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Cantast Datalls

For furher infarmation please cortact-

Gill MacLean (Manager)
Nairn Citizens Advice Bureail
& The High Strest

Mairn

iz 484

Telephone 01667 456677
E-rriail buteali@naimcab.casoniine org uk

Website wwwonairmeah orguk
Face book  Nairn Cifizens Advice Bureau

Opening Hours

Waray 1008 to 1500

Tuesday 1004 1o 1500

Wednesday 1000 1o 1500 .

Thureday 1008 1o 1500 and 1730 ta 1930
Friday 1000 1o 1300

Salurday By appamiment anly

A home sisiting service, which:can be out with theses hours - is avalabile to anyone
wio |5 unahls to vislt the Bursau due todiness: or disability

An outreach Service in Nairn Town & County Hospital Is avallable Menday to
Wednesday 1000 to 1500,

Finduson ] kwitker ¥

Seallistt Chonty Ninber SC0Z3356
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Thie Twin Aims of Naim Gitizens Adyica Bureay are-

Te ensurs that individuals da not suffer through lgnorance of thelr fights and
responsibilifies, the services available lo them, or through an nabiiity to
express thelr rigads sflectively,

To exaroise a responsible influence an the development of Sogial Poligles,
iath locally and mationally.

‘Oor objective in Naim CAR s to provide independent, fres, confidentlal and

impartial advice, and an information. service that Is readily accessible by, and
tailorad to meet the needs of the local community. We achiews these aims by

ansuring thak:

We are available to all who wish 1o acoass our services,

We provide Indepsndent and Impartial advice and infarmation on personal,
social and legal malters.

Wi havé trained and (nfotmed advice workers,

We provide free and confidantial interviews,

Wi access maderh, up-to-date Information systems

Wiz are fully sccountabis to members of our commnity.

We: have access and interview faciities for wheelchair'pushchalr ussrs, and
mww:ﬁe* hame visizs o aII WD I:.‘-Rl‘lrlﬂ[' oftiarwise aocess the service.

We:provide advocacy, negotiation and representation services.

We -cafry out benafit checks: for individials o ensure relevant benefits afe
being paid.

w&pm?l_dreneguﬁaﬁpn and representation in debit counselling, money advice
and housing

We oifer trainma/discussions oh curwerk o local community greups:

e are members of a hational netwark of Bureaux.

Pty EAEARNLE] Repart DS ALY



The CAB Team

Board ef Diractors

Eifiair Brends Waterfzid
Vice-£20)5ir L=e Dysan
Treastiar Jo Tunstal
Higriand Copnel. Caunsilir Pet=r Segsers
Memberof fhe i) Alwatilr Miselson
Meamber of fhe Pubh: tain MarDanaid
Migihigr of (e Pl Frank EEI@_H-E
Mermliaral e Pubii: Jahn Delan
Mesrmbsere o e Pulilic Halar RFudlsnd
Wiy af e Fulilic Loyise Clark
Membarof e Salilio ‘Prul Mabioe
IRermoeof the Fabil Cryinthia May
Hewvarary Tregsuirer L.ouisa Buirta

Board Representatives

Padel Staff Hq;i:l'mﬂ_f.-ﬁ!u_h'm Pamsla Bl
Velintesr Repressntatin JIE St
Ehamﬁfmunteerﬁ

Angeis Velteh, Anne Garigck, Brdget Wipatrick, Bushan Ralghe 8ok 1hamson, Cheryl
Tawneley, Ghrisiine Bunker, Glare darrstt, Dawn Breedon, Dawn Nicotson, Deborah Baile,
Ceclan Flynn, DI M, Donna Frigss, Ela Hunlsr, Frances Middisten  Flona Palmer, St
{Il'lallh‘mr. Graham Ealsy, Gerpy Rﬂbﬁ{m Gilllar Harris; Tan Muir, laby Vetat], i Stewad, Jobin

Bobaall, Julle Ferce, Linds Eagland, I'I.FIFFrrtEa Maﬂt{m‘md Magdalens Maclean, Mark Boveddaes
Ma:mn MeEChn, Martin Cresse, Patt Bayliss, PRI McBride, Rick: Stewar!, Tragey Cotpar, Trice

Frazer
hérader &ifl Maclean
Denkd Housing St Kallilesn Cousing. Faul Homer, Bryan Bajy
Wsltare Rigiie Taam Allizon Jatias, Migeh Stewar, Falll Bayilss, Hridget
¥ilpatrick, Christine Burker, Linda Eagland, Trics
Frasef, BryanSain. loin Vemall
CEpiayEnt Fhil MeDids
Viodniafar Supoart Warkor Pamaig Muiy, Julip Prames
ASAP Jacrjueline Brodie (fil Dac'18) Bamry Nichals,
Elks Ambroge
Dibroacn Profeat Workens | Maln
Furansal Hoslh Seviees Fioie Palmer
eyt Mark Bevandoges
£l Cifizans Suppot Senvice Gillan Hamiz, Eleanor Sk
Almin £ Socil madia Voliileers Marian MeGwan, Clare Jarmati
Mrkptiies an :JrDr?"r:lth:-ﬂ:r.l' stacan| Clnre darmtt
.I'Em*ﬂi'?‘j‘v'i'm'ﬂn'd.rrﬁrme Marous Bain, Richard Smith, Bryan Bain

Mairp CAH Annuslfizpoit 20182016



Chair's Report

Welooie to Nairy CaB Atnual Genaral Repart,

Cltizens Advice has a long, proud and trusted history
of helping clients with their problams and
it Ehem Lo [formed dacision,

We at Najrn-tske grest prids inour zeriicsand
achigvements, Tallowing the b aims of our
arganisation te pn:mdﬂ aclvice that poople naed far
the [JI'"J|.II|EI'I'IE- '[l'lF"_.' face and to lm]‘srr:nrr the policas
Andd pm:tm-rhateffnrt pﬂunle‘illi.lu_s_

Dur' suecess is ineasured by auroatoomes and yai ca

sas frymthis repork that ellent feedbach, chant firanclal-goin-and exelient audit results prowide
tha evidenoe, There are always ways to Improve and we constantly strive to schieve this, Therels
a great deal to be proud of inthis report,

Bevelgpments In technology opan U new ahd exdting ways 1o help dur dlisals; improving wayh
Toaccess advice in 3s many ways as possible: Whilst this |4 the wey fomward for sema and we
nesdl to bepart of this progess, we will always bethere Lo provide the tace to face, holistic
service that underping oursuccess and what ouf clients need. This is unlque to 0 timens Advice.

To. r.-nnblr.ttl're service we dellver wie feed fundln. ﬂur g funding leam the |Hehiondg |:I.'.|1|I11:|]
contributes i our cots bulwe need tosaures athief svelives of him:ﬁng sy seeking projects that
enabile s kb comtinue Bur service, This yaar we have succesded in doing this bul we dre acdlali
aware that it is becoming more difficult far everyone, Cltlens ddvlce Scotland s working with
the Seottish Gowsrnment and pther agepcies to suppert all CAB: to source 3 Aditional funding
straams. | would Hke ta take thiz oppertunity to farmally thank-thoss crganistioes wha suppart
us with deliver|ng aur 3ims,

The wiirk Gane by Malrh CAR staft and-woluntesss miakes 5 s differsace tothé paople of Nair

net iost financially but to theirgeneml well-being: | amproed 1o bepart ol this teamowhe always
seem willing ta give their time to help others: mmmlttlng te the ondless training regiired to
hEEPUp with changes. Think yau o 'rﬂr',-':;-ur mfnmltmanr

Mairi CAR will be 75 years ald niwl yéar Sud we 1ave eomi a lonieg way siice we started, so
hers’s bo many mdie sdccessful years ahead.

alrrs CAIEARR R Bapns 20T R0 2
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Manager's Heport

This s heonanather chiallenging firsncial year. In @lditian to U aipacted furthsr deductiog in
arant funding from the Hghland Counell, sorme of our longer standing prajecks recelved stand
=2l fundfng which meant we faced a possible reductlon |h provision as serdee delivery casts rae.
Heowfever we. have contimisd (o make effitienoy savings ~ shopping sround fir hest price for
FFr:l:':rlnb.'. gas and insuraniced; chicking aur telephony systam lsopst aftactlve and we
untertaka, whess possihle, dur own rusaing fepalis. Fandrasing haq.bpsrvfnrdmﬁt in the mind
of the Board and the fundraising eommittes as organized vaklbus svents Including & ]urrah'rla sdlE
and Easter honnet sompetttions. Wears also grateful to mambers af the oublic who havemade
donatlans to the bureau,. This combined etfort bas ensured we have not had tp reduce services
biis i,

Although e finding & eeduced, deéfndnd for our s#rvicey has refrainee bigh, I thnes of
ecotiornit hardship, the impact i5-oftali tolt most aculely by those whe Wee I aF dase o
powerty and thoss with disabilities, who rely on our Welfare system o help them mes| thejr
Basic nesds,  Enguiries are inereasingly imors mmplag and tme consuming and wa aim Lo be
uriversally. accessthla and avallable to everyone who neads us Wewill halg anye individual whao
faais their ssue o impacting an their (i,

In thelast year our advisars,,.,

saw 1,625 people

Helped resolve

8,35? separatn

iERLTS

By giving advice

5,?35 Times

Hesulting In

EEHEHE S

£1,880.345

Financial gain for
ourclients

Mamm A &antial Heport S0 L8310
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It would: be impossiols Lo diliver s byt the centinoed commitment, compassion - and
dedication of our yolunteers and staff; without their support. our reach and impact would not be
possihle.

