SENT BY EMAIL AND 1°' CLASS POST

Housing and Cammunity
Justice

Scottish Borders Council
Newiown St Boswells

Melrose
TD6 08A
George Russeli
Chair Date 7™ March 2012
Central Borders Citizens Advice Your Ref
Bureatx Our Ref SBC/CPS/650
111 High Street
Galashiels Enquiries to David Cressey
TD1 1RZ Direct Line 01835 825082
Email ' o

Dear Mr Russell,

RE: MONEY, WELFARE AND ADVISORY SERVICES
REFERENCE: SBC/CPS/650

Thank you for your offer in connection with the above contract. On behalf of Scottish Borders Counci,
I now formally award Central Borders Citizens Advice Bureau, Peebles and District Citizens Advice
Bureau acting as a consortium — Borders Citizens Advice Consortium (BCAC), the contract to provide
Money, Weifare and Advisory Services to Scottish Borders Council. | confirm acceptance of the
Money, Welfare and Advisory Services prices and terms, in accordance with the Invitation to Tender.

The Contract commencement date is 1% April 2012, expiring on 31% March 2015 with an option to
extend for a further 2 years. The total contract value over the 5 year term is £1,125,000.

This letter, our electronic Invitation to Tender document package reference SBC/CPS/650 dated 21°
October 2012, your electronic Tender submission dated 16% January 2012, together with the following

documents, coilectively comprise this contract:

e Appendix 1 — Minutes from Tender Clarification Meeting - dated 1% February 2012
¢ Appendix 2 - Follow up Clarification questions via email dated 2™ March 2012

The pricing schedules shall be held firm for the duration of the contract, and for the avoidance of
doubt, please note that the terms of the covering letter sent by you to Councillor Parker, dated 15"

January 2012 do not form part of this contract.

Although your receipt of this letter triggers a legally binding contract between us, for the Council's
records please confirm acceptance by 12™ March 2012. Should you require further information
relating to the award of this contract please contact David Cressey, Head of Housing and Community

Justice, at the email address provided above.

Yours sincerely

David Cressey
Head of Housing and Community Justice







SENT BY EMAIL AND 157 GLASS POST

Housing and Community
Justice

Scoftish Borders Council
Newtown St Boswells

Melrose
TD& 0SA
George Russell
Central Borders Citizens Advice Date 9" March 2012
Bureaux Your Ref
111 High Street Our Ref SBC/CPS/650
Galashiels
TD1 1RZ Enguiriesto  David Cressey
Direct Line 01835 825082
Email R
Dear Mr Russell,

RE: MONEY, WELFARE AND ADVISORY SERVICES
REFERENCE: SBC/CPS/650

Thank you for your email sent on 8™ March with regards to the above contract and my letter to you
dated 7" March. This further letter addresses the points you have raised.

I can confirm that my letter dated 7™ March omitted Roxburgh & Berwickshire Citizens Advice Bureau
in error and should have read; Central Borders Citizens Advice Bureau, Peebles and District Citizens
Advice Bureau, Roxburgh & Berwickshire Citizens Advice Bureau acting as a consortium — Borders
Citizens Advice Consortium (BCAC). Please be assured that all organisation are named in the tender
documentation and, therefore, are parties to the contract.

You advise that you sent your response on 15" January, not the 16™ January which I noted in the
original letter. The reason that the receipt of submission is dated 16" January is because that is the
date that we were able to open the tenders. As this is a secure tender process, we are only able to
open tenders after the expiry date and are locked out of the system until this deadline.

You advise in your email on 8" March that you are not the Chair. However, the reason that Chair was
written under your name was because this is what you stated in Schedule 8 — form of tender, within
your tender response. | have enclosed a copy of this document for your records.

You queried the annual value of the contract. As stated in the award letter the total contract value
over the 5 year term is £1,125,000 which is £225,000 per annum. [ can confirm that there will be
no infrastructure charge of £25K payable to SBC nor any other SBC room rental charges.

- For the Council's records please confirm acceptance by 12th March 2012. Should you require further
information relating to the award of this contract please contact David Cressey, Head of Housing and

Community Justice, at the email address provided above.

Yours sincerely

David Cressey
Head of Housing and Community Justice
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From: George Rusself - -~ 1]

Sent: 02 March 2012 12:19 "

To: Bell, Hayley

Cc: Dickson, Maria

Subject: SBC/CPS/650 - Money, Welfare and Advice Services

Attachments: SBC Supplementary Qs & As 290212.rtf; SBC clarification meeting 010212a.rtf
Hayley,

Thank you for your email of 27 February and its enclosures.

We in CAB are disappointed that these questions have arisen so late in the day. We nevertheless welcome the
opportunity to provide further clarification in the hope that this will result in our securing this important contract ,
enabling us fo continue and develop with you the service that Borders residents have found so valuable over

many years.

We did not take notes at our meeting on 1 February - in anticipation of receiving yours - but we did however
prepare a briefing report for our colleagues. It is by no means a Minute but we place a good deal of reliance
upon it as representing the principal points that we made in response to your questions. 1 attach a copy for

information.

Our answers fo your supplementary questions are both in the attachment herewith and in the text below.

We look forward to hearing from you as soon as possibie.
Would you kindly acknowledge receipt of this message?

Many thanks,

George Russell
On behalf of Ceniral Borders, Peebles and District and Roxburgh & Berwickshire Citizens Advice Bureaux

SBC Supplementary questions

T You have decided not to use the SBC telephony service within your tender. However the Council is stil
committed to providing a single, low cost number for customers coupled with a comprehensive out of hours
service. Can you confirm that you will work with the Council within the contract period to move fo a single

number and integrated out of office service?

A: In short, we answer in the affirmative.
The ITT required that potential CAB clients contact an SBC telephone number where SBC staff would

route enquiries to CAB or elsewhere according to perceived need. In our bid documents we explained
that such a proposition does not meet with our membership conditions.

CAB confirmed at the clarification meeting on 1 February that it would look at the provision of a single
0300 number for the CAB service Borders-wide and we confirm having already made enguiries.

CAB?s ouf of office hours service is currently based on individual offices having their own answer
phones. For the future we confirm that callers will be encouraged fo contact Citizens Advice Direct, a
specialist telephone advice service that will deal with queries on the spof.

We shall be pleased to explore with you ways in which that offering may be enhanced.

2 The opening hours provided within your tender submission are as per the current service you provide and do
not align with the needs assessment provided as part of the ITT. Can you confirm that you will work to more

file://GASUPPLIESV\CPS\Leaming and Care\Contracts\Tenders\Complete\650 - Welfa... 27/11/2012
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effectively align available advice hours with need within the first year 6f the contract then on an cngoing basis?

A: CAB has formed an across Borders consortium that will provide an across Borders service that will
meet needs wherever they arise. :

As the incumbent provider we are not in a position immediately to align our opening hours to a needs
assessment Buf being the incumbent means we can provide the required service immediately without
needing any 7lead in? time. That said, we acknowledged at our 1 February meefing that we shall review

our hours to respond fo changes in demand.

SBC is contracting with a consortium and it is the consortium that will ensure that local needs will be
met.

We respectfully ask you to note that for the future this contract will represent under 80% of CAB's
funded activity and that not all opening hours will be paid for by SBC. Any one bureau?s commitment
to other contracts and projects , whether locally or nationally funded, will have an influence on its

opening hours.

3 Can you confirm that within the first year of the contract you will work with the Councit to improve your
customer satisfaction methodology in order to ensure that it is more demonstratively cbjective and impartial?
Please also confirm that you will demonstrate how customer satisfaction surveys and customer involvement

will influence future service provision.

A: We acknowledged at our meeting that our local surveys ( albeit based upon a CA Scotland

tempiate ) are rather unsophisticated. We welcome the opportunity to work with SBC to develop a
customer survey system that will produce statistically accurate data upon which we can both rely , and
that will aid future development of the service we provide. So we are pleased fo answer your first

question in the affirmative.
In relation to your second question if seems fo us there are two considerations here:

Firstly customer satisfaction regarding services provided by CAB under the scope of the SBC contract.
Here we envisage a joint SBC/CAB approach ,at intervals fo be agreed , with any areas for
improvement identified and agreed jointly and acted upon.

In relation to other projects or contracts we are required to meet service criteria specific to them.
These should remain separate. ’

At our meeting we provided you with two examples 6f acting on customer feedback. In Hawick we now
provide an evening service. In Peebles, surveys confirmed our need for better and larger
accommodation which was obtained in 2011. Feedback from clients is excellent.

In more general terms we also have information from CAS and Mori which although not specific to the
Borders shows a high level of saiisfaction for CAB service.

file://GASUPPLIES\CPS\Leaming and Care\Contracts\Tendersi\Complete\650 - Welfa... 27/11/2012




From: Bell, Hayley

Sent: 09 March 2012 14:25
To: "~ 'George Russell' .
Cec: Cressey, David; patriciathom. _andrew.crawley
peterdorward
_ Subject: RE: SBC/CPS/650 - Money, Welfare and Advisory Services - Award Letter
Attachments: Follow up Letier - BCAC Signed.tif; BCAC tender_v0.3_- Schedule_8
_Form_of_Tender.pdf
‘Dear George,

Please see the response to your queries below in the attached follow up ietter which has been sent out today by 1st

class.

If you have any further queries, please do no hesitate to contact me.

Kind Regards,

Hayley Bell
Category Manager - Learning and Care

Corporate Procurement
Scoflish Borders Council - HQ
Newtown St Boswells
Melrose

TD6 0SA

Tel: 01835 826755
Fax: 01835 825150

From: George Russeli -
Sent: 08 March 2012 09:30 *

To: Beli, Hayley
Ce: Cressey, David; satriciathom. andrew.crawley . peterdorward

Subject: Re: SBC/CPS/650 - Money, Welfare and Advisory Services - Award Letter

Hayley ,

We are delighted that we have been awarded the contract but I have just spoken to David Cressey and
explained the following:

The letter attached to your email contains three errors so it will need to be reissued. So, to be absolutely
clear, as it currently stands it cannot trigger a legally binding contract.

Crucially, you have excluded Roxburgh & Berwickshire Citizens Advice Bureau.

Jur electronic submission was dated and sent 15th January 2012 | not the 16th.

A\ minor point perhaps, but [ am not Chair of Central Borders Bureau so I would be obliged if you would
elete that word in the address.
‘ould we also be clear about the price: we expect to receive and retain £225K per annum ie our offer is

1bject to there being no infrastructure charge of £25K payable to SBC nor any other SBC room rental
1arges as envisaged by the ITT. ( see our note 3 February ). David has helpfully confirmed that is the

1se.




sand [am sure we all look forward (o the start of a2 new

{icok fovward to recerving the rovised [eiter a
mutually productive and financially secure relationshiop between Citizens Advice in the Borders ana"SBC

Sincerely,

George Russell
for Central Borders, Peebles and District and Roxburgh & Berwickshire Citizens Advice Bureaux

This hasn't been the easiest of rides for us but we do understand why tretter reissued I shall be happy to send
you the acknowledge.

and of course commence what we hope will be a long and fruitful period of co-operation with SBC

dedddkhkhkdekdedk REP LY SEPARATOR Hede e ek k kR

On 07/03/2012 at 16:41 Bell, Hayley wrote:

- Dear George,
| am pleased to inform yod that BCAG has been successful in their recent tender submission for
SBC/CPS/650 - Money, Welfare and Advisory Services.

Please find the following documenits attached:

+ Award Letlter - BCAC signed
Appendix 1 — Minutes from Tender Clarification Meeting - dated 1% February 2012

Appendix 2 — Follow up Clarification questions via email dated 2™ March 2012

This letter has been sent to you today first class.
Please can you acknowledge receipt of this email.

If you have any queries regarding the above, please do not hesitate to contact me.

Kind Regards,

Hayley Bell
Category Manager - Learning and Care

I Corporate Procurement

" Scottish Borders Council - HQ
Newtown St Boswells
Melrose

TDG 0SA

Tel: 01835 826755
Fax: 01835 825150

Ak kk

This emait and any files transmitted with it are privileged, confidential and subject to copyright. Any unauthorised use or disclosure of
any part of this email is prohibited. If you are not the intended recipient please inform the sender immediately; you should then defete

the email and remove any copies from your system.

The views or opinions expressed in this communication may net necessarily be those of Scottish Borders Councif




FPizase be sdvised that Scolish Boiders Council's incoming and outgeing emaii is subject to regular monitoring and any email may
requirg to be disclosed by the Council under the provisions of the Freedom of information {Scotfand) Act 2002.







Weifare and Money Advisory Service clarification notes

Date: 01/02/2012 11am

SBC Attendees- Hayley Bell, Charles Revolta, Sarah Glendinning, Maria Dickson, Jane Kaeir,

David Cressey, Cathie Fancy, Sandra Butcher

CAB Attendees- John Montgomery, George Russell, Tricia McClay

Questions

Answers

Qt. A requirement of the tender process was for
a single number for accessing the service is
developed so that customers will not be confused
by the current multiple numbers.

Are CAB proposing that they are going to
consolidate the phone numbers into a single
number?

JD-/s there a system for the calls to be re-directed
because an office is closed?

SG-Customer Surveys- How do you contact the
people that do nof use or could not get fo the
service? Have nof carried out survey to check
this.

CAB-Are mobile tariffs cheap o make calls to the
0300 number?

DC - there is a -lack of clarity around the single
phone number from the council’s side.
DC- no it has fo be a CAB number direct.

S8G- 2.4.2 paragraph in tender. | want fo clarify
how the phone calls will be dealt with when one
line is busy will there be another free line to get
through to?

Don't think the customers are not
confused by the current 6 phone
numbers. We have no evidence of
people being confused by the 6
numbers. Series of numbers for CAB
office for customers to phone. Provides
choice for the customers. No
complaints about the current phone
system. Advisors are there to take calls.
Answer phone on after working hours
advisor checks for messages, phone
back message given. Open to options
for phone lines but, not a priority for the
end user. Have specific messages for
closed days etc on the answer machine
in CAB. Roxburgh CAB open on a Fri
pm to take calls but, when requiring
advice from council there is no one
available. Online system be used
aswell.. Council website used to get
CAB.

Yes there could be.

Cavering letter- maximise customer
would you use CAB direct service?
Gives them an option to use the direct
service. Any emergency calls will be
dealt with next day.

Check messages througheut the day
when in the office and make
appointments for the customers.

SG- Yes

Could have a look at the 0300 number,
CAB thought the number could have
been used by the council as well. Not
ruled out by CAB.

If one line is busy in the office there are
other lines available.

Q2. How wili CAB demonsirate that it is

There are a whole range of options.




maximising the opportunity for external funding?

DC-CAB would get 3yrs permanent funding from
SBC if successful the other funding not so,
guaranteed.

CF- Can you clarify on how CAB actively pursue
funds?

SBC has in the past funded the CAB
service.

The Robertson fund for Berwickshire,
community funds (wind farms}), HMRC
projects, lottery funding, youth projects,
extension funding. From April this year,
the Roxburgh area deaf community has
had difficuities accessing services. An
application has been made for funding
for 75k for the next 2 yrs. CAB are
advertising for a coordinator, working
with the deaf group. Hopefully get EU
funding as well. CAB Scotland
development group, ¢an access,
nationa! projects- ICABS- patient advice
30k for 3yrs, money advice service.

There are consumer landscape options
rolling out to individual bureaus but, not
sure. CAB may have to work towards
fargets set by the Scottish Government.
Yes we are and developing the
opportunities.

Q.3 How was the questicnnaire survey carried
out and what lessons for service improvement did
they learn?

JD- How do you record the customers that have
not been able to contact you?

8G- SBC could work with CAB on surveys i.e.
adveriising.

The survey was organised by CAB
Scotland. There were 24 questions on
the survey but, not really relevant o the
Borders area. The majority of
customers are persenal callers fo the
office is is easier to give them a sheet to
fill in, personnel given the job to carry
out survey but, not everyone could do
this due to time constraints.

We are not very good at
recording/surveying this part of the
service. There is a cost implication.
Volunteers surveyed on opening hours.
We asked clienis if opening times are
better at night after work.

Q4.How does CAB envisage working with SBC
in the future?

Difficuit to answer. Hopefully work with
council as a partner as already a

" strategic partner with SBC. How would

we work as a consortium with the
council? Have service people on the
board i.e. social work efc. Have a
pararell link with the consortium to
check what is going on. Continuing our




partnership with council. CAB are
working with the migrate workers group.
Whilst consortium is being set up will
have a forum team to work with council.

Q5. The route to bankruptcy seems fo focus on
the LILA procedure. Has CAB considered other
options other than LILA?

JD- is it more popular in the Borders to go this
route?

JD — 3.5.1 in tender to be clarified it is a high
figure

SB- do you have a panel system or list of
bankruptcy companies?

DC — you don't refer the client to the insolvency
practioners?

A handout was passed cut on active
clients. Shows the tables on bankrupty
in the Borders and options sheset.

not quoted the recent figures but have
yr before figures may need further
explanation

CAB has a list of insolvency practioners
o the clients to choose. CAB assess the
list.

We give the client the list but, CAB
contact the practioner and then make
the appointment for them and meet with
client and practioner together.

Q6.We require clarification on the structure of the
organisation (boards) and explain the FTE for
areas?

DC- would one area be responsible for the whole
bureau?

DC- there seems fo be disappropriate supply
where the need is required presently, how flexible
is your mapping is for the Borders.

The consortium that is formed may
have 2 representatives of each bureau,
there is scope for independent
chairman, managers may attend board
meetings, they will have no vote for
the 6 reps of the bureau, scope to
recruit 4 (no vote). 3 independent
bureaus 3 chairs with board members.

Yes with the individual boards.

Constrained by the parameters are set.
Discuss what the amount money is
given to these areas. Needs based
allocation, up to the consortium to the
bureau area.

Q7. Is the single point of contact system going to
be used for making appointments as well as
advice? How will this work with the out of hours
service proposed?

S$G- CAB direct can they make appointments for
the clients locally.

Yes

Q8.What are the CABs opening hours in each of
the geographical areas?

Opening hrs why ask? Work with SBC
fo configure these hrs and cover,
Historical opening hours have had
discussions with volunteers about
hours. Where the site is very important
to the hours when open. Will have to
work with the community centres on
access in areas. Legal clinic openings
in areas. Volunteers are keen that work
with CAB.




Q9. What levels is the CAB working towards for
being accredited?

BC- any standards not reachable?

CF- timeframes for these accreditations

DC -can you reach these in time

Accredited to areas. National standards
are being revised. Levels 1 on CAS are
reached.

No

Just starting off, national standards and
the internal audit starting in April.

Yes

Q10. What type of training and what levels are
the volunteers to be trained in?

Most of volunteers will be level 1.
Various ways of learning i.e. e-learning.

Q11 How often does supervision of volunteers
take place?

Trainees cases recorded done
electronically, speak as they work. Can
do staff reviews, not made by
appointment. Questions on the CAB
intranet used. 5-35 mins chat. We have
had useful feedback. Staff survey is
used. 2 paid staff has had formal
appraisals.

Q12 How do you intend to reach the areas of
deprivation groups and older people groups in
order that they can engage with CAB?

We actively go out to speak fo groups of
people, young mothers groups to

speak, WRI, church groups, pensioners
groups, poverty group, and old folk
homes. Participation groups, GPs.

Q13 . We require further clarification on the
franisation plan.

DC- the tender spec asked for a similar service.
Client has problem requires the service to be the
same familiar service.

DC- how would you adjust to the tender spec
from where you are presently?
CF- governance is that doable

DC-setoutyrs 1, 2, & 3in ITT. Not clear on the
transition plan as it ends on the 31% March.

The plan looks thin on the ground as
CAB are already here. Transition plan is
on the formality of the paperwork etc.
Have formal discussions with partners
efc.

Vulnerable clients require exira funding
to visit them at home etc.

open to work with SBC

yes, no problem

Cannot guarantee the 75%
appointments met on the 1% April




Pricing of bid clarification

Questions Answers
DC- can you clarify the 25k that Is in the CAB- provided a price that does nof include
covering letter? £25k contribution

DC- would you rent these sites out of your
own pockets?

CAB- we are in no position to make a
decision of this, because of the lack of
money. Provide staff to man the sites, to
discuss if successful. In submission we have
said that we would use the present sites.

DC- 25K how is this to' be returned to the
council?

CAB- 225k is the net price offered to carry
out service

DC Confirm that we won't be invoiced for
the 25k.

CAB-You won't be invoiced for the 25k

DC- can you clarify the 25k that is in the
covering letter?

CAB- provided a price that does not include
£25k contribution

$G- 3.6.1- is this to be paid fo the
Chambers Institute still?

CAB- ves.

Figures for CAB fo check and further clarification on the insolvency question from CAB to

get back to SBC.

Further communication maybe required after the clarification question session
held on the 1°' Feb 2012 with CAB.







A.D.S. Insurance Brokers Li'mited%

136 Turnsrs Hilt
Cheshunt
HarHiordshire ENB 8BN

Telephone: {01982 636324

Faxi {01992) 626619
E-mall; info@adsinsuranca.co.uk
Wabsie: www.adsinsirance.co.uk

To Whom It WMay Coneern

Pear Sirs,

Citizens Advice

‘T'his letter confirms cover is-arranged for the above as follows:

Type : Public Liability Insurance

Insurers : Allianz Insurance’ple

Expiry. : 31st Mareh 2012

Limit : £10,000,000 each claim, unlimited in-the period-of insuranee.

Policy Number : SZIR621636
The poticy covers the National Association gnd all Bureaux affiliated thereto.

Please let us know if you require any further information.

AD.S. Insurance Brokets L1d are authorised & regulated by the Financiaf Services Authority

Divsclors: 8,5, Daeks, aoif, AG Seolt, roy), - Registered is England. No. 2261242







Schedula B
TENDER FOR MONEY AND WELFARE ADVISORY SERVICES
{REF SBC/CPSE50)

GITIZENS ADVICE BUREAUX IN THE SCOTTISH BORDERS,
AS THE BORDERS CITIZENS ADVICE CONSORTIUM (BCAC)

FGRM OF TENDER

{* DELETE AS APPROPRIATE)

"We the undersignsd do hereby contract and agree on the acceptance of the tender by SBC, to
provide the Welfare Advice Service in accordance with the Schedules, and, where ordered by the
Contract, delivery of the Contratt and at the Charges fend.ciscownis] eniered in the Pricing Schedule
and in accordance with the Temns & Conditions which appear in this sat of documents.
*Iilve the undsrsigned underiake to submit a tender in accordance with the foliowing documents:

1. This Invitation to Tender Letler:

Schedule 1~ Inshuctions & information for Tenderers:

2

3. Schedule 2 ~  Parties able 1o access and call from the Contract

4. Schedule 3~  Service Specification;

5. Schedule 4~ Information Relating to Staff Transfers {TUPE);

6. Schedule 5~ Monilorfg and Evaluation Schedule;

7. Scheduls 8~ Terns & Conditions;

8. Schedule 7~ Information fo be Provided in the Tender Response;
9. Schedule 8~ Fom of Tender;

10. Schedule &~ Pricing Schedule;

Aot applicable

1z, Schedule 11~ Freedom of Informalion Schedule; {for tenderer completion where
appropriate)

13. Schedule 12~ Non-Collusion Tendering Certificats;

14, Schedule 13~ Business Probily & Criminat Conviclions Schedule;
15. Appendix 1 ~ Dats Spreadsheet

16. Appendix 2~  Financial Viabifity Check

17. Appendix 3~ Competancy Framework

i8. Appendix 4 - Mandate

18 Appendix 5—  Missing Persons Procedure

*I\We agree to abide by this tender from 167 January 2012 the date fixed for recaiving tenders, undij
the award of the Condract




“\We understand that SBC are not bound fo ccept the lowest or any tender and shall not be bound
to use the Contractor a8 a sole supplier.

*i\We understand that the Contract will commence on st Aprll 2012 and end on 31" March 2015

unless the option to extend for 1 year + 1 year period is underisken at the sole discrefion of 8BC or
the Contract Is terminated in accordance with the provision of the Terms and Conditions.

Signalure:

i ' S
Name: : GEGRGE RUSSELL o {BLOCK CAPITALS)
Designation: Chalr, Area Group of Citizens Advice aureaux in The Scottish Borders

Duly authorised to sign this Tender for and on behalf of.

Name of Tenderer Central Emdets Cr&zens Adwce Bu:eau Peebfes aﬂﬁ castrwst Citlzens
Advice Bureau and Roxburgh and Benwickshirs Citizens Advice Bureay,

acling as a mnsomum

Nature of Firm Fach Buteay is a chartable company hsmted by guaraniee. BOAC will
st have that status,

Address tfo Kathryn Peden

Central Borders Citizens Advice Bureau

111 High Steet

{3alashiels

TH1IRZ

Telephone No 01806 753889

E-mai KathrynPeden@CantraiBordersC
{ AB.casonfine.org.uk

Date 15 January 2012

it must be clearly shown whether the Tenderer is a limited fiabfity company, statutory corporation,
parinership, or single individual trading under his own name.

*The three Bureatix have conclisded a formal Minute of Agreement 4} to form the Borders Citizens Advice
Consortium {BCAC) should this tender be successfitl, for the purpose of contracting with The Scostish Borders
Council to provide the services that are the subject of this tender and b) to deliver those services in their areas in
terms of sub-contracts to be concluded between each Bureau and BCAC. The Board of each Bureau has agreed
1o give George Russell a mandate to sign this and other documents relating to this tender on its behalf. Each
Board hias considered and agreed the tender as submitied.




BCAC tender v0.3 - Sch 7-3 technical questions

TENDER FOR MONEY AND WELFARE ADVISORY SERVICES
(REF SBC/CPS/650)

CITIZENS ADVICE BUREAUX IN THE SCOTTISH BORDERS,
AS THE BORDERS CITIZENS ADVICE CONSORTIUM (BCAC)

Schedule 7:3 Technical Questions

Fmanclal Checks PassIFall _

3.1

As agreed by SBC in its formal answer of 29 November, audited accounts of the
three CABXx that will form the consortium (BCAC) are provided. See attachment 1A

to 1F.

The attachment is a letter confirming PLI cover of £10m for all Bureaux affiliated to
the Scottish Association of Citizens Advice Bureaux {which is the case for the
participants in this bid). ADS does not issue individual certificates for each bureau.
Bureaux have Professional Indemnity Insurance of £5m on a similar basis.

_ See attachmentZ _

:;feund' in appendtx 2. Your organ;satlon must pass: a_!E:areas of this shee

See Appendix 2 (attachment 3).

3.2

MANDATORY REQUIREMENTS - Pass/Fail

Relevant documents and statements should be scanned/electronically submitted with the

__tender Piease ensure that scanned documents are fully legible

'rn[t;gate the impact of: ’these is _

See Hea!th and Safety Poilcy — attachment 4. It includes an introdu ory note on
safety records and the mitigation of the main risks. The policy is that for one of the
three bureaux; the other bureaux’ policies are similar, with minor adjustments to
reflect practlcaE dlfferences on the ground.

'oU are r rec;unred to submlt a copy

Page 1 of 28




BCAC tender v0.3 - Sch_7-3 technical questions

See attachment 5.

Seeattachment 6. This is ‘pfirharlly asafetytssue and the r;bilcy is an extract from
the Health and Safety Pol;cy

The handling of instances involving adults at risk and child protection is part of
each volunteer's induction training, supported by advice from the manager or
session supervisor and advice in the relevant parts of AdviserNet. The action to
take and any developments in policy are part of managers’ continuing training and
development, and the manager can seek advice from CAS at any stage.

In relation to suspected child abuse, the key factors are confidentiality and the fact
that the CAB has no statutory duty to report suspicions or evidence of child abuse.
All Bureaux follow CAS guidance. The relevant exiract is attachment 7.

See data protection policy — attachment 8.

Our view on legal advice is that the position set out in the ITT is contrary to the
requirements of the data protection regime. The question of whether a party is a
data controller is a factual test, and the CAB would certainly be a data controller,
contrary to the provision in the Terms and Conditions (ITT schedule 6). The
Council cannot become a data controller by simply designating itself as such.
Whether it is also a data controller alongside the CAB depends on the detailed
practical arrangements. We would be glad to discuss these issues in Post Tender

Negotiation.

We also believe that the relevant provisions in the Terms and Conditions are
potentially incompatible with CAS membership criteria, which have been put in
place nationally to ensure clients are confident in the confidentiality of the
service. They may also be impracticable as they would require us to run parallel
but separate Data Protection regimes for contract and non-contract work.

3.3 SERVICE SPECIFICATION - 7%

Your res

ponse shouid not exceed 500 words per question.
DrS »f Reguiremen
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Response:

We endorse and share the Council’s key objectives for the service. We see them as expressing
two linked themes:

« what residents of the Borders want and need: and
o the drive for Best Value.

Our 3-year delivery strategy for pursuing these objectives is a sirategy for the consortium
working in a new, joint, way; it is not simply an aggregate of the approaches of the three CABx
with which you are familiar.

We have found ways we believe we can enhance the delivery model. We offer these
enhancements in the appropriate answers and allow for them in the following summary of how
we propose to achieve the aims and objectives. Please note we will not purchase the SBC
controlled telephone service which is to be created for Welfare Benefits enquiries and that is
reflected in the pricing schedule (Schedule 9). We would be pleased to present the strategy and
discuss the enhancements in post tender negotiations.

+ Focus on income maximisation and handling debt We propose to address these and
the client’s wider issues holistically. Experience shows that financial and other issues are
often interlinked and exacerbate each other.

+» Easy access The client can contact us from home, (making maximum use of digital
communication or phone) or face to face at one of our service centres by appointment or
drop-in {see 3.6.1). These modes will be supported by follow up calls or appointments
as required. The hours providing active response will be maximised.

¢ Full response Ourteam will aim to give clients holistic, in-depth, quality advice through
to conclusion, either by resolving the query, signposting or making an appeointment. We
offer advice beyond level 1 for housing issues and support for Welfare Benefit Tribunals.
We propose that clients make direct contact with advisers, but be referred out of hours to
the Citizens Advice Direct service {available 59 hours per week) for a basic level of
advice and to avoid problems of confidentiality and perceived independence that could
arise from the use of council staff (see 3.6.1).

¢ Independence and authority Advice will be independent, impartial, confidential,
consistent, accurate and free, drawing on the high recognition and trust in the CAB
‘brand’. Our CAS membership will ensure that we adhere to high standards of training
and competence, supported by audit, advisory systems and electronic case
management. We will agree protocols with you to ensure confidentiality is in line with the
robust CAS membership conditions. This ensures that client details, including the fact of
the client’s contact, remain confidential. Our fegal advice is that we will be a data
controller in fact and law. Co-location must be in a way that ensures the client perceives

the CAE as independent.

s Accountability The protocols will define roles and accountability for data and
information under the DPA. CAS will audit for quality. We will meet the Council’s
requirements for financial and management accountability.

+ Bestvalue Trained volunteer staff will resolve or simplify cases at radically less cost
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than paid staff, reducing the burden on Council services. Linked CABx projects and CAS
membership also bring additional resources into the community.

o Efficiency We will review our management and information systems, staff numbers and
deployment patterns regularly fo ensure maximum efficiency. We will combine
appointment and drop-in arrangements to make the most effective use of time while
maximising our ability to respond to emergency situations.

e Community benefits OQur volunteer team brings local knowledge and social
strengthening because of their place in and commitment to the local community.
Through CAS, we are able to source additional local projects to address local priorities.
CABx have a strong and effective evidence-based influence on social policy at a national

level.

3.4 EXPERIENCE - 30%
Your response should not exceed more than 300 words per question and should be in Arial, Font

Size 10/12.

lin the Scottish Borders.
Response:
The three Citizens Advice Bureaux which form the bidding consortium have operated in
the Scottish Borders for 40 years. They give holistic advice which is free, confidential,
independent, impartial and available to all residents and deliver national projects and
policies. The major areas of advice provided are in line with those required by this

contract.

The Borders-wide service has adapted to demand, e.g. expanding in East Berwickshire.
Its 70 trained volunteer advisers bring personal commitment to helping people and a
wide range of experience, expertise and local knowledge. Their involvement makes the
service integral to the local community.

The main activity in 2010/11 was:

Issue Proportion of cases
Debt 45.4%
Benefits & Tax Credits 20.1%
Employment 10.3%
Housing 54%
Relationship 2.7%

All advisers can give debt advice including negotiation with creditors and action on
insolvency. The only DAS accredited adviser in the Scottish Borders is a bureau
employee. Debt activity in 2010/11 was:

Type of debt Number of new cases | Total value
Single-issue 328 £1,008,521
Multiple 369 £7,498,668

All advisers can give benefit checks and advise on homelessness, tenancies and home
ownership. Specialist volunteer advisers include:
. 4 \Welfare Benefits Tribunal representation,

° 3 Tax Credits
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. ' 3 Employment Tribunal representation. .

Special projects extend advice to particular groups. Exampiles include:

Berwickshire Youth Project,

IASS project supporting people with healthcare concerns

PACE events for redundancy situations. There is also funding for a project developing
advice services with the deaf community in 2012 — 2014.

Another core function of the bureaux is identifying the need for social policy change and
supplying evidence, collated through Citizens Advice Scotland. This has contributed, for
example, to the introduction of the LILA procedure for people in debt with low income
and low assets and legislation to curb abuses of migrant workers.

e quality of your service.: Please provide evidence
Response:

Our service users include clients, colleagues within the legal profession, the Third
Sector, Housing Associations and other organisations within the Scottish Borders that
ask the CAB for assistance in relation to personal queries or those of their own clients.

Yearly client satisfaction surveys are given to our clients and coliated for our audit
procedure. In 2011 we issued a common general survey to clients visiting bureaux
during September. 174 clients chose to complete and return the form.

Results:
1. Nature of Enquiry:
No. of clients 174
Benefits 31.6%
Debt 21.2%
Employment 16%
Housing 10.3%
Consumer 51%
Other 28.7%
2: Satisfied with access to service: 100%
3: Satisfied with Advice given: 100%
4: Satisfied with Service received. 100%
5: Difference the advice made to client:
Nil response 0%
Improved peace of mind 76%
Improved ability to resolve problem 48.2%
Improved income 21.2%
Improved ablility fo manage money 17.2%
Improved housing situation 9.7%
Improved access fo a solicitor 4.5%
Improved ability to live and work in area 9.1%
6. How did you find out about the CAB service?
Recommended by a friend 36.7%
Referral from other agency 7.4%
Other methods 50.5%
7. Would you use the service again? 100% said ‘Yes’
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8: Would you recommend the service to others? | 100% said ‘Yes’

In response, we will use a publicity drive to highlight the range of reliable advice and the
skills of advisers in the bureau, with poster and leaflet distribution and publicity releases.

We are part of community, third sector and Council-led groups such as

» Strategic Partnership Against Poverty,

» Health and Homelessness,

¢ Migrant Support Group,

¢« Partnership Action for Continuing Employment,

e Third Sector Forum,
helping design policies, feeding back on their impact and involved in joint action.
Specialist projects are monitored by regular reports to the funding organisations.

Close working relationships developed through such groups enhance the service to
clients, for example the liaison between Community Learning and CABx for migrant
workers. Specialist staff also attend regular Focus Group meetings at Citizens Advice
Scotland where concerns regarding Benefits, Employment, Debt and Money Advice are
discussed and professional organisations deliver up-to-date seminars.

We also have meetings locally with Borders Voluntary Community Care Forum,
Berwickshire Association of Voluntary Services and The Bridge to keep in touch with
forthcoming changes to this sector which may impact on the bureaux.

We will also, on request, give presentations to other groups and provide information and
statistical data to MPs, MSPs and others, and are alert to their experience of our service
and their views on any scope for its improvement.

Response:

Analysis of clients’ location by postcode sector shows that we are able to reach clients
in all geographical parts of the Scottish Borders.

Clients are usually encouraged to attend a face-to-face interview at a main or outreach
centre but where this is not practicable, queries are dealt with by telephone. Analysis
shows that (Bureaux Characteristic Surveys 2010 -2011):

» 58% of our contacts were personal visits,

s 29% were phone calls,

o 9.8% were letters and

o 2.3% were emails

Questionnaires issued to personal callers to the bureaux in September 2011 identified
no problems in accessing our service in any of the Borders CABx.

The following actions we have taken relate to geographically hard to reach areas:
+ adjusting opening times;
¢ introducing evening provision, 2 hrs pw at Hawick, average 5 clients per week;
e publicising the service availability more widely;
» ensuring that an experienced adviser is always available, during opening times,
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to answer the telephone;

s introduction of email access (2.3% of contacts in 2010-11);

+ ftrialling use of Facebook {to go live when confidentiality issues resolved) and a
Young Scot website (931 hits to end August 2011);

+ dedicated mobile phone numbers for Project Workers;

* able to conduct home visits, though only do them where necessary;
outreach clinics in community centres, currently in Chirnside

| schedule

Response:;

Most partnership working is between individual bureaux and SBC, particufarly Welfare
Benefits, Homelessness and Social Work. Bureaux confributed significantly o the
Borders 3Single Outcome Agreement and the Poverly and Financial Exclusion
Strategies. We are actively involved in SBC parinerships including:

¢ Strategic Partnership against Poverty,

¢ Health and Homelessness Group,
+» Migrant Support Group,

* PACE,

+ ‘Safe T inthe Park’,

¢ Third Sector Forum

[ ]

Borders Voluntary Community Care Forum.

The Youth Project works in partnership with Borders College and High Schools in
Berwickshire.

The CAB takes part in workshops and advice presentations to young mothers through
the Healthy Living Network.

CAB provides advice and assistance for migrant workers with little or no English,
supported by ESOL tutors and Community Learning. We also have informal
partnerships with support agencies such as Penumbra and The Big River Project.

Nationally, through membership of Citizens Advice Scotland, partnership relationships
also exist with:

Consumer Direct,

CPAG,

Ethnic Minorities Law Centre,
General Medical Council,
Jobcentre Plus,

Law at Work,

Money Advice Scotland,
Money Advice Service,

NHS,

Poppy Scotland,

Scottish Government,

SHAS,

Shelter Scotland,

Young Scot.
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We have formal protocol arrangements through CAS with these and other organisations.
As appropriate, we can obtain specialised help with clients’ cases, or can refer the client
on. We also accept referrals to deal with issues outside the organisation’s particuiar
area of expertise.

We have informal protocol arrangements with many local organisations eg charities.
We intend to build on these, making access to charitable help quicker and thus more

effective.

Ad hoc partnerships with local organisations will continue as at present. Any current
formalised written agreements will continue, as with Citizens Advice Scotland, Scottish
Borders Council and Scottish Borders Citizens Advice Bureaux Partnership Agreement.
These agreements enable CABx to provide advice and representation to Level 3 of the
Scottish National Standards for Welfare Benefits, Money Advice and Housing.

3.5 KEY SERVICE QUTCOMES — 16%

You are required to outline how you will deliver the key weifare outcome areas to be addressed
by this contract. You should refer closely to the Service Specification in Schedule 3. Where
possible provide practical examples of your experience in this area and what you will do to
address the outcome. Your response will be assessed as part of the overail evaluation of your
submission. Your response to each key outcome area should not exceed 500 words (please use

Arial, Fo

Response:

To have maximum effect on the number of households in debt, our service needs to be
known, accessible and frusted by those in or at risk of debt. We have high recognition
and trust as a service run in local communities by the local community (see 3.6.5,
3.6.11), and will take steps to improve our accessibility further (3.5.3). We will raise
awareness of the help and advice available by:
e Participating in local events including PACE and Safe T in the Park.
¢ Providing public information material on both local and national issues including
leaflets and posters translated into several languages.
¢ Sign posting to www.adviceguide.org.uk
Local and national media campaigning, building on existing good contacts.
+ Promoting the recently commenced Money Advice Service which helps pecple
manage their money and avoid debt.

