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Executive Summary 

Background and objectives 
 
FMR Research was commissioned by the Child Poverty Action Group (CPAG) in 
Scotland in autumn 2011 to evaluate its second tier advice, information and training 
services over the period 2008 – 2011.  The evaluation aimed to rate the success of 
CPAG in Scotland in delivering its Scottish Government funded work programme and 
the impact this has had on the capacity of front line agencies to provide better advice 
to families; attempt to identify appropriate mechanisms to establish whether this has 
led to more families maximising their incomes via eligible benefits and tax credits; and 
make recommendations for future service development. 
 

Method 
 
The evaluation process consisted of five key data gathering/analysis elements.  These 
were: 
 
1. review of CPAG in Scotland monitoring and evaluation data; 
2. depth interviews with 15 stakeholders; 
3. a discussion with CPAG in Scotland staff; 
4. a survey with all CPAG in Scotland contacts, using a mix of online and postal 

methods (issued to 3,899 individuals and with a response of 510, i.e. a 13% 
response rate); and 

5. three focus groups focusing on the views of specialist advisers, general 
advisers and other support workers.  Two were convened in Glasgow and one 
in Edinburgh but participants were recruited from across the main population 
centres of Scotland. 

 

Key findings 
 
The full report provides a significant amount of detail on each of the issues explored in 
the evaluation, considering both primary and secondary data.   
 
The key findings from the secondary data analysis were as follows: 
 

 A total of 309 training courses were run over the three years of the evaluation, 
exceeding the target of 85 per annum, in addition to 79 workshops, talks and 
presentations plus 9 cascaded training sessions on tax credits.  These were 
attended by 3,981 attendees and 1,278 attendees respectively, again 
exceeding the target of 800 per annum.   

 The available training evaluation forms showed that the feedback was very 
positive:   
 99% felt the objectives of the course were clear 
 97% felt the course effectively met its aims and objectives; 
 96% felt the course was at the correct level for them; 
 98% felt the course was relevant to the work they did; 
 98% rated the course overall as either excellent (56% in 2010/11) or 

good (40% in 2010/11); 
 98% rated course content as good or excellent; 
 97% rated course structure as good or excellent; 
 98% rated course delivery as good or excellent; 
 97% felt there was adequate time for questions and discussion; and 
 only 1% rated the course administration as ineffective. 

 The telephone advice line exceeded the target set of 700 cases a year, with a 
total of 3,713 over the three years of the evaluation, which was almost a 200% 
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increase on the previous three year period.  The telephone advice line was 
also extended from four mornings a week to five, and operated alongside a 
letter and email advice service to give expert casework support. The majority 
of contacts (73%) were made by telephone and 29% by email.  Citizens 
Advice Bureaux were strong users of the advice line, accounting for a third of 
use, with local authorities, housing associations and academic institutions 
accounting for a further third and other voluntary organisations for the 
remaining third.  The most common types of advice requested were around 
Income Support/Job Seekers Allowance, Housing Benefit/Council Tax Benefit, 
Working Tax Credit/Child Tax Credit, Students and Employment and Support 
Allowance.  

 At the start of the evaluation period, CPAG had produced 19 tax credit 
factsheets, 5 student factsheets and one tax credits and benefits factsheet for 
asylum seekers.  As well as continually updating these, 10 new factsheets 
were produced in 2008/11 and one was discontinued.  Factsheets were 
provided in paper copy and online for download.  Both paper copies and 
downloads have increased over the 2008/11 period. 

 CPAG also met its targets around handbooks, producing  Benefits for 
Students in Scotland Handbook and Children’s Handbook Scotland and 
updating these regularly and publishing annually every autumn.  These were 
available for purchase in paper copy and were free online. 

 CPAG also provided updates on tax credits and benefits generally via regular 
e-bulletins at the start of the evaluation period and developed further e-
bulletins specifically for students and disabled children and their families, 
meeting the target set.  E-bulletins were emailed to interested parties directly 
and were also available for download on the website, where other relevant 
information was also made available. 

 CPAG organised an annual welfare rights conference for advisers in Scotland 
each year, exceeding the delegate target of 120 by 10 – 40 in the three years 
of the evaluation. 

 CPAG also hosted four meetings per annum of the Scottish Social Security 
Consortium, in partnership with Citizens Advice Scotland, again meeting its 
target. 

 
The key findings from the primary data collection with stakeholders were as follows: 
 

 60% of respondents to the survey claimed to have been using CPAG services 
for more than three years, an increase from 32% in the 2008 evaluation.  This 
was higher for welfare rights specialists (74%) and lower for other support 
workers (44%), as might be expected. 

 The two principle ways of first hearing of CPAG in Scotland’s advice, 
information and training services were word of mouth (33%) and via a training 
course (29%), with only 8% citing CPAG flyers, the main source in 2008 
(34%). 

 The depth interviews were scheduled with stakeholders who had experience 
of a mix of CPAG’s services.  83% of those who responded to the survey had 
used general welfare rights services, whilst others had need for specifically 
targeted services:  40% on tax credits, 27% on students, 19% on disabled 
children and their families, 9% on children living away from their parents and 
8% on BME communities. 

 Stakeholders were extremely positive about the services provided by CPAG in 
Scotland in terms of the resources provided (training, handbooks, advice line 
and factsheets in particular); the accuracy of information, which was perceived 
to always be up to date; the expertise, knowledge and thoroughness of CPAG 
staff in addition to their approachability and responsiveness; and the fact that 
CPAG in Scotland is perceived to be a very credible leader in this field and is 
the ‘go to’ organisation for advice and support. 

 When depth interviewees and staff were asked to rate each aspect of CPAG’s 
services on a scale of 0-10, the mean scores were consistently high.  Services 
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overall were awarded a mean of 8.95 by interviewees and 8.22 by staff, with a 
low of 7 and a high of 10 out of 10.  Three aspects of the CPAG offering 
received a mean score of more than 9 out of 10:  training, handbooks and 
advice line and the lowest mean was still a healthy 7.8 (for conference). 

 Ratings were also very positive from survey respondents, where 79% rated 
the quality of service overall as very good.  Training, handbooks, advice line 
and factsheets were all rated very highly with survey respondents too. 

 CPAG in Scotland was generally viewed as providing a unique service of the 
highest quality.  Other providers may provide services which are partially 
similar, but these were considered to be compatible rather than competitive 
with CPAG’s.  CPAG was not seen to be duplicated elsewhere in any 
cohesive way and, indeed, the risk of not having CPAG providing its services 
is a very real one for stakeholders consulted, which would have a huge impact 
on their ability to deliver their own services. 

 The majority of stakeholders were very happy with CPAG’s services as they 
stand, and 79% said there was no way in which they could be improved.  
Areas which a minority of stakeholders would like to see improved were 
longer hours for the telephone advice line, locally available courses and 
reduced cost courses in addition to other largely ‘one off’ suggestions. 

 71% of survey respondents considered training to be value for money, just 2% 
felt it did not represent value for money and the remainder did not know.  It 
was considered to provide value for money as it provides up to date useful 
information (69%), trainers and materials are of a high standard (63%), 
participants passed relevant information to others within their organisation 
(47%) and no-one else does this as well as CPAG in Scotland (36%). 

 That said, 43% said that cost was a barrier to participation in training, up from 
30% in 2008, reflecting the fact that budgets have been cut in addition to the 
increased costs and time involved in those attending from more remote and 
rural areas. 

 There was interest in e-learning as a learning method, and positive feedback 
on CPAG’s pilot e-learning module.  Stakeholders were keen that this is 
provided in addition to face to face learning, as there are different benefits in 
each approach. 

 The majority of stakeholders preferred to work with handbooks in hard copy 
(78%) and electronic factsheets (76%).  However, there was some interest in 
a Kindle format handbook, particularly for those who work in the field. 

 CPAG in Scotland’s advice, information and training services were considered 
to have helped stakeholders to meet their own organisations’ objectives, by 
increasing the capacity of staff and providing additional expertise where 
required.  It was agreed that this would have had a very positive impact on 
their organisations being able to maximise people’s incomes, although this 
could not be quantified at the time.  Most stakeholders do quantify income 
maximisation for clients to some degree, so there is scope for CPAG to work 
with them to calculate CPAG’s impact more clearly. 

 It was recognised that the other support workers who engaged in the 
evaluation see the need to assist clients with benefits issues, whilst this is not 
necessarily the case for their peer group as a whole.  There is therefore 
potentially a task for CPAG to assist in ‘joining the dots’ more for support 
workers and their managers in this regard. 

 CPAG was perceived to target resources clearly to specific target groups such 
as students, disabled children and their families, etc., with distinct factsheets, 
handbooks and other materials.  Those involved in these areas of interest also 
knew which team member to go to for further advice. 

 The advice, information and training provided by CPAG goes much further 
than the individual with whom they have contact.  At least 80% of those who 
gave a view cascaded information to colleagues (apart from the conference 
where 68% did, but this has a different function).  The mean number of people 
cascaded to for each type of information varied from 5.74 for email advice to 
9.16 for the Welfare Benefits & Tax Credits Handbook 2011/12. 
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 There were perceived to be a number of key challenges facing both 
organisations and the clients they serve.  These included welfare reform and 
the complexity of benefit rules, difficulties with DWP and HMRC 
administration,  Employment & Support Allowance, Disability Living 
Allowance, Housing and Council Tax Benefits, reduced funding, the division of 
responsibilities between the UK and Scottish Parliaments, increased demand 
for support/benefits and an increased number of appeals, community care 
grants. 

 CPAG was perceived to be doing what it could, whilst welfare reform is still 
uncertain, to address these issues and stakeholders had every confidence 
and expectation that CPAG would continue to support them over the coming 
months and years. 

 Stakeholders were clear that there is a very real need for CPAG services and 
they anticipated that this demand would increase over the next few years, 
principally because of the proposed changes to benefits, the increased 
importance on free and accessible resources when budgets are increasingly 
tight and the fact that the recession means that more families will need help. 

 

Conclusions and recommendations 
 
CPAG in Scotland’s second tier advice, information and training services evaluated 
very positively indeed.  CPAG in Scotland’s services and staff were held in extremely 
high regard by stakeholders and there was very clear anticipated continued need for 
these services, particularly in view of the imminent changes to benefits from the UK 
Government’s welfare reform plans. 
 
The following recommendations are offered for consideration and discussion. 
 
1. Measuring impact:  The qualitative research revealed that stakeholders 

currently do record the impact on clients regarding income maximisation, often 
electronically (although not universally), and where information has been 
sourced from.  There may therefore be scope to work with stakeholders to 
assess the impact of CPAG in Scotland on individual clients’ income 
maximisation and/or the degree to which the organisation contributes to the 
impact of frontline agencies in this regard.  There is merit in discussing this 
further with Citizens Advice Scotland and its bureaux, in particular, as they do 
record this information and are key clients of CPAG in Scotland.  It would be 
helpful to establish an advisory group to take this further and consider the 
practicalities, for example access to data issues (in terms of logistics and data 
protection), consistency of recording in terms of financial gain (what is 
included/excluded by organisations), sampling approaches if appropriate (for 
example, where organisations do not record all information electronically but 
do sample cases to measure their own impact), attribution ‘rule of thumb’ 
rates (i.e. to what degree impact might be attributed to CPAG in Scotland and 
others, and how this depreciates over time, etc.).  Whilst measuring impact is 
not a precise art and any findings will need to be supported by notes to 
explain how calculations have been generated, with clear caveats and an 
understanding of the limitations of the exercise, we would recommend that it is 
worth attempting this, reflecting upon the process and findings, and then 
refining these over time.   

 
2. E-learning:  Continue to develop and expand the e-learning offering and 

consider other ways to reach more remote/rural stakeholders (e.g. video 
conferencing via NHS or academic venues as these have the technology).  
Whilst e-learning is not the training panacea, offering a menu of options for 
workers, particularly those which are easily scalable and can be offered at 
reduced costs, would be welcomed.  This is perhaps a product which could be 
sold to CAS to equip its volunteers better for their role, as they do not all 
appear to currently have access to CPAG training (and feedback suggests 
that some would be willing to pay for their own training if this could be more 
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accessible).  That said, CPAG needs to consider how it wishes to strike the 
balance between educating staff to impact positively on people’s 
lives/incomes (a key aim of the organisation) and income generation.  This is 
key to how the organisation responds to requests to make materials (training 
materials, presentations, etc.) easier to copy/cascade, particularly as training 
budgets have been hit so perhaps only one or two members of a team attend 
training now and are then expected to cascade this to colleagues (formally or 
informally). 

 
3. Accredited training:  Consider routes to meet the expressed ‘nice to have’ 

aspiration for CPAG in Scotland training to be accredited.  Given the set up 
costs and existing links with colleges and universities from the student project, 
it makes sense to do this in partnership with another provider at least in the 
short term, for example Shelter, or it could be CPAG UK led. 

 
4. Engagement in lobbying:  There is interest in greater engagement in the 

lobbying work conducted by CPAG in Scotland, particularly given the current 
reforms.  Whilst those who currently engage find the ad hoc means of 
contribution to be appropriate, it may be useful to harness the enthusiasm, 
motivation and support for CPAG in Scotland by taking a more structured 
approach to this.  For example, contacts could be emailed and asked what 
issues they would like to be involved in, how they would prefer to engage, 
etc., so there is a database to draw from in future.  This would provide a 
substantial resource, potentially.  Stakeholders also suggested using the 
website to harness this enthusiasm and, for example, seek evidence to 
illustrate the impact of cuts on local people. 

 
5. Getting tougher:  As an organisation with a high profile and reputation as 

experts in the field, the research suggests that stakeholders would welcome 
CPAG in Scotland taking a tougher, more assertive stance on lobbying, as the 
organisation is perceived to be best placed to do so, and there is seen to be a 
very real need for lobbying work given the proposed welfare reform changes, 
funding cuts and economic situation. CPAG in Scotland might consider 
perhaps focussing on a smaller number of issues, but making more of an 
impact on these (assisted by the point above, galvanising and clearly 
illustrating support from a wider support base).  

 
6. More assertive SSSC management:  Similarly, CPAG in Scotland is 

perceived to have a mandate to co-ordinate the SSSC and the research would 
suggest that stakeholders would welcome CPAG building on its work to date 
and being more assertive in this role, for example by making sure that there is 
greater structure to discussions and clear/meaningful outputs from every 
meeting or event. 

 
7. Conference:  Whilst the majority of survey respondents considered the 

conference to be worthwhile, this was an area where qualitative comments 
were more critical and likely to suggest areas for improvement.  The 
conference could be strengthened by stronger time management, podcasting 
workshops with key experts to reach a wider audience and perhaps having 
more of a campaigning element to proceedings, themed around a campaign 
for example to galvanise support. 

 
8. Don’t assume knowledge:  Whilst the vast majority of comments on CPAG 

staff were extremely complimentary, there were a couple of comments 
alluding to the fact that staff can sometimes assume those seeking advice are 
more familiar with the issues than they are (so have to read advice a few 
times to understand it, follow up on links, etc.).  Once experienced it can be 
very difficult to recognise that others are not as experienced as things seem 
so ‘automatic’, but it can be useful to be reminded that this is not the case 
every now and again. 
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9. Alternative formats:  A Kindle format for handbooks would be of interest to 

those who work out of the office, provided the set up costs are not prohibitive.  
However, there is some concern over whether employers would be in a 
position to buy Kindles for staff in the current funding crisis.  Those who use 
handbooks generally prefer the hard copy which facilitates post-its to be 
applied, so the Kindle which has the capability to note memos would be the 
preferred format. 

 
10. Engaging and convincing non-specialists:  CPAG has made inroads into 

engaging with other support workers but there are literally thousands more 
relevant staff who would benefit from support in the same way.  There is a 
task to convince those staff and their managers of the relevance of identifying 
benefits issues/signposting to relevant support when their primary task is 
unrelated, in the first instance – i.e. winning hearts and minds. CPAG may 
wish to consider developing some materials to promote the importance of 
income maximisation in helping clients to then grow and develop in other 
areas of their lives. 

 
11. Managing increased workload:  It is clear that stakeholders have already 

experienced an increase in workload since the welfare changes have been 
introduced and they expect this to increase in the short to medium term.  The 
number of ‘touches’ CPAG have had has also increased and stakeholders 
expect their need for support from CPAG to also increase.  CPAG therefore 
needs to consider how best to address this increased need most effectively 
within resources.  For example, identifying emerging issues/challenges/ 
problems and how to overcome them and then providing this information on 
the website and directing stakeholders to it, providing templates, tips for 
appeals/tribunals, key information to get right in applications to get them 
through, etc. 

 
12. Data management:  At the administrative level, it would be useful for CPAG 

in Scotland to maximise the effectiveness of its relationship management 
database to ensure information is current and there is no duplication of client 
contact details.  In addition to logging the complete contact profile and history, 
this could log when users first come into contact with CPAG, so any new 
users are clearly identified.  In addition, it may be helpful to record networking 
and other promotional activity in a more organised way to quantify the scope 
and scale of activity, and how this changes over time. 

 
13. Measuring impact:  It would be helpful to generate a baseline of 

knowledge/confidence in dealing with welfare rights issues and then to check 
progress on this when appropriate and possible.  This is relatively easy with 
training courses – trainees on longer courses can be asked at the start and at 
the end to give both an absolute response on how they feel at each point in 
time and, in the post-questionnaire, also how they think their knowledge/ 
confidence has improved.  For shorter interventions, trainees can be asked to 
reflect on distance travelled at the end. 

 
14. National Standards:  It may also be helpful to mention that training has been 

mapped to National Standards in the progress reports, as this target is not 
currently noted in this way. 
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1 Introduction 

1.1 Introduction 
 
This report presents FMR’s findings from its evaluation of the Child Poverty Action Group 
(CPAG) in Scotland’s second tier advice, information and training services.  The report 
details the background and objectives of the study plus the methodology we pursued before 
then presenting the key findings of the secondary data (a review of monitoring and 
evaluation data over the period 2008 – 2011), and the primary research undertaken with 
stakeholders (depth interviews, postal/online survey and focus groups).  The report then 
draws conclusions and recommendations outlining potential improvements to CPAG in 
Scotland’s services.  
 

1.2 Background 
 
In both the UK and Scotland, both policy and practice focus on early years and the 
significant role these play in outcomes for children throughout their lives in terms of health, 
employment and life chances.  The causes and effects of poverty and other inequalities have 
also been seen to have clear links to outcomes for children, and the government has set 
targets to eradicate child poverty by 2020

1
.  This is supported by strategies such as the Child 

Poverty Strategy for Scotland 2011, which highlights the important role of maximising 
household resources to address poverty (this is one of the two main aims of the strategy, the 
other being improving children’s wellbeing and life chances, and there is clear overlap 
between the two). 
 
Recent figures on poverty and income inequality in Scotland report that the number of 
children in relative poverty reduced to around 20% (200,000 children) in 2009-10 and 
between 2008/09 and 2009/10, all three child poverty indicators reported a decrease in the 
child poverty rate.

2
  Across the UK child poverty is at its lowest level for 25 years, which 

reflects the many forms of assistance provided by UK and Scottish governments to address 
child poverty.  However, the Institute of Fiscal Studies has predicted that current policies will 
result in a rise in child poverty between 2011 and 2013 and there is some concern that the 
recent changes made by government to welfare benefits to address the current economic 
crisis will impact negatively on the recent positive trend.   
 
Child Poverty Action Group (CPAG) was established in 1965 and is the leading charity 
campaigning for the abolition of child poverty in the UK and for a better deal for low-income 
families and children.  CPAG is based in Glasgow (established in 1999) and London and is a 
membership organisation, which is also funded by its publication and training activities in 
addition to receiving external funding from such organisations as the Scottish Government.  
The organisation aims to raise awareness and understanding of the causes of poverty, its 
scope and scale and the impacts poverty has; whilst enabling those in poverty to maximise 
their incomes and contributing to positive policy changes for households in poverty.  Its 
publications, training and campaigning activities work to achieve these objectives. 
 
Scottish Government funding supports CPAG in Scotland to develop, organise and deliver 
training, information and casework support to advisers and other frontline workers in order to 
increase their capacity to give accurate and effective advice and information to households.  
This then allows households to maximise their potential income, via benefits and tax credits, 
and reduce the number living in poverty.  The benefits and tax credit systems are notoriously 
complicated and unclear to both members of the public and professionals within Citizens 
Advice Bureaux (CABs) and other voluntary sector advice services, local authorities and 
education based advice services who provide specific welfare/benefits advice or more 
general support to people.  Scottish Government funding for the period 2008 – 2011 was 

                                                      
1
 Child Poverty Act 2010 

2
 Poverty and income inequality in Scotland 2009-10, National Statistics Publication for Scotland, 2011 
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£346,259 per annum (less £69,296 in 2008/9 due to grant being carried forward from the 
previous year). 
 
FMR Research worked with CPAG in 2008 to undertake an evaluation of the Tax Credits 
Project activity, which evaluated very positively.  CPAG has continued this project and built 
on its other work focusing on the needs of BME communities, disabled children and children 
living away from their parents, with Scottish Government funding for 2008-2011, plus also 
has separate funding for student support for learners in Scotland.  The focus of this 
evaluation was therefore this wider range of activity. 
 
The key objective of CPAG in Scotland’s second tier advice, information and training 
services is to increase the capacity of front line agencies to provide accurate, high quality 
and effective advice and information on tax credits and benefits to eligible claimants and to 
enable them to understand the interactions between devolved sources of financial support 
and reserved benefit and tax credit entitlements.  As a result, the two key outcomes of CPAG 
in Scotland’s welfare right activities are: 
 

 An increase in the capacity of front line workers to provide accurate, high quality and 
effective advice and information on benefit and tax credits and their interaction with 
devolved streams of financial support to eligible claimants; particularly those on low 
income, those affected by disability, those from black and minority ethnic 
backgrounds, and those moving into education, training or employment. 

