshire CAB for which we think you may wish to apply. You are free to withhold your consent to this and there will be no consequences for doing so.



Special categories of data
There are "special categories" of more sensitive personal data which require a higher level of protection.  Special categories of data are data relating to: 

· information about your health, including any medical conditions
· information about your sex life or sexual orientation
· information about your race, ethnicity, religious beliefs or political opinions
· information about trade union membership 
· genetic and biometric data.

We must process special categories of data in accordance with more stringent guidelines. Most commonly, we will process special categories of data when the following applies:

· you have given explicit consent to the processing 
· we must process the data in order to carry out our legal obligations 
· we must process data for reasons of substantial public interest
· you have already made the data public. 

We will use your special category data:

· for the purposes of equal opportunities monitoring 
· in order to make appropriate adjustments to the recruitment and selection process if you have a disability
We do not need your consent if we use special categories of personal data in order to carry out our legal obligations or exercise specific rights under employment law. However, we may ask for your consent to allow us to process certain particularly sensitive data. If this occurs, you will be made fully aware of the reasons for the processing. As with all cases of seeking consent from you, you will have full control over your decision to give or withhold consent and there will be no consequences where consent is withheld. Consent, once given, may be withdrawn at any time. There will be no consequences where consent is withdrawn.

Criminal conviction data 
We will only collect criminal conviction data where it is appropriate given the nature of your role and where the law permits us to do so. This data will usually be collected at the recruitment stage, however, may also be collected during your employment should you be successful in obtaining employment. We use criminal conviction data to determine your suitability for the post and to provide a safeguard for our clients and volunteers.

If you do not provide your data to us
One of the reasons for processing your data is to allow us to carry out an effective recruitment process. Whilst you are under no obligation to provide us with your data, if you do not provide it we may not able to process your application. 





Sharing your data
Your data will be shared with colleagues within East Dunbartonshire CAB where it is necessary for them to undertake their duties with regard to recruitment and selection. This includes, for example, trustees from our board of directors, the bureau manager, any other individuals who are involved in screening your application and interviewing you. 

Your data will be shared with third parties if you are successful in your job application. In these circumstances, we will share your data in order to obtain references as part of the recruitment process. We may also share your data with Disclosure Scotland, if criminal record checks are required for the post in question.

We do not share your data with bodies outside of the European Economic Area.



Protecting your data
We are aware of the requirement to ensure your data is protected against accidental loss or disclosure, destruction and abuse. We have implemented processes to guard against such. Data is held in locked filing cabinet in the Bureau Managers office.
 
Where we share your data with third parties, we provide written instructions to them to ensure that your data is held securely and in line with GDPR requirements. Third parties must implement appropriate technical and organisational measures to ensure the security of your data.

Data Retention / How long we keep your data for
In line with data protection principles, we only keep your data for as long as we need it for and this will depend on whether or not you are successful in obtaining employment with us.

If your application is not successful, we will keep your data for three months after the recruitment exercise ends.  If you have consented to our retaining your data in case future vacancies arise, we will keep it for a maximum of six months.

At the end of this period, we will delete or destroy your data, unless you have already withdrawn your consent to our processing of your data in which case it will be deleted or destroyed upon your withdrawal of consent.

If your application is successful, your data will be kept and transferred to the systems we administer for employees. We have a separate privacy notice for employees, which will be provided to you.

Automated decision making
No decision about you, which may have a significant impact on you, will be made solely on the basis of automated decision making - i.e. where a decision is taken about you using an electronic system without human involvement.

Your rights in relation to your data
The law on data protection gives you certain rights in relation to the data we hold on you. These are:


· The right to be informed. This means that we must tell you how we use your data, and 
· The right of access. You have the right to access the data that we hold on you. To do so, you should make a subject access request
· The right for any inaccuracies to be corrected. If any data that we hold about you is incomplete or inaccurate, you are able to require us to correct it 
· The right to have information deleted. If you would like us to stop processing your data, you have the right to ask us to delete it from our systems where you believe there is no reason for us to continue processing it
· The right to restrict the processing of the data. For example, if you believe the data we hold is incorrect, we will stop processing the data (whilst still holding it) until we have ensured that the data is correct 
· The right to portability. You may transfer the data that we hold on you for your own purposes
· The right to object to the inclusion of any information. You have the right to object to the way we use your data where we are using it for our legitimate interests
· The right to regulate any automated decision-making and profiling of personal data. You have a right not to be subject to automated decision making in way that adversely affects your legal rights. 