When clients approach us about debt or potential debt, we will focus on:
¢ Debt advice including:
o dealing with priority and non priority debis;
o explaining how to deal with creditors and negotiating for the client where
necessary,
o budgeting advice;
o accessing debt remedies; and
s Income maximisation including:
o helping clients claim all the benefits that they are entitled to;
o better off calculations using the Quick Benefits Calculator (QBC) and Lisson
Grove;
o employment advice;
o Charitable/Trust applications;
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o referral to Money Advice Service where appropriate.
Qur aim wiil be to heip the client manage the immediate crisis so that the consequences
of debt are minimised for the client, to ensure that the client is aware of the
requirements and implications of any debt remedy pursued (offering a range of
insolvency practitioners where this step is appropriate) and to ensure that as far as
possible the client has the tools and the awareness to avoid falling back into debt in the

future.

Our service will be anchored in decades of experience, using the constantly updated
tools of the unique CAB information system AdviserNet, PGDebt software and QBC.
We will bring to the task the expertise of 70 fully trained volunteer advisers and 14 core
and project funded employees, including 1 accredited DAS money adviser, who together
in 2010/11

+ dealt with £7,498,668 worth of new debt for 368 households.

» advised 328 clients on one-off debts totalling £1,008,521

¢ handled 14 Protected Trust Deed applications, 16 new DAS applications, 130

LILA bankruptcy applications.

All advisers will remain alert to problems that would benefit from a change in social
policy, and channel suggestions and evidence through the established route of Citizens
Advice Scotland. This process was key fo showing the need for better remedies in
Scotland resulting in the DAS scheme and LILA route to bankruptcy.

Bureaux will continue to deai with the client’s whole situation, not just their debts, which
can improve the client’'s health and wellbeing. Clients often present with multiple
problems that are causes and effects of their debt, such as unfair dismissal, relationship
breakdown, benefit problems, and homelessness issues.

Response:

The bureaux in Scottish Borders will build on their partnership working with the Money
Advice Service (MAS]), by promoting its service, referring clients who would benefit from
general money advice, as distinct from action on debt, and facilitating face-to-face
sessions with MAS advisers. MAS was established recently by UK Government and is
funded by a levy on the financial services industry. lts statutory objectives are to
enhance the understanding and knowledge of members of the public about financial
matters and their ability fo manage their own financial affairs.

MAS provides advice by telephone and online and a trained MAS adviser gives free,
impartial, face-to-face advice in Galashiels, Hawick, Peebles and Duns CAB offices on:

+ Budgeting to saving

¢ Credit to borrowing
+ Mortgages

e Insurance

&

Pensions and retirement

Bureau advisers also give advice on managing money efficiently, often in the context of
other issues such as debt or benefit problems, and will:

» ensure clients are claiming all the benefits they are entitled to;

¢ help clients to make benefit claims or manage their problems in payments;

s negotiate with creditors and help clients access debt remedies;
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o make available up-to-date public information material on managing money and
maximising income, translated into several languages;

* access specialist support for advisers from a range of projects and agencies
such as; Armed Services Advice project; CAS Kinship care project; CPAG in
Scotland; IASS/PASS;

+ signpost clients to www.adviceguide.org.uk/scotland.

Bureau staff will:

+ develop relationships/partnerships with a range of statutory, voluntary and
commercial organisations and attend local events to publicise the availability of
the service;

s take part in co-ordinated local and national publicity campaigns in press, radio
and TV, such as “Christmas Shopping Tips”.

The Youth Project operating in Berwickshire, which has secured separate funding to 30
September 2012, will continue to promote to young people the importance of managing
money effectively and the sources of help and advice, working in partnership with
schools, Borders College and other organisations and using a variety of digital media.
In the 2 years to September 2011 it has helped 178 people between 16 and 25 with
1534 issues to make potential gains of £159,000.

CAS ensures bureau advisers have access to quality second tier support including
MATRICS (money advice training resources information and consultancy service).

Advisers will continue to be alert to ways in which social policy changes could make it
easier for people fo manage their money efficiently, and promote such changes, with
evidence, through CAS to Government.

CABx are already strongly focused on helping clients maximise income and sustain
employment and tenancies, for example by:

+ an holistic approach to the client’s whole situation to cover the causes,
consequences and exacerbating factors for the presenting problem;
signposting to public information material and www.adviceguide;
using AdviserNet to give comprehensive, current advice on rights;
specialist support, often through helplines dedicated to advisers, from projects
and agencies including e.g.:

Armed services project.

CAS Kinship Care project.

CPAG in Scotland.

Free Legal Services Unit (FLSU).

Free Representation Unit (FRU).

Government Legal Service for Scotland (GL.SS) initiative — Free legal
advice to bureau advisers by Scottish Government lawyers.

o 0O 0 C OO0

and in particular:
to maximise income:
e ensuring clients receive all entitflements, involving benefits checks, and
o helping apply to DWP and HMRC for benefits including support with
Tribunals;
o _helping negotiate with DWP and HMRC on payment problems;
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+ referring clients to Money Advice Scotland;
to sustain employment: _
s advising on rights at work, and advising on or assisting with negotiation with
employers;
e advising clients threatened with redundancy including through PACE events;
e« supporting and representing clients at Employment Tribunals;
s accessing specialist support such as Law at Work, Ethnic Minorities Law Centre;
to sustain tenancies:
» advising on housing rights in private and social rented sectors and signposting or
referring to appropriate agencies including solicitors;
s qgiving practical assistance beyond level 1 including negotiations with landiords
on rent arrears and repayment;
» working with partners such as SHAS and Shelter to represent clients in
negotiations and at court to prevent evictions;
e maintaining close working relationships with SBC’s Homelessness Unit;
* advising clients on mitigating tenancy problems and avoiding their recurrence.

We will improve access to information and advice in these and related areas by:
¢ Increasing awareness by promotion through:
o press, radio and TV, locally and through CAS-led national activities;
o digital media as appropriate, building on Berwickshire Youth Project pilots

o ;:ommunity events;
o public sector, third sector and community groups and networks;
o an holistic approach that offers advice on issues beyond the presenting

problem.

« Making access easier for clients by:

o reviewing hours in the light of the scale and nature of demand;

o providing both appointment and drop-in options;

o increasing outreach to new locations, where this is likely to be and
remains effective;

o maximising the time during which active contact and advice is available
by telephone;

o widening the use of digital media channels for contact with bureaux;

o encouraging press to carry general advice on money management etc.

¢ Enhancing the effectiveness of advice by:

o seeking closer working with partners such as SBC’s Welfare Benefits and
Homelessness teams and Jobcenire Plus;

o continuing training, especially for benefit changes and the impact of
recession;

o feedback to government through the CAS social policy channel and to
others such as private companies on the effect of their debt policies;

o follow-up with clients fo identify scope for improvement;

o seeking SBC’s agreement that we provide housing advice beyond level 1
and, where the client wishes it, support and representation at Welfare

Benefits Tribunals.

36 SERVICE DELIVERY - 45%
Your response should not exceed more than 300 words per question and should be Arial, Font

size 10/12.
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Response:

At the start of the contract we will have in place:
e aninitial set of opening hours
revised telephone and email contact arrangements
public awareness generated during the transition period
staff and volunteers trained in the new approach
with the agreement of SBC, a service development programme to achieve the
desired delivery outcomes in 2014 in the light of emerging patterns of demand

®* o o

We aim for the following at contract commencement subject to Community Centre

availability:

Service centre Private interview | Adviser™ Appointmeni/

office™ rooms hours pw drop-in open
hrs pw

Central Borders

Galashiels CAB o 4 93 23

Peebles and District

Peebles CAB O 4 57 18

Roxburgh & Berwickshire

Hawick B 3 104 26

Kelso Extension O 1 18 B

Duns O 3 48 9

Evemouth Exiension when open 3 36 g

* Private offices require telephone and internet connections and secure storage.
** Trainees at the solo stage add fo the adviser hours.

Past outreach trials have ceased for reasons including low take-up and clients being
wary of attending the CAB in small communities. We will analyse the location of clients
and run trials where analysis suggests viable outreach at any of -

o Melrose

o Selkirk

o Newtown St Boswells
o Innerleithen

o Coldstream

o Jedburgh

There is currently Berwickshire Youth Project outreach at Chirnside (1% hrs pw).

Experience shows combining drop-in and appointments at each main office session
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works best. it provides flexibility 1o cope with missed and overrun appointments and
improves our ability to handle emergency cases.

At contract commencement we expect to make appointments for repeat clienis
(currently 40% of cases) and offer appointments to all clients contacting us by telephone
or digitally, where an interview is needed. We accept a goal of 75% appointments
during the contract period, subject to experience of its practicality.

We offer the existing Galashiels and Peebles premises at no charge. The remaining
premises are either Council owned or under Community Cenire management. We
expect them to be available at no charge and when in use by CAB to have a clear
identity and separation from other activities in the premises.

The pattern of provision will evolve through successive reviews in the light of demand,
and the implementation of the Council’s Contact Centre programme. Overall, we expect
demand {o increase as the impact of Government initiatives and the general economic
conditions works through.

Home visits will be offered where the need is sufficiently great and it is not possible for
the client to attend a service centre, even at a time outwith the normal appointment

slots.

The client’s first contact is often by telephone or digital media — see 3.6.12 for the latter.
The ITT proposes a dedicated number staffed by Council employees. We believe this
would undermine the public perception of the independence of the Citizens Advice
service and the confidentiality of the fact they had contacted the service. It wouid
complicate the client’'s access to the service as substantive advice would not be
available at first contact. We propose instead:
¢ during open hours, direct telephone contact with a trained adviser
¢ adviser answers simple enguiry or makes an appointment appropriate {o the
issue, giving the client specific information about how to prepare and what to
bring.
¢ at other times, transfer to Citizens Advice Direct, which has the following
advantages over the proposed Council service:

o gives level 1 advice and signposting

o open 59 hours per week, to 8pm on weekdays and on Saturday mornings

o member of CAS, subject to the same requirements as CABx including
confidentiality and independence

o part of the Citizens Advice ‘brand’

o uses same case recording system which, in a version to be rolled out
shortly and subject to suitable DPA procedures, could allow sharing of
case records for a seamless service as the client moves from initial
enquiry to more detailed advice.

all grades ¢
Response:

ROLES AND RESPONSIBILITIES
See structure chart — attachment 9.

Managers will be responsible to their Board for:
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o delivering the service in the contract with SBC and complying with the sub-

contract with BCAC;

performance and delivery for other funders and partners;

office services and premises;

recruitment, training, management and retention of staff - primarily volunteers;

linking with CAS Support;

IT competence and compliance and system testing as required;

building and maintaining relationships with funders and other partner

organisations;

promoting the service to the public;

« supervision and review of advice given by volunteers to ensure technicai
competence and adherence to CAS standards.

Session Supervisors supervise client sessions, giving advice and assistance to
advisers, reviewing advice given and ensuring high quality and adherence to CAS
standards.

Volunteers provide advice to clients of both a general and more specialist nature. This
can entail advice at levels 1, 2 and 3 of the national standards, dependent on
experience and specialism. This includes formal tribunal representation and we propose
that we should continue to provide Welfare Benefit Tribunal support and representation
where the client wishes us to do so.

QUALIFICATIONS AND EXPERIENCE

All staff, paid and voluntary, must complete the CAS structured advice iraining
programme. This is comprehensive competence based nationally recognised (see
3.6.2) learning supported by ongoing regular training sessions. Many staff also
undertake specialist training provided by CAS, Shelter, Money Advice Scotland, CPAG

etc.

Managers and other paid staff have wide experience gained in both the public and
voluntary sectors.

Volunteer advisers bring an unparalleled wealth of knowledge, skills and experience.
See attachment 10 for further details. This tender has been prepared mainly by
voluntary input.

tructure.

loyment

Response:

We will need to adjust staff/volunteer adviser deployment for changes in service
arrangements; increased use of digital media; and external factors such as economic

conditions and changes in government policy.

We will review with advisers their availability and flexibility (both of time and geographyy).
We will agree with SBC and community centres the flexibility in the availability of
premises. Managers will then be able to optimise advisers and accommodation for:

¢ interviews at routine appoiniment and drop-in sessions;
non-routine arrangements for interviews;
outreach sessions as they are trialled and established;
handling telephone calls, emails and other digital contact.

a & @
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Advisers will be managed actively to ensure that there is appropriate cover for each of
the service channels. For example, telephone call-back and e-mail responses can be
undertaken when demand for face-to-face service is weaker.

Managers will ensure that there is telephone answering cover by advisers during
operating hours; we are proposing (see 3.6.1) that outside those hours, callers are
referred to Citizens Advice Direct, who will advise and signpost them. We aim to
maximise the period during which the caller can speak direct to an adviser.

Appoiniments give clienis greater certainty and allow client and adviser to prepare
better, but we need flexibility to cope with missed and overrun appointments and fo
handle emergency situations. We therefore propose drop-in services during the same
hours as for routine appointments.

We will use data from the common electronic case recording system now used by all
three bureaux to analyse the evolving pattern of demand in terms of client needs,
opening hours and the location of sessions in order to optimise demand-led service
delivery.

Response:

The contract will be between the Council and Borders Citizens Advice Consortium
(BCAC). The consortium will be a charitable company limited by guaraniee, whose
Board will comprise directors of the three existing Borders CABx {(also charitable
companies limited by guarantee). Its functions and interests will relate solely to the
delivery of advice services in Scottish Borders and like its member bureaux it will have
long-term commitment and no competing priorities or profit motive.

in the event that the bid is successful, BCAC will be formed and will agree subcontracts
with the three CABx for the delivery of the service. The staff and volunteers of each
CAB will be responsible to its Board for delivering services, including those covered by
the contract, in its area. The relevant Board will be responsible for ensuring that, in
relation to service covered by the contract with SBC, it meets its obligations under the
subcontract with BCAC.

The subcontracts will include arrangements that BCAC will be able to implement in the
event that one or more CABx are unable to implement the terms of their subcontract.
This will include the ability to apply sanctions and to redistribute resources among the
CABXx if that is necessary to avoid a breach of contract with SBC.

These arrangements have been agreed among the three CABx in terms of a formal
Minute of Agreement, which represents a new level of joint working between the three
Bureaux.

BCAC will not employ staff but the co-ordinating roles necessary fo implement the
management and financial functions of BCAC will be assigned to existing staff in the
light of the nature of the contract as awarded, with those staff being responsible to the
BCAC Board for the performance of those roles.

13.6.5: | Use of Volunteers.
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it of the service

Response:

Our existing base of 70 fully trained volunteers is already providing the full range of
advice envisaged in the proposed contract, across the Borders. We therefore do not
have an immediate need to expand recruitment unless new opening patterns and
outreach go beyond the available volunieer hours.

Experience shows the ‘brand’ name of Citizens Advice, with its independence and
holistic breadth, will bring individual volunteers to our door. Managers will supplement
national promotion of CABX’ work through, for example, talks to local groups and local
press releases, which always include a call for new volunteers.

All bureaux will make full use of the nationally prepared recruitment leaflets. Citizens
Advice Scotland will continue actively to promote the service and volunteering, through
the press and at various organisations’ national events where they can identify potential

volunteers.

The CAS website has a specific area about all aspects of volunteering with a CAB,
through which interested individuals can send their details to their nearest bureau.

When a specific need for new recruits is identified, local CABx will produce and
distribute leaflets and posters to encourage local people to volunteer. Where
appropriate, CAB staff and volunteers will attend large public events such as galas and
organised volunteer recruitment events, io promote the service and encourage
individuals to consider volunteering. All Border CABx are registered with Volunteer
Centre Borders who identify specific requests by potential volunteers and recommend
the CAB to individuals who register in general terms with them.

Discussions with existing volunteers and CAS evidence have shown that the Citizens
Advice brand and its independent status are important to them, as is delivering holistic
advice according to free, confidential and impartial principles. This underlies the ability
of the CABx in the Borders both to recruit high calibre volunteers and {o retain them.

Reépéhée:
Every CAB trainee follows the Adviser Training Programme (ATP) to become a

generalist adviser. National Standards auditors have confirmed that the ATP together
with the content of Advisernet equips advisers to deliver services beyond level 1.

Through practice, assessment, guidance and support the programme enables trainees
to gain the required knowledge, skills and attitudes through a combination of:
« Materials: Topic-based training units and e-learning introductory modules;
« Group sessions: Delivered by a CAB tutor or regional volunteer support officer.
» Bureau practice: Practical experience in the bureau, working under supervision.

There are 4 stages to completing training, on average after 6 months:
¢ |Induction — a Trainee Support Pack covers CAB aims and principles, the work of
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the bureau, health and safety and the information system (Advisernet)

« Shadowing — introduction to advice subject areas through training materials and
by shadowing an experienced adviser.

+ Supporied interviewing — the trainee leads interviews supported by an
experienced adviser, who records progress and provides feedback until the
trainee demonstraies competence. An observed session with the bureau
manager or management check is then conducted.

» Solo practice — the trainee now works solo, all of their case records being
thoroughly assessed until they reach full competence.

Further training and training opportunities are provided for all advisers and paid staff in
specialised courses presented by CAS and CPAG, as well as suitable and relevant
courses provided by other agencies.

All bureaux conduct monthly local training sessions on identified topics of interest.

All staff are trained in the use of Quick Benefits Calculator.

All training is geared to the competencies in the National Standards, backed by quality
control audits by CAS. It covers the full range of competencies to level 1 required in the
ITT, with training to higher levels being carried out for those advisers and paid staff who
are ready. Managers will ensure that all the competency requirements for the 3 key
areas of service are covered among the advisers and paid staff to ensure the capacity to
deliver those requirements,

‘organisati

ment for both staff and volunteers:

Response:

Each bureau undergoes a comprehensive quality of advice and organisational audit
every 3 years conducted by Citizens Advice Scotland. All paid and volunteer staff are
given annual appraisals and staff satisfaction surveys are also conducted annually

CAS, Child Poverty Action Group (CPAG) and Wiseradviser (Debt and Money) offer
specific courses aimed at increasing the knowledge and skills of volunteers. These
include welfare benefits, money advice/debt advice, and housing, as well as Immigration

and employment.

CAS provide an extensive set of training manuals which cover all aspects of CAB work.
These are used by all new recruits, but also provide reference materials for all advisers.
The content of these manuals is updated centrally by CAS.

Advisers are also able to use both the CAS website and the CAS E-Leamning website
from home. This provides an ideal opportunity for advisers to keep up to date with all

aspects of their work.

Managers are members of the All Scotland Managers Forum which provides
management training at each of their quarterly meetings. Other management training
opportunities are provide by CAS.

Every bureau organises monthly training sessions for advisers. The areas covered
during these sessions vary from month to month with emphasis placed on current
topics. Recent events have included input from SBC Homelessness Unit and Money
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Advice Services. Members of the CAS Training team are regularly asked to provide
inputs.

Staff and volunteers are provided with regular distribution of electronic information in the
form of e-news letters {e.g. CAS e-news, CPAG e-newsletter) and a constantly updated
news section on the AdviceNet system.

All staff require to be computer literate, and training is provided where necessary.

_professional service
Response:

Volunteers

All prospective trainees are interviewed informally by the Manager, who then decides
whether to accept the applicant for basic training.

If the applicant is considered unsuitable for the role for which they have applied, the
Manager will consider whether to offer a different volunteer role.

All applicants must complete an application form, confidentiality statement and Data
Protection agreement before starting basic training, and provide 2 references, which will
be taken up before basic training staris.

Where a person will working primarily with young people or vulnerable adults, a
Disclosure Scotland check will be made.

On completion of basic training, when the Manager is satisfied about competence (see
3.6.8), trainees will be interviewed by the Chair and/or Vice-Chair of the Bureau’s Board
and formally accepted as full members of staff.

Paid Staff

The Board of Directors will appoint an appointment panel for all paid posis (except an
extension to an existing contract).

All paid posts will be advertised as appropriate, within the CAB service, and through the
tocal and national press.

All applicants for paid posts must complete the Bureau’s application forms (which will
conform with CAS Conditions of Membership and guidance}.

The appointment panel will meet to draw up a short list for interview from applications
received by the due date.

References will be taken up before staff start in post.

Where the post is to replace an outgoing member of staff, that member of staff may not
be involved in any capacity in the selection of his/her replacement.

An induction will be provided by both local staff and Citizens Advice Scotland.
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Supervision

Every advice session is supervised by an experienced adviser, paid session supervisor
or manager. All electronic case records are examined to check the quality of advice
provided and ensure advisers complete them in the prescribed manner.

Managers conduct regular interviews with volunteers and staff to identify areas of
concern and provide feedback on performance.

rittel

Response:

Quality of advice is assured through ongoing operational supervision of volunteers’
advice provision, peer support from experienced advisers, and constant reference to
Advisernet as the source of accurate, independent information, designed specifically for
advice provision and updated daily.

All three bureaux use the CAS electronic case recording system (CASTLE). It records
details of the types of advice provided and enables management to:

» examine and assess case records for quality of advice;

s give direct feedback to advisers; and

e assess trainees’ competency during the final stages of their programme.
We are keen to discuss the compatibility of CASTLE with proposed KPls.

CAS audits each bureau for quality of advice, organisational structure and performance
comprehensively every three years. Audit passports the bureau through the National
Standards in relation to organisational standards. Audits and complaints handling feed
back into performance improvement.

Each member of the bureau must submit to audit by the CAS audit team and comply
with any reasonable request for access io sites and client records made by the audit
team or other person authorised by CAS for auditing purposes.

In the audit, the bureau must demonstrate that it upholds the following aims:

e Ensure individuals do not suffer through lack of knowledge of their rights or

responsibilities, or of services available to them, or through inability to express
" their needs effectively:

s Exercise a responsible influence on the development of social policies and
services, locally and nationally.

» Be independent and provide free, confidential and impartial advice to everybody
regardless of race, sex, disability or sexuality.

The audit will assess the bureau against indicators for compliance with the foilowing 6
conditions of membership of the Scottish CAB Service:

s compliance with the 12 Principles of the Service.

¢ provision of a quality generalist advice, information and assistance service.

» commitment to developing social policy at a local and national level.

e willingness to work for the local community, in a co-operative spirit with other
organisations.
the bureau is managed effectively.
compliance with the Quality Assurance scheme.
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Response:

Each bureau uses a standard process (copy available), built on Ombudsman good
practice and principles, for complaints about its advice service. It involves CAS at the
higher levels, as an external organisation with knowledge of the issues and power to
act. CAS uses information from complaints handling for feedback on service

improvements across Scotland.

Complaints should be made within 3 months, but discretion will be exercised to extend
the time limit where appropriate.

Each stage has a timetable and is the responsibility of a difierent individual:

A. Informal Resolution
The bureau seeks to resolve the matter locally and informally, through discussion

between the client and a designated person with authority to give an apology or
other redress. All complaints and action will be reporied to the bureau’s Board.

B. Formal Procedure:

formal internal investigation by bureau manager

formal interal investigation by bureau's Board, supported by a CAS officer
review of complaint handling by CAS

review by independent Arbiter

PON =

The objective is to resolve the complaint at each stage, based on the facts on both
sides. In formal stages 1 and 2, the complainant is offered assistance in making the
complaint. Stage 3 reviews the investigations, dealing with any process shortcomings. If
the complainant remains dissatisfied, the case goes to an independent Arbiter, whose
decision is final.

Complaints can also be claims. Where it becomes clear that the complainant is claiming
compensation for material loss or professional negligence, the matter is referred to the
insurers, who take over investigation from there.

The client, or a third party, might complain to SBC as the funder. If SBC proceeds with
an investigation there is a distinct risk that any subsequent claim relating to the
complaint will be rejected by the insurer. We suggest that such complainants be
directed to the established complaints process; the Council would have the option,
following completion of that process, to consider whether it wished to take further action
on the basis of its contractual relationship with the provider of the service.

¢ g

ceess your service. | with ability, offende _minority groups

Re,spo.nsé:.. ......................

Citizens Advice is at the forefront of developing policies and advice for hard to reach
groups. In Borders, for example, we alerted government with hard evidence leading to
legislation and best practice guidance protecting migrant workers from exploitation on
pay, accommeodation and working practices.
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CABx have exceptionally wide reach. The CAB Brand name is very widely known and
trusted (a recent MORI poll showed 98% frust). Information on contacting CAB is in
75% of local and national government publications for people seeking information and
advice. Every DirectGov page is likely to point to CAB for more information.

National evidence shows CABx in Scotland already reach hard to reach
groups. Compared with the Scottish population, bureaux clients are:

more likely to be in social or rented accommodation

twice as likely to be divorced or separated

three times as likely to be a single parent

three times as likely to be unemployed

four times as likely to be unable to work due to ill health or disability.

To give extra reach for particular groups in Borders we:
s have tfranslated standard materials and discounted access through CAS to
fransiation into 120 languages
« have volunteers with language skills, including Russian, French, German, [talian,
Polish speakers and signing for the deaf
+ advertise with the Third Sector Forum to organisations representing hard {o
reach groups
o are part of Council and other groups for hard to reach groups, such as the
Migrant Support Group
+ give advisers specialised training, e.g. on immigration law, dealing with migrant
workers, and Kinship Care
¢ secure funding {mainly through CAS) for special projects aimed at more
disadvantaged and harder to reach groups, e.g.:
o people having problems with health services
o profoundly deaf people
o young people :
o money advice to Waverley tenants

The AdviserNet system used by all staff gives contact details for support groups for a
wide range of needs. Advisers will provide clients with these details or make initial

contact with such groups on their behalf.

clistomers will Use to access your servic
Response:

Adviceguide (www,adviceguide.org.uk.), advertised through each bureau, is a first point
of contact for many enquiries, providing comprehensive information on rights, including
benefits, housing, family matters, employment, debt, consumer and legal issues. Over
three years it will expand to include tools such as template letters.

For further advice, clients can already contact the service using email. We foliow CAS
guidance — developed with the Information Commissioner - to ensure confidentiality. Our
response will normaily link to the appropriate “Adviceguide” page and invite contact with
CAB for more detailed advice if required.

Many potential clients use computers or smartphones with internet access. The find a
bureau’ pages on www.cas.org.uk are formatted for smartphone use and give full details

of the client’s nearest CAB service.
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Our text messaging pilot for Berwickshire Youth Project shows its main value is
supporting contact and continued engagement, rather than delivering advice. We will roll
this out over the next three years. The Project is also piloting the use of Facebook and

a website.

Digital media are increasingly used internally by each bureau:
e AdviserNet is an essential resource for every adviser, comprehensively covering
the full range and constantly updated
» software for benefit checks and debt counselling/ money advice
» electronic case recording using CASTLE software integrated with AdviserNet
also gives management information and helps client referral between bureaux
We already use Sharepoint appointments bocking, a web based system more advanced
than MS Outiook, for Money Advice Service appointments.

CAS gives each bureau:
« daily updates via the CAS intranet, on legislative changes and advice
development;
o weekly e-mail updates on funding sources, training support, organisational
development and Advice Service news;
» software support across the board.
These support services are being developed nationally throughout the next three years
as CAS delivers on the transformational change 2014 programme.

our expectation of the transi

Response:

See attachment 11

Response:

The three bureaux in the Borders that will deliver the contract eniered into by the
Borders Citizens Advice Consortium already have the capacity to deliver the service as
it will commence in April 2012, across locations throughout the Borders.

As demand levels become evident under the new arrangements and in the light of
external factors, the necessary capacity will be reviewed in terms of volunteer and room
availability. Any increases in capacity required will be handled by an appropriate mix of
negotiation with SBC and community centres over room availability; negotiation with
existing volunteers over increased availability; and recruitment of additional volunteers.

Should external factors lead to a substantial and sustained rise in demand, we will seek
the opportunity to review the coniract’s terms with you.

We will continue to seek additional funding streams for specialist projects. Experience
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shows that, as well as addressing additional needs, they deal with some clients who
would otherwise have come to the general CAB service, and so assist in providing
capacity.

re not left at risk

Response:
The CAB always establishes as a first step the level of urgency and seriousness of a
presented case. That is done through assessing each case at first contact to establish
whether it is a priority because the client is in critical need of a substantial kind. This
assessment is assisted by taking an holistic view of the client's situation because a
combination of circumstances may, for example, create a level of urgency of which the
client is unaware.

A high-risk situation (continuing or anticipated) is recorded as such in the electronic
case management system so that advisers dealing with subsequent contacts are
alerted. Managers and supervisors are aware of such situations through their case
checking and will ensure timely follow-up where necessary.

Al advisers are trained to recognise the need for priority action, for example where the
client is threatened with eviction or a deadline for action on benefits is about to expire.

All advisers are trained to advise on priority debts and to explain to the client the risks
that flow from not dealing with them properly.

Our proposals in 3.6.1 for combined drop-in and appointments sessions are partly
driven by the need to be available to react promptly to emergency and other high-priority
situations.

Response:

We bring a clear, high-profile, respected identity. Recent MORI research showed 98% of
clients trust CAB.

Our 70 volunteers:

s are of high calibre, with a strong commitment;

¢ contribute unpaid time which, in 2010-11, would have cost £217,000 at the
national minimum wage but which is vasily more valuable if the skills and
experience they bring to bear are assessed at their true value;

« benefit personally through training and experience in the bureau (to illustrate,
CAB training gives exemption from part of a Law Degree course);

s by their approach are an exemplar of the ‘Big Society’ (see column 921 of the
Lords debate on 8 December) and promote social cohesion in the Borders

Our wider service allows the benefits of an holistic approach and further financial gain to
clients beyond that under the coniracted service, to benefit the individuals, their families
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and the local economy.

Existing and planned projects bring extra resources into the Borders and address the
needs of particular groups. These include:

Project Purpose Funding o
IASS (PASS from Independent advice and support | £29,900 p.a 31 March
April 201 2) for complaints and concerns 2015
about health services
Waverley/BGET Money advice to Waverley £117,444 since | 31 March
tenants August 2008 2012
Youth Project, Promoting awareness and giving | further £14,270 | 30 Sept.
Berwickshire advice to under-25s for next 6 2012
months
Session Trust contribution to staffing £5,000 31 March
Supervision costs 2012
‘We Hear You’ Project for the deaf £75,337 for 2 31 March
years 2014

‘We Hear You’ will only proceed if CAB wins the Money and Welfare Advisory Services
confract

Our membership of CAS brings:

s advanced, integrated advice and case recording systems with technical backup;

e training, practical support and quality control across the complete range of
bureaux’ responsibility;

e the ear of government on social policy and a systematic approach to identifying,
evidencing and promoting social policy issues;
our main access route fo project funding;

» if agreed, fully effective auditing and complaints processes, and Citizens Advice
Direct telephone back-up under the same Citizens Advice umbrella.

We also offer the use of premises at Galashiels and Peebles (the two bureaux not
currently based in Council premises).

From April, the Citizens Advice service will deliver the former Consumer Direct
services. The centrally delivered national consumer helpline will greatly augment
bureaux’ service and be a key contact point for most council trading standards
departments in Scofland.

Response:

The Board of Borders Citizens Advice Consortium will comprise directors of the three
existing bureaux. [t will meet 4 times annually, with telephone conferencing and
additional meetings as necessary, building on current close co-operative working.

Bureau managers will have bi-monthly meetings, sharing information on contract issues
and matters of joint interest. Managers individually represent the Borders bureaux as a
whole on various SBC and voluntary sector groups and will ensure through the
managers’ meetings that they present a joint view and keep their colleagues informed.
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There will be further frequent informal contact as required. Managers will provide
reports and statistics to their own Boards and to the consortium Board, supporting the
formal agreements to be made between the bureaux and the consortium. Managers’
roles will be reviewed in the light of the new contract.

Projects such as Money Advice will continue to be co-ordinated Borders-wide by one
bureau. Where appropriate, PACE events will be co-ordinated across Borders. Joint
training will help advisers to share information and understanding of current issues.

Through CAS, bureaux are at the forefront in the voluntary sector on using information
technology. CAS has a transformational change 2014 programme, which will enhance
the current situation that all Borders bureaux:
+ use computers with current office software for all research and recording of
information;
+ are networked with a server and a fast internet connection utilising an industry
standard operating system;
* have full access to
o specialist software for welfare benefit checks and money advice/ debt
counselling
o a centralised database for recording all interactions with clients, statistical
reports and social policy work
o Advisernet — the comprehensive, constantly updated advice database
o emalil
o the Scottish CAB service intranet, www.caslink.org.uk for sharing good
practice
o e-learning, www.caslearning.org.uk.

The CAS IT Support team will provide technical support to all bureaux sites.

Response

See attachment 12. The strategy is based on existing guidance from CAS and will be
reviewed closer to the end date for the contract. Legal and other professional advice will
be taken at that time. The consortium and each bureau is a legal entity and so will have
to determine its detailed approach in the light of its particular circumstances.

The strategy is framed in terms of the 6 months prior to contract expiry. Should the
Council decide o exercise its option to terminate at 3 months’ notice or, in certain
circumstances, shorter notice, the strategy will need to be implemented in a compressed
mode, to be determined according to the particular circumstances.

3.7 BUSINESS CONTINUITY — 2%

Your response should not exceed 300 words per questlon
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Response

Each Bureau in the Consortium has a business continuity plan in place. The structure of
each is similar but personalised to suit the individual bureau needs. The plan is based
on the principles that all bureau services are of equal priority and that service recovery
should happen in the shortest time possible thereby protecting the public from undue
stress.

The plan covers:
¢ Purpose and distribution of plan
= Potential causes of disruption
+ Key roles and responsibilities
s Invocation of the plan
¢ On invocation the Manager or Administrator will.......
* Immediate responses
e Recovery time objectives
¢ Qutline approaches to potential scenarios i.e loss of office; IT;
telecommunications

Key personnel from each bureau will have access to their plan. Copies will be held
within the bureau in hard copy and electronically. Hard copies will also be kept by these
persons, securely, in their home. Copies will also be retained by partnership bureaux
and the Chair of the Borders Consortium. Each continuity plan will be reviewed half

yearly and post event.

The plan also includes a management strategy and a checklist of practical things which
need to be taken care of. Contact details of staff, volunteers, directors and partnership
bureau managers are also appended for convenience. To further assist in service
continuity, details of external suppliers, services, stakeholders and partnership
organisations are also listed.

In the event that service cannot be resumed in main premises, relocation premises have
also been surveyed and agreed on.

Copies are available fo peruse if required.

Response

The Government Strategic Objectives are:
Wealthier and fairer

Smarter

Healthier

Safer and Stronger

Greener
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Citizens Advice fully supports these objectives. The first four points are the essence of
the advice and support given to clients who contact CAB. From the information we give
quality and general well-being of life can be greatly improved. The training given to
volunteers can provide skills which can be transferred into the work-place and so

improve employment prospects.

Scottish Borders Citizens Advice Bureaux have adopted an environmental policy. Ali
members of Bureaux adhere to this policy and its implementation. Copy available.

The commitments are: -
» Complying w:th any relevant envrronmental legislation and other applfcable

reguiations and codes of conduct

+ Minimising consumption of supplies and energy — turning off electrical equipment
when not in us; saving water by ensuring that dripping taps are turned off and/or
repaired; walking or alternative forms of transport are encouraged; car sharing
and economical driving practices are also encouraged.

» A policy of continuous improvement in identifying and ensuring the reuse,
whenever possible, and otherwise the correct disposal of recyclable materials —
using paper efficiently; circulating or displaying non important information to
avoid muiltiple copies; recycling used paper and envelopes; collect used stamps
for charity; recycle used printer and fax cartridges

¢ Minimising the amount of landfill material produced for disposal

« Ensuring that all staff are aware of the policy and are actively encouraged to
adhere to it

+ Regularly reviewing and amending the policy in the light of all new information

available

Bureau Advisers actively incorporate energy best deal advice within their generic
interviews with clients, where appropriate, as a way o saving money and energy.

Funding has also been secured for energy advice (December 2011- Aprit 2012).

‘Conflict of Interest - for: mform

onfirm: that no confflct of :n'ée
he:Contract: (delete as appropri

ou.were successful in being award

Response: Yes — No Conflict
If No, Please explain;

4

References: - For information only

wide coritact details for2 referees for. work within the last two. years that is similar or the same-.
hat: requlred by this requireme ‘reféress wi '

Most of our pro;ects fallmg within these cnterla are through the Councal ot CAS If you

WISh further referees for work not in the last 2 years, ‘please ¢ontact us.’

riod of Agreement
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~ Tender for Money and Welfare Advisory Services in Scottish Borders
Borders Citizens Advice Consortium

GLOSSARY

Adviceguide Online advice guide for the public provided by Citizens Advice

Advicenet Online news, information and support network for CAB members

AdviserNet Comprehensive advice database for use by advisers provided by CAS,
which is constantly updated and is integrated with CASTLE.

BCAC Borders Citizens Advice Consortium — the consortium is an incorporated
company with charitable status formed by the three CABx in Scottish
Borders for the purpose of bidding for the Money and Welfare Services
Advice confract, contracting with SBC and implementing the contract
through sub-contracts with the CABx.

BGET British Gas Energy Trust

CAB/ CABXx Citizens Advice Bureau / Citizens Advice Bureaux. In the Scottish Borders
they are the following incorporated companies with charitable status:

s Roxburgh and Berwickshire CAB
» Central Borders CAB
s Peebles and District CAB

CAD Citizens Advice Direct, providing telephone advice; member of CAS and
subject to their principies and quality auditing

CAS Citizens Advice Scotland; umbrella organisation to which CABx belong,
which governs membership, audits quality and provides support services.

CASTLE The CAS electronic case recording system

consortium See BCAC

CPAG Child Poverty Action Group

DAS Debt Arrangement Scheme — a governmeni-run debt management tool
which allows clients to repay your debts through a debt payment programme

DPA Data Protection Act 1998

ESOL English for Speakers of Other Languages

IASS Independent Advice and Support Service, supporiing patients and carers
who want to make complaints and raise concerns about NHS Services;
funded by NHS

ITT invitation to Tender issued by SBC on 21 October 2011

LILA Low Income Low Assets; a simplified route into bankruptcy for people for
whom the standard route is inappropriate because they have low income
and low assets.

Lisson Grove Benefits advice software provider

MAS Money Advice Service; government funded service; caseworker for Borders
managed by Central Borders CAB

MORI research Results of poll by Ipsos MORI Scotland in 2008 showing clients’ perceptions
of CAB services - see "The Scottish CAB Service: the public verdict” at this
link

PACE Partnership Action for Continuing Employment — joint action to support
employers and employees in redundancy situations

PASS Patient Advice and Support Service — expected replacement for IASS from
1 April 2012 to 31 March 2015

PGDebt Standard debt case management software used by CABX

QBC Quick Benefits Calculator; software to identify and calculate welfare benefit
entitlements, include ‘what if calculations.

Safe T in the Park Annual advice and information event for 5 year pupils within the Scottish
Borders, every secondary school in the Scottish Borders, with a range of
inputs including CAB.

SBC The Scottish Borders Council

SHAS The Scottish Housing Advisory Service, a partnership between Shelter
Scotland and Citizens Advice Scotland







_ Schedile 12
TENDER FOR MONEY AND WELFARE ADVISORY SERVICES
{REF SBCICPSIES0) :
CITIZENS ADVICE BUREAUX IN THE SCOTTISH BORDERS,
AS THE BORDERS CITIZENS ADVICE CONSORTIUM {BCAC)

NON COLLUSION CERTIFICATE

The essence of competitive tendering is that SBC shall receive bona fide competifive lenders from all
firms fendering. In recognition of this principle, we cerlify that this is o bong fide tender, intended to
be compelitive, and that we have not fixed or adjusted the amount of the tender by or undar or in
actordance with any agreement or arangemant with any other person. We also certify that we have
not done and we underiake that we will not do at any time befdre the refurnable date for this tender

any of the following acts:-

{a) communicating to a person other than the person calling for these tenders the amount or
approximate amount of the fender herewith submitted,

) entering into any agreement or amangement with any person that hefshe shall refrain from
tendering of as to the amount of any lender io be submitted; and

{©} offering or paying or giving or agreeing 1o pay or give any sum of monay or consideration
directly or Indirectly fo any person for doing or having dane or causing or having caused i be
done in relation to any other tender or proposed tender for the said work any act or thing of
the sort described above.