Cllerl Asild Loy “weere detlehiod with the ine
Snd caE taken by 3 val unt=er aqvisar in assisting
thrap with e completion of akenctlt form, The

rliant was 2 firse-nime aoplicant énd, aithouzh this
voal bwe ioues, 1o ofient fegorted thir i dig not
s=am [ilgthis gt 21l anid that the Fdviter was very

renssuring and Infopmative, meking the process as
HENY HE puﬂgihllj; and L v sam bl mauds
sueh & differmnce.”

iy

=—_ 17826 hours —
a7 ""“‘J"‘E of thelr firme in the Bt yedr

Our waluntesrs r_jm_'! tedl

The level of talning. both lhitlally and on sy ehgoing basis, should not be underestifpated,
Welunzooring in a CAD is not o easy chilce but our voluntesrs bring with-thien a'vast Kniowisdge
andeskill st #ewell asa desirs 1o help paopla o burngwe aogepl thal sorme are oply 2alng 1o e
kb s for a shorl Hame, _ _

I g et yoar sowen, velunteers moved on to paid emplpyment — directly dssistad by the skills,
training il experience provided By Nalrm CAR

What we affar:
Key ndvice areas include welfare entitfement, dsbt, housme: immigration, . employment,
sorsumear advice including utilibies power of atlornay, tax .

Tap advice issues as 96 of total enquiries

W atlare Hanatits
B Gl i
i Holing
Aup ECEslaymenl
I LGl
et gl Proverdingd

o Charitably Subrpor,

o Cithel

MatEr Cak Anrilsl Rapore 20182012
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W frave ouf High Straet oiflcs which offers & minture of drojp in odvico sessions flve days & weiak
{lncfuding &' late avening]) telephohe Gdvice g5 well 35 appointments, Home visits are avaltalble
tar these umable-to aocesy the bureaw, We are grateful for the space made availstle to o= at
Mairn T&C 50 wee can offer an pubisseh neryice thres days g wesk which 1z parth:ulnrllr asefl Tar
el n||n'-'at.|1,r Attending tlm Healtheare practles |l alucy very halpﬁ|l far GFs-who g mder
PasiEnts presehting with nons rrefiral FEHuEE,

Qur' sebvice is fpdeseiident, impu s, free dnd canfidential and indliluals o jo v hocause
Uy keritsiar thery can rely on s trust us and rocogniee we have the sxparddnes and ltrﬁﬁw.!edgi_i- G
el thicen Tipd sedutiog.

Mairn CAB has devetoped a range of spedalixt services whicl you can learn mgreeakout [ Uils
reparl Bul e dry hate' s couple of new ﬂ-fl"i‘:l‘lhg_ Lhiks yabirs most reiantly, with flm.;,-'lrl'rg from tha
Home Cifice. wi Ir!rud‘u:u:l the ELL Eitizans Stpport projeet; In March, In partharstip with Livtsn
wiall Seotiand, wa lntrodUcad the Lstinlig medl) service which offers 3 safo space where you
have thie Bz and opporiunity to explore yo0r concertis or worrlés o confidence with 3 tiained
listeper, Zarllar in [he year we were acoreditad a5 partiers iy the Koop Sale schame and aur asw

wiehslte lunched this yean wiaw nalineab o uk

How we fund |

Wie rely oy grant funding from The Highland Courc o suppert our core work and project
fundlng t=sacured from various saurces a8 well as elisfltable danations and fun diaising attiities,
We are very gratelul foorecelve continued funding from Scotrish Gevarnment to mitgsss the
Impact af Welfare Reform; from Foppy Scothsnd 55 we man targst halp tor our Armazl Foress
C::lrﬁmunlly eluding vatbrans dmd. thairfamilies; Seotilsh Lepal-Ald Board 'whma funding allows
H5 10 help L'II-I?I'IESI who face E"n]'h.ihgn' dntl rl;'_'pniqﬁs:tﬂnn, and the Eu_i::ui:maﬁ Unksn Sociul Fund
wihisse Furiding is targeted at helping to atleviate Ehild povsrty,

A5 a momiber of the Natlonal Azsoriation of Gitizens. dvice Bursdis, wiark partaf the largest
rollabaration of advice providers inthe LI, sharng lnowledpe) skills and exportise to conthsally
dovelop dnd (mpmve olir services, The anonymlzed data collscted by the CABx network
provides mne of the hest |ndEperrdHrrt soiiress of intelligence aboul the lssues impacting on
peaple’s lives at-any givon Ume, A 4 riesult of our oollective resources and enlenshe spcwl
policy wnd partnesship warking, Citizens Advica’ ks constantly lrlnr:u-m!ng and develnping sarvices
torrespond to ideriified local nesd, Nairn CAR's eye-catching window disolay changeh frequently
thanks to Valunteer Clare Jarrott and we hightight fopics that are important and refeeant &t the
thine. The frant. tpver shaws s sample of d]s-pla'-,:ﬂ from Lhe lm,t YT,

Main Cal haz pr rr..rLﬂl._d tsaul fivkes the Seattish Governnient’s Fale Rants Bill consultation ani
helped shape Social Seourny Scotlaml's Fynarsl Suppart F'H‘l".mEl'l,t Soime af Malrn CAR'S Saclal
Pollcy {5F) feedback’ has been used in two cohsultations. The ficst il a° Seottish Governmoens
congultation on focal contiecticn -and Intentionality provisisss Iy homeleseatoss legislation. The
sucand iy A eespanse-to the Social Seopriby Advisory Committee’s inouiry inta hew efoctiva the
Wiiversal Ceedit Clalimant Commitment |5 in getting people inte watle in May, CAS used some of
sur'sp EF'EI'”HI hhrT i IJrn:IIrrg rileasad to dl ScotEish WPs, 3l ['.-TEF';. il the relei it reLERIT hers
fal batl, This wias timed with CAS subimittlie 2 tesplmss ta the UN Special Rapeartaur on’
Esttremi Povirty and Human Rights! Investigatisn on the use af digksl tEl',l"Elr‘:]ﬂl{iE:li' Im=5acal
SACUTITY FyEIMNS.  Asa resulr of this, Xaib Brown MEP raized a Flurliﬂlnﬂntm"g,-" Matian oh the
Inthe,

M CAB AN Rl 201R-201%




Dur groventative work is impartant to us: Locally, in 2018, having noticed-an inoreasa in issues
connected to guarantor products, parficulady amy leanfcredit and lease wgreements, we
urrLEEr{uull 2 spuplng esupelss. We saw cizes whiel cauasd real debriiment o dliehte l.'}l::rrh
1'|l1;]|'|_l:lﬂ||'|.' gt personally as chonts Who waro guarantors got inte their own: financial dlfhm.lﬁ:',l
when the arraigement went wrong and personal felatitmships became stiainad. Stadenty and
pacple leaking (o orenl or purohase proparky for thie Tlest e are olten onzhie 1o provide eithor,
rental-or crmployviment references and theretore rely on someone 1o act a5 gUarantor 1y ord pr o
securs agcommaodation ar thelr placs on the proparty ladder

T i wias Rt fer e dod Being
My cgeenmior fer . my St
mortgigE ol A0 pEdr Gig
plotipbly wopld st nok bean thi
property fadder nev,

It cases wherne ‘5F..'|FE1_r_|| 1r=-_ﬂ.a_n'h:-: e withiry the sarmu j.rrnl_Jl.!rLI,.' bl uib !'-II'Il.I:II'r'I.'I..H_'gi' By L diare that
thisy bstrie liabl Tor all s ants ard aob just thell fanlly member: it i this fack of anareness of
the corsequences, should o defallt ocoup, that '
£auses puarantoss siznificant isbues

Mairn CAS swilh-signilicant wpol o -Paul | lomer,
Clare Jarrett and Matt Banks shdertook:a suhvey;
produced 3 report antl & giide for ayone thinking
of hecoming = _b,!]Frl‘ﬂTII.t‘ll' wl|||_h wir hav distritiuted
Ly ooy catmmnurdly,

We alse took port I8 The Food one the Tahle
campaign which gathered the public’s views, via a
pubilic, puevey. 1t was deslgned to find out ‘what
fooid insscurily looks lke acrmss Scotlands cin
Seotfish citfzens affard Ao sat  heatthy and
nutrition feod and what the Barders are to the
puiblic: accossing food? This then fed Inte the conudlation on the Good-Food Nation 810 s
ParlistmeEnt earlier this yeur

The cast of engrpy ContinUes 1 concem us and we ran our wsual Big Energy Savings Week
EaIfEaign o rnisr: mmre«ners. of the lmpmh:rrul \w chack lients Are on the b tariEl for their
(,Irl:l_i'msmﬂl.‘ﬁ'; s I pm‘lﬁl—lrihlp with Botlee Seotland, we I|1g|1[tgl1t|:|:i the nioed far people 1o
be awsre of puddible spams and we have secn 18 pesple presenting With concerms about losing
mahey a5 a' resuit of sEammerns.