 A consequent increase in the ability of families in Scotland to exercise their 
entitlement to eligible benefits and tax credits, to make informed choices about the 
financial implications of entering education, training and employment, and, whatever 
their particular circumstances, to maximise their incomes and reduce the impact of 
poverty on children in Scotland. 

 
CPAG has agreed their key target outputs with the Scottish Government focusing on 
training, casework support, information, other activities and evaluation and monitoring.  
These are detailed later in the report when progress is matched against these. 

 
1.3 Objectives 
 
The purpose of this evaluation was to present evidence around the efficacy of CPAG in 
Scotland’s work, to provide feedback to the team on their progress and highlight any areas 
for improvement or development.   
 
The evaluation aimed to rate the success of CPAG in Scotland in delivering their Scottish 
Government funded work programme, the impact this had on the capacity of front line 
agencies to provide better advice to families, attempt to identify appropriate mechanisms to 
establish whether this has led to more families maximising their incomes via eligible benefits 
and tax credits and make recommendations for future service development.  
 
The specific objectives addressed in the course of this study were as follows. 
 
 Assess the extent to which CPAG in Scotland has delivered on the agreed 

objectives and outputs for its Scottish Government supported second tier benefits 
and tax credits training, casework support and information services in the period 
2008/11 as set out in the funding proposal agreed in March 2008. 

 
 Assess the specific impact of the various second tier services provided by CPAG in 

Scotland on the capacity of frontline agencies (including those providing specialist 
welfare rights advice, those providing generalist advice and those who are not 
necessarily advisers but who work with low income families) to maximise family 
incomes. 

 
 Assess the extent to which CPAG in Scotland services have been successfully 

tailored to improve the capacity of services working with students, black and minority 
ethnic communities, disabled children and children living away from their parents. 
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 Assess the extent to which CPAG in Scotland has identified and supported new 

networks and agencies with which to work in order that its services reach those, not 
necessarily advice workers, working closest to those living in poverty. 

 
 Assess the extent to which frontline workers who use CPAG in Scotland services 

pass on knowledge and skills gained to other workers. 
 
 Assess the quality and relevance of current ongoing monitoring and evaluation data 

collected by CPAG in Scotland with a view to making recommendations on potential 
improvements and identifying any evidence gaps. 

 
 Identify appropriate and meaningful mechanisms which could be established by 

CPAG in Scotland to assess how any increases in the capacity of frontline agencies 
resulting from use of CPAG services has led to consequent increases in the ability of 
families in Scotland to exercise their entitlement to eligible benefits and tax credits, 
make informed choices about the financial implications of entering education, 
training and employment, and, whatever their particular circumstances, maximise 
their incomes and reduce the impact of poverty on children in Scotland. 

 
 Make recommendations to inform future service development in the context of 

national strategies to maximise family incomes, reduce income inequality and 
eradicate child poverty by 2020. 
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2 Method 

This section details the research method used to develop the key findings of this evaluation.  
The method combined elements of both secondary and primary research: reviewing the 
feedback from those who had attended training course and usage statistics of various 
elements of the service; in addition to depth interviews with key stakeholders, an online and 
postal survey with users of CPAG in Scotland advice, information and training services, plus 
focus groups.  A summary of the method is outlined below. 
 

 
 

2.1 Commissioning meeting 
 
The commissioning meeting took place on 4 October 2011.  This provided an opportunity to 
discuss the background and key objectives of the evaluation, agree the project methodology, 
reporting requirements, and to initiate transfer of relevant monitoring data and contact details 
to FMR. 
 

2.2 Desk research (review of monitoring & evaluation data) 
 
CPAG in Scotland provided a range of data and information on their second tier advice, 
information and training services for FMR to review.  These included: 
 

 Project Progress Reports to the Scottish Government,  which enabled FMR to 
review progress against target outcomes; 

 e-bulletin monitoring statistics; and  
 530 training course evaluation forms which were analysed to measure satisfaction 

with training over the last 3 years. 

Commissioning 

meeting 

Desk research 

Stakeholder interviews 

 

Focus groups 

Analysis and 

Reporting 

Online and email 

survey 
Postal survey 

Questionnaire design 

and pilot 
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2.3 Stakeholder interviews 
 
The FMR team conducted 15 stakeholder depth interviews plus a discussion with the CPAG 
in Scotland team at their staff away day on Thursday 27

th
 October 2011 at the Lighthouse.  

The interviews were primarily completed by telephone with the exception of one face to face 
interview.   
 
The fifteen organisations represented were: 
 

 CAB Edinburgh; 
 CAB Lewis; 
 CAB Shetland; 
 Cardonald College; 
 Contact a Family; 
 Greater Pollok Carers Centre; 
 Highland Council; 
 North Ayrshire Council; 
 One Parent Families Scotland; 
 Positive Action in Housing; 
 Scottish Government; 
 Strathclyde University Students’ Union; 
 The Action Group; and 
 VSA Carers Centre. 

 
The interviews were conducted using a semi-structured topic guide which was developed in 
conjunction with the CPAG research steering group and included the following lines of 
enquiry around CPAG in Scotland’s second tier advice, information and training services: 
 
 organisation background and focus; 
 use of services/support; 
 rating of services used and specific comment on these; 
 strengths and weaknesses of CPAG; 
 comment on the accuracy and quality of services; 
 impact of CPAG services on their own organisational objectives and clients; 
 targeting of information to specific client groups; 
 knock-on effect on other workers; 
 key challenges facing organisations and clients at the moment; 
 local and national policies/agendas which might impact on CPAG’s services; 
 evidence of on-going demand for Project; 
 areas for improvement and/or development. 

 
A full copy of the topic guide is contained in appendix 1.   

 
2.4 Questionnaire design and pilot 
 
A questionnaire was developed which was distributed to welfare rights specialist advisors, 
general advisors and other support advisors.  The questionnaire was designed in conjunction 
with the project steering group as well as using elements of the questionnaire which was 
used in the 2008 Tax Credits Project evaluation for benchmarking purposes.  Key issues 
emerging from the stakeholder interviews were also used to inform development of the 
questionnaire.  The aim of the questionnaire was to develop an understanding of current 
satisfaction with CPAG in Scotland’s 2

nd
 tier advice, information and training services (in 

terms of responsiveness, accuracy and quality), whether there is  an ongoing need for these 
services and what level of demand there is likely to be for services in the short to medium 
term.  A full copy of the questionnaire is contained in Appendix 2. 
 
The questionnaire was piloted online by sending to three stakeholders previously interviewed 
who forwarded the link to colleagues, with ten responses indicating that the questionnaire 
was relatively straightforward to complete and only slight amendments were required.   
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2.5 Online & postal survey 
 

2.5.1 Approach 
 
Various spreadsheets were received from CPAG in Scotland which contained contact details 
from their advice line, e-bulletin subscriber list, attendees on the training courses, factsheet 
mailout and those who either purchased or received the Scottish Handbooks.  FMR created 
a master contacts list, deleting duplicate contact details and amending typos, which left a 
total of 4,416 separate contacts.  Seventeen contacts were highlighted as being potential 
stakeholder interviewees and the remainder were split into 3,412 contacts which had e-mail 
addresses for the online survey and 988 contacts without e-mail addresses who were sent a 
postal questionnaire.   
 
The questionnaire was therefore issued both by email and by post to all relevant CPAG 
contacts.  Of the 3,412 emails sent on the 26

th
 October 2011, 396 ‘bounced’, so a total of 

3,016 were sent out and received by the recipient.  Of these, 2,609 were to ‘person-specific’ 
email addresses;  the remainder, 407, were generic email addresses or belonging to another 
person in the organisation and so these emails were addressed ‘FAO’ and merged with the 
contact name in order to personalise the email, in the hope of being more successful.  
 
One hundred and five contacts were identified as having more than one email address 
(either a slight difference in addresses, or one personalised and one generic); emails were 
sent to all addresses as the correct one could not be identified. 
 
In total, therefore, 2,911 people were effectively contacted by email from the total issued. 
 
Reminders were sent a few days before the deadline of 11

th
 November and 404 completed 

online questionnaires were received. 
 
The postal survey was sent out to 988 people on the 25

th
 and 26

th
 October and a total of 106 

completed postal questionnaires were received.  The letter accompanying the postal 
questionnaire contained the link to the online survey, and some respondents chose to 
complete the survey using this method. 
 
In summary, 3,899 individuals were sent a questionnaire and 510 responses were received, 
giving a response rate of 13.1%.  Six of these responses were from people who described 
themselves as members of the public (4) or students (2) and were routed in the online 
questionnaire to questions appropriate to them.  They are reported separately in Section 3.  
While the response rate was lower than anticipated the confidence interval is ±4.1% at the 
95% confidence level.  This is a more robust response than the previous survey in 2008 
when 128 users responded to a survey of 1,583 contacts, a confidence interval of ±8.3%. 
 

2.5.2 Profile of respondents 
 
The profile of respondents is also key when interpreting what was said.   
 
Respondents were asked what best described them, in terms of the capacity in which they 
contacted CPAG in Scotland.  Over half (57%, 286 respondents) of survey respondents said 
that they worked in the voluntary sector and 33% in the public sector.  In addition, 7% (35 
respondents) worked in the academic sector and 4% (18 respondents) in the private sector. 
 



 

FMR RESEARCH LTD PAGE  10 

Figure 1 What best describes you, in terms of the capacity in which you contacted CPAG in 
Scotland? 
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Respondents were asked what the main focus was of the organisation they worked for.  A 
quarter (24%, 118 respondents) worked for a Citizens Advice Bureau and 21% (107 
respondents) said their organisation provided welfare rights advice.  One in eight (12%, 61 
respondents) were Housing Associations, one in nine (11%, 57 respondents) were local 
authorities and one in ten (10%, 48 respondents) focused on money advice/financial 
inclusion.  Eight percent (39 respondents) focused on disability issues and 7% (37 
respondents) were colleges/universities.  However, one in five (22%, 108 respondents) said 
their organisation had an ‘other’ focus and these included a variety of responses, for 
example those who focused on carers, a variety of vulnerable groups, housing/ 
homelessness support and advice for a range of different groups. 
 
Figure 2 What best describes the organisation you work for? 
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There was a good spread of responses from across Scotland, with each region represented 
to one degree or another.  As might be expected given the distribution of the population, the 
majority of respondents were based in Edinburgh & Lothians (22%, 111 respondents) and 
Glasgow (19%, 94 respondents).  Four people’s organisations had Scotland-wide remits, 
three had UK-wide remits and the remainder of respondents stating ‘other’ (21 respondents) 
were based in England. 
   
Figure 3 Where are you based? 
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When asked to describe the main activity that they provide to their clients, responses were 
fairly evenly split between the three main options available:  welfare rights specialist advisor 
(34%, 172 respondents), general advisor  (32%, 159 respondents) and other support worker 
(31%, 157 respondents).  This was a different distribution of response to the 2008 Tax 
Credits evaluation, as can be seen in the figure below, but the sample was much larger this 
time and went to all contacts.  Please note the figure illustrates absolute numbers and not 
percentages. 
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Figure 4 What is the main activity you provide to your clients? 
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The survey asked respondents what the main focus of their work was, similar to the question 
in the 2008 Tax Credits evaluation, which asked about main client groups, and respondents 
could select up to three options.  Forty-four percent (44%, 222 respondents) selected low 
income groups, 39% (193 respondents) disability issues and 29% (147 respondents) 
selected housing.  The full distribution of response is shown below, but it should be noted 
that 13% (66 respondents) cited carers, 12% (59 respondents) students, 7% (35 
respondents) BME communities and 5% (25 respondents) children living away from their 
parents.  In addition, 3% (13 respondents) said ‘all of the above’ under an ‘other’ response.   
 
The full distribution of response, compared to the 2008 evaluation is shown below.  Those 
who were welfare rights specialists or general advisors had a similar emphasis in their 
responses, but those who were other support workers were less likely than others to focus 
on disability issues (17%, 26 respondents) or low income groups (32%, 50 respondents) and 
more likely to focus on housing (42%, 65 respondents) and young people (25%, 39 
respondents). 
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Figure 5 What is the main focus of your work? (Which of the groups below are your main 
clients? 2005/08) 
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We then sought the degree to which respondents worked with people living in deprived 
areas.  One in twelve respondents (8%, 39 respondents) dealt exclusively with those who 
live in the 15% most deprived areas according to the Scottish Index of Multiple Deprivation 
(SIMD).  The majority of respondents said that most (43%, 216 respondents) or some (46%, 
229 respondents) were from deprived areas and just 3% (13 respondents) stated that none 
were. 
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Figure 6 To what degree do you work with people living in deprived areas? 
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2.6 Focus groups 
 
Those who responded to the survey were invited to assist with further research by attending 
a focus group in Aberdeen, Glasgow, Edinburgh or Inverness to discuss any key issues 
emerging from the survey or other issues CPAG wished to explore.  Whilst there was some 
interest in the Aberdeen and Inverness groups, there was not sufficient interest in either to 
hold a full group.  CPAG requested a group with each of the three types of worker (welfare 
rights specialist, general advisor and other support worker), so two groups were convened in 
Glasgow and one in Edinburgh.  The FMR recruiter worked hard to ensure that there was 
representation beyond the two main cities, however, and invited those from the north, centre 
and south to attend whichever group was most appropriate for their role.   
 
The three groups were: 
 

 General advice workers, Tuesday 22
nd

 November, Glasgow (7 participants) 

 Other support workers, Wednesday 23
rd

 November, Edinburgh (5 participants) 

 Specialist welfare advice workers, Thursday 24
th
 November, Glasgow (7 

participants) 
 

A total of 19 people participated in the focus groups from a total of 30 who had been 
recruited (5 sent apologies and 6 did not attend).  We recruited 10 potential participants for 
each group as it was anticipated that last minute issues/sickness cover may arise and this 
was indeed the case for those who sent apologies.  The ideal focus group size is 6 – 8.  The 
organisations which were represented were: 
 
 Addaction; 
 Citizens Advice Coatbridge; 
 Citizens Advice Edinburgh; 
 East Ayrshire Council; 
 Falkirk Citizens Advice Bureau (2); 
 Falkirk Council; 
 Glasgow Caledonian University; 
 Grangemouth and & Bo’ness Citizens Advice Bureau; 
 Hanover Trust and Bield Housing Associations; 
 Kindred; 
 Link Housing Association; 
 Maryhill Citizens Advice 
 Midlothian Council; 
 Skills Development Scotland; 
 Terrence Higgins Trust; 
 Thenew Housing Association; 
 Tuberous Sclerosis Association; and 
 Waverley Care. 
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In summary the above represents: 
 
 three local authorities; 
 six Citizens Advice Bureaux staff; 
 three Housing Associations; 
 five voluntary organisations;  
 a Government Agency; and 
 one university. 

 
A good range of specialist client groups were represented, in addition to those who deal with 
any members of the public, namely: 
 

 those with addictions issues, specifically pregnant women and those with young 
children; 

 students and those looking to get into training or employment; 

 older BME people across Scotland; 

 refugees; 

 disabled children and young people plus their families; 

 those with HIV/Aids/Hepatitis and their families; 
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3 Key findings – secondary data 

This section highlights the key findings to emerge from the evaluation of the secondary data 
provided by CPAG in Scotland (in both ‘raw’ data form such as returned evaluation forms, 
supplemented by CPAG four-monthly progress reports to the Scottish Government).  The 
section explores each aspect in turn, considering the targets set and performance against 
these.  The areas examined were: 
 

 training courses (overview of courses held and analysis of evaluation forms); 

 Advice Line statistics; 

 information developed (factsheets, handbooks and e-bulletins); and 

 other activity, such as the annual conference. 
 

3.1 Training course evaluation  
 
Targets: 
 
“To deliver around 85 training courses each year to up to 800 trainees (advisers and other 
frontline workers). This will include (unless otherwise agreed with funders): 
 
 20 tax credit training events (of which 25% aimed at non-specialist advisers) 
 3 training courses developed with black and minority ethnic networks aimed at 

overcoming identified barriers to quality tax credits and benefits advice 
 6 training courses on issues relating to benefit and tax credits entitlement of disabled 

children, children in care and their families 
 10 benefits and tax credits for students courses. 
 Training courses on benefit and tax credit entitlement and the interaction with 

welfare to work initiatives 
 Training mapped against Scottish National Standards with new courses developed 

to meet gaps. 
 

We will continue to develop new and innovative methods, seeking additional funding as 
necessary, to ensure expert training reaches the frontline workers that need it, building on 
our pilot distance learning courses (aimed at frontline workers unable to attend class based 
training due to, for example, remote location) and ‘cascade’ training model, whereby CPAG 
training and support is provided to local authority trainers to ‘cascade’ specialist training to 
frontline workers, both statutory and voluntary sector, at local level.” 
 
Analysis of CPAG training courses 
 
FMR received data from CPAG in Scotland on the training courses run during the evaluation 
period.  A total of 309 training courses were run during the period between April 2008 and 
March 2011, exceeding the targets set in each year (85 per annum).  The distribution of 
these courses and the types of courses covered are shown in the table below. 
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Table 1 Number of training courses 

 
Total 2008/09 2009/10 2010/11 

08/ 
09 

09/ 
10 

10/ 
11 

Apr-
Jul 

Aug-
Nov 

Dec-
Mar 

Apr-
Jul 

Aug-
Nov 

Dec-
Mar 

Apr-
Jul 

Aug-
Nov 

Dec-
Mar 

Tax Credits 15 12 10 6 5 4 2 8 2 3 3 4 

Tax Credits (by 
distance learning) 

0 2 1 0 0 0 1 1 0 0 0 1 

Students 16 31 12 8 3 5 4 4 23 4 4 4 

Children/disabled 
children 

5 14 11 0 3 2 3 3 8 3 6 2 

Minority 
Ethnic/People 
from Abroad 

7 5 3 3 3 1 3 1 1 0 1 2 

Other courses 69 43 53 22 24 23 12 20 11 19 19 15 

Total 112 107 90 39 38 35 25 37 45 29 33 28 

 
Other training events 
 
CPAG in Scotland also delivered a number of training events in the form of workshops, talks 
and presentations.  Data on these were obtained from CPAG in Scotland’s progress reports.  
The number of events delivered is shown in Table 2. 
 
CPAG in Scotland also offers up-to-date training materials on tax credits to local authority 
trainers to deliver the course to frontline workers (cascaded training).  The course aims to 
equip workers with key tax credit knowledge and an awareness of common pitfalls for 
claimants with a view to spotting problems before they arise, maximising income and making 
appropriate referrals.   
 
Table 2 Workshops, talks, presentations and cascaded training 

 
Total 

08/ 09 09/ 10 10/ 11 

Tax Credits 1 6 12 

Students 1 5 4 

Children/disabled children 2 4 3 

Minority Ethnic/People from Abroad 2 0 4 

Other events 4 8 11 

Total workshops, talks and 
presentations 

10 23 46 

Cascaded training (tax credits) 4 5 0 

 
Note: Workshops at CPAG in Scotland’s annual conference accounted for 2 workshops in 2008/09, 12 
in 2009/10,10 workshops in 2010/11 

 
Attendees on training courses 
 
In total there were 3,981 attendees on training courses and 1,278 attended other events, 
again exceeding the targets set (800 per annum).  The breakdown of attendees is shown in 
Table 3 below.  These figures exclude the 3 tax credits courses delivered by distance 
learning.   
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Table 3 Attendees on training courses and other events 

 Total 08/09 09/10 10/11 

Tax Credits 447 189 140 118 

Students 757 208 439 110 

Children/disabled children 379 62 195 122 

Minority Ethnic/People from Abroad 191 78 70 43 

Other events 2,207 944 542 721 

Total attendees on training 
courses 

3,981 1,481 1,386 1,114 

Total attendees at other events 1,278 122 439 717 

 
Venue location 
 
The majority of the 309 training courses were run at CPAG in Scotland’s premises in 
Glasgow (60%, 186 courses) and this was consistent over each of the three years covered in 
this evaluation (61% in 2008/09, 59% in 2009/10 and 61% in 2010/11).  The next most 
frequently used venues were in Edinburgh (7%, 23 courses), Inverness (5%, 15 courses) 
and Fife (4%, 11 courses).  However, courses were held at various venues around the 
country from Stornoway to Dumfries.  In addition, three training courses were by distance 
learning.  The majority of courses run (95%, 295 courses) were charged at the appropriate 
full fee for each delegate, ten were charged at the £25 rate, and four at other discounted 
rates. 
 
This is actually a higher proportion of courses convened at the Glasgow office than in the 
2005/8 Tax Credits evaluation, when 52% of participants attended the Glasgow office for 
training and 50% of the feedback forms provided were for Glasgow training events. 
 
Analysis of evaluation forms 
 
There were a total of 3,137 attendees who returned evaluation forms, of which FMR received 
2,375 to analyse (spanning from 2008 to 2011).  CPAG in Scotland were unable to supply 
FMR with evaluation forms for a number of courses.   Missing evaluation forms were mainly 
from the 2009/10 period, where only 17 courses were able to be analysed by FMR out of 106 
courses delivered for that period.  Limited data were available from CPAG in Scotland’s 
training stats for a further 52 courses and these have been included in the analysis where 
available.  Data were therefore available for a total of 2,966 forms, 2,375 with full data and 
591 with limited data. 
 
