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20 November 2025	 
Agenda Item No	

	Citizens Advice & Rights Fife – Annual Performance Report 2024/25

	Report by:	Paul Vaughan, Head of Communities & Neighbourhoods

	Wards Affected: 	All Wards



Purpose

To update members on the performance of Citizens Advice & Rights Fife (CARF) during 2024/25.

Recommendation(s)

Members are asked to:

(a) Consider the achievements set out in this paper and CARF’s Annual Report and comment as necessary;
(b) Comment on CARF’s organisational redesign programme.

Resource Implication(s)

No resource implications at this stage.  

Legal & Risk Implications

CARF is monitored in line with the Council’s Monitoring & Evaluation Framework therefore legal and risk implications are minimal.

Impact Assessment

An EqIA has not been completed and is not necessary as this report does not propose any change or revision to existing policies and practices.

Consultation

No formal consultation was carried out or is required, however the report has been developed alongside CARF’s Chief Executive Officer David Redpath, who will be in attendance at Committee.

1.0 	Background 

1.1   	CARF is a voluntary organisation with charitable status providing free, independent advice and support across a wide spectrum of advice areas including welfare benefits, money advice and appeal work, amongst many others. CARF has a Service Level Agreement (SLA) with the Council to deliver these services across Fife and in 2024/25 was awarded £2,013,847 in core grant support.

1.2	2024/25 represented CARF’s first year of its current three-year SLA. CARF’s Annual Monitoring exercise has taken place with the organisation being assessed as fully meeting its responsibilities as set out in the SLA.

1.3   	CARF’s Annual Report for 2024/25 is available here: carfannualreport2024-25.my.canva.site. (Members should note that the report has been produced in digital format only this year and is best viewed on a laptop or tablet. Different sections are accessed by clicking on the menu bars at the top right-hand corner.) 

1.4	A separate briefing on CARF’s organisational redesign was circulated to Elected Members in October 2025.

	
2.0 	Key Achievements 2024/25
2.1   CARF has continued to deliver essential advice services to the people of Fife in a challenging economic environment. 2024/25 saw increases across the majority of headline performance indicators, as set out below.

	
	2023-24
	2024-25
	Differential


	Active Clients
	22,924
	23,613
	Increase of 3%

	Issues Dealt With
	40,976
	41,454
	Increase of 1.2%

	Calls Dealt With
	9,792
	11,534
	Increase of 17.8%

	Client Financial Gain
	£10.2m
	£9.4m
	Decrease of 7.8%*

	Unique Visitors – Website
	67,888
	70,885
	Increase of 4.4%

	Volunteer Adviser Hours
	8605
	8906
	Increase of 3.5%

	Social Policy Issues Raised to CAS
	765
	871
	Increase of 13.8%


* see note at 2.5
2.2 	CARF’s active client numbers continued to grow, reflecting ongoing demand and the organisation’s ability to provide support at scale.
2.3   	Due to more effective use of resource, there was an increase of nearly 18% in the calls dealt with. However, demand continued to outstrip capacity, as outlined in last year’s report. This demand capacity deficit is one of the main drivers for the organisational redesign initiated during this year and the range of work being done to prevent people reaching crisis point. 
2.4	The number of issues dealt with also rose slightly, demonstrating that individuals are often seeking assistance on more than the obvious presenting issue.
2.5	The Client Financial Gain figure decreased in 2024/25 but at £9.4m still represents a significant impact for clients. The reduction may in part be due to the work on benefit uptake campaigns (detailed in section 4.0) which has seen people self-supporting and using the Fife Benefit Checker to identify the benefits they are entitled to. It may also reflect broader economic pressures: the ongoing cost of living crisis means that many clients already have maximised incomes but are still unable to meet basic needs. 
2.6	Website engagement remained strong, with unique visitors rising to almost 71,000. This is likely to have been influenced by the benefit uptake campaigns and work to build capacity in signposting / basic advice provision across other frontline organisations (see section 4.0).
2.7	Despite the challenges being faced by the voluntary sector in attracting and retaining volunteers, CARF continues to have a strong track record of volunteer involvement. Volunteer adviser hours saw an encouraging 3.5% increase in 2024/25. Work continues to build volunteer capacity and offer more flexible support opportunities and CARF is accredited at the highest possible level through Investing in Volunteers.
2.8	One of CARF’s twin aims is to play a vital role in highlighting and evidencing the impact of systemic issues and national policy on the lives of people in Fife. In 2024/25 the number of social policy issues raised to Citizens Advice Scotland increased by nearly 14% to 871 - the highest figure in recent years. This increase reflects a stronger focus, led by CARF’s internal Social Policy Working Group, who have kick-started a maturing awareness across the organisation of the importance of contributing to broader policy change.
2.9	In addition to these quantitative statistics, CARF’s client feedback and survey data demonstrate the positive impact of its services (and how they are provided) on the financial situation, ability to manage and wellbeing of individuals and families in Fife. Data and case studies form part of the annual report.