During the yearwe have said goodbye ta & number of velunteers who hasve maved Into paid
employment or decded that Lhe tme has come for thepm te petlre. We thank them for thelp
commitfient to the pongle of Nairmshires They will he myissed, bt we are fso pleased 1o
walcame new and returming faces.

NanCaR S lat Repo 2018 2018
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The foctis for the coming yeal will ba on seeling funding, Fveryone astociated with Noim (a3
rreagflzas we requlre premizes fit for plrpase and we canbifae o wark towards finding
premises moresollable taaur peeds; pramizses thatwill allow s to prowoor servoss: 1o mesk
the dFmTlld, particilarly asound cupported digitsl secess. Wany paople in and arang Nairn are
disadvantaped becduss of fack of ignal access, be it through lack of skill or inahility to afford the
terhnﬂiugﬁ,f peyf o W Wil Ao stiive to AECUTE the rezourcos regliree to maintaln our
cirrant servioe dellveri . .

It & creditta-svaryona assodiated with Nairn CAB that thay dellver high quality servide in slch
eorapact conditiens and | eoneliede by giving thanks o those who maoke working ot Haln 48
such @ preat place. The dodication of evaryana - voluntesrs and paid statf - is awe nspiring:
Thank you e the Anzrr ﬂﬂtrEm Wh_f;l 'I.-'m'r'l: _h_et‘rTH:I Llie scmres 1y BHLLITE W prd |
governed;, '

Eumrplling ih this report has Been achicded bosause-of the collective sommitiment of this great
teom ofpoeple. The sippert grovided By Citizens &dvice Scothand s much appreciatsd and |
worl el Hnotly e to \hank Lic Cowia, Kalen frea Managss and the elocted metbiors for Naigs at
Highland Coupcil for thelr support during the gear

IFyou want 1o kg miore abdut what we-do of how yel can, [, please contasl me il the
Liusbemia ' '

Citizens fdvice Seotland’ s Ares Levelopment Ofticer Carol Greer retired in Octobier 2018 aftor
almait 22 years in post. She will be missod greatly but we wish her zmenjoyable retirament

Chair, Brenda Waterlield, Socol Grovr and Manager Gill Maclesn st Carisl's "Loaving do’

Ml R AL Al Rl 201820
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ﬁ’lﬂnay Adﬂc&ﬂ.agm‘t

I-tm'ﬂar:h dona by The Monoy .ﬁ.l:l'.rll:'_e Soyive '-..hmf.'a. Wral dermand Top ﬂmnua,-l Hdulps salvides
"mms: Scatland greatly I.'lLIl""[[‘I!J,'.-'.'ﬁ'.J],H.'ll',' I Hightard dlone thiz shurr.farl <ils B:E'}E Wihitle STE
_{.I’_E:r_&]'_. can access pational 1elephone sorvices for assistance, this s not ﬂl'.-.:u,{s the bost opton
far the client. Ti1|5_-i_ﬁ eyident in the statistic that demand for face to Tace appointments outsirips:
Huppplv by 145%:

In light of this; parwarkivsds continus to fncraase, with clizits wehd 5re Inneedof 5 losal fate fo
face service, prdviding 5 holstic' inoney advice =ervics lo Seottizh Natinnal Standardi-lavel 2
whrich s regulatad by the Francial Conduct Authorlty.

What we do;

Dl untser advisers deal with singe debl ssues but refer mulbiple debt cases do the Manay
pdvies Sdarvice:  We profuee 2 franclsl stalenenl foredr oilents based on the indostry
recogflstd Commoh Flnondalstatament. THIS =tz v detall tha client’s IrcomE and expenditin s
#nd durkfg s procéss we alm (o maximlso nconie (|odking at Gxtro Benctit entitheiments;
Inforne streams ete) and minimise Sxpenditute |looking at smokie, utility &S, phone
.mhlrﬁ.ﬂt‘; etc ), By checking bank _'-‘I.atqrrrEtsts. paysiips, benefit awatds 'Eh.:. '.;|~Fi'i:ErI1 provide-an
accurate A verifled statement thrI'l shioys the client’ 5 d1$|:|-u.ﬁhle mfm'nr_anrl Rl anthis
We €31 mIvIEE on 8l options the client has avallable and halp the cilsnt plirsie them Phis.can big
trom negatiating informal repayment plans bo formal schemes such-as bankeeptey znd the Dabt
Mrrapgsiment Sohame

idlning the vy, wa deal with emergencles siach gs court action, ovictions, wases orrestirent, eh
ard advise and siinoostta additlenal feld,

e e

The total debt vis managed Intreased 1o 5'-3_.11 milllen ancg we I1m'lnr.r|:ﬂ5_e_d financidl galns for
gar-chentyto over £232,000.

et
i piiyariesd
TP v LRI R T

LINET nrieais

ank clved st

i K St widy

i Purdhiig

o CpuEl Tine

“'“"H—.. _MrortEags

S Ul WlitanANCS

s Tax

rL3ecuzed toeng

Lbayday boans
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A large proportion of :}ur el hiesy vant sned ol taw arrears both af wiich ai'e treated s
1'1-r|-r4rrl"||I :1‘:1;155r hﬂt_l.'IJEE of the rlsk to thalr hames anid frcames. 'E'I'r.h&r" deht,. can ||'|||"J1.ﬂ:5|r3
atvybhireg framm Ff_ark!ﬂg"flnE&_Ln. debits tafamily s Fends,

Eapkrapicy - Foll

drrnletrellan
Bithrriey -
Pinimal hEset
b
el Disd
Arnkniaicy.

Shintmall

Cptions cho: r clients

A cart e seen thers 5 3 large propartien af ¢llents chaosing hankripicy and telien offers as an
agition, wiidh indicates thata majority of our ellants do ppt hevea sufficient income to-manage
ety dubbs,

Larst Tonizct’ isstllan endemie proglem within Money Sduiceand we wiork hard 1o engage with
g otients and oamy sl retorm ata future date,

MEWWS
The Accountant I Bankruptey has introduced 3 new (T syitem Rl thi Bell  Apsogemiart
sehemne; and we have bean invstved In trairing and fastdhack on this system,

WE continle e partlcipate lnand help erganise the nghla.nd fanay Ar,iu]::& Faruim whish .';s-am:
Ml:lnrﬂ,r Admﬂ's fl*ﬂtn aeross Highland mesting ana qu:urtﬁrlj.r Hasis 1o '5|‘:..Hl._ lrest ur‘ﬂ:_'ﬂi:e

We'lu'.'q continued Lo provide oo Tr_-.ﬁhii'_qi;;r_ our qglumﬁérs-;a_n Inpul debt detsils stralght
anto our masework ssion] o ﬁtrﬂqi‘ﬁrlng_pur_ processes; and hove intraduced & maoney sdles
e rerording template to provide a siplifled laynut for cases dlearly showing Scottlsh Mational
Standardy’ cpmpetencies,
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WMoney + Project

Au the origingl pame Tha ESF Greventing Pruerty Project, has baen, rechramdiads a2 i Wby
Praject, "Froventlig Poverty® wes seen a3 abatrier Lo pareils accescld @ the Service: Mot only has the
name changed but Kathleen Cousins, whao has been the adviser warking on the: project since s
ineeption in September 2017, handed i over to Wark Bevarjdee earlier thin wear: Hensever: in
agsence, the project romains thesame.

5o whal are thegims of the project?