Int this certificate, the word “parson” includes any persons and any hody or association, corporate or
incorporate; and "any agreement or arrangement” includes anv such transaction, formal or informal,
whether legally binding or not.

! -

SHGNED

ON BEHALF OF Ceniral sorgers Gitizens Advice Bureau, Peebles and District Citizens Advice
Bureau and Roxburgh and Berwickshire Citizens Advice Bureay, scling as a
consoriium '

(5w Jancany Jaoiz

DATE
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TENDER FOR MONEY AND WELFARE ADVISORY SERVICES
{REF SBCICPSI550)

LCITIZENS ADVICE BUREAUX IN THE SCOTTISH BORDERS, _
AS THE BORDERS CITIZENS ADVICE CONSORTIUM {BCAC)

BUSINESS PROBITY & CRIMINAL CONVICTIONS SCHEDULE

Tenderers must confirm whether any of the questions below spplies to their organisation. Where it
does, tenderers must provide full details.

BUSINESS PROBITY ~ PassiFall

Please answar yes or no to the following questions {delste as apmnpriaﬁ); .

Ts the brganisation barkrupt or boTng wound up, Faving 7 affairs administered by the court, or
have you entered Into an arrangement with ereditors, suspended business activities orany Ne
analogous situation arfsing from shmilar proceedings under national laws of regulations? -

Is the organisation the sublect of proceedings for a declaration of bankrupicy, for compulsory
-winding-up or administration by the court or for an arrangement with creditors or of any other | Ngp

similar protesdings under national faws or regulations? : .
Has any diroctor, partner or stapfoyes who Is involved In the tendering process forthis -
contract bean convicted of an offence conceming his professional conduct by a Jidgement No
which has the force of res judicata?' - AR R

I any director, partner or employes who Is involved i the tendering process for this contract
gullty of serivus misrepresentation in supplylng or falling to supply the information that may be No
Fequired In this Section? - R L - -

‘Has any divactor, pariner or employes who I3 invoived in the tendering process for this

contract been found guilty of grave professional misconduct? Neo

Has the organisation falled to fulfil obligations relating fo the payment of social security =
contributions In accordance with the fegal provisions of the United Kingdomorthecountryln | Ng
which it is astablished? ' e

Has the organisation falled to fulfil obligations relating to the paymeat of taxes in accordance
with the legal provisions of the United Kingdom or the country In which itis established? No

Nute: Faiiure to disclose information relavant o this soction may resuit in your exclusion from this
competition.

CONVICTION OF CRIMINAL OFFENCES ~ Pass/Fall

Have any of the directors, partners or any other person who has the powers of npmnhﬁoh, decision or
control of the organisation and who Ia Involved in tendering process for this contract sver been convictad
of any of the fo offences: ' '

The common law offence of conspiracy where the conspiracy refates to participation In a .

crimingl vrganiaation; No
Corruption within the meaning of section 1 of the Public Bodies Corrupt Practices Act 1889 or
section 1 of the Prevention of Corruption Act 1908; ' | Ne
Bribary or corruption within tha meaning of saction 63 and 89 of the Griminal Justica {Scotland)

Act 2003; _ | No
The common law offence of Inclement to commit a crima; No

Fraud, whers the offence refstes to fraud affacting the Anancial interests of the European
Communities as dofined by Article 1 of the Convention relating to the protection of the financial | N
interests of the European Union, within the meaning of:

{i}  the offence of cheating the Revenue;

H) the common law offence of fraud;

{iff)  the common law offence of theft or fraud; ' '

{iv} fraudulent trading within the meaning of section 458 of the Companias Act 1985;

{v) - _dslrauding the Customs within the meaning of the Customs and Exciss Management Act -

ta matter already settled in court
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We the undersigned hewbyceﬁﬁ?ﬁst%hmw}bmaab}edmsnﬂarenn&wnanﬁy&esub;actaf
proceedings that could fead o convictions or compulsory declarations or adminishative ranasures and have

fulfitled our obfigations in respect of the abm;}e

Signatwre: | . Z o ) Dute:
o o - 15 e o1 2
Narte: [ GEORGE RusSeLL _ ] BLOCK CAPITALS
Position: Thair, Area Group of Citizens Advice Bureaux in 1he Scotiish
Borders
Signed for and on behat | Central Borders Citizens Advice Bureal, Peebles and District
of. Citizens Advice Bureau and Roxburgh and Serwickshire Citizens

Advice Bureaw, acling as a consortium




Schadule 11
TENDER FOR MONEY AND WELFARE ADVISORY SERVICES
{REF SBCICPEGSG)

CITIZENS ADVICE BUREAUX IN THE SCOTTISH BORDERS,
AS THE BORDERS CITIZENS ADVICE CONSORTIUM {BCAC)

FREEDOM OF INFORMATION SGHEDULE

We would ask that SBC withhold the following information from release under the Freedom of
information {Scoflend) Act 200%Environmental information (Scotland) Regulaions 2004 as

appropriste:

Tenderfor:  Waelare Advice Sarvice
Referance: SBUICPSIESD

_ _ _ Proposed Time the
Information Notto be Reason # should not be ‘Restriction Should Apply
Disclosed ‘discloged For
None
SIGNATURE: < '

DESIGNATION:  Chair, A;ea Group of Cahz;ns Advice Bureaux in The Scotlish Borders

NAME OF TENDERER: Central Borders Citizens Advice Bureau, Peebles and District Citizens
Advice Bureau and Roxburgh and Berwickshire Citizens Advice Bureau,
aéting as a consortium

DATE: i S‘r-t :};*ﬂaﬂfbg 2y 2
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Tender for Money and Welfare Advisory Services in Scottish Borders

Borders Citizens Advice Consortium

ATTACHMENT 12

PHASE OQUT AND EXIT STRATEGY (reference question 3.6.18, schedule 7 of ITT)

This paper deals with phase out and exit from a contract between Scottish Borders council (SBC) and
Borders Citizens Advice Consortium {(BCAC) based on the invitation to tender issued on 21 October
2011.

The timescale for action will depend on SBC's actions and decision-making and specifically whether
and when:
+ SBC or BCAC decides fo terminate the contract before its end date;
o SBC decides to terminate the contract at the end date and to stop funding external advice
services in the Scottish Borders;
+ SBC does not invite tenders for a further contract but delays a decision on whether to extend
the contract with BCAC (SBC has stated that the notice for extending the contract is 3 months
—i.e. 31 January 2015); or
+ SBC invites tenders but the cutcome is not known until possibly as fate as March 2015.

BCAC and the three bureaux will each be incorporated companies and will have to take their own
decisions, though clearly within a joint context. They will have fo prepare for the following scenarios,
which will only narrow as SBC makes decisions as indicated above:
1. Continue: BCAC wins the SBC contract and the service continues to be provided by the
Borders CABx;
2. Transfer and close: a third party wins the contract, the service and paid staff transfer to them
and BCAC and the bureaux are wound up;
3. Transfer and continue reduced service: a third party wins the contract, appropriate staff are
transferred and the CABx continue with a reduced service funded from other sources;
4. Close: SBC funding for external advice services ends and BCAC and the bureaux are wound
up; or
5. Continue without SBC funding: SBC funding for external advice services ends and the
bureaux continue with funding from other sources.

The situation will be less complex if SBC decides at an early stage whether it will continue to fund
external advice services (leaving either scenarios 1,2 and 3 or scenarios 4 and 5) and, of course,
whether it intends o extend the BCAC contract. The CABx can make some early preparations by
sounding cut alternative sources of funding to inform scenarios 3 and 5, but would not eliminate those
scenarios at that early stage, since the pressure of immediate necessity could improve the chances of
obtaining such funding at a later stage.

On this basis, the approach to phase out and exit from the contract cannot be attached to a clear
time-fine. However, the following tasks will need to be carried out as appropriate. These will run in
paraliel with tasks geared to bidding for and winning a tender for a further contract.

By & months prior to contract expiry
* ensure asset register and information on paid staff entittements up to date

s+ explore funding alternatives
s seek cerfainty from SBC on whether it will continue to fund services and whether it intends to
extend the existing contract

At 6 months
» Advise stafi/volunteers of position, options and approach

If winding up seems a possibility:
+» consult Memorandum and Articles of Association and Constitution

Page 1 of 2 _ BCAC tender v0.3_&€“ attachment 12 -
_Phase Out_and Exit Strategy




BCAC tender v0.3 — attachment 12 - Phase Out and Exit Strategy.doc

seek legal and other specialist advice on procedures to be followed for winding up
incorporated company, and appropriate route in particular circumstances

ensure company records up to date

seek legal and other specialist advice on TUPE transfers

ensure financial and asset records up to date and accurate and carry out a detailed analysis
of costs to be incurred in closure

explore whether funding available from CAS, SBC or other sources should i be necessary to
avoid premature cessation of trading

make provisional arrangements 1o store records

advise staff/volunteers of position

If winding up proves necessary:

If there i

assess whether able to cover liabilities and costs of closure; if not, cease trading and obtain
legal advice

set dates for ceasing service and for ceasing frading/ dissolving the company

take advice from Law at Work or other source then notify staff and advise of rights

notify any trade unions who have members employed by the service

if staff are to be transferred, obtain advice on TUPE and advise staff

notify creditors and suppliers

dispose of assets, including property leased or owned, in accordance with company
documentation and the terms of any relevant agreements, obtaining professional advice if
organisation is insolvent and/or property is to be sold

go through appropriate winding-up process in consultation with appropriate professional
make arrangements for storing and in due course desfroying records that are not transferred,
obtaining professional advice on retention periods {o satisfy insurance and company law
requirements

keep OSCR and Companies House informed of actions being taken

s an option to continue providing services without SBC funding:

reach agreement with other funders

devise service delivery within available budget

advise staff/volunteers :

notify staff of their position and entitiements (depends whether there is a TUPE transfer for

the bulk of staff}

To minimise disruption to clienis:

where service is to cease rather than transfer, wind down casework if there is time, taking on
no new clients within 3 months of closure

if service is to transfer and once position is clear, advise existing clients and, where
appropriate, seek consent o fransfer their records

publicise impending change in arrangements (unless handled by SBC and incoming provider)
notify partner agencies of impending change and discuss options for minimising impact on
clients,

Page 2 of 2 BCAC tender v0.3 8€“ attachment 12 -
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TENDER FOR MONEY AND WELFARE ADVISORY SERVICES (REF SBC/CPS/650)

CITIZENS ADVICE BUREAUX IN THE SCOTTISH BORDERS, AS THE BORDERS CITIZENS ADVICE CONSORTIUM (BCAC)

ATTACHMENT 11: TRANSITION PLAN

Action by: Action; Start Latest Subject to
1. Negotiate and finalise contract
2. [ Chairs Identify "PTN team” for Post Tender negotiations Now 23 Jan
3. | PTN team Engage with SBC and feed back Feb? Timing fixed by SBC
4. | Subgroup Advise on consequent changes end Feb? Timing for PTN
5. | 4 Chairs*/Boards Agree final contract late Mar | Timing for PTN. BCAC formed
6. | BCAC Chair* Sign contract end Mar | BCAC formed, sub-contracts
signed
7.
3. Finalise organisational structure
9. | Area Group Appoint BCAC staff; Treasurer and Secretary end Jan
10. | Subgroup/Secretary | Draft sub-contracts with BCAC mid Jan mid Feb
11. | Subgroup/Secretary | Establish financial processes with BCAC end Feb
12. | Subgroup/Secretary | Establish reporting processes with BCAC end Feb
13. | Area Group Finalise Articles etc. for BCAC end Feb
14. | 3 Boards Elect BCAC board members end Feb
15. | Secretary Form BCAC as company late Mar
16. | 4 Chairs*/Boards Agree and sign sub-contracts late Mar
17. | Secretary Notify Companies House, OSCR etc. late Mar | BCAC formed
18.
19. New arrangements
20. | Subgroup Research telephony mid Jan
21. | Managers Arrange appropriate telephone switching and messages mid Mar
22, | Managers Expand and review email facility mid Jan mid Mar
23. | PTN Team Devise protocols with SBC mid Feb | early Mar | Starts with PTN
24. | Managers Notify Information Commissioner of effect of protocols early Mar | After contract awarded
25. | Managers Confirm room requirements with SBC, Community Centres mid Mar | After contract awarded
26. | Managers Obtain any additional equipment mid Mar | After contract awarded
27. | Managers Notify partners and revise protocols if their referral burden will early Mar | After contract awarded
increase
28. | Subgroup/Managers | Review systems for booking appointments mid Jan early Mar

Page 1 of 2
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BCAC tender v0.3 - attachment 10 - Quals and Exp

TENDER FOR MONEY AND WELFARE ADVISORY SERVICES
(REF SBC/CPS/650)

CITIZENS ADVICE BUREAUX IN THE SCOTTISH BORDERS,
AS THE BORDERS CITIZENS ADVICE CONSORTIUM (BCAC)

ATTACHMENT 10

Educational and Professional Qualifications with Work Experience

Staff and advisers have a wide range of knowledge skills and experience which they apply to
their roles in Citizens Advice. Some have no formal qualification but bring their own skills and
experience developed within their working lives and other voluntary roles.

The following is a representative, but not an exhaustive, list of the qualifications held:
Institute of Bankers

Institute of Chartered Accountants and other accountancy bodies.

Institute of Personnel and Development

Legal qualifications with practising certificates from the Law Society of Scotland
Institute of Chartered Engineers

Registration with General Teaching Council

Certificate in Counselling

Around 30%, hold a first degree with a number having a post graduate degree or
professional qualification.

s Others hold HNC/HND qualifications in a variety of subjects .

Advisers have held many senior roles in a wide variety of companies, public bodies and third
sector organisations. Again a representative sample is:

Professor of Public Health and Consultant to Scottish Government

Principal Inspector of Taxes {HM Revenue and Customs)

Head of Human Resources in a major pubiic utility

Director of Finance in a local authority

Group Bank manager (5 branches in Group)

Senior Trade Union Representative

*® 8 & & o 9

Advisers are public spirited and many underiake other voluntary work in additicn to their CAB
roles. Examples are:

Justice of the Peace

Deputy Lord Lieutenant

Member of Childrens Panel

Member of Community Council

Secretary/Treasurer of local youth organisations /sports clubs

* ® o o @
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BCAC tender v0.3_3€“ attachment 8 - Data Protection Policy

TENDER FOR MONEY AND WELFARE ADVISORY SERVICES
(REF SBC/CPS/650) -

CITIZENS ADVICE BUREAUX IN THE SCOTTISH BORDERS,
AS THE BORDERS CITIZENS ADVICE CONSORTIUM (BCAC)

ATTACHMENT 8

Data Protection Policy Status: September, 2011

The Data Protection Act 1998 applies to ‘personal data’ that is about identifiable living
individuals. Those who decide how and why personal data are processed (data controllers),
must comply with the rules of good information handling, known as the data protection
principles, and the other requirements of the Data Protection Act.

1. The rules of good information handling

Fairly and lawfully processed

Processed for limited purposes and not in a manner incompatible with those
purposes

Adequate, relevant and not excessive.

Accurate

Not kept for longer than necessary

Processed in line with the data subjects rights

Secure,

Personal data covers both facts and opinions about the individual. [ also includes
information regarding the intentions of the data controller towards the individual.

2. Processing of personal data

Processing is broadly defined and takes place when any operation or set of operations is
carried out on personal data. The Act requires that personal data be processed “fairly and
lawfully’. Personal data will not be considered to be processed fairly uniess certain
conditions are met. A data subject must be told the identity of the data controller, and why
that information is to be processed.

Processing may only be carried out when one of the following conditions has been met:

The individual has given his or her consent to the processing

The processing is necessary for the performance of a contract with the individual

The processing is required under a legal obligation

The processing is necessary {o protect the vital interests of the individual

The processing is necessary to carry out public functions

The processing is necessary in order to pursue the legitimate interests of the data
controller or third parties.

The Data Protection Act makes specific provision for sensitive personal data. This will
include: racial or ethnic origin, political opinion, religious or other beliefs, trade union
membership, health, sexuality, criminal proceedings or convictions.

Sensitive data can only be processed under strict conditions, which include:

Page 1 of 14
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» Having the explicit consent of the individual

* Being required by law to process the data for employment purposes

+ Needing to process information in order to protect the vital interests of the data
subject or another

« Dealing with the adminisiration of justice or legal proceedings.

3. Qur approach
The bureau operates a blanket policy.
4, Clients

On initial contact, either personally or by telephone the adviser must make the client aware
of the data protection regquirements and clearly record their consent. E-mail is set up to
inform the client that by e-mailing it is assumed consent has been given to deal with the
initial contact. Consent can be sought on subsequent contact.

If the client refuses to sign or give consent, then for that contact the case is made
anonymous but the client is informed that the advice is limited so as not to contravene the
Data Protection Act. Subsequent advice will require the client to provide consent.

CASTLE

Client consent is requested during the interview process and the response is electronically
stored in the Add Client screen in CASTLE.

5. Paid staff and volunteers

A completed Data Protection Act consent form is compieted for all in the bureau and stored
in their personal file.

6. Access to offices by general public

Staff have a duty to ensure that members of the public are not given unattended access to
either the general office or the Manager's office.

7. Premises security

All records, including case records, notebooks and continuity books, will be kept in lockable
filing cabinets when not in use.

All staff are required to ensure that filing cabinets are locked before leaving the premises.
All staff should be extremely aware of the possible consequences of leaving offices
unattended whilst with clients. At the end of a session, staff are required to ensure that
doors and windows are locked before the last person leaves the premises.

8. Keys
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Door keys must be returned when a staff member leaves the service.
A log will be kept of ail keys issued and retumed.
Lost keys must be reported as soon as the loss is discovered.

9. Computers

The Manager and Administrator will maintain security on computer access.
Passwords will not be disclosed to anyone out with the CAB staff.

10. Disposal of records

Where records or other sensitive documentation require tfo be destroyed, this should be
done with the office shredder.

1. Business Continuity Plan

The Manager or Administrator will ensure that regular back-ups are made of data held on
compuiter.

12. Training

All staff will receive training in security as part of their induction training and at regular
intervals throughout their service. Any breaches of security will be handled under the terms
of the Bureau Complaints and Discipline Procedures.

Data Protection Act 1998: Paid staff and volunteers

1. Data protection principles

Where reference is made to ‘employment’ or ‘employee’, the guidance should be interpreted
as applying to both paid staff and volunteers. This is purely for ease of reference in relation
to the legislation. This item is not a definitive guide to the Act, but seeks to interpret relevant

points as they may affect bureaux.

Further detailed information on the Act can be found in the information System or on the
Information Commissioner website

Any actions taken by bureaux in relation to Data Protection must comply with the data
protection principles. These are:

+ Fairly and lawfully processed ('processed’ means: created or recorded in a data or
manual (paper) file, copied, stored, transferred or destroyed/deleted)

» Processed for limited purposes and not in any manner incompatible with those
purposes

s Adequate, relevant and not excessive

+ Accurate
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s Not kept for longer than is necessary
+ Processed in accordance with individual's rights

+ Held securely.

2. The Data Protection Act

The Data Protection Act 1998 covers computer and many manual records. It is likely that
many, if not all, employment records will come under the scope of the Act even if they are

paper based.

The Data Protection Commissioner has the power o issue an enforcement notice where
he/she considers there has been a breach of the Data Protection Principles. This will set out
the remedial action that an crganisation has to take to ensure compliance with the Act.

3. Managing data protection

it is important that bureaux take and are seen to take the protection of employee data
seriously and that a culture in which privacy, data protection security and confidentiality of
personal information are taken seriously. Responsibility for ensuring the collection and use
of employee data is within the law should be allocated clearly. Usually this will be to the
manager, or whoever is the designated ‘Data Controller' within the bureau at present.

Employment procedures should be checked for compliance with the principles and systems
should be in place for monitoring that procedures are followed. Staff should be broadly
aware of the iegal duties the Act places on employers and their role in meeting them. Staff
should also be aware of the extent to which they may be criminally liable if they knowingly or
recklessly disclose personal data without their employer's (or the subject's) consent.

The bureau will need to allocate responsibility for ensuring that the details in any data
protection registration are kept up to date.

4. Recruitment

The Act gives individuals some rights in the process of recruitment and helps strike a
balance between the employer's need to know and the applicant's right to privacy.

Advertising

individuals providing personal information, even if only name and address, in response {0 job
advertisements, should be aware who they are giving the details to and how they will be
used and they should be aware before they provide these details. This may apply where
CAS is carrying out the administration for recruitment for a post on behalf of a bureau. If this
is the case, it must be clear to the candidate that the information will be passed from CAS {o

the relevant bureau.
Applications

Again, individuals should know who they are providing the information to and how it will be
used. Information should not be sought from candidates unless it can be justified as being
necessary to enable a recruitment decision or for a related purpose such as equal
opportunities monitoring. In particular, information should not be sought from all applicants, if
it is only needed for those who progress further in the recruitment process or from the

person appointed.
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At the time of application, permission should be obtained from applicants for any processing
of sensitive personal data involved in consideration of the application. Applicants should also
be informed if the bureau intends to obtain information about them from any other sources. If
applications can be submitted electronically, there should be a secure method for doing so.

If guestions on criminal convictions can be justified, make clear that spent convictions do not
have to be declared, unless the job being filled is covered by an exemption.

Verification

Applicants may not always give complete and accurate information to the questions they are
asked and bureaux may therefore be justified in making reasonable checks. However, the
verification process should be open and should be known to and agreed by the applicant.

Where information obtained from a third party differs from that provided by an applicant, it
should not be assumed that the information provided by the applicant is necessarily incorrect
or misleading. If necessary, further information should be sought and a decision reached on

where the truth lies.

You should explain to applicants the nature and extent of checks that will be undertaken to
verify the information provided and you should obtain their agreement both to the release of
the necessary details to the third party and the provision of information to the bureau by this
third party. Do not obtain personal information from applicants and then seek to verify it
solely to test their honesty.

If is unlawful for a bureau fo make it a condition of employment that an individual provides a
copy of a record held by a third party.

Short listing

Ensure that short listing is carried out in a way that produces resuits that are objective,
consistent and fair to all applicants. This implies use of criteria in assessing applications.

Selection testing

Testing of any sort should only be carried out and the results interpreted by people who are
suitably qualified. This applies to knowledge, skills, mental capacity and psychological
testing. Testing should only be used where it can be demonstrated o produce resulis that
are objective, consistent and fair to those being tested.

Interviews

Information collected in the interview should be relevant and not excessive for the purpose of
making the recruitment decision. If information is volunteered, only record and retain that
which Is relevant to the recruitment decision or necessary to demonstrate that the decision

was properly taken.
Vetting
Do not carry out pre-empioyment vetting unless:

+« There are particular and significant risks to the security of the employer or others
associated with the post being filled

o The risks cannot be adequately addressed by asking the applicant to provide
information that is then subject to verification.
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Only carry out vetting on an applicant once a decision has been taken that on all other
grounds they should be appointed and ensure that vetiing is 'tailor made’. The extent and
nature of the information sought should be no more than is justified by the particular position

heing filled.

The applicant should be aware of and understand the nature, extent and range of sources

from which information will be sought and you should obtain their consent to the release of
necessary details to third parties and the provision of personal information to the CAB by
these third parties. '

Retention of recruitment records

Other than for the successful candidate, recruitment records should not be retained any
jonger than is necessary for making an appointment and responding to any challenges to
that appointment. If records are to be retained because applicants might be considered for
other vacancies that may arise in the future, appiicants should be advised of this and given

an opportunity to say no.

Where records of unsuccessful applicants are kept for management analysis, for example to
check for possible discrimination, they should not be kept as personal data. Information,
which enables an individual to be identified, shouid be deleted from the record.

Bureaux should establish and stick to retention periods for recruitment records that are
based on clearly established needs. Records should not be kept for longer than 6 months,
from date of notification, in relation to candidaies who were not short-listed or who were

short-listed but not appointed.

if information has been gathered for verification or vetting, it should not be used for any other
purpose and must be kept securely until the verifying or vetting is complete. It should then be
destroyed and a record should be kept merely showing that the verification or vetting was
carried out and the result. For example, it will be necessary to check whether successful
candidates have permission to work in the UK. For this purpose you will need to see an
individuals birth certificate or passport to establish their identity and make sure that the
bureau is not employing someone illegally. Having established the person’s credentials there
will be no need to obtain copies of certificates or passports.

5. Employment records

Collecting information

Bureaux clearly need to hold records that enable them to keep under review the ability of
employees to do the work they are in the bureau to do. They also need to hold records that
they might reasonably need to defend themselves, for example in an employment tribunal.
However, the risks to employees if decisions are made or opinions formed on the basis of
inaccurate or inadequate records are obvious, as are the risks if records are not kept

securely.

Employees should have the reassurance that information provided by them for employment
will not be used for any other purpose without their agreement unless there is an overriding

justification.

Sensitive personal information, for example in relation to health or union membership is
often included in employee records. The employee’s explicit consent will usually be needed
for this and it is therefore wise to use the staff consent form for any personal information
about individuals to be held by the bureau.
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Newly appointed staff should be informed about what information will be kept about them,
where it is obtained from, how it is used and who, if anyone, it will be disclosed to. You
should clearly explain how sensitive data are to be used and get a clear indication of the
employee's agreement by the signing of a consent form.

Do not seek any information about a new employee that is irrelevant or excessive fo the
employment relationship. You must also inform new staff about their rights under the Data
Protection Act, in particular their right of access fo the information held about them.

Maintaining records

Out of date information or information that is no longer required should be deleted. Put in
place a system to ensure that the information in employee records is kept up to date and
accurate, for example by giving every employee a copy of their basic record annually and
asking them to make any amendments necessary. If an emergency contact is required,
obtain and record this information not "next of kin™.

Sickness records

Sickness records should only be held with the explicit consent of the employee. You will
need o ensure that they are aware of and understand the extent of information that will be
held in the records and how this will be used and that they have given their agreement to
this. Do not make the sickness records of individual members of staff available to others
uniess this is needed to fulfil a specific management role.

Security

Care should be taken with the use of e-mail. An employer that allows the transmission of
information by e-mail without taking appropriate security measures will be in breach of the
Data Protection Principles. There are also risks associated with using fax. Systems should
- be put in place to take account of security standards, risks of unauthorised access,

accidental loss or destruction of or damage to employment records.

You should consider putting in place a system of access conirols and passwords that ensure
staff access to employment records is strictly on a need to know basis.

Treat accessing, disclosing, or otherwise using employee records without authority as a
serious disciplinary offence and make staff aware of this and the fact that such conduct may
constitute a criminal offence as well.

Data Processors

If the bureau uses an outside agency to process employee data for any purpose, for
example, using a council of voluntary service to process payroll, then the following steps

should be taken:
« Satisfy yourseif that the processor uses appropriate security measures

o Have a written contract in place that requires the contractor to process personal
information only on your instructions and fo maintain appropriate security.

Insurance and pension schemes

Care should be taken o ensure that information legitimately required by the scheme provider
for administering the scheme is not made available to the bureau unless this is necessary for

specific arrangements.
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If the bureau has a scheme that insures against employee sickness try to [limit your
disclosure of personal information about individual employees to the insurer to a minimum.
Where personal information has to be exchanged, obtain the explicit consent of the
employees to this.

Equal opportunities

Do not collect information about ethnic origin, gender, disability, or other personal
characteristics unless it is a legal obligation or unless it is a special feature of an equal
opportunities initiative or job and even then when it can be strongly justified. Wherever
possible, keep information used for equal opportunities monitoring in an anonymised form so
that it cannot be linked to particular employees. An exception to this general rule might be
information about a particular disability which may need to be retained for occupational
health or safety reasons once a person is employed. This can be retained securely in the
bureaux and only divulged in the event of an accident or if the health and welfare of the
employee requires it. This should be strictly on a ‘need to know’ basis.

Review and appraisal

Limit the recording of information to that needed to support recent or future employment
decisions. You should also ensure that the record identifies the sources of any comments,
that opinions are not presented as facts, that information recorded is correct and not
misleading and that, if the employee has challenged the record, this is recorded.

Employees should be shown all of the information recorded in the review or appraisal about
them and should be enabled to record their own observations as part of the record. You
should ensure that these observations are taken into account when a record is consulted.

6. Access and disclosure

You will need to have in place a system that allows you to locate all of the information about
an employee and provide him or her with a copy of that information promptly and in any
event within 40 days of receiving a subject access request. [t is important to check the
identity of anyone making a subject access request to ensure that information is only given
io people who are entitled to it.

If an employee or volunteer requests information:
« Tell them whether you keep any personal information about him or her

e If you do, give them a description of the type of information you keep, the purposes
you use if for and the types of organisation you pass it on to

e Show them the information you keep about him or her, explaining any codes or
unintelligible terms used.

Employees generally cannot simply put in a request for all personal data held about them by
the employer, but must specify in more detail the type of information sought (e.g. a copy of
the personnel file, or all e-mails or other documentation concerning the employee sent or
received by named managers in the months leading up to dismissal etc). As such, there is
less need for the employer to be able to access all information held in relation to the

employee.
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If the request is so wide that this is difficult to do, it is in order to ask the employee to specify
what information is sought. More important is for the employer to have systems in place to
monitor this information themselves, particularly if litigation is in the offing!

e Provide this information in a hard copy or readily available, permanent electronic
form

» Provide them with any additional information you have indicating the source of
information you keep about him or her.

Take care where the source of the information you keep about an employee or volunteer
includes information about another person who has not agreed to its disclosure. If the
information identifies the other person directly or indirectly, you need to decide whether it is
reasonable to release it.

Always release as much information as possible without enabling the third party to be
identified, even if that information actually relates to the third party as well as the employee.

References

There is a special exemption from the right of access to a confidential reference in the hands
of the person who gave it. However, good data protection practice is to be as open as
possible with employees about information which relates to them. They should be able to
challenge information they consider to be wrong or misleading, particularly where it may
have an adverse affect on them.

When a confidential reference is in the hands of the recipient there is no blanket exemption
for the right of access, although the recipient is entitled to take steps to protect the identity of
third parties such as the author of the reference. Bear in mind that the release of information
that identifies the author of a reference in his or her business rather than private capacity is
less likely to intrude on his/her private life.

Do not provide confidential references on employees unless you are sure they have given
their consent to your disclosure either directly to you or {o a third party you can trust.

Disclosure requests

A bureau has a responsibility to its employees to be cautious in responding to any external
requests for information about them. The Act does not require you to respond positively to
such requests but you should have a disclosure policy. This does not need to be long or
complex but should set out some basic rules for staff likely to be on the receiving end of
requests. This should include information on how to dea! with requests and where to refer
requests that are non-standard or fall cutside the policy rules.

Always establish the identity of the person making the request before responding and where
practicable, obtain the request in writing. Take particular care with telephone request, for
example, by phoning back to a known number.

Although there is an exemption from the restrictions on disclosure where a failure to disclose
would prejudice crime and taxation purposes, there is no legal requirement to disclose. The
decision whether to disclose is still one for the bureau.

The duty of fairness is owed primarily to the employee so circumstances should be taken
into account, including the employee's understanding of how his or her data might be used;
the extent and nature of the information requested; the person requesting it and the reason
for that request; any view expressed by the employee or, if it is not practicabie to ask for
one, what their likely view would be if asked; and whether the employee is likely to dispute
the accuracy of the information.
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Always inform the employee at the time a non-routine disclosure is to be made unless
prevented by law from doing so or the information would be a ‘ip off prejudlcmg the crime or
taxation purposes.

Give the employee a copy of the information that has been disclosed, if possible before
disclosure and keep a record of the disclosure.

Remind staff that that it is a disciplinary offence knowingly or recklessly to disclose
information about employees without the employee’s consent and incorporate this into

disciplinary rules.
Discretionary disclosures

These normally arise in bureaux in relation to publication of annual and other reports where
individual staff and volunteers may be identified. Do not publish information about

employees unless:
+ Thereis a legal requirement

» The information is not intrusive and publication would be expected
+ The employee has consented.

If you are going to ask for consent for the information to be published, make sure the
employee knows the extent of the information and how it will be published, for example, will

it be included on a web page?

Do not supply information to a trade union for membership purposes unless the employee
has consented to this.

7. Employee monitoring

The interception of communications is covered by The Regulation of Investigatory Powers
Act 2000, and the Lawful Business Practice Regulations 2000. The Data Protection Act
deals with what is done with the information once it has been intercepted, but does not cover
the lawfulness or otherwise of the interception itseif. Lawful Business Practice Regulations
cover situations where interception may take place without gaining the consent of the
employee.

Monitoring should be designed in such a way that it does not intrude unnecessarily on
employees' privacy or autonomy. If you do plan o monitor use of telephone, e-mail or
Internet by staff, then you should consider the following:

» Establish the business purpose for which monitoring is to be used

+ Assess the impact of monitoring on the privacy, autonomy and other legitimate rights
of staff and do not introduce any monitoring that may have any adverse affect that is
out of proportion to the benefils

» Record both the business purpose and the impact assessment
o Make all staff that are subject fo the monitoring aware of it and its purpose
« Covert monitoring of performance is almost never justified.

Monitoring by an employer of the content of telephone calls, e-messages and internet
access involving employees, is potentially against the law and, in the case of bureaux,
should only happen where all parties to the call, e-mail or other communication have
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consented. In any event, you should avoid menitoring the content of all communications sent
and received, as this would be deemed to be going too far.

Bureaux should establish a policy on the use of electronic communications, which sets out
clearly to employees the circumstances in which they may or may not use the bureau
telephone systems, e-mail system and Internet access for private communications.

Any rules for employees must be clear and wherever possible any monitoring should be
designed to prevent rather than detect misuse. As well as setting out clearly any limits to the
circumstances in which staff may use Internet activities, you should specify any restrictions
on material from the Internet that can be viewed or copied. A simple ban on 'pornography’ is
not clear enough.

If, for example, employees are allowed to access the Internet in their own time for private
purposes, how c¢an monitoring the content of what they view rather than simply the times
they are connected be justified? What is the risk to the employer? [t has been suggesied that
employers might face prosecution if employees download pornegraphy. This is unlikely if
employees doing so are clearly disregarding instructions from an employer.

8. Discipline and dismissal

The accuracy of personal information is crucial if it is to form the basis of disciplinary action.
The security of unsubstantiated allegations is crucial because prejudice can be caused even
if the allegations prove unfounded.

Ensure that, when employment is terminated, both you and the employee are clear about the
basis of the termination and that it is accurately recorded. Breaches of the Act occur where
an employee has been allowed to resign but because s/he has been left with little choice, the
employer has recorded dismissed' instead of resigned'.

Disciplinary procedures allow for warnings to expire after a set period of time. Ensure the
procedure clarifies what is meant by 'expire’. Is the warning removed from the record or is it
simply disregarded in determining a future disciplinary penalty? Have in place a procedure o
ensure that the procedure is put into practice and where warnings are to be removed or

deleted that this actually happens.

9. Retention of records

Retention times for these records must ensure that personal information is not kept for
longer than is necessary but equally that it is not discarded when doing so would render the
record inadequate. Bureaux wouid be justified in taking into account not only their own
needs but alsg the needs of employees and former employees and others who might rely on

the records.

Bureaux should establish and stick to standard retention times for various categories of
information likely to be held on records of employees and former employees. Bear in mind
that information should not be retained on the basis that it might come in handy some day;
how often particular categories of information are accessed after, say, 2, 3 or 5 years; and
what might be the consequences if the information were no longer available.
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. Do not retain all of the information in a record simply because there is a need for some of it.
If records are maintained for management analysis, you should delete the information that
enables individuals to be recognised.

You will need to ensure that records that are no longer needed are disposed of properly and
securely, particularly where computer records are concerned.

The following guidelines might be helpful in deciding on retention times for particular types of
document:

Application forms ijuration of employment
References received 1 year

Payroll and taxinformation 6 years

Sickness records 3 years

Annual leave records 2 years o
Unpaid / special leave records 3 years

Annual appraisal / assessment records 5 years

Records on promotion, training, discipline 1 year from end of employment
References given / information to enable references to:5 years from reference / end of;
be provided employment
Summary of record of service, e.g. name, positionj10 vyears from ‘end of
held, dates of employment employment

Records relating to accident or injury at work 12 years

Employer's duties to former employees are the same as for existing ones. When an
employee leaves, explain how you tfreat requests for information about them and get their
consent to any disclosures you intend to make without approaching them again.
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10. Useful contacts
Information Commissioners Office - Scotland

93-95 Hanover Street
Edinburgh EH2 1DJ
Tel/lFax: 0131 301 5071

Email: Scotland@ico.gsi.gov.uk

Website: www.ico.gov.uk/ for information and for notification

Equality and Human Rights Commission - Scotland
The Optima Building

58 Robertson Street

Glasgow G2 8DU

Tel: 0141 228 5910 (non helpline calls only)

Helpline: 0845 604 5510

Email: Scotland@egqualityhumanrights

Webhsite: www.equalitvhumanrights.com

Health and Safety Executive
HSE Infoline 0845 345 0055

Website: www.hse.qov.uk

Advisory, Conciliation and Arbitration Service (ACAS)
151 West George Street

GlasgowG2 2JJ

Tel: 0141 248 1400

Helpline: 08457 47 47 47

Website: waww.acas.org.uk

Scottish Accessible Information Forum (SAIF)

SAIF supports the rights of disabled people and carers {0 have access to timely and
accurate information to meet their needs.

Website: www saifscotland.org.uk
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TENDER FOR MONEY AND WELFARE ADVISORY SERVICES
(REF SBCICPS/650)

CITIZENS ADVICE BUREAUX IN THE SCOTTISH BORDERS,
AS THE BORDERS CITiZENS ADVICE CONSORTIUM (BCAC)

ATTACHMENT 7

Extract from CAS guidance on confidentiality, dealing with Child Protection

4. Children

Parents and Children(]

Confidentiality is not normally breached if parents seek advice in relation fo their children
who are under 16 years of age. If the young person is the client, the visit and discussions
are confidential, even in the face of parental enguiries. The child's right to confidentiality is

as important as the adulf’'s right.

Under the Data Protection Act 1998 a child or young person, aged 12 or above, is presumed
to have sufficient age and maturity to exercise the same rights under the Act as an aduit.
They should therefore be granted the same right to confidentiality as an adult client.

Child abuse(]

Aithough some agencies have a statutory duty to report suspicions or evidence of child
abuse to social services departments. The CAB Service has no such duty to report.
However, this does not mean that the bureau must automatically ignore such suspicions or

evidence.

Bureaux have helped many clients to take effective action about this problem. Many clients
do not seek help from other agencies because they fear their children will be taken away
from them.

Where knowledge of child abuse is drawn to the bureau's attention, there is a natural
tendency to wish to act on the information. If the interviewer can establish the confidence of
the cfient, it may then be possible to consider different options and obtain the client's
permission to contact other agencies involved, or make an appropriate referral.

While advisers may suspect that a child is in danger, or be told by a child that they are being
abused or that an adult client suspects that a third party is being abused. Bureau workers
are not experts in child abuse and are not in a good position fo judge whether or not a child
is at risk from sexual or other abuse. This is why the procedure for decision making about a
breach of confidentiality is varied when child abuse is suspected.