Table 4 Evaluation forms analysed by year and course subject 

  
  

Total 
  

2008/09 
  

2009/10 
2010/11 

  Full data 
Limited 

data 

Children/disabled children 232 46 59 36 91 

Students 383 117 80 88 98 

Tax Credits 360 151 40 66 103 

Minority Ethnic/People from 
Abroad 

137 46 0 48 43 

Other training courses 1854 867 25 353 609 

Total 2966 1227 204 591 944 

 
At the end of the 2008/09 period, amendments to the evaluation forms were made by CPAG.  
Therefore some questions cannot be compared across the three years covered by this 
evaluation.  This will be highlighted in the text.  
 
Data from the evaluation forms were entered, cleaned and then analysed by year and course 
type. 
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Organisation 
 
Attendees were asked whether their organisation specialised in issues relating to a particular 
section of the community.  This question was dropped in the revised questionnaire, so data 
only applies to the 2008/09 period.   
 
The majority of those who attended courses came from organisations that specialised in 
issues relating to a particular section of the community (77%, 515 respondents), and only 
23% (157 participants) served the whole community more generally.  The groups which 
CPAG focus on specifically (BME, children living away from their parents, disabled children 
and families, students, low income families, etc.) were all well-represented as would be 
expected. 
 
The course 
 
Again, this question was asked only on the 2008/09 evaluation forms.  Of those who 
responded, 38% of participants were recommended to attend a CPAG in Scotland course by 
a colleague, and 37% found out about the course through a training brochure. 
 
Figure 7 Where did you hear about the course? 
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Aims and objectives 
 
The aims and objectives of the course were thought to be clear by 99% (2,358 respondents) 
of all those who gave an opinion.   
 
Participants were asked to rate how effectively the aims and objectives of the day were met.  
Of those who chose to answer, 2,838 participants (97%) felt that the course effectively met 
its aims and objectives (rating this either excellent or good), with 54% (1,579 respondents) 
rating it as excellent.  Just four people rated the efficacy of meeting the aims and objectives 
as poor and 85 participants (3%) rated this as fair over the three years.   
 

“Comprehensive outline given and achieved” 
 
“Consultation beforehand with Xxx about course and participants’ requirements 
was useful” 
 
“Very - although very difficult due to the constant changes that are being 
announced for the trainer to keep on top of - well done” 
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Poor/fair 
 

“Feel that it was more of an overview of the subject rather than tailored to 
experienced tribunal advisors” 
 
“Needed more time to cover all objectives” 

 
Course level 
 
Ninety six percent of all of those that took part over the three years felt that the course was 
at the right level for them – around the same level of satisfaction as in the previous three 
years.  Of those who felt the course was not at the correct level (88 respondents), 64% (56 
respondents) felt that the course was too complex/difficult and the remainder (36%, 32 
respondents) felt the course was too simple.  The proportion of respondents who felt the 
course was too complex in the previous 3 years was around 50%. 
 

“A challenging level, but necessary due to complexity of new regulations” 
 
“Course was very well pitched, especially given the difference in knowledge of 
the old rules amongst attendees, set at an excellent level for all” 
 
“Great to be in a class where everyone was at the same level. If you had to stop 
and explain all IB rules and abbreviations it would take twice as long + I would 
have been bored.” 
 
“I came with no understanding so this was set right for me” 

 
Too complex/difficult 
 

“Felt a little over my head as I am a complete novice in regard to welfare rights” 
 
“Too much info to take in over one day” 

 
Too simple/easy 
 

“Much appreciated but found delivery of basics unnecessary” 
 
Relevance 
 
Course relevance was also very high, with 98% (2,867 respondents) stating that they felt the 
course was relevant to the work that they carry out, with only 58 respondents (2%) saying it 
wasn’t relevant.     
 

“Found information most helpful and up to date” 
 
“Good to be able to advise young people on options after school” 
 
“Very relevant, answered questions that I have been getting asked while in my 
post” 
 
“Very useful, as it has been an issue which has confused me in the past” 
 

Not relevant 
 

“It wasn't directly relevant to me as I don't give advice” 
 
“Not at present, however could be relevant in the future, would need more 
training” 
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Rating the course 
 
A new question was introduced in the 2009/10 period, asking attendees to rate the course 
overall, on the scale:  excellent, good, fair or poor.  Results are shown in the figure below. 
 
Figure 8 How would you rate the course overall? 
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Comments on course where an overall rating of excellent/good was awarded: 
 

“Good pace, easy to follow, plenty of time for questions + exercises + 
discussion” 
 
“Very impressed - no criticisms - found all aspects very positive, and put over in 
an accessible manner” 
 
“Great, clarified the most recent changes that I might not otherwise have had 
time to digest. Exactly what was wanted” 
 
“The most relevant training I have been on in a long time. Excellent delivery. 
Thank you very much” 
 
“But painkillers should be included” 
 

Only two poor/fair comments were made: 
 

“Too easy” 
 
“I felt it was a little too long, a lot of information on handouts” 

 

Participants were then asked to rate the course they took under three sections:  content, 
structure and delivery.  As can be seen in the graph below, the vast majority of participants 
rated the course to be good or excellent:  course content was 98%, course structure was 
97% and course delivery 98%.  These results were consistently strong over the three year 
period and were slightly more positive than the Tax Credits Project evaluation in 2008.   
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Figure 9 How would you rate course content, structure and delivery?  
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Questions and discussion 
 
An average of 97% of participants felt there was adequate time for questions and discussion 
during the course.  This question was not asked in the 2009/11 course evaluation. 
 
Course administration 
 
Attendees were asked if they felt the course administration was effective.  Over the 3 years, 
91% of those who answered this question felt that it was effective, only 1% answered ‘no’ 
and 8% answered ‘don’t know’ (20% in 2009/10 but this was a much lower sample), mainly 
because someone else in the organisation dealt with the administration on their behalf.  This 
dip was also experienced in the previous evaluation, as can be seen in the figure below, but 
in that middle year, 2006/7, CPAG conducted courses at the venues of umbrella 
organisations so had little to do with the course administration. 
 
Figure 10 Was the course administration effective? 
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Other training CPAG could offer 
 
Other specific training that those who attended CPAG courses would like to be offered 
(bearing in mind that some of these may already be provided but participants were not aware 
of them, or they have since been offered) are listed below.  Comments were also made 
around participants rating all CPAG training highly, CPAG already providing the full range of 
topics possible, repeating some courses throughout the year and being interested in any 
relevant courses to their role.  Specific courses mentioned were:   
 
 Any follow up courses 
 Any new benefits/changes 
 Appeals procedure, for ESA in particular 
 Bereavement benefits 
 BME 
 Care in the community 
 Challenging/disputing over-payments/HMRC decisions re tax credits 
 CHB and CTC claims with no recourse to public funds 
 Claiming grants 
 Dealing with care leavers 
 Disability benefits 
 Effect of ESA benefit for clients follow up/advanced ESA 
 Effect of ESA on HB and CTB 
 Homeless issues/rehab of ex-offenders/impact of addiction 
 Housing and support 
 Immigration/A8/A2 nationals/refugees and asylum seekers 
 Industrial injuries/disability benefit 
 Introductory courses on benefits for volunteers 
 JSA claimants 
 Kinship carers 
 Lone parents 
 Mobility 
 Money advice, introduction to bankruptcy, etc. 
 National Insurance conditions/contributions 
 Negotiation skills 
 Reduced Earnings allowance 
 Students – from abroad, with children, disabled, on income support 
 Tax credits plus 
 More in Aberdeen/Edinburgh/Inverness 

 
Other comments made were as follows: 
 

“A good course and more needed with the Scottish context as this topic is sadly 
missed amongst the welfare rights community. Courses such as this highlight 
the importance of pursuing this avenue for clients.” 
 
“A lot to cover in a short period of time” 
 
“Challenging course but very well delivered and exercises were useful.” 
 
“CPAG is always a great support and good source of training” 
 
“Enjoyed the course. Well planned, prepared + presented.” 
 
“I found doing exercises after each block of discussions the most useful as it 
helped me to understand more and to make points clearer. I would suggest 
more exercises on courses.” 
 “Trainer paced out the information very well, and made sure everyone was 
clear before moving on.” 
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Mapping against Scottish National Standards 
 
There was also a specific objective around mapping training against Scottish National 
Standards, with new courses developed to meet gaps.  Scottish National Standards for 
Information and Advice Providers have been developed by Scottish Government and are 
designed to ensure consistency and effectiveness across information and advice services.  
The associated Competences for Advisers specify what skills and knowledge staff in 
different roles and at different levels require to do their job.   
 
At the start of each year, CPAG in Scotland clearly maps all of its training courses against 
these competences (both the Generic Competences and specific Money and Welfare 
Benefits Related Advice Competences) and suggests packages of courses for those working 
to the standards for each type of adviser.  The three types of adviser are Type I (Active 
Information, Signposting and Explanation), Type II (Casework) and Type III (Advocacy, 
Representation and mediation at Tribunal or Court Action Level).  Some of this information is 
provided in the CPAG in Scotland Training Programme printed booklet and the full mapping 
of training provision to competences and Types I, II or III is detailed on the CPAG in Scotland 
website.  All CPAG courses are also graded at four levels:  basic, introductory, standard and 
experienced, to help potential trainees identify what is most relevant to them. 
 

3.2 Casework support - Advice line statistics 
 
Target 
 We will operate a telephone advice line four mornings a week, alongside a letter and 

e-mail service, giving expert casework support to frontline advisers and others 
advising those entitled to benefit and tax credit support. We will provide essential 
advice and support in a target 700 cases per year. 
 

 We will continue to provide independent expert advice to other organisations, 
including the Scottish Government, on the interaction of benefits and tax credits 
policy and procedures with Scottish Government anti-poverty initiatives. 

 
Outcomes 
 
Until the end of December 2010, CPAG in Scotland telephone advice line for advisers was 
open Monday to Thursday 10.00am to 12.00 noon.  To respond to rising demand and 
maintain the quality of the service, the telephone advice line service was extended to five 
mornings a week from 7 January 2011.  This service provides advisers with casework 
support on benefit entitlement, expert legal interpretation, up-to-date caselaw, regulation and 
procedural changes, and support with appeals.  This is backed up by an e-mail advice 
service.   
 
CPAG in Scotland has kept a record of the content of its advice line enquiries.  The total 
number of contacts to the advice line in the last three years was 3,713, representing an 
almost 200% increase on the number of contacts in the previous three year period (2005/08 
– 1,245 contacts).  The number of enquiries has also risen steadily year on year in the last 
three years, from 1,037 in 2008/09 to 1,208 in 2009/10 and 1,468 in 2010/11.  This clearly 
and substantially exceeds the target set of 700 cases per annum.  Quarterly data are shown 
in the figure below. 
 



 

FMR RESEARCH LTD PAGE  25 

Figure 11 Number of enquiries to advice line 
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Enquiries to the advice line were mainly made by those working in Citizens Advice Bureau, 
accounting for around one third of all contacts.  The full spectrum of organisation types is 
shown in the following figure.  Organisations classified by CPAG as ‘other’ accounted for 
30% of all contacts, and included voluntary sector organisations such as Contact A Family, 
Barnardos, The Action Group and other charities, as well as some private and public sectors 
organisations.   
 
Figure 12 Organisation type 
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Out of the 3,713 advice line enquiries during the 2008/11 period, 73% were received by 
telephone, 29% by e-mail and less than 1% by letter or in person.  This represents a decline 
in the proportion of enquiries by telephone from 2005/08 (and a subsequent increase in 
email enquiries), which continued year on year in the 2008/11 period as shown in the figure 
below. 
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Figure 13 Enquiry method 
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For each enquiry CPAG records the type of advice requested, with up to 5 subject types, 
plus an ‘other’ option.  The spectrum of advice requested is shown below.  Enquiries which 
included advice on Income Support/Job Seekers Allowance accounted for over one third of 
enquiries, followed by Housing/Council Tax Benefit and Working and Child Tax Credit. 
 

Figure 14 Type of advice requested 
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In terms of additional independent expert advice to Scottish Government and other 
organisations on the interaction of benefits and tax credits policy and procedures with 
Scottish Government anti-poverty initiatives, the progress reports note a number of different 
activities.  For example, CPAG provided expert advice to Scottish Government departments 
on issues relating to the interaction between benefits and devolved support to students and 
to kinship carers. 
 
When the number of organisations using the advice line is considered, 338 'unique’ 
organisations were logged in 2008/9 and this increased to 397 in 2010/11 as far as it was 
possible to tell from the data, i.e. an apparent increase of 59 organisations.  However, when 
examined further, the data shows that organisations represented were not consistent across 
the three year period, with some using the advice line in 2008/9 then not again and others 
not using it in 2008/9 but doing so in later years.  There is no way of knowing whether these 
were completely new users at this time from the data supplied, i.e. had never used it prior to 
2008, however.  The data showed the following: 
 

 130 organisations used the advice line in 2008/9 and then not again in either 
2009/10 or 2010/11, half of which were ‘other’ organisations (i.e. not CABx, local 
authorities, academic institutions, law centres or housing association). 

 143 organisations used the advice line in 2009/10 but not 2008/9 (64 were other 
organisations, 31 local authority departments and 26 CABx). 

 179 organisations used the advice line in 2010/11 but not in the two years previously 
(78 were other organisations, 34 local authority departments, 33 CABx and 19 
housing associations). 

 Some organisations using the advice line just used it once or twice, but sixteen ‘new’ 
organisations in 2010/11 used it three times or more, with one accessing it nine 
times and another 26 times. 

 

3.3 Information  
 
Targets 

 
 We will develop and update, produce and disseminate, in hard copy and online, 15 

information sheets a year for frontline workers on specific aspects of benefit and tax 
credit entitlement and take-up, with specific reference to the interaction with welfare 
to work initiatives. 
 

 We will research, write, produce and disseminate annually, in hard copy and online, 
the Benefits for Students in Scotland handbook and a handbook on benefits and tax 
credits for children in care and residential care and their families, including 
information on the interaction with other forms of local authority financial support.  
 

 We will produce and disseminate regular e-bulletins for frontline workers on legal 
and policy developments; one focusing on tax credits, one focusing on benefit and 
tax credits as they impact on disabled children and their families, and one focusing 
on benefits and tax credits for students, all with specific reference to the interaction 
with welfare to work initiatives. 

 

 We will maintain and update web-pages on the CPAG website with up to date 
information on benefit and tax credit developments, with specific reference to 
interaction with student funding, funding for children in care and residential schools  
and disabled children and their families. 

 
Factsheets 
 
At April 2008, CPAG in Scotland had produced 19 tax credits factsheets, 5 student 
factsheets and one tax credits and benefits factsheet for asylum seekers.  As well as 
continually updating existing factsheets, 10 new factsheets were produced during the 
2008/2011 period.  These were as follows: 
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2008/9: 
 Employment and support allowance and studying  
 Benefits and tax credits for lone parent students 
 Disabled children – a checklist of financial help for families 

 
2009/10: 
 Tax credits and flexible working 
 Benefits and tax credits for European students 
 Disabled young people 
 Kinship care and benefits – the essentials  
 Children looked after away from home by the local authority – impact on family 

benefits and tax credits   
 Care leavers and benefits: giving good advice (produced in conjunction with Scottish 

Throughcare and Aftercare Forum)  
 

One factsheet (Child tax credits for benefit claimants) was discontinued in 2009/10.   
 
2010/11 
 Benefits for new refugees  

 
Factsheets are made available in two ways.  Firstly, when factsheets were developed or 
updated they were printed and distributed to CPAG in Scotland’s database of individual 
contacts.  In total, over the 3 year period, CPAG in Scotland printed 99,000 copies of new or 
updated factsheets, of which 78,100 were mailed out and the remainder given out at training, 
at stalls, or following requests.  The number of paper copies of each factsheet printed 
(whether new or updated) rose from around 1,500 to 1,700 in 2008/09, and had reached 
2,000 in 2009/10 and 2010/11.  However, 3,000 copies of the new Looked After Children 
factsheet were printed.  Multiple copies of factsheets were also distributed to several 
organisations.   
 
Secondly, factsheets were available online to download and the figures supplied by CPAG in 
Scotland for the number of downloads per factsheet is shown in the figure below.  The 
figures for factsheets have been averaged out across each factsheet ‘theme’ over a four 
month period

3
, and so do not show individual variations or levels for each factsheet.  

However, trends over time show that the number of downloads per factsheet has steadily 
increased from around 600 per 4 month period in 2008/09 to around 1,100 in 20010/11.  This 
increase was mainly due to the increase in the demand for factsheets regarding students, 
disabled children, children living away from home and, to some extent, refugees.  Tax credits 
factsheets have shown a slight decrease in demand over the three year period.  
 

                                                      
3
 The three columns shown in the chart for each year cover the periods April to July, August to 

November, and December to March. 
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Figure 15 Average number of downloads per factsheet in each factsheet group 
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Handbooks 
 
CPAG in Scotland produces an annual handbook for advisers working with students or 
potential students in further or higher education, Benefits for Students in Scotland Handbook.  
This was regularly updated online and a new edition published annually around 
September/October.  A second handbook, Children’s Handbook Scotland: A benefits guide 
for children living away from their parents, was first published in October 2008 and promoted 
in early 2009.  Subsequently it was also updated regularly online, and a new edition 
published around September/October each year.  Both handbooks are available to view 
online (free) or in hard copy at a cost of £13 – £13.50.  In addition, hard copies of new 
editions of the student handbook were sent to around 50 colleges and 40 HEIs, and the 
children’s handbook was sent to 86 Citizens Advice Bureaux.  The target set with regard to 
handbooks was therefore met. 
 
Data from CPAG in Scotland’s progress reports for those who viewed online (and perhaps 
printed) copies of each handbook are shown below.  Please note that separate data for each 
handbook are not available between January 2009 and March 2010. 
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Figure 16 Handbook downloads – data for individual visitors 
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E-bulletins 
 
CPAG in Scotland has been circulating e-bulletins to key contacts since February 2007.  The 
e-bulletins, which originally contained updates on changes to the Tax Credits system as well 
as links to the website which can give more specific information on Tax Credits, were 
circulated on a monthly basis throughout the period of this evaluation.  A second e-bulletin, 
providing information on students and benefits was produced and circulated four times each 
year.  In addition, the first e-bulletin on benefits and tax credits for disabled children and their 
families was produced in November 2008 and on a quarterly basis thereafter.  The following 
figure shows the number of e-bulletins received via email which were viewed and forwarded.  
These data have been averaged out across the number of e-bulletins produced in each four 
monthly period.  Disaggregated data for each e-bulletin type are only available from 
December 2008 as there was only one email at the start of the evaluation period.  Three e-
bulletins were produced regularly, meeting the target set. 
 
Figure 17 e-bulletins ‘viewed and forwarded’ – average number per e-bulletin 
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As well as direct emailing, e-bulletins were available for download on CPAG in Scotland’s 
website.  In addition, a range of information was provided on CPAG’s website, in accordance 
with the final target under the information heading. 
 

3.4 Other activity 
 
Targets 
 
 We will organise the annual welfare rights conference for advisers in Scotland 

bringing together 120 frontline advisers each year to share skills, experience and 
knowledge. 
 

 We will host, in partnership with Citizens Advice Scotland, the Scottish Social 
Security Consortium, providing a forum for exchanging information, encouraging 
good practice and identifying areas of concern. 
 

 
CPAG in Scotland organised three national annual conferences for welfare rights advisers in 
Scotland during the period 2008/11.  The number of delegates at each conference was as 
follows:  2008/09, 160 delegates; 2009/10, 130 delegates; and 2010/11, 141 delegates.  This 
therefore exceeds the target attendance set. 
 
CPAG in Scotland, in partnership with Citizens Advice Scotland, organised and hosted four 
meetings per year of the Scottish Social Security Consortium in response to the target 
above. 
 

3.5  Evaluation and monitoring 
 
 We will undertake ongoing monitoring and evaluation based on: 

 
- Recording of quantitative data relating to numbers and types of services 

using training, advice, support and information services. 
- Recording and analysing evaluative feedback based on evaluation returns 

from all training events. 
- Using evaluative information to shape project activities on an ongoing basis. 
- Maintaining Advisory Groups developed for specific projects giving an 

external view on project development. 
- Checking a sample of casework support on a regular basis. 
- We will commission an independent evaluation of our second tier welfare 

rights activity toward the end of 2010/11, building on the methodology and 
findings of the evaluation of Tax Credits activity commissioned in Feb 2008. 

 
CPAG in Scotland have ongoing evaluation and monitoring mechanisms in place and report 
on progress to the Scottish Government every four months.  These reports give feedback on 
each of the above processes. 

 

3.6  General 
 
In delivering all our activity we will build on and maintain contacts and partnerships with local 
authorities and other agencies providing frontline services to families facing poverty. This will 
help ensure CPAG’s specialist expert support relating to benefits and tax credit entitlements 
and their interaction with devolved financial support arrangements is relevant to the needs 
of, and reaches, those frontline workers best placed to provide direct advice and support to 
those in most need.  CPAG already has strong working relationships with, amongst many 
others, local authorities, Capability Scotland, One Parent Families Scotland, Reed in 
Partnership, Highlands Advice and Information Network, Contact a Family, Working for 
Families projects and Citizens Advice Scotland. 
 