Where you have provided consent to our use of your data, you also have the unrestricted right to withdraw that consent at any time. Withdrawing your consent means that we will stop processing the data that you had previously given us consent to use. There will be no consequences for withdrawing your consent. However, in some cases, we may continue to use the data where so permitted by having a legitimate reason for doing so.

If you wish to exercise any of the rights explained above, please contact Catherine Bradley Bureau Manager.




Making a complaint
The supervisory authority in the UK for data protection matters is the Information Commissioner (ICO). If you think your data protection rights have been breached in any way by us, you are able to make a complaint to the ICO.




Completing this form will help East Dunbartonshire Citizens Advice Bureau monitor equality and diversity statistics.  This information is not part of your application and will not be used in any part of the selection process. The information will be stored anonymously and confidentially. 
Please do not put your name anywhere on this form.  Return it separate from your other application documents by emailing it to: bureau@eastdunbartoncab.casonline.org.uk

Position applying for: Chief Officer

Gender 
Which one of the following best describes your gender?
☐ Male	
☐ Female	
☐ Prefer not to say 
☐ Prefer to self-describe: ………………………………………………………………………………....

Gender Identity 
Is your gender identity the same as the sex you were assigned at birth?
☐ Yes	
☐ No	
☐ Prefer not to say 

Sexual Orientation
Which of the following best describes your sexual orientation?
☐ Bisexual
☐ Gay man
☐ Gay Woman / Lesbian
☐ Heterosexual / Straight
☐ Prefer not to say
☐Prefer to self-describe: ………………………………………………………………………………...

Disability 
Do you consider yourself to be disabled? 
☐ Yes	
☐ No	
☐ Prefer not to say 

Age 
☐ 16-24		☐ 25-34		☐ 35-44
☐ 45-54 		☐ 55-65		☐ 65+
☐ Prefer not to say

Ethnicity 
Please tick the box for the group to which you perceive you belong:
☐ Arab   

☐ Asian/Asian British: Indian   
☐ Asian/Asian British: Pakistani  
☐ Asian/Asian British: Bangladeshi  
☐ Asian/Asian British: Chinese  
☐ Other Asian: …………………………………………………………………………………………….	….

☐ Black/Black British: African  
☐ Black/Black British: Caribbean	
☐ Other Black/Black British: ………………………………………………………………………………

☐ Mixed: White and Black Caribbean	 
☐ Mixed: White and Black African
☐ Mixed: White and Asian 
☐ Other Mixed: ………………………………………………………………………………………………..    

☐ White: British
☐ White: Irish   
☐ White: Gypsy or Irish Traveller 
☐ Other White: ………………………………………………………………………………………………..

☐ Any other ethnic group: …………………………………………………………………………………

☐ Prefer not to say

Religion and Belief
☐ Buddhist 
☐ Christian 
☐ Hindu 
☐ Jewish	
☐ Muslim  	
☐ Non-religious
☐ Sikh
☐ Prefer not to say 
☐ Other religion or belief: …………………………………………………………………………………

Caring Responsibilities
Do you have any caring responsibilities? (please tick all that apply) 
☐ None
☐ Primary carer of a child or children (under 18 years)
☐ Primary carer of a disabled child or children
☐ Primary carer or assistant for a disabled adult (18 years and over)
☐ Primary carer or assistant for an older person or people (65 years and over)
☐ Secondary carer (another person carries out main caring role)
☐ Prefer not to say
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Without your
support it  would


have been
impossible for
me to win my


case. 


