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Bureau Volunteer & Staff During 2020/2021 

Volunteers      Staff 
Linda Brownlie       Bill Palombo - Manager  
Janis Marshall       Bill Knox – Assistant Manager 
Jim Scott      Janis Marshall – Debt Admin 
Trish Thomas      Jacci Eddie – Debt worker 
Avril Nixon      Lisa Kennedy – Benefits/Money Talk Team 
Fiona WIlkie   Laura Sutherland – Benefits/Help to Claim  
Tam McKendrick     Garry Oman – Pension Wise 
Kalina Velikova 
Liz Campbell             
Michael Reap    
    
 
 
      

 

 

 

Office Bearers, Management Committee Members 

2020/2021 
Directors:  

Tom Lambie Chair,   Member of Public 

Jane Young 

Elspeth Irvine 

Vice Chair,  Member of Public  

Secretary,  Member of Public 

Helen Stewart 

Sandy Young 

Organisations – INEOS 

Member of Public 

Management Committee: 

Bill Palombo 

 

Manager 

Bill Knox 

Jimmy Dunn 

Allyson Black 

Jacci Eddie 

Kirsty Noble 

Staff Member  

Member of Public 

Member of Public (Observer Status) 

Member of Public 

Citizens Advice Scotland (Observer Status) 

 

Aims of the CAB service: 

 

“To ensure that individuals do 

not suffer through lack of 

knowledge of their rights and 

responsibilities or of the service 

available to them or through an 

inability to express their needs 

effectively” 

 

& 

 

“to exercise a responsible 

influence on social policy issues 

and services, both locally and 

nationally” 
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Citizens Advice Bureau    1 Kerse Road  Help Line (01234) 666935 

(Grangemouth & Bo’ness) Ltd.   Grangemouth        

        FK3 8HW  E-mail: bureau@grangemouthcab.casonline.org.uk 

                       Website: https://www.grangemouthcab.org.uk/ 

 

Opening Hours  

Grangemouth Office 
   

   

   

   

   
                                

Telephone & Online advice: 
 

Telephone – available Monday to Friday 10am to 3pm. Messages can be left with clients contacted 

within 2-working days. 

E-mail – clients can e-mail anytime, response within 2-working days.  

 

   

Bo’ness Outreach Clinic 
           

 
 

*Appointments to see specialist workers e.g. for money advice and welfare benefits advice, are made after discussing the 

enquiry initially with an adviser to ensure the matter cannot be resolved at an earlier stage, and that any emergencies can 

be addressed without delay. 

  

 

View us online at…….. 
 

 

https://www.grangemouthcab.org.uk/ 
 

 

Find out more about what we do, how 

to contact us for enquiries or to 

volunteer, and other useful links. 
 

 

 

For advice online 

Visit – www.adviceguide.org.uk 

 

Due to Covid the drop-in service was suspended for the full year. This was replaced with 

advice by telephone, e-mail and video chat. 

Face to Face was however maintained, available by appointment for vulnerable clients & 

emergencies. 

Suspended until further notice due to Covid 

mailto:bureau@grangemouthcab.casonline.org.uk
https://www.grangemouthcab.org.uk/
https://www.grangemouthcab.org.uk/
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Chair’s Remarks 

 

What a year! Covid, with the subsequent lockdowns and 

restrictions, impacted on almost everything the bureau did in 

2020/21. It was clear from the start of the pandemic in late March 

2020, that we would need to adapt to the changing landscape. 

Flexibility was key and the following measures were taken: 

 

 Board Meetings were moved online, enabling the Board 

to carry out its legal duties to monitor and support the 

work of the bureau. 

 During the first and subsequent lockdown, staff worked 

from home and dealt with phone messages and e-mails.  

 The drop-in service was suspended for the full year, but 

we still provided face to face appointments for vulnerable 

clients and emergencies. 

 Staff safety was paramount, requiring us to follow 

Government guidance. Both the UK Government and the 

Scottish Government provided grants to enable us to kit 

out the office (screens, sanitiser units, etc.), and to future 

proof our service (laptops, new telephony system etc.). 

 Health & Safety processes were implemented as per 

Government guidance and our own Health & Safety 

advisers. 

