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This is the end of my 
first year as Chair of 
the Board of Directors 
and I am pleased that 
the momentum of 
change since 2006 has 
continued.  

In the voluntary sector 
it has become  essen-
tial that organisations 
adapt and re-invent 
themselves in order to 
sustain their positions. 
I believe that we have 
achieved this goal 
admirably, diversify-
ing into new advice 
areas and positioning 
ourselves at the fore-
front of change. 

I commenced my in-
volvement with the 
Bureau firstly at 
Academy Street as a 
volunteer in 1997 un-
til 1999 and then 
worked from 2003 in 
the evenings as a vol-
unteer at what was 
then Raigmore CAB, 
now an outreach of 
Academy Street. 

I was therefore sad-

dened with the reduc-
tion of funding by 
NHS Highland from 
April 2007 for the 
hospital advice ser-
vice. The impact upon 
clients at Raigmore 
Hospital with a 
greatly reduced ser-
vice, was immense.  
However we managed 
to save the service 
from total closure and 
have retained a pres-
ence on site offering a 
valuable albeit re-
duced service. 

I should also like to 
thank all the staff for 
their continued com-
mitment and dedica-
tion  throughout the 
year welcoming new 
starters and wishing 
those leaving us every 
success in the future. 

The volunteers con-
tinue to provide the 
life blood to the ser-
vice providing the 
valuable expertise to 
the community. Their 
contribution is im-
mense and if we had 

to pay them it would 
have cost in excess of 
£300,000! 

These as I have said 
are challenging times 
especially financially! 
We need to ensure 
that we continue to 
take every opportunity 
to increase income for 
the Bureau and strive 
to continue providing 
a quality service to the 
residents of our area. I 
am confident as we 
look forward that the 
Bureau will consoli-
date its position fur-
ther and that we can 
recruit new Volunteer  
Advisers to increase 
accessibility for cli-
ents. 

This year has pre-
sented many issues 
for the Board to take 
account of and I  am 
sure 2008/9 will as 
well! 

 

Dawn McAleer 
Chair 

 

Inverness Citizens Advice 

Bureau 

Annual Report 2007/2008 

Chair’s Report 
Special points of interest: 

Inverness CAB has over 28,000 

enquiries per year. 

Inverness CAB can visit house-

bound clients in their homes 

mimimising exclusion. 

Inverness CAB has Specialist 

Money Advice Workers. 

Inverness CAB gives Advice 

Over The Telephone using call 

centre technology. 

Inverness CAB  is a LOCAL 

Registered Charity. The Manage-

ment Committee consists of Local 

People. 

Inverness CAB depends upon 

Local Organisations for its Fund-

ing. 

Raigmore Outreach is one of very 

few CABx based at a major Hos-

pital. 

Inverness CAB is striving to 

expand its services across our 

Area. 

Macmillan CAB provides advice 

and support for cancer patients 

and their families throughout the 

Highlands. 

We are audited to ensure that 

clients receive good quality of 

advice. 

Macmillan CAB works with other 

Local Agencies to enhance the 

quality of life for cancer patients 

Inverness CAB with Offices in 

the City Centre means Local 

people have local access to local 

advisers. 

Inverness CAB has specialist 

workers in Welfare Rights, Dis-

crimination Issues, Tax Credits 

and Issues facing Migrant Work-

ers. 

WE ALWAYS NEED VOLUN-

TEERS! 

 

C i t i zen s  Ad vi ce  
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Help at the Heart of 

Your Community. 
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Linda McCulloch 

Margaret Anderson 

Nikki Blair 

Dona Carnochan 

Helen Jenner 

Eileen Mills 

Melissa MacDonald 

Marta Chaba 

Linda Swanson 

Wilma Ross 

Alan Bartlett 

David Robertson 

Ismatara Rupa 

Jodie Smiga 

Ethel Taylor 

Jillian Tilford 

Rosalind Valvona-Smith 

Shancy Vivara 

Tony Wight 

 

 

 

 

 
 

 

 

 

 

 

 

 

 

 

 
 