Tho projoct ls aimed at helging and afcourdging parents ol voung chilldrén (nursery and primary
sehool ages) Iy Highland Region access Welfale Benefits they may be entitled to and assist themwith
Money Managlar_ﬁent Siills, whers appropriate taokling any debt issues Hyomay be facing, with the
atrn of allevlating Child Paverty,

Child Poverty, o definition:
Child powerty misens growdng op in fortifies without e reseurces (o ‘shtaln the tepe of ‘dier
‘purticipirta n The wctivitics and have the dving conaltions and amembies wiich.are the narm .
215t century-Scotiond. Children ars considered to he jiving Jo paverty if they live i households
withy dess thien BN of medion household ipcoeme: This is the key rreuspre wed ke LK et Scabiish
Goven rracefiL. Frveny fetest figuros ]"2545 1-3} i fi! m'.l:.f i -:u:rn_ul:?'-:'md {5 i ,l:lmfr"y g they are Hl..'.fng
i

o Emsthint BT 0 el or EIES 6 g Jor oosiogle persan with chiidees oged [Fee il
Id . .
v less than £463 or £24, 100 a year for n couple with chifidren aged five and 14

iz @O =

'EE:E.EEIT:I'I by tha ;;ﬁufh;ll }:?Tl:éwrnn;en’rl In:Fﬂ’lleiiﬂWEd “"Ir'LI ﬂ'“—*‘h_'l' Highland Familles
wls, 98 | i I the K & wiore v : :
QAL s, HE AR W e RO il Mariey+ Praject

Pl'-"*"f'-'rL'I" e g & monss chncrasoinie?
Il ibi it bow il saipigiiing w1 il R T

The Moneyl pfﬂjﬂt.‘t-_. offeran by bhe region's L.ﬁ.lﬁ:{, CoOplnuey o ke s

spgage parente through thelr local Nursery and Primary schools. N s i EI IR e 7o

Tt thi coming nmnth_, wE Wil be Inoking 4t how we rTIIE"'IT TAisE s, Likenrses fphehe. s 21, s

T-h'-‘l' Hf‘”ﬁhﬁ' of the project sl thiseits reach, Whilst nol evary paﬂ_nl "-‘“*"""-E'“"""‘II'?:‘E'?‘“:LT-']‘“"-1“'-"“‘""-"

wha i Finding money managamant incroasinely. difficely kad debts B R :am-;'"w o
AT [ 8 LTS LAl Bippe

thisra remakis a certain signia aiound the togic af mdney and thusa |,,DJ,_,L,,.|.:;,,_1 e

FELICE ace T miscuss monesy matters withrabrangeo: ap T i M Tl e
ULLLf ASLLAF

STl n Eonsib s Erge i

Soitfrce. CPAG IN SCOTLAND / CHILD POVERTY IN SCOTLAND:
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Money Talk Team (Formerly Financial Health Check)

The Fnancial Heatth Check = 2 Goviernmeht fuhded seivice st aff in Moveriher 2008 with-the
almyaf improving armess tooand the efhcency abfinancal heaith checks: far wulnerable families
ard older poople.

HF['IDFE”",-', the ser'-.-'lcc: hios 5I.;ppn;:|ﬂed IS,J?.! elharils mimiasy En;nﬂand within it first & mobths
tNbverbar < lunal and has reached 533-5 of its pational tatal, The corvice almg o see 12000
clienis i vear L and funding of Ui service hes now heed extended fo March 2020,

Nairn

The giaph on the tght fllnstratas the:
numiker af ellants wiho Have argessad
Ceservici by Mai (1 th lastg
months: 5o fasee have maclied-549%
of ur aiticipdled eenk wiich i
higifT Than The Aational aareEs,

Muw Pz Jan Feb Mar g Ny Jur

dlnce Hstincepticn i Novemoer 2018, tho savice dellvered In'Nalfn has fiwulted Ina"ollant
Hianctabgaln ol £43,640, prirmarity by identifying client entitlement toadditlonal benotis,

% Client Financial Gain
® Allundursce Aowarcs

m T pliypron ot Sugoo | Allowsants

b [ensimnErédit

m Personal independencefaymnne

i O1her berefits, debis & chariabis sipion

& Urreirsal Cradit

From fAugust 2619 the mmc,e will be robranded as the Manay, lalk 1eam-and the focus of bath
Il aryd mistinnwids markesing campaigrs will e on lower [neome famitles

Mairn SO AT niE] Repart 201 E 10
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Welfare Rights Report

BDwarview for 2018-13

It-Has heen another busy year for the Welfare Rights Te:nh1, (Il tr ot st acutply by the S0%
Increqse fnthe number of diants we representad at henedit t.r1l:|ur|n!:- cempared tathe previcus
buwgs ypary.  There has heen substantial ashats around the- acourasy-of WP bensfic declson
making, with particular soruting regarding the quality of-assessments carrad out by healthoare:
professionals oad Mow a clhimant's medical histary = 5ed in the dedision-process. This &
Fefleoted [ 2 PasEnl report By Sosefits abd s Palilinhilng whers 1E - e@Ea nogad that
Approximately thiea-glartess of First Tied Tribunatappeal hearings nalioiedde Tound In favadr of
appellants in the last yeal, In the gathoring of supjiorting culdence fof, our dlunty’ sppesly e
have beet preatly alded by medical prafessionals nat least at the loeal General Fractice who
frifve bear minre than willing to provide letters, #te. atno cost o elets, Key 1o3his las beey
ghir Yutreach nfﬂtg:ﬁ* the pracfice where Lynn Wain has established an excellent relptdonsnio
with the practive staff and helped spsore that client reguests far suppoert are tumed aceund
quickly,  Thistink hasplayed astgnifleant parl in seeing 30% o successful appesis odgad by the
Welfare Blghits Office this vear belng sebthed by DWP in Favoue of o elients without the
teguirsmont 1 a tribunal heatlng:

Hey developments In 201818

Sacial Security Scoatland
Tearsinteschd Sholssalta Alba

2018 saw Sacial Security Scotiano go lve os part of tha conimEncemanl o amsfar of powenl far
(e delivery ofa number of Bepefits to the dovolved Scottlsh gvarnment  Qualifying clamants
i Scotlard ¢an pow fecoive @ Bast Start Grant to provido o cach paymaent for holp with cces of
having children, Also, thase in recsipt of Carers Alldwance can got a siemonthly sugplemernt
payment which technically puts the weekly Garars Allowance oward 10 [fre with the. weskly
standard rate of n-wark bensfits,

Severily divahled propli-to qut bl paiilits aftar WM ost Lniversal Cradit cose Hmetra.coulil
Jse 2014

Difficutthes with linlversal Credlt were apain prevalant in the lastyear which cutmingted in the
‘deadiing for DWE to transivion all legaoy benecfit clalmants to Univessal Gradit being pat back:

Ay Lol N B A e A =
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apain o 2025 This was largely the resiit of & High Toorl raling o ine 2078 that niled that e
had ynlowiully dserhiinalod agalnel ey people who bad ta ciilm Lnlversal Cradit wihien. ey
mow=d to another aroa il as 3 result axperlenced danlficant reducton i indisme Hile Lo Hiery
I:-t-m'u:.| o B iva et I:H_.:rI:HIII;'jr Pmlﬂlums within UE compared to Iegacy venefits | he Court left |
Lty ﬁmrF'm'nPnt i Imp‘i#ment 3 m:i‘c-r solution to thelr rwling and in fanuary g regotatlans
i fnta force. preventing pa_u:inle in teceipt of benefits, Mmeclodie the Severe Disabifity
Framlum, transtering to Universal Credit until the final manaped mgration stage when they can
reoehve fransibonal pretection. People who have already moved ta UG and lost Disabiling
Premmiums are 1o recielve sdditienal payrients — bath hackdated snd on an mEning basic —
although these ey not Rilly compionsate elalina s Tar e smiountslont]  We have Identifiad
clignts n Gur sred whi have bean impacted in this Wy and will monfor them In the lime ahead
Lo wslsblish i they are aompensated as part i this wark,

ﬁer}'q-_ri'_u Uttt payrents ST fo ﬁ."H,"I s mistokes i:}-' e _ﬂﬂsﬁhﬂ‘j lncregse
f(huffinganges booak fuly 2019

Az owill as oaigalng chanpss ld thd benafits wetam, dir caseload 'in the past yedr et alsa
festured examplos & histodcal Crrard hpade by e DWE, Those ncudsed the discavery thai
plgimants’ lnoome lavels wiore incorroctly assoased when thiey wera trancharred from necspacity
Bensfit to Fmployment and"ﬁﬂpﬁ.pﬂi‘t Alicwance [ESA] carlier this decade Cllents whi s
approsched o furadeice oy this mal:l:Er lvave s fai mlletnl.rel',r rﬂ{"".!i'ﬂ'.'ﬂ EAE, 0050 |1 hacl-:uated
arrnars dus ta this arfar. Ina separata case, 5 cliant was pald £25, (60 in histarical arrears glter
we helned tham arove they were incorrectly assassad for their capabifity to werk when they tirst
clanmes) ESA fn 2813