 

Covid may have limited how we provided our service, but as a 

result of the above measures, plus the dedication and 

professionalism of the staff and volunteers, at no stage did it stop 

us providing at least some type of CAB service. It may have been 

reduced and/or delivered in a different format, but it never 

stopped.  

 

Almost inevitably, the Covid impact resulted in us dealing with 

less enquiries than normal. While we did offer face to face for 

vulnerable clients, there will have been a not insignificant  

 

 

 

 

 

number who, due to Covid restrictions, were not able to contact 

us, and as such did not get the help they needed. 

 

Funders have been very helpful during these dramatic times and 

our thanks go to them for their understanding and flexibility. We 

are grateful as ever to our funders for their support, namely; 

Falkirk Council, Scottish Government, Central Government, 

Citizens Advice Scotland, Robertson Trust, and Department of 

Work and Pension. 

 

We asked a lot of our staff and they simply got on with the job, 

making the required vicissitudes with minimum fuss. They were 

carefully marshalled by the Bureau Manager and Assistant 

Manager, who ensured everything was done as per the 

Government guidance, with the safety of staff and volunteers as 

the priority. 

 

The bureau finances have been closely monitored and finished 

the year with a balanced budget. 

 

The impact of Covid continues into 2021/22 but we are in a much 

better position to continue to deliver our service and adapt to the 

changing landscape, not least given the investment in technology 

we have made. What is also clear is that Covid will impact on us 

for some time to come and flexibility remains key.  

 

Over and above this challenge, the bureau will be making its long 

awaited move to new premises in the summer of 2021/22 into 

York Arcade, becoming more accessible to users and starting a 

new chapter. The aim of providing a quality independent and 

impartial advice service, free to the general public, remains.  

 

Tom Lambie 

Chair 
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Money Talk Team Project 
 

Targets mainly families and older people, 

plus low income households, to provide help 

and support to maximise the household 

income. This is a national project, accessible 

face to face at local bureau, and nationally by 

telephone and online. 

 

 

Additional Benefit Appointments 
 

Falkirk Council provided an additional grant to 

enable us to provide additional benefit 

appointments Jan to March 2021. 

 

This was very welcome given the increase in 

requests for benefit checks and help to fill in forms 

(mainly PIP and Blue Badge forms). 

 

Most of these appointments were by telephone as 

this was during the second lockdown, but there 

were a number of face to face for vulnerable 

clients e.g. Blue Badge forms were online only but 

many elderly residents had no access to a PC. 

 
   Funded by: Falkirk Council                                     

 

 

Project Updates  
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

 

 

 

Pension Wise  
 
This Project covers all of Falkirk Council, Stirling Council and West Lothian 

Council area, providing guidance to those considering accessing their pension.  

 

The provision of guidance on the government’s pension reforms has proven to 

be invaluable to the service users including; to avoid potential scams, to be made 

aware of what key questions they should ask their pension scheme provider, the 

tax implications should they take some or all of their pension pot, and ultimately 

to help them understand better their options. Exit questionnaires confirm users 

as better informed, know what to do next, and are very happy with the service. 

We have also been able to highlight some inappropriate behaviour of pension 

providers with the appropriate bodies.  

 
                                             

 

Welfare Mitigation  

& Help to Claim Project   
 
The Scottish Government provided additional 

funding to CABx, via Citizens Advice Scotland, to 

help cope with the additional work caused by 

Welfare Reform. In particular this helps CABx 

increase their capacity to provide welfare benefits 

and debt advice.  

 

The Help to Claim Universal Credit Project very 

successfully helped new claimants of Universal 

Credit up to the first payment. This particularly 

helped vulnerable and/or disadvantaged claimants 

including those with no IT access, poor IT skills, 

blind, learning difficulties etc. 

 
 

 

Me 2 U Joint Project 
 

Other than during lockdown, the Me2U volunteers 

were able to operate their service, albeit in a more 

limited way, and we were able to work with them to 

provide advice to their users via telephone and e-mail.  

 

Me2U has also obtained premises in the Callander 

Square building and we are in discussions to provide 

an outreach service for their users from these 

premises as soon as it is safe and practical to do so, 

most likely in the summer of 2021. 