Understandably, bureaux are often concerned about automatically reporting all allegations of
abuse to the authorities. By using the NSPCC helpline, bureaux can be sure that they are
receiving expert advice in how to deal with this issue, and so bureaux should follow the
following procedure:
= When an allegation is made, the adviser should take careful notes of what is being
said and must not ask questions which seem to be 'leading'. The adviser should tell
the person making the allegation that the adviser will discuss this with the bureau
manager. He or she should also be told that, although the manager wili not
automatically report the allegation, this may happen.
» The adviser must make a note of the time and the date the aliegation was made, who
made it and the nature of the allegation
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The adviser must record only the facts, preferably in the words of the person making
the allegation

The adviser must then report the allegation to their manager immediately

If the person making the aliegation indicates that they are willing to report the
allegation to social services or to the police, then the bureau should offer fo assist the
individual to make contact with the authorities

Where the person making the allegation (whether they be a child client, or an aduit
alleging third party abuse) refuses to allow disclosure of the allegation, the bureau
manager should contact the national NSPCC helpline on 0800 800 5000 for expert
advice on the situation.

The manager wilt then have to discuss all the information available to him/her. Expert
staff will then be able to assist the bureau to make a decision about whether there is
a real risk which should be referred to the statutory authorities

The bureau must not participate in any form of investigation

it may be that the NSPCC feels that the allegation of abuse should be reported to the
relevant authorities. If a manager has any concerns about breaching confidentiality, then
they should seek the assistance of their advisory officer at CAS.
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TENDER FOR MONEY AND WELFARE ADVISORY SERVICES
(REF SBC/CPS/650)

CITIZENS ADVICE BUREAUX IN THE SCOTTISH BORDERS,
AS THE BORDERS CITIZENS ADVICE CONSORTIUM (BCAC)

ATTACHMENT 6

Lone Working Policy [Extract from Health and Safety Policy]

Sensible precautions

There should NEVER be an occasion when an employee is left working
alone in the bureau when we are open to the public. As well as the
obvious potential problems that could occur, you might become unwell
or have an accident.

if you must work alone in the Bureau, you should have obtained
permission beforehand from the Bureau Manager and a dependable
person outside the office (with the Bureau telephone number) should
know that you are there and for how long.

Lone working away from the Bureau

Some of our employees may at times provide CAB services to the
public from “Outreach” locations eisewhere in the Tweeddale Area.
They may then be acting alone in other organisations’ premises (but
normally near to staff working for these other organisations). It is
important that our Outreach employees make themselves aware of and
comply with the health and safety arrangements in force in these other
workplaces. This is with regard to both themselves and their CAB
clients.

Again, exceptionally, and by previous arrangement with the Bureau
Manager, solo employees may make home visits to housebound clients.
Such visits shall be made only by suitably experienced employees,
keeping to prearranged appoiniments and carrying appropriate
identification. (See attached Home Visits Policy)

Each case will be assessed on its’ own merits and a risk assessment
will be completed.

Policy documents have been specifically created to cover these fopics
and copies are attached at appendix

You can find general advice about controlling the risks of solitary work in
the following publication: HSE Leaflet INDG73 (rev) “Working alone in
safety”
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Home visits Status: Updated Nov 2011

Background

The Bureau’s catchment area includes a higher than average proportion
of eiderly people, with the additional problems of rural isolation and poor
public transport links.

Home visiting is a valuable way of delivering the CAB service io
housebound clients, particularly the elderly.

However, there are identifiable risks to staff working in an isolated
situation, and the Board is mindful of its duty of care towards the Bureau

staff.
Policy

............... Citizens Advice Bureau will provide home visits to clients
unable to access the Bureau in person, due to age, disability, or other
appropriate circumstances, except where there is good reason to
believe that such a visit could endanger the safety of Bureau staff.

Advisers should be fully conversant with the Bureau Health &

Safety Policy.
Signed ............ o oo vee v e Chair ., (date)
Signed ...ooooviiiiiiiiiin Manager (date)
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Procedure

« All staff will receive training on the Health & Safety issues involved in home visiting
during their basic training.

» Home visits must always be carried out by an experienced member of staff.

« No member of staff wili be required to undertake home visiting as pari of their
commitment to the Bureau.

« Home visits will normally be made only during office hours.

» Where the client is personaily known fo the Bureau, a home visit may be made out of
hours, by prior agreement with the Manager.

+ Requests for home visits will be recorded in Castle as an initial enquiry. Full details will
be recorded about client name, address and telephone number, the reason for the visit
and any details of any referring agency.

s Where the client is unknown fo the Bureau, a password will be agreed with the client.
The password will be recorded in Castle.

o A standard letter of introduction will be given to the client.
s The adviser must ensure that soméone in the Bureau [if possible, the Manager or
Administrator] knows the details of where and when s/he is making a home visit and

what time s/he expects to return. This person will be responsible for confirming that the
home visitor has returned from the visit.

» If the adviser plans to continue elsewhere after the home visit rather than returning
straight to the Bureau, s/he must contact the office or the manager on his mobile phone
after the visit to report that it has been completed.

« Advisers must take a mobile phone with them on a visit and ensure it is fully charged
before leaving the Bureau and easily accessible throughout the visit.

s Any incident which causes concern must be reported immediately to the Manager.
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Home visits — staying safe

Home visiting is a valuable way of delivering the CAB service to our housebound clients
and we occasionally receive requests for visits. As a service which is open to ali
members of the public, CAB work carries rare but identifiable risks o personal safety,
whether working in the Bureau or away from it.

Please make sure you have read the instructions for home visit procedures, in the Office
Procedures Manual and the Health & Safety Procedure Manual. If you have agreed to
do a home visit, we ask you io follow these procedures, so that you, and we, will know

that you are staying safe.

Get as much information as you can about the client you are going to see.

Full details of name, address and telephone number, the reason for the request
and any referring agency must be taken when the client first contacts the Bureau
to ask for a visit. Client details must be recorded in CASTLE before the visit

takes place,

Some requests for home visits come through a third party who will also have
knowledge of the client and histher home circumstances. Note the referring
person / agency in Castle. Whenever possible, phone the client yourself to
arrange a convenient time and get directions. This will give you some
opportunity to assess the situation, and also to find out more about the enquiry
s0 you can go better prepared with relevant information.

Find out from the client who else is likely to be there when you call.

You may want to ask that any animals be kept out of the room where you will be
conducting the interview.

» Agree a password with the client, which only you and s/he will know.

This is also a way for the client to ensure that the caller is bona fide. The password
should be recorded in Castle and must be different for every client. Take a
completed letter of introduction with you.

¢ Home visits will only be made during Bureau opening hours, unless the client
is known to us personally and does not present any recognisable risk.

» Any out-of-hours call must be agreed with the Manager.

s Make sure that someone from the Bureau knows exactly where you are going
and what time you expect to be back.

e If you don’t return straight back to the Bureay, it is essential that you phone to
say you have safely left the client’s house.

e Take a mobile phone with you and keep it where you can reach it (but preferably
out of sight, eg in an outside pocket).
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Don’t go alone into a situation you feel uneasy about
if you have any reason to feel doubtful, do not even enter the house.
The safety rules for interviewing also apply in home visit situations.

If you become uneasy during the interview, for any reason, make an excuse
and leave!

Eg you can “realise” you have forgotten some important item which you need in
order to be able to advise the client. Tell the client you are expected to report back to
the office and a further visit will be arranged through the Bureau.

If you are doubtful about going alone to a client’s home, don't do it!

if the client is not known to the Bureau, lives in an isolated location, or if there is any
other reason for doubt, arrange for a celleague to accompany you.

Report back to the Manager straight away about anything which causes you
concern and complete a Home Visit Report.
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TENDER FOR MONEY AND WELFARE ADVISORY SERVICES
(REF SBC/CPS/650)

CITIZENS ADVICE BUREAUX IN THE SCOTTISH BORDERS,
AS THE BORDERS CITIZENS ADVICE CONSORTIUM (BCAC)

ATTACHMENT 5

Equal Opportunities Policy Status: September, 2011

EQUAL OPPORTUNITIES
POLICY STATEMENT

Commitment and Scope of Policy

The CAB service comprises all CABx within Scotland and the Association — Citizens Advice
Scotland.

We in the CAB service are committed to the principle of equality of opportunity for all in
employment, volunteering, access to advice, service provision and within both decision-
making structures. This commitment will involve bringing equality of opportunity into the
mainstream of the CAB service by integrating equal opportunities inte all of its operations to
take account of and reflect the diverse needs of the Scottish population.

Discrimination

We recognise that issues relating to colour, ethnicity, religion, disability, gender, age and
sexuality raise questions of discrimination in society.

We acknowledge that to achieve the effective implementation of this policy would require
taking positive action to overcome barriers to services, employment and volunteering
opportunities for groups who suffer discrimination.

We also recognise that advice and support services need to be delivered by a workforce that
reflects the diversity of our communities and that it is necessary therefore for this diversity to
be appropriately represented throughout CAS and the CABx. To this end we will seek
accurate information about existing and potential clients, workers, and volunteers leading to
appropriate marketing and provision of services and job opportunities.

We will work to ensure that that the CAB service actively acts equitably and justly; that those
people who experience discrimination feel welcome within the CAB service and feel able to
use and contribute to the organisation. To facilitate this, we will provide training and develop
procedures and guidelines to ensure that all those involved in the management of the CAB

service:

s know about the inequalities and difficulties faced by different sections of the
community within which the CAB operates

+ have an understanding of the needs of these diverse communities
routinely assess the impact of ifs policies and practices on particular groups of
people

« provide an appropriate and equal service to all within its area of benefit.
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Obligations

The CAB service believes that no job applicant, worker, volunteer, or client should receive
less favourable treatment than another on grounds of gender, sexuality, age, disability, race,
colour, religion, or ethnic origin. There is no situation in which the CAB service will
discriminate unfairly. in addition to our moral responsibility we recognise our obligation under
equalities legislation and will work to comply with the codes of practice issued by the three
Equality Commissions (Equal Opportunities Commission, Commission of Racial Equality and
Disability Commission).

Implementation

We accept that the implementation of the equal opportunity policy is the responsibility of all
those within the CAB service, including the managers, staff and commitiees that comprise
Citizens Advice Scotland, as well as volunteer and paid bureau staff and management
committees of bureaux. It is recognised, however, that those working at management level
have a specific duty {o set the required standards and ensure those standards are met.

The service recognises that to turn policy into practice equality standards would have to be
subsumed within the membership scheme standards documents that set out the
requirements that all bureau have to meet. Compliance with these standards will then be

audited through the CAS audit process.
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TENDER FOR MONEY AND WELFARE ADVISORY SERVICES
(REF SBG/CPS/650)

CITIZENS ADVICE BUREAUX IN THE SCOTTISH BORDERS,
AS THE BORDERS CITIZENS ADVICE CONSORTIUM (BCAC)

ATTACHMENT 4

Health and Safety

This policy is for Peebles and District CAB; equivalents apply in the other
bureaux subject to minor adjustments to suit local circumstances.

Each bureau has an accident book which shows no safety issues in the last 5
years.

The main risks and their handling are covered in sections 8 to 11.

Policy & Procedures
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1 Information for Bureau employees

11 What you should know as an employee

Just like other office workers, you have certain duties in law regarding
your own health and safety, and that of fellow employees and any others
that come to the Bureau. The duties are not onerous but they are

important.

Please read through Volume 1 of this document and make yourself
aware of the duties and how the Bureau has arranged to fulfil them.
After that, sign your name in Section 14 to confirm that you
understand our particular arrangements and that you will follow
them.

Volumes 1 and 2 of this document shall normally be kept in the main
Bureau office, to be consulted by employees at any time. Volume 2
contains risk assessments, audit material and records.

If you have any questions about the contents, ask your colleagues or the
Bureau Manager for help.

1.2 “Employees” and “clients”

The Bureau's day to day services are provided by both paid staff and
volunteer workers, some attending the Bureau full time, some part time.
They may be established personnel or new recruits under training. For
convenience, in this document we shall call all the foregoing people
“‘employees”. The Bureau Manager holds the greatest seniority
amongst the employees.

Likewise, those of the public seeking our services, their companions
(sometimes children), visitors, maintenance people or any others with
reason to be on the premises we shall call “clients”.

2 The Bureau’s safety policy
2.1 Peebles & District CAB undertakes ....

1.

oo opow

to provide adequate control of the health and safety risks arising
from our work activities

to consult with our employees on matters affecting their health
and safety

to provide and maintain safe plant and equipment
to ensure safe handling and use of substances
to provide information, instruction and supervision for employees

to ensure all employees are competent to do their tasks, and to
give them adequate training

7. to prevent accidents and cases of work-related ill health

8. to maintain safe and healthy working conditions

to review and revise this policy as necessary at regular intervals
[Source: HSE pubfication INDG 259

(To comply with Management of Health and Safety at Work Regulations 1999)

Page 2 of 10




3

3.2

BCAC tender v0.3 4€° attachment 4 - Health & Safety

Consultation and training

Employee consultation

Peebles & District CAB, through the Bureau Manager, consulis its
employees directly on health and safety matters, either on an ad hoc
basis or via pre-notified meetings that the Manager may hold periodically
for all the employees, and to which all are encouraged to attend.

Employee training

Each employee shall be given health and safety induction training when
first coming fo the Bureau to cover basics such as fire safety, first aid
and office security. Employees shall be instructed to read and
countersign this document.  Volunteers following the Adviser Training
Programme should also record their answers to the health and safety
guestions which have been put to them in their Trainee Suppport Pack.

Peebles & District CAB conducts an ongoing fraining and monitoring
scheme for all its employees, as directed by its parent body Citizens
Advice Scotland. This is to ensure that employees are competent {o
carry out their particular tasks and that they provide Bureau services to
the stipulated countrywide standards. Being competent to do your work
will enhance your health and safety awareness.

(To comply with Health and Safety (Consultation with Employees) Regulations
1996.)

Basic administration and risk assessments

Notification to the local authority

The Bureau's address and nature of business have been given to Scottish
Borders, Department of Environmental Services, on copies of Form OSR1.

(To comply with Offices, Shops and Railway Premises Act 1963.)
4.2 Employers’ Liability (Compulsory Insurance) Certificate

An up to date copy of this Certificate is displayed in the main Administration
office. It has to be renewed annually.

(To comply with Employers’ Liability Compuisory Insurance Act 1969.)
4.3 Health & Safety Law poster

The Health & Safety Executive’s poster ‘Health and Safety Law: What you
should know’ is displayed in the Main Office. Read the poster which sets out
where you stand within UK health and safety legislation (or read the HSE
leaflet /ISBN 0 7176 1702 5 “Health and Safety Law...”).

4.4 Specific Health and Safety arrangements

Current health and safety legislation requires us to carry out (1) an
assessment of risks associated with fire and (2) an assessment of any other
risks arising from work activities.

The significant findings have generated particular risk-driven health and safety
arrangements for the Bureau that you will read about in the next few sections.

(To comply with Management of Health and Safety at Work Regulations 1999.)
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5.2

5.3

5.4

5.5

5.6

5.7

5.8

Fire safety

No Smoking
Smoking is not permitted anywhere in the Bureau. No-smoking signs
are displayed.
{To comply with The Prohibition of Smoking in Certain Premises
(Scotiand) Regulations 2006.)
Register sheet
When an employee is on duty in the bureau they must ensure that their
details are noted on the atiendance sheet located in the Main Office.
Smoke detection

Smoke alarms are installed on ceilings in the Bureau. If a detector
activates, employees shall investigate why immediately and, if
necessary, prepare to evacuate the Bureau by raising a Fire Alarm.

Fire alarm system
The building is covered by an automated system..

Employees should be aware that they should NEVER place themselves
in danger in an attempt to activate the alarm. Their personal safety
should always come first.

Signs and emergency lighting

Signs, of an approved style, indicate the emergency exit at the back of
the Bureau and the route fo it. Emergency lighting provides illumination
of these signs in the event of a power failure,

Fire extinguishers

Pressurised water fire extinguishers (red body) are provided to use
typically on burning paper, textiles and wood fires. They should not be
used on electrical equipment that may be live nor used on burning fats

or oils.
CO, extinguishers (red body + black label) are supplied for use on

flammabile liquids such as petrol, diesel and oil. They may also be used
on fires involving electrical equipment.

Do not use the fire extinguishers as door stops.
A water fire extinguisher is located on a wall mounting outside the
manager’s office.
CO, extinguishers are wall mounted in the main admin office and in the
corridor downstairs next to the front entrance of 40 Old Town

Fire equipment maintenance and inspection
Professional inspection/maintenance shall be carried out on fire
extinguishers and emergency lighting annually.

Fire drills

Fire drills to reinforce the use of the Fire Action Plan (see Section 5.10)
shall be carried out at least yearly on dates and times arranged in
conjunction with other depariments within the building. The Emergency
Services must not be_ contacted during these drills. The building
caretaker shall initiate the fire alarm and the manager/administrator shall
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supervise a full evacuation of the Bureau. Weekly checks of the alarm
system will be conducted by the building caretaker.

(To comply with the Fire (Scoﬂand) Act 2005: Part 3 as amended.)

5.9 Emergency Fire Action Plan

This plan sets out the responsibilities and actions to be taken by CAB Staff should a fire
occur whilst they are at their normal place of work in the Chambers Institution.

ACTION ON DISCOVERING A FIRE/HEARING THE FIRE ALARM

The fire alarm is activated by operating the nearest alarm system call point or
automatically by the smoke detectors.

On hearing the fire alarm the senior person on duty shall call the fire service by
dialling 9 999.

CAB staff will ensure that members of the public evacuate the building quickly and
calmly by the nearest fire escape route and make sure they do not delay their

departure by collecting personal belongings.

CAB staff will then, so far as is practicable, check that all persons have left the CAB
offices, toilets, kitchen and interview rooms.

If the fire is small enough and it is safe to do so, try to put out the fire with a suitable
fire extinguisher. If in doubt, evacuate the building by the nearest exit.

Where possible, close windows and doors on leaving and proceed to the Assembly
Point which is located on the High Street, by the Contact Centre entrance.

The senior person on duty shall assigh members of staff to cover the exit. They will
ensure no one re-enters the building until the fire brigade informs them that it is safe

to do so.
Never assume a false alarm, always evacuate the building.

ACTION AT THE ASSEMBLY POINT

All staff arriving at the Assembly Point will report to the senior person.

The senior person on duty will liaise with the fire marshal who will be wearing a
distinctive jacket, to check so far as is possible that all staff, visitors and contractors
have left the building or establish how many persons are not accounted for, their
possible location and ensure that this information is passed to the fire officer.
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o Staff should not leave the Assembly Point unless detailed to carry out a specific duty
by the senior person on duty.

¢ No one should re-enter the building unless authorised by the fire officer.

* Inthe event of being unable {o re-enter the building for some time, the senior person
will make arrangements for temporary shelter.

6 First-aid
6.1 Arrangements

The Bureau has a suitably stocked first-aid box located in the kitchen
cupboard, available to all employees at all times.

The Office Administrator is responsible for the re-stocking of the first aid
box.

A trained fire aider is located in the Library/ Museum Service

7 Accident reporting
7.1 The Accident Book

Any accidents and cases of work-related ill health are to be recorded in
the Bureau’s Accident Book. This book is kept on the wall of the Main
Office.

7.1.1  Reportable incidents

Certain accidents, diseases and dangerous occurrences must be
reported to the authorities as soon as possible by the Bureau Manager.
To be reportable, the accident has to be connected with a work activity.
Incidents which must be reporied are:

o deaths
. major injuries
. over-3-day injuries — where an employee is away from work or

unable fo perform their normal work duties for more than 3
consecutive days

° injuries to members of the public or people not at work where
they are taken from the scene of an accident to hospital

. some work-related diseases

. dangerous occurrences — where something happens that does
not result in an injury, but could have done

For advice or to report an incident contact the HSE Incident Contact
Centre on 0845 300 9923 or via the HSE website on the internet.
Alternatively, report the incident to Scottish Borders Council, Department
of Environmental Services, without delay.

7.1.2 Keeping records

The Bureau must also keep a record of any reportable injury, disease or
dangerous occurrence for three years after the date on which it
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happened.

Bureau electrical equipment
Portable electrical equipment

In our Bureau this comprises equipment powered via cable and plug and
which can easily, or could, be moved, such as desk and laptop
computers, monitors, projectors, photocopiers, fax machines, shredders,
vacuum cleaners and kettiess. All such equipment shall be subject to
maintenance by visual ‘inspection, which may be carried out by a
competent Bureau employee, at stipulated intervals.

Before closing the Bureau for the night switch off equipment and the
mains supply if the wall socket switich can be reached easily.

Permanently installed electrical systems

The electrical systems installed throughout the building shail be subject
to inspection by competent persons for compliance with the latest issue
of BS7671 (formerly known as the IEE Wiring Reguiations} at intervals of
not less than five years or at the time of any significant system
modification. This is the responsibility of the building landiord.

Reporting faults
Employees shall report any electrical equipment or systems faults to the
Bureau Manager. The equipment shall be labelled as faulty and taken
out of use until repaired.

Personal electrical equipment

Ideally employees should not bring their own mains operated electrical
equipment to use in the Bureau. If that is unavoidable, then the
equipment may be subject to the same maintenance regimes as are
applied to equivalent equipment belonging to Peebles & District CAB.

(To comply with the Electricity at Work Regulations 1989.)

Visual display units
Using computers

Bureau employees dealing with clients are unlikely to undertake long
periods of uninterrupted computer use and should not be at risk from
computer induced stress or “upper limb disorders”. However if you are
a more intensive user of the Bureau’'s computers, you may wish to read
a HSE leaflet which gives practical guidance on health and safety in
working with such equipment. HSE Leaflet ISBN O 7176 6222 5
“Working with VDUs”

{To comply with the Health and Safely (Display Screen Equipment)
Regulations 1992 as amended.)
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10  Safe working in the Bureau

10.1

10.2

10.3

10.4

10.5

Slipping and tripping

Slipping on the Bureau floors is minimised because most floor surfaces
are of fitted carpet. However take care to wipe up spillages, particularly
in those areas with vinyl flooring. Tripping shall be minimised by good
housekeeping, so ensure that there are no unmarked obstructions on
the floors and in the corridors.  In particular employees shall check that
electric cables to and from equipment are neatly stowed away from
walkways and sitting areas, especially in the interview rooms.

Reaching and stretching

Some office walis are fitted with open shelving above workplaces,
principally to store documenis. Heavy objects such as large paper
punches etc. should not be kept on the uppermost shelves.

Liffing heavy things
The nature of our business will not require employees to be lifting heavy
things often, if at all. If you do have to move heavy or awkwardly shaped

items make sure you get capable assistance and use appropriate lifting
or carrying equipment where necessary. If in doubt stop and get help.

Interview room call-button system

Each interview room has a wall mounted push buifon emergency bell,
which when activated, will alert staff and the police of a potential
problem in the relevant room. i is imperative that an employee
immediately enters the interview room on some pretext and be prepared
o give assistance.

The system allows help to be summoned in an otherwise uncontrollable
situation when, for whatever reason, an employee cannot reasonably
leave the interview room.

Violence at work

See it in perspective

10.6

By the nature of the services our Bureau offers to the public, some of our
clients may be emotionally stressed or frustrated when they meet us
face to face. Our door is open to the public without restriction and we
should always be vigilant and try to defuse violence in any of its forms —
verbal abuse, threats or physical actions.

Skill and confidence in handling interviews, and bringing them fo a close
in a controlied way, are significant risk mitigators. These techniques
should come with practice but if you have any concerns at all discuss
them with the Bureau Manager.

An HSE leaflet sets out some general practical advice on avoiding
violence: HSE leaflet INDGE69 (rev) “Violence at work — a guide for

employers”
Working alone

Sensible precautions

There should NEVER be an occasion when an employee is left working
alone in the bureau when we are open to the public. As well as the
obvious potential problems that could occur, you might become unwell
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or have an accident. '

If you must work alone in the Bureau, you should have obtained
permission beforehand from the Bureau Manager and a dependable
person outside the office (with the Bureau felephone number} should
know that you are there and for how iong.

Lone working away from the Bureau

11
1.1

11.2

Some of our employees may at times provide CAB services to the public
from “Outreach” locations elsewhere in the Tweeddale Area. They may
then be acting alone in other organisations’ premises (but normally near
to staff working for these other organisations). It is important that our
Outreach employees make themselves aware of and comply with the
health and safety arrangements in force in these other workplaces.
This is with regard to both themselves and their CAB clients.

Again, exceptionally, and by previous arrangement with the Bureau
Manager, solo employees may make home visits to housebound clients.
Such visits shall he made only by suitably experienced employees,
keeping to prearranged appoinimenis and carrying appropriate
identification.

Each case will be assessed on its’ own merits and a risk assessment will
be completed.

Policy documents have been specifically created to cover these topics
and copies are aftached at appendix

You can find general advice about controlling the risks of solitary work in
the following publication: HSE Leaflet INDG73 (rev) “Working alone in

safety”

Bureau environment
Workplace requirements

Several basic workplace H&S requirements which are relevant fo our
Bureau have to be complied with. They are concerning health with

respect to:

= ventilation, temperature, lighting, cleanliness & waste materials,
room dimensions & space, workstations and seating,

: concerning safety with respect to:
= maintenance and floors & traffic routes
. concerning welfare with respect to:

= Lavatories & washing facilities, storage for clothing, kitchen
facilities and drinking water.

More details of the requirements are given in the HSE leaflet ISBN 0
7176 6192 X “Workplace health, safety and welfare” of 08/06.
Assessment of our compliance with them is carried out as part of the
Bureau’s 12 monthly audits.

Central heating

Radiators are supplied with hot water from a gas fired boiler in a number
of the offices

Wall mounted electrical heaters are also situated in the main office and
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11.3

11.4

12
121

13
13.1

the interview rooms.

This equipment and associated boiler vent system shall be
professionally inspected and serviced annually by an approved
technician as arranged by the building landlord. '

Tidiness and cleanliness

The Bureau needs cleaning, dusting and waste bin emptying to keep all
in good order.  Although there is a daily clean by an SBC employee,
staff should make every effort to keep the working environment in a
clean and safe condition.

Document shredding

Empty the shredders frequently o minimise the spillage of inflammable
paper dust around the machines.

Maintaining compliance
Audits and checks

Routine audits shall be carried out at least every 12 months on dates
stipulated by the Bureau Manager. Audits shall include a check for
any new legislation or changes to the Bureau’'s ways of working
that require to be taken account of.

Any corrective actions that need to be taken will be added and their
subsequent achievement also noted later on the sheets. Audit sheets
signed off by the Manager shall be kept for record purposes. The
outcome of an audit shall be reported at the next staff meeting.

{To comply with Management of Health and Safety at Work Regulations
1999.) :

Where to find more information
Signpost

e You can find an overview of (Scottish) health and safety
requirements in our own AdviserNet at document 06.04.00.01

onward.

¢ The Health and Safety Executive maintains an excellent website at
www.hse.gov.uk. The Executive can be contacted for information
on tel. 0845 345 0055.

¢ The Scottish Borders Council Department of Environmental
Services is based within SBC Headguarters, Newtown St. Boswells
and has a local office based in the SBC offices, Rosetta Road,
Peebles. Tel No. 01721 726312.

e For general fire safety advice, Lothian and Borders Fire and
Rescue can be contacted at their headquarters, Tel. No. 0131 228
2401. Their website is www.lothian.fire-uk.org.

¢ A detailed guide to fire safety in premises like the Bureau is
“Practical Fire Safety Guidance for Offices Shops and Similar
Premises” produced by the Scotlish Executive ef al and found at
www.infoscotiand.com/firelaw
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14 Employees’ signatures

Bureau’s arrangements...

I confirm that | have read “Health and Safety Information for Peebles & District Citizens
Advice Bureau, Chambers Institution, High Street,, Peebles and that | will follow the

SIGNATURE DATE

SIGNATURE

DATE

[expand as required]
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Appendix A
Policy & Procedure

Home visits Status: Updated Nov 2011

Background

The Bureau’s catchment area includes a higher than average proportion
of elderly people, with the additional problems of rural isolation and poor
public transport links.

Home visiting is a valuable way of delivering the CAB service to
housebound clients, particularly the elderly.

However, there are identifiable risks to staff working in an isolated
situation, and the Board is mindful of its duty of care towards the Bureau

staff.
Policy

............... Citizens Advice Bureau will provide home visits to clients
unable to access the Bureau in person, due to age, disability, or other
appropriate circumstances, except where there is good reason to believe
that such a visit could endanger the safety of Bureau staff.

Advisers should be fully conversant with the Bureau Health &

Safety Policy.
Signed ............cccoes e e, Chair ... (date)
Signed . ..ol Manager {date)
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Procedure

All staff will receive training on the Health & Safety issues involved in home visiting during
their basic training.

Home visits must always be carried out by an experienced member of staff.

No member of staff will be required to undertake home visiting as part of their
commitment to the Bureau.

Home visits will normally be made only during office hours.

Where the client is personally known to the Bureau, a home visit may be made out of
hours, by prior agreement with the Manager.

Requests for home visits will be recorded in Castle as an initial enquiry. Full details will
be recorded about client name, address and telephone number, the reason for the visit
and any details of any referring agency.

Where the client is unknown to the Bureau, a password will be agreed with the client. The
password will be recorded in Castle.

A standard letter of introduction will be given fo the client.

The adviser must ensure that someone in the Bureau [if possible, the Manager or
Administrator] knows the details of where and when s/he is making a home visit and what
time s/he expects to return. This person will be responsible for confirming that the home
visitor has returned from the visit.

If the adviser plans to continue elsewhere after the home visit rather than returning
straight to the Bureau, s/he must contact the office or the manager on his mobile phone
after the visit to report that it has been completed.

Advisers must take a mobile phone with them on a visit and ensure it is fully charged
before leaving the Bureau and easily accessible throughout the visit.

Any incident which causes concern must be reported immediately to the Manager.
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Home visits — staying safe

Home visiting is a valuable way of delivering the CAB service to our housebound clients
and we occasionally receive requests for visits. As a service which is open to all
members of the public, CAB work carries rare but identifiable risks to personal safety,
whether working in the Bureau or away from it.

Please make sure you have read the instructions for home visit procedures, in the Office

Procedures Manual and the Health & Safety Procedure Manual. If you have agreed to
do a home visit, we ask you to follow these procedures, so that you, and we, will know

that you are staying safe.
Get as much information as you can about the client you are going to see.

Full details of name, address and telephone number, the reason for the request
and any referring agency must be taken when the client first contacts the Bureau
to ask for a visit. Client details must be recorded in CASTLE before the visit

takes place,

Some requests for home visits come through a third party who will also have
knowledge of the client and his/her home circumstances. Note the referring
person / agency in Castle. Whenever possible, phone the client yourself to
arrange a convenient time and get directions. This will give you some
opportunity to assess the situation, and also to find out more about the enquiry
80 you can go better prepared with relevant information.

Find out from the client who else is likely to be there when you call.

You may want to ask that any animals be kept out of the room where you will be
conducting the interview.

Agree a password with the client, which only you and s/he will know.

L]

This is also a way for the client to ensure that the caller is bona fide. The password
should be recorded in Castle and must be different for every client. Take a completed
letter of introduction with you.

« Home visits will only be made during Bureau opening hours, unless the client
is known to us personally and does not present any recognisable risk.

e Any out-of-hours call must be agreed with the Manager.

¢ Make sure that someone from the Bureau knows exactly where you are going
and what time you expect to be back.
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If you don’t return straight back to the Bureau, it is essential that you phone to
say you have safely left the client’s house.

Take a mobile phone with you and keep it where you can reach it (but preferably
out of sight, eg in an outside pocket).

Don't go alone into a situation you feel uneasy about
If you have any reason to feel doubtful, do not even enter the house.
The safety rules for interviewing also apply in home visit situations.

If you become uneasy during the interview, for any reason, make an excuse and
leave!

Eg  you can “realise” you have forgotten some important item which you need in
order to be able fo advise the client. Tell the client you are expected to report back to
the office and a further visit will be arranged through the Bureau.

If you are doubtful about going alone to a client's home, don't do it!

If the client is not known to the Bureau, lives in an isolated location, or if there is any
other reason for doubt, arrange for a colleague to accompany you.

Report back to the Manager straight away about anything which causes you
concern and complete a Home Visit Report.
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Peebles & District Citizens Advice Bureau

Home Visit Report Date ...

Adviser

Client's
name & address

Reason for request

Referred by
Self-referral

Date and time

of visit

Reason for report
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ROXBURGH CITIZENS ADVICE BUREAU

REPORT OF THE MANAGEMENT COMMITTEE {Contd}

Structure, Governance and Management

The Bureau is an unincorporated association governed by its Constitution and is recognised as a Scottish
Charity No. SC010123. Responsibility for managing the Bureau lies with the Management Commitiee,
whose members are Trustees under Charity Law. Persons over the age of 18 who live in Roxburghshire or
Berwickshire are efigible for appointment to the Management Commiitee, The Bureau Manager and three
members of staff are eligible for membership providing that membars of staff do not exceed one third of the
total membership of the Committee. Certain Organisations are entitied fo appoint members to the
Management Commitiee. Details of these are included in the Reference and Administration Details Section

of this report.

The Committee elects a Chair and Vice-Chair from amongst its members, excluding members who are also
members of staff.

Objects and Activities
The Bureaw's Constitution states that its purpose is the benefiting of the community of Roxburghshire and

the former local authority district of Berwickshire by:

(a) advancing the education of the public in matters relating fo mental, physicai
and social welfare.
{b) by relieving poverty.

The Management Committee have advanced these objects by operating advice centres in Hawick, Kelso,
Eyemouth and Duns. It has also operated a preject, in the Berwickshire area, funded by HMRC to
encourage the uptake of tax credits. A project sponsored by Waverley Housing and funded by British Gas
Energy Trust and Scottish Government YWider Role Funds 1o provide advice to Waverley Housing tenants.
This project is based in Hawick and Galashiels and is being rurt in conjunction with Central Borders CAB.
Funding provided by the Scottish Government has been received from Citizens Advice Scotland to increase
the provision of money advice up to 31st March 2010. The funding for these projects is rastricted to the

specific project.

Achievements and Performance

During the year under review the Bureau had 9,842 (8,542 2008/08) contacts with clients and dealt with
22,576 Issues (21,247, 2008/09). The client financial gains for the year were £2,738,852 (£3,175,246
2008/09). At 31st March the Bureau was dealing with 227 debt cases totalling £5,297,214.

During the year the Bureau ran three projects:

{1} A Moaney Advice project funded by the Scotfish Government.

(2) A scheme funded by the British Gas Energy Trust and Wider Rele Funding
to provide help and advice to Waverley Housing tenants; This was run jointly
with Ceniral Borders CAB.

(3) A Scheme funded by Fairer Scotland to provide help and advice to young
people in Berwickshire.

Financial Review
20085/10 was the second year of a three year core funding agreement with Scotiish Borders Council, and

alsc received additional funding for Money Advice and the Debt Arrangement Scheme. The Bureau
recorded a deficit of £2,343 for the year (surplus £17,020 2008/09). The Bureau has an accumulated
surplus of £63,009. The Management Committee have agreed to earmark £12,000 of the accumulated
surplus to provide for future replacement of IT equipment.
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Plans for Future Periods

The Bureau will try to maintain the current level of core service and if possible expand its work with new
project funding. Funding for core services is in place for 2010/11 and preparations are being made for
negotiations with Scottish Borders Council for 201 1/12 onwards. The Bureau js examining the benefits of
Incorporation with a view to moving to that status in April 2011.

Reserves Policy
The Committee aims to hold approximately three months operating expenditure in the Unrestricted Fund
with an equipment reserve of £12.000. At 31st March 2010 the balance was greater than the targeted

amount. The budget for the current year has been set with a view to reducing reserves to the target level
by extending a money advice project for which six moenths funding was estimated, to a full year. L

.

{ “Pat Thom,
Chair.
Approved by the Management Committee 29th September 2010,
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INDEPENDENT EXAMINER’S REPORT TO THE TRUSTEES OF ROXBURGH CITIZENS ADVICE
BUREAU

Freport on the accounts of the charity for the year ended 31st March 2010 which are set out on pages
5t0 8.

Respective responsibilities of frustees and examiner
The charity’s trustees are responsible for the preparation of the accounts in accordance with the terms of

the Charities and Trustee Investment {Scotland) Act 2005 and the Charities Accounts (Scotland)
Regulations 2008. The charity trustees consider that the audit requirement of Regulation 10(1) (a) to ()
of the Accounts Regulations does not apply. It is my responsibility to examine the accounts as required
under section 44(1) {c) of the Act and fo state whether particular matters have come to my attention.

Basis of independent examiner's statement
My examination is carried out in accordance with Regulation 11 of the Charities Accounts (Scotland)

Regulations 2006. An examination includes a review of the accounting records kept by the charity and a
comparison of the accounts presented with those records. I also includes consideration of any unusual
items or disclosures in the accounts, and seeks explanations from the trustees concerning any such
matters. The procedures undertaken do not provide all the evidence that would be required in an audit, and

consequently ! do not express an audit opinion on the view given by the accounts.

Independent examiner’s statement
In the course of my examination, no matter has come to my attention

1. which gives me reasonable cause to believe that in any material respect the requirements:

to keep accounting records in accordance with Section 44(1) {a) of the 2005 Act and

Regulation 4 of the 2006 Accounts Regulations, and
to prepare accounts which accord with the accounting records and comply with Regulation 8

of the 2006 Accounts Regulations

have nof been met, or
to which, in my opinion, attention should be drawn in order to enable a proper understanding

of the accounts fo be reached.
rd

Kevin D. Crowf(ﬁ

Chartered Accountant
The JRW Group,

19 Buccleuch Street,
HAWICK, TD9 OHL..

30th September 2010.
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ROXBURGH CITIZENS ADVICE BURFAU

5.
STATEMENT OF FINANCIAL ACTIVITIES
For the year ended 31st March 2010
Note 2040 2010 2010 2009
Unrestricted Restricted Total Total
Funds Funds
Incoming Resources
From Generated Funds 2 £ 752 £ - £ B2 £ 1,287
From Charitable Activities 2 121,703 53,108 174,811 178,173
Total Incoming Resources £122455 £ 53108 £ 175563 £ 179.440
Resources Expended
Charitable Activities 3 £ 122672 £ 74708 £ 197,380 £ 138,670
Govemnance Cosis 3 2,125 - 2,126 2,150
Total Resources Expendad £ 124798 £ 74708 £ 199506 £ 140820
Net Movement in Funds £ (2343 £ (21,6000 £ (23,843) £ 38,820
Total Funds Brought Forward 65,352 21,600 86,952 48,332
Total Funds Carried Forward 7 £ 83008 £ - £ 63009 £ 86957

LACLIENT SI~PTRNRDO57IREDSTAT0.doe.




ROXBURGH CITIZENS ADVICE BUREAU

8.
BALANCE SHEET
As at 31st March 2010
Note 2010 2009
Current Asseis
Debtors 5 £ 813 £ 2739
Cash at Bank and in Hand 114,047 106,367
£ 114660 £ 106,645
Creditors - Due within one year 6 (51,651) _ {19.694)
Net Assets £ 83008 £ 86,952
Fends _ o
Resiricted Income Funds ‘ 7 £ - £ 21,600
Unrestricted Income Funds 7 63,009 65,352
Total Funds 7 £ 63009 £ 85952
Approved by the Management Committee on 29th September 2010
Pat Thom - Chair
Fred Brown - Treasurer
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ROXBURGH CITIZENS ADVICE BUREAU
NOTES ON ACCOUNTS

For the year ended 31st March 2010

ACCOUNTING POLICIES

a) Accounting Convention
The Accounts have been prepared on the historical cost convention and in accordance
with Accounting and Reporting by Charities: Statement of Recommended Practice (2005);
appiicable Accounting Standards, the Charities and Trustee Investment (Scotland) Act
2005 and The Gharities Accounts (Scotland) Regulations 2008,

b} Grants
Granis are recognised in the Statement of Financial Activities when receivable. Grants
for future periods paid in advance are deferred.