Paid Staff 

 
Alasdair Christie 

Lesley Newton 

Pam Fargie 

Elaine Donnelly 

Iain Pirie 

Barbara MacAskill-Potter 

Jacqui Brown 

Peter MacIntyre 

Donna Campbell 

Money Advice Report 

Current Staff & Volunteers as at June 2008 

Inverness Citizens Advice Bureau  Page 2 

Volunteers 

Frances Abbot 

Helen Atkinson 

Denis Ayres 

Morag Baldwin 

Lena Ballantyne 

Stephen Bassett 

Win Behan 

Mary Cormack 

Jane Duncan 

Margaret Duncan 

Pat Escott 

Jannis Gillies 

Pat Gratton 

Ewan Hoyle 

Brygida Jolowa 

Janet Lindsay 

Rod MacDonald 

Joanna MacDonald 

David MacDonald 

Angus MacKay 

Sandra MacLean 

Ericka MacRae 

Helen MacGilp 

David McGrath 

Julia McMillan 

Mary McSween 

Kitty McWilliam 

Remco Mensert 

George Normington 

Josie O’Riordan 

Esther Pirie 

Esther Reid 

June Richards 

Donna Godsman 

John Gourlay 

Joanna Higgs 

Andrew Duncan 

Helen Cruikshank 

 

 

 

 

Serving the City  

&  

District of Inverness 

 
The so called Credit Crunch has not 
passed over Inverness. We have 
seen a dramatic increase in the num-
ber of clients approaching the Bu-
reau for assistance.   
 
These clients find themselves in 
situations of despair and increas-
ingly suffering from health prob-
lems as a result of the pressure, 
stress and burden caused by their 
financial worries.   
 
We aim to review the situation pre-
pare a budget for the clients that 
will let them cope with the situation. 
We will separate their debts into 
priority and non priority, negotiate 
with their creditors and act as a  

 
“buffer” thereby reducing some of 
the stress. 
 
In the last 6 months we have seen 
an increase in clients presenting 
serious mortgage arrears caused 
through the inability to meet the 
payments after the discount rate 
period on their mortgage has ended. 
This leaves them with a gap that 
they simply can not fund. We have 
encountered instances of credit 
cards being used to fund this gap, 
this is obviously not sustainable in 
the longer term.  
 
In September 2007 we successfully 
applied for funds from Lloyds TSB 
Foundation and The Robertson  

 
Trust which enabled us to 
recruit Melissa MacDonald 
to the team. This increase in 
staffing in the money advice 
team has helped us cope 
with the increase in clients 
and also to start to explore 
financial literacy. 
 
As we move into 2008/9 we 
can be sure that the number 
of clients seen and the de-
mand on this service will 
increase leaving us trying to 
recruit more money advice 
workers.  
   
 
 

 

 

 

 

Serving the City  

&  

District of Inverness 



high standards. The Audit lasted 3 

days and involves thorough scrutiny 

of cases advised on. The aim is to en-

sure that the Client is receiving 

“quality” advice and that all aspects of 

the clients situation are fully ex-

plored. The Audit is marked with 80 

being seen as very good. We scored 71 

which is an extremely good result and 

shows that we are easily meeting the 

criteria laid out in the Membership 

Requirements relating to Advice Giv-

ing. 

 

I should like to thank all staff and 

advisers who have been such stal-

warts and taken in their stride all the 

extras demanded of them. Without 

them there would be no bureau! 

 

The next 12 months is a critical period 

of change and re-orientation of Mid 

Bedfordshire Citizens Advice Bureau 

and I can safely say will contain many 

challenges and problems along the 

way. 

 

 

Alasdair Christie 

District Manager 

 

 

 

 

In last years Annual Report I ended 

my section with the following  

“ ….the period of time I have been in 

this position has been enjoyable, chal-

lenging, rewarding and of course at 

times frustrating.  

Lets hope 2004/5 is just the same!” 

Well it was all that and more. As the 

Chair says the first challenge was the 

funding followed by the restructuring 

of the Bureau and then the Audit! 

This was enough but we computerised 

on the way with a switch over to 

CASE! 

The transition from the paper system 

to CASE in July 2004 went extremely 

well and in spite of everyone's concern  

and nervousness the service was not 

effected too much and now in June 

2005 it seems that all our fears were 

unfounded. The quality of advice has 

not been impacted by the change to 

CASE,  although the number of en-

quiries we are able to deal with has 

reduced as a consequence. 

The funding issues are resolving 

themselves and in the Autumn we are 

hopeful of agreeing a 3 year funding 

programme with Mid Beds District 

Council for 2006/7 onwards. This will 

necessitate the restructuring of the 

Bureau as well as a change in prem-

ises.  

The current proposals are that we 

leave 10, Bedford Street in Ampthill 

and move to Ampthill Magistrates 

Court in Woburn Street. We will be 

sharing the building with Mid Beds 

DC and Beds County Council al-

though having our own private area.  