The wiorl that BWE os boen compilled to underialds In order o Carredt these aad other 2o
has clearly Impactad an the dayte day rurining of thelr beneflls aflfees on the fronl e, This bibs
b I‘]'_mm:-ni:tll—.-rt'ed hy increased Weaitin B tnmies 5 connoct o operators an Lhefr lefephons
Iyl plr|1|.1_q..u.;1"1;|-|nr__r.|__=_r_5.=sl turparonn s i deciding on naw;c.lulrr'!f'.,_rl..ﬂg l‘:ld.ll-;lfﬂ rv Reconsiderdtion
ragHests and providing pepaswork for beneflt tibunals. Nnt pnly doss this add 10 the workioad
of burean stall and valintoors, b slso ceuses inersased stresstn our clients who are often iIn
firancial hardship osa resutt of these detays

Saclal Poficy Work

Wisfending’ DWP letter causing W and disabied people 1 lose benefits *fguardian o uk Marsh
214

The Bureau bdcame awars that the WP had chanped the warding &b oletter that was sent Lo
GRE domeerning tha provision of "ML hokes! Tae gafients to support thelr claims for Emiplayment
and Support Allewance [ESA) We undeilook resestch and confirmed that there Had been no
shange in the rules onshe provision of "REnoted’ It was merely 5 change to the wor dingof
letler,

M CAR BNl Reprt NS
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The smended lettar stated thal GP2 were no langar required to prnl'..r!q:igl"ﬁt nokes when the II:'I.I'I.'I’
had assessed & petient as being 1L worle,. Howevar, o did matb Tepthey sxplaly thet g patlent
I appraling thatdocisten the (ack of a current fit note would provent payment of E5& during the
oppeal process and, as such, have a signdicant lmpact o thien.

The Burean recognized that the possinifity that GFecould view thedetter 2z being A change in the
rules on the provisian of Fit notes’ and therefore not provide them for patients who "n"l:'l.;,‘rl-'
sppealing against F"iﬂ'_rfﬁ'.r.'rﬁinn?. ThE_'Paui*ﬂ'.'au TT:’l!TF.;'ﬂ this an & 1iﬁtiﬁnﬂ' sonial polioy =she and to
highlight it locally, contacted the GF Practics Manager providing them with infarmation shaut
thischanpad letter angd coples ol DWE Galldance for G an fE motes’

Weltare Rights by nuiribers

* W the 2008-19 year, e assisted hients i the completian of 213 zhim formes relating o
disability benetits or wolk capabiilty assessments,

» Stall aod volopbeers fnther asslsted clients with 77 Mandatoiy Boconslderation (MR}
redueslh agamsl et U declaians.: Wikike iU s geéndeally GiTieull o zet a pesitive outtame
ot the MR stags, we-achitvid a 33% succcss e which was will -above the national
fuerage of 18%, a5 fepoltad by Bangfits ond Work Publishing,

o The Wallare Rlghts Tdam reprosented clents n 32 henaefi app_r;nlg; Twiothirmis of [_H.:_z._r,g
redated ta PIP elaling, with the majority belag roviews o edistitg awards rather than new
dalms: From asoclal policy pesspective, it has been oarticularly disappointing to have
represented some chents mare than once during the year andalso sesing clients whorare -
eldarly sndfor have lonp-standing conditionsthat have na prozpest of sny improsement
havisig to g through this process. DWP has Begun to deknowledge this and In the course
G the year, they announced that they will no longer review PIP diaimants whi are-of-
state pension ape and wiltl Beapplying Theht losch® redivws for elaimsnts with s
|:_|:|I1r]|.ﬁr._r_r|:_i - - o

» The total client financial gain for the 70284 wear vis banefit forms, MRBs snd appeals
wis £1.05 millien. Thio figure dess not include-aHisd henetits potentially avatlabls
vehients and thelr tarers: as 0 result of these successful outiomes sach as Disabllity
PFremiums, Carers” Allowsnoe, Count] 'Tae reduction -shd shtomstic antitlement ta Blue
Hadpges

Thank you Lo gl stall and 'gmn._umc_rﬂrj-_t:ﬁat have helpod anﬂ'sup ported usaver rhe [past year,

mare Al annunk BEporT A TRV
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EU Citizens Supnorl Service Project

Mairn and Moray Cltien’s Advice Bureaux hive Jeifed forces to offer o dédleated EU Eltfers
Sapport:-Schetira forall tU, EEA and Swiss Citizens, along with their families, residing In' the
Nairnshire and Moray areo. o '

Thisiz part of a matlanal project, lupded by both the Scettish unl:l Uk goverpment,; designedto
v support those Wishing taremain in the UK after 30/ ]IJJ"n: 2071,
et penple know thacthershould apply for settled slaliiy of pre st lad status
* il todo se before 31" Discetmbier 2020 a5 their rights will change afrar that date,

The-scherme allows chents be continge to e, work and study inthe UK, offering acoess b
»  [ublic servicessuch as healthcare and education
= Public funcds and pensions
& Btk I'JIJgE_h:pHEp'If sy wre E]IEJ ble aad vwish ta dn 0.

The ratlorsl project currently offers 3 helpline (0800 916 9827) o0 & part Line backs Ouar L
sumsmer ol 2018 Moray s Malmm praject =156 have heen trained to start delivering this servioe
oA eata. basls, with a view to this beleg & fulllme sewvice; EU Citizeny Suppart deliversd |0 the
Vurpay s comsidered a5 0ISC level | sgdvice soowe also hove Tull recourso to speclalist legal help
far the more compley situatinns should thay arisa.

Two-experienced project workers worn
fréi':rl..llied fror awithin tha Maim and
Moray hursaus jn Juse 2019 and, the
project is mw well undernay, Wears m
the pracess of Ipcrsasing Tull  pobiic
awarsness of the schame ang have

; it EU cltizen
cammitted o fargsting exnting partnar !’nnllng!n the dark
orgnifzatans, the millitary commuonity, about Brexit?
wisrkers |y farming and hospliality as Talk o us:
weell ax barge smpliyers Goch 2 Raxters, 0BO0'9LE 984T i
Walkers  and  the Billding lrade. [ citicuiia
Engagerent & also plamned with client ¢t

grougs v emplvensisorial sroups
we can peach the most vilnerable wha
might not otherwise angags,

We arg Happy to foporl LAl cliEdls aie abready appraschimg s e appoiyments el
anplications for-Settied and M re-Sottled status.

Malrn AR Al Bopirl 20182019
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FPension Wise Report

Fenskan Wise {5 tha Gowarnmant funded servce which was =et up in April 2005 to help peopls
tlm:lﬂrﬁtam'l the DRioNs thay now hive attir the ‘persion lresdamy’ were Irtlrradted

You can now get frae and Impastial guidence on pour defined contribition prnsigns aptians, The
=epyice is avallable from the Ponslon Wike website, aver the phend of face ta face throagh (he
Citizans Advics nenwork asross the UK. Highlighting the threar of Persieh scammaers also forms
afy o banl gaslof e prajecl

T qualify far & guldance appointmeart vau ne-ad ta e over 50 yeats of Gge and have a defined
canbeibuLidn pansion — S I dirplie refrr to thess seprivate ar pesonal pensiols

Dwer the past Rull year {2018/19), over 11,000 guidance oppointmants 1ook plase aeross Ihe 6
Ciizens -F'-dw.Le Bursswx in Scotland in cluding: in Nairn ©AB, This yaar (20180}, with the:
mtmmmmw af talephone =|pp|:-h'rl;r|n_rn|_r. belng provided within ’rhu (AR network this shoild
inareass to drond 20,000 Facato face itmj toicphohe aupu;:rllltme fil4

Shned Jore 2007, Nalrm CGAR has dtlsed & shared radolrce basad o invarniess AR, and this
resource isalso shared with Moray, Skye& Lochalsh onsd tochobior CARBx

There wird 36 F&n;lnn wilse appolntmonts booked 0 Nalen CAS In Joisd1e rompared {0 75
boaked in Eﬂ-l?',i" 13, 3l increase of 38% over thoyear,

Thamajority ol chents ale directied to dhe BUreaiyx Trom their frensicn providers together with a
E_Iuwin}_: awareness of the sorvice among the gonetal population dreatad by & frogfamme of TV,
Pressand Radin adverbising at 3 national level to stimulate demand for the sepicn.