3.0 	 Positive start to 2025/26
3.1	Data for the first four months of this year shows a strong start in most areas:
	
	April-July 2024
	April-July 2025
	Differential


	Active Clients
	7,416
	8,713
	Increase of 17.5%

	Issues Dealt With
	12,929
	16,213
	Increase of 25.4%

	Calls Dealt With
	3,550
	4,095
	Increase of 15.4%

	Client Financial Gain
	£3.13m
	£3.63m
	Increase of 15.9%%

	Unique Visitors – Website
	43,536
	32,744
	Decrease of 24.8%

	Volunteer Adviser Hours
	2,858
	4,799
	Increase of 67.9%

	Social Policy Issues Raised to CAS
	255
	629
	Increase of 146.7%



3.2	Reasons for these increases include a reduction in staff absence and an increase in volunteer numbers. Between 1st April -19th August 2025, CARF’s total absences had reduced by 64% (288 days) compared to the same time last year. Whilst individual health remains unpredictable, this is a notable improvement; CARF has worked hard to improve absence management.
3.3	CARF’s telephony performance has improved, aided by the introduction of a new telephone menu system, which directs calls and offers self-help options to clients. Changes to service delivery, making resources more flexible, and an increase in volunteer recruitment have also played a part.
3.4	CARF’s reduction in website activity may be related to difficulties with Facebook (access to the CARF account was blocked by Facebook for a period of several months). CARF has undertaken a website review and a new website is due to be launched in October 2025.

4.0 	Benefit Take-up 
4.1	CARF’s Benefit Take-up and Campaign Lead has continued to develop and co-ordinate a rolling programme to increase benefit uptake, working alongside Council services and partners from across the third and public sectors. During 2024/25, 12 targeted campaigns were conducted to promote a range of benefits.
4.2	As a result, a combined total of £1.96m in benefit entitlement was awarded to unpaid carers, while 360 families opened tax-free childcare accounts, saving 20% each month on childcare costs.
4.3 	There was a £443k increase in annual income for pension age households following a targeted campaign using data from the Low Income Family Tracker (LIFT) and, since 2022, the amount of unclaimed pension credit in Fife has reduced by £1.2m. Policy in Practice (a social enterprise that helps local authorities identify households at risk of financial hardship through tools such as LIFT) stated, “We credit the Fife’s Pension Credit LIFT campaigns for reducing the level of unclaimed support by £1.2 million. Their fantastic work demonstrates the power of proactive use of administrative data to deliver life-changing support and maximise economies of scale, whilst managing scarce resources”.
4.4	It should be noted that the above financial gains are in addition to CARF’s financial gain figure of £9.4m, as a range of partners are involved in the campaign work.
4.5	CARF is committed to improving access to first level income maximisation support, to ensure people are more able to get the help they need in a range of settings, while freeing up the capacity of CARF advice staff to deal with more complex issues. During 2024/25, 258 individuals from 28 organisations/teams were trained to undertake first level income maximisation support as part of the wider Get Help Fife movement. 
4.6	This work has developed further in recent months, and the Fife Advice Framework was launched in early October. This initiative aims to increase activity that prevents crisis, by equipping organisations across Fife to provide basic (first level) advice and support on income maximisation, debt, fuel poverty and housing.