The accommodation planned consists 

of 3 interview rooms, a waiting area 

and general office. This is more than 

we presently enjoy. 

In Biggleswade the situation is more 

fluid but the current option is that we 

occupy the first floor of Century house 

surrendering the ground floor back to 

the Council. An additional room will 

be constructed on the first floor result-

ing in 3 interview rooms. A waiting 

area will be provided. Although 

smaller than at present we will have 

the same number of interview rooms. 

At Chicksands we will have space for 

6 workstations. The Admin and Tele-

phone Advice Service will be provided 

from this centre. There will also be 

the ability to see clients at Chick-

sands either on an appointment basis 

or emergency drop in. This site how-

ever will not be used as routine drop 

in for advice. The centralisation of the 

telephone advice service will enable 

us to provide a more accessible service 

for clients with more professional call 

handling capabilities (at present the 

equipment used is too basic). 

The Audit is in two parts Quality of 

Advice and Organisational. The Ad-

vice Audit happened in May 2005 and 

the second part will be in July 2005. 

The Audit is an extremely important 

part of the CAB service and checks 

that the service provided is meeting 
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New Developments for 

2008/9 

These will include:- 

1. Discrimination Advice 

Project. Funding re-

ceived from Equality and 

Human Rights Commis-

sion 

2. Tax Credit Take-Up Pro-

ject. Funding Received 

from Central Govern-

ment. 

3. Migrant & Ethnic 

Worker Project. Various 

Funders. 

4. Re-focusing of Raigmore 

Outreach. 

5. Housing Advice Case 

Worker. 

In 2008/9 we will have an Au-

dit carried out by Citizens Ad-

vice Scotland and this will re-

quire a considerable amount of 

work including training, sys-

tems review, best practices and 

continual improvement. I have 

always been customer/client 

driven aiming to ensure that 

our clients receive the best pos-

sible service available to them. 

In order that we meet all the 

Quality of Advice require-

ments we will be hiring an Ad-

vice Session Supervisor whose 

main focus will be on this area. 

I am sure that 2008/9 will con-

tinue to present opportunities 

for the Bureau to further its 

service. 

Alasdair Christie 

 

Firstly and most importantly I 

will start my report with a 

thank you to all the staff and 

volunteers working throughout 

the organisation. Without your 

dedication, skills and desire to 

help others we would not have 

a service. One of the major fac-

tors that make our service dif-

ferent from others is the gener-

alist advice offered by volun-

teers. Whenever I make pres-

entations, grant applications or 

show visitors around the bu-

reau it is this area that always 

surprises them the most and 

generated the majority of ques-

tions. 

Last year I wrote about 2007/8 

as being a period of consolida-

tion and that was in the main 

an accurate reflection on the 

year.  

At the start of 2007/8 there 

were two major worry areas for 

the Bureau: 

1. Raigmore Hospital Fund-

ing. 

2. Continuation Funding for 

the Migrant Worker Pro-

ject. 

We managed to secure funding 

from NHS Highland to provide 

a reduced service and employ 

Dona Carnochan to work on 

the Project. 

 

The Migrant Worker Project 

was always going to be a hard 

problem to resolve however we 

managed to raise funds from a 

very diverse group in order for 

the Project to continue.  

Service Developments  

Identified in last years Annual 

Report and the current Busi-

ness Plan included:- 

Virtual Call Centre 

This has been established and 

is one of the great successes of 

the year. We are habitually 

dealing with in excess of 1,000 

issues a month over the tele-

phone.  The technology behind 

this system means that we can 

arrange for telephones to be 

answered across all the sites, 

from staff homes and for the 

future other Bureaux. The long 

term aim is to provide one 

number for the Highlands. 

Longer Opening Hours 

We are now open from 9:30 

am to 4pm for personal callers 

and have increased the tele-

phone hours to include Satur-

day mornings and Tuesday 

evenings. This increase in ac-

cessibility to the service has 

resulted in a far more inclusive 

service. 

Office Move 

We are still trying to identify 

and finance a move away from 

Academy Street. We are hope-

ful that with the assistance and 

support of the Highland Coun-

cil that we will make signifi-

cant progress in this areas dur-

ing this current year. This ini-

tiative will have significant 

impact on services and will 

require a tremendous amount 

of management time. 

General Managers Report 
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Since the Project began we 

have handled 2,137 cases this 

equates to assisting many 

more people because all fam-

ily, carers and friends of the 

client are impacted when a di-

agnosis of cancer is made. 