WWW.EDCAB.ORGCompany No: SC232542 (limited by guarantee) Scottish Charity No: SC023348


“A BIG THANKYOU”


Staff always super helpful.
There’s not a problem that
they won’t try their best to


solve  


“Thank-you  for  a l l
your  help . . .go ing


above  and beyond .
I  am very  grateful”  


1995-2025


“The staff are caring.
clued up and friendly.
An essential service


delivered with
efficiency”


“This branch is
amazing - if  you
need help & don’t


know where to
turn, please contact


them”


E A S T  D U N B A R T O N S H I R E  
C I T I Z E N S  A D V I C E  B U R E A U







EAST DUNBARTONSHIRE CAB ANNUAL REPORT 


Where has the time gone, this is our 30th Annual Report and this
year we celebrate 30 years of Citizens Advice in East
Dunbartonshire.  Our service is in a greater demand than ever with
constant changes in legislation, increases in food and utility
payments and of course, the demise of the winter fuel payment for
all pensioner age residents other than those on Pension Credit;
making it difficult for all vulnerable residents to meet their
liabilities.


SERVICE
DELIVERY


a year's overview


PAGE 01


Drop In Service
Our drop in service continues to be extremely busy and we now
operate a triage system, the system is working well and a staff rota
system is in operation to ensure that we have cover each day. Just
like any triage system an initial assessment takes place and if the
enquiry is complex, either an appointment is made for the client or
they are asked to come back with appropriate paperwork. Our
telephone enquiries v face to face have just about balanced out as
telephone takes 54% of our total and 46% drop in. Most our
outreaches are by appointment only and appointments can be
made online or by calling the office.
Funding
We continue to deliver a holistic service to meet the needs of local residents.
Unfortunately this year we were advised that in 2025 we face a 10% reduction in our
funds from Health & Social Care Partnership, the reduction in funds will mean that
we have no option other than a reduction in hours for some of our benefits services.
This is very disappointing as East Dunbartonshire has an increasing aging
population above the Scottish average. The decision would not have been taken
lightly. National and Local Government funding cuts impact on all services and our
service did not escape as we receive public money and make every effort to provide
best value for the funding that we receive.
East Dunbartonshire Council continue to support the good work that we do and no
reduction has been applied to our core funds. As with all other employers we face
the increase in Employer National Insurance contributions with no additional
funding to support this, it is inevitable that our front line services will be reduced
accordingly. We will continue to seek opportunities for external funding to support
our core services. 


E A S T  D U N B A R T O N S H I R E  
C I T I Z E N S  A D V I C E  B U R E A U
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VOLUNTEERS
Our volunteers serve as the first point of contact for local residents at our drop-in service, which
operates five days a week. We continue to attract local residents who are eager to participate in
our training and competency framework to assist and support EDCAB's services.


Currently, we have 34 local residents volunteering with EDCAB, including 20 generalist advisors.
The remaining volunteers specialize in areas such as employment, simple procedures, and
administration, while others are still in training.
Our volunteers bring valuable life skills and experiences that enhance their learning. They also
engage in ongoing training, both internal and external. Through our quality of advice assessments,
we identify any gaps in knowledge and provide additional training when necessary, ensuring our
volunteers are fully equipped to fulfil their commitment to EDCAB.


This year, we provided training in employment, benefits, and money advice to ensure our
volunteers stay up-to-date with the latest information. 


As a thank you for their commitment, each year, we try and provide a “thank you” during
Volunteers Week, the volunteers are all presented with a certificate provided by East
Dunbartonshire Voluntary Action.  The event is always well attended as this gives the volunteers
the opportunity to catch up in a social setting. Some of our volunteers are ex members of staff who
have retired and after a short break return to the Bureau. 


Pictures taken at our Volunteer Week  Celebrations 2024
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Pictures taken at our Bowling Day Out 2024
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Case Study 2 - Yvonne*


 


How our advice helped John:
Assisted client to make an application for Attendance Allowance. 
Advised client that he may be able to make single application for Pension Credit 
Advised client that he may be able to make a claim for Housing Benefit and Council
Tax Reduction due to his wife’s 
Assisted to make application for Pension Credit, Housing Benefit, Council Tax
Reduction & Blue Badge.
Attendance Allowance awarded at High Rate - £470.38 per month 
Pension Credit Awarded - £328.46 per month 
Housing Benefit awarded - £396.52 per month 
Council Tax Reduction awarded - £190.08 
BlueBadge obtained Older People's Home Visit Service EDCAB provides an Income
Maximisation service for the most vulnerable members of our Community.
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MAKING A DIFFERENCE


John referred into service through Health & Social
Care Partnership, Improving Cancer Journey. John
had been diagnosed with Pancreatic Cancer. John’s
wife was under care due to Mental Health. John was
in rent arrears as wife was the only name on tenancy
agreement and had not been paying rent. John was
struggling to manage and was not aware of any help
available. 