CPAG’s progress against this target is noted in the four-monthly progress reports and 
include a wide variety of networking and promotional work.  This includes joining and being 
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active in relevant networks, e.g. SURF; having stalls at events, e.g. the SCVO Gathering; 
writing articles for different publications; attending or giving presentations one-off events or 
discussions, etc.  
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4 Key findings – primary data 

This section reports the findings from the three phases of primary data collection from 
external stakeholders:   
 

 the depth stakeholder interviews; 

 online/postal survey of all contacts from the last three years; and  

 the three focus groups with welfare benefits advisors, general advisors and other 
support workers.   

 
In addition, the ratings awarded to each aspect of the service by CPAG staff at the away day 
are also incorporated.  The data is presented by theme rather than by source, reporting each 
of the data sources together to avoid the reader feeling there is duplication or causing 
confusion should there be any contradictory responses at any point. 
 
As detailed in section 2.4, the full survey sample was 504 (excluding the 6 responses from 
students or members of the public).  However where the full sample is not reported in a 
chart, for example where people chose not to answer a question, the base is specified below 
the chart or on the y axis and attention should be paid to this when interpreting results.  
Where any percentages do not sum to exactly 100%, this is due to rounding or where more 
than one response can be given to a question. 
 

4.1 Awareness and familiarity with CPAG in Scotland’s advice, 
information and training services 

 

4.1.1 Length of relationship with CPAG in Scotland 
 
Stakeholders who participated in the depth interviews and focus groups tended to be aware 
of and have a relationship with CPAG since they first studied or came into post in a relevant 
discipline/role.   This varied from around six months to over thirty years.   
 
Survey respondents were also asked how long they had been using CPAG in Scotland’s 
advice, information and training services.  As can be seen from the chart below, three out of 
five respondents (60%, 298 respondents) claimed to have been using the service for more 
than 3 years, a substantial increase from the 2008 survey (32%).  The length of use was 
consistent across sector, apart from the private sector where only 35% had used CPAG 
services for more than three years, but this was a much lower base.  Whilst all types of 
worker were most likely to have used CPAG’s services for more than three years, more 
welfare rights specialists gave this response (74%, 127 respondents) in comparison to 62% 
of general advisors (98 respondents) and 44% of other support workers (68 respondents). 
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Figure 18 How long have you been using CPAG in Scotland's advice, information and 
training services (Tax Credits advice services 2005/08)? 
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4.1.2 How first heard of CPAG in Scotland’s services 
 
The two principle means of first hearing about CPAG in Scotland’s advice, information and 
training services were word of mouth (33%, 167 respondents) and via a training course 
(29%, 145 respondents).  The 2008 evaluation highlighted CPAG flyers as being the main 
source (34%, 42 respondents), but this was only the source for 8% (42 respondents) in this 
survey. 
 

Figure 19 How did you first hear about your CPAG in Scotland's advice, information and 
training services? 
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4.1.3 Experience of different teams/focus 
 
The stakeholders who participated in the depth interviews and focus groups had utilised a 
variety of CPAG in Scotland’s second tier advice, information and training services from 
receiving information in different forms, attending training and receiving support for specialist 
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work around case law, appeals, tribunals, etc.  Stakeholders were selected to ensure a mix 
of perspectives was gathered, so each of the teams’ customers were represented via 
relevant organisations, i.e. those dealing with BME communities and refugees, children living 
away from their parents, disabled children and their families and students.  Tax credits and 
general welfare rights services were touched upon by the majority of stakeholders in 
addition.  Stakeholders were able to comment as users of support services only and others 
engaged in policy type work with CPAG in Scotland, having dialogue with staff members on 
a regular basis because of joint initiatives or to act in an advisory group capacity to help 
refine and develop the service.  Stakeholders who had this additional contact with CPAG 
staff members felt they had a very good working relationship and that CPAG staff were “a 
delight” to work with. 
 
When asked which CPAG in Scotland teams they had dealt with, four out of five survey 
respondents (83%, 394 respondents) who gave a view cite general welfare rights services 
but 40% (190 respondents) cited the tax credits team, 27% (127 respondents) the students 
team and 19% (89 respondents) the team dealing with disabled children and families.  The 
teams supporting the focus on children living away from their parents (9%, 44 respondents) 
and Black and minority ethnic communities (8%, 40 respondents) were both cited but to a 
lesser degree.  To clarify, the term team was used but there is really just one staff member 
leading each area of endeavour, although others play a role when required.   
 
Figure 20 Which of the following CPAG teams have you dealt with? 
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4.2 Rating and importance of CPAG in Scotland’s services 
 

4.2.1 Rating of services 
 
This section outlines what stakeholders, staff and survey respondents thought of CPAG’s 
services overall and then in more detail.  It is fair to say that stakeholders were very positive 
about the services provided by CPAG in Scotland and the team who provide them.  The 
organisation was perceived to play a key role in helping others to maximise people’s 
incomes.  Some comments made illustrate this point well: 
 

“I feel confident in the consistency and quality of services provided.  CPAG are 
easy to work with, provide excellent reference materials, communicate issues 
well and are responsive.” 
 
“The quality of their work is exemplary.” 
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“They do a very good job on limited funds.  They’re very approachable and have 
real expertise.” 
 
“I don’t know what they could do better, they’re very thorough.” 
 
“I go to CPAG when I’m stumped.” 
 
“They are a brilliant organisation, essential to our capacity to advise on more 
complex enquiries.  If they didn’t exist we could do mundane things but would 
really struggle to deal with more out of the ordinary and ambiguous cases.  
They are a great resource to draw on.  We see them as a key partner.  It’s good 
to tap into their knowledge and research and I’m impressed that they always 
double check before they confirm things – it’s a very rigorous set up.” 

 
Those who participated in depth interviews were asked what support they had accessed 
from CPAG in Scotland.  All (excluding the Scottish Government stakeholder, as this was not 
appropriate) had made use of the Welfare Benefits & Tax Credits Handbook and some had 
experience of using the Scottish handbooks too.  The main CPAG handbook was referred to 
by several stakeholder as “the bible” and was viewed as both an integral and invaluable tool 
which enables them to do their job.  This point cannot be overstated – the value attributed by 
stakeholders to this resource was both substantial and sincere.   
 

“I trust the handbook as a source completely.  It is clear, with a good level of 
detail, it’s well written, laid out well for different technical subject areas which 
makes it accessible.” 
 
“We couldn’t do our job without these.” 
 
“They are very, very good.  They have everything you need.” 
 
“The Scottish handbooks filled a gap, they were needed.  We don’t use them 
every day, not as much as the big one, but it’s good to get the relevant Scottish 
information.” 

 
All also received factsheets, which were rated very highly as a quick read guide to what had 
changed/was changing, which was particularly helpful and worked in a very complementary 
way to the handbooks, where they could dip in for further detail as required.  A few 
stakeholders actually used the factsheets to give to clients as they were pitched at a more 
accessible level than the handbooks. 
 

“I use these a lot and recommend them to others.  They are pitched at a general 
level, which is a good way in to complex policy areas.  They’re also updated 
regularly so you know the information is current.” 
 
“They’re very precise and focused.  You can pick up good tips and they’re well 
written.  A lot of thought has gone into them and they’re easy to understand.” 

 
e-bulletins were also received by all relevant stakeholders, although several reported 
keeping/filing/circulating these to colleagues but often not reading them fully – knowing what 
was covered seemed to be the key thing so they could be referred back to.   
 

“I skim them and file for when/if I need them.” 
 
All had undertaken training, albeit that for more experienced staff this may not have been 
that recently.  Several had also experience of train the trainer materials and a couple had 
experience of the e-learning pilot materials and in-house training.  The training was also 
rated highly by stakeholders.  The trainers were perceived to be experts in their subject who 
could also communicate the key messages well.  A few stakeholders reflected that CPAG 
must have invested a lot of time and effort into thinking about their training courses, the 
materials used and how things were communicated as they were “spot on”.  The fact that 
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CPAG grade their courses was also appreciated.  When stakeholders had suggested ideas 
for further training, it had been picked up on which was very helpful.  The only criticism was 
that the venues were not great as they could sometimes be stuffy. 
 

“CPAG is our first stop for training, no-one else can compete.” 
 
All used and valued extremely highly the advice line (either by telephone or email).  There 
were different preferences expressed on telephone or email as the best medium to receive 
advice from CPAG.  Those who preferred telephone did so for a number of reasons: 
 

 because this gave them an immediate response (although it was often followed up 
by an email); 

 it allowed them to discuss the case, which often prompted them to elicit further 
information from their client, and they had always done some research themselves 
so didn’t want to start from scratch;  

 for some it was much quicker to tell CPAG the issue rather than email because of 
the complexity of the case and/or their typing skills; and 

 some preferred to do this in the first instance, until they were more familiar with the 
issues and CPAG personnel and then preferred to communicate via email once the 
relationship and understanding had become established. 

 
The downside which was expressed around the telephone helpline was the fact that it was 
not available in the afternoon.  Some stakeholders were appreciative of the fact that the 
telephone advice line service had been extended to five days a week from four, and realised 
that this would entail a significant time resource for CPAG to respond as fully as they do to 
every query. However, others were frustrated that the advice line is not available Monday – 
Friday, 9am – 5pm as they would like to be able to deal with issues immediately and feel that 
demand has increased for the service so this could be justified.  Several stakeholders 
reported having difficulty getting through because the line is often busy. 
 
Those who preferred email advice did so for a number of reasons: 
 

 this provided a very full response, often with links which they could click on for 
further information; 

 for those who were less experienced in welfare rights, they liked to read the 
response two or three times to make sure they understood everything, as the 
situation was often complex – this could not be replicated by a telephone call; 

 this could be shared with colleagues more easily; and 

 this provided an audit trail for the case file, which could be filed/stored accordingly. 
 
All found the advice service, both by telephone and email, to provide a very quick response 
(often the same day and certainly within 24 hours, even for complex issues), extremely 
thorough, up to date, accurate and staff to be friendly and helpful.  CPAG staff were clearly 
rated very highly by stakeholders – they are the ‘go to’ source for assistance and the 
information they provide is trusted, with no need to check it out. 
 

“They don’t just give you the ‘answer’, they give you the detail so you 
understand why it is the answer and options to consider/explore with clients.  
They are very thorough.” 

 
Stakeholders generally found it difficult to comment on CPAG in Scotland’s networking 
activity or reach, as they were already familiar with them and engaged. 
 

“It’s hard to say, I had links with them already.” 
 
However, one stakeholder considered it to have improved, with CPAG being more visible 
and to have more contacts in areas other than welfare rights teams, for example in health 
and inequalities.  This is borne out by the increased number of contacts since the 2008 
evaluation.  This was seen to be primarily around training and relatively superficial, however, 
so there is still room for improvement and proactive relationship development. 
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All of the stakeholders were also aware of the policy influencing/lobbying activity work that 
CPAG in Scotland engages in.  It was hard for most to recall the way in which they first 
became aware of this as they had known for a while and presumed it was via 
communications from CPAG in some form or via colleagues.  Whilst most felt that they were 
kept sufficiently up to date with this activity and had the opportunity to be involved, a few 
would like more information or to be more involved.  The ‘ad hoc’ means of involving 
stakeholders at present was generally considered to be appropriate and difficult to engineer 
something more structured.  Several stakeholders were contacted for examples and they 
were happy to oblige.  The website was cited as being useful to keep up to date on this area 
of activity.   
 
There was some discussion with stakeholders via depth interviews and focus groups 
regarding the effectiveness of trying to respond to everything or focusing on a smaller 
number of key issues and having more of an impact on these issues.  Whilst CPAG were 
considered to be incredibly knowledgeable and therefore well placed to influence policy and 
lobby, there was a perceived downside that staff are “too nice” in some respects and could 
be overlooked because of that (the ‘who shouts the loudest’ argument).  In contrast, though, 
the fact that CPAG staff are very reasonable perhaps gains them entrée to discussions 
where more strident lobbying groups would be excluded.  It is recognised that this is a 
difficult balance to maintain and there are real pros and cons of different approaches.   
 

“They get in the right place at the right time:  gathering evidence, on 
committees, John Dickie has a high profile regarding developing policies and 
legislation.” 

 
The table below shows the arithmetic average or mean of the ‘marks out of 10’ awarded to 
each aspect of the CPAG in Scotland service tested with stakeholders during the depth 
interviews and with staff at their away day.  The range of scores is also shown by the lowest 
and highest scores awarded.  As can be seen below, staff tended to be slightly harsher 
critics of their services, as might be expected, than other stakeholders apart from on the 
subject of annual conference.  It should be noted that only five stakeholders awarded a score 
to the annual conference, so this is a much smaller base.  Others had not attended the 
conference so could not comment other than perhaps in terms of feedback from colleagues 
who had attended (which was generally positive).   
 

“It’s not all relevant to everyone but it’s useful.  It is frustrating when there’s not 
enough time for questions as they get behind schedule.  They have really good 
speakers and panellists so you really want to speak to them!” 
 
“They combine content and networking well and they’re very good at putting on 
new things with practical examples.  The judges talking about tribunal work was 
splendid.” 
 
“It’s the only one I ask to go to.  The format is good, there are good networking 
opportunities, good speakers, workshops are key – not talking shops but like 
high quality training opportunities with good discussions around the issues.  It’s 
like training plus.” 
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Table 5 Mean ‘marks out of 10’ for each aspect of service tested with stakeholders and 
staff 

 
Stakeholders CPAG staff 

Mean Highest Lowest Mean Highest Lowest 

Overall 8.95 10 7 8.22 9 7.5 

Training 9.10 10 8 8.61 10 8 

Welfare Benefits & Tax Credits 
Handbook 

9.19 10 7.5 8.89 10 7 

Scottish Handbooks 9.12 10 7.5 8.44 10 7 

Factsheets  8.79 10 7 8.22 10 7 

e-bulletins 8.35 10 5 7.89 10 6 

Advice line 9.14 10 8 8.17 9 7 

Email advice n/a n/a n/a 8.06 9 7 

Website n/a n/a n/a 6.17 7.5 4 

Conference 7.8 9 7 8.50 10 7 

Networking with welfare benefit 
advisors throughout Scotland 

n/a n/a n/a 7.67 9 6 

Networking with other frontline 
staff who can signpost clients 

n/a n/a n/a 6.79 9 6 

 
Please note that n/a indicates that this was not asked in this way of the stakeholder depth 
interviews. 
 
Survey respondents were asked to rate ten different aspects of CPAG in Scotland’s advice, 
information and training services on a five point scale, with the additional option to state that 
they had never used that service.  The figure below shows the full range of responses from 
those who gave a view on each aspect tested.  The first question was around the quality of 
service overall, which four out of five respondents (79%, 362 respondents) rated as very 
good.  Interestingly, only one aspect received a higher proportion of very good responses – 
the Welfare Benefits & Tax Credits Handbook 2011/12 at 83% (356 respondents). It should 
be noted that this is produced by CPAG in London, not CPAG in Scotland although staff 
members do contribute to this resource.  This was included as it is such a strongly used 
resource that we needed respondents to be clear on what they were commenting upon – the 
London produced handbook which is used on a daily basis or the Scottish handbooks which 
tend to be used less often. 
 
The vast majority of respondents gave positive ratings to each aspect of the service tested, 
but there was variation in the proportion of very good and quite good ratings, as can be seen 
below.  It should be noted that despite having a very positive rating in 2008, the responses 
were even more positive on each point tested in the 2011 evaluation. 
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Figure 21 How would you rate the following aspects of CPAG in Scotland's services? 
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Those who completed the shorter version of the questionnaire, as they stated they were 
students or members of the public, also rated each aspect of CPAG’s services tested very 
positively.  Two of these were students and four were retired from a welfare benefits related 
role.  Indeed, one still receives the handbook to ensure that they maximise their own benefits 
income now that they are retired and also assist others. 
 
The depth interviews explored a variety of issues and the best means of testing these with a 
wider stakeholder audience was via agreement/disagreement with a range of statements.  
Respondents were able to give a ‘don’t know’ response and these are excluded from the 
figure below so please note the base varies from 155 (for the annual conference) to 500 
(information is accurate and up to date).  As can be seen, there was very little disagreement 
with any of the statements – the most significant was that 13% (51 respondents) disagreed 
that they receive sufficient information on CPAG’s policy influencing/lobbying activities.     
 
The proportion of strongly agree responses was particularly high for the following: 
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 staff are helpful (76%, 344 respondents); 

 information is accurate and up to date (74%, 371 respondents); 

 staff are knowledgeable (73%, 334 respondents); 

 trainers present courses well (68%, 277 respondents); and 

 staff respond quickly to queries/requests for information (63%, 253 respondents). 
 
Figure 22 Do you agree or disagree with the following statements about CPAG? 

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

We receive sufficient information on CPAG's policy
influencing/lobbying activities (n=377)

CPAG is well-networked with other frontline staff
throughout Scotland

(n=247)

CPAG is well-networked with welfare advisors
throughout Scotland (n=315)

The Annual Conference is worthwhile
(n=155)

The frequency of postal communication is about right
(n=306)

The frequency of email communications is about right
(n=370)

The website is easy to use
(n=374)

The website has a lot of useful information (n=373)

Staff respond quickly to queries/ requests for
information (n=399)

Trainers present courses well
(n=406)

Staff are helpful (n=455)

Staff are knowledgable (n=459)

Information is clear/easy to understand
(n=499)

Information is accurate and up to date
(n=500)

Strongly agree Agree Disagree Strongly disagree

 
 

4.2.2 Ranking of importance 
 
The depth interviews explored which aspects of CPAG’s services were most important or 
valuable to stakeholders and the handbooks (particularly the main one but also the two 
Scottish handbooks where appropriate), training and advice line for support with case work 
consistently came out most strongly. 
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Respondents were next asked to rank CPAG in Scotland’s advice, information and training 
services according to how beneficial they were to the respondent’s organisation, where 1 
was the most beneficial to their organisation and 9 was the least beneficial.  The response 
reflects the ratings in the table above, with the Welfare Benefits & Tax Credits Handbook 
being ranked first, followed by training courses/workshops/seminars, advice line, the Scottish 
handbooks and the factsheets.  Please note that the base varied for each aspect, however.  
 
Figure 23 Rank the services offered by CPAG in Scotland's Tax Credits training, information 

and advice services, where 1 is the most beneficial and 9 is the least beneficial to 
your organisation. 

0% 20% 40% 60% 80% 100%

Annual Conference
 (n=324)

Website
(n=377)

E-bulletins
(n=376)

Email advice
(n=367)

Advice Line
(n=390)

Scottish Handbooks
(n=380)

Welfare Benefits & Tax
Credits Handbook

(n=434)

Fact sheets
(n=422)

Training course/ workshops/
seminars (n=439)

1 2 3 4 5 6 7 8 9

 
 
In order to determine a ‘truer’ version of the order in which the services were prioritised, each 
service received a score by multiplying the number of responses by the ranking given to the 
service.  For example if training was ranked as most beneficial by a respondent i.e. they 
gave training a 1 this would score 9, a 2 would score 8 and so on.  The scores were then 
aggregated and divided by the number of responses to each service to give a mean value. 
The results are illustrated in the figure below, which shows a slightly different prioritisation 
overall and for each type of worker.  This promotes the value of the factsheets above the 
advice line and Scottish handbooks, although the advice line is particularly important to 
general advisors.  Whist the vast majority of those who gave a view, rated the annual 
conference positively, it was consistently ranked of lower value than each of the other 
aspects of the service offering.  
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Figure 24 Mean value of CPAG’s service by how beneficial they are to respondent’s 
organisation 

 
Overall 

Mean value 

Welfare 
rights 

specialist 
advisor 

General 
advisor 

Other 
support 
worker 

Other 

Welfare Benefits & Tax Credits 
Handbook 

7.4 
(434) 

8.1 
(154) 

7.5 
(140) 

6.7 
(128) 

5.8 
(12) 

Training course/workshops/ 
seminars run by CPAG in 
Scotland 

7.1 
(439) 

7.5 
(159) 

7.0 
(139) 

6.7 
(130) 

6.2 
(11) 

Fact sheets 
6.7 

(422) 
6.7 

(145) 
6.7 

(133) 
6.7 

(129) 
6.7 
(15) 

Advice line 
6.6 

(390) 
6.5 

(143) 
7.0 

127) 
6.4 

(111) 
4.4 
(9) 

Scottish Handbooks 
6.2 

(380) 
6.4 

(133) 
6.7 

(129) 
5.4 

(106) 
5.0 
(12) 

Email advice 
5.8 

(367) 
5.9 

(133) 
5.8 

(116) 
5.7 

(108) 
4.4 
(10) 

Website 
5.6 

(377) 
5.4 

(138) 
5.7 

(119) 
5.9 

(109) 
4.9 
(11) 

E-bulletins 
5.3 

(376) 
5.5 

(140) 
5.3 

(117) 
5.2 

(105) 
5.4 
(14) 

Annual Conference 
3.4 

(324) 
3.9 

(122) 
3.0 

(103) 
3.2 
(91) 

4.0 
(8) 

 
4.3 Strengths and weaknesses 
 
Stakeholders were asked what they considered the strengths and weaknesses of CPAG in 
Scotland’s second tier advice, information and training services to be.  Stakeholders found it 
much easier to rhyme off strengths but more of a challenge to identify weaknesses as such.  
The key strengths were identified as: 
 

 knowledgeable, expert staff; 

 the ability to trust the information provided as being correct and current; 

 staff are friendly and easy to work with, plus sensitive to working across different 
sectors and functions in different partnerships at different times; 

 efficiency, for example, quick response times to queries; 

 respond to what is happening/changing and provide information on these issues – 
engaging well and regularly with practitioners helps CPAG to do this; 

 good communications with different levels of detail, as required, so there is 
something for everyone; 

 handbooks are well written, referenced and laid out; 

 good reputation in the sector as an excellent pool of knowledge/resource – credible 
as an organisation and as individuals; 

 proactive and central to movements to change, e.g. the Coalition on Workforce 
Reform – good links at high level such as Scottish Government; 

 peer review of advice 
 

“CPAG’s people are a huge asset  they have been active in their field for a long 
time, are committed and the values of the organisation are reflected in the 
individuals who work there.” 
 