 

This year we have dealt with 

just under 10,000 issues.  The 

perception from those outside 

of the Project is that the Rights 

Officers deal with Disability 

Living Allowance this is part 

of the service offered however 

the whole ethos is to provide 

holistic advice.  

 

Measuring the impact that our 

intervention has on the clients 

situation can be measured in 

financial terms through the 

In June 2007 Inverness CAB  

started exploring assembling a 

consortium of organisations, 

including all other Highlands 

and Western Isles  CABx,  to 

submit an application to the 

Big Lottery to replace the 

Macmillan CAB Partnership 

when its funding ends. 

 

This approach at its time was a 

little unique in that no other 

consortium of major players 

has been assembled with the 

aim of securing such a sizeable 

grant.   

 

Throughout this time we have 

been refining this exercise un-

til we reached the stage of  

submitting a final bid to the 

financial gains that we achieve 

on behalf of the clients. As at 

31st March 2008 the Financial 

Gains on the project from its 

commencement is £5,352,165.  

 

In the year we carried out an ex-

tensive survey of Clients and 

Health Care Professionals to 

find out their evaluation of the 

service provided.  

 
Clients told us that  

94% said they were very satisfied 

with the advice, information 

and support received from the 

Rights Workers and that the 

standard of advice was in their 

opinion high. 

 

98% said they would recommend 

the service to others. 

 

89% of clients said they had no idea 

they were entitled to any bene-

fit and would had not have 

known how to apply for it. 

 

Referring professionals told us that 

94% said that referring their pa-

tients to the project for Advice 

and Information it freed up 

clinical time which would oth-

erwise have been lost. This 

saving of time was estimated 

at being in the main between 

30 and 60 minutes per patient. 

 

84% said they were very satisfied 

with the service provided to 

their patients. 

 

Overall 2007/8 has been a busy 

year and the team are to be con-

gratulated for their dedication 

and commitment to the clients. 

 

2008/9 provides the opportunity 

to expand the service into other 

Life Limiting Conditions details 

of which are explained below.  

Macmillan  CAB Partnership 

Big Lottery together with a 

Business Implementation Plan 

in May 2008. If successful it 

will result in nearly £1,000,000 

of funding coming into our area 

over a 3 year period commenc-

ing January 2009. 

 

The other partners in this appli-

cation are: 

Macmillan Cancer Sup-

port 

Roy Castle Lung Cancer 

Foundation 

Arthritis Care 

Highland Hospice 

Chest Heart and Stroke 

Scotland 

Parkinson’s Society 

NHS Highland 

CABx in Highland and 

Western Isles. 

This new initiative will result in 

staff being based in Ross and 

Cromarty and Lochaber as well 

as Inverness. 

 

The partnership with other 

groups moves the Bureau away 

from solely working with clients 

associated with cancer to those 

impacted by other life limiting 

conditions.  

This may in turn help us to se-

cure funding from the Scottish  

Government who have identified 

those as affected by a life limit-

ing condition as a priority group 

to receive advice and informa-

tion services tailored towards 

their specific needs. So let’s 

keep our fingers crossed! 

Life Limiting Illness 
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Inverness Citizens Advice Bureau   

Statutory & Other Information 
 

Registered Address  103, Academy Street, Inverness IV1 1LX 

 

OSCR Charity Registration Number  SC003951 

 

Company Registration Number  SC136118 

 

Auditor Ritsons, Chartered Accountants,  

  27 Huntly Street, Inverness IV3 5PR 

 

Bankers  Royal Bank of Scotland plc 

  29 Harbour Road, Inverness IV1 1NU 

 

Solicitors  MacLeod and MacCallum 

  28 Queensgate, Inverness, IV1 1YN 
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And of Course The Numbers 

………………….. 
Inverness Citizens Advice Bureau

Analysis of Enquiries 2006/7

Topic 2007/8 2007/8 2007/8 2006/7 % 2008/9

Macs City Actual Actual Change Estimated

Benefits 6,811      8,570        15,381       13,316      15.5% 17,000       

Consumer 443         7,029        7,472        5,896        26.7% 8,000        

Employment 152         1,973        2,125        1,152        84.5% 3,100        

Housing 272         2,246        2,518        1,772        42.1% 2,800        

Legal 101         1,684        1,785        1,136        57.1% 2,800        

Relationships 210         1,137        1,347        1,003        34.3% 1,800        

Tax 87           1,272        1,359        875           55.3% 1,300        

Utilities 25           338           363           286           26.9% 650           

Misc 1,759      4,460        6,219        3,418        81.9% 6,900        

Totals 9,860      28,709       38,569       28,854      33.7% 44,350       

-            

Debt Issues 259         5,908        6,167        6,415        7,500        



Statement Of Financial Activities  
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A full set of Accounts is available upon request.  Please contact Alasdair Christie 

The Bureau accounts are audited by Ritsons Chartered Accountants, 27 Huntly Street, Inverness. 