¢} Investment Income
Investment Income is recognised in the Statement of Financial Activities when it is received.

d) Recognition of Liabilities
Expenditure is included when incurred.

€) Fund Accounting
Details of the nature and purpose of each fund is sst out in Note 7.

f) Taxation :
The organisation is a recognised Scottish Charity and is therefore exempt from liability to
Corporation Tax and Capital Gains Tax.

INCOMING RESCURCES
2010 2010 2010 2069
tUnrestricted Restricted Total Total
Funds Funds
From Generated Funds
Voluntary income - Donations £ 626 ¢ - £ 626 £ 319
Investment Income - Bank Interest 126 - 126 948
£ 52 £ - £ 52 £ 1267
From Charitable Activities
Grants
Scottish Borders Council - Core Funding £ 98,166 £ - £ 93,166 £101,142
Scotfish Executive - Money Advice 7,000 - 7,000 7,000
Scottish Executive - Debt Arrangement 9,000 - 9,000 9,000
Fairer Scotland - Young Citizen Project - 13,180 13,190 -
HMRC - Tax Credits - - - 20,000
Citizens Advice Scotland - Money Advice - 15,289 15,289 5,088
Waverley/BGET - Meoney Advice to Tenants - 24,629 24 629 24,986
Project Management Fee 56,264 - 6,264 5,193
Other Income 1,273 - 1,273 3864

£121.703 £ 53,108 £174.811  £178.173

FAGLIENTS\-FTR7ARODS7IR00STA0.doc




ROXBURGH CITIZENS ADVICE BUREAU

8.
NOTES ON ACCOUNTS (Contd}
For the year ended 31st March 2010
3. RESOURCES EXPENDED
2010 2010 2010 2009

' Unrestricted Restricted Total Total
Funds Funts
; Charitable Activities
' Costs Directly Allocated to Activities
Staff Costs £ 87,094 £ 63,457 £160,551T £108,207
E Travel - Volunteers 4,741 - 4,744 3,204
E Travel - Staff and Committee 2,061 285 2,346 2,906
Training 402 293 695 520
£104,298 £ 84,035 £168,333 £114,937
I Support Costs Allocated to Activities
Pramises Costs 3,972 - 3,972 3,756
Communication Costs 4,437 - 4,437 3,429
E Postage, Printing, Stationery, Advertising 4,134 644 4 778 5,038
s Repairs and Replacemeants 2,825 - 2,825 4 645
Subscriptions 1,149 - 1,149 1,092

Management Fee - 10,100 10,100 7,390

Other Costs 1,857 (71) 1.786 {1,617}

£122672 £ 74708 £197,380 £138,670

Governance Costs
Costs Directly Allocated to Activities

Annual Conference £ 887 £ - £ 887 £ 995
Annual General Meeting 101 - 101 -
indemnity Insurance 420 - 420 450
Independent Examination Fee 718 - 718 705

£ 2126 ¢ - £ 2126 £ 2150

4, STAFF NUMBERS AND COSTS

Wages and Salaries £ 83929 £ 54,368 £138,297 94,777
Pension Costs 6,445 4078 10,523 £,925
Social Security Costs 6.720 5011 11,731 7.505

£ 97094 £ 63457 £160551  £108,207

‘the average number of employees during the year was 9 {2009, 7).

There were no employees whose emoluments exceeded £ 30,000.

The members of the Management Committee received no remuneration (2009, Nil).
Expenses re-imbursed to Management Committee Members £203 (2009, £Nil).

5. DEBTORS

Sundry Debtors and Prepayments £ 613 £ 279

FCEIENTS-PTRARICEARNOS7A 0 dae
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ROXBURGH CITIZENS ADVICE BUREAU

9.
NOTES ON ACCOUNTS (Contd)
For the year ended 31st March 2010
6. CREDITORS: Due within one year
2010 2009
income received in advance £ 35,269 £ 6,000
Sundry Creditors 18,382 13,894

£51651 £ 19,694

7. ANALYSIS OF NET ASSETS BETWEEN FUNDS

Unrestricted Restricted Funds Total

Funds CAS Waverleyf
Money Advice BGET
Debtors £ 813 £ - £ - £ 813
Cash at Bank 114,047 - - 114,047
Creditors: Due within one year {51.651) - - (61.651)
£ 63008 ¢£ - £ - £ 63,009

The Unrestricted Fund is available for use by the Management Committee in furtherance of the
general charitable objects of the Charity.

The CAS Money Advice Fund consists of funding from the Scottish Government, distributed by
Citizens Advice Scotland to increase the provision of money advice up to 31st March 2010.
The Waverley/BGET Fund relates to a project sponsored by Waverley Housing and funded by

British Gas Energy Trust and Scotfish Government Wider Role Funds to provide advice to
Waverley Housing tenants,

8. CONTROLLING PARTY
The charity is controlled by the Management Committee.

1 ICLIENT S-PTRTARD0S7IR0057A10.das
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INVITATION TO TENDER (ITT) FOR:
Money and Welfare Advisory Services

CONTRACT PERIOD: 3years
with a 1 year + 1 year option fo extend

REFERENCE: SBC/CPS/650




Dear

INVITATION TO TENDER FOR: Money and Welfare Advisory Services
SBC REFERENCE: SBC/CPS/650

1. You are invited by Scottish Borders Council (SBC), acting for itself and on behalf of those bodies

flisted in Schedule 2 to tender for the provision of Money and Welfare Advisory Services all in
terms of, and in accordance with, the Invitation to Tender of which this Invitation to Tender Lefter

forms part.

2.1 The Contract covers the period 1% April 2012 to 31st March 2015 with 1 year + 1 year option to
extend.

3. Your Tender must be submitted in accordance with this Invitation to Tender Letter, and in
accordance with the following attached documents, all of which shall be deemed to form and to be
read and to be construed as part of this Invitation to Tender:

31 This Invitation to Tender Letter; |

3.2 Schedule 1 - Instructions & Information for Tenderers;

3.3 Schedule 2 — Parties able to access and call from the Contract
3.4 Schedule 3 — Service Specification

3.5 Schedule 4 — Information Relating to Staff Transfers (TUPE);
36 Schedule 5 - Moniforing and Evaluation Schedule;

3.7 Schedule 6 — Terms & Conditions;

3.8 Schedule 7 — Information to be Provided in the Tender Response;
3.9 Schedule 8 — Form of Tender;

3.10  Schedule 9 — Pricing Schedulg;

3.11  Schedule 10 - Parent Company Guarantee (or bond)

3.12 Schedule 11 — Freedom of Information Schedule; (for tenderer completion where
appropriate)

3.13  Schedule 12 — Non-Collusion Tendering Certificate;

3.14  Schedule 13 — Business Probity & Criminal Convictions Schedule;
3.15  Appendix 1 — Data Spreadsheet

3.16  Appendix 2 — Financial Viability Check

3.17  Appendix 3 — Competency Framework

3.18  Appendix 4 — Mandate

3.19  Appendix 5 — Missing Persons Procedure

4. Tenders must arrive not later than Monday 16" January 2012.

Scottish Borders Council, Council HQ, Newtown 5t Boswells, Melrose, TDG6 0SA 2




Tenders will be issued and should be returned through SBC’s electronic tendering system. Refer
to Schedule 1 for details. Correspondence connected with the tender that requires attention
before the above date should be emailed to the undersigned. It is the responsibility of all
tenderers to ensure that their tender is submitted not later than the appointed time. Tenders
received after that time will not be considered.

5. SBC are not bound to accept the lowest or any tender.
6. Enquiries regarding this Invitation to Tender should be addressed to the undersigned at the above
address.

Yours sincerely,

Hayley Bell
Category Manager — Learning and Care
Corporate Procurement Service

Scottish Borders Council, Council HQ, Newtown St Boswells, Melrose, TID6 0SA 3




12

23

Schedule 1

INSTRUCTIONS & INFORMATION FOR TENDERERS

Disclaimer

This Invitation fo Tender is provided for information only. No representation, warranty or
undertaking, express or implied, is or will be made and Scottish Borders Council shall have no
responsibility or liability as to or in relation to the accuracy or completeness of this Invitation to
Tender or any other written or oral information made available to any party responding to this
invitation to Tender (Tenderers) or their advisers. No information contained in this Invitation to
Tender will form the basis of any warranty or representation made by or on behalf of Scottish

Borders Council to any Tenderer.

No response made by or on behalf of Scottish Borders Council to any response to this Invitation
to Tender shall constitute an agreement or contract between Scottish Borders Council and any
Tenderer unless expressly stated o that effect by Scottish Borders Council.

General Context

Scotland is represented by 32 Local Authorities, 3 islands and 29 mainland unitary councils,
(often referred to as local government), of which Scottish Borders Council is one. The thirty-two
Councils provide a wide range of public services paid for from a combination of national grant-aid
from HM Treasury, Council Tax payments from residents and other grant aid.

The Scottish Borders area is 4,732 km?2 {1,827 square miles), iocated in the South East of
Scotland. it has Edinburgh and the Lothians to the North, Northumberland to the South and
Dumiries and Galloway to the West. It is a predominantly rural area with only two towns,
Galashiels and Hawick, with more than 10,000 people. In June 2008 the General Register Office
for Scotland (GROS) estimated that there were 112,430 people in the Scottish Borders.

Scottish Borders Council is made up of 34 Counciltors, divided amongst 11 Wards (10 Wards
having 3 Councillors and 1 Ward having 4 Councillor). Scottish Borders Council is organised into
five departments, responsible for implementing the policies of the elected councillors. The
depariments are as follows: Chief Executives, Resources, Education and Lifelong Learning,
Social Work, Environment and Infrastructure.

Tenderers may be required to provide goods, services or works to Scoltish Borders Council sites
within any or all departments. Tenderers may be asked to state, within the context of the work
being tendered, whether they can fulfil this requirement or whether a third party distributor may be

used. A geographical map of the area provided below for information.
The Scoctisy Borders =
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24 Needs assessment
Whilst it is impossible to predict actual need for the service, an analysis of pofential need has
been undertaken this year to point to the potential distribution of the service required across the
Scottish Borders. An analysis of those receiving Job Seekers Allowance (JSA}, health related
benefits and pension credits has pointed to the following potential need:

Eildon Galashiels 6180 30%
Selkirk
Newtown St
Boswells

Teviot & Liddesdale Hawick 4370 21%

Berwickshire Eyemouth 3980 20%
Duns
Chirnside
Coldstream

Cheviot Kelso 3010 15%
Jedburgh

Tweeddale Walkerburn 2805 14%
Innerleithen
West Linton
Peebles

TOTAL 20345 100%

. 4 Scottish
Scottish Borders Areas chliBorders

Eildon:
Population = 30.8%
Potential Need = 30.4%

o Evemouth

Berwickshire:
Papulation = 18.8%
Potential Need = 18.6%

Legend

Y tanTowne

Tran¥

ey 8 THGY

e Fllass

Chaviet: Scottish Borders Areas

Population = 16.4%
Potential Need = 143%

o to the
potermz! ‘Wzifare Advme populztxon

Tweeddate:
Population = 17.5%
Potential Need = 13.8%

The generat population -= Mid-Year Estimate for 2009

"Welfare Advics’ population somprises of
Eumh@r claiming health ralated benefits {G3 2018)

Feviot & Liddesdaia: g JSA {August 2610)

Population = 16.4%

Mies
8 95 5 @ fon  Potantial Need = 21.5% Numberc!amng Pansion Credit {August 2010}
Les s s g}
mmmufmwmmw%‘dm
%3( Cimm At Gatabase '39!'% 2011, A% fights reserved. R ) 5 L
e 165023423 92, Bourses: Seotish and DAP &
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The details lying behind this analysis are available in Appendix 1.

The distribution of hours should reflect the potential need, with the greatest concentration of
provision in the Eildon area.

in future years, Key Performance Indicators (KPI) collected by the Provider (by postcode) will be
used fo reconfigure the provision of service in each area as required (see Monitoring and
Evaluation Schedule in Schedule 5)

Demand for services
Based on the way the service is currently delivered, there is an average of 250 customer contacts

per week, mainly via a drop-in service, spread across the region. We anticipate that the number
of client contacts may increase due to external factors but as customers can be responded to
using a combination of drop in, appointments, telephone advice and e-mall, there should be an
increased capacity to cope with increased demand within the given resources. The demand and
methods of response will be reviewed at the end of Quarter 3 of year one and any necessary
adjustments made for years 2 and 3.

Service Delivery Infrastructure

In line with the recent Christie Commission report

{htto:/Awww.scotfand. gov.uk/Publications/2011/06/27154527/18 ) and the public sector reform agenda, there is
an expectation that, by the end of year three of the contract, the Provider will be collocated with
SBC in order that there is a broad range of non-stigmatised (i.e. collocated with a number of other
services), Equality Act compliant service provision across the region. In order to facilitate this,
SBC Customer Service will provide the following as part of the contract:

2.6.1 Physical premises for service delivery
Although the Provider may have their own premises, the Provider will be expected to optimise the
use of Scottish Borders Council's premises for appointments and drop in sessions, as detailed in

the table below:

Town Hall, High St, Hawick
Paton St, Galashiels
Newtown Street, Duns
Chambers Institute, Peebles
Council Headquarters, Newtown St
Boswells

s Selkirk Contact Centre, High Street,
Selkirk

*As part of its “Transforming Community Services” programme, SBC is looking to integrate fully
Libraries and Contact Centre.

Seven branch Libraries/Contact Centres are in scope for this project — Coldstream, Duns, Kelso,
Jedburgh, Melrose, Selkirk and Innerieithen. With the exception of Selkirk it is proposed fo
transfer the Contact Centre to the Library in each town: in Selkirk the proposal is for the Library to
relocate to the Contact Centre. The successful integration of the Libraries and Contact Centres
would produce revenue cost savings, as well as capital receipts from the sale of vacated
buildings. It would make the smaller branch Libraries and Contact Centres more sustainable and

more accessible to the public.

As premises with bookable meeting rooms become available as part of this programme, the
provider can book these as appropriate to meet need.

Any desighated meeting rooms within these premises will be bookable using Microsoft Qutlook,
and using Citrix (remote working platform used by SBC), the Provider will be given access to
SBCs Microscoft Quilook system.

Scottish Borders Council, Councit HQ, Newtown St Boswells, Melrose, TD6 0SA 6




it is anticipated that Customer Services staff in all Contact Centres will be trained to take

enguiries about the Service either face to face or via telephone. This will involve

s Agking what the query is about

+ Referring to the correct source (e.g. Social Work’s Welfare Benefits Service or the Provider)
or to the web should this be appropriate

» Booking an appointment for the custorner and then notifying the Provider

A PC with internet access is available in each Contact Centre should the customer prefer to use
the email contact form (part of the requirement of the contract from the Provider).

In addition to Custormer Contact Centres, SBCs Community Learning and Development (CLD)
service has a number of premises across the region, for example Abbey Row Community Centre
in Kelso, Eyemouth Community Centre, Southfield Community Centre in Duns. Because each of
these centres is run by a management committee with delegated powers from SBC, the Provider
would be required to pay an annual affiliation fee of between £15-35 for use of meeting rooms, to
then be able to book rooms at an hourly rate of between £3 and £4.50 (this includes utilities). The
fee set is at the discretion of the management commiitee. All bookable meeting rooms in CLD
premises are currently being put onto Microsoft Outlook and would therefore be able o be
accessed by the Customer Service Adviser in the same way as rcoms in the Customer Contact
Centres.

2.6.2 Telephony

It is anticipated that all calls to the Service will come through a dedicated “0300” number that will
be promoted by the Provider. This number (different to the Council’s current 0300 100 1800) will
link the caller to a message relating to the Service (name to be agreed) and will either present the
caller with options or place them in a queue (process map to be in place for 1% April 2012). 0300
numbers are cheaper to call than other non-geographic numbers (e.g. 0845) even from mobiles
and are exclusively reserved for non-profit organisations.

The primary benefit of using this system is that, for 51 hours a week, customers are guaranteed to
speak to a trained Customer Services Adviser, at a standard rate, no matter where they call from
in the Scottish Borders. Call centre opening hours are as follows:

Monday 8am - 5pm
Tuesday 8am - Spm
Wednesday 8am - 5pm
Thursday 8am - 8pm
Friday 8am - 5pm
Saturday 9am - 12pm

A single number will allow the service 1o be marketed across the whole of the Scottish Borders
and for the Council to take some of the adminisiration burden away from the Provider, thus
allowing them to concentrate staffivolunteer time on the provision of advice.

3 Timetable
31 Scottish Borders Council intends to follow the schedule below in performing the evaluation and
vendor selection process. The timetable below identifies the indicative dates:

Activity indicative Timescales
Tenders Issued 21/10/11

Tender Clarification/Queries 08/01/12

Tender Returns 168/01/12

Interviews (delete if n/a) Jan/Feb 2012
Coniract Awards Jan/Feb 2012
Contracts Live 01/04/2012

32 The timetable above is subject to change at Scottish Borders Council's discretion.

Scottish Borders Councii, Council HQ, Newtown 5t Boswells, Melrose, TD6 0SA 7
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34

3.5

52

5.3

54

6.2

8.3

8.4

6.5

6.6

In order to aliow appropriate time for analysis, selection, implementation, and communication of
the selected Tenderers, we request the co-operation of Tenderers in meeting all of the deadlines
specified above.

Tenderers will be notified in writing by email whether any further actions will be required.
Tenderers should note that they may then be requested to aftend a presentation and/or a
discussion{s), and/or a technical demonstration of their technical proposal, undertake bid
clarification at their own expense with SBC representatives during January 2012. Appropriate
personnel must be available to undertake this.

Scottish Borders Council will notify Tenderers, at the end of the tender process, whether or not
they have been awarded a contract.

Submission of Tender
All tenders must be submitted through Public Contracts Scotland portal
{www.publiccontractsscotiand.gov.uk).

Completion of Tender Documents
Tenderers may use their own text creation facliities. However the content and layout must be
identical to the SBC version of the relevant sections of the tender, and it must be in the same

order.

It is the Tenderers responsibility to contact Hayley Bell, Category Manager,
Procurement@scotborders.gov.uk, 01835 826755 in a timely fashion to notify and resolve any

technical problems.

The closing date for tender submissions is 16th January 2012 by 12pm. Late submissions will not
be accepted.

Tenderers should allow sufficient time before the closing date to complete the tender.

Process for Questions/Clarifications
Tenderers shall treat the Invitation to Tender documents as confidential and restrict its circulation

on a "need to know" basis.

All questions regarding this material must be directed in writing by email /through the Public
Contracts Scotland Website.

All questions and answers will be posted on the Public Contracts Scotland portal
{(www.ptibliccontractsscotland.gov.uk) and shared with all prospective Tenderers. Itis our
intention to respond to all reasonable requests for clarfication. All questions/answers will be
sanitised to ensure confidentiality of organisations. Tenderers should not provide any proprietary
information in their questions.

Any contact made directly with any other employee of the Scottish Borders Council regarding this
Invitation to Tender is a violation of the terms of the response criteria and may result in
disqualification from the tender process.

Tenderers are advised that their responses may be reproduced and that no further indication or
request prior to publication will be made. Only information provided as a direct response to the
Invitation to Tender will be evaluated. Information and detail which forms part of general company
literature or promotional brochures etc. will not form part of the evaluation process. Marketing
material should not be included. '

Supplementary documentation may be attached to the Tender submission only where Tenderers
have been directed fo do so. Such material must be clearly marked with the name of the
organisation and the question to which it relates.

Seottish Borders Council, Coundl HQ, Newtown St Boswells, Melrose, TD6 0SA 8
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The response should be submitted by an individual of the organisation, company or partnership
who has authority to answer on behalf of that crganisation, company or partnership. Should the
response be found {o be erroneous or in any other way incorrect, we reserve the right to require
the Tenderer to return the tender documents. In the case where the error or misrepresentation is
not discovered until after a contract is awarded Scottish Borders Council reserves the right to
determine the contract and all costs incurred by Scottish Borders Council as a result of the
determination and to recover those costs from the Provider.

Scotiish Borders Council wilt not be responsible for any expenses incurred in the preparation of
Tenders, or in attending any post tender meetings, site visils or negotiations. No reimbursement
shall be made by Scottish Borders Council whether or not an award of contract is made.

Tenderer Information Collection
It is the responsibility of the tenderer fo obtain for themselves at their own expense any

information necessary for the preparation of their tender and for any costs incurred during the
tendering process.

Confidentiality

Subject to the provisions of Freedom of Information {Scotland) Act 2002, contained in paragraph
9 below, all information supplied by SBC in connection with the Invitation to Tender shall be
treated as confidential by tenderers except that such information may be disclosed for the
purpose of obtaining sureties and quotations necessary for the preparation and submission of the

tender.

Information Disclosure and the Freedom of Information Act 2002

All information submitted to SBC may need to be disclosed and/or published by SBC. SBC may
disclose information in compliance with the Freedom of Information (Scotland) Act 2002, (the
decisions of SBC in the interpretation thereof shall be final and conclusive in any dispute,
difference or gquestion arising in respect of disclosure under its terms), any other law, or, as a
consequence of judicial order, or order by any court or tribunal with the authority to order

disclosure.

Further, SBC may also disclose all information submitied fo them to Scottish or United Kingdom
Parliament or any other depariment, office or agency of Her Majesty's Government in Scotland or
the United Kingdom, and their servants or agents. When disclosing such information to either
Scottish Parliament or the United Kingdom Parliament or their executive bodies, it is recognised
and agreed by both parties that SBC shall, if they see fit, disclose such information and are
unable to impose any restriction upon the information that they provide to Members of the
Scottish Parliament, or Members of the United Kingdom Parliament; such disclosure shall not be
treated as a breach of this Contract.

Accordingly, if you consider that any of the information included in your bid is commercially
confidential, please complete and return Schedule 11 with your tender to identify it and explain {in
broad terms) what harm might result from disclosure and/or publication. It should be noted
though, that, even where you have indicated that information is commercially sensitive, SBC may
disclose this information where they see fit. Receipt by SBC of any material marked “confidential”
or equivalent should not be taken to mean that SBC accept any duty of confidence by virtue of

that marking.

Modifications to the Invitation To Tender by SBC

Any modification to the Invitation To Tender by SBC will be notified to tenderers no less than 10
working days prior to the tender return date. If appropriate, SBC will revise the tender return date
to all tenderers to accommodate this.

Note that this contract requires compliance with PVG Guidelines. This is on the assumption that
Disclosure Scotland will view this service as regulated work. Should this not be the case, then the
Council will revise their requirement for staff /volunteer scrutiny and/or vetting in consultation with

the Provider.

Scottish Borders Council, Council HQ, Newtown St Boswells, Melrose, TD6 0SA 9
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Accuracy of Tender Response

Tenderers will be deemed to have examined all the documents enclosed with this Invitation To
Tender and wilt be held to have fully informed themselves as to the nature and extent of the
requirements detailed in the invitation To Tender. Tenderers must check the accuracy of their
tender submission prior to return, paying particular attention to clerical errors and omissions.
SBC may, at its discretion, seek clarification regarding any concerns over accuracy of tendered
responses. Tenderers will not be permitted to amend tenders after submission. SBC reserve the

right to disqualify incomplete tenders.

Tender Evaluation Criteria

Each tender will be subject to a technical and financial analysis. The aim of the evaluation is to
shortlist the tender(s) which represent the best long term value for money. Tender selection will
be based on most economically advantageous tender.

The technical analysis will ensure that tenderers have met the outputs contained in the Service
Specification and requirements detailed in the Information to be Provided in the Tender
Response. The commercial analysis will ensure that tenderers’ financial offers are fully evaluated
to offer value for money. To undertake these analyses, a Price Quality Ratio of 70/30 will be
applied during tender evaluation. The following evaluation criteria apply:

Price: 30%

Quality: 70%
Selection Criteria Weighting
Financial Pass/Fail
Mandatory Requirements Pass/Fail
Business Probity Pass/Fail
Conviction of Criminal Offences Pass/Fail
Quality Criteria Weighting
Service Specification 7%
Experience 30%
Key Service Outcomes 16%
Service Delivery 45%
Business Continuity 2%

in respect of the financial analysis, tenderers must score a PASS in all areas in Appendlx 2-
Fmanclal Viability — Checks Conducted.

When we have made a decision on the award of this contract, we will inform you in writing as to
whether or not you have been successful and offer feedback to you.

SBC reserves the right to:

accept or reject any Tender or alternative Tender

accept only such part or parts of any Tender it shall deem to be appropriate

ehter into one or several Contraci(s)

cancel the Invitation to Tender process and reject all Tenders at any time prior to the
formation of a Contract.

Please note that Scottish Borders Council may require clarification of the answers Tenderers
have provided or ask for additional information during the evaluation process.

No part of the tender of the tender documentation will be returned to the tenderer.

Tender Validity
Tender responses shall remain open until the award of the contract.

Unsuccessful Tenders
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Within the constraints of commercial confidentiality, unsuccessful Tenderers will be offered the
opportunity of feedback on their tender submission and provided with appropriate information that
will enable them to provide more competitive offers in the future

15 Tenderer Details
Please insert the following background information:

1

vumber of Employees
‘Names. of the Dlrecto__

"SANK DETAIL
-Name of Bank:

“reference may be soug
sAddress
§Telephone Numbe

hié Annual Turnover (in £ Sterling) for;

Oive year previous

Any tender that does not accord with all the requirements herein and in the covering letter may not
be considered.
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PARTIES ACCESSING AND CALLING FROM THE CONTRACT

Schedule 2

The below of organisations listed here in Schedule 2 will be able to access and call from the Contract.

Name of Organisation

Registered Office:

Scottish Borders Council

Council HQ

Newtown St Boswells
Melrose

TD6 0SA

Scottish Borders Council, Council HQ, Newtown St Boswells, Melrose, TT26 0SA
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Schedule 3

Service Specification

The Service Specification comprises Sections A and B. Section A details the Service Specification
together with pertinent details whereas Section B provides information on the relationship between SBC
and Contractors and the process for awarding a Contract.

Section A

Service Specification for the delivery of Money and Welfare Advisory Services in the Scottish

Borders

1.0

2.0

3.0

Contract liaison person
Far the management of the coniract the Council's nominated persen is the Group Manager

Housing Strategy and Services, and for the Provider is -----——--
Strategic Aim and Key Objectives

Strategic Aim:
To provide an impartial, free and confidential advice service open to all residents in the Scottish
Borders, which will primarily focus on advice relating to debt / money issues, welfare benefits and

tax credits, and housing.

Key Objectives:

To meet the money and welfare advisory needs of all residents across the Scottish Borders by the

provision of a modernised service delivery model that:

e provides accurate and consistent responsible advice in a manner that is cost effective,
flexible, accountable and accessible

« promotes the maximisation of available income and prevents or redresses social deprivation.

Outcomes:

s Reduce the number of households in the Scottish Borders currently in debt, or at risk of being
in debt;

e Improve access to affordable and manageabie financial services in order that household's
manage their money efficiently,

+ Improve access to information and advice to help maximise income, as well as employment
and tenancy sustainment.

Scope of the service

3.1 The Provider will deliver the services specified in Section 4 of this schedule to any resident of
the Scottish Borders. However, in order to ensure best value, the Provider will be required to
demonstrate that the service is being demand-led, taking account of an annual needs
assessment, to be provided by Scottish Borders Council.

3.2 In line with the Key Objectives (outfined in Section 2.0 of this Schedule, above), the Provider
will ensure that issues relating to the accessibility of services in a rural area are overcome by
using a variety of service delivery methods (including full use of digital media) in a number of
premises at key locations.

From the start of the service the Provider will, in accordance with their tender bid,:

s [ocate the service in the locations outlined in “Information to Providers” in Schedule 1, in line
with need / demand;
deliver services during the periods ideniified in their tender bid ;
develop the service access (for example, use of electronic media) in accordance with their
tender bid.
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The Provider and the Council wilf review service delivery locaticns and methods of delivery on an
annual basis. Times and duration of service delivery as well as changes to service centre
locations can only be changed by Council agreement.

The Coungil will be able to make changes to both the times and duration of service delivery on
making a reasonable request for the Provider to do so and when providing reasonable notice
which will not be less than three months notice.

Service Centre location changes can only be made by mutual agreement between both parties.

3.2.1 Face to face contact

This will include a combination of drop-in and appointments, ideally taking place in a number of
SBC owned premises, and collocation will be expected by the end of year 3. Drop in times will be
specified within the Provider's submission {as specified above).

Appointments will be made for the Provider via SBC Customer Services function (either via
telephone or in Gustomer Contact centres). If this is not acceptable to the customer, then the
Customer Services Adviser can request a "call back” from the Provider , taking as many details
from the customer as they are comfortable giving and passing to the Provider.

Alf appointments will be co-ordinated via Microsoft Qutlook.

The expectation is that, in the first year of operation, drop-in will account for no more than 25% of
provision, and appointments no less than 75%. This will be reviewed by the Council and the
Provider at the end of Quarter 3. At the review, the Council will, in consultation with the Provider,
set the expected ratio of drop in and appointment delivered supporis.

3.2.2 Phone .

From the beginning of the contract, calls to the service will be handled via SBC Customer
Services function, using a dedicated “0300" advice number. The Provider will be responsible for
marketing this number including utilising opportunities to jointly promote the service with the
Council, when requested.

The Customer Service Advisers can either make an appoiniment for the customer, can try to pass
the call to the Provider or can take contact details from the customer and request a “call back”

from the Provider (via email).

The Provider should include an element of phone- based advice provision as part of their
submission so that anything that can be dealt with in this way avoids the need for an appointment,
saving the Provider and the customer time. The Customer Services Adviser will take contact
details from the customer and request a call-back from the Provider, saving the customer time
and money. Advisers working for the Provider can then deal with call-backs in terms of priority
and as convenient.

3.2.3 Web-based contact / advice

By the end of Year One, the Provider will maintain a single website with up to date accessible
information about the types of advice available, self- help options, sign-posting, Frequently Asked
Questions etc. as well as an emaif contact form that can be used by customers to request either
an appointment or advice via emall. It is anticipated that a large volume of low level gueries can
be dealt with via email, with face to face contact only happening when necessary and when the
issues being dealt with requires it, for example to discuss personal and sensitive information.

324 Text
The Council will soon be in a postition to offer text based advice services. In the same manner, the

Provider will offer Welfare Advice support to requests made by text, from the date the Council's
Customer Services is able to facilitate requests sent by text, or earlier by mutual agreement
between both parties if the Provider is able to offer such a service prior to that date.

3.2.5 Home visits
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3.3

3.4

4.0

4.1

Only in exceptional circumstances (for example a client who is housebound due to a severe
debilitating illness or a housebound client with a sensory impairment) and only once all other
methods of communication have been ruled out as an acceptable form of contact (for example
telephone and e-mail) should the provider undertake home visits. An allowance for this should be
made within the submission and reviewed on an annual basis but it is not envisaged that this will
be a large part of the submission.

Marketing the Service

The provider will be responsible for marketing the service using a variety of means including
information boards in public areas {GP surgeries, hospitals, libraries, supermarkets etc), local
media, leaflets and any other effective routes to market. Any promotion or marketing information
should contain reference to the fact that the service is provided on behalf of Scotiish Borders

Council.

Delivery competencies

The Provider will be expected to have achieved specific competency levels as laid out by the
Scottish Naticnal Standards for Information and Advice Providers (now referred to as “the
National Standards”}, for the duration of this contract. These levels will vary in accordance with
the service categories specified in the Service Provision clause, and also in relation to specific
fime periods within the contract. Specific tasks in the Service Provision will also be dependent on
the competency levels being attained as will funding. See Appendix 3 for detail.

Service Provision
The Provider must be able to deliver the services specified below:

Welfare Benefits & Tax Credits

Complementary to what Scottish Borders Council’s Welfare Benefits Service (WBS) currently
provides, the Provider will undertake benefits and tax credit assessments, assist with benefit and
tax credit form completion and request revisions of decisions on behalf of customers where there
are valid grounds. They will also assist with the lodging of appeals. This will be delivered in the
manner specified below:

4.1.1 Diagnosiic interviews where the problem and all relevant issues are
identified and

4.1.2 Making a judgement as to whether the individual has a case that can be pursued. This
will be carried out by using knowledge of relevant legislation and criteria in relation to
henefits/tax credits and in some cases assessing medical evidence.

413 Forcases that are to be pursued, main activities will include:

Setiing cut an individual's options or courses of action

Encouraging the user to take action on their own behalf

Providing practical aid with letters or forms

Negotiating with third parties on the user's behalf and with their consent
Introducing the enquirer by referral to another source of help

Support to users in making their own case.

® & & 9 2 9

4.1.4 Inline with the approaches identified in 4.1.3 the Provider will, as applicable to the
" specific customer’s case:

+ Undertake benefit and tax credit assessments with customers to establish if correct
levels are in payment.

e Assist in making appropriate claims monitoring and recording cutcomes, where

potential benefit/tax claims have been identified, with the intention of maximising
customer income.
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4.2

Where benefit claims have been refused, the Provider will assist customers to request
revisions of decisions where appropriate. In the case of disability benefits this is likely to
be where the customer has already obtained medical evidence. Revisions of decisions
should be requested within the one month time fimit unless the period has been extended
by 14 days due to a written statement of reasons being issued within the dispute period.

Where customers wish to appeal a decision, the Provider will assist with completion of
GL24 (standard DWP appeal request) or with an appropriate appeal letter, within the
timescale. This will be within one maonth after the date the written decision was sent to the
customer unless the period has been extended by 14 days due to a written statement of
reasons being issued within the dispute period. Where an appeal is out of time, it should
be submitted with reasons for lateness. The Provider would then, via the referral process
(approved by the WBS), pass on all refevant documentation to the WES. This wilt include
the completion of a mandate (for format, see Appendix 4) authorising WBS to act on the
customers behalf and signed by said customer.

The Provider will issue a customer survey form to all customers on the completion of their
cases, in a format specified by WBS, after consultation with the Provider. The Provider
will subsequently collate this information in a report format designed by the WBS. This
report will be forwarded on an annual basis to the Welfare Benefits Service Manager, by

the end Quarter 3.

Money Advice

The Provider will be the primary provider for money and debt advice in the Scottish Borders.

4.21

422

423

424

425

426

The principal activities will include;

+ Advocacy and representation, for example where the Provider will prepare a case for
the customer and represent or speak on their behalf at court;

+ Mediation i.e. where the Provider could act on behalf of the user by seeking to
mediate between the user and a third party;

» General money advice as detailed in the clauses.

in line with 4.2.1 the provider will:

Ensure the preparation of accurate Financial Statements with each customer and
Common Financial Statements where appropriate, for example where a debt repayment
offer is being made on behalf of the customer to creditors.

The Provider will have to gather in a consistent format (and in a format agreed by SBC)
all relevant customer history and be alert to family, religious, health and culiural factors
when doing a financial assessment of the customer’s circumstances.

When carrying out financial assessments, the Provider wifl

« verify income, for example payslips, bank statements, correspondence re benefits,
tax credits, identification of debtor's assets eic.

When providing assistance with maximising debtor's income and carrying out Welfare
Benefits Assessments, the Provider will;

» Obtain copies of all creditor agreements to check and confirm that the creditor
complied with the terms of agreement and proper execution.

¢  Verify that the creditor has complied with the Consumer Credit Act 1974

» Ensure that every customer is provided with a financial statement, which has been
realistically prepared, taking an individual's circumstances into account.
Consideration should be given to the Common Financial Statement.
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4238

42.9

o Where necessary, liaise with creditor(s) on behalf of the debtor(s) and ensure both
are kept fully up tfo date with progress.

+ Ensure that regular customer reviews on open cases are carried out at least every 12
months unless the creditor requests six monthly reviews.

Evaluate the liability and legal legitimacy of debts, highlighting, were appropriate, to
Trading Standards, extortionate credit, unfair contract terms, and unenforceable debts,
where applicable. Likewise assessing for potential areas where companies (for example
banking or utility companies) may have compromised related, industry codes of practice

Fully explain to the customer, all options for dealing with debt. Details of the explanation
and any discussion should be fully recorded. Evidence should show the course of action
decided upon by the customer(s} and the justification for this decision, demonstrating that
the customer(s) fully understands the consequences and long term implications of any
decisions taken.

Below are areas to be covered as appropriate to the circumstances

Token offer or pro rata payments to creditors

Partial, or total, debt write offs

Reduced offer of payment for full and final settlement

Offer of lump sum in addition to regular payments

Moratorium

Trust Deeds {When providing advice relating fo Trust Deeds, the provider must

ensure that customers are always given a choice of insolvency practitioners and that

routine referrals to cnly one or two specific companies do not oceur. It is essential
that Providers can evidence this, and provide documentation for monitoring purposes.

Such evidence should include the range of advice available with their cost

implications clearly identified)

s Sequesfration (advising customers regarding this option needs to be done in the
context of all the other relevant options being considered and evaluated, again
evidence will be required for monitoring purposes)

s Debt Arrangement Scheme

¢ & o o 2 o

In addition to the above the Provider as required will:
1. Negotiate with creditors on behalf of debtors

2. Assist customers with any actions of Diligence, Diligence stoppers and Court
Proceedings {for example eamings arrestment, repossession)

3. Assist customers with Recalling Repossession Decrees for both rent and mortgage
arrears and Appeals against other relevant Court Decrees and Orders

4. Following assistance to Recall Repossession Decrees for both rent and mortgage
arrears the provider will advise customers of their legat defence, set and prepare
such defence, and provide representation or refer to appropriate agency. The
provider will advise the client accordingly of all costs and charges involved, ensuring
any recall and defence is appropriate as defined by the appropriate legislation.

5. Give options for dealing with Utility debis taking into account industry Codes of
Practice. These may include entering into a voluntary payment arrangement, fuel
direct, application to Energy company or charitable trusts, installation of pre payment
meter. Where energy companies are members of the Energy Retail Association
ensure provision of accurate bills, recovery of debt or disconnection is in fine with
code of practice.

6. Advise the customer about responsible budgeting and minimising expenditure.
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4.3

42190

4.2.11

4212

10.
11.

12.

Advise on Local and National Tax debts

Ensure that “priority debt” is identified and addressed first for example rent arrears,
utility debt and Council Tax.

Advise re Mortgage arrears, including Home Owners Support Fund (Mortgage to
Rent and Mortgage to Shared Equity). When such advice is provided and assistance
given with any application to the Scottish Governments Homeowners Support Team,
SBC’s Homelessness Prevention service will be informed subject to Customers
agreement, to ensure the avoidance of duplication.

Provide debt advise and give options regarding Secured loans

Advise on making repayments of Civil and Criminal fines

Advise on dealing with Business Debts

The Provider will issue to every customer on initial contact a standard information sheet,
the format of which will be specified by the WBS in consultation with the Provider. This
will include:

An explanation of the customers(s) role and their involvement in the process along
with what is expected of them e.g. full disclosure of debi{s}, income, expenditure,
assets, informing the Provider of any creditor contact or change in circumstances.

An explanation of record keeping, confidentiality and compliance with the Data
Protection Act.

Contact details of the organisation

Discuss and issue a Service Agreement (format to be developed in agreement with the
WBS) to every customer at the initial appointment, in conjunction with the signing of a
customer consent form thereby aliowing the Provider to deal with third parties.

The provider will ensure that they comply with current and future legisiation when
providing money advice.

4213 Where relevant, the Provider will have a Consumer Credit licence.

Housing Advice

4.31

Complementary to what Scottish Borders Council’'s Homelessnass Prevention service
provides, housing advice should be provided to a level that informs customers of their
options, which includes active information, sign pesting and a basic level of explanation in
the following areas as defined by Type 1 - Scottish National Standards for Information
and Advice Providers and defined by the generic competences within this document.