*Names & certain details have been changed or omitted to preserve client
anonymityCase Study 1 - John*


How our advice helped Yvonne:
Scottish Child Payment received - £26.70 per week. 
Best Start Foods awarded - £754.65 
EDCAB welfare rights represented at Appeal 
Unanimous decision was made to award client Standard Rate Daily Living - £72.65 per
week and Standard Rate Mobility -£28.70 per week which was backdated from 22nd
October 23- total Client Financial Gain £8718.


Referral from Health & Social Care Partnership
Team for Income Maximisation. Office
appointment arranged. Yvonne recently
separated, has full custody of 8-month-old child.
In receipt of basic Universal Credit and Child
Benefit.  Yvonne was supported to complete
appeal form, gather evidence from medical
professionals and other support organisations and
send form back to Social Security Scotland. 


E A S T  D U N B A R T O N S H I R E  
C I T I Z E N S  A D V I C E  B U R E A U
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Our statistics show a small decrease
in our total number of enquiries for
2024 (2023 -24772).  Since the height
of the pandemic in 2021, where our
enquiries reach 25338, there has been
a small steady decline.  This year
2024, this is largely due to the loss of
our Community Wellbeing project in
August 2024
resulting in a drop in referrals from
local Medical Centres.


in the last 5 years benefit enquiries
have been our largest enquiry area .
Our figures show that 50.96% (11,977)
of all issues brought to the Bureau in
2024 were benefit related.  It is very
rare for a resident to bring just one
enquiry, enquiries are usually multi
faceted an average of 2.8 issues per
client.
 
The second highest enquiry was
Finance and Charitable Support at
8.33% (1,958). With the introduction
of a full time Financial Inclusion
Officer based within the Bureau and
local foodbanks, there is a 22%
increase from our clients accessing
this service. 


    ENQUIRY CATEGORIES     
TOTAL 23,501


2024


  


Benefits


Health & Community Care


NHS


Consumer


Employment


Immigration


Tax


Education


Debt


Housing


Relationship


Discrimination


Finance & Charitable


Legal


Utilities


Travel


E A S T  D U N B A R T O N S H I R E  
C I T I Z E N S  A D V I C E  B U R E A U
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This year, financial gains have risen significantly, increasing from £4.3 million in 2022 to
£5.5 million in 2023 and reaching £6.5 million in 2024—an overall increase of £2.2 million
in just two years.


The largest contributor to this financial gain is our income maximisation and financial
inclusion service as most of the financial gains are  achieved through benefit checks that
identify possible areas that a resident would secure additional benefits that they may be
entitled to, if they met  the criteria 


The Community Benefit to our Income Maximisation work is far reaching as this allows
residents to access local services with the additional funds. Many of the residents access
local gardening, taxi, shopping or home support services to assist them with daily tasks,
the additional income from Attendance Allowance means they now have the means for
something as fundamental as putting their heating on. The same applies to Adult
Disability Payment.


One of the areas of growth is Attendance Allowance, which is a non means tested
disability benefit awarded to those of non working age (over 66) who have a long term
condition, in 2024 we  completed 441 Attendance Allowance applications, securing £2.4
million in financial gains. This area of client  gain has seen a £1 million increase in
financial support since 2022. Adult Disability payment a non means tested disability
benefit


With outreach services and home visits available in every area across East
Dunbartonshire, we are effectively reaching and assisting the most vulnerable members
of our community.
Additionally, our Money Advisers have helped secure £475k in debt-related financial
gains. By conducting full financial assessments, verifying liabilities, and maximizing
income, they continue to provide comprehensive support to our clients.