INVERNESS CITIZENS ADVICE BUREAUX         

          

YEAR ENDED 31 MARCH 2008         

ANALYSIS OF INCOME & EXPENDITURE         

  City Macmillan Total Total 

      2007/8 2006/7 

          

Highland Council  188,716 0 188,716 187,502 

NHS Highland 29,237 0 29,237 39,000 

IASS 10,245 0 10,245 0 

Citizens Advice Scotland 91   91   

Migrant Worker Project 35,389   35,389   

Scottish Community Foundation 3,390   3,390   

Nationwide Foundation 5,000   5,000   

Lloyds TSB 8,000   8,000   

Robertson Trust 9,500   9,500   

HMRC 3,099   3,099   

Macmillan Cancer  0 171,965 171,965 133,270 

Interest 5,674 1,778 7,452 3,218 

Donations 0 0 0 348 

Other Income 122 0 122 600 

          

TOTAL INCOME 298,463 173,743 472,206 363,938 

          

          

          

Charitable activities         

Wages and salaries 196,317 153,744 350,061 284,475 

Heat and Light 2,238   2,238 3,839 

Travelling 7,557 6,577 14,134 8,277 

Insurance 1,161 950 2,111 2,624 

Repairs and maintenance 1,292   1,292 671 

Subs and information 1,954 1,370 3,324 3,027 

Cleaning 2,096   2,096 1,068 

Telephone 4,809   4,809 3,181 

Print, postages and stationery 10,403 3,589 13,992 8,836 

Training 1,423 233 1,656 1,577 

Advertising 2,674 550 3,224 2,788 

Miscellaneous 1,020   1,020 519 

Professional fees 391 320 711 822 

Depreciation 11,659 630 12,289 6,446 

          

  244,994 167,963 412,957 328,150 

Governance costs         

Office expenses 0 0 0 0 

Accountancy fees 581 476 1,057 6,309 

Audit Fees 932 763 1,695 1,636 

Bank Charges 632 80 712 587 

Trustee Meetings & Insurance Claim 1056 864 1,920 1194 

  3,201 2,183 5,384 9,726 

          

TOTAL EXPENDITURE 248,195 170,146 418,341 337,876 

          

          

SURPLUS TO RESERVES 50,268 3,597 53,865 26,062 
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Macmillan  

Raigmore Hospital 

Old Perth Road 

Inverness 

Monday to Friday 

9am to 5pm 

Telephone  

01463 706178 

 

 

 

Inverness CAB Opening Times (As at June 2008) 

Telephone Advice 

08444 994 111 

 

Monday 10am to 4pm 

Tuesday 10am to 4pm 

Tuesday 5:30pm to 8:30pm 

Wednesday 10am to 1pm 

Thursday 10am to 4pm 

 Friday 10am to 1pm 

Saturday 9:30am to 12:30 

 

City Centre 

01463 237664 

103 Academy Street 

Monday to Friday 

9:30am to 4:00pm 

Merkinch 

Every Tuesday 10am to 3pm 

at 31-35 Craigton Avenue 

Raigmore Hospital 

Tuesday to Thursday 10am to 

3pm 

01463 706014 

Inverness CAB would like to thank the following bodies, organisations, 

agencies and individuals who have provided support to the bureau this 

year. 

 

 

 

 

 

 

 

AND 

All Other Individuals and Groups who have helped the Bureau or 

our clients over the year. 

103 Academy Street 

Inverness 

IV1 1LX 

Advice Line: 08444994111 

Appointment Line: 01463 237664 

Registration  No. SC136118  

Charity Number SC003951 

Ci t i z e ns  Adv ic e  

B u rea u  

If you would like additional copies of this report please contact our Inverness Office on 01463 252290 or send 

back the slip below. 

 

Name: éééééééééééééééééééééééééééééééééé... 

 

Address: éééééééééééééééééééééééééééééééééééééééééééééééééééé. 

 

ééééééééééééééééééééééééééééééééééééééééééééééééééééééééé 

 

Organisation: éééééééééééééééééééééééééééééééééééééééé. 

Help at the Heart of 
Your Community. 