“This is the top of the tree.” 
 
“I’m confident in their sense of motivation.  They are objective and it operates 
like an action group which hasn’t lost its focus, ethos or credibility.” 
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And the weaknesses were considered to be: 
 

 a lack of assertiveness, at times they could ‘show their teeth’ more; 

 their role with the Scottish Social Security Consortium could be stronger, pulling 
things together more and driving things forward without waiting to be asked/told to 
make events/discussions as focused and useful as possible; 

 time management at conference could be better, to ensure everyone is heard, there 
is time for Q&A and for the workshops; 

 the fact that targeting groups means that there is duplication of effort as people have 
more than one ‘label’; 

 having to wait for the telephone advice line if it is engaged or outwith hours; 

 sometimes advisors can assume that others know more than they do 
 

“They do well, but it can be hard to be heard.” 
 
However, the majority of stakeholders could not think of any weaknesses. 
 
Staff discussions also focused on what the team felt were strengths, weaknesses and what 
they would like to change.  Strengths were perceived to include the following: 
 

 considered; 

 expert; 

 thorough; 

 organisation; 

 professional; 

 approachable; 

 highly respected; 

 accurate and up to date; 

 time to look into things; 

 resources we have (including colleagues!); 

 handbooks – unique resource; 

 factsheets – very large numbers downloaded so well used; 

 training (delivered well, good feedback); 

 advice line (expert advice, reliable); 

 checking by peers; 

 responds to needs of advisers; 

 efficient admin; 

 linking advice to policy; 

 quality of info/advice; 

 value clients/delegates; 

 in-depth quality advice, information; 
 
Weaknesses included: 
 

 more structure to time spent on advice; 

 do more; 

 don’t offer accredited training; 

 lack of evidence for effectiveness of work with frontline staff; 

 greater access; 

 online; 

 better website; 

 test case help/upper tribunal help; 

 improved payment options for services; 

 reach; 

 reach more frontline workers – non-advisers 

 availability (location/opening time); 

 are we too specialised?  What do people want from us? 
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4.4 CPAG in Scotland v other providers 
 

4.4.1 Awareness of other providers 
 
Stakeholders tended to perceive CPAG in Scotland as unique in terms of the particular 
services and role that it plays, in addition to the quality of service usually making it their first 
stop for advice.   
 

“I don’t use anyone else.  They talk to each other and always give really good 
advice on complex issues.” 

 
Whilst Citizens Advice Scotland was cited as another provider of services in the arena, they 
were perceived to do so in a compatible rather than competitive way on the whole.  Shelter 
was also cited as useful for advice on homelessness issues and others have consulted 
solicitors on points of law.  The Disability Alliance was also cited as a source for disability 
issues. 
 

“No-one can touch CPAG in the level they have helped me get to with appeals, 
etc., even solicitors.” 
 
“I like CPAG handbooks but use the Disability Alliance stuff for clients as they 
use great language and make it really accessible, explaining things well.  But 
that’s not enough detail for me to do a DLA application so I use CPAG for that. 

 
Around a third (32%, 156 respondents) of survey respondents stated that they were aware of 
other second tier advice, information and training sources but 68% (334 respondents) were 
not.  Responses were as follows: 
 

 AiB (1 respondent) 
 AIRE (1 respondent) 
 Action for Prisoners’ Families, England and Wales (1 respondent) 
 Advice Shop (4 respondents) 
 Advice Works (1 respondent) 
 Age Concern (2 respondents) 
 Benefits & Work (5 respondents) 
 Children in Scotland (1 respondent) 
 CIH (2 respondents) 
 CITA specialist support unit (1 respondent) 
 CPAG England and Wales (3 respondents) 
 CVS (2 respondents) 
 Citizens Advice Scotland (16 respondents) 
 Citizens Advice Scotland Kinship Care Project (1 respondent) 
 Citizens Advice Bureaux (9 respondents) 
 Civil Legal Aid Office (1 respondent) 
 Clinks, England and Wales (1 respondent) 
 Consumer Direct (1 respondent) 
 DWP (1 respondent) 
 Disability Alliance (5 respondents) 
 EHRC (1 respondent) 
 EMLC (1 respondent) 
 GEMAP (2 respondents) 
 Glasgow Advice and Information Network (1 respondent) 
 Govan Law Centre (1 respondent) 
 HB info (2 respondents) 
 IRRV (2 respondents) 
 Independent trainers (1 respondent) 
 Internal source (1 respondent) 
 LASA (5 respondents) 
 LITRG (1 respondent) 
 Law at Work (4 respondents) 
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 Legal Aid Board (1 respondent) 
 Legal Services Agency (7 respondents) 
 local authorities (12 respondents) 
 Maternity Action (1 respondent) 
 MATRICS (2 respondents) 
 Money Advice Scotland (16 respondents) 
 Money Advice Trust (1 respondent) 
 Money Matters (1 respondent) 
 NASMA (2 respondents) 
 NAWRA (3 respondents) 
 OPFS (3 respondents) 
 Positive Action in Housing (3 respondents) 
 Princess Royal Trust for Carers (1 respondent) 
 Rights Advice Scotland (6 respondents) 
 Rightsnet (9 respondents) 
 Scottish Families Affected by Drugs (1 respondent) 
 SAMH (2 respondents) 
 SFHA (1 respondent) 
 SHAC (1 respondent) 
 SHAS (4 respondents) 
 Scottish Legal Advisory Service (1 respondent) 
 Scottish Refugee Council (1 respondent) 
 Shelter (12 respondents) 
 Single Parent Families (1 respondent) 
 The Poverty Alliance (1 respondent) 
 Turn2Us (2 respondents) 
 UKCISA (1 respondent) 
 VANL (1 respondent) 
 Voluntary organisations (1 respondent) 
 Welfare Rights Training (2 respondents) 
 Wiser Advisor (1 respondent) 

 
It should be noted that the above were the responses given, however CPAG in Scotland or 
the organisations themselves may not consider all of these to be offering directly comparable 
services, even in part. For example, CPAG would consider that only a few of these 
organisations offer a second tier service and even less offer this service around benefits and 
tax credits 

 

4.4.2 Rating of CPAG against other providers 
 
The comments in 4.4.1 illustrate the high regard in which CPAG’s services are held in their 
own right and in relation to other providers, by stakeholders.   
 
Survey respondents who were aware of other second tier services were asked how CPAG in 
Scotland’s services compare to these other providers:  39% (60 respondents) said CPAG 
were better, the same proportion (39%, 60 respondents) said they were the same and just 
3% (4 respondents) that they were worse.  The four individuals who felt CPAG were worse 
were rating CPAG against Civil Legal Aid Office, Shelter; LSA; AIRE, CAS and CAB; and 
Highland Council.  In addition, 18% did not know how they compared.  However, the degree 
to which those responding were familiar with the range of CPAG in Scotland services and 
those provided by others is in question given the responses given to the previous question.   
 
The key message to take is that stakeholders who participated in the depth interviews and 
focus groups were all extremely positive about CPAG in Scotland’s services and perceived 
them to be their ‘go to’ organisation for what they do.  CPAG was perceived to be unique in 
its service offer, although compatible with other organisations such as Disability Alliance who 
provide particular expertise in a specific area. 
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4.5 Room for improvement 
 
There were relatively few areas where stakeholders could think of things to criticise or where 
improvement was required. Indeed, even where they could see that some things were not 
perfect, they could not see how things could be improved because of the complexity of 
welfare benefits.  In some cases, stakeholders had not attributed a perfect 10 score as they 
tend not to do so on principle, but could not think of any areas for improvement when 
prompted.  The criticisms/suggestions when asked specifically were as follows: 
 

 A few stakeholders expressed difficulty in finding their way around the handbooks 
sometimes – “I can’t always find what I’m looking for” – but they, and others, 
recognised why the handbooks are structured in the way that they are and could not 
think of a better way to do it.  Those who find difficulty in finding things may benefit 
from an online version as they could search for things more easily. 

 The conference could have a campaigning element to it – galvanising enthusiasm 
and this could provide a clear focus for the workshops, which would be helpful.  
CPAG could get a sense of what people would like them to campaign on and what 
resources/support others could perhaps offer. 

 
When staff were asked what three things they would change about their second tier rights 
work, in terms of what they do or how they do it, the following were offered: 
 

 ability to take test cases (2); 

 more capacity on advice line; 

 external advice line opening; 

 increase access (extended opening hours); 

 greater availability on advice line and time for response to email enquiries; 

 more structure to email advice to allow work planning around it; 

 think about how to engage people in using other resources before getting in touch; 

 better reach with front line workers; 

 integrate CPAG training into more non-rights focused front line staff training/staff 
development; 

 accredited training; 

 more professional training programme, e.g. production of materials, checking; 

 more training/workshops in remote/rural areas?; 

 locations?; 

 enhanced online support/training/services; 

 make website more up to date; 

 better online services; 

 more networking in highlands and islands; 

 market Scottish handbooks in a more focused way; 

 boost income from activity; and 

 better co-ordination with London. 
 
Whilst there was clearly strong support for the work that CPAG in Scotland does, we also 
wished to explore if there was any room for improvement with survey respondents.  When 
we asked survey respondents if there was any which in which the advice, information or 
training services could be improved at all, one in five (21%, 98 respondents) said that there 
was but the majority (79%, 366 respondents) said that there wasn’t in their view.   
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Figure 25 Do you feel any of the advice, information or training services can be improved at 
all? 

Yes
21%

No
79%

 
n=464 
 

Those who felt there was room for improvement were then asked in what ways CPAG in 
Scotland’s services could be improved.  This was therefore a small base of respondents and 
a wide variety of responses were made and nearly half of these were one-off specific 
comments rather than comments which could be grouped into themes.  There was a core of 
respondents who would like to see longer hours for the telephone advice line (18%, 16 
respondents).  Others would like to see courses available locally (17%, 15 respondents) and 
the costs of training reduced (11%, 10 respondents).   
 

Figure 26 If so, please say in what ways 

0% 10% 20% 30% 40% 50% 60%

Other

Always room for improvement

Reduce cost of courses/ free courses
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The 42 other responses could be grouped under the following headings, although 
suggestions within these tended to be varied.  CPAG in Scotland has been given a full list 
suggested improvements. 
 

 Improvements to training admin/venue/publicity (6) 
 Improvements to advice line/advice or information given (5) 
 Types of training available (5) 
 Improvements to handbooks (4) 
 Improvements to training delivery (4) 
 More time/less information on training courses (3) 
 Access to training (3) 
 Information received via email/post (2) 
 Website (2) 
 Other improvements (8) 
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4.6 Training 
 

4.6.1 Value for money 
 
The 2008 evaluation of tax credits found that, whilst the majority of stakeholders found 
CPAG in Scotland’s training courses to represent value for money, the cost was a barrier to 
some so this was explored again in this evaluation.   
 
Stakeholders in the depth interviews and focus groups were generally of the view that CPAG 
training provided good value for money as it was such good quality training and there were 
added benefits of making good contacts with other delegates  on the day, whom they could 
also contact later as they built their network.  That said, those based on islands and who 
were more remote from the central belt did have difficulty finding funding/time for training, so 
some linked it with visits to family and friends. 
 
Seven out of ten survey respondents (71%, 348 respondents) considered training to 
represent value for money, in comparison to 64% in the 2008 evaluation.  The majority of the 
remainder were unsure (27%, 134 respondents) – perhaps as they had not attended 
recently, were unaware of the cost or did not know how this compared to other providers – 
and just 2% (9 respondents) said that it was not value for money. 
 
Figure 27 Do you feel that the training courses are value for money? 
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The reasons given for their response varied, but the top four were that the training provides 
up to date, useful information (69%, 313 respondents), trainers and materials are of a high 
standard (63%, 286 respondents), participants passed relevant information to others within 
their organisation (47%, 215 respondents) and no-one else does this as well as CPAG in 
Scotland (36%, 163 respondents).  This was a prompted question, based on the responses 
given in 2008 and the depth interviews.  In 2008, the key reasons given, unprompted, were 
that the service was informative and up to date plus the trainers and materials were of a high 
standard. 
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Figure 28 Why do you say that? 
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4.6.2 Is cost a barrier to participation? 
 
When asked if the cost of CPAG in Scotland’s training courses were a barrier to participation 
for their organisation, 43% (209 respondents) said that it was, up from 30% in 2008.  This 
reflects the comments made during the depth interviews and focus groups that budgets have 
been cut and the training budget is a particularly vulnerable one.  This issue is clearly in 
addition to the fact that those who are based in remote and rural areas may require 
significant time investment to attend (3 days in the case of those based on the islands), plus 
there are operational implications in terms of cover in their own service. 
 

Figure 29 Is the cost of CPAG in Scotland training courses a barrier to participation for your 
organisation? 
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The type of worker was less of an issue than the sector in which respondents were based:  
voluntary (49%, 137 respondents) and public sector workers (40%, 64 respondents) were 
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hardest hit, in comparison to 22% (7 respondents) in the academic sector and 6% (1 
respondent) in the private sector, who were both more likely to say that it was not an issue. 
 
When asked in what way was it a barrier, using a checklist drafted on the basis of the 2008 
results and the depth interviews, budget or funding constraints was a factor for nearly all 
respondents (94%, 196 respondents; up from 85% in 2008).  This had the additional impact 
that fewer staff could attend (35%, 73 respondents), plus the additional costs of travel, 
subsistence, cover at work, etc. was an issue for 40% (84 respondents). 
 
Figure 30 If yes, in what way does it represent a barrier? 
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4.6.3 e-learning 
 
The focus groups considered the option of e-learning as a learning method.  This could be a 
basic one hour session giving an overview of benefits and effective signposting for further 
advice or more advanced training, for example over a number of weeks, possibly mixed with 
face to face learning and/or practical exercises could be completed online and then 
marked/feedback given by the tutor.   
 
A couple of participants had actually used the pilot e-learning module, which was helpful to 
the discussion.  Their view was that the e-learning provided by CPAG in Scotland was very 
good.  There was no pressure to finish by a particular time, so it could be fitted in around 
other commitments.  The content was rated to be very interesting and a lot easier for some 
to digest as they could do it at their own pace and not be put off by ‘exam conditions’ as can 
be the case in one day training.  It was therefore perceived to be very accessible.  The online 
material, book and information/contact by email was seen to be a good mix to encourage 
learning.   
 
Another participant had participated in e-learning with Shelter and also found this to be good 
and manageable.  They felt there was a lot to fit in, and a set deadline to achieve things by 
which could be difficult to manage but it ticked the box in terms of national standards which 
was helpful (as that is what employers were perceived to be interested in rather than actually 
learning or developing new skills, necessarily). 
 
Further e-learning opportunities would be welcomed.  That is not to say that all participants 
felt it was for them, but they could see the benefits and that it would suit some people.  If this 
could be delivered more economically and cost less, then this would be welcomed. Some felt 
it would not suit them as there is real added value to meeting others and discussing issues 
and this was prioritised as being as useful sometimes as the training itself.  Factoring in 
some face to face contact or other networking opportunities would be beneficial, as a result.  
Alternatively, having online and face to face options for each subject to suit different people’s 
preferences would be required – a ‘pick and mix’ approach was preferred, so people could 
build their own portfolio of training.  Another perceived key benefit of e-learning was 
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considered to be the ability to tap into this at a time to suit the delegate rather than having to 
fit into the timescales of set training. 
 
Participants suggested more specialised workshops would work well in this format and the 
case study approach would work well in this setting too.  For example, a webcast from 
judges giving tips on how to succeed at appeal/tribunal would be helpful.  Participants were 
clear that this could be attractive, but has to be pitched correctly.  
 
Focus group participants also mooted the possibility of training being accredited.  CPAG was 
perceived to be a recognised authority and experts in their field, and the training was rated 
very highly.  However, it was also noted that “at the end of the day, you just get a bit of 
paper, it doesn’t really mean anything does it?” 
 
Focus group participants felt that it was most appropriate to access e-learning directly from 
CPAG rather than via their own organisations – the latter generally did not make sense to 
participants as CPAG has the expertise.   
 

4.7 Preferred information format 
 
The evaluation sought to explore the preferred format for information, specifically around 
handbooks and factsheets.  Stakeholders had a clear preference for the handbook and the 
majority preferred to work with a paper copy. 
 

“It’s on my desk, I know my way around it and have post-its sticking out all over 
the place.  I do use the online version but only at home and I prefer paper.” 
 
“We all prefer working with paper copies, but I would use Kindle at home.” 

 
Those who preferred the online version liked the fact that it was definitely up to date. 
 
The Kindle format would be welcomed particularly by those who work in the field, do not 
want to carry heavy things around with them and may not have access to the internet when 
out of the office, for example if in someone’s home.  However, if they do not already have a 
Kindle, they were doubtful whether this would be funded by their employers given the current 
funding situation.  It would not be seen as a priority, albeit helpful.  One person who has a 
Kindle and likes her hard copy with post-it notes combination, would use a Kindle version if 
there was capacity to annotate it and bookmark pages – her understanding was that some 
Kindles could do this but not all. 
 
Focus group participants suggested that funding cuts may have had an impact on handbook 
sales, as people will hang on to their old handbooks and update ‘by hand’ from the e-
bulletins and factsheets.   
 
There was a clear preference by the majority of survey respondents for the handbooks to be 
provided in hard copy (78%, 328 respondents) and for factsheets to be provided online 
(76%, 340 respondents).  This was fairly consistent across sector and type of worker but 
other support workers were more likely to express a preference for online handbooks (54%, 
67 respondents) than other workers, although 69% of these also liked hard copy (69%, 86 
respondents).    
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Figure 31 Preferred format for factsheets and handbooks 
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4.8 Impact of CPAG in Scotland’s services 
 
4.8.1 Contribution to meeting objectives 
 
All stakeholders were of the opinion that CPAG in Scotland’s advice, information and training 
services help their organisations to meet its objectives. 
 

“Definitely.” 
 
“Yes, because it has helped me answer queries and take cases to tribunal with 
arguments of a professional standard.  Without their input it would not have 
been so good.” 
 
“Definitely.  We do want staff to be experts and deliver high quality advice, 
influencing local policy and service development.  CPAG supports us in that.” 
 
“Absolutely, because they are accurate, independent of DWP, free and 
invaluable.” 

 

4.8.2 Impact on capacity of workers 
 
Again, stakeholders generally found it difficult to comment on the degree to which CPAG 
reached frontline workers as they were already aware of them and so were colleagues.  
There was a view that welfare benefits specialists would be well-connected to CPAG 
services, as would CABx staff and volunteers not least because of all the CPAG handbooks, 
factsheets and poster with benefits rates “lying around”.   
 

“Absolutely, in our team and where we’ve supported a base level of 
understanding elsewhere we’ve used CPAG to do the training.  This leant 
weight to it and provided resources too, to support workers.” 

 
The degree to which CPAG impacted on the capacity of workers to advise eligible claimants 
to maximise their income was clear for welfare benefit specialists and general advisors.  
CPAG in Scotland were considered to be “invaluable” in terms of the range and quality of 
resources provided to advisors which enable them to do their job on a day to day basis.  This 
clearly encompassed CPAG in Scotland training, handbooks (both the main UK handbook 
and the Scottish handbooks), factsheets, the website and advice by telephone and email.  E-
bulletins and the annual conference were also seen to be important resources, although less 
universally appreciated.  The ratings given for each of these, and supporting comments, in 
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earlier sections clearly attribute CPAG in Scotland with equipping staff who provide benefits 
advice with the skills, information and assistance to do so, i.e. giving them the capacity to 
help eligible claimants to maximise their income. 
 
However, some of the other support workers, i.e. not welfare benefits specialists or general 
advisors, in the focus groups intimated that, whilst they saw advising clients on benefits or 
signposting them to other support around this as key to clients moving forward in other ways, 
many of their colleagues did not and so did not engage in building their capacity in this area. 
We were therefore ‘preaching to the converted’ in a sense, who did not feel they were 
necessarily representative of the wider base of other support workers.   
 
The importance of the role other support workers can play in helping maximise people’s 
incomes, and life chances, was illustrated by one participant – of twenty young people living 
in a hostel, none were in education as they had been told (wrongly by housing staff) that they 
would lose their housing benefit.  With assistance from CPAG via this support worker, this 
myth was busted and some were now moving into education.  Other stakeholders intimated 
that local authority housing staff were often “okay” when it came to routine benefits situations 
but they often gave wrong information in more complex situations, convincingly and without 
checking, which is more concerning as this can have such a significant impact on people’s 
lives.   
 
Those who currently support clients also expressed concern that targets and indicators 
would be introduced, because of cost cutting, which would impact on practice.  At present, 
staff have the flexibility to spend whatever time is required with clients, and so have scope to 
address benefits issues, but the fear is that this will be dictated in future, to the detriment of 
the service provided to clients. (For information, it was noted in the general advisor group 
that CABx at present have targets of 40 minutes per client.) 
 
Discussions with other support workers would therefore suggest that there are still some 
hearts and minds to be won in terms of illustrating the impact benefits can have on every 
aspect of an individual’s life, in terms of convincing both their colleagues and their managers 
of the role which can be played by other support workers in maximising people’s income.  
When asked specifically about the support received from employers to help low income 
families in maximising their incomes, this was not generally perceived to be a priority or 
supported. 
 