This should include ‘Active Information, Sign-posting and Explanation’ in the following
areas:

» * & 2 o & o @

Rent arrears — Early stage advice
Mortgages/Secured Loans — Early stage advice
Housing Benefit and Council Tax Benefit
Disrepair in rented housing

Housing Options

Housing Specific Competences

Discrimination in Housing

Eviction
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44

Anti Social Behaviour

Harassment and Illegal Eviction {including Race Discrimination)
Homelessness

Relationship Breakdown

Rent: Private Sector

Security of Tenure

Statutory Tenancy Rights

Housing Repair Improvement and Adaptations

{Guidance contained in The Scottish National Standards for Information and Advice Providers
{Sections 2.1 — 2.15), hitp:/imvww.scotland.gov.uk/Topics/Buit-
Environmeni/Heusina/access/nationalstandards/standardsforadvisers )

43.2

433

4.3.4

Advice

4.41

442

In accordance with the general competencies, information will be provided either orally or
in writing, sign-posting or referring the user to other available resources on services, and
the explanation of technical terms or clarifying an official document, such as a tenancy
agreement or a possession order.

Where the Provider is approached by someone threatened or facing eviction, they will
refer the customer to the homeless prevention team to establish if the customer is already
known to them. [f they are known, the provider will liaise with the homeless prevention
team in order to resclve the issue. If they have been issued with a Section 11 notification
from the landiord and not contacted the homeless prevention team then the provider will
take action to try and prevent homelessness occurring where appropriate lodging a
minute for recall of decree. Any action taken should be nofified fo the homeless
preventicn team and where appropriate the case referred for further intervention.

The Provider will ensure full and proper advice is given in relation to rent and mortgage
arrears as part of the moneay advice service ensuring the customer is aware of the
consequences of all actions taken. The provider will also provide custorners with
appropriate representation and advocacy to resolve their arrears situation

and Support out with the remit of this Contract and Specification

The Provider will not normally provide advice through this contract on the following
issues, but rather sign post customers.

Type of Advice
Relationships Counselling
Education

Travel

Consumer Advice
Employment

Immigration

NHS and Council Complaints
Care and Support

However where the above areas overlap with core advice issues covered in this contract,
i.e. Welfare Benefits, Money and Housing Advice, then general advice maybe offered on
such issues. However wherever practicable sign posted organisations should be used
and in no circumstances should advisory time spent on such issues outlined in this clause
take up more than 10% of the total contract time available.

The Provider will only provide advice in relation to Tax and Utility issues where they have
been raised as part of a debf, benefits or housing related problem.
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5.0

6.0

7.9

8.0

Prioritisation of cases and Risk Assessment

The Provider wilf take a risk based approach in relation to prioritising the Service's
customer caseload. The Provider will therefore have in operation at all times an
integrated risk prioritisation tool for managing the caseload, which is approved by the
Council's contract liaison person.

Monitoring and Key Performance Indicators (KPI)

6.1 The Provider will report on a set of Key Performance indicators that relate to each of the

key Outcomes addressed by this contract. The key outcomes are to:

» Reduce the number of households in the Scottish Borders currently in debt, or at risk
of being in debt;

« Improve access to affordable and manageable financial services in order that
household’s manage their money efficiently;

* Improve access to information and advice to help maximise income, as well as
employment and tenancy sustainment.

Schedule 5 details the KPls as well as the reporting requirements {generally quarterly).
6.2 The Council will annually review the identified KPls in consultation with the Provider

Record Keeping

The Provider will be required to record and maintain case work in line with the National
Standards.

On both paper and computer based systems, the provider will be required to make and maintain
succinct notes of all custormer contact which enables other advisers, supervisors, auditors and
customers to understand all key information. Written notes must be legible.

The starage of this information should comply with relevant iegislation, for example, data
protection. The notes should include advice given; actions taken and reasons for said actions,
roles and responsibilities and the outcome of the case.

The customer should fully understand the consequences and long term implications of any
decisions they make as a result of advice given and this should be evidenced accordingly in case
records. Case records both manual and computerised must be kept for a minimum of 5 years
and there should be systems in place for the security and/or back-up of case records

The Provider will forward to the Council in a format specified and within a reasonable timescale
any related monitoring information/data that is requested by the Council in order o report to the
Scottish Government.

Training and Development

The Provider will ensure that their workforce (including any volunteers) is frained, developed and
supported appropriately in order to carry our the roles and obligations under this contract, in
particular it will ensure their workforce comply with the following:

+ Ensure the workforce is able to deliver the service to the competency levels and timescales
as set out in Appendix 3.

s To be aware of issues in relation to Welfare Reform and to continually update
benefits and tax credits knowledge through available training which will include joint
training with the Welfare Benefits Service, when requested.

+ To attend awareness raising and training on particular long term health conditions
where requested by the Council. This may include for example Cancer Awareness
through Macmiltan Cancer Suppon, equalities and sensory impairment.
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+ To provide ongoing training in relation to Money Advice for staff including keeping up
to date with changes in legislation by attendance at external training

9.0 Liaison
All liaison for the contract will be with the Group Manager Housing Strategy and Services, with the
exception of the requirements outlined in Section 4 of this Schedule where the provider is
required to liaise directly with the Welfare Benefits Service (WBS) Manager.

Section B

1. Creating a Contract

SBC and the Contractor will be the parties to the Contract, which will constitute, as a minimum,
the Service Specification, the completed Pricing Schedule, Monitoring Schedule and Terms &
Conditions, in addition to any other document referred to in the Contract award lefter. SBC will
form the legally binding Contract by accepting the successful tenderer(s) tender and detailing all
the documentation forming the Contract in the award letter. The successful tenderer is then only
required to acknowledge receipt of the award lefter and that the Contract has been entered into
as set out in the award letter.
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Schedule 4

INFORMATION RELATING TO STAFF TRANSFERS

Tenderer should note that TUPE is likely to apply to the Contract, as detailed below:

Job Title:

Number of employees:
Name of Employer:
Location of Employment:

Name of Employer: Citizens Advice Bureaux

Location of Employment - Berwickshire
Number of Employees: 0.8 FTE Managers, 0.3 FTE Administrators

Location of Empioyment - Central Borders
Number of Employees: 0.8 FTE Managers, 0.6 FTE Administrators

Locaticn of Employment - Roxburgh
Number of Employees: 1.0 FTE Managers, 0.6 FTE Administrators, 0.5 FTE Money Adviser

Location of Employment - Peebles
Number of Employees: 0.9 FTE Managers, 0.4 FTE Administrators
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Schedule 5

MONITORING AND EVALUATION SCHEDULE

1. Key Performance Indicators

All indicators should be reported quarterly to Scottish Borders Council (SBC) Group Manager, Housing
Strategy and Services, with the excepticn of the Customer Satisfaction indicator (see table below). The
Provider will ensure that customer post code is recorded in order that data can be analysed annual to
define future service deliver requirements

Data from the first 3 quarters of fiscal years 2012/13 and 2013/14 will be used to set targets for the
following years.

2} Improve access to
affordable and manageable
financial services in order
that household’s manage
their money efficiently

R T

o

Number of e0pl; who have opéﬁgd a bank account as a result of engaging

with the service

2.2 | Number of people accessing a credit union as a result of engaging with the
service

2.3 | Number of repeat debt customer cases

2.4 | Number of referrals made to SBC Trading Standards as a result of

customers experiencing extortionate credit, unfair contract terms, and
f ble deb
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4} General Shelter, NHS Borders etc) — fo be recorded by organisation

4.1 Number of issues signposted to other organisations (for example, Relate,

4.2 | % satisfaction with service (from Customer Surveys issued on completion of
customer cases)- report to he submitied at end of Quarter 3 each year

4.3 | Number of customer appointments undertaken

4.4 | Number of customers seen using drop-in

* Annual cash amount of ongoing benefit gained per customer. This should be measured as follows:
Amount of weekly benefit gained multiplied by 52. One case could include several types of benefit i.e.
assistance with Disability Living Allowance Appeal, Income Support, Housing/Councit Tax Benefit and
although these benefits would be noted separately, they would still fall under one case. Ideally only actual
confirmed benefit gains should be included per case.

Sometimes it is appropriate to include estimated gains (e.g. for a telephone-based service), but the
rationale and methodology should be transparent and overt. If it is reasonably foreseeable that the
entitlement will cease before 52 weeks, a shorter estimated period should be used based on the advisers
estimate of that shorter period. The adviser should record the basis for any such conclusion. When a 52
week period straddles a benefit uprating period, the pro-rata gain using the increased rates should be
used only when the new rates have been announced.

A confirmed benefit gain is ohe where the adviser either has written confirmation from DWP/LA/HMRC of
a benefit award or the client reports that the additional money has been paid to them. This therefore
requires advisers to have a system for monitoring and following-up claims which are made.

**One-off benefit gained per customer. This should consist of one-off benefit gains in addition to any
ongoing benefit gain as well as any one-off gains without an ongoing increase in income. These would
include lump sum gains {e.g. Social Fund Community Care grants, not Social Fund loans), backdated
benefit awards, confirmed awards of benefit for less than 52 weeks.

***Benefit overpayments reduced per customer. This is a measure of confirmed reductions in benefit
and tax credit overpayments — either because they are declared non-recoverable or reduced following the
adviser's infervention. It should be recognised that reducing or stopping recovery of an overpayment also
feads to an increase in weekly income for service users, so a 52 week benefit gain score is also
appropriate in such cases.
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Schedule 6

Terms & Conditions

I
GI\SUPPLIES\CPSY
Learning and Care\Ct
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1.1

21

2.2

2.3

24

Schedule 7

INFORMATION TO BE PROVIDED IN THE TENDER RESPONSE

The details here will form part of the scoring of tenders. The key technical questions can be
added to and amended as per the specifics of the project. However, these sections are good
practice. Please indicate clearly which questions are for information and which questions will be

scored.

Tenderers must note that it is the intention of Scottish Borders Council to award the
contract to one Provider only. However, if you are applying as a consortium, please note
the following:

tenderers applying using a nominated Sub-Contractor{s) or as a consortium (with or

without Sub-Contractors} must:

e ensure that the nominated lead organisation includes all organisations in their response to the
questions below

tenderers applying using a nominated Sub-Contractor{s) or as a consortium (with or

without Sub-Contractors) must clearly indicate in their response (against the relevant

questions):

+ which segment of the setvice will be delivered by each member;

+ how the organisations will collaborate effectively and ensure a seamless approach to delivery
of the service; and

+ the mechanism by which quality issues, monitoring and evaluation issues, disputes or
disagreements will be agreed and resolved

tenderers must submit the following documents in their tender:
o technical response to this Schedule 7

completed Form of Tender (Schedule 8)

completed Pricing Schedule (Schedule 9)

completed Parent Company Guarantee (Schedule 10)

completed FOI statement (Schedule 11)

completed Non Coliusion Schedule (Schedule 12)

o 0 Q0 00

The information provided by tenderers in response to this Schedule 7 will be used to technically
evaluate tenders, except where stated that the information provided is for information purposes.
The response to the Pricing Schedule (Schedule 9) will be used to evaluate the price element of

fenders.

2.5 If successful in being awarded the Contract, some or all of the information contained within individual
tender responses may also be included in a guidance document to be produced by SBC and/or used
in any marketing information connected with the Contract.

2.6 Tenderers should note that some or all of the responses to the Service Delivery questions could, at
the Council's absolute discretion, specifically form part of the contractual agreement. As a
consequence, tenderers are expected to provide responses that are specific to this service and as
objective and quantifiable as reasonably practicable. Where applicable, menu responses are
acceptable, as long as the options available to the Council are clear.

3
3.1

Technical Questions

Financial Checks - Pass/Fail
udited Accounts
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| Yes/No

Yes/No

3.2

MANDITORY REQUIREMENTS - Pass/Fail

Relevant documents and statements should be scanned/electronically submitied with the

tender.

Please ensure that scanned documents are fully legibl

3.3 SERVICE SPECIFICATION - 7%

Your res

ponse should not exceed 500 words per guestion.
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esponse:

3.4 EXPERIENCE - 30%
Your response should not exceed more than 300 words per question and should be in Arial, Font

Size 10/12. -

liver the outcom

Response:

3.5 KEY SERVICE OUTCOMES - 16%

You are required to outline how you will deliver the key welfare outcome areas to be addressed
by this contract. You should refer closely to the Service Specification in Schedule 3. Where
possible provide practical examples of your experience in this area and what you will do to
address the outcome. Your response will be assessed as part of the overall evaluation of your
submission. Your response to each key outcome area should not exceed 500 words (please use
Ana! Font s;ze 10/12)

Response:

3.6 SERVICE DELIVERY -45%
Your response should not exceed more than 300 words per question and should be Arial, Font
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those with a disability, offenders ethnic minority groups
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Response:

Response
nforn

ontract expiry of date. of eariter termlnatl'on _
Response:

3.7 BUSINESSS CONTINUITY - 2%

Your response should not exceed 300 words per guestion.

ssentia
fl klnd ;

anaging. measuring and minimising thei o the environment in respect of the
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SIRE:

Sbpropr

Res

If No, Please explain;

onflict /No — Conflict possi"B'I'e

References: - For information only

Referee Organisation
Contact Name

Title

Address

Service Provided
Period of Agreement
Approximate value

Referee Organisation
Contact Name

Service Provided

| Period of Agreement
| Approximate value

Scattish Borders Council, Council HQ, Newtown St Boswells, Melrose, TID6 0SA
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Schedule 8
FORM OF TENDER

{* DELETE AS APPROPRIATE)

*I/We the undersigned do hereby contract and agree on the acceptance of the tender by SBC, to provide
the Welfare Advice Service in accordance with the Schedules, and, where ordered by the Contract,
delivery of the Contract and at the Charges fand discounts] entered in the Pricing Schedule and in
accordance with the Terms & Conditions which appear in this set of documents.

*I/We the undersigned undertake fo submit a tender In accordance with the following documents:

1.

2.

10.
11.

12.

13.
14.
15.
18.
17.
18.
18.

This Invitation to Tender Letter;

Schedule 1 -

Schedule 2 —
Schedule 3 -
Schedule 4 —
Schedule 5 -
Schedule 6 -
Schedule 7 —
Schedule 8 ~
Schedule 9 —
Schedule 10 -

Schedule 11-
appropriate)

Schedule 12 —
Schedule 13 -
Appendix 1 —
Appendix 2 —
Appendix 3 —
Appendix 4 —

Appendix 5~

Instructions & Information for Tenderers:

Parties able tb access and calf from the Contract
Service Specification;

Information Relating to Staff Transfers (TUPE);
Monitoring and Evaluation Schedule;

Terms & Conditions;

Information to be Provided in the Tender Response;
Form of Tender;

Pricing Schedule;

Parent Company Guarantee [or bondf;

Freedom of Information Schedule; {(for tenderer completion where

Non-Collusion Tendering Certificate;

Business Probity & Criminal Convictions Schedule;
Data Spreadsheet

Financial Viability Check

Competency Framework

Mandate

Missing Persons Procedure

*I/We agree to abide by this tender from 16" January 2012 the date fixed for receiving tenders, until the
award of the Contract.

*IWe understand that SBC are not bound to accept the lowest or any tender and shall not be bound to
use the Contractor as a sole supplier.

*|AWe understand that the Contract wili commence on 1st April 2012 and end on 31 March 2015 unless
the option to extend for 1 year + 1 year period is undertaken at the sole discretion of SBC or the Contract
is terminated in accordance with the provision of the Terms and Conditions.
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Signature:

Name:

(BLOCK CAPITALS)

Designation:

Duly authorised to sign Tenders for and on behalf of.

Name of Tenderer

Nature of Firm

Address

Telephone No

E-mail

Date

It must be clearly shown whether the Tenderer is a limited liability company, statutory corporation,

partnership, or single individual irading under his own name.

Scottish Borders Council, Council HQ, Newtown St Boswells, Melrose, TD6 05A
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PRICING SCHEDULE

Schedule 9

1. Prices should be submitted in accordance with the requirements of the Pricing Schedule below.
The format of the pricing schedule, as set by Scottish Borders Council, should not be altered by
the Tenderer. All tenderers prices and any payments under a resulting contract shall be in

pounds sterling. Tendered prices shali be exclusive of VAT.

Tenders between £180,000 and £225,000 per annum are invited. The Provider should take into
account the need to incorporate into their tender bid £25,000 to cover the costs of the Council
providing the service delivery infrastructure (outlined in “Information to Providers”®, Schedule 1).

21 Pricing Schedule

Year 1

Budget Heading

Total Cost £

Staff Costs (to include management, advisers, and administrative
support}- note that this should be clearly linked to the organisational
structure diagram asked for in Schedule 7

Training Costs (to include direct training costs for staff and volunteers,
venues, catering etc and should include an allowance for National
Standards accreditation)

Transport Related Expenditure (showing forecasts for mileage and a rate
per mile)

Service Delivery Infrastructure

£25,000

Other premises related expenditure (this should detailed clearly, given the
availability of premises throughout the region, as outlined in “Information
to Providers, Schedule 1).

Supplies and Services (please specify, for example stationery, IT
eqguipment)

Other (please specify, for example relevant insurance costs)

TUPE costs (if applicabie)

TOTAL COST OF THE SERVICE

TOTAL BID PRICE TO THE COUNCIL

Year 2

Budget Heading

Total Cost £

Staff Costs (to include management, advisers, and administrative
support)- note that this should be clearly linked to the organisational
structure diagram asked for.in Schedule 7

Training Costs (to include direct training costs for staff and volunteers,
venues, catering etc and should include an aliowance far National
Standards accreditation)

Transport Related Expenditure (showing forecasts for mileage and a rate

Scottish Borders Council, Council HQ), Newtown 5t Boswells, Melrose, TD6 0SA
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per mile)

Service Delivery Infrastructure £25,000

Other premises related expenditure (this should detailed clearly, given the
availability of premises throughout the region, as outlined in “information
to Providers, Schedule 1).

Supplies and Services (please specify, for example stationery, T
equipment)

Other {please specify, for example relevant insurance costs)

TUPE costs (if applicable)

TOTAL COST OF THE SERVICE

TOTAL BID PRICE TO THE COUNCIL

Year 3
Budget Heading Total Cost £

Staff Costs (to include management, advisers, and administrative
support)- note that this should be clearly linked to the organisational
structure diagram asked for in Schedule 7

Training Costs (to include direct training costs for staff and volunieers,
venues, catering etc and should include an allowance for National

Standards accreditation)

Transport Related Expenditure (showing forecasts for mileage and a rate
per mile)

Service Delivery Infrastructure £25,000

Other premises related expenditure (this should detailed clearly, given the
availability of premises throughout the region, as outlined in “Information

to Providers, Schedule 1).

Supplies and Services {please specify, for example stationery, IT
equipment)

Other (please specify, for example relevant insurance costs)

TUPE costs (if applicable)

TOTAL COST OF THE SERVICE

TOTAL BID PRICE TO THE COUNCIL

Because there is the potential for a 1 plus 1 years exfension fo this contraci, please provide defails of your
indicative costings for years 4 and 5.

Year4d

Budget Heading Total Cost £

Staff Costs (to include management, advisers, and administrative
support)- note that this should be clearly linked to the organisational
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structure diagram asked for in Schedule 7

Training Costs (fo include direct training costs for staff and volunteers,
venues, catering etc and should include an allowance for National
Standards accreditation)

Transport Related Expenditure (showing forecasts for mileage and a rate
per mile)

Service Delivery Infrastructure

£25,000

Other premises related expenditure (this should detailed clearly, given the
availability of premises throughout the region, as outlined in “Information
to Providers, Schedule 1).

Supplies and Services (please specify, for example stationery, IT
equipment)

Other (please specify, for example relevant insurance costs)

TUPE costs (if applicable)

TOTAL COST OF THE SERVICE

TOTAL BID PRICE TO THE COUNCIL

Year b

Budget Heading

Total Cost £

Staff Costs (to include management, advisers, and administrative
support)- note that this should be clearly linked to the organisational
structure diagram asked for in Schedule 7

Training Costs (to include direct training costs for staff and volunteers,
venues, catering etc and should include an allowance for National

Standards accreditation)

Transport Related Expenditure (showing forecasts for mileage and a rate
per mile)

Service Delivery Infrastructure

£25,000

Other premises related expenditure (this should detailed clearly, given the
availability of premises throughout the region, as outlined in “Information
to Providers, Schedule 1).

Supplies and Services (please specify, for example stationery, IT
equipment)

Other (please specify, for example relevant insurance costs)

TUPE costs (if applicable)

TOTAL COST OF THE SERVICE

TOTAL BID PRICE TO THE COUNCIL

Scottish Borders Coundil, Council HQ, Newtown St Boswells, Melrose, TD6 0SA
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2.2 Early Settlement Discount.

-Can you provide an early sefflement-discour

Response: Yes/No If yes, please provide details
30 Days %

21 Days %

14 Days %

7 Days | %

23 Please note, any additional costs incurred, which are not reflected in the Tender submission will
not be accepted for payment.

24 All prices submitted in this tender are to remain valid for acceptance until the award of the
contract and for the duration of any contract awarded.

25 All prices submitted shall be inclusive of reasonable travel and subsistence.

3 Variation in the Charges
All prices quoted shall hold firm for the duration of the contract.

4 Payment & Invoicing
Scottish Borders Gouncil pays all suppliers by Bankers' Automated Clearing Services (BACS).
This is a scheme for the electronic processing of financial transactions. To avoid delayed
payments, please ensure that you return your bank details to the Council's Finance Department
when you receive a request o do so.

The Contractor will be required to submit invoices monthly in arrears for work in accordance with
the Terms & Conditions. Value Added Tax, where applicable, shall be shown separately on all
invoices as a strictly net extra charge. Each invoice shall be uniquely identified and shall specify
the following minimum information:

Purchase Order number

Contract title & reference number

Deliverable details

Charges and total due including a deduction for any applicable discounts
Total value excluding VAT

Payment will be made to the Contractor within 30 of receipt of a valid invoice.
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Schedule 10
PARENT COMPANY GUARANTEE

NOTE to Tenderer:
1. The Parent Company Guarantee is only to be completed if your organisation is a private or

public company and the Tenderer is a subsidiary company. A completed Parent Company
Guarantee is also required for any subsidiary company members from a consortium.

SBC require an undertaking, that your parent company will meet all your ob!igafions under the Contract
should you fail to do so.

{Completion to be arranged by the Tenderer)

1. We refer to the Tender for the above by (insert name of Tenderer) of which we are the uitimate
holding company, and hereby undertake that in the event of SBC accepting the Tender and thereby
entering into a Contract with (insert name of Tenderer) we shall, in security of their obligations
thereunder guarantee the same in the following manner:-

1.1, We guarantee that (insert name of Tenderer) shall perform all its obligations contained in
the Contract.

1.2. If (insert name of Tenderer) shall in any respect fail to perform its obligations under the
Contract or shall commit any breach thereof, we undertake, on simple demand by SBC, to
perform or to take whatever steps may be necessary to achieve performance of said
obligations under the Contract and shall indemnify and keep indemnified SBC against any
loss, damages, claims, costs and expenses which may be incurred by him by reason of any
such failure or breach on the part of (insert name of Tenderer).

1.3. Our guarantee and undertakings hereunder shall be unconditional and irrevocable, and
without prejudice to the foregoing generality we shall not be released or discharged from

our liability hereunder by:

1.3.1 any waiver or forbearance by SBC of or in respect of any of (insert name of
Tenderer) obligations under the Contract whether as to payment, time,
performance or otherwise howsoever, or by any failure by SBC to enforce the
Contract or this instrument, or

1.3.2 any alteration fo, addition to or deletion from the Contract or the scope of the work
to be performed under the Contract or

1.3.3 any change in the relationship between ourselves and (insert name of Tenderer)
and our guarantee and undertakings shall continue in force

1.3.4 until all (insert name of Tenderer) obligations under the Contract and all our
obligations hereunder have been duly performed.

2. This Guarantee shall be construed}and take eﬂ‘ect |n accordance with Scots Law

Eirie BEE
Pty

Pt 5 1 £

B T e i
bate . >
e o e e e e L
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Schedule 11

EFREEDOM OF INFORMATION SCHEDULE

We would ask that SBC withhold the following information from release under the Freedom of Infoermation
{Scotland) Act 2002/Environmental Information (Scotland) Regulations 2004 as appropriate:

Tender for: Welfare Advice Service
Reference: SBC/CPSI/650

SIGNATURE:
DESIGNATION:

NAME OF TENDERER:
DATE:
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Schedule 12

NON COLLUSION CERTIFICATE

The essence of competitive tendering is that SBC shall receive bona fide competitive tenders from all
firms tendering. In recognition of this principle, we certify that this is a bona fide tender, intended to be
competitive, and that we have not fixed or adjusted the amount of the tender by or under or in accordance
with any agreement or arrangement with any other person. We also certify that we have not done and we
undertake that we will not do at any time before the returnable date for this tender any of the following

acts:-

(2) communicating to a person other than the person calling for these tenders the amount or
approximate amount cf the tender herewith submitted;

(b) entering into any agreement or arrangement with any person that he/she shall refrain from
tendering or as o the amount of any tender to be submitted; and

{c) offering or paying or giving or agreeing to pay or give any sum of money or consideration directly
or indirectly to any person for doing or having done or causing or having caused fo be done in
relation to any other tender or proposed tender for the said work any act or thing of the sort
described above.

In this certificate, the word “person” includes any persons and any body or association, corporate or
incorporate; and “any agreement or arrangement’ includes any such transaction, formal or informal,

whether legally binding or not.

SIGNED

ON BEHALF OF
{name of Tenderer)

DATE
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Schedule 13

BUSINESS PROBITY & CRIMINAL CONVICTICNS SCHEDULE

Tenderers must confirm whether any of the questions below applies to their organisation. Where it does,
tenderers must provide fult details.

BUSINESS PROBITY - Pass/Fail

Note: Failure to disclose information relevant to this séctioﬁ may result in your exclusion from this
competition.

CONVICTION OF CRIMINAL OFFENCES — Pass/Fail

< (vii} the commonilaw ';o'i"fe:rjcef'bfauttenng

! A matter already settled in court
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Note: Failure to disclose information relevant to this section may result in your exclusion from this
competition.

We the undersigned hereby certify that we have not been subject to and are not currently the subject of proceedings
that could lead to convictions or compulsory declarations or administrative measures and have fulfiled our obligations

in respect of the above.

Signature: Date:
Name: | BLOCK CAPITALS
Position:

Signed for and on behalf
of:
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Appendix 1- Data Spreadsheet

G\Business
Inprovement\Busines
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Appendix 2
FINANCIAL VIABILITY - CHECKS

Scottish Borders Council — Corporate Procurement Service

1) Is the value of the ee.rﬁr.x-nsmeﬁ. £20 000 or over for goods/services?
ii} Is the value of the commission £50,000 or over for works?

If the answer 1o either of the above is Yes - continue with financial viability check.

i) Is the value of the commission below £20,000 for goods/services?
ii) Is the value of the commission below £50,000 for works?

If the answer to either of the above is Yes - the financial viability check is not required

Have two sets of accounts been submmed‘?

Are they the most recent accounts that could be sent?

Have the accounts been audited? If so, have the accounts been approved as “True and Fair” within the
. Auditors opinion? If not, and the accounts are qualified, please refer to your Category Manager.

If the company do not have accounts, or are not required to produce accounts, have they:
submitted financial statements or

1 positive bankers’ reference?

If (2) the remainder of the form need not to be completed,

For contracts w1th an estimated annual value of up to and mcludmg, ;ElOO 000, average tiwnover over the
last 2 years of acconnts supplied should not be less than 80% of the annual value of the contract. Use the

calculation as follows:

{Year 1 Turnover + Year 2 Turnover) divided bv 2 x 100 = xx %
Estimated Annual Value of Contract

For contracts with an estimated annual value exceeding £100,000 average furnover over the last 2 years
should be at least two times the annual value of the contract. Use the calculation as follows:

{Year 1 Turnover + Year 2 Turnover) divided by 2 =
Estimated Annual Value of Contract

*Turnover can also be expressed as Iﬂcome Revenue D nati

4 Liguidity Ratie”

To ensure that companies can pay their bills, it is important to conduct a liquidity test. The figure for the
calculation should be drawn for the accounts submitted. The average over a 2 year period should be

calculated. Use the calculation as follows:

Current Assets = Liquidity Ratio
Current Liabilities

{Yr 1 Ratio + Yr2 Ratio) divided by 2 = Average Lignidity over 2yrs*

*this figure should not be less than 0.8.

Please Note
If accounts are not available the bankers’ reference should give some assurances on financial stability.

Independent Financial Viability checks may be conducted by our Accountants if companies fail the
financial viability test outlined above
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44




Appendix 3- Competency Framework

The "Types” referred to below are as specified in the National Standards for Information and Advice
Providers and refer to three principal categories or types of intervention required for each area of service
provision. Tenderers should ensure that they are familiar with the National Standards.

Money Advice Competence assessed | Type 3 Type 3
at tender evaluation

Weifare Benefits and | Competence assessed | Type 2 Type 2

Tax Credits ‘ at tender evaluation

Housing Competence assessed | Type 1 Type 1

at tender evaluation
Other (for example | Competence assessed | Competence reviewed | Competence reviewed
Employment) at tender evaluation as part of annual review | as part of annual review
process process

Appendix 4- Mandate

[

G \éusiness
Improvement\Busines

Appendix 5- Missing Persons Procedure

G:\Businéss
Inprovement\Busines
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E;CAC_tender_vO 3 - attachment 3 - App 2 Financial Viab ility '

TENDER FOR MONEY AND WELFARE ADVISORY SERVICES
{REF SBCICPS/650) -

CITI_ZENS ADVICE BUREAUX IN THE SCOTTISH BORDERS, .
AS THE BCRDERS CITIZENS ADVICE CONSORTIUM (BCAC)

Appendix 2 . 7
FINANCIAL VIABILITY - CHEQKS _

Scottish Borders Councii — Corporate P'rocure_menf Serv_ice

“Valueof Commission

TN

1) Is the value of the commission £20,000 or over for goods/servmes‘?
i) Is the value of the commission £50,000 or over for works?

1If the answer to either of the above is Yes - continue with financial viability check.

i) Is the value of the commission below £20,000 for goods/services?
i1) Is the value of the commission below £50,000 for works?

N/A

If the answer to either of the above is Yes - the financial viability check is not required

Have two sets of accounts been submatted‘?

Are they the most recent accounts that could be sent? . [
Have the accounts been audited? If so, have the accounts been approved as “True and Fair” within the | 0 -
Auditors opinion? If not, and the accounts are qualified, please refer to your Category Manager.

N/A

If the company do not have accounts, or are not required to produce accounts, have they:
ubmitted financial staternents or
2 positive bankers’ reference?
If (2) the remainder of the form need not to be completed.

Remainder of form not completed — see formal question answered by SBC on 7 December 2011

_' For contracts w1th an estlmated annuai value of up to and mcludm £100 000 average turnover over the
last 2 years of accounts supplied should not be less than 80% of the annual value of the contract. Use the

calculation as follows:

( Year 1 Turnover + Year 2 Turnover) divided by 2 x 100= xx %
Estimated Annual Value of Contract

For confracts WIth an estimated annual value exceeding £100,000 average tumover over the last 2 yeats.
should be at least two times the annual value of the contract. Use the calculation as follows: '

{Year 1 Turnover + Year 2 Turnover) divided by 2 = xx
Estimated Annual Value of Contract ‘

*Turnover can also be expressed as Income, Revenue DOHHthﬂS Grants Sales efc

-4, Liguidity Ratio

caicufation should be drawn for the accounts submitted. The average over a 2 year period should be
calculated. Use the calculation as follows:

Current Assets = Liquidify Ratio
Cuwirent Liabilities

(Yr 1 Ratio + Yr2 Ratio) divided by 2 = Average Liquidity over 2yrs*

To ensure that companies can pay their bllis it is important to conduct a liquidity test. The figure for the |




BCACitendt;r;VO.37-;attaichm'ént737‘-ﬁApp“2__F inanciai_ViéEility

*this figure should not be less than 0.8.

Please Note
If accounts are not avatfable the bankers reference should give some assurances on financial stability.

Independent Financial Viability checks may be conducted by our Accountants- 1f companies fail the

financial viability test outlined above -
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ROXBURGH CITIZENS ADVICE BUREAU

REPORT OF THE MANAGEMENT COMMITTEE

The Management Commitiee submits its Annual Report and Accounts for the year ended 31st March 2011,

Reference and Administrative Details
Charity Number

Main Office

Management Committee:
Chair
Vice Chair
T?easurer

Manager

Representatives of Public

Members of Staff

Borders College
Burnfoot Community Council
Roxburgh Facuity of Solicitors

Scottish Borders Council

Independent Examiners

Eankers

SC010123

1 Towerdykeside,
Hawick, TD9 9FA,

Pat Thom
Fiona McQuesn appointed 29.09.10
Fred Brown

acting 01.04.10
appointed 29.09.10

Patricia Buckley

Frances Stuart

Zandra Elliot resigned 13.05.10-
The Lady Polwarth
Val Robson resigned 01.04.10

George Russell
Peter Brown
Susannah Lauder
Maureen Bannett

resigned 25.09.10
resigned 29.09.10
appointed 29.9.10

Alistair Stewart
Patricia McManus, OBE

Paul Keen -

Stephanie Bell

Ann Knight resigned 15.07.10
Craig Wood appointed 20.12.10

Councillor J. Houston
Coungillor George Turnbul}

The JRW Group,
Chartered Accouniants,
19 Buccleuch Street,
HAWICK, TDh9 OMi..

Bank of Scotland,
7 High Street,
HAWICK, TD9 9DA.
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ROXBURGH CITIZENS ADVICE BUREAU

REPORT OF THE MANAGEMENT COMMITTEE (Contd)

Structure, Governance and Management
The Bursau is an unincorporated association governed by its Constitution and is recognised as a Scottish

Charity No. SC010123. Responsibility for managing the Bureau lies with the Management Committee,
whose members are Trustees under Charity Law. Persons over the age of 18 who live in Roxburghshire or
Berwickshire are eligible for appointment to the Management Committee. The Bureau Manager and three
members of staff are eligible for membership providing that members of staff do not exceed one third of the
total membership of the Committee. Certain Organisations are entitled to appoint members to the
Management Committee. Details of these are included in the Reference and Administration Details Section

of this report.
The Committee elects a Chair and Vice-Chair from amongst its members, excluding members who are also
members of staff.

Objects and Activities
The Bureau’s Constitution states that its purpose is the benefi iting of the community of Roxburghsh;re and

the former local autharity district of Berwickshire by:

fa))  advancing the education of the public in matters relating to mental, physical

and social welfare,

(b) by relieving poverty.
The Management Committee have advanced these objects by operating advice centres in Hawick, Kelso,
Eyemouth and Duns. It has also operated a project, in the Berwickshire area, funded by HMRC to
encourage the uptake of tax credits. There has also been a Young Persons’ Project in Berwickshire funded
by Fairer Scotland and sponsored by Scottish Borders Council. A project sponsored by Waverley Housing
and funded by British Gas Energy Trust and Scottish Government Wider Role Funds to provide advice fo
Waverley Housing tenants. This project is based in Hawick and Galashiels and is being run in conjunction
with Central Borders CAB. Funding provided by the Scottish Government has been received from Citizens
Advice Scofland fo increase the provision of money advice up to 31st March 2011, The funding for these

projects is restricted to the specific project.

Achievements and Performance
During the year under review the Bureau had 7,893 {9,842 2009/10) contacts with clients and dealt with

11,982 issues (22,576, 2009/10). The client financial gains for the year were £2,760,607 (£2,739,852
2009/10). At 31st March the Bureau was dealing with 159 new debt cases with debts tofalling £4,191,748.

During the year the Bureau ran three projects:

{1} A Money Advice project funded by the Scotlish Government.
(2) A scheme funded by the British Gas Energy Trust and Wider Role Funding
to provide help and advice to Waverley Housing {enants; This was run jointly
with Central Borders CAB.
{3) A Scheme funded by Fairer Scotland to provide help and advice to young
people in Berwickshire. This project was due to finish on 31 August 2011 but additional funding

has been obtained to continue the project untif March 2012.

Financial Review
2010/11 was the final vear of a three year core funding agreement with Scottssh Borders Council. The

bureau also received additional funding for Money Advice and the Debt Arrangement Scheme. The Bureau
recorded a deficit of £792 for the year (deficit £2,343 2009/10). The Bureau has an accumulated surplus of
£62,217. The Management Commitiee have agreed to earmark £12,000 of the accumulated surplus to

provide for fulure replacement of IT equipment.
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Plans for Future Periods
In 2011/12 core funding from Scottish Borders Council has been reduced by 2.6% from 2010/11 level. The

Bureau will try to maintain the current level of core service and if possible expand its work with new project
funding. Scottish Borders Couneil has indicated that it is likely that they will ask for tenders for the provision
of advice services from 1st April 2012. The Bureau is working with the other Borders Bureau to prepare a
consortium bid for this contract. The bureau has agreed fo incorporate with effect from 1st October 2011

and preparations are well advanced.

Reserves Policy
The Committee aims to hold approximately three months operating expenditure in the Unresiricted Fund

with an equipment reserve of £12,000. At 31st March 2011 the balance was greater than the targeted
amount. The budget for the current year has been set with a view to reducing reserves to the target level
by extending a money advice project for which six months funding was obtained, to a full year.

/;Jat':f'hbin,
Chair.
Approved by the Management Committee 22nd August 2011.
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INDEPENDENT EXAMINER’S REPORT TO THE TRUSTEES OF ROXBURGH CITIZENS ADVICE
BUREAU

I report on the accounts of the charity for the year ended 31st March 2011 which are set out on pages
5{09.

Respective responsibilities of trustees and examiner
The charity's trustees are responsible for the preparation of the accounts in accordance with the terms of

_the Charities and Trustee Investment (Scotland) Act 2005 and the Charities Accounts (Scotland)
Regulations 2008. The charity trustees consider that the audit requirement of Regulation 10(1) (a) to {c)
of the Accounts Regulations does not apply. It is my responsibility to examine the accounts as required
under section 44(1) (c) of the Act and to state whether particular matters have come to my attention.

Basis of independent examiner’s statement
My examination is carried out in accordance with Regulation 11 of the Charities Accounts {Scotland)

Regulations 2006. An examination includes a review of the accounting records kept by the charity and a
comparison of the accounts presented with thoserecords. It also includes consideration of any unusual
items or disclosures in the accounts, and seeks explanations from the trustees conceming any such
matters. The procedures undertaken do not provide all the evidence that would be reguired in an audit, and
consequently | do not express an audit opinion on the view given by the accounts.

Independent examiner's statement
In the course of my examination, no matter has come to my attention

1. which gives me reasonable cause to believe that in any material respect the reguirements:

« to keep accounting records in accordance with Section 44(1) {(a) of the 2005 Act and
Regulation 4 of the 2006 Accounts Regulations, and

= to prepare accounts which accord with the accounting records and comply with Regulation 8
of the 2006 Accounts Regulations

have not been met, or
2. to which, in my opinicn, attention should be drawn in order to enable a proper understanding

of the accourits to be reached.

o oy
Kevin D. Crowford
Chartered Accountant

The JRW Group,
19 Buccleuch Street,
HAWICK, TD9 OHL.