Stpwart Gadidie
Pomeion Wise Guldance Spacilist

g L R Rt e S LTt T W s e
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Scottish Legal Aid Board (SLAB) Housekeeping Project

Cantinulig uhth fdareh ,_GH.I tha slal Huuaek&uping Frojact provides. houdlng and maney
acvire 1o Snmi'tl..rl': Matiznal Standacds type 2 l::uh.rltfﬂ] and type 3 (repl mnntutmn] Thisis @ |wint
prigect with-Moray, AR dead hureail),

In Nalrn Balween 201829 the prifect doslt with E7G;305%1n
ront arroars for 51 clients: This avorages 28 ront arrears of
E1A97 per client Owver two thirds of thess eliznts lhve-in
suctally, renled accommmiodation,  The maln providars of
sotially. rented sccommodation 0 Naifn are the (oAl
Futhneity, Hightand Counll, and registerad somial landiond
{REL] albyn Holsing Sotiety Ltd. W hase desll awith -an
increasing nomber of hoove owners i 2018/19 that are
struggling to mantan mortgags paymsnts or makes paymenis
Lo arrcars @b a8 @ t|_':11.|11 are fadng ropecseselon.
Hommewners can fet hely with mftgag_ payinents from Uﬂl‘H'E['Cﬂl Credit through Supnﬁrt for
Wl lgape (nteresl [SMAL) howevar (s iy a lwan 3od I enly weailahle sftar the dient has liad 9
cohsdcutive Unlberial Cradit poymonts vithout cariing any inoney from worll

We have continued 1 work with Righland Courcil and Al Housing Society 1o prevenst cients
bofng aylited and rEl_l-_'rtH'!,r ultonded o '-"-'{:Il"l".‘ul'l'ﬂi] with -'-Hh'g,rrl Huusiee Soclaty arganised by Host
and Cramarty CAB, ThEdT:,-' Iﬂﬂ'll[':'l:l at prometing J.I-EITtI-'JET'Ehlp etsweeen the bwio ofganization s
anid Hhe palicy and practice of both Alhyn and Sitizens Advice hureavie: Ancther evant s GEing
atyea [ded For tator fn 2019,

Cltents by holving stivtus
Lo at]]

[ P ]
iAo Lmee

BHamaless

Haousing and Fraperty Chamber

Wi sepresenied  wbl first came BU [he
Rousing &0l Fropemy Chamber tois- year
gt Tomniad Lhut 1 o difforoil crperience
tn the Umml ooum TeniEsERtatinm
tribonal veas heard by a selicar whio wanl
J‘lmhgh 1he- p-apa,rmrk b mrz detall snd
gizrisreed the pase with Hoth parties.  FhRe”

tribiunzl lasted longer e 3 oot Tredrng -

aned fnesnt fh_ﬂt the cllant had thme fo put
ahitiss thisll palbl ln wimt felt Jike 4 less
intimidating atmntphete.

The:

[nrarness Sheriff Coart

Diidis bad open :uiihr_ WEET, InvEsTiEss ~StapHi
EOUEE IS ot Foed the Castle 1o be part el
g nowdustice Ceptra, This wol| alss jclude
the trifiumal -sendice maaning that hausing.
trilbuinale and court Rearhigs will now’ b
taard inthesams Incatinn,

Lintversal Credit

Cwit Lk past veEar we' have deall with dn increasing
number of cierts 0 rept-arears-follawing claims for
Ly sl bred |t THES can e due Lo & pdinden of feasuns
— firiays 7 making & clgim, maneRing the caim onlins,
deductions from benefil and lowir mite for peaple aped
under 25 CurrEnLII; g number ol our cliepty have
cefretel T have their rent pmid diveetty 1o ke landt,
Unforlusatedy while the dhient rocuives LT monthily, tis
Iz paid tn ldndinmgds 4 'n.l.r1=u=.t‘t|1||' #z pait ot 2 large btk
parieal, 1) the elhent mlisss e Bulk paginent dls
wehgn ratking & FrOuRst-it-fan ro=an that Eray ang 12
woeke In arfears, There are also 13; 4week oerlods in
12 rr'ruh,th.':-, and while oudr thie yaar the rent iy paid In
full, thers is b one daeek pefod where rent is not
paid! " The taneland 15 ol aclvisud whial-peyimenty (hey
e pring o get This is nnt 2xmimngd mefisnts whan
tligr e kg Lhe rogliot arsd misd e L chnh dppear
that Ehey are (n rent arrears when paymants ars dus fo
Be matle, AR Inereasing pumiber of elienls e tiese
technical drreacs - which wre being trasted the sama as
aeeuxlarreass by (i

Naibn EAEAaNiE-Rs pore B0 TR=200 5




o
Armed Services Advice Projeci— 2018-19

The project |5 powe sntefing its tenth yedr of operation, snd hig guacanised Tupding ontdl
Retpher A0 _

Chent numbeaes, although nat rising metearicatly, are consistent over the last few years,
Betwaary Juby 2008 and June 2010, wo ciw 109 pow r_ﬂunu, wiith tha ey raised confinuing to
Fealloow 3 'a'II'I'II|1,1I' pattern-as prew:rus 'g'Ear" Senefits continue to be l’hq:r TESL CET T unqulw,
Teillowwed Dy Babl, and Legal |:|r'4:|n1:!=11r-_=|:ltn;'_n't,..1 atl figures helaw in percﬂm:age EBTIE,

2018 - 2019

tither,

Firmrmd, &5

Lagal Pritend| Ags,
4

Bl it

"] FuHi - e

-Fue| Payniéal, Lo

kL 1.';-1na"illt1-| i

P ity II'."i'n‘h
b, 5

=Staln Wt
Piengion, &

Hesislig
Beipieefit, 2
Emﬂlwmﬁﬂl
dnt S
Mlvance, 3
l:rl.il nlifi
g

BLA-{Eara), 5

i allpwands, 1

Benefits
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Rippyscotiand and Veterans 17 Point Highland have continued to sipnpost cliepts 1o ASAP far
spocialist ol it ASAF muskes reclproca| refermals, Guaessll the rember of veterans scop Iu;lrlg
thege services has Increased. Referals from 35 Engineers bazod st Kinloss Bareaeks have
Inicraased nver the Tast year with debt and begal tiging the main coticams, | an happy tei epart
shat the humbor of referrals Trom the meéntal health tam based ol Kinlbss seerthe past year has
gore down, This service deals with botharmy and RAF sérving personnal.

SE&FA sppear o be having difficultizs i regruiting rase-worsers which has caused headachss for
thelr admiinlstration.

The'demiss of Befenre Medicsl Waltare Sapvice staff In inverness/ Highlsmd area cantinies ta put
pms‘suﬁ: on othar ofganisations; malily Veterans 15 Falnl

The Edinbursh bassd charity, Veterans: 15t Palat, in partnoraiip dwith MHS Grampion 15 e
pperatlonal In the Moray-sras (althouzh their m=in base s Aberd=an) The charny offers a
supooit and guldahcesenvice 1o those veterane with mantal haalth) jssues, most carymonty [T7E0
They have an oufresch “dropin" _ilay svery Tucsday ot T-he'ﬂféﬁﬂ e Centrein Cigh,

The Regional Support Officers: Sttended
the wsual spnoal events  meluding the
Hopjpy Appeal dauneh o InIeverness In
Detpher, and the Invemess  Highland
e I Jduly within an area :_“ﬂﬁ.:l'li—]tﬂ;lj ——

ak the “Srmdel Forsos Wilage," The two S i
tcsl Axal BSOS (oombined ags In sxcess
of  120) gave 8 cpood  seount oof
themaelves [ the 5 block PFymamid
Challenga" only just b=ing b=sten from
taling the trophy by tws whilpper
snApRINE tEERaTers,

Malo EABKnhi=l Report 20018-201.0
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lust hefore Christnaas 2018, wo whiked lacousline Brodie a Wappy retirement fram ASAR
“she had begn pne of the inithl §ASAF Supporl Offiders bak [0 2000 and was'déficated 0
hetplng the Armed -Forcss eommanity in the Moray and Highland areds. Jacoueling's
sticcessoris Elee Ambrose, a returping sdviser ty MNairn Soreaw. Flke brings with her aweatth
uf experierive and s et thischalienge full o by artending the Artned Farees Community
Tovonant' Weorlilng Group Ior Employment & Education ard Health & Housing.