Where staff are aware of CPAG in Scotland’s services and utilise these, stakeholders were 
united in the view that this has made a substantial and positive impact on workers’ capacity 
to provide effective advice and information on welfare rights/tax credits to clients.  Indeed, as 
stated earlier, the view was clearly expressed that staff could not do the job that they 
currently do, without CPAG’s support.  The handbook is seen as an essential tool which is 
used on a daily basis and CPAG training was also perceived very positively as core training 
for anyone advising on benefits. The advice line/email advice was also rated particularly 
positively to provide specialist input when required. 
 

4.8.3 Impact on clients 
 
The majority of stakeholders do appear to record the impact that their intervention has on 
clients, as far as possible.  However, some clients do not let them know the impact that their 
intervention has had so that is not recorded.  Data is therefore incomplete.  Other 
stakeholders, for example from smaller organisations, do not do this in electronic, i.e. easily 
retrievable form, but do record everything on paper case files.  They therefore tend to take a 
sampling approach, e.g. all cases in one month, to monitoring this for funding/publicity 
purposes.  There are obvious caveats to this approach in terms of factoring up to represent 
the yearly impact, in terms of how representative cases are in the sample month, the time 
cases take to be resolved, etc. 
 
All local authority welfare rights team and CABx appear to record financial gains impact, 
albeit that there may be different approaches to ‘counting’ impact.  For example, discussion 
at the focus groups illustrated that whilst a local authority team would count the continuation 
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of benefit which was proposed to be cut as an outcome, housing association teams may not 
do so.  Collecting such information was considered to be key in terms of gaining continued 
funding and proving the ‘worth’ of a service.  CABx collect both projected and actual gains 
for each client, which is collated monthly. 
 

“We count every penny!” 
 
In terms of attribution, CABx and several of the other stakeholders note where they get any 
information from when addressing a case: 
 

“this is often the CPAG handbook” 
 
But there is often more than one source of information plus the way in which they dealt with 
the case would have a bearing on the outcomes.   
 

4.8.4 Targeting of resources 
 
Stakeholders were asked how well CPAG targets resources towards key client groups such 
as lone parents, low income families, disabled people/families, BME people, students, 
children living away from their parents, etc.  Whilst some stakeholders were unsure of this, 
others felt that CPAG did a good job on targeting limited resources to different groups.  
There are clear ‘teams’ focusing on each of these target groups and people know which 
‘expert’ to go to if they are involved in any of these focus areas.  A lot of information provided 
by CPAG was perceived to be targeted, flagging up difficulties for particular groups. 
 
The terminology of ‘maximising income’ was commented upon by the other support worker 
focus group.  This was perceived to be too woolly and soft – the role was seen to be much 
more significant than that, ensuring that families had what they needed.  Benefits were seen 
to be vital and often about avoiding losing benefits rather than discretionary, which the term 
maximising income appeared to imply to some.   
 
The fact that John Dickie is often on the radio or TV was cited by one stakeholder that CPAG 
is “high up in terms of media coverage” and this highlights the different groups targeted by 
the organisation.   
 

4.8.5 Cascading of information and learning 
 
CPAG in Scotland was keen to know how far training and information is cascaded beyond 
the original recipients of the material, and this was also explored in the 2008 Tax Credits 
evaluation.   
 
Stakeholders in the depth interviews and focus groups expressed that they did share 
information and learning with colleagues both formally and informally.  Copies of the 
handbooks were sometimes shared amongst teams and factsheets were usually cascaded, 
as training could often be too.  Specialist workers often shared detailed insight with 
colleagues when working on complex cases too.  Information was also circulated by 
email/memo and via staff meetings. 
 
Focus group participants also claimed to cascade training and other information to 
colleagues.  Two groups suggested that having factsheets and training materials emailed 
would further facilitate this process. 
 
Respondents were asked how many of their colleagues they cascaded information to, for 
each of the services they had accessed.  At least four out of five respondents who gave a 
view cascaded learning to colleagues apart from those who attended the annual conference, 
where two-thirds did (68%, 132 respondents).  This was usually to between one and five 
colleagues, but that is not surprising as many organisations or teams are small.  The Welfare 
Benefits & Tax Credits Handbook 2011/12 was the most widely shared, with just 7% (31 
respondents) stating they did not cascade this and 19% (81 respondents) cascading this to 
over twenty colleagues.   
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The mean number of people cascaded to for each type of information service was as follows: 
 
Information source Mean number of people cascaded to 
 
Welfare Benefits & Tax Credits Handbook 2011/12  9.16 
Scottish handbooks 8.53 
Factsheets 7.29 
Advice line 7.23 
Training courses/workshops/seminars 6.91 
Website 6.43 
Annual conference 6.09 
E-bulletins 5.88 
Email advice 5.74 
 
Looking at responses by sector, both the main CPAG handbook and the Scottish handbooks 
were cascaded to around 10 people by those based in the voluntary sector, which was 
higher than other sectors, and those in the academic sector consistently cascaded 
information to a lower number of people than those in other sectors. 
 
By type of worker, general advisors were more likely to cascade information to a higher 
mean number of people than other workers on every service tested, but particularly the 
handbooks (11.03 for the Scottish handbooks and 10.57 for the main CPAG handbook).  
Other support workers were more likely to cascade factsheets (8.33).  
 
The full distribution is illustrated in the figure below.   
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Figure 32 If you have received any of the following services, approximately how many of 
your colleagues have you cascaded the information to? 
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4.9 The future  
 
The final area for discussion and comment was around future development, both for the 
organisations interviewed and for CPAG in Scotland.   
 

4.9.1 Key challenges for the organisation and its clients 
 
The depth interviews and focus groups gave clear messages on the key challenges facing 
their organisations and their clients.  The cumulative impact of changes was seen to be 
substantial and individual issues were as follows: 
 
Welfare Reform – This was perceived to be a massive challenge to organisations and clients 
in terms of knowing and understanding what is planned, how it will affect people, and what 
problems will occur/how to address these.  Whilst it was cynically recognised that Universal 
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Credit should simplify a very complex system, stakeholders did not feel that this would be 
achieved in reality.  The view was that this would result in a significantly increased workload 
because of the changes themselves, and this would be exacerbated by more clients 
presenting for assistance.  In the interim, the uncertainty around the detail and the 
timescales is a challenge in itself and this is already having an impact on clients and staff in 
terms of stress. 
 

“People are frightened they will lose benefits.” 
 
Employment Support Allowance (ESA) – the fundamental problems with this were seem to 
remain unresolved, which impacts on clients and therefore on the workload of advisors for 
each round of appeals. 
 
Disability Living Allowance (DLA) – the fact that this will cease and be replaced by a points 
system was a concern expressed specifically by several stakeholders. 
 
Housing and Council Tax Benefits – will also be affected by the changes, which is 
anticipated to cause further confusion. 
 
Reduced funding – this has already had an impact on stakeholders in terms of tightening of 
budgets such as training, but the voluntary sector projects were also unclear of funding past 
March 2012.  Public sector organisations were also concerned about job losses if their 
service was not perceived to be a priority by elected members.  Allied to the potential for 
increased demand, this becomes a greater challenge and is likely to have a very real impact 
on families seeking help with benefits. 
 

“I don’t know if services like ours will survive the budget cuts but who will 
support the children and families teams if this expertise is lost? It would have a 
massive impact.” 

 
Division of responsibilities between UK and devolved Parliaments – the split of 
responsibilities between UK and Scottish Governments on some issues is already complex 
and stakeholders do not see this being resolved as a matter of urgency.  For example, the 
interaction between local authorities and UK benefits is complex around the issue of kinship 
care because of different arrangements in Scotland to England and Wales.   
 
Increased demand for support/benefits – this was mentioned generally but also in relation to 
more students requiring support, so student support services will be in greater demand.  
With the commercialisation of education this presents challenges as they demand support 
services of a particular standard so CPAG has a role to play in that, but budget cuts will have 
an impact on staff and training budgets, which will provide additional tensions. 
 
Community care grants – participants in the focus groups in particular highlighted that 
community care grants are all being refused at present – one person stated that 1 in 100 
was successful in their experience.  However, there was no feedback as to why these were 
being refused, which was not helpful. 
 
When asked what the key challenges were facing their organisation in relation to helping 
people to maximise their income, survey respondents selected a number of issues from a 
prompt list (again, compiled from the 2008 results and depth interviews).  The top response 
given was the complexity of benefit rules (74%, 362 respondents), closely followed by the 
difficulties with DWP and HMRC administration (67%, 330 respondents) and more demand 
for their services than resources can meet (67%, 330 respondents).  However, the majority 
of responses were strongly represented (in excess of 45%), as can be seen below.  Perhaps 
surprisingly, budget cuts or lack of funding did not feature so prominently in this question 
with just 2% (9 respondents) selecting this response.     
 
Those in the voluntary sector were more likely to select each of the response options, apart 
from budget cuts/lack of funding where the public sector respondents were more likely to 
select this.  Welfare rights advisors were slightly less likely than other types of workers to cite 
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the complexity of benefit rules (70% in comparison to 77% for general advisors and 75% for 
other support workers) but were more likely to cite each of the other issues tested than other 
workers.  Other support workers were generally less likely to cite each of the issues apart 
from the complexity of benefit rules, as mentioned above, and keeping other staff well 
enough informed about benefits to signpost (60%, 93 respondents).  This latter point was 
supported in discussions at the focus group with other support workers as these 
stakeholders appreciated the services provided by CPAG in Scotland but several felt that 
colleagues were less likely to see welfare benefits/maximising income as a key part (or any 
part in some cases) of their role in supporting clients. 
 
Figure 33 What are the key challenges facing your organisation in relation helping people to 

maximise their income? 
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4.9.2 Potential CPAG assistance to meet these challenges 
 
Stakeholders in the depth interviews and focus felt that CPAG in Scotland is already doing 
what it can to address the challenges faced by organisations and clients, particularly with 
regard to welfare reform.  CPAG in Scotland is perceived to be providing information and 
training on proposed changes as soon as information is available.  Apart from continuing to 
do what it is doing and providing follow up training once things have been in place for longer 
and further learning/insight has been developed, stakeholders found it difficult to suggest 
other ways in which CPAG could provide assistance.   
Continuing to lobby the government, HMRC and DWP, as appropriate, to address 
inequalities, injustice, inconsistency and lack of clarity of policy or practice was considered to 
be key.  CPAG were considered to play a central role in any change in welfare benefits in the 
Scottish context at present, and this was anticipated to continue and hopefully increase.  For 
example, CPAG could join things up better between the financial inclusion side of 
policy/practice and children and families/early interventions.  Lobbying local government was 
also suggested, to educate people in local government who were perceived to give 
erroneous information to potential claimants. 
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“We’re looking to them to keep us right as so much is happening.  We need to 
know when it’s happening and the impact on claimants – what it all means in 
reality.  CPAG should take a lead role as they’re good at it.” 
 
“They could take the lead on pushing the Scottish Government regarding the 
strategy – it’s too vague at the moment.  CPAG could be more vocal.  There is a 
climate for it and an interest in it at the moment.  And welfare reform will only 
make it worse.” 

 
The focus groups were very supportive of the idea of CPAG working with organisations in 
lobbying for change.  Participants felt it was very important to gather evidence on the impact 
of the cuts on people to do so.  One issue participants would like to see CPAG lobby on is 
appropriate assessments, particularly as mental health issues (i.e. non-visible) were not 
appearing to be taken fully into consideration at present.  Suicide rates were perceived to 
have increased, which participants appeared to attribute to the stress of people’s benefits 
situation or not knowing what was happening (nine months was quoted as a timescale for 
tribunals).  Having the impacts fully quantified would be very helpful.   
 
Change was perceived to equal loss of entitlement and delayed fulfilment of entitlement due 
to appeal – this is seen to be happening at present with regard to ESA and is anticipated to 
be replicated with future changes to benefits.  Guidance on how the decision makers make 
their decisions, for example specific advice on how to do things online as learning develops, 
would be much appreciated.  Having an opportunity to contribute online would also be 
helpful.  A portal was suggested where advisors could share their own experiences/learning 
which could also be used to provide examples or data on the impact of cuts on local people. 
 
Survey respondents were also asked what, if any, additional services or materials CPAG in 
Scotland could provide to assist with these challenges.  The most common response was 
‘don’t know’ (39%, 187 respondents), and 33% (159 respondents) stated that there was 
nothing more that CPAG could do as they were happy with the current services provided.  
However, one in five respondents (22%, 104 respondents) felt that more policy 
influencing/lobbying/representation to HMRC work would be helpful.  Six percent (28 
respondents) also felt that more information could be provided and the data tables list the 
different issues respondents would like to see. 
 
Figure 34 Are there additional services or materials that CPAG in Scotland could provide to 

assist you with these challenges? 

0% 10% 20% 30% 40% 50%

Other

More information on.......

More policy influencing/ lobbying/
representation to HMRC

None, happy as it is

Don't know

 
n=477 

 
4.10 Gaps in provision/opportunities for development of services 
 
Stakeholders had real difficulty thinking if there were any gaps in provision of services for 
welfare rights and other support organisations/workers, or opportunities for development.  
CPAG were perceived to be “on the case” and “always come up trumps if something new 
happens”.   
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“They do a brilliant job.  If legislation changes they’re on top of it.  We rely on 
them.” 

 
The catering at training courses was praised as being “wonderful” and one stakeholder 
commented that the CPAG offices will be a much better venue once the car park opens. 
 
One possible gap which was mooted was a Scottish network of advisors (like the Glasgow 
rights Advice and Information Network), to provide a wider networking opportunity. 
 
Focus group participants were asked specifically if there were any current or anticipated 
gaps in second tier advice, information and training services in relation to financial matters 
other than social security, for example around the replacement of the social fund, council tax 
benefit or local authority financial support.  Agencies like Money Advice Scotland were 
perceived to help in this regard but CPAG were also thought by some to be addressing these 
issues already.  Whilst many participants felt that any assistance in this regard would be 
welcomed from CPAG, and that it would be delivered at the same high level as existing 
services, others felt that CPAG should not duplicate what any other service providers but 
focus on its distinctive core services. 

 
4.11 Future demand for services 
 
CPAG in Scotland was keen to gain some sense of the likely demand for its services over 
the next few years, so stakeholders were asked if they felt demand was likely to increase, 
stay the same or decrease.  All participants in the depth interviews and focus groups felt that 
there was no question that there is a significant and real need for CPAG in Scotland to 
continue to provide services and that demand for those services will increase. 
 

“One of the risks we identified for our own funding bid was if CPAG didn’t get 
funding as this would have a significant impact on our ability to deliver services, 
for example the handbooks as we need these to give advice.” 
 
“Demand has to increase because of all of these changes.” 
 
“Definitely, no doubt in my mind.” 
 
“The loss of CPAG would be huge, but I wouldn’t know where to start in 
measuring it.  We need specialists at a central point to provide up to date 
materials from a Scottish angle.  The demand for this will increase in future if 
the Social Fund comes here and local authorities deliver it – we don’t want 32 
different interpretations of that or it would be messy!” 
 
“We’ll need them more in the early stages – training and information on the 
changes, and we trust CPAG to deliver.  We’ll all have to see about the medium 
term.” 

 
The chart below illustrates that at least 50% of survey respondents felt that there would be 
an increase in demand in the next couple of years on everything except the conference (28% 
of those who gave a view suggested there would be greater demand, 57% that it would stay 
the same and 16% that it would be in less demand).  This represents a higher proportion 
suggesting that an increase in demand will be likely in comparison to the 2008 evaluation of 
tax credits services.  It should be noted that the figure below gives the responses of those 
who expressed a view and between 7% and 17% of respondents said ‘don’t know’ to each 
issue tested apart from the conference, where 37% of respondents did not know. 
Looking at the data by sector, those in the public sector were less likely to see an increased 
demand in the Scottish handbooks (41%, 51 respondents) than those in other sectors.  By 
type of role, welfare rights specialists were more likely to see increased demand in training 
courses/workshops/seminars (73%, 116 respondents) and less likely to see a reduced 
demand in conferences (8%, 9 respondents).  General advisors were less likely to anticipate 
increased demand in factsheets (51%, 70 respondents) and more likely to expect reduced 
demand in conferences (22%, 17 respondents).  Other support workers were more likely to 
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anticipate increased demand in both the Welfare Benefits & Tax Credits Handbook (64%, 83 
respondents) and the Scottish handbooks (59%, 64 respondents). 
 
Figure 35 CPAG in Scotland is currently trying to assess demand for its services over the 

next few years. In your opinion, do you think demand for the following services 
will change over the next couple of years? 
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Those who considered demand to be likely to increase or decrease were asked the reasons 
for this.  The top three issues were that there will always be changes to legislation/benefits 
(88%, 374 respondents), it is important to keep up to date with changes (84%, 356 
respondents) and the recession means more families need help (76%, 325 respondents).  
The fact that freely accessible resources are vital when budgets are tight (69%, 294 
respondents) and advisors need to know the detail for clients (63%, 269 respondents) were 
also particular issues and were given in response to perceived increased demand.  
However, nearly half of respondents (48%, 206 respondents) said that there is less money 
for training/workshops/seminars (which is more respondents than said demand for this would 
decrease), 31% (132 respondents) said that online information is more popular and 20% (85 
respondents) said that advisors and frontline staff are more knowledgeable.   
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Figure 36 If you have answered more or less demand, why do you say this? 
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n=426 

 

4.12 Final comments  
 
A number of stakeholders in the survey, depth interviews and focus groups took the time to 
make additional comments or suggestions.  The most common comment themes were to 
reiterate positive feedback on the quality of CPAG in Scotland’s services, to thank CPAG in 
Scotland for the work that they do, that CPAG in Scotland provides invaluable assistance 
which enables people to do their jobs and help people and to encourage CPAG to “keep up 
the good work”. There were a few comments around the challenging economic climate, 
however, and several projects in the qualitative work were unsure of funding past the end of 
March 2012.   Over the course of the evaluation, each member of CPAG in Scotland staff 
was cited positively by at least one stakeholder.   
 
The following give a flavour of the comments made: 
 

Generally positive 
 

“CPAG is a very knowledgeable service and I’m very grateful that they are there 
to help.” 
 
“A most worthwhile and valued service.  CPAG would always be my first port of 
call for advice.” 
 
“All my contact with CPAG had been extremely helpful and informative.” 
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“I enjoyed being involved in the project advisory group, it was a good 
opportunity to contribute and hear from others.  I would like to be involved again 
in that way.  An organisation which listens to its customers is healthy.” 
 
“The access to the Advice Line and also the Welfare Handbook are 2 of the 
main reasons why membership to CPAG is particularly beneficial.  You receive 
more benefit from the CPAG membership than most other organisations.” 
 
“This is an organisation that I can trust to ensure that I am kept up-to-day with 
Welfare Benefit legislation.” 

 
Handbooks/advice line/training 
 

“We’d be lost without CPAG’s handbook and email advice to help claimants, 
because everything is so complex.” 
 
“Brilliant service provided by telephone advice line and training courses. I 
couldn't live without welfare benefits and tax credits handbook. Thank you” 
 
 “CPAG in my opinion are very professional and accessible. Training courses, 
information etc. is first class. Keep up the good work.” 
 
“Excellent training courses - very informative and trainers friendly and 
approachable. Online factsheets great, and e-bulletins helpful - not too much 
info but enough to keep up to date with changes.” 
 
“I am very pleased with the training I have received from CPAG, but I'm afraid 
budgetary restraints in many services will make training harder to access. 
Unfortunately demand for information and advice will increase while budgets 
and resources are in decline.” 
 
“I find the Handbooks invaluable.” 
 
“I have attended training courses and used the helpline. I trust the information I 
have been given implicitly because staff are well informed. Thank you” 
 
“Please keep up the good work. Without the training and advice services, our 
work would be much more difficult and our services to our clients would suffer.” 
 
“You do a great job, thanks to your courses, handbooks and other material you 
helped me to make significant client financial gains and thus improve their 
quality of life, thank you” 
 

Students  
 
 “If CPAG disappeared, the quality of student support services would suffer.” 
 
“You provided an excellent service to my clients via the student benefit advice 
line and gave me the knowledge to challenge misinformed staff at the council.” 
 

Staff 
“CPAG is a vital service to our organisation and greatly appreciated, all the 
CPAG staff are excellent and provide a very good service and respond to 
queries in a quick and professional manner.  Well done and thanks for being 
there!!! :-)” 
 
“Excellent value for money service provided by very friendly and approachable 
staff.” 
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“I use CPAG (helpline/books/factsheets) on a regular almost daily basis and feel 
that they do a fantastic job.  People at CPAG always present as passionate 
about their work and understand the issues frontline staff face. It is great having 
a reliable organisation in your corner when needed.  Keep up the great work.” 
 

The future 
 

“Generally welfare reform will drive the need for your service. This is a time of 
increasing concern and uncertain future for those who have disabilities and are 
vulnerable. The more concise and factually accurate information available will 
hopefully forearm them against a system that is increasingly stacking against 
them.” 
 
“It is a valuable service which will become more vital due to changes to benefits 
through welfare reforms.” 
 
“I hope it continues to be able to provide current standards of service” 
 
“Keep on campaigning and helping advisors like me to be able to provide the 
best advice to our clients. In return more people will not only know their rights 
and entitlements but feel confident in challenging wrong decisions.” 
 