! 23rd August 2011.
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ROXBURGH CITIZENS ADVICE BUREAU

incoming Resources
From Generated Funds
From Charitable Activities
Total Incoming Resources
Rescources Expended
Charitable Activities
Governance Costs
Total Resaurces Expended
Net Movement in Funds
Total Funds Brought Forward

Total Funds Carried Forward

5.
STATEMENT OF FINANCIAL ACTIVITIES
For the year ended 31st March 2011
Note 2011 2011 2011 2010
Unrestricted Restricted Total Totai
Funds Funds
2 £ 644 - £ 644 £ 752
2 126,121 82,842 82,842 174,811
£ 126,765 82,842 £ 208607 £ 175563
3 £ 125,318 82,751 £ 208,068 £ 197,380
3 2,239 91 2,330 2,126
£ 127,557 82842 £ 210399 £ 199506
£ (792) - £ {792) £ (23,943)
63,009 - 63,009 86,952
7 £ 62217 - £ 62217 £ 63,009
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ROXBURGH CITIZENS ADVICE BUREAU

6.
BALANCE SHEET
As at 31st March 2011
Note 2041 2010
Current Assets :
Debtors ’ : 5 £ 2091 £ 613
Cash at Bank and in Hand 105,219 114,047
£ 107,310 £ 114,660
Creditors - Due within one year 6 {45 083) (51.651)
Net Assets £ 62217 £ 83,009
Funds
Restricted Income Funds 7 £ - E -
Unrestricted Income Funds 7 62,217 63,009
Total Funds 7 £ 862217 £ 63,000
Abproved by the Management Committee on 22nd August 2011,
/ e ) o
Pat Thow . Chair
Fred srown - Treasurer
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ROXBURGH CITIZENS ADVICE BUREAU
NOTES ON ACCOUNTS

For the year ended 31st March 2011

1.  ACCOUNTING POLICIES

a)} Accounfing Convention
The Accounts have been prepared on the historical cost convention and in accordance

with Accounting and Reporting by Charities: Statement of Recommended Practice {(2005);
applicable Accounting Standards, the Charifles and Trustes Investment (Scotland) Act

2005 and The Charifies Accounts {Scotland) Reguiations 2006.

b) Grants
Grants are recognised in the Statement of Financial Activities when receivable. Grants

for future periods paid in advance are deferred.

c) [Investment income
Investment Income is recognised in the Statement of Financial Activities when it is received.

Recognition of Liabhilities
Expenditure is included when incurred.

0.
e

e) Fund Accouniing
Details of the nature and purpose of each fund is set out in Note 7.

fi Taxation
The organisation is a recognised Scottish Charity and is therefore exempt from fiability to

Corporation Tax and Capital Gains Tax.

2. INCOMING RESOURCES

g 2011 2011 20 20109
I Unrestricted Restricted  Total Total
i Funds Funds
g From Generated Funds
Voluntary fncome - Donations . £ 517 £ - £ 517 £ 626
E Investment Income - Bank Interest 127 - 127 126
£ 644 £ - £ 644 £ 752
E From Charitable Activities
Grants
Scottish Borders Council - Core Funding £ 98,163 £ - £ 98,163 £ 98,166
Scottish Executive - Money Advice 7,000 - 7,600 7,060
EE Scottish Executive - Debt Arrangement 9,000 - 8,000 9,000
Fairer Scotfand - Young Citizen Project - 22,867 22,867 13,180
Kinship Care 6,000 B 6,000 -
Citizens Advice Scolland - Money Advice - 18,072 18,072 15,289
Waverley/BGET - Money Advice to Tenants - 41,903 41,903 24,629
Project Management Fee 5,788 - 5,788 6,264
Cther Income 170 - 170 1,273

£126121 £ 82,842 £208963 £174,811
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ROXBURGH CITIZENS ADVICE BUREAU

8.
NOTES ON ACCOUNTS {(Contd}
For the year ended 3ist March 2011
3. RESOURCES EXPENDED
2011 2011 2011 2010
Unrestricted Restricted Total Total
Funds Funds
Charitable Activities
Costs Directly Allocated to Activities
Staff Costs £ 98082 £ 67,737 £165819 £160,551
Travel - Volunteers 8,190 - 8,190 4,741
Travel - Staff and Committee 2,250 . 1,304 3,554 2,346
Training 843 - 843 595
£108,365 - £ 69,041 £178,406 £168,333
Support Costs Allocated to Activities -
Premises Cosis 747 140 887 3,972
Communication Costs 4112 76 4,188 4,437
Postage, Printing, Stationery, Advertising 4,764 594 5,358 4778
Repairs and Replacements 3,007 - 3,007 2,825
Subscriptions 1,254 - 1,254 1,149
12,7856 12,7656 10,100

Management Fee -
Other Cosis 2,069 135 2,204 1,786

£125.318 £ 82751 £208 069 £197.380

Governance Costs
Costs Directly Allocated to Activities

Annual Conference £ 1,108 £ 91 £ 1187 £ 887
Annual General Meeting 83 - 83 101
fndemnity Insurance 270 - 270 420
Independent Examination Fee 780 - 780 718

£_2239 £ 91 £ 2330 £ 2126

4,  STAFF NUMBERS AND COSTS

Wages and Salaries £ 85283 £ BR306 £143,679 138,297
Pension Costs 6,378 4377 10,755 10,523
Social Security Costs 8,421 4964 11,385 11,731

£.98082 £ 67,737 £165819 £160,551

The average number of employees during the year was 10 (2010, 9).
The number of employees whose emoluments exceeded £ 30,000 was 1 (2010 none).

The members of the Management Committee received no remuneration (2010, Nil).
Expenses re-imbursed to Management Committee Members £378 (2010, £203).

5.  DERBTORS

Sundry Debtors and Prepayments £ 2001 £ 613

'
g
R
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|
|
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ROXBURGH CITIZENS ADVICE BUREAU
NOTES ON ACCOUNTS (Contd)

For the year ended 31st March 2011

CREDITGRS: Due within oneryear
2011 2010

£33,761 £ 35,269
11,332 16,382
£45003 £ 51,651

income received in advance
Sundry Creditors

MOVEMENT IN FUNDS

Opening Net Net Closing
Balance Incoming Resources Balance
Resources Expended

Restricted Funds

CAS Money Advice £ - £18,072 £ (18,072) £ ~
Waverley/BGET - 41,903 (41,903) -
Young Cifizen Project - 22867  (22.867) -

£ - £ 82842 £ (82,842) £ -
Unrestricted Fund 63,009 126,765  ({127,557) 62,217

£ 63,009 £209,607 £(210,399) £ 62,217

The Unrestricted Fund is available for use by the Management Commitiee in furtherance of the

general charitable objects of the Charity.

The CAS Money Advice Fund consists of funding from the Scottish Government, distributed by
Citizens Advice Scotland to increase the provision of money advice up to 31st March 2010.

The Waverley/BGET Fund relates to a project sponsored by Waverley Housing and funded by
British Gas Energy Trust and Scottish Government Wider Role Funds to provide advice to

Waverley Housing tenants.
The Young Persons’ Project is funded by Fairer Scotland for the purpose of providing he[p and

advice to young people in Berwickshire.

CONTROLLING PARTY
The charity is controlled by the Management Committee.

IRCLIENTSA-PTRARCOSTIROOSTAT 1.dec




Roxburgh and Berwickshire Citizens Advice Bureau
Board Meeting 25 October 2011
Berwickshire Report

Background
» Qpen 18 hours per week, offering a 5 day per week service from Duns and Evemouth

Community Centre.
* 12 volunteer members of staff, 3 paid members of staff, 1 project worker, 2 staff about to

hegin adviser training.

Stafistics

Aprift 11May 11 June 11july 11 Aug 11 Sept 11
New issues
Eyemouth 108 133 231 i50 148 122
Duns 1%0 207 295 177 213 136
To client 5 3 & 9 12 11
Cutreach 38 4] 44 ¢ 28 30
Tribunal 0 0 0 c g 0
Total 341 343 576 336 401 299

Youth Project 60 41 105 14 43 72
New Contacts
Eyemouth 45 51 63 59 58 13

Duns 58 (7 73 56 50 45
To client 4 3 3 1 5 7
Cutreach 7 0 5 0] 7 3
Tribunat ] 0 0 0 0 D
Total 114 119 114 13156 120 98
Youth Project 15 12 20 5 14 12

Repeat issues A
Eyemouth 90 135 153 109 114 118

Duns 140 180 226 216 179 205
To client 56 46 101 82 69 S0
Outreach 25 6 3 0 11 21
Tribunal 0 0 0 0 0 G
Total 311 367 489 407 373 434
Youth Project 54 36 40 4 36 51

Ropt Contacts
Eyermouth 26 38 a7 37 34 38

Duns 43 46 Fi 66 57 61
To client 17 16 29 22 28 28
Outreach 4 2 2 G 5 5
Tribunai G 2 2 3] 0 0
Total 85 i04 1590 125 i24 132
Youth Project 16 i1 14 2 i6 15

Roxburgh and Berwickshire Citizens Advice Bureau
Southfield Community Centre Station Road DUNS TD11 3EL

Telephone/Fax 01361 883340

Scottish Charity No SCO 10123 Company Ltd by Guarantee Company No SC400899
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CENTRAL BORDERS CITIZENS ADVICE BUREAU

Report of the Board of Directors for the year ended 31 March 2010.

The Management Committee presents its report and financial statements for the year ended 31

March 2010.

Reference and Administration Information

Charity Name:

Charity Registration Number:

Company Registration Number:
Registered Office and Operation Address:

Board of Directors

| Purvis

L Gill

W, Calder
A Bowman
J Campbell
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(Director from September 2008)
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{Director)

P. Redpath, FCCA, 4 Clifton Road, Selkirk TD7 4EL.
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Bank of Scotland, 3 Channel Street, Galashiels TD1 1BE.




Structure, Governance and Management

Governing Document

The organisation is a charitable company limited by guarantee, incorporated on April 2001 and
registered as a charity on 22 June 1979. The company was established under a Memorandum
of Asscciation which established the objects and powers of the charitable company and is
governed under its Articles of Association. In the event of the company being wound up
members are required to contribute an amount not exceeding £1.

Recruitment and appointment of Management Commiitee

The directors of the company are also charity trustees for the purpose of charity law and under
the company's Articles are known as the Board of Directors. Under the requirements of the
Memorandum and Articles of Association each Director is elected to serve for a period of one
year after which hefshe must re-elected at the next Annual General Meeting.

The Board of Directors seeks to ensure that the requirements of the local population served by

the Bureau are appropriately reflected through the diversity of the trustee body. Nominees for
the Board are identified by word of maouth and by local advertising as appropriate.

Board of Directors

After some years of having a small Board of dedicated Directors, Central Borders Citizens
Advice Bureau (CBCAB) was delighted at the plethora of new directors which joined us in
autumn 2009 bringing fresh eyes and new skills and experience. The work of the Board was
initially focused on updating our Memorandum and Atrticles of Association to provide greater
flexibility in the appointment and co-option of Directors. The Board then developed a structure of
sub-committees to focus on each of Human Resources, Planning and Finance and held a
planning day to look at service provision issues for staff and volunteers.

Five Directors have resigned and nine new Directors have joined the Board during the
accounting period. The Board has continued to work with other Borders CABX to identify
opportunities for joint working to provide the best possible service for local people.

The “Friends of Central Borders CAB” generously offered to pay for half of the cost of double-

glazing, this enabled the Board to improve working conditions {and fuel efficiency) by having
double giazing installed in the back offices before the bitterly cold winter.

Trustee induction and Training

Most trustees are already familiar with the practical work of the charity. Additionally, new
frustess are invited to familiarise themselves with the charity and the context within which it
operates through discussion with the Manager and existing Directors. Explanation is given of
the obligations of the Board of Directors, the documents which set out the operatianal
framework for the charity and resourcing and the current financial position of the charity. Where
it is deemed appropriate, or on request, a formal training session is arranged, delivered by the
Bureau's Advisory Officer from Citizens Advice Scotland.




Staffin

Thirteen volunteers left the bureau within this period: this included seven who were quite new fo
the bureau and five who between them had almost forty years’ experience of volunteering. This
caused pressure on the volunteers which was eased by :

+ The employment for 20.5 hours per week of a debt adviser from 1/4/2009-31/3/2010
funded by Scottish Government “Credit Crunch” money which was administered by
Citizens Advice Scotland (CAS)

+ The employment for 17.5 hour per week of a Session Supervisor from 1% November
2008. This post is currently funded from reserves and by a £5,000 donation from the
Robertson Trust

At 31/3/2010 CBCAB has core paid staff of a full-tlime manager and administration worker and
part-time cleaner. The Bureau also hosts Paul Goode who is employed by Roxburgh CAB
{using funds from British Gas Energy Trust and Scottish Government Wider Role funding) fo

advise tenants of Waverley Housing.

We have five trainee volunteers almost at the end of their training who have already made a
great contribution to the work of the team. All volunteers must attend regular ongoing training,
this year this has included training on Health and Safety issues, three benefits training sessions,
three debt training sessions, employment, immigration and training on access to e-learning.

We currently have experienced advisers and irainee adviser. We cannot thank our volunieers
enough for the work they do week-in-week-out to help local people.

Risk Management

The Board of Directors has conducted a review of the major risks to which the charity is
exposed and a risk register is being established. Where appropriate, systems or procedures
have been, or are being, established to mitigate the risks the charity faces.

The major risk identified is loss of funding from the charity’s major funder, Scottish Borders
Council (S8BC). Other sources of funding are constantly sought through adoption of project work
as available. Internal control risks are minimised by the implementation of procedures for
authorisation of all transactions and projects. Procedures are in place to ensure compliance
with health and safety of staff, volunteers, clients and visitors to the charity’s premises.

Objectives and Activities

The object and principal activity of the Company is the provision of information, advice and
assistance (including representation) to the residents of the Central Borders, ensuring that
individuals do not suffer through lack of knowledge of their rights and responsibilities or of the
services available to them or through an inability to express their needs effectively. A further
objective is to exercise a responsible influence on the development of social policies and

services, both locally and nationally.

The Bureau operates under the following fundamental twelve principles:-
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A free service

A confidential service

An impartial service

An independent service

A service accessible to all

Effectiveness in meeting clients’ needs

Accountable to the local community

Recognising the right of clients to decide

A voluntary service {paid staff are employed to maximise the contribution and
effectiveness of volunteers)

Empowerment of clients

Exercising responsible influence by collection of information

Provision of a generalist service-information, advice and assistance on any topic

* & ¢ & » & 2 0o »

A scheme of delegation is in place and day to day responsibility for the provision of the services
rests with the Manager along with the Chairman and Treasurer. The Manager is responsible for
ensuing that the charity delivers the services specified and has responsibility for the day to day

operation of the Bureau.

Service Provision

Changes to national statistical recording systems this year make direct comparisons with
previous years impossible; the new system is designed to work with electronic-based case
recording which will be introduced into the bureau in 2010. The 10661 pieces of advice we have
given are divided into fourteen “Advice code” categories. The top six are .-

Benefits, Tax Credits 2,856 26.79%
Debt 3,413 32.01%
Employment 1,308 12.25%
Housing 850 7.97%
Legal 406 3.81%
Relationship 512 4.80%

Debt casework continues to generate the largest workload for the Bureau. Annual figures show
a persistent increase in debt case-load:

2007/2008 116 new mulliple debt cases owing £1,934,072
2008/2009 171 new multiple debt cases owing £2,918,544

2009/2010 188 new multiple debt cases owing £3,927,805




Advice is available as an open-door service in Galashiels and can also be accessed by
appointment, email and phone.

Social Policy

The second aim of the CAB service is o “exercise a responsible inffuence on social policy both
locally and nationally”. Work this year has included active co-operation with Scottish Borders
Council to look at policies to tackle Poverty and Financial Exclusion and case evidence sent to

Citizens Advice Scoiland .

Joint wotrking

In the interests of efficiency, Borders CAB managers and committee members have agreed to
share responsibilities for representing the Borders CAB locally and nationally to ensure that the
experiences of our clients and services are properly represented. The CBCAB share of this
work involves representation at the SBC Strategic Partnership against Poverty, and on the CAS
Training and Information Committees, ICT Strategy Group and All Scotland Managers’ forum.

The highlights of joint working this year have been

» A joint "benefits” training event in Melrose which 60 volunteers attended and enjoyed
+ The ongoing IASS (Health complaints) project managed by Peebles CAB
» “"Safe-T-in the Park” where we discussed basic budgeting and employment issues with

270 young people.

Bureau Opening Hours

We provided full office services during the following weekly regular hours

Monday - 1000-13006,
Tuesday - 1000-1600,
Wednesday - 1000-1300,
Thursday  -1000-1800,
Friday - 1000-1300.

Financial Review

Against a background of limited financial resources and the inherent uncertainties of funding we
have continued to financially manage the successful provision of our core services and
objectives through a mixture of core and project specific grant funding.

Financial accountability details of the various service activities can be found within the body of
this report, and in particular pages 10 to 17. The total income for the year was £96,041 (2009 -
£70,469). Total assets being carried forward into the next financial year are £123,442.




Members of the Board of Directors

Members of the Board of Directors, who are Directors for the purpose of company law and
trustees for the purpose of charity law, who served during the year and up to the date of this

report are set out on page 3.
In accordance with company law, as the company’s Directors, we certify that:

« So far as we are aware, there is no relevant audit information of which the
company's independent examiner is unaware; and

« as the Directors of the company we have taken all steps that we ought to have
taken in order to make ourselves aware of any relevant audit information and fo
establish that the charity’s independent examiner is aware of that information.

¢ For the year ended 31 March 2010, the company was entitied to exemption under
Section 477 of the Companies Act 2006 relating to small companies.

+« No members have required the company to obtain an audit of its accounts for the
financial year, in accordance with Section 476..

Independent Examiner

Pamela Redpath, ACCA, was re-appointed as the charitable company’s independent examiner
during the year and has expressed her willinghess to continue in that capacity.

This report has been prepared in accordance with the Statement of Recommended Practice
Accounting and Reporting by Charities (issued in March 2005) and in accordance with section

3986 of the Companies Act 20086.

Approved by the Board of Directors on 27 September 2010 and signed on its behalf by order of
the Beard.

Signature ---- - Dated - —

WILLIAM CALDER — COMPANY SECRETARY.




INDEPENDENT EXAMINER’S REPORT OF THE MEMBERS OF
CENTRAL BORDERS CITIZENS ADVICE BUREAU

| report on the accounts of the charity for the year ended 31 March 2010 which are set out on
pages 10 to 17.

Respective Responsibilities of Trustees And Examiner

The charity’s trustees are responsible for the preparation of the accounts in accordance with the
terms of the Charities and Trustees Investment (Scotland) Act 2005 and the Charities Accounts
(Scotland) Regulations 2006. The charity trustees consider that the audit requirement of
Regulation 10{1) (a} to {c) of the Accounts Regulations does not apply. 1t my responsibility to
examine the accounts as required under section 44 (1) (¢) of the Act and to state whether
particular matters have come to my attention.

Basis of Independent Examiner’s Statement

My examination is carried out in accordance with Regulation 11 of the Charities Accounts
(Scotland) Regutations 2006. An examination includes a review of the accounting records kept
by the charity and a comparison of accounts presented with records. [t also includes
consideration of any unusual items or disclosures in the accounts, and seek explanations from
the trustees concerning any such matters. The procedures undertaken do not provide all the
evidence that would be required in an audit, and consequently | do not express an audit opinion

on the view given by the accounts,

Independent Examiner’s Statement

in the course of my examination, no matier has come to my attention.

1. which gives me reasonable cause to believe that in any material respect the requirements:

+ To keep accounting records in accordance with section 44 (1) (a) of the 2005 Act and
Regulation 4 of the 2006 Accounts Regulations, and

« o prepare accounts which accord with the accounting records and comply with
Regulation 8 of the 2005 Accounts Regulations

have not been met, or

2. to which, in my opinion, attention should be drawn in order to enable a proper understanding
of the accounts to be reached.

Name: Pamela Redpath
Relevant Professional Qualification/Professional Body: FCCA
Address: 4 Clifton Road, Selkirk, TD7 4EL

Dated:
CENTRAL BORDERS CITIZENS ADVICE BUREAU




STATEMENT OF FINANCIAL ACTIVITIES {INCOME AND EXPENDITURE ACCOUNT)

For The Year Ended 31 March 2010

Funds Funds Funds
2010 2010 2010 2010 2009
£ £ £ £
Incoming resources from Notes
generated funds:
Voluntary Income:

Donations 2 385 - - 365 1,008
Friends of CAB 2 - 2,218 - 2,218 562
Robertson Trust 3 - 5,000 - 5,000 -
Interest receivable 2 50 - - 50 441
incoming resources from
charliable activities:
Core Grant (8BC) 3 £3,323 - - 53,323 52,225
Maney Advice Funding 3 - 8,600 - 6,500 6,600
CAB Money Advice funding 10 8,500 - 6,500 -
IASS Funding 3 - 750 - 750 1,500
Credit Crunch Funding 3 - 14,469 - 14,455 2,232
Kinship Care Funding 3 - - - - 6,000
Waverley Housing Project 3 - 6,418 - 6,416 -
Fairer Scotland Fund 3 450 - - 450 -

Total Incoming Resources 54,1588 41,853 - 96,041 70,469
Resourcas Expended
Gosts of Core Activity 4 57,673 - - 57,673 49,140
Project Costs 4 - 36,506 - 38,5086 21,814
Governance Cosis 4 3,039 - - 3,039 2,867

Total Resources Expended 60,712 36,606 - 97,218 73,821
Net Income for Year {6,524} 5,347 0 {1,177) (3,352)
Transfer belween Funds {178} 0 178 e 0
Net Movement in Funds {6,702) 5,347 178 {1177) (3,352)
Total Funds Brought Forward 26,098 5,620 92,901 124,619 127,971
Total Funds Garried Forward 19,308 10,9687 83,078 123,442 124,619

The statement of financial activities includes all gains and losses in the year. All incoming resources and

resources expended derlve from continuing activities,
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CENTRAL BORDERS CITIZENS ADVICE BUREAU
BALANCE SHEET AS AT 31 MARCH 2019

: 2010 2009
Notes £ £ £
Fixed Asseils
Tangible Assels 8 93,079 92,801
Current Assets
Debtors _ 8 - -
Cash at Bank and in hand 30,518 40,924
30,518 40,924
Creditors: amounts falling
due within one year 10 {155) {8,208)
Net Current Assels 30,363 31,718
123,442 124,619
Unrestricted Funds
Capital Reserve 12 83,079 92,901
Designated Funds 12 ‘ 7,562 12,562
General Reserve 12 11,834 13,536
112,475 118,999
Restricted Funds 12 10,987 5620
Total Funds 123,442 124,618

For the year ended 31 March 2010 the company was entilled to exemption from audit under section
477 of the Companies Act 2006 relating fo small companies.

Members have not required the company to obtain an audit in accordance with section 476 of the
Companies Act 2008.

The directers acknowladge their responsibility for:
1} Ensuring the company keeps accounting records which comply with the requirements of the Act;

and
2) Preparing accounts which give a frue and fair view of the state of affairs of the company at the end of

the financial year, in accordance with the provisions applicable to companies subject to the small
companies’ regime.,

The accounts have bsen prepared in accordance with the special provisions of the Companies Act
2006 relating to small companies.

Approved by the Company Board of Directors on the Board Meeting held on Wednesday 26 August
2016 and signed on the Board's behalf by:

L Gill - Company Treasurer ! Purvis - Gompany Ghair
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Notes Forming Part of the Staiement for the Year Ended 31 March 2010

1. Accounting Policies

The principle accounting policies are summarised below. The accounting policies have been
applied consistently throughout the year and in the preceding years.

(a) Basis of Accounting

The financial statements have been prepared under the historical cost convention, as
modified by the inclusion of fixed assets at current value and in accordance with the
Companies Act 1985 and the Statement of Recommended Practice: Accounting and
Reporting by Charities issued in March 2005.

{b} Fund Accounting

o Unrestricted funds are available for use at the discretion of the trustees in
furtherance of the general objectives of the Charity.

» Designated funds are unrestricted funds earmarked by the Board of Directors
for particular purposes.

» Restricted funds may be subject to restrictions on their expenditure imposed by
the donor.

(¢} Incoming Resources

« Voluntary income is received by way of grants, donations and gifts and is
included in full in the statement of Financial Activities. Grants, where
entitiement is not conditional on delivery of a specific performance by the
charity are recognised when the charity becomes unconditionally entitied to the
grant. Grants received in advance are freated as deferred income and are

recognised in the year in which they are being used.

« Donated services and facilities are included at the value to the charity where
this can be quantified. The value of services provided by volunieers has not

been inciuded in these accounts.

(d} Resources Expended

Expenditure is recognised on an accrual basis as a liability is incurred. Expenditure
includes any VAT which cannot be fully recovered, and is reported as part o the
expenditure to which it relates:

« Costs of generation funds comprise the costs associated with attracting
voluntary income.

« Charitable expenditure comprises those costs incurred by the charity in the
delivery of its activities and services for its beneficiaries. It includes both costs
that can be allocated directly to such activities and those costs of an indirect

nature to support them.
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e Governance costs include those costs associated with meting the
constitutional and statutory requirements of the charity and include the costs

linked to the strategic management of the charity.

s All costs are allocated between the expenditure categories of the SoFA on a
basis designed to reflect the use of the resources. Costsrelating toa
particular activity are allocated direcily, others are apportioned on an
appropriate basis set out in note 4.

{e) Fixed Assets

Tangible fixed assets are stated at the jower of cost or current value. Equipment,
furniture and fittings are reviewed annually and are stated at the greater of 10% of costs,

or, cost less an approptiate deduction calculated as follows:-

s Furniture and Fittings 15% per annum Straight Line
» Office Equipment 20% per annum Straight Line
¢ Computer Equipment 25% per annum Straight Line

The value of the foregoing items is reviewed annually and written down for impairment.
Heritable property is stated at cost in view of the company’s policy to keep the property

fully maintained and in good order.

As all assets have been reviewed, obtained at written-down cost, or purchased in the
current year, no specific allowance for depraciation has been included in these accounts.

CENTRAL BORDERS CITIZENS ADVICE BUREAU
13




NOTES TO THE ACCOUNTS {contfinued)

2 Donations

Nominated granis:

Friends of Central Borders CAB
Robertson Trust

Sundry income

Interest received

Incoming Resources from Activities to further the Charity's Objects

Scottish Borders Council:

Annual grant

Money Advice Work

CAB Money Advice Deferred Grant
IASS Project

Credit Crunch Funding

Wavertey Housing Project

Fairer Scofland Fund

Kinship Care Funding

Total Resources Expended

Basis of
Allocatlon

Costs directly
allocated to activities
Staff related costs Time
Travel & training Direct
insurance Direct
Operating expenses Usage / Est
Electricity f Gas / Water Core
Communications Eslimate
Premises related Core
Office costs Transactions
Sundry costs

Depreciation charge for year
Total resources expended

Unrestricted Restrictad Total Total
2010 2010 2010 2009
£ E £ £
- 2,218 2,218 562
- 5,000 5,000 -
3656 - 385 150
50 - 50 859
418 7,218 7,633 1,571
Unrestricted Restricted Total Total
2010 2010 2019 2009
£ £ £ £
53,323 - 53,323 52,225
- 8,500 5,500 -
- 8,500 8,500 6,500
- 750 750 1,600
- 14,469 14,469 2,232
- 6,418 5,416 -
4850 - 450 -
- - - 6,000
53,773 34,635 88,408 58,457
Project ~ Governance 2010 2009
Core Activity Costs Costs Total Total
£ £ £ £ £
39,510 30,268 3,000 72,776 57,692
3,043 2,140 - 5,183 2,592
808 - - 208 806
1,948 150 - 2,008 1,659
2788 - - 2,788 3,154
843 810 - 1,653 1,282
4,423 2,218 - 6,641 1,387
1,761 882 15 2,658 3,177
680 40 24 744 509
1,768 - - 1,769 1,563
57,673 36,506 3,039 97,218 73,821
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CENTRAL BORDERS CITIZENS ADVICE BUREAU
NOTES TO THE ACCOQUNTS {coniinued)

5 Staff Costs and Numbers

Staff costs were as follows: 2010 2009
£ £
Salaries 64,578 51,084
Employers’ National Insurance 5,745 4,147
Employers’ Pension cosls 2,453 2,461
72,776 57,682

No employee received emoluments in excess of £60,000

Pension contributions fowards defined contribution schemes for 2
2,461

employess, 2,453

Note: Pension costs relate to payments made by Central Borders Citizens Advice Bureau into a
defined contribution scheme chosen by the employee. The schems is adminisierad independently of

the Citizens Advice Bureatl.

The average number of paid employees during the vear, calculated on the basis of
full time equivalents was as follows:

2010 2009

Number Number
Manager 1.00 1.00
Advice and information 0.73 0,77
Administration and support 1.00 0.50
Total 2.73 2.27

Trustee Remuneration & Related Party Transactions

No member of tha Board of Directors nor any person connecled to any of them received any
remuneration in the year.

£203 was reimbursed to 1 director for travel and stationery costs Incurred during the yesar. A further
£545 was reimbursed fo a Board member for travel expenses incurred as a volunteer advisor, not for

duties as a Director.

No member of the Board of Directors or other person related to the charity had any personal interest in
any contract or iransaction entered into by the charity during the year. (2008-nil},

Taxation
As a charity, Central Borders Citizens Advice Bureau Is exempt from tax on income and gains failing

within Section 505 of the Taxes Act 1988 or Section 256 of the Taxation of Chargeable Gains Act 1992
to the extent that these are applied o its charitable objects. No tax charges have arisen in the charity.
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CENTRAL BORDERS CITIZENS ADVICE BUREAU
NOTES TO THE ACCOUNTS (continued)

8

10

11

Tangible Fixed Assets

Assets brought forward { net book value at 1 April 2009)

Assets disposed of (Scrap)
Assets disposed of (sold)
Less written down for impairmant

Additions 08/10

Net Asset Value at 31 March 10

Debtors

Sundry Debtor

Creditors: Amounts Falling Due within One Year

PAYE / NIC Creditor

Deferred Grant

Total

Analysis of Net Assets Between Funds

Tangible fixed assets
Current assets
Current liabilities

Net assefs at 31 March 2010

Qifice
Eqpt Premises Total
£ £ £
8,898 86,004 92,802
(1,769) - {1,769}
5,129 86,004 91,133
1,946 - 1,946
7,075 86,004 93,079
2010 2009
£ E
2010 2009
E £
155 2,706
- 6,500
155 8,206
General Designated Restricted Capital Total
Funds Funds Funds Reserve Funds
£ £ £ £ £
- - - 93,079 93,079
11,989 7,562 10,967 - 30,518
(155} - - - {1565}
11,834 7,662 10,987 93,079 123,442

16




CENTRAL BORDERS CITIZENS ADVICE BUREAU
NGTES TO THE AGCOUNTS (continued)

12 Movements in Funds

At1Aoril  Incoming  Culgoing Transfers At 31 March

2008 Resocurces Rescurces 2010
£ £ £ £ £

Restricted funds:

Money Advice 580 8,500 8,580 - 500
Client Fund 45 - 40 - -
Kinship Care 5,000 - 2,000 - 3,600
I1ASS Funding - 750 750 - -
CAB Money Advice Funding - 6,500 8,500 - -
Credit Grunch Funding efe. - 14,469 10,752 - 3,717
Friends of CAB - 2,218 2,218 - -
Robertson Trust - 5,000 1,250 - 3,750
Waverley Housing Project - 6416 6,416 - -
Totfal Restricted Funds 5,620 41,853 36,508 - 10,967
Unrestricted Funds:

Designated staff contingency reserve 7,562 - - - 7,562
Dasignated maintenance fund 5,000 - - {5,000) 0
General Funds 13,536 54,188 60,712 4,822 11,834
Total Unrestricted Funds 26,098 54,188 $0,712 (178) 19,396
Capital Reserve 92,901 - - 178 83,079
Total Funds 124,619 96,041 97,218 0 123,442

Purposes of Restricted Funds

Money Advice:

Kinship Care

This s an allocation of funds (£6,500) provided by Scottish Government, through Scotlish
Borders Council for the provision of advice {o clients on financial matiers. There was
separate Money Advice funding of £6,500 fo provide additional services in the year.

This is a three year project funded by Scettish Government from Oclober 2008 to October
2011 to cover £2,000 per annum for the costs of the project. The balance of £3,000is {o
cover the remaining 18 months of the project

Credit Crunch Funding This is additional funding provided to CABs lo cope with the increase in demand for the

Robertson Trust

services due to the credit crunch. The balance carried forward is to continue this service
into 2010/11.

A grant of £5,000 was received from the Robertson Trust in December 2009 for additional
work due {o the credit crunch and the increase in demand for advice serviges, The balance
carried forward is to continue the service until December 2010,

Purpose of Designated Funds

Staff Contingency Reserve: The Board of Direclors has determined that ihis fund be established to contribute to

Maintenance Fund:

Capltal Reserve!

(a} redundancy payments in the event of the bureau having to close and (b) for unplanned
staffing requirements.

This fund has been established for necessary fulure maintenance lo the Bureau's
property. £5008 was transferred from this reserve to the general fund io cover the cost of

the replacement windows and properiy repairs in the year.

This Is comprised of the wiitten down value of the nef tangible assets as at 1st April 2009,
together with capitalised expenditure in the current year.
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CENTRAL BORDERS CITIZENS ADVICE BUREAU
Report of the Board of Directors for the year ended 31 March 2011.

The Management Committee presents its report and financial statements for the year ended 31
March 2011.

Reference and Administration information

Charity Name: Central Borders Citizens Advice Bureau

Charity Registration Number, SC 000983

Company Registration Number: 217973

Registerad Office and Operation Address: 111 High Street, Galashiels, Scottish Borders,
TD1 1RZ.

Board of Directors

| Purvis {Chairman)

Lail {Treasurer)

W. Calder (Company Secretary)

A Bowman from August 2009

J Campbeli from Navember 2008

P Carter from November 2009

L Crawford from November 2009

H. Crombie Smith from January 2011

P Davidson from June 2003
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D Findlay untif September 2010

C Grahame until September 2010

B. Jackson until September 2010

K Peden from September 2008

A.Pringle from September 2009

D Purvis from September 2009

Independent Examiner
P. Redpath, FCCA, 4 Clifton Road, Selkitk TD7 4EL.

Bankers

Bank of Scotland, 3 Channel Street, Galashiels TD1 1BE,




Report of the Board of Directors for the year ended 31 March 2011.

Cantral Borders Citizens Advice Bureau began 40 years ago...... in January 1970 a group
of local people met in the Galashiels Burgh Chambers to work out how to organise the people,
premises and funding needed to provide an independent, impartial, confidential, high quality
muiti-issue advice service for the local community. The committee found volunteers and
organised their training, found premises at 6b Island Street, and persuaded Gatashiels Town
Council to provide funding for “decoration and refurbishment at a cost of £150, rent and rates for
the premises, telephone instaliation and desks, chairs, filing cabinets eic”.

In 1970, CBCAB aimed -

To help individual citizens solve their own personal problems in the context of an
increasingly complex society, and

To influence the policies of Government, Lacal Authorities and Commerce by the
feedback of the experience of the bureaux clients

The wording, though not the spirit of CAB aims has changed in the past 40 years, since the
bureau opened on 26 October 1970 at 6b Island Street for 10 hours a week, with a small team
of trained advisers, Mary Shetrard as volunteer organiser and £39.19.8d in the bank. In the first

& weeks, the bureau had a total of 66 enguiries.

In 40 years, hundreds of volunteers, three managers (Mary Sherrard, Jean Gibson and Heather
Smith} and three administrators {Liz Gardiner, Jan Lewis and Roberia McNeilage) have advised
thousands of local people about many thousands of problems. Dozens of local people have
worked on the Bureau’s Management Committee {now a Board of Directors) to help meet the
perennial challenges of recruiting and training volunteers, securing good quality premises and

establishing secure core funding.

Busy years since 1870..... Laoking hack over old annual reports seven years stand out as
exciting or troubled times:

o 1974: the Borders CABx established an area committee to co-ordinate joint working and
best practice across the Scottish Borders

g 1975: the Bureau moved tc 25 Albert Place, Galashiels, received a £4500 annual grant
from Borders Regional Council and started to employ a manager for 25 hours a week to
oversee the bureau’s 85 enquiries a month.

3 1995 — HRH Princess Anne visited the Bureau at Albert Piace

g3

4 1996 — CBCAB bought its first computer, which made it easier to collect statistics and to
use “Lisson Grove® software to calculate benefit entitlement,

L 2000 - CBCAB and Roxburgh CAB started to jointly manage the new Berwickshire
Citizens Advice Service. This was fortunately timed to coincide with the launch of the CD-based
version of the CAB information system. With a laptop, our information could now go anywhere.
CBCAB updated its legal status and became a company limited by guarantee.

& 2001 - After extensive effort, fundraising and goodwilf from local businesses, on 9"
October CBCAB finally moved to substantial premises at 111 High Street Galashiels (the oid
€IS Insurance premises). The premises provided space for volunteers to work effectively and a
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much better environment for people who needed help. Further improvements were made in
2002 with the help of a grant from the National Loftery.

o 2010 —~ Ten years after having an slectronic information system, CBCAB modernised
service provision by moving fo the “CASTLE" integrated slectronic case recording and statistics

system

Reaching out: The Bureau has always been based in central Galashiels and provides a
generalist, mulii-issue service to the public, but the bureau has often taken advaniage of

funding opportunities to meet specific needs:

¢ Outreach services have been held in Langlee (1975), Selkirk (1977-1988), and 1998~
1999 {Selkkirk Redundancy Support)

s Funding has enabled specialist projecis for Welfare Rights (Jenay Muslin, 1998}, "60+
“Pensioners’ rights {Linda Farrell and George Stuart 2005-2007}, Young Citizen Project (Jenni
Wight 2006-2008) Waverley Housing Project (Paul Goode 2008-2011), “Credit Crunch” debt and
employment caseworker (Jenni Wight 2009 and 2010}, Session Supervision (Penny Robertson,

2009-2011)

Board of Directors: The work of the Board of Direclors is invisible to the public but essential as
Directors ensure the sound governance of planning and finances. The Board’s priorities this
year have been very simifar to those of 40 years ago:

] People — with additional financial support from the Robertson Trust the Board has agreed
to use some reserves to fund a half-time Session Superviser to ensure that volunteer advisers

always get the training and support they need.

o Premises - with financial support from the "Friends of Central Borders CAB” {a
separately constituted charity) we now have radiators in all interview rooms, and thanks to the
SBC shopfront grants scheme, we have a proud “Citizens Advice Bureau" sign on the front of

our premises.

o Funding — We received £59823 in core service and Money Advice funding from Scottish
Borders Council as the third year of a 3-year Service Level Agreement. The budget is under
pressure and reserves are diminishing fast as Directors agreed to use reserves to maintain full-
time hours for core staff pending the SBC review of Borders Advice Services.

Staffing: At the end of March 2011 CBCAB has 19 fully trained volunteer advisers, one trainee
adviser and 2 administration volunteers.

Basic training for volunteers takes about 6 months, and this is followed by ongoing training to
keep volunteers up o date and one step ahead of clients’ enquiries. This year we had intensive
training on the new CASTLE case-recording and statistics system, refresher training on basic
and post-basic debt casework and the “Quick benefit calculator” software. Benefits training has
focused on Kinship Care issues, “Disentangling Benefits” and the migration of benefit claimants
onto Employment and Support Allowance. This makes a total of 11.5 working days of well-

attended training.