5.0 	Restructure and Redesign work 
5.1	During 2024/25, CARF undertook a comprehensive service delivery review in order to improve services available to clients and to increase delivery of services at community level. In line with the premise behind No Wrong Door, CARF reviewed its existing form of delivery and recognised the need to develop a more flexible model which prioritises client experience whilst more effectively using its resource. Information on the organisational redesign has already been shared with members through a dedicated briefing issued in October 2025. 
5.2	During week commencing 27th October, CARF offices in Kirkcaldy, Leven, Glenrothes and Cowdenbeath opened for face-to-face advice sessions with Cupar office scheduled for mid-November. Services in Dunfermline are continuing to operate as before while CARF looks to upgrade premises. In addition, CARF is looking to secure new offices in South West Fife in the coming months. Details of advice sessions are available on CARF social media streams and website.
5.3	CARF has in this period also undertaken work to improve and future proof its ICT infrastructure, starting to move ICT infrastructure and management to Citizens Advice Scotland (CAS) as part of CAS’ Shared Services platform.

6.0 	Summary 
6.1	CARF is continuing to deliver life-changing services to the people of Fife and a high-quality volunteer experience, despite ongoing demand challenges. 
6.2	The organisation has undertaken significant redesign and restructuring with a focus on decentralised, locality-based advice provision. This, coupled with the work on the Fife Advice Framework, should enhance efforts to provide person-centred, wraparound support in communities.
6.3	The first months of 2025/26 give cause for cautious optimism with CARF recording notable increases across nearly all key performance indicators.
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· Elected Member Briefing (distributed on 16th October 2025)
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Appendix 1

CARF– Activities by location as at November 2025

	
	Monday
	Tuesday
	Wednesday
	Thursday
	Friday

	Dunfermline Office
Dunfermline Community Support Hub, Kingsgate Shopping Centre, KY12 7QU
APPOINTMENTS AVAILABLE
	Triage line (all day)
Face to Face Appointments (all day)
	Callbacks (all day)
Face to face appointments (all day)
	Face to face appointments (AM)
Triage line (PM)

	Triage line (all day)
Callbacks (all day
Money Advice appointment
	Triage line (AM)
Callbacks (all day)

	Cowdenbeath Office 
322 High Street, Cowdenbeath KY4 9NT
APPOINTMENTS AVAILABLE
	Triage line (all day)
Face to face appointments (AM)

	Public Advice session (all day)
Callbacks (all day)
	Triage line (all day)
Callbacks (all day)
Money advice appointment
	Public Advice session (all day)
Triage line (all day)
Callbacks (all day 
	Triage line (all day)
Callbacks (all day)

	Glenrothes Office
Units 7-8, Craig Mitchell House, Glenrothes KY7 5QF   APPOINTMENTS AVAILABLE
	Triage line (all day)
Money Advice Appointments 
	Triage line (all day)
Callbacks (all day)
Money Advice appointments
Face to face appointments
	Public Advice session (all day)
Triage line (all day)
Callbacks (PM)
	Public Advice session (AM)
Triage line (all day)
Callbacks (all day
	Public Advice session (AM)
Triage line (all day)
Callbacks (all day

	Kirkcaldy Office
New Volunteer House, 16 East Fergus Place, Kirkcaldy KY1 1XT
APPOINTMENTS AVAILABLE
	Public Advice session (all day)
Triage line (all day)

	Triage line (all day)
Callbacks (all day)
Money Advice appointments
Face to face appointments
	Public Advice session (AM)
Triage line (all day)
Callbacks (all day)
	Triage line (all day)
Callbacks (all day)
	Public Advice session (AM)
Triage line (all day)
Callbacks (all day)
Money Advice appointment