“Tough times ahead for everyone” 

 
 

4.13 Final suggestions for improvement  
 
Suggestions or areas for improvement included: 
 
Better/longer times for advice line, as people reported that they sometimes couldn’t get 
through and some preferred to speak to someone rather than email.  It was considered to be 
“worth the wait” but others felt that the need for assistance had already risen as more 
members of the public are presenting for assistance so increasing the capacity of the 
helpline would help to address this increased need.  The increase from four days to five was 
appreciated, but greater capacity was still requested. 
 
(More) courses in Edinburgh/Dundee/Angus/Fife/Tayside/Aberdeen/Inverness. 
 
Reducing the cost of training to make it more accessible was suggested from different 
perspectives, in addition to the fact that this would allow more staff to attend.  Reducing 
prices for smaller agencies or charities was suggested.  Several people based in local 
authorities felt discriminated against as they pay ‘full price’ for training whilst CAB staff, who 
are funded by local authorities, are subsidised.  Making training more accessible for 
volunteers, as CABx staff reported that volunteers were not funded to attend training.  Both 
having the capacity to “pay up” the training costs in advance of the training or “just being 
allowed to stand at the back” were suggested. 
 
One survey respondents suggested that more consideration be given to people experiencing 
fuel poverty but have no access to low income discounts. For example, those with solid fuel, 
LPG or oil heating are mainly in rural, isolated areas where it is difficult to access support 
and information face-to-face, by mailshot or online. 
 
The increased number of appeals (particularly around ESA) was noted and it was suggested 
that more courses to enable the benefit advisers to take appeal claims to tribunal stage 
successfully would be beneficial.  Any other materials to support this would also be 
welcomed, for example one focus group participant suggested that the workshops at a 
recent conference where judges gave advice on how to successfully appeal would be an 
excellent online resource. 
 



 

FMR RESEARCH LTD PAGE  66 

One person commented that the print in the Welfare Benefits and Tax Credits Handbook is 
very small and makes it difficult to read for anyone with poor sight.  It is acknowledged that 
this is a hefty document so an increase in font size would result in a much longer book.  It 
would perhaps be more helpful to suggest that the handbook is accessed online if anyone 
has such accessibility issues as the individual can then set their own accessibility settings to 
suit their needs. 
 
For some the handbook is too costly and it was suggested that access to the tables at the 
front of the book at least would be helpful.   
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5 Conclusions & recommendations 

The following conclusions and recommendations are offered for consideration. 
 

5.1 Conclusions 
 
CPAG in Scotland’s second tier advice, information and training services evaluated very 
positively indeed and the review of secondary data and collection of primary data reported in 
the previous sections give the detail on this.  It is perhaps helpful to draw attention to two key 
overarching points which emerged from the evaluation before the objectives are reviewed: 
 
The high regard in which CPAG in Scotland services and staff are held by 
stakeholders   
This was reinforced throughout the study and is perhaps illustrated by the following: 

 The evaluation forms from training courses over the three years showed that 97% 
felt the course met its aims and objectives, 98% felt it was relevant to the work they 
did, 56% rated the course overall as excellent and a further 42% as good, with just 
2% rating it as fair.  The proportion of excellent ratings increased in the 2008/11 
period in comparison to the 2005/8 period. 

 The number of enquiries to the advice line in 2008/11 increased 200% on the 
previous three year period, with steady increases across each of the years 
considered.   

 CPAG in Scotland was trusted implicitly as an organisation with expertise, excellent 
training and information resources, good intentions, a rigorous approach and rapid 
response times to providing information and support or responding to policy 
changes.  The organisation is perceived to be the ‘go to’ resource for professionals 
looking for training, information, clarification or assistance around benefits and tax 
credits and, whilst it was difficult to quantify, stakeholders felt the service had a very 
real and positive impact on their ability to deliver their own objectives.   

 Stakeholders in the depth interviews gave CPAG in Scotland services overall 8.95 
out of 10, with three aspects of their service offering (training, handbooks and the 
advice line) all gaining an average score around 9.1 out of 10.   

 In addition, 79% of survey respondents rated the service as very good and very few 
negative ratings were given to any aspect of CPAG in Scotland’ service. Indeed, 
interviewees and survey respondents found it difficult to suggest areas for 
improvement (79% of survey respondents felt there was no room for improvement).  
There was not perceived to be a need for fundamental change from the current 
recipe.     

 Those who were aware of CPAG in Scotland’s services and utilise these considered 
these to have made a substantial and positive impact on their capacity to provide 
effective advice and information on welfare rights/tax credits to clients.  There were 
numerous comments that staff felt that they could not do their job without CPAG’s 
support. 

 
The perceived continued need for CPAG in Scotland services, particularly in light of 
the imminent changes to benefits from the UK Government’s welfare reform plans   
The depth interviews, survey and focus groups were all clear that there is a significant need 
for CPAG in Scotland services in future, particularly because of the dramatic changes being 
made to the benefits system, the likely increased demand for support/benefits given the 
country’s economic situation, reduced public and voluntary sector funding and the current 
complexity of the benefit rules.  The welfare reform proposals do aim to simplify benefits but 
all stakeholders considered there to be a significant role for CPAG in Scotland to provide 
information, advice and training on those changes, and a very real expectation that they will 
do so, in addition to lobbying the Government for change (and drawing attention to the 
impacts of welfare reform changes).  The majority of those involved in the qualitative 
research felt that there would be an increased need for CPAG in Scotland services and this 
was echoed in the quantitative survey, where at least 50% of respondents felt there would be 
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an increase in demand in the next couple of years on everything except the conference.  
Several people in the qualitative research highlighted the critical role that CPAG in Scotland 
plays and that the loss of such a facility would have a significant impact on their own 
organisation’s ability to provide a service and therefore directly on their clients’ ability to 
maximise their income.  Indeed, one participant has cited CPAG losing funding as a risk in 
their own funding bid as they rely on the handbooks, etc., to such a degree.  Advisers also 
reported that they are already witnessing an increase in demand for their own services and 
they expect this to have a knock-on effect on demand for CPAG in Scotland’s services. 
 
The remainder of the conclusions are structured around the objectives set for the evaluation. 
 

Assess the extent to which CPAG in Scotland has delivered on the agreed 
objectives and outputs for its Scottish Government supported second tier 
benefits and tax credits training, casework support and information services 
in the period 2008/11 as set out in the funding proposal agreed in March 2008. 
 
A number of targets were set for CPAG in Scotland’s Scottish Government funded work 
stream and CPAG performed very well against these, exceeding the targets set on several 
occasions.  Details are as follows: 
 

 There was a target of 85 training courses per annum, to up to 800 trainees (255 
courses over three years, with 2,400 trainees).  A total of 309 training courses were 
run from April 2008 until March 2011, with a total of 3,981 attendees.  In addition, 
1,278 attended other events.  The number of courses and trainees therefore 
significantly exceeded the target set in each year.  It should be noted that the 
breakdown by focus of the course varied slightly from the target set (fewer courses 
on tax credits, more on students, BME, disabled children, children in care and their 
families for example) but this was always subject to negotiation with the funder.  
Training was delivered by distance learning (3 courses) and cascaded training (9 
courses) to local authority trainers, as intended albeit not quantified in the target set. 

 

 The target set for advice line activity centred around a telephone advice line four 
mornings a week, supplemented by letter and email specialist casework support to 
frontline advisors, with a target of 700 cases per annum (2,100 over three years).  
The telephone advice line was provided on four mornings a week until January 
2011, when it was increased to five mornings a week to meet increased demand.  
The total number of contacts to the advice line in the last three years was 3,713.  
This rose year on year and significantly exceeded the target set. 
 

 CPAG also provided expert independent advice to Scottish Government and other 
organisations, as intended, and these were reported in the four-monthly progress 
reports. 
 

 CPAG were tasked with developing, updating, producing and disseminating (in hard 
copy and online) 15 factsheets a year for frontline workers on specific aspects of 
benefit and tax credit entitlement, with specific reference to welfare to work 
initiatives.  As at April 2008, CPAG in Scotland had produced 19 tax credit 
factsheets, 5 student factsheets and one tax credit and benefits factsheet for asylum 
seekers.  In addition to updating existing factsheets as required (often annually but 
some more frequently than this), 10 new factsheets were produced during the 
2008/11 period.   

 

 CPAG in Scotland were tasked with the development and dissemination of the two 
Scottish handbooks (for students and for children) and they did so successfully each 
year. 
 

 Regular e-bulletins for frontline workers on legal and policy developments around tax 
credits, benefits and tax credits for disabled children and their families and benefits 
and tax credits for students were produced (the latter two from November 2008). 
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 The CPAG in Scotland website was also maintained with current information on 
benefit and tax credit developments, both generally and for specific client groups of 
focus.  This is obviously difficult to quantify as it was updated as and when things 
changed, but review of the website clearly shows regular additions and changes and 
the feedback from stakeholders attests to this. 
 

 CPAG in Scotland organised three national annual conferences for welfare rights 
advisers in Scotland during the period 2008/11.  The number of delegates at each 
conference was as follows:  2008/09, 160 delegates; 2009/10, 130 delegates; and 
2010/11, 141 delegates.  This therefore exceeds the target attendance set (120 per 
annum). 
 

 CPAG in Scotland, in partnership with Citizens Advice Scotland, organised and 
hosted four meetings per year of the Scottish Social Security Consortium.  The 
target did not quantify the number of meetings, just that there was a forum for 
exchanging information, encouraging good practice and identifying areas of concern. 
 

 CPAG in Scotland has ongoing evaluation and monitoring mechanisms in place and 
report on progress to the Scottish Government every four months.  These reports 
give feedback on each of the ongoing monitoring and evaluation processes set, e.g. 
recording number of activities and usage, reviewing feedback, organising advisory 
group meetings, etc. 
 

 CPAG was also tasked with building on and maintaining contacts and partnerships 
with local authorities and other agencies providing front line services to families 
facing poverty.  CPAG’s progress against this target is noted in the four-monthly 
progress reports and includes a wide variety of networking and promotional work.  
This includes joining and being active in relevant networks, e.g. SURF; having stalls 
at events, e.g. the SCVO Gathering; writing articles for different publications; 
attending or giving presentations one-off events or discussions, etc.  

 

Assess the specific impact of the various second tier services provided by 
CPAG in Scotland on the capacity of frontline agencies (including those 
providing specialist welfare rights advice, those providing generalist advice 
and those who are not necessarily advisers but who work with low income 
families) to maximise family incomes. 
 
The CPAG in Scotland team has worked very hard over the past three years to help those 
working directly with clients to maximise their incomes, by providing a range of different tools 
for them to use and by giving specific direct advice.  It is clear from the uptake of services 
and very positive feedback from research participants that CPAG’s services have helped 
workers to make a very real and positive difference to people’s incomes.  Indeed, the 
services provided by CPAG are perceived to be invaluable by many stakeholders. 
 
Both the qualitative and quantitative primary research with CPAG in Scotland stakeholders 
consistently reinforced the vital and high quality service provided by CPAG in Scotland which 
enables workers to support people to maximise their incomes.  This was communicated 
when each aspect of CPAG in Scotland’s second tier services were tested/rated by 
stakeholders, from the increased uptake of those services, and when stakeholders were 
specifically asked if CPAG services had positively impacted on their ability to do their job and 
maximise incomes.  CPAG training, handbooks, factsheets and advice line in particular were 
perceived to play a key role in equipping workers to assist in maximising incomes and, as 
outlined above, were considered to be vital for advisors to do their job.  Other CPAG in 
Scotland services were also rated strongly and the UK-wide CPAG handbook was perceived 
to be an integral, daily tool used by workers to help people maximise their incomes.   
 
All stakeholders were of the opinion that CPAG in Scotland’s services helped their 
organisation to meet its objectives and that CPAG played an integral role in equipping them 
as individuals to give current, accurate advice to people in order to maximise their incomes.  
The caveat to this is that we spoke to those who are aware of CPAG and use their services.  
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We would suggest that CPAG’s penetration of welfare advisors and general advisors is very 
strong in Scotland – they are a very well known and respected resource.  However, there is 
still work to be done with other support workers in terms of ‘selling’ to them the importance of 
identifying benefits/welfare rights issues for clients (and the impact this can have on them 
achieving their core function regarding education, training, work, housing or whatever) and 
raising their awareness of CPAG in Scotland’s services in order to tap into accurate advice, 
information and training.  It is noted that progress has been made on this by CPAG in 
Scotland in the past three years, as the organisation has sought to extend its reach 
particularly with those who work with the groups CPAG are focusing on, but the number of 
other support workers who might benefit from their services is substantial.  It is a major task 
to penetrate this ‘market’ for CPAG in Scotland services comprehensively with limited 
resources and may require creative thinking about how to support workers in a ‘hands off’ or 
online way and so enable greater penetration in future. 
 
The impact of CPAG in Scotland’s work is also illustrated via the responses to the other 
targets set of it as an organisation and objectives set of FMR in conducting the evaluation. 
For example, the degree to which CPAG has met and exceeded targets set around training 
courses, the very positive feedback from participants, the degree to which CPAG has 
tailored information to specific target groups to then make it easier for advisers/support 
workers to find relevant training or information in handbooks/factsheets/e-bulletins, etc., for 
their client groups and so on.  These all serve to highlight the very real difference made by 
CPAG in Scotland to stakeholders in helping people to maximise their incomes. 

 
Assess the extent to which CPAG in Scotland services have been 
successfully tailored to improve the capacity of services working with 
students, black and minority ethnic communities, disabled children and 
children living away from their parents. 
 
CPAG in Scotland have made excellent progress in tailoring services to focus on specific 
target groups, with clear written materials, training courses and networking activity around 
these.  The CPAG in Scotland team is also structured to reflect the tailored approach, with a 
member of staff taking clear responsibility for each area of focus. 
 
CPAG in Scotland services were considered by stakeholders to be tailored well to the 
specific target groups identified.  This was reflected in the profile of training courses, tailored 
handbooks, specific handbooks and factsheets on each target group and the fact that key 
CPAG staff members were identified by stakeholders as leading each area of work so they 
maintained dialogue as appropriate.  In addition, when stakeholders were asked if services 
had been tailored as well as they could be, they considered this to be the case and could not 
suggest any ways in which this could be improved upon.  Services were perceived to have 
moved forward strongly in addressing each target group. 

 
Assess the extent to which CPAG in Scotland has identified and supported 
new networks and agencies with which to work in order that its services reach 
those, not necessarily advice workers, working closest to those living in 
poverty. 
 
The progress reports highlight a range of different activities undertaken by CPAG in this 
regard so progress has clearly been made.  This includes: 
  

 tailoring training for frontline staff working with low income families in different fields 
(housing, employability, learning, childcare and family support, health and BME 
communities);  

 developing new training courses (for example, on Tax Credits and Childcare for 
those in the childcare sector);  

 working in partnership with different organisations and projects (for example Scottish 
Migrants Network, Scottish Throughcare & Aftercare Forum, Macmillan Cancer 
Support, the Healthier, Wealthier Children project, etc.) to arrange conferences, 
provide information to staff/ stakeholders in written form and (joint) training; 
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 attending a variety of networking events to promote CPAG in Scotland services (for 
example, SCVO Gathering, Midlothian Financial Inclusion Network, Human Rights 
Network, Students Awards Agency for Scotland conference, etc); 

 in addition to writing various articles for publication (for example, Public Health 
Information Network bulletin, Scottish Legal Action Group’s magazine, Learning and 
Teaching Scotland newsletter for community learning organisations, First Five, the 
Scottish Pre-School Play Association magazine, etc.) 

 
It is hard to say from these to what degree activity has been pursued in response to 
opportunities as they arose, whether there was a strategic plan of action or a mix of the two, 
whether all of these were new activities and the full scale of formal and informal activity, but 
we would consider progress to have been made against this objective.  Given the size of the 
CPAG in Scotland team and other commitments, it is recognised that networking 
(preparation, attendance and any resultant work) can be a very time-consuming task. 
 
One metric which might give an indication of the scale of activity is the number of contacts 
on the CPAG in Scotland’s database:  this has increased from approximately 1,600 to nearly 
4,000 contacts (although it should be noted that some of these may have been duplicated as 
the database had two different email addresses for the same individual and others were to 
‘the manager’ and the manager may also have received another email to their name).  This 
would suggest that the promotional and networking activity CPAG has undertaken, and the 
inroads made to extend their reach beyond specialist advisers to other support workers, has 
been productive. 
 
Similarly, the number of apparently ‘new’ organisations accessing the advice line, as outlined 
in Section 3, may also indicate the extended reach of CPAG in Scotland.  Data prior to 2008 
would be required to support this fully. 
 
We also sought opinion on this from stakeholders.  The majority of the initial depth interviews 
were with more specialist staff who felt unable to comment on CPAG’s reach/networking 
activity with other frontline workers as they were so familiar with CPAG themselves.  The 
survey asked for feedback on this and, of those who commented, over 90% agreed that 
CPAG is well-networked with other frontline staff throughout Scotland.  Staff rated their 
networking with welfare benefit advisors as a mean of 7.67 out of 10 and with other frontline 
staff as 6.79 out of 10. 

 
Assess the extent to which frontline workers who use CPAG in Scotland 
services pass on knowledge and skills gained to other workers. 
 
The extent to which this is achieved varies by role.  Frontline advisers role (specialist and 
general) rate the knowledge gained from CPAG in Scotland extremely highly and pass 
information on to colleagues as a matter of course, and CPAG make it relatively easy for 
them to do so given the way in which information  is provided.  Those who work in the front 
line in other support roles are less consistent in this regard as colleagues and managers 
have not all bought into the idea that they can or should help clients with benefits issues. 
 
Welfare rights and general advisors clearly pooled knowledge, discussed cases and shared 
information (however received) from CPAG in Scotland as the organisation is highly 
regarded as up to date, on the ball and accurate, i.e. experts in the field.  Welfare rights and 
general advisors tend to work in small(ish) teams and so share resources and learning both 
formally (e.g. cascade training) and informally (e.g. discussing complex cases with 
colleagues).  Other support workers were perceived to be a little different as those who 
engage with CPAG appreciate the role they play and the difference that assistance with 
income maximisation can have.  However, their colleagues often have very different views, 
so whilst attempts are made to share knowledge and skills this is not always received 
positively by colleagues and/or managers who do not prioritise this area of focus. 
 
The survey quantified the degree to which stakeholders in different sectors and types of role 
passed on information to colleagues.  This varied for the different information formats too, 
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from a mean of 6 to 10.  Given that many advisors work in small team, this is consistent with 
sharing information at team meetings, etc. 

 
Assess the quality and relevance of current ongoing monitoring and 
evaluation data collected by CPAG in Scotland with a view to making 
recommendations on potential improvements and identifying any evidence 
gaps. 
 
CPAG in Scotland currently monitors its performance on an ongoing basis and reports 
regularly to the Scottish Government.  The quality of these progress reports is good.  There 
is always a balance to be struck between the easily quantifiable elements of targets and the 
softer, more qualitative impacts and outcomes achieved which are more meaningful but 
harder to measure, but CPAG works hard to do this with examples of networking activity, 
etc., to give a sense of activity.  Networking activity obviously happens both formally and 
informally but if this is a key objective for CPAG in Scotland, then substantive activity could 
be logged in a more formal way, for example type of activity (training, conference – speaker, 
stall, attending, meeting groups, articles, etc.), focus area (BME, students, disabled children 
and families, etc.), one-off or ongoing, etc. 
 
If CPAG in Scotland intends to commission external evaluations which audit its monitoring 
and evaluation activity as this evaluation has done (data was entered independently by FMR 
from original training feedback forms, for example) in future, then it would make sense to 
ensure that all data is kept either in hard copy, or data-entered electronically by CPAG.  
Similarly, like for like comparison is helpful when analysing trend data so consistency of 
question wording is appropriate wherever possible. 

 
Identify appropriate and meaningful mechanisms which could be established 
by CPAG in Scotland to assess how any increases in the capacity of frontline 
agencies resulting from use of CPAG services has led to consequent 
increases in the ability of families in Scotland to exercise their entitlement to 
eligible benefits and tax credits, make informed choices about the financial 
implications of entering education, training and employment, and, whatever 
their particular circumstances, maximise their incomes and reduce the impact 
of poverty on children in Scotland. 
 
This is addressed below. 
 
 

5.2 Recommendations 
 
The final two objectives were to identify appropriate and meaningful mechanisms to measure 
impact of CPAG services and to make recommendations to inform future service 
development.  The following recommendations are offered for consideration and discussion. 
 
1. The qualitative research revealed that stakeholders currently do record the impact 

on clients regarding income maximisation, often electronically (although not 
universally), and where information has been sourced from.  There may therefore be 
scope to work with stakeholders to assess the impact of CPAG in Scotland on 
individual clients’ income maximisation and/or the degree to which the organisation 
contributes to the impact of frontline agencies in this regard.  There is merit in 
discussing this further with Citizens Advice Scotland and its bureaux, in particular, as 
they do record this information and are key clients of CPAG in Scotland.  It would be 
helpful to establish an advisory group to take this further and consider the 
practicalities, for example access to data issues (in terms of logistics and data 
protection), consistency of recording in terms of financial gain (what is 
included/excluded by organisations), sampling approaches if appropriate (for 
example, where organisations do not record all information electronically but do 
sample cases to measure their own impact), attribution ‘rule of thumb’ rates (i.e. to 
what degree impact might be attributed to CPAG in Scotland and others, and how 
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this depreciates over time, etc.).  Whilst measuring impact is not a precise art and 
any findings will need to be supported by notes to explain how calculations have 
been generated, with clear caveats and an understanding of the limitations of the 
exercise, we would recommend that it is worth attempting this, reflecting upon the 
process and findings, and then refining these over time.   