A training needs analysis was carried out in January 2011 which identified ongoing demand for

training on Homelessness, Migrant Workers’ Rights, Debt Strategy Options and Welfare Reform,
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Seorvice Provision 2010/2011: Compared with 2009/2010 we have seen

The same top five enquiry categories:

- Debtissues: 3848 probiems

- Benefits and Tax Credits: 4809 problems (generating £638,619 in projected and
confirmed benefit claims)

- Employment: 1361 problems

- Housing: 760 problems

- Relationship issues: 460 problems

This represents -

a small decrease in the number of problems we have advised about, from 10,861 to 10,457,
which is not surprising given the deep snow and freezing weather which made it difficult to
provide a proper service for December and part of January

a2 decrease in the number of contacts with clients (by email, letter, perscnal contact or telephone)
from 5138 to 4458. This is caused mainly by a sharp decrease in telephone calls answered

{from 1811 to 1337). A volunteer adviser who carries ouf a 2 hour interview with a distressed
client who has multiple problems cannot, that same morning, answer the phone.

Debt casework continues to take a considerable amount of bureau time and resources. As
“Gredit Crunch” project funds ended, this year has seen volunteer advisers needing to fake on
the work of the 0.8fte debt adviser who worked with us in 2009-2010. This has caused a lot of
pressure on our service. The increased demand for help with debt has been:

2006/2007 114 new multiple debt cases owing £1 421,601

2007/2008 116 new multiple debt cases owing £1,934,072

2008/2008 171 new multiple debt cases owing £2 918,544

2009/2010 188 new multiple debt cases owing £3,627,805

2010/2011 172 new multiple debt cases owing £2,435,527

Core funding for the service was last negotiated during 2007/2008 when the need for intensive,
skilled help with debt problems was much less than it is today.

Social Policy: The second and joint aim of the CAB service is to “exercise a responsible
influence on social policy both locally and nationally”. Work this year has included active
co-operation with Scottish Borders Council to look at policies to tackle'Poverty and Financial
Exelusion and case evidence sent to CAS, mostly about the difficulties our clients experience

with benefits and tax credits.

Joint working: [n the inlerests of efficiency, Borders CAB managers and committee members
share responsibilities for representing the Borders CAB locally and nationally to ensure that the
needs and experiences of Borders clients and services are properly represented. The CBCAB
share of this work involves representation at the SBC Strategic Partnership against Poverty, and
on the CAS Training and Information Committees, ICT Strategy Group and All Scotland

Managers’ forum.

Successful joint working this year has included
o Joint training on risk management

o Joint working on “Safe T in the Park’

° The Joint Borders CAB Service Plan.




Challenges for 2011/12: Funding is our most serious concern, as we see sustained demand for
debt casework and anticipate an increase in the need for help with benefits as some of the most
vulnerable people in our communily will need heip o cope with the complex paperwork and
procedures of Welfare Reform, The complexities of Welfare Reform highlight the need for our
first aim (very slightly changed since 1970): fo ensure that individuals do not suffer threugh
lack of awareness of their rights and responsibilities, or of the services available, or
through an inability to express their needs effectively”.

We owe 40 years of thanks {o:

a The hundreds of local people who have volunteered to help

® Scottish Borders Council and its predecessors

s The local people who have trusted and used our confidential service

. Citizens Advice Scotland for their support and expertise

° The project and charitable funders who have helped us, including the Tudor Trust, The
Robertson Trust (three times!), Lloyds TSB, Halifax, The RS Hayward Trust, The National
Lottery, CAS Development Committee {too many times to mention), Roxburgh Landward Trust,
the Duke of Buccleuch, Galashiels Rotary and Galashiels Inner Wheel

Central Bordsrs Citizens Advice Bureau
111 High Street, Galashiels, TD1 1RZ
Telephone 01896 753889 Telephone / Fax 01896 756966
burean{@centralborderscab.casonline.org.uk

Monday 10-1, Tuesday 10-4, Wednesday 10-1, Thursday 10-6, Friday 10-1
Scottish Charity SC000933,

A Company Limited by Guarantee registered in Scolland no 217973




Financial Review

Financial Review

Against a background of limited financial rescurces and the inherent uncertainties of funding we
have continued to financially manage the successfuf provision of our core services and
objectives through a mixture of core and project specific grant funding.

Financial accountability details of the various service activities can be found within the body of
this report, and in particular pages 10 to 17. The total income for the year was £98,276 (2010 -
£96,041). Total assets being carrfed forward into the next financial year are £126,842.

Members of the Board of Direciors

Members of the Board of Directors, who are Directors for the purpese of company law and
trustees for the purpose of charity law, who served during the year and up to the date of this

report are set out on page 3.

in accordance with company law, as the company's Directors, we certify that:

o So far as we are aware, there is no relevant audit information of which the company's

independent examiner is unaware; and
e as the Directors of the company we have taken all steps that we ought to have taken in

order to make ourselves aware of any relevant audit information and to establish that the

charity’s independent examiner is aware of that information.
o For the year ended 31 March 2011 the company was entitled to exemption under Section

477 of the Companies Act 2006 relating to small companies.
o No members have required the company to obtain an audit of its accounts for the

financial year, in accordance with Section 476..

Independent Examiner

Pamela Redpath, ACCA, was re-appointed as the charitable company's independent examiner
during the year and has expressed her willingness to continue in that capacity.

e Statement of Recommended Practice

This report has been prepared in accordance with th
rch 2005) and In accordance with section

Accounting and Reporting by Charities (issted in Ma
396 of the Companies Act 2006.

Approved by the Board of Directors on 7 September 2011 and signed on its behalf by order of

the Board. |
!

22!6‘; I‘Ze»n.__,_

Signhature - - Dated

WILLIAM CALDER —~ COMPANY SECRETARY.
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INDEPENDENT EXAMINER'S REPORT OF THE MEMBERS OF
CENTRAL BORDERS: CITIZENS ADVICE BUREAU

I report on the accounts of the charily for the year ended 31 March 2011 which are setout on
pages 10to 17.

Respective Responsibilities of Trustees And Examiner

The charity's trustess are responsible for the preparation of the accounts in accordance with the
terms of the Charities and Trustees Investment (Scotland) Act 2005 and the Charities Accounts
(Scotland) Regutations 2006. The charity trustees consider that the audit requirement of
Regulation 10(1) (a) to (c) of the Accounts Regulations does notapply. itmy responsibility to
examine the accounts as required under section 44 (1} {c) of the Act and fo state whether

particutar matters have come to my attention.

Basis of independent Examiner’s Statement

My examination is carried out in accordance with Regulation 11 of the Charities Accounts
(Scotland) Regulations 2006. An examination includes a review of the accounting records kept
by the charity and a comparison of accounts presented with records. it also includes
consideration of any unusual items or disclosures in the accounts, and seek explanations from
the trustees concerning any such matters. The procedures undertaken do nof provide all the
evidence that would be required in an audit, and consequently | do not express an audit opinion

on the view given by the accounts,
Independent Examiner’s Statement
In the course of my examination, no matter has come to my aftention.

1. which gives me reasonable cause to believe that in any material respect the requirements:

¢ To keep accounting records in accordance with section 44 (1) (a) of the 2005 Act and
Regulation 4 of the 2006 Accounts Regulations, and

o to prepare accounts which accord with the accounting records and comply with
Regulation 8 of the 2005 Accounts Regulations

have not been met, or

2. to which, in my opinion, attention should be drawn in order fo enable a proper understanding
of the accounts to be reached.

Name: Pam-ela Fiedpath
Relevant Professional Qualification/Professional Body: FCCA

Address: 4 Ciifion Road, Selkirk, TD7 4EL

Dated: 1(11«/11 /’QBH




CENTRAL BORDERS CITIZENS ADVICE BUREAL
STATEMENT OF FINANCIAL ACTIVITIES (INCOME AND EXPENDITURE ACCOUNT)

For The Year Ended 31 March 20141

Unresiricled &  Rosiricted Capital Total Taotal
Designated Funds  Ressnve Funds Funds
Funds
2011 2011 201% 2011 2010
[ncoming Resources Hotes £ £ £ £ £
Incoming resources from
generated funds:
Voluntary Income:
Denations 2 15,095 - . 15,085 3658
Friends of CAB 2 - - . - 2,248
Robertson Trust 2 - 5,000 . 5,000 5,000
Interest receivable 2 42 - . 42 50
Incoming resources from
charitable activities:
Coaore Grant {SBC) 3 £3,323 - A 53,323 53,323
Money Advice Grant 3 - 8,500 < 6,500 6,500
Credit Crunch Funding 3 - 11,339 - 11,338 14,466
Waverley Housing Project 3 - 86,977 - 6,977 5416
Deferred Grant Released 3 - - - - 8,500
IASS Funding 3 - - - - 750
Fairer Scolland Fund 3 - - - - A50
Total incoming resources 68,460 29,816 - 98,276 96,041
Resources Expentded
Cosls of Core Activily ’ 4 50,614 - - 50,514 57,673
Project Costs 4 - 414,347 - 41347 36,506
Governance Costs 4 3,015 - - 3,018 3,039
Total Resources Expended 53,629 44,347 - 094,876 97,218
Net Income for Year 14,931 (11,531) - 3,400 (1,177}
Fransfer between Funds {5,325) 5314 11 - -
Not movemnent in Funds 9,608 {6,217) 11 3,400 {1,177}

Total Funds Brought Forward 18,3986 10,067 93,079 123,442 124,618

28,002 4,780 93,000 126,842 123,442

Total Funds Carried Forward

The statement of financial activitles includes all galns and losseas In the year. All incoming resources and resourcas

expended derlve from continulng activities.
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. CENTRAL BORDERS CGITIZENS ADVICE BUREAU
BALANCE SHEET AS AT 31 MARCH 2011

201 2010
Notes £ £ £
Fixed Assels
Tangible Assets 8 83,080 3,079
Current Assets
Dabtors 9 1,767 -
Cash at Bank and in hand 33,434 30,5618
35,201 30,518
Creditors: amounts falling
due within one year 10 {1,449) {1&5)
Net Current Assets 33,752 30,363
126,842 123,442
Unrestricted Funds
Caplital Resenve iz 93,080 83,079
Designatad funds 12 7,562 7,662
General Reserne 12 21,440 11,834
122,092 112,475
Restricted Funds 12 4760 10,967
Total Funds 126,842 123,442

For e year anded 31 March 2011 the company was entilled to exempfion from audit under section
477 of the Companies Act 2008 relating to small companles.

Members have not required the companyto ablain an auditin accordance with section 478 ofthe
Companies Act2006.

The directors acknowledge their responsibilify for:
1) Ensuring the company keeps accounting records which complywith the requirements of the Act; and

2) Prepailng accounts which give a frue and fair iew of the state of affairs ofthe company af the end of the
financlal yoar, in accordance with the provisions applicabie to companies subject {o the small companies’

regime.

The accounis have heen prepared in accordance with the speclal provsions of the Companies Act 2006
retating to smail companles.

Approved by the Campany Board of Direclors at the Board Meeting held on 7th Septemb%zoﬂ ar/l‘d signed
on the Board's behalfby:

MR.BuckleyCAFAWMEM * | ’ / 1.Puns

Company Treasurer €ompanyChalr ___ e




Notes Forming Part of the Statement for the Year Ended 31 March 2011

1. Accounting Policies

The principle accounting policies are summarised below. The accounting policies have been
applied consistently throughout the year and in the preceding years.

{a) Basis of Accounting

The financial statements have been prepared under the historical cost convention, as
modified by the inclusion of fixed assets at current value and in accordance with the
Companies Act 1985 and the Statement of Recommended Practice: Accounting and

Reporting by Charities issued in March 2008.

(b}  Fund Accounting

2 Unrestricted funds are available for use at the discretion of the trustees in furtherance of
the general objectives of the Charity.

° Designated funds are unrestricted funds earmarked by the Board of Directors for
particular purposes. )

e Restricted funds may be subject to restrictions on their expenditure imposed by the donor.

(c) Incoming Resources

° Voluntary income s received by way of grants, donations and gifts and is included in full
in the statement of Financial Activities. Grants, where entitlerent is not conditional on delivery

of a specific performance by the charity are recognised when the charity becomes
unconditionally entitled to the grant. Grants received in advance are treated as deferred income

and are recognised In the year in which they are being used.

o Donated services and facilities are included at the value to the charity where this can be
quantified. The value of services provided by volunteers has not been included in these
accounts,

(a) Resources Expended

Expenditure is recognised on an accrual basis as a liability is incurred. Expenditure
includes any VAT which cannot be fully recovered, and is reported as part o the

expenditure to which it relates:

° Costs of generation funds comprise the costs associated with attracting voluntary

income,

s Charitable expenditure comprises thase costs incurred by the charity in the delivery of its
activities and services for its beneficiaries. It includes both costs that can be allocated directly
to such activities and those costs of an indirect nature to support them.
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s Governance costs include those costs associaled with meting the constitutional and
statutory requirements of the charily and include the costs linked to the strategic management

of the charity.

o All costs are allocated between the expenditure categories of the SoFA on a basis
designed to reflect the use of the resources. Costs relating io a particular activity are allocated

directly, others are apportioned on an appropriate basis set out in note 4.

(¢} Fixed Assets

Tangible fixed assets are stated at the lower of cost or current value. Equipment,
furniture and fittings are reviewed annually and are stated at the greater of 10% of costs,
or, cost less an appropriate deduction calculated as follows:-

s Furniture and Fittings 15% per annum Straight Line
® Office Equipment 20% per annum Straight Line
. Computer Equipment 25% per annum Straight Line

The value of the foregoing items is reviewed annually and written down for impairment.
Heritable properiy is stated at cost in view of the company’s policy to keep the property

fully maintained and in good order.

As all assets have been reviewed, obtained at written-down cast, or purchased in the
current year, no specific allowance for depreciation has been ncluded in these accounts.
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CENTRAL BECRDERS GITIZENS ADVICE BUREAU
NOTES TO THE FINANCIAL STATEMENTS (continued)

2 Donations
Unrestricted Restricted Total Total
2041 2011 2011 2010
£ £ £ £
Nominated grants:
Friends of Central Borders CAB - - - 2,218
Robertson Trust - 5000 5,000 5,000
General donalions 165095 - 15,095 365
Interest Recsived 42 - 42 50
15,137 5,000 20,137 7,633

3 Incoming Resources from Activities to further the Charity's Objects

Unrestricted Restricted Total Tofal
2011 2011 2011 2010
Scottish Borders Council: £ £ £ £
Annual Grant 53,323 - §3,323 53,323
Moneay Advice Grant - 8,800 6,500 6,500
Cradit Crunch Funding - 41,339 14,339 14,468
Wavariey Housing Project - 6,877 8,877 5,418
Deferred Grant Released " - - £,500
IASS Funding - - - 750
Fairer Scotland Fund - - - 450
63,323 24,816 78,139 - 88,408 _
4 Total Resources Expended
Basls of Sovernance 2014 2014
Alfocation Core Activity Project Costs Costs Tota Total
Costs directiy £ £ £ £ £ £
allecaterd to activities
Staff reiated cosis Time 33,667 39,881 3,000 76,648 72776
Travel & training Direct 3,673 103 - 3,776 5,183
Insurance Direct 8969 - - 969 908
Operating expenses Usage /Est 4,830 457 18 2,302 2,008
Electricity / Gas / Water Core 3,628 .- - 3628 2,788
Communicalions Estimate 1,141 2856 - 1,426 1,653
Premises related Core 1,401 - - 1,401 6,641
Office cosls Transaclions 2,226 667 - 2,783 2,658
Sundrycosts 217 64 - 271 744
Depreciation charge for year 1,772 - - 1,772 1,768
Total resources expended 50,514 44,347 3,018 94,876 97,218
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CENTRAL BORDERS CITIZENS ADVICE BUREAU
NOTES TO THE FINANCIAL STATEMENTS {continuad)

5 Staff Costs and Numbers

Staif costs were as follows: 2014 2010
£ £
Salares 88,124 64,578
Soclal Security costs 5,971 5,745
Pension costis 2453 2453
76,548 72,776

Mo employee received emoclumenis in excess of £60,600

Pension confibutions towards defined contribufion schemaes for 2

smpioyses £ 2453 £ 2,453

Note: Pension costs relate io payments made by Ceniral Borders Citizens Advice Bureau into a defined
coniribufion scheme chosen bythe employee. The scheme is administered independently of the Citizens

Advice Bureau,

The average number of paid employees during the year, calculated on the basis of full ime equivalents

was as follows;
2011 2010
Number Number

Manager 1.00 1.00
Advice and information 1.16 077
Administration and support 1.00 0.50
Total

3.16 2.27

& Trustee Remuneration & Related Party Transactlons

Mo member of the Board of Directors nor any person connecled ic any of them received any remuneration
in the year.

Mo expenses were reimbursed to any Board members in the year.(20610 - £548).

No member of the Board of Directors or othar person relaied to the charity had any personal interest in any
contract or transaction entered into by the charity during the year. (2010-nil)

7 Taxation

As a charity, Central Borders Citizens Advice Bureau is exempt from taxon income and gains failing within
Seclion 505 of the Taxes Act 1988 or Section 256 of the Taxalion of Chargeable Gains Act 1992 {o the exent
that these are applied 1o its charitable objects. No tax charges have arisen in the Charity.
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CENTRAL BORDERS CITIZENS ADVICE BUREAY
NOTES TO THE FINANCIAL STATEMENTS {continued)

8 Tangible Fixed Assels

Office Egnt Premises Total
E £ £
Assets brought forward (book valus at 1 April 2610) 7,078 86,004 93,079
Assets disposed of (Scrap) - - -
Assets disposed of {sold) - - .
Less written down for impairment (1,772} - {1,772}
5,303 86,004 91,307
Additfons 10/11 1,783 - 1,783
Net Asset Value at 31 March 2011 7,088 86,004 93,090
9 Debtors 2911 2010
£ £
HMREC - PAYE/MNIC {overpayment) 1,767 -
1.767 -
10 Creditors; Amounts Falling Due within One Year 2044 2010
£ £
HMRC - PAYEMNIC 1,449 155
1,449 185
11 Analysis of Net Assets Between Funds
Generai Designaied  Restricted Capital Total
Funds Funds Funds Reserve Funtis
£ £ £ £ £
Tangible fixed assels - - - 83,080 93,080
Cuirent assels 22,8389 7,562 4,750 - 35,201
Current liablliies {1,448} - - - (1,449)
Nat assefs at 31 March 2011 21,440 7,662 4,750 93,090 126,842
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CENTRAL BORDERS CITIZENS ADVICE BUREAU
NOTES TO THE FINANCIAL STATEMENTS {continued)

12 Movements In Funds
At 1 April Incoming Outgoing Transfers At 31 March

2010 Resources  Resources 2011
£ £ £ £ £

Restricted funds:

Money Advice 500 6,500 7,000 - -
Robertson Trust 3,750 5,000 10,314 5,314 3,750
Kinship Care 3,000 2,000 - 1,000
Gredit Crunch Funding ete. 3,717 11,339 15,088 - -
Waverley - 6,977 6,977 - -
Total Restricted Funds 10,967 29,818 41,347 5,314 4,780
Unresfricted Funds:

Designated staff conlingencyresarve 7,582 - - - 7,562
General Funds 11,834 68,480 53,529 {5,325} 24,440
Total Unrestricted Funds 19,308 68,460 53,629 {5,325) 29,002
Capital Reserve 93,079 - - 11 93,090
Total Funds 123,442 98,276 94,876 - 126,842

Purposes of Resiricted Funds

Money Advice: This is an aliocation of funds (£8,500) provided by Scottish Govemment, throtgh

Scatiish Borders Council for the provision of advice to clients on financlal matters. The
balance of £500 brought forward was also spent delivering this sendce in the year.

Agrant of £6,000 was recelved from the Robertson Trustin December 2010 for
additional work due fo the credit crunch and the increase in demand for advice
sanices. The balance carrled forward is to confinue the sendce until December 2011.

Reohertson Trust

This is a three year project funded by Scotlish Govermment from October 2008 to
Qclaber 2011 to cover £2,000 per annum for the costs of the project. The balance of
£1,000 is the remaining & months of funding.

Kinship Care

This is addilional funding provided e CABs to cope with the increase in demand for
the sendces due fo the credit crunch. The balance brought forward was also spentin

the current year.

Credit Crunch Funding

Furpose of Designated Funds

Staff Contingency Reserve:  The Board of Directors has determined that this fund be esiablished o contribute to

(&) redundancy payments in the event of the bureau having to close and {o) for
unplanned staffing requirements,

Capital Reserve: This is comprised of the wrifflen down value of the net tangible assels as at 31st
March 2011, together with capitalised expenditure in the curreni year.
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PEEBLES AND DISTRICT CITIZENS ADVICE BUREAU

REPORT OF THE MANAGEMENT COMMITTEE

The Management Committee submits its Annual Report and Accounts for the year ended

31% March 2010.
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PEEBLES AND DISTRICT CITIZENS ADVICE BUREAU
REPORT OF THE MANAGEMENT COMMITTEE {cont)

Structure, Governance and Management

The Bureau is an unincorporated association governed by its Constitution and is recognised
as a Scottish Charily No SC 004800. Responsibility for managing the Bureau lias with the
Management Committes, whose members are Trustees under Charity Law. Persons over
the age of 18 who live within the Peeblesshire erea are eligible for appointment to the
Management Commiltee. The Bureau Manager and fwo members of voluntary siaff are
eligible for membership providing that members of staff do not exceed one third of the total

membership of the Committes.

The Commiltee elects a Chair from amongst its members, excluding members who are also
meambers of staff.

Objects and Activities
The Bureaw’s Constitution states that #ts purpose is to benefit the community of Peeblesshire

and surrounding district by:

« Advancing the educaticn of the public in matters refating to mental, physical and
social welfare.
» By refieving poverty.

The Management Commiltee have advanced these objects by operating an advice centre in
Peebles. [t has also undertaken the NHS {ASS project to identify and provide advice and
help to people who wish {o raise particular issues with the NHS,  This is funded by the NHS

and use of these funds is restricted o the project.
Achievements and Performance

During the year under review (2009/10) the Bureau had 2,131 contacts with clients and dealt
with 6,692 issues. The confirmed client financial gains in the year amounted to £769,000,
During this year the Bureau dealt with 118 new debt cases, with a debt total of £3.7m

Financial Review
In addition to core funding granis from Scottish Borders Council the Bureau also secured

funding for the ongoing NHS 1ASS project for a further year and is funding the Money Advice
programme for next year from Reserves. The Bureau has recorded an increase in funds for
the year of £7,864 and has sufficient funds in order to continue to pursue its objectives. The
Bureau is moving forward with plans for new and improved premises, and has reserves in

place to pursue that project.

Pians for Future Periods
The Bureau will continue to provide its advice service and will operate the NHS IASS project

untif funding ends in March 2011. The future of this service is uncertain and it is difficult to
establish what type of service, if any, will replace it. In view of the obvicus benefits identified
through the empleyment of a pari-fime Money Advice Worker, the Management Committee
decided to use reserve funds o pay for the continuafion of the post following the end of
funding previously provided to establish the post. Current financial restrainis across the
Public Sector will determine the amount of core funding that will be provided to the Bureau
and this will almost certainly affect the service provided. The most important faclor affecting
the current provision of service is the poor quality of our premises and our determination to

move to more suftable accommodation.




INDEPENDENT EXAMINER’S REPORT TO THE TRUSTEES OF PEEBLES AND
DISTRICT CITIZENS ADVICE BUREAU

| report on the accounts of the charity for the year ended 31* March 2010 which are sat out
oh pages 4 {0 8.

Respective responsibilifies of trusfees and examiner .
The charity's trustees are responsible for the preparation of the accounts in accordance with
the terms of the Charities and Trustee Investment {Scofland} Act 2005 and the Charities
Accounts (Scotiand) Regulations 2006. The charily frustees consider that the audit
requirement of Regulation 10 (1} (a) to (¢} of the Accounts Regulations does not apply. 1tis
my responsibility to examine the accounts as required under saction 44(1) (¢) of the Act and
to state whether particular matters have come to my aitention.

Basis of independent examiner's statement
My examination is carrfed out In accordance with Regulation 11 of the Charltles Accounts

(Scotland) Regulations 2006. An examination includes a review of the accounting records
kept by the charity and a comparison of the accounts pressnied with those records, It also
includes consideration of any unusual items or disclosure in the accounts, and seeks
explanations from the trustees concerning any such matters. The procedures underiaken do
not provide alf the evidence that would be required in an audit consequently | do not express
an audit opinion on the view given hy the accounts.

Independent examiner’s statement
In the course of my examination, no matter has come to my attention

1. which give me reasonable cause fo believe that in any malerial respect the
requiraments:
» fo keep accounting records in accordance with Section 44{1) (a) of the 2005
Act and Reguilation 4 of the 2008 Accounts Regulations, end
= to prepare accounts which accord with the accounting records and comply
with Regulation 8 of the 2006 Accounts Regulations have not been met, or
2. towhich, in my opinion, altention should be drawn in order to enable a proper
understanding of the accounts {o be reached.

Charles Gray
Chartered Accountant

Address: Charles Gray & Co
High Street
PEEBLES

Date:




PEEBLES AND DISTRICT CIiTIZENS ADVICE BUREAU
NOTES ON ACCOUNTS

For the Year ended 31% March 2010

Nofa1 ACCOUNTING POLICIES

a)

b}

c)

d)

e}

Accounting Convention

The Accounts have been prepared on the historical cost convention and in
accordance with Accounting and Reporting by Charities: Statement of
Recommended Practice (2005); applicable Accouniing Standards, the
Charifies and Trustee Invesiment {Scolland) Act 2005 and The Charities
Accounts {Scotland) Regulations 2006.

Granis

Granis are recognised in the Sfatemeni of Financial Aclivities when
receivable. Grants for future periods paid in advance are deferred.
investment Income

invesiment income is recognised in the Stalement of Financial Activities
when it is received.

Recognition of Liabilities

Expenditure is included when incurred,

Fund Aceounting

Details of the nature and purpose of each fund is set out in Nole 2,

Taxation

The organisation is a recognised Scoftish Charity and is therefore exempt
from liabliity to Corporation Tax and Capital Gains Tax.




PEEBLES AND DISTRICT CITIZENS ADVICE BUREAU

STATEMENT OF FINANCIAL ACTIVITIES

For the Year ended 31sf March 2010

Note

Incoming Rescourses
Fram Generated Funds
From Charitable Activities
From Reserves

Total Incoming Resourses
Resources Expendead
Charitable Activities
Govermnance Cosls

Total Resources Expendead

Net Movement in Funds
Total Funds Brought Forward

Tofal Funds Carried Forward

N N M

[S- IR 4]

2010

2010

2010

Unrestricted Restricted Total

1332
63975

865307

47723
1144

48867

16440
37548

53588

37488

37499

48075

48075

-8576

13250

4674

1332
101474

102806

03788
1144

24842

7864
50798

58662

2009
Total

2380
87521

89901

77817
760

78377

11524
39274

50798




PEEBLES AND DISTRICT CITIZENS ADVICE BUREAU

BALANCE SHEET

As at 31st March 2010

Note 2010 2009
Current Assets
Cash at Bank and in Hand £ 72383 56083
Creditors
Due within one year 8 -13721 -5285
Net Assels £ 53662 50798
Funds
Unrestricled Income Funds 53988 37548
Restricted Income Funds 7 4674 13250
Total Funds £ 538662 50798

Approved by the Management Committee

Andy Crawley - Chair

Kate Thomson - Treasurer




PEEBLES AND DISTRICT GITIZENS ADVICE BUREAU

NOTES ON ACCOUNTS

For the Year ended ¥st March 2010

Note2  INCOMING RESOURCES

From Generated Funds

Voluntary income - Donations
NHS IASS
Investment Income - Bank Interest

Total Generated Funds
From Charitable Activities

Granis
Scotlish Borders Council
- Core Funding
Scoltish Executive
- Money Advice
NHS Borders
- JASS Funding
Kinship Care
Money Advice Worker

Total from Charitable Activities

2010

2016

201¢

Unrestricted Restricted Total

530
750
52

1332

51622

£500

6000
853

63975

24504

12095

37499

530
750
52

1332

51622
5500
24504
6000
13848

101474

2009
Tofal

610
1500
270

2380

50559

5500

29498

1564

87521




PEEBLES AND DISTRICT CITIZENS ADVICE BUREAU

NOTES ON ACGCOLUNTS
For the Year ended 31st March 2010

Note 3 RESOURCES EXPENDED

Charitable Activities

Costs Directly Allocated to Acctivities
Staff Cosis

Travel

Training

Sub Total

Support Cosis Allocated to Activities
Premises Cosis

Communication Costs

Postage, Print, Stationery

Repairs & Replacements

Subscriions

Other Bureau Operating Cosis

Other Costs

Sub Totail

Governance Costs
Cosis Directly Allocated to Activities

Annual Conference
Indemnity Insurance

Total

Note 4 STAFF NUMBERS

The average number of employees during the year was 4 (2008, 4}.
There were no employees whose emoluments exceasded £30,000.

2010

2010

2010

tnrestricted Restricted Total

40598
1136
501

42235

2137
1387
2030

368
-1712
1278

5488

542
802

48887

32481
835

33316

257

377

5272

5853

12758

46075

73079
1871
501

75551

2137
1644
2407

368
3560
8131

18247

542
662

94942

The members of the Management Committee received no remuneration (2009, Nil}.

Expenses re-imbursed to Management Committee Members £257 (2000 £305).

2009
Total

60792
1835
283

62890

2066
1681
2115
23086

331

45
5783

14727

215
545

78377
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PEEBLES AND DISTRICT CITIZENS ADVICE BUREAU
NOTES ON ACCOUNT

For the year ended 31st March 2010

Note 5 DEBTORS

Sundry Debtors and Prepayments £

Note &8  CREDITORS

Bue within one year
- income received in advance £
- Sundry creditors

Note 7 FUNDS

Restricted Income Funds
NHS IASS

Kinship Care

Monay Advice Worker

CONTROLLING PARTY
The Charlty is controlled by the Management Commitiee,

2610

11863

1758

13721

4674

4674

2008

2585
2700

5285

6397
6000
853

13250
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PEEBLES AND DISTRICT CITIZENS ADVICE BUREAU
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PEEBLES AND DISTRICT CiTIZENS ADVICE BUREAU
REPORT OF THE MANAGEMENT COMMITTEE {cont)

Striucture, Governance and Management

‘The Bureau Is an unincarporaled assoclalion governed by lis Conslitutlon and Is recognised
as a Scollish Charlty No SC 004900. Responsibility for managlng the Bureau fies with the
Management Committee, whose members are Trustees under Chailly Law. Persons over
the age of 18 who llve within the Pseblesshlre area are eligible for appolniment to the
Management Commiltes. Tha Bureau Manager and lwo members of voluniary staff are
eligible for membership providing that mambers of slaff do not excead one third of the totat

membership of the Commiltes.

The Commiites efects a Chalr from amongst ils members, excluding members who are also
members of staff.

Objects and Activitles
The Bureau's Constitution states that lts purpose is to benefif the communtly of Peablasshire

and stirrounding district by:

+ Advancing the education of the public In maliers refaling to mental, physical and

social wellare.
+ By refieving poverly.

The Management Commifiee have advanced thesa objecls by operating an advice centre In
Pesbies. It has also undertaken the NHS IASS {Independent Advice and Support Service)
projest to identlfy and provide advice and help to people who wish to raise parlicular Issuas
with the NHS. This is funded by the NHS and use of thess funds is restricled to the project.
The project covers the whole of the Scollish Borders Region,

Achlevements and Parformance

During the year under review {2010/11) the Bureau had 1,827 conlacls with clients and dealt
with 6,204 [ssues. The conflrmed clenl financial gains In tha year amounted lo £275,284.
During this year lhe Bureau daalt with 112 new debt cases, with a debt tofal of £1.11m.

Financial Review
In addifion fo core funding grants fram Scellish Borders Councll the Bureay also secured

funding for {he ongolng NHS 1A8S project for a further year and funded tha Money Advice
programme for the year from reserves, It Is anticipated that the Bureau will not be able to
stslaln this further Into the new financlal year. The Bureau has recorded a decrease in funds
for this vear of £1,832 but has sufficlent funds in order to continue 1o purstie its objectives,
The Bureau [s currently In the final stages of securing the use of new, improved premises and

has reserves in place o pursue this project.

Plans for Future Perlods
The Bureau will confinue o provide ils generic advice service and It Is anliclpated that a

replacement service for FASS will be In place by summer, 2011,  With the passing of the
Palients’ Rights Act there is now an obligalion for NHS areas to formally create Patlents
Advice and Support Sejvices (PASS). The Bureau Is also In the {inal stages of bacoming
incorporated as a company iimiled by guarantes, bringing if into line with other Bureaux in
Scottand. Cuirent financial restraints across the public sector will determine the amounts
and methods of providing financlal support to the bureau, which will undoubtedly affect the
service provided. However, the move Infto new, purpose built premises wiil enable the
bureau fo offer a mush Improved service to 1he clients.




INDEPENDENT EXAMINER'S REPORT TO THE TRUSTEES OF PEEBLES AND
DISTRICT GITIZENS ADVICE BUREAU

| report on the accounts of the charlty for the year ended 31" March 2011 whish are set out
on pages 4 10 8,

Respectlve responsibliities of trustess and examinsr

The charily's trustees are responsible for the preparation of the accoun(s in accordance wilh
the terms of the Charitiss and Trustee Invesiment {Scotland) Act 2005 and the Charities
Accounts (Scotland) Ragufations 2008. The charlly frustees consider $hat the audi
requirement of Regutation 10 (1) (a} to {¢) of the Accounts Regulations does not apply. It is
ray responsibllity to examine the accounts as required under sectlon 44{1) {¢) of the Acl and
to state whether particular matters have come o my attention,

Easis of indepandent axaminst's statement

My examination Is carried oul In accordance with Regulation 11 of the Charltiss Accounts
{Scotland) Regulations 2006. An examinalion Includas a review of the accounting records
kep! by the charily and a comparison of the accounis presented with lhose records. 1t also
includes consideration of any unusual ftems or disclosure in the accounts, and seeks
axplanations from {he trusteas concerning any such matters. The procedures undertaken do
nol provide all the avidence that would be required in an audit consaquently 1 do not express
an audit opinlon on the view glven by the accounts.

independent examlner's statement
I the course of my examlination, no maller has comae to my attention

1. which give me reasonabla cause lo belleve thal in any raaterial respect the
raquirements:
+ o keep accounting racords in accordance with Section 44({1) (a) of the 2005
Actand Regulation 4 of the 2005 Accounts Regulations, and
+ to prepare accotinis which accord with the accounting records and comply
with Regulation & of the 2006 Accounts Reguiations have nof been met, or
2, towhich, inmy opinlon, aitention should be drawn In order to enable a proper
understanding of the accoun!s to he reached.

Charles Gray
Charterad Accountant

Address: Charles Gray & Co

High Sfraet
PEEBLES

Date:




PEEBLES AND DISTRICT CITIZENS ADVICE BUREAU
NOTES ON ACCOUNTS
For the Year ended 31* March 2041

Note 4 ACCOUNTING POLICIES

a)

h)

o)

d}
®)

7)

Aceounting Conventlon

The Accounts have basnh prepared on the historical cost convendion and in
accardance with Accounting and Reporiing by Charities: Slalement of
Recommendad Praciice (2005}, applicable Accounting Slandards, the
Chariies and Trustes Invesimant (Scoiland) Act 2005 and The Charilles
Accounts (Scotland) Regutations 2008,

Grants
Grants are recognised in the Statement of Flnancial Aclivitles when

racelvable, Granfs for future pariods paid In advance are deferred,
Investment Income

Investment Income Is recognised in the Statament of Financial Aclivities
when it Is recelved.

Recognition of Liabililles

Expenditure Is included when incurred.

Fund Accounting .
Details of the nalure and puzpose of each fund is sel outin Note 2,

Taxation
The crganisation Is a recognised Scoltish Charily and ls therefore exempt

from liabillty to Corporalion Tax and Capilat Gains Tax.
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PEEBLES AND DISTRICT CITIZENS ADVIGE BUREAU
BALANGCE SHEET
As at 31st March 2049

Note

Clirrent Assels

Cash at Bank and In Hand £

Cratlitors

Due vithin one year 4]

Not Assets £

Funds

Unreslrcled Incoms Funds
Restricted Income Funds 7

Total Funds

Approved by the Management Commiltee

Anldy Crawley - Chalr

Kate Thomson - Treasurer

201

85704

-8873

56831

49430
7401

66831

2010

72383

-137214

58682

53988
4674

58662




PEEBLES AND DISTRICT CITIZENS ADVICE BUREAU

STATEMENT OF FINANCGIAL ACTIVITIES

For the Year ended 31st March 2014

Note

Incoming Resources
From Ganerated Funds
From Charitabla Aclivities
From Reserves

Total Incoming Resourses
Resources Expended
Charitable Activities
Govarnance Costs

Total Resources Expendead

Net Movement In Funds
Total Funds Brought Forward

Tofal Funds Carried Forward

MMM

2011

2014

Unrestricted Restrlcted

311
57122

57433

86741
1250

61691

-4558
53988

48430

24268
12000

36268

33641

33841

2727
4674
7401

2011
Total

311
81360
12000

937

94282
1260

86532

-1831
58662
56831

2010
Total

1332
101474

102800

§43798
1144

04042

7864
50798

58662




PEEBILES AND DISTRICT CITIZENS ADVICE BUREAU

NOTES ON AGCOUNTS

For the Year ehded 31st March 2611

Note2  INCOMING RESOURCES

From Generatad Funds

Volunfary Income ~ Donations
NHS IASS
Investment Income - Bank Interest

Total Generated Funds
From Charitable Actlvitles

Grants
Scoitish Borders Councl
- Core Funding
Scotllsh Execullve
- Money Advice
NHS Borders
- JASS Funding
Kinship Care
Money Advice Worker

Total from Charitabie Activities

2011

2011

2011

Unrestricted Restrlotad Totfal

269
42
314

57433

342

342

23928

24268

611
42

653

51622
5500

23926

81701

2010
Total

530
750
52

1332

51622
5500
24504
6000
13848

101474




PEEBLES AND DISTRICT CITIZENS ADVICE BUREAU

NOTES ON ACCOUNTS
For the Year ended 3ist March 2044

Note 3 RESOURCES EXPENDED

Charitable Activitles

Cosfs Directly Alfocated to Astivities
Staff Cosls

Travel

Training

Sub Totat

Suppori Costs Alfocaled to Actlvities
Premises Costs

Cominunlcatfon Costs

Postage, Print, Stationery

Repalrs & Replacements

Subscilflons

Other Bureau Operating Cosls

Cther Cosls

Sub Tofal

Governance Costs

Costs Directly Allocated to Activitles
Annual Conference

Indemnily insusance

Total

Note 4 STAFF NUMBERS

The average numbar of employeas during the year was 4 (2010, 4).
There were no employees whose emolumenis exceedad £30,000.

201

201

2011

Unrestrictod Restricted Total

40688
1006
100

41704

2120
1654
12562

392
1719
12000

19037

g3z
618

61091

32382
725

33107

318

116

434

33541

72980
1731
100

74811

2120
1872
1368

392
1718
12000

18471

632
518

85532

The members of the Management Commitlee received no remuneration (2010, NI

Expensss re-imbursed lo Management Commitiee Members £158 {2010 £267).

2040
Total

73079
1971
&

76651

2137
1644
2407

358
3560
8131

18247

542
602

04042

10




PEEBLES AND DISTRICT CITIZENS ADVICE BUREAU
NOTES ON AGGOUNT

For the year ended 31st March 2041

Naote 5 PEBTORS

Sundry Deblors and Prepayments

WNote8  CREDITORS

Due wihin one year
- Income received in advanca
- Sundry creditors

Note7  FUNDS

Restrictad Incoma Funds
NHS IASS

Kinship Care

Money Advice Worker
Friends of GAB

CONTROLLING PARTY
The Charity Is conlrolled by the Management Commillee,

2011

5081
2892

8873

5374

1689
342

7405

2010

11963

1768

13724

4874

4874

11