 

Bo’ness Outreach  
 

Sadly, the Bo’ness outreach was suspended from April 2020 due to 

Covid. As a health facility it was clear we could not operate from such 

premises during Covid, a situation that continued throughout the full 

year. 

 

Unfortunately this meant that Bo’ness residents were disadvantaged by 

not having a CAB presence in their community. This was partially 

mitigated by our increased accessibility via telephone, e-mail and video 

chat, but we are conscious it is not a full replacement and will look to 

reintroduce an outreach in Bo’ness at the earliest opportunity, resources 

permitting.                                                

Funded by: Department for Work & Pensions 
Funded by: Scottish Government via Citizens 

Advice Scotland & Department for Work & 

Pensions 

 

 

Funded by: The Robertson Trust 

Funded by: Scottish Government 

via Citizens Advice Scotland 

 

http://www.richmondpractice.scot.nhs.uk/your-surgery/
https://www.bing.com/images/search?view=detailV2&ccid=3ggdSpfw&id=F961905CCD94D8A1BF56B0440867630276724103&thid=OIP.3ggdSpfwpJX2b8QFNQwykAAAAA&mediaurl=http://www.fifefolkmuseum.org/wp-content/uploads/2017/01/IMG_0585.jpg&exph=133&expw=380&q=robertsons+trust+&simid=608011513640125445&ck=04746DD894A1A6129443550B0DA8CA34&selectedIndex=0&FORM=IRPRST
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Headline Statistics 2020/21 
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94% of the Client Financial Gains (CFG) we helped clients obtain 

relate to welfare benefits, with Universal Credit coming top followed 

by disability benefits. The table below gives a breakdown of the 

general topics and amounts involved.  
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There has been a significant drop in welfare benefit disputes and 

appeals as a result of the impact of changes made by DWP since 

March 2020. Several factors apply: 

 Jobseekers job search requirements were stopped during 

lockdown with a “light-touch” out-with, resulting in little or 

no sanctions and no requirement to dispute decisions.  

 In the first 4-months of Covid, enquiries for new benefit 

claims dropped significantly as Jobcentre staff now had the 

time to focus almost exclusively on helping people claim 

benefits. Previously claimants had to make the claim 

themselves or seek help from elsewhere. 

 Disability benefit awards are time limited, and near the end 

of the award claimants are asked if they wish to fill in a 

renewal form, at which point many seek help from the CAB. 

Since March 2020 DWP have simply been extending award 

periods, thus delaying the renewal form claim and any 

subsequent dispute. 

 UC clients making their initial unfit for work claim have had 

their assessment delayed, many up to a year, delaying the 

need to dispute decisions. 

 Face to Face Tribunals stopped and were moved to 

telephone/video call, causing a backlog in appeal hearings 

and therefore delaying any financial gain from successful 

outcomes. 

 

It is also fair to say that some of the reduction will also be caused 

by some claimants having difficulty contacting us during 

Covid/lockdown and not disputing the DWP decision. 

 

A lot of the above has caused a backlog that will have to be dealt 

with by advice agencies at some stage soon, and over and above 

normal enquiry levels, presenting a challenge we will have to 

prepare for as best we can. 

 

 

Covid Impact 

 Headline Statistics 2020/21 (Cont.) 

  

           

 

 

 

 

 

 

 

  

 

 

 

 

 

 

 

    
  

Client Financial Gains: 
*£1,383,736 

Money our clients received over the year from 

benefit awards, refunds, unpaid wages, etc. 

This is a 50% reduction on last year, caused by 

a huge reduction in disability benefit decisions 

and benefit disputes as described in Covid 

Impact report opposite. 

*Excludes Debt figures 
 

Top 3 New Enquiry Types: 

1. Welfare Benefits - 54% 

2. Debt - 17% 

3. Employment - 6% 

Legal Proceedings – 6% 

Client Contacts  4,100 

Issues Raised 10,159 
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Client Profiles are collected to aid statistical reporting and to identify the outcome of specific targeting campaigns.  