CLIENT FINANCIAL GAIN      
£6,548,090.88


2024
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£2,401,891.34


£1,817,896.88


£510,063.42 £475,242.04


£97,149.24


AA ADP UC Debt UC Migrated


E A S T  D U N B A R T O N S H I R E  
C I T I Z E N S  A D V I C E  B U R E A U
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In 2024, debt rescheduled at EDCAB has increased slightly to £3.2 million,
compared to £3 million in 2023. Credit card debt surged by 43%, driven by high
interest rates, inflation, and cost-of-living increases, with more people relying on
credit cards for daily expenses. This makes it difficult to arrange repayment
proposals, as creditors halt credit card use once notified of payment difficulties.
Priority debts, such as mortgages, rent, and court fines, must be addressed first to
avoid serious consequences like homelessness.


Clients, especially younger ones, are often hesitant to seek money advice due to
concerns about negative impacts on their credit reports, potentially affecting
future financial opportunities like mortgages or car loans. Their decision to struggle
through the current issue rather than enter into a repayment proposal is worrying.


Several debt categories have seen a reduction, including council tax and rent
arrears. This may be due to rent payments now being paid directly to landlords
through Universal Credit following the continued migration from legacy benefits.
All of the staff and volunteers will advise residents of the council tax reduction
scheme to ensure that they are receiving all that they may be entitled to and
thereby reducing their council tax liability.


 Over the past three years, unsecured loan debt has risen by 55%, increasing from
£144,228.75 in 2021 to £323,182.87 in 2024. With the ongoing cost-of-living crisis,
increases in utility costs we anticipate this figure will continue to rise in 2025 as
clients struggle to prioritise essential bills. Our money advisors are working closely
with welfare rights and financial inclusion staff to ensure clients maximize their
income and claim all available reductions.


DEBT TOTALS
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Credit Cards Unsecured 
Loans


Council Tax 
Arrears


Mortgage 
Arrears


Rent Arrears Utility Arrears


£827,237.04


£323,182.87


£256,786.34
£211,694.79


£152,283.04
£118,764.02


E A S T  D U N B A R T O N S H I R E  
C I T I Z E N S  A D V I C E  B U R E A U
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During 2024, EDCAB staff dealt with 11,977 new benefit issues for clients this category
accounts for 51% of all enquires dealt with by the Bureau. 


As the only advice agency in East Dunbartonshire offering a comprehensive benefits
service that includes redeterminations, where benefits has been refused, and we ask for
this to be looked at again and also taking forward appeals to Courts and Tribunal services.
Our Welfare Rights staff are kept extremely busy, benefits forms are lengthy and complex
and can take up to 2 hours to complete particularly where the client has ongoing health
issues.


Disability benefits remain our largest enquiry category, with Adult Disability Payment
(ADP) at 3,648 clients—a 6% increase from 2023. Additionally, Attendance Allowance
accounted for 16% of all benefit enquiries. This growth reflects our strong partnerships
with local support organisations, in particular East Dunbartonshire Council Social Work
Home care services who in 2024 made 325 referrals, this resulted in 436 home visits being
carried out by EDCAB staff.


The continued rollout of Universal Credit Managed Migration, Employment Support
Allowance (ESA) enquiries have declined by 41%. With the DWP planning to contact all
ESA claimants by December 2025, we anticipate a rise in Universal Credit enquiries
throughout the year.


Universal Credit (UC) enquiries have increased as predicted, driven by Migration Notices
and the shift from legacy benefits. UC-related financial gains rose from £485,291.48 in
2023 to £607,212.66 in 2024. The Department for Work and Pensions confirmed that all
Migration Notices will be issued by December 2025, with legacy benefits ending by March
31, 2026, so UC numbers are expected to keep rising.


HIGHEST CATEGORY
BENEFITS ISSUES 
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Adult Disability 
Payment 


Attendance 
Allowance


Income 
Maxmisation 


Universal
 Credit


Employment 
Support


 Allowance


Carers Allowance


3648


1920


1595 1501


328 296


E A S T  D U N B A R T O N S H I R E  
C I T I Z E N S  A D V I C E  B U R E A U







PAGE 09


East Dunbartonshire Council   


BME/Syrian Project 42,800


Core 104,180


Financial Inclusion 65,878


Independent Housing Advice 36,000


Housing Plus 20,508


Money Advice 113,345


Cost of Living 50,000


Health & Social Care
Partnership


 