Dihetevents that the RS0 partic pated in | roludsd sttending pmsenta_ﬁunn topromngie the
‘Urifargatten Forces” canypiaign 1o vadous groups at Pansiohwlie, Age Scotland, ‘Rlarayia’
and 'Klpper Fleat’ (Elgin and Forres hranches]

‘Irarmyvia’, and ‘Kippess Fleal' [Elzgin and Farres hranches]

Mairp CARAnnual Report 2018-20149




Community Link and Qutraach Project

Naw in 15 fifly yoar the Cammunity Lk and Outreach Prajeet based st (e Najim Health
Care ﬂmup cantinles to [frovide supp-:-rl: to thie Meedical Professionale o5 0 tpolaf additional
suppairt z2nd '-ngnpnh'i‘lng

Lymn 8ain tups this impoytont office 3 days o oweoll = Monday, Toesday and Wodnesdoy
from 10am untll 3pm,

We'cantinle oo miest with many clieats that have never soupht advice frofia Burean, Lynn
s stpported by the Welfars Rights Spedalists and funding for this post has been provided
by Cittzons Advice Scotfand (CASY under the heading Additions! Wallare Blghis project,

Falloswing 2 retdew of Matemily Benefits — Satial Security Scotland launched the Rest Start
Grant Pregrancy anc Baby Poyment In 2618 — the appllcatlons apened an Lhe g o
irecember 2018 And Lyon has seen an Increased mumber ot expectant mothaers through'the
Ml Tery Ralarnal perwce oiTerad buatween Cutredch and H'H;'!-MTI'F.'n:l.Fi“FF;F'il-TF:H . :

1% of her statistics can be attributed to Welfare Rights but the naxt biggest topec is
isaternily leave, pay and benefits,

First tiene mam Amy— pictured with Lynn - ans:
seedssad adviea and Support fram the Midwifany
Project after the wery proinature amival of her
bresutiful twine Katie apd lack — hrtbochildren
neciad sdtitlanal care sl were I recelpt of
Chitdhaok LA -on Ielease Frio hns|:|tt;:|| as tht'l,-"
needal 1o rely on m:'-ll"l;vrr Lynm Has h:—-[pFrI ATy
clatm Carcrs Allowarce — Che DEA award will cu
ot i Oictobar 2019 but the wwins are
prograssing vary well ang hitting all nnrm;;d
tarpets,  The Tamily fas vlse mode 0 ;uccus:.rm
Universal Credit-Glaim with - the EUp Rt given
Frism Cli e S,

Ermai seceived from Ary — 37 July 2059

Hif Lyn

fiest o Jet pald no, thiat is v all sarted with Uiniversal Credits:

{aitoiady ool Daenk vou eaoegh fov el the Widdpr el iz, yru ki itven Us, We r=='.r.r.l'J:,,- fa i
apreciore it

Ay,

'L?!:I:E? the past 1 months Outresch werifiad Financizl Gain through the Additional Wellore
Rights Frojoeet hos Increased Lo ahy Incredible E245,389 Troim 580 cantacts addressing G115
iSsLas

Marn LABA N nelal Bepork 20a-m0 19
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Volunteer Support Worker Report

Anather yesi anather Anvial Report contribution s due, anid sach yoir fos the jpastdecade:
"= fnind - lnts o write sbott the chapges that have taken place in legistation, ™ tase
rucarding, (n Ueatring and fn recruitment which have had an impacton our soluntesrs Hare
I the Adviser Offlee this year, pne particulsy change has had & hoge Impact on e
[._L_e:rg&nﬂlll,' a5 iada the very. difficull dedsion 1o rettlice T wq:r'l;:ln;_.L.'Hl:mr'- for ealth
Tﬁ.ag.nn:.. i’fﬁ.ﬁﬂfqllv_ G, Emn;la._zlnd (ke Board weadd incradibly paderslanding aboul my
decision and it lswith thelr sremendous sdppart that 'm pleased e say that the creation of
o job.share Volunteer Support Worker post ko warked so woll

Julie Pierce is now YSW dlongside me and we each-work 17.5 houis a week with @ 'tross
ower’ hall day shift sach week whish'allows s 1o atch up with each other, discos
uersralist adviser carewark amd Guality of Advire staridards, cecrufthnent needs, training
lusus, wecyion Sl._lpﬁr.l.*lﬂull and anything that s r.rirﬁmrs_-.'rﬂ upr averihe week where Two
Weads are bettdr than are’, Jlle was previnusly & velunteer sdviser i the buresu so had &
steong grasp of advieo siork; it 15 Lo her amadng credit that she pobap Lo speed w0 quickly
with all the pther "hals® ihal e VW wesrs ana dally basiz: With g rede like ours, the anly
way a job share eookl work eoffectivaly |5 Uliesogh  pood  commoilestion  |luckliy
coimualcation s ot comothing that skhor myselfor Julle appear to \rugels withl Ficm
my peint of view, the transition from full time staff member to @ job share hag been o
remarkahily smouth one and | hops that our volwitees fesl that no matter wha is sitting bn
the hot- EE.‘H'E.-.'E.I'IE"!;' know that support s apways mailable fram thetr Yoluntesr SUppaT
Worker. It ﬁl"lnw'.'-:_;.ri.'ﬁét 1 sdeptable moup of propls we ar= |y the Burest, we are wt;l'l
':l:l'ETE-E.:-d I embracing change and Lt 1 oue s fee. .

A mshier ol sor advizers have lakien the apportunily 19 sttesd Citiens Advice Soatland
L Courses Lhis year todp kil v araas stel as bapefics and limmigmation. In'sddlEon,
wi hiavie hiad In house Liining and Information scsclans on a divelse rangs of Loples, from &
Sonttich Govermmtnt Funaral Exponses Workshop, 2 Dementid Friondsthfarmatlon sission,
the Safety Deposit Schame, CASTLE case mimﬂing:fﬁ-i'-lm’rh peneralist cazes and the mg:jm
speciliser CASTLE Dbt Case Recarrling taol for single debts and Money. Atvice reforrals,,
CaSiearn, our onfine training platform, has also recélvad an l:lpgrade _thE_ year and & far
muore user friendly to navieats, In addition, everyone =nrolled in the pragsamme,. from
tramess o Board Membes cen now access all of the courses avallable, meaning sven - miore
opportunties for dngiing Lralning

| st s | eapnrted thal cpiee s Al premidn and we wirs &t eapacity with regards to:
reciiltment of naw violuiddes, Nhuving |.Li]|.1 4 huiniper J,'ELF for e 1-1".'-llr‘|ﬁ.;+_'.\_ £ ITIJ-.ITrI'.'H-!T of
thee trilroee hH".l'-n::_I1I":l'.'.|'.i'1'||!.'|'.rﬂﬂ anto pald tmplﬁ',u-nr-_ﬂn'l In the buresu which: lswanderful;
but It does mean that we have g targely sliblar pamborof T:tt'ﬂpiﬂ I the bullding an feamy
davgof the weok Our recnatrent plons this year are therofare mited by tha gcale of 1y
building oot by our-ambitions!

Maknachshnnual l-!-.=[:r|r1 ] -2
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Hot desling is commonplane snd it can often be-guite 5 jugeling act to find 3 wark station
for each preraory i the building. Thiv 15 ws=oy far from ideal l..'-.;.thr.r :mrl&ijh-t&-di‘,r clignt [SEES
AT !:ri:{'i'.:-rl'llhg; Mcredsingly I;I'_'II;I'I[i|I.-!:iZ anil 'Fime copstrnlng maaning Intendews take longer,
nicdtiple vislts may be required and then aur edvisers must complals sorupdous e
rEOOFElS To meat. Cuality of Advice Stondsrds Somihow, we mansge: lo gvercame g5 many
af thess obstaclos as wiocon amel ooy velentocrs- remialn comminted o providling o high
quality advice sepdee tothe peaple of Nainishire, My ihatiks-as always Bo to the volunteers;
adinit =taff, advisers and speciahists who give'so much of thelr time, epergy aid enthusiasm
Lo e buresw, Each day may have its r.h'EIIf!np[P.l:, bt without doubt, the alﬂﬂﬁf&cti'nn tobe=
E,'.EII_I_'lEEi from Balng it ol such ‘an pyrpllent team dlso makey dach day pewdrdina: 15 Lhis has
SRarked youy |ritarast in flm:illr\g ot mrare alisul valunleering, dopowinaned ses iy - ks
wE Tan sguesre you N and ur ciEns o mbe st

Parreda B

(Velunteer Support Worker)

00 YOMETIING G

VOLUNTEER
@ NairnCAB

Blaer CaE dnual Reoor 20 8 2015
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Social Media Report

Diver the past three vesrs sacal madia has proven tohave necome an effactivetool notanly
to Tiifaim and. upﬂa!_e the Eonmenunity of the services offerad by Malim Cltizens Adiiee Bupesu

hut #lsa a5 @ rmeans < rafsing awarsmase. ur
lssuns that affect citivens I their suoryday
e, -

i Fabruany it came to the hureau s attention

that & Bl stam was targeting local people; by,
pm.‘t]ng this. Infﬂrmﬂlir}n on Fa:ehu:;:-!-j N sk

able to reach 1,583 peaple quickly and

tharefiaee reduding tha risk 'of ‘any financial
detriment and hopefully step the scammers:

in their tragks,

Spcial Medin Bollowars
= Twitter W Facehogk

Sa
Ann
i
200
100

i

2T A

2017418

204607

T
, iy i g T—-‘F‘"{_ﬂl '-'r-rn-.:Hln'

b o i

-u-hr—-hl-i'l.n.'—.l.uulu-.u
i sl

i L BT TTRR

RS 'L"l’rlzﬂ:lr- Avice- H:Ireﬂu mnal media
IJFMEL’JEE Trias: i.hr_rE A VERP LN '.lFar with the
ouFrart  position o Fadoback el E4h
Falloweers: 70% female and 363 male and
Twitter having 455 Tollwers, FiLI femalezmnd
A male. The majority.of followiers Teqldu in
Maim bt followers iy bath nvebndse and
Edinburgh have inpressed, we Ben have
fallowars-as far afictd as Adstralld -and blei
desland.