The increase in telephone and e-mail enquires made the gathering of data more difficult, resulting in a  higher “no answer” count. 

 

  

Client Profile 

2018/ 
2019 

2019/ 
2020 

2020/ 
2021 

  

2018/20
19 

2019/
2020 

2020/
2021 

  

2018/ 
2019 

2019/ 
2020 

2020/ 
2021 

Gender     Care Responsibilities     Employment Status    

Male   46% 47% 48%  No Care Responsibilities 55% 58% 50%  F/T Work (Over 30 Hours PW) 14% 14% 13% 

Female 54% 53% 52%  Children 13% 14% 13%  P/T Work (Under 30 Hours PW) 9% 9% 9% 

Age     Children with Disability 3% 3% 3%  Not seeking work 6% 5% 4% 

Age 16 - 17 0.5% 0.6% 0.7%  Elderly Person 0.5% 1% 1%  Unemployed 8% 13% 14% 

Age 18 - 24 4% 6% 5%  Elderly Person with disability 2% 2% 2%  Student 1% 1% 1% 

Age 25 - 34 12.5% 11% 12%  Adult with Disability 5% 4% 3%  Self-Employed 2.5% 2% 3% 

Age 34 - 44 14% 13% 14%  
Other/Preferred not to 
answer 21.5% 18% 28%  

Unable to Work due to Health 
Issues 22% 21% 22% 

Age 45 - 59 32% 35% 28%       Retired 15.5% 13% 8% 

Age 60 - 64 12.5% 11% 11%       Other/Preferred not to answer 22% 22% 28% 

Age 65 - 79 16% 14% 10%           

Age 80+ 2.5% 2% 1%        Disability    

Other/Preferred not to 
answer 6% 7% 18%  Ethnicity     Yes 46% 44% 47% 

Relationship     White UK 64% 67% 64%  No 32% 32% 23% 

Single 25% 27% 29%  White Non UK 9% 7% 5%  Declined to Answer 22% 24% 30% 

Married/Cohabiting 31% 30% 29%  Black - African 0.1% 0.3% 1%  
 
Housing Tenure    

Divorced/Separated 14% 10% 4%  Eastern European 3% 2% 3%  Council Rented 32.5% 34% 29% 

Widowed 5.5% 6% 3%  Asian 0.5% 1.7% 2%  Private Rented 6% 8% 7% 

Other 3.5% 8% 1%  
Other/Preferred not to 
answer 23.4% 24% 25%  

Housing Association/Charitable 
Trust 6% 7% 6% 

Other/Preferred not to 
answer 21% 19% 34%       

Owner occupier (Including long 
lease) 26.5% 23% 23% 

          Staying with Relatives/Friends 6% 6% 6% 

          Bed & Breakfast 0% 0% 0% 

          
Homeless/ Temporary 
Accommodation 1% 2% 2% 

          Other/Preferred not to answer 22% 22% 37% 
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NCOME AND ENDOWMENTS 31.3.21 31.3.20

   £                            £

                   

Rents Received  1,003

Deposit Account Interest 47  

47 1,003

Charitable Activities

Falkirk Council - core funding 110,556 95,556

Grant Income 153,801 141,973

Total incoming resources 264,404 238,532

RESOURCES EXPENDED

Charitable activities   

Salaries 169,326 169,633

Social security 11,453 12,341

Pensions 5,137 4,167

Rent, rates & insurance 12,891 12,760

Travelling 597 3,772

Light and heat 2,266 2,784

Telephone 1,343 959

Post, stationery & advertising 4,200 1,215

Repairs and renewals 21,177 1,388

Sundries 257 862

Staff Training 2161 1,455

Subscriptions NACAB/CAS 752 436

Publicity & information costs 758 752

Cleaning expenses 1,912 1,660

Redundancy costs 15,674 0

Fixtures and fittings 18 21

 249,922 214,156

Support costs

Bank charges 114 121

Governance costs

Auditors' remuneration 840 840

Legal & Professional 13 13

Accountancy & legal fees 1,500 1,500

2,353 2,353

Total resources expended 252,389 216,629

Net income  12,015 21,903

Statement of Financial Activities for the Year Ended 31 March 2021 

 

 

 