	Cupar Office
County Buildings, St Catherine Street, Cupar, KY15 4TA
APPOINTMENTS AVAILABLE
	Callbacks (all day)
	Public Advice session (all day)
Triage line (all day)
Callbacks (all day)
Money Advice appointment
	Public Advice session (all day)
Triage line (all day)
Callbacks (all day)
Money Advice appointment
	Triage line (all day)
Callbacks (all day)
Face to face appointments
	Callbacks (all day)

	Leven
Greig Institute, Forth Street, Leven, Fife KY8 4PF
APPOINTMENTS AVAILABLE
	Public Advice session (all day)
Triage line (all day)
Money Advice Appointments 
	Triage line (all day)
Callbacks (all day)
Face to face appointments
	Triage line (all day)
Callbacks (all day)
Money Advice appointment
	Public Advice session (all day)
Triage line (all day)
Callbacks (all day
Money Advice appointment
	Triage line (all day)
Callbacks (all day)
Money Advice appointment

	
South West Fife
Location TBC
	
Triage line (all day)
Callbacks (all day)

	
Triage line (all day)
Callbacks (all day)
Money Advice appointments

	
Triage line (all day)
Callbacks (all day)


	
Triage line (all day)
Callbacks (all day)
Money Advice appointment

	
Triage line (all day)
Callbacks (all day)


	

	
	
	
	



Community Outreach venues:

	Monday
	Tuesday
	Wednesday
	Thursday
	Friday

	1000-1230
New Volunteer House, Kirkcaldy, KY1 1XT
Week One
	


	1100-1300

Broomhead Flats Hub
Dunfermline
Week Two

	1000-1200

Valleyfield Community Centre
High Valleyfield
Week Two

	1400-1600

The Hive
10 Whytescauseway
Kirkcaldy
KY1 1XF


	1200-1330
Maxwell Centre
70 Stenhouse Street
Cowndebeath
KY4 9DD

Week Two
	1100-1300

Oor Wee Café
Kelty Community Centre
Main Street
Kelty
KY4 0AQ

Week One
	1400-1600

The Hive
10 Whytescauseway
Kirkcaldy
KY1 1XF

Week One
	
	

	1400-1600

Buckhaven Community Centre
Kinnear Street
Buckhaven
KY78 1BH

Week One
	1300-1500

Inverkeithing Community Centre
Queen Street
Inverkeithing

Week One
	
	1400-1600

St Andrews Job Club
Abbey Walk 
St Andrews
KY16 9LB

Week One
	1200-1500

Auchmuty Job Club
81 Alexander Road
Glenrothes
KY7 4EF

	
	
	




















Well Clinics:

	Monday
	Tuesday
	Wednesday
	Thursday

	1000-1200

Rosyth Well
EATS Rosyth
115 Queensferry Road
KY11 2PS

	1000-1200

St Andrews Well
NEF Community Hub
St David’s Centre
47 Albany Park
KY16 8BP


	1030-1230

Leven Well
Leven Library
16 Durie Street
KY8 4HE

	1000-1200

Ballingry Well
Benarty Centre
82 Flockhouse Avenue
KY5 8JH


	1000-1200

Queen Margaret Well
Whitefield Road
KY12 0SU

	1230-1430

Glenrothes Well
Lukes Larder
Ninian Quadrant
KY7 4BL


	
	1000-1200

Kirkcaldy Well
St Bryce Kirk
KY1 1ET

	
	
	


















The above tables are subject to change and accurate as of 27th October 2025.  
General Advice phone lines are open from 10am to 3pm Monday to Friday.
Client call backs take place between 9-5pm Monday to Friday. 

www.CABFife.org.uk is available 24 hours per day, 365 days per year, including an advice database for assistance out with these hours.  In addition, a Client Self Service Portal for debt advice is available 24/7 so clients can request debt appointments.
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