Av pur social madi pressnce 'is incrEssing our st puﬁhl_ﬁ; pasts thclitde  Scam
Awareness, PPl Claling, Anancial Health Check, Counsi| Tax Reduction, Keep Safe, Manthly
vilunteer Houis, Clients seen and Clicnt F]nﬂm:ﬂ-al Haty Post and "u’nlurﬂ;ﬁnng rrach on
aversps 1100 people. Thure i an oppartunity to use dur sockal madia presande to oromote

ookt events and encewrape parople
have managsl to  reach
rrmrie Lharry  AS, 0000 praple,
hetping to nat oply faks
funds: but also” Koop the
eomrnity tnfurmed of the
wirrk we da and aniure Lhab
they ameaware the Buroay is
avaitabfe if they nesd any advice and supsert,

A5 evidence proves that our Sockal ‘Medls p

E Hldlen Cirteens Adviae Buroal

to come-along: Over the past 12 imonths we

Bl -

A1

i
1,0

T

S
e (2]

[yt | Wi rl g pladu

I-!lllnll-l LU T _h 1 ||._j|r_lli._l|-|

ricence fi an efficlent micthod of providing

informaticn that s refevant 10 Naim and the wider community, i35 pur meeitics o
coplinge posbng and manibpring it on = regulasbasis:

Felte=g 1R

MiprreEAS Annpal Bapprt
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Huge cofgralulations amd thank
you to Grafhom Eadey; the runmer
up. In the Citlzens Advice
Seorbland . Unfareallan . Forces
Volutteer  Award.  Grahamy
makas 'a hige differénce tn the
g ol older velermd in tha
Mairn ConYmuniy wiiile
woigntesring al Nalm Titizens
Adwics Bureau, searling clussly
with' the Amned:Services Advico
Projed '{.l!;S'ﬁtF:l to-  providse
supprort Lo veterans sged 65 and over through the YUnforgetten Forces project

\Grohmas srmitreit 10 the wiirk of the blireaa, d8sive to hele glisnti-ang in aardictinr o
il veterany i Be grmed forcas comipmunity, (s second tarope,”

fratam, as A volunteer sdvizer, has supported (he fripessn for almost 3 yuars, He priovides:
faco-to face adviee for vetordns and thels familles; parcleularly around encigy ssues, and
cofleagues frgise his fleulbility and cammitment’, highlighting that-he will s22 3 joh Thmunh
b Lhe e repasdlions of how fate be Bad tostay, Graliam ofteh undeslako< atditlarial
rainig ot hone too, A early advocate of the Unforgotien Foroes partnership, Grahain
uses: s fantastic knowledee 1o put older veterans In toboh with ather partaers who cat
halp: thisry sochoas Aotion on Hearing Loss and Poppyscotland. He is also kept busy with
eventt and hotne visits, where ellents deceribe how his milltary hackgratng means he "talks
tHE same ThnguﬂgF Axtham anil IIT‘II:|F'!'-‘-‘|?HI!.'-|1~ whal rhidy have sspeifenned’

MEpCAE S nuEl R por L2 0TS R
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& famtantic rasultwith a | 51 scam
i:upE'.'g!'Hch =yversl yeluntesrs
wetried a, whare thie dient had
ull 'h.ul'rr'u:rsay retcrmsl (over
£16400), tnitially the dlent fiad
JuEL abut giver wp on e
sEEing the mnney Sgaleant was
dielighbe thet we had faght her
conar il e The client was&l.
und dizablad '!'i'll:—:n'.rl:urt-E',.WEI: hir
rEtinemant Zavings aki thare was
gring b ba little apportunity to
Teeballld the pot, soowith ou) hols

she car iy five a mrinTiable
\ refitement, /

g K
thl!ﬁ‘_j_s_ EL %Iﬂ%
Sl
Pt g el e Ll

= AR T
Wl ey .1' -wﬂ:. -'u.'l"."

=

gy j{}-\."

What the
\ clientssay.,

My | ke the chance ta tharng
il Bath and the CAL Tor gl
gl sl o L s asues, Al
itficult time, it makes [IE <o
rtbieh edsier Lo have stppart
through this “mase” i
regubaticas dned forrs: Pindol
sare iErmy dal would have
emtiened, Bul iy ot hay
actually vl unteersd with ths:
Malrm G arcund 20 vedrs apo
wehen she and my father retired
toe Mairs though had te stop
when she suffered 3 mainr
stroke Mersalf and regulied e

ey iy Fiabbast framy st
It's 4 liité# |rarie thist we arcon
Wi olliar sidi of Hie darfkonw

il these yrars tel, /

I;q;';i'uir Pudsiy

H?&nm}ﬁ_ i o

LAl Annial Hepart o i el
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I'L'l-l’tt'ﬁ Yy Lo e senbearsery wovEtng With CH# Ravtng pust passed,
thought it would fe appropricte to-look Back, and nefe the differences ol
ftave arcwared, as theyarvs rpoariant by me

The fivet of wiich, 2 the changes D quorf Luﬁf;rg{mj Feople glwdys monvg
an, Pug FE’?E‘EL‘I'.IJ:!EG]J'{F ﬂ.lf'l-!r"n::rb'i feavie laxting T.mpﬂ.'l.:r:crrrj Imn;‘rﬂem—-:{lu LT
:|J|F il n;" Hlns*e Wwiho have !Eﬂ‘ ue, Fareslemd ope who I }mﬂ' el e, or Wi
franit had an smpact I{.pﬁrn we. Buf then that 5 Hie quatity of. wphmi‘em“s
aitdl skart, Bveriaie il hetped, everymie-eife, &b Hhose retmainging siifuo, R
ES S ha{pfm‘."rﬂuis Mrat cpiefes  vefwbedring feve s diffovent, el
wartinwiile.  Thers 5 aivp He fact that those that fill e pleces af tese (ef}
e af an g whinl suils tHhe ynie they take, el Jiks ndicety mEg Ghe i
-Iirr'tti.]rfljﬂ_ sopetiing new fo o the rabls, which i Bgn adds te fhe overall
experinncd, and fiely that e provide.

Aoy ﬂ{pé‘ﬂf thaf fias .-:'."Lmlgﬂrl for mie, is Hust Hhe vurnhers rJ,I" people W
-.I'-z.eff: appears to have risen pvay fﬁ.e ears, mnd ﬂﬂ‘unugh Hiere fave Feen
d{[}m‘#j (- EapHe a:rr Hle aigeces u;l' ernquiities. wimt fram't :J'mrtﬁ'rﬂ:ff eb-for i
the foct that thﬁ_ruﬂﬁ.ﬁfs from ouwr corinuinity rely on bebig able to get fitlp
ram wseby way of dnformation, o mare practicel help i trying fo assist
them mmserting eut thegy prablems for whicih they ore mast grateful

[f ME WS fust fﬂr THass W mwarb;' e, svotld apake Watuniearing
H‘-r:nr‘f.':i"n-'i'rm-‘- Bt e tap af :I.‘.l'lr'r e The ﬁﬁﬂ']‘ilif‘.‘.ﬁ\{.ﬂ.f Yy wrr:tﬁ_ﬂ i filp and
frg_lrmrr Ao ger to anabis }lﬁ".l'l.t tn do F_h.r- R T T Y nevd ﬁzLJJffu}:ime
af @ e I,l;'ﬁﬂ'mﬁ.:ﬂ natlyn, It fﬁ-l—‘ir. m"l'T.lfmfPT flaf afh:rulu iny TN O,

el willtefl make KR ﬁFT'F'.I'H‘F frpen wollihtaering hera o amyivlinee alce T
i Bripwrs  Wa are cfpse ard i alfews e th He & Ef,fprhl i foe (b
clignts, ‘e e Bl to woch other amd eostinaaliy fearn; from otfies
exgpervienaes, Overyone i appraqchable with wibgue experiennes to g
S wil shiare off to everyone aleg gl owr clests. henafit fromn, this,

If iy et tives Yedrs gt ahare near das Fulfitling o tie Tast tirsd, |
ettt st T gotng to fgve a wﬁ; FIH"PHTH'Hg vl rulFrIng il -;aﬁ-:w;f of

With dgrear peaply to Feop e campany, Eodgmay i contine"

Volundeer Testimonial, 2019

Nolen CALAndiEal Kepart 20182009
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Mairmn Citizens Advice Bureau
6 High Street
Nairn, IV12 4B3

01667 456677
Bureau@nalrncab.org.uk
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