Home Visit Service 26,079


Healthier Wealthier Children 13,500


Welfare Rights Service 156,960


Community Wellbeing Service 87,479


Older People Access Line 15,000


McMillian Partnership 33,870


NHS Greater Glasgow & Clyde  


Patient Advice Support Service 66,921


McMillian Cancer Support  


McMillian Benefits Service 34,108


Citizens Advice Scotland  


Pensionwise 2083


Money Talks + 55,340


Peer Support Worker 5,121


Aviva Project 2563


Gamble Aware 3,965


Trussel Trust/East Dun Foodbank


Financial Inclusion 16,145


TOTAL INCOME  £951,845


How it was spent  


Staff Costs 847,055


Property Costs 69,237


Operational Costs 40,524


Governance Costs  8106


Total
  Expenditure


£964,922


INCOME & EXPENDITURE TO 31ST MARCH 2024


As the chart above shows Kirkintilloch East, North &
Twechar (Ward 7) has the largest percentage of
enquiries, followed by Bishopbriggs North & Campsie
(Ward 4) and Bishopbriggs South (Ward 5).


All of the Wards mimic the overall statistics in that
the top category is Benefits, in particular disability
benefits.


We strive to be as accessible as possible and replaced
our main office in Bishopbriggs with additional
outreach points in Bishopbriggs, adding a day to
Auchinairn Early Years Centre  and 2 days, Tuesday &
Friday in Bishopbriggs Memorial Hall.


Accessibility is one of our main principles and
alongside outreach venues we also offer telephone
advice and home visits to those most vulnerable of
our residents. With 11 outreach locations available
Monday to Friday, we ensure support is within reach
of all within our community.


Most of our outreach appointments can be booked
through our website or by calling the office,  we offer
dedicated days for Money Advice and benefit
enquiries. The face to face drop in now takes first spot
51%  and replaces telephone  enquires 48%  at the
top. Telephone contact was at its highest during the
pandemic, however each year we have recorded  a
decrease in this contact method with residents
preferring  in-person meetings. 


Our outreach points are often booked up weeks in
advance and we continue to monitor this, to ensure
that priority/urgent issues are dealt with timeously.
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Lenzie & Kirkintilloch
South 3397


Bishopbriggs South
3481


Bearsden North 1486


Kirkintilloch East,
North & Twechar 6640


Bishopbriggs North 
& Campsie 4656


Bearsden South 
1441


Milngavie 2400


STATISTICS BY WARD- 
TOTAL 23,501


E A S T  D U N B A R T O N S H I R E  
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Kirkintilloch Office  11 Alexandra Street Kirkintilloch G66 1HB.


                                    Drop In                     Telephone
Monday                  10:00 - 1.00pm            10.00 - 3.00pm
Tuesday                  10:00 - 1.00pm            10.00  -3.00pm                                        
Wednesday           10:00 - 1.00pm            1000 - 3.00 pm
Thursday                10:00 - 1.00pm            10.00 - 3.00pm                                            
Friday                      10:00 - 1.00pm            10.00 - 3.00pm


Late Evenings  Tues & Thurs 5.00pm - 7.00pm


Outreach
Auchinairn Community Centre            Wed 10 - 1pm/Thurs 9.30-3.00pm
Bearsden New Kilpatrick Church        Mon & Thurs – 10 – 1pm 
Bishopbriggs Memorial Hall                 Tues 9.30 -3pm & Fri 9.30-1.30pm
Hillhead Community Centre                Monday 10-1pm
Lennoxtown HUB                                     Wednesday 1pm – 4pm
Milngavie Fraser Centre                         Tues & Thurs 10 – 1pm
Milngavie Community Centre              Wednesday 10 – 1pm
Twechar Healthy Living Centre            Tuesday 10 – 12pm
Kirkintilloch Foodbank                           Mon/Wed & Fri 2pm- 4pm
also Milngavie & Lennoxtown Foodbank on a monthly basis 


Tel: 0141 775 3220


Visit our website
https://edcab.org/


Email
bureau@eastdunbartoncab.casonline.org.uk
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CONTACT US FOR
 FREE, CONFIDENTIAL ADVICE
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