 
2. Continue to develop and expand the e-learning offering and consider other ways to 

reach more remote/rural stakeholders (e.g. video conferencing via NHS or academic 
venues as these have the technology).  Whilst e-learning is not the training panacea, 
offering a menu of options for workers, particularly those which are easily scalable 
and can be offered at reduced costs, would be welcomed.  This is perhaps a product 
which could be sold to CAS to equip its volunteers better for their role, as they do not 
all appear to currently have access to CPAG training (and feedback suggests that 
some would be willing to pay for their own training if this could be more accessible).  
That said, CPAG needs to consider how it wishes to strike the balance between 
educating staff to impact positively on people’s lives/incomes (a key aim of the 
organisation) and income generation.  This is key to how the organisation responds 
to requests to make materials (training materials, presentations, etc.) easier to 
copy/cascade, particularly as training budgets have been hit so perhaps only one or 
two members of a team attend training now and are then expected to cascade this to 
colleagues (formally or informally). 

 
3. Consider routes to meet the expressed ‘nice to have’ aspiration for CPAG in 

Scotland training to be accredited.  Given the set up costs and existing links with 
colleges and universities from the student project, it makes sense to do this in 
partnership with another provider at least in the short term, for example Shelter, or it 
could be CPAG UK led. 

 
4. There is interest in greater engagement in the lobbying work conducted by CPAG in 

Scotland, particularly given the current reforms.  Whilst those who currently engage 
find the ad hoc means of contribution to be appropriate, it may be useful to harness 
the enthusiasm, motivation and support for CPAG in Scotland by taking a more 
structured approach to this.  For example, contacts could be emailed and asked 
what issues they would like to be involved in, how they would prefer to engage, etc., 
so there is a database to draw from in future.  This would provide a substantial 
resource, potentially.  Stakeholders also suggested using the website to harness this 
enthusiasm and, for example, seek evidence to illustrate the impact of cuts on local 
people. 

 
5. As an organisation with a high profile and reputation as experts in the field, the 

research suggests that stakeholders would welcome CPAG in Scotland taking a 
tougher, more assertive stance on lobbying, as the organisation is perceived to be 
best placed to do so, and there is seen to be a very real need for lobbying work 
given the proposed welfare reform changes, funding cuts and economic situation. 
CPAG in Scotland might consider perhaps focussing on a smaller number of issues, 
but making more of an impact on these (assisted by the point above, galvanising 
and clearly illustrating support from a wider support base).  

 
6. Similarly, CPAG in Scotland is perceived to have a mandate to co-ordinate the 

SSCC and the research would suggest that stakeholders would welcome CPAG 
building on its work to date and being more assertive in this role, for example by 
making sure that there is greater structure to discussions and clear/meaningful 
outputs from every meeting or event. 

 
7. Whilst the majority of survey respondents considered the conference to be 

worthwhile, this was an area where qualitative comments were more critical and 
likely to suggest areas for improvement.  The conference could be strengthened by 
stronger time management, podcasting workshops with key experts to reach a wider 
audience and perhaps having more of a campaigning element to proceedings, 
themed around a campaign for example to galvanise support. 
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8. Whilst the vast majority of comments on CPAG staff were extremely complimentary, 

there were a couple of comments alluding to the fact that staff can sometimes 
assume those seeking advice are more familiar with the issues than they are (so 
have to read advice a few times to understand it, follow up on links, etc.).  Once 
experienced it can be very difficult to recognise that others are not as experienced 
as things seem so ‘automatic’, but it can be useful to be reminded that this is not the 
case every now and again. 

 
9. A Kindle format for handbooks would be of interest to those who work out of the 

office, provided the set up costs are not prohibitive.  However, there is some concern 
over whether employers would be in a position to buy Kindles for staff in the current 
funding crisis.  Those who use handbooks generally prefer the hard copy which 
facilitates post-its to be applied, so the Kindle which has the capability to note 
memos would be the preferred format. 

 
10. CPAG has made inroads into engaging with other support workers but there are 

literally thousands more relevant staff who would benefit from support in the same 
way.  There is a task to convince those staff and their managers of the relevance of 
identifying benefits issues/signposting to relevant support when their primary task is 
unrelated, in the first instance – i.e. winning hearts and minds. CPAG may wish to 
consider developing some materials to promote the importance of income 
maximisation in helping clients to then grow and develop in other areas of their lives. 

 
11. It is clear that stakeholders have already experienced an increase in workload since 

the welfare changes have been introduced and they expect this to increase in the 
short to medium term.  The number of ‘touches’ CPAG have had has also increased 
and stakeholders expect their need for support from CPAG to also increase.  CPAG 
therefore needs to consider how best to address this increased need most 
effectively within resources.  For example, identifying emerging issues/challenges/ 
problems and how to overcome them and then providing this information on the 
website and directing stakeholders to it, providing templates, tips for 
appeals/tribunals, key information to get right in applications to get them through, 
etc. 

 
12. At the administrative level, it would be useful for CPAG in Scotland to maximise the 

effectiveness of its relationship management database to ensure information is 
current and there is no duplication of client contact details.  In addition to logging the 
complete contact profile and history, this could log when users first come into 
contact with CPAG, so any new users are clearly identified.  In addition, it may be 
helpful to record networking and other promotional activity in a more organised way 
to quantify the scope and scale of activity, and how this changes over time. 

 
13. It would be helpful to generate a baseline of knowledge/confidence in dealing with 

welfare rights issues and then to check progress on this when appropriate and 
possible.  This is relatively easy with training courses – trainees on longer courses 
can be asked at the start and at the end to give both an absolute response on how 
they feel at each point in time and, in the post-questionnaire, also how they think 
their knowledge/confidence has improved.  For shorter interventions, trainees can be 
asked to reflect on distance travelled at the end. 

 
14. It may also be helpful to mention that training has been mapped to National 

Standards in the progress reports, as this target is not currently noted in this way. 
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3275:  Evaluation of CPAG in Scotland’s second tier advice, information and 
training services 2008/11 

 

TOPIC GUIDE FOR STAKEHOLDER INTERVIEWS 
 
 
Introductions and background information on the evaluation. 
 
Background 
 
1. Firstly, can you tell me about your organisation, for example key activities, target groups? 
 
2. What is your organisation’s relationship with CPAG in Scotland?  How long have you had this 

relationship? 
 
3. What is your organisation’s involvement with CPAG’s second tier advice, information and      

training services?  What has been the focus? 
 

 BME 
 Children living away from their parents 
 Disabled children and families 
 Student project 
 Tax credits 
 General welfare rights services 

 
4. Can you give some examples of the kind of support you have accessed from them?  Probe: 
 

 advice line/casework support (including e-mail support); 
 Tax Credits - the essentials Training Materials for LA’s (aka cascade or ‘train the 

trainer’ materials); 
 training/support for experienced welfare rights advisers; 
 training for other frontline workers;  
 e-bulletins; 
 handbooks (Children’s Handbook Scotland and Benefits for Students in Scotland 

Handbook); and 
 factsheets. 

 
Rating of CPAG services 
 
5. How do you rate the overall support – marks out of 10?  And what about the specific types of 

support – marks out of 10?  Why did you rate them the way you did? 
 

 training; 
 handbooks (Children’s Handbook Scotland and Benefits for Students in Scotland 

Handbook); 
 factsheet; 
 e-bulletins; 
 advice line by phone/by email. 

 
6. Which aspect of CPAG’s advice, information and training work would you say is most valuable 

to you?  Why is that? 
 
7. What would you say are the key strengths and weaknesses of CPAG’s second tier advice, 

information and training services? 
 
8. Do you have any comments on the quality and accuracy of advice provided by CPAG on 

welfare benefits/tax credits issues?  How responsive is CPAG’s advice, information and 
training activity to changes in the welfare benefits/tax credit system?  How do they compare to 
other providers (if so, who)? 

 



 

 

9. Do you feel that the training courses offer value for money for your organisation (range from 
£25 to £453 for statutory sector 5 day course – check)? 

 
10. Handbooks have very detailed information and factsheets have more ‘top line’ information – 

which do you/your staff/colleagues tend to use most often?  Why is that?  What is the best 
format for you/colleagues to receive information in - hard copy/online; detailed/topline?  Would 
you be interested in having publications in Kindle format? 

 
11. Have you attended CPAG’s annual conference?  How would you rate it – marks out of 10?  

Any comments? 
 
12. Do you receive emails from CPAG?  How would you rate the frequency of these – too many, 

about right, not enough? 
 
13. When we last evaluated CPAG’s tax credits project in 2008, there was some comment that 

CPAG’s networking activity/reach could be improved.  Would you say this is better, the same, 
worse or don’t know?  Does the organisation/its team have a higher profile?  (Note:  team 
have done this via stalls at conferences, attending various meetings/networks, joined e-
learning communities online, etc.) 

 
14. CPAG also engages in policy influencing/lobbying activity, are you aware of this?  If so, how?  

Do you feel you receive too much, about right or not enough information on this?  Any 
comments on this?  Would you like to contribute to this aspect of CPAG’s work?  How could 
this be done best/systematically? 

 
Impact of CPAG in Scotland’s second tier advice, information and training services 
 
15. Have CPAG’s advice, information and training services assisted your organisation in meeting 

its objectives?  If so, in what way(s)? 
 
16. How well do you think CPAG reach frontline workers (welfare benefits specific and others) 

who need to know about welfare benefits?   
 
17. To the best of your knowledge, what would you say the contribution of CPAG’s second tier 

advice, information and training services has been on the capacity of frontline agencies to 
provide effective advice and information on welfare advice/tax credits to eligible claimants?  
Why do you say this? 

 
18. Do you have a feel for how many of your organisation’s clients have increased their income as 

a result of your advice?  Is this based on hard data (if so, can CPAG have access?), anecdotal 
evidence or ‘gut feel’?  To what extent would you attribute this to what you/your colleagues 
learned from CPAG?  How do you think this could be measured meaningfully? 

 
19. In your experience, how well have the services effectively targeted resources towards key 

client groups such as lone parents, low income families, disabled people/families, BME 
people, students, children living away from their parents, etc.?  How could this be improved? 

 
20. Are you aware of any knock-on effect(s) on other workers who may not have received advice, 

information or training directly from CPAG?  (Probe for any additional and unexpected 
benefits.)  To what extent do those who receive training pass on knowledge & skills gained to 
other workers? 

 
The future 
 
21. What are the key challenges facing a) your clients and b) your organisation (or welfare rights 

team/frontline workers) at the moment in relation to welfare benefits/tax credits?  How could 
CPAG in Scotland’s advice services assist in addressing these, either directly or facilitating 
others to help? 

 



 

 

22. What else do you think CPAG should be doing for welfare rights and other support 
organisations/frontline workers generally?   Are there any gaps in provision/opportunities for 
development? 

 
23. What evidence is there for the on-going need for CPAG advice, information and training? 

What sort of demand do you anticipate in the foreseeable future? Increase, decrease, much 
the same?  Why do you say this? 

 
24. What do you think are the key local and national policies/agendas which might impact on 

CPAG’s future development of services? 
 
25. Any other comments or suggestions? 
 
Thank and close 
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PLEASE RETURN BY FRIDAY 11th NOVEMBER 
 
 

Evaluation of CPAG in Scotland 2nd tier advice, information  
and training services 
 
 

ABOUT YOU AND YOUR ORGANISATION 
 
 

1. What best describes you, in terms of the capacity in which you  
 contacted CPAG in Scotland? 
 

 I work in the public sector 

 I work in the voluntary sector 

 I work in the private sector 

 I work in the academic sector 

 I am a student 

 I am a member of the public 
 
 

2. What best describes the main focus of the organisation you work for?  
 

 Childcare organisation/provider 

 Citizens Advice Bureau  

 College/University 

 Disability issues  

 Employability 

 Housing Association  

 Law Centre 

 Lobbying organisation  

 Local Authority (please specify dept) ____________________________________ 

 Money advice/financial inclusion  

 NHS  

 Welfare rights advice  

 Other (please describe)  ___________________________________________ 
 
3. Where are you based?  
 

 Argyll & Bute 

 Ayrshire   

 Borders   

 Dumfries & Galloway  

 Dunbartonshire  

 Edinburgh & Lothians 

 Fife  

 Forth Valley  

 Glasgow  

 Grampian 

 Highland 

 Inverclyde 

 Lanarkshire 

 Orkney Islands 

 Renfrewshire 

 Shetland Islands 

 Tayside 

 Western Isles 
 

 Other (please describe)   ___________________________________________ 
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4. What is the main activity you provide to your clients?  
 PLEASE TICK ONE ONLY 
 

 Welfare rights specialist advisor – such as a local authority welfare 
rights officer or someone who provides legal advice on welfare benefits 
entitlement. 

 General advisor – such as a CAB general advisor or advisor in an 
independent advice centre. 

 Other support worker – such as a social worker, housing worker, 
employment support worker, childcare worker or advocacy worker. 
 

 Other (please specify) 
____________________________________________________ 

 
5. What is the main focus of your work?  PLEASE TICK UP TO THREE 

OPTIONS 

 Black and Minority Ethnic 
communities 

 Carers 

 Children living away from their 
parents 

 Disability issues 

 Drug/alcohol issues 

 Employability issues 

 Families with young children 

 Health issues 

 Housing  

 Lone parents 

 Low income groups 

 Older people 

 Students 

 Women 

 Young people 

 Other (please describe) 
_____________________________ 

 
6. To what degree do you work with people living in deprived areas (15% 

most deprived areas according to the Scottish Index of Multiple 
Deprivation)? 

 

 All of our clients 

 Most of our clients 

 Some of our clients 

 None of our clients 
 

CPAG IN SCOTLAND ADVICE, INFORMATION AND TRAINING  
 

7. How long have you been using CPAG in Scotland’s advice, information 
and training services? 

 

 Less than 6 months 

 6 months to 1 year 

 1 to 2 years 

 2 to 3 years 

 More than 3 years 
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8. How did you first hear about CPAG in Scotland’s advice, information and 
training services? 

 

 Word of mouth 

 Website 

 CPAG in Scotland flyer 

 Email 

 Training course 

 Event/conference 

 Other (please specify)   
_________________________________________________ 
 

9. Which of the following CPAG teams have you dealt with? 
 

 Black and Minority Ethnic Communities  

 Children living away from their parents 

 Disabled children and families 

 Students 

 Tax credits  

 General welfare rights services 
 

10. a)  How would you rate the following aspects of CPAG in Scotland’s 
services: 

 

 Very 
good 

Quite 
good 

Neither 
good 

nor poor 

Quite 
poor 

Very 
poor 

 

Never 
used 

The quality of service overall       

Training courses/workshops/ 
seminars run by CPAG in Scotland 

      

Fact sheets        

Welfare Benefits & Tax Credits 
Handbook 2011/12 

      

Scottish Handbooks (Children’s 
Handbook Scotland and Benefits for 
Students in Scotland Handbook) 

      

Advice Line       

Email advice       

E-bulletins       

Website       

Annual Conference       

Other (please specify below and rate)       
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b)   Please rank the services offered by CPAG in Scotland’s advice, 
information and training service, where 1 is the most beneficial and 9 is 
the least beneficial to your organisation. 

 

 Training courses/workshops/seminars run by CPAG in Scotland 

 Fact sheets  

 Welfare Benefits & Tax Credits Handbook 2011/12 

 
Scottish Handbooks (Children’s Handbook Scotland and Benefits 
for Students in Scotland Handbook) 

 Advice Line 

 Email advice 

 E-bulletins 

 Website 

 Annual Conference 

 
c) Do you agree or disagree with the following statements about CPAG?  
  

 Strongly 
agree 

Agree Disagree Strongly 
disagree 

Don’t 
know 

 

Information is accurate and up to date      

Information is clear/easy to understand       

Staff are knowledgeable      

Staff are helpful      

Trainers present courses well      

Staff respond quickly to queries/ 
requests for information 

     

The website has a lot of useful 
information 

     

The website is easy to use      

The frequency of email communications 
is about right 

     

The frequency of postal communication 
is about right 

     

The Annual Conference is worthwhile      

CPAG is well-networked with welfare 
advisors throughout Scotland 

     

CPAG is well-networked with other 
frontline staff who can signpost clients 

     

We receive sufficient information on 
CPAG’s policy influencing/ lobbying 
activities 
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d) If you disagreed or strongly disagreed with any of the above statements, 
please tell us why. 

 

 
 
 
 
 
 

 

11. Do you feel any of the advice, information or training services can be 
improved at all?  

 

 Yes 

 No 
 

If so , please say in what way(s) in the box below. 
 

 
 
 
 
 

 
12. CPAG’s information is provided in paper form and online, but other 

formats could also be considered.  What is your preferred format for the 
factsheets and handbooks? 

 
 Factsheets Handbook 

 Online   

 Paper   

 Kindle format   

 App   

 Other format    

 (please say what)          
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13. If you have received information from any of the following services, 
approximately how many of your colleagues have you cascaded the 
information to?  

 

 No 
one 

1-5 6-10 11-20 20+ 
Don’t 
know/ 

never used 

Training courses/workshops/ 
seminars run by CPAG in Scotland 

      

Fact sheets        

Welfare Benefits & Tax Credits 
Handbook 2011/12 

      

Scottish Handbooks (Children’s 

Handbook Scotland and Benefits for 
Students in Scotland Handbook) 

      

Advice Line       

Email advice       

E-bulletins       

Website       

Annual Conference       

 
CPAG IN SCOTLAND TRAINING 
 
14. a)  Do you feel that the training courses offer value for money? 
 

 Yes 

 No 

 Not sure 
 

b)  Why do you say that? 
 

  Up to date, useful information 

  Trainers/materials are of a high standard 

  Prices are reasonable 

  No-one else does this as well as CPAG 

  I felt motivated to act on this 

  I passed relevant information to others within my organisation 

  Other, please say what 

   
             
 
15. a)  Is the cost of CPAG in Scotland training courses a barrier to 

participation for your organisation?  
 

 Yes  

 No  

 Not sure  
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b) If yes, in what way is it a barrier? 
 

 Budget/funding constraints 
 Fewer staff can attend 

 Additional costs of travel, subsistence, cover at work, etc. 
 Other, please say what 

             
 
FUTURE DEVELOPMENT 
 
16. a)  What are the key challenges facing your organisation in relation to 

helping people to maximise their income? TICK ALL THAT APPLY 
 

 Increasing need to support claimants with appeals 

 Difficulties with DWP and HMRC administration 

 Complexity of benefit rules 

 More demand for your services than resources can meet 

 Preparing for universal credit and other changes in the system 

 Keeping welfare rights staff up to date with welfare reform and other 
changes 

 Keeping other staff well enough informed about benefits to signpost 

 Other, please describe below  
 

____________________________________________________________________ 

 
b)  Are there additional services or materials that CPAG in Scotland 
could provide to assist you with these challenges? 

 

  None, happy as it is 

  Don’t know 

  More policy influencing/lobbying/representation to HMRC 

  More information on  

         (please specify) 

  Other (please say what) 

           

 
17. Are there any other gaps in provision or opportunities for development 

within CPAG in Scotland’s advice, information and training services? 
 

 
 
 
 

 
18. a) Are you aware of any other second tier advice, information or 

training sources? 
 

 Yes 

 No 
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b) If so, which organisations provide them? 
 

___________________________________________________________________________ 
 

c) How does CPAG compare to this/these services in terms of the 
quality of advice, information and training? 

 

  Better 

  Same 

  Worse 

  Don’t know 
 
19. a) CPAG in Scotland is currently trying to assess demand for its services 

over the next few years.  In your opinion, do you think demand for the 
following services will change over the next couple of years? 

 

 More 
deman

d 

About 
the 

same 

Less 
deman

d 

Don’t 
know 

Training courses/workshops/ seminars run by 
CPAG in Scotland 

    

Fact sheets      

Welfare Benefits & Tax Credits Handbook 
2011/12 

    

Scottish Handbooks (Children’s Handbook 
Scotland and Benefits for Students in Scotland 
Handbook) 

    

Advice Line     

Email advice     

E-bulletins     

Website     

Conferences     
 

b) If you have answered more demand or less demand to any of the 
above, why do you say this? 

 

 There will always be changes to legislation/benefits  

 Changes to legislation/benefits are less likely  

 It is important to keep up to date with changes 

 Freely accessible resources are vital when budgets are tight  

 We need to know the detail for clients  

 The recession means more families need help  

 Online information is more popular  

 There is less money for training/workshops/seminars 

 Advisors and frontline staff are more knowledgeable 

 Other organisations are providing this information too 

 Other (please say what) 
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20. Do you have any other comments or suggestions to make to CPAG in 
Scotland? 

 

 
 
 
 
 
 

 
Focus groups 
 

21. We will be holding focus groups to discuss CPAG’s services in more 
detail.  Would you be willing to take part in a focus group discussion 
(travelling expenses will be paid)? 

 

 Yes 

 No 
 
22.  Which location would suit you best? 

 

 Glasgow 

 Edinburgh 

 Inverness 

 Aberdeen 
 
Please give us a telephone number or email address, so we can contact you 
about focus groups.  This information will not be associated with your 
questionnaire responses. 

 

Name  
 

Organisation  
 

Email address  
 

Telephone number  
 

 
Many thanks for giving your views, it is much appreciated.  50p will now be 

donated on your behalf to the End Child Poverty Campaign. 
 

Please return the completed questionnaire to FMR Research Ltd in the pre-paid 
envelope by Friday, 11th November 2011 or if you don’t have the envelope please 

post freepost to: 
FMR Research Ltd 

FREEPOST SCO6052 
GLASGOW  G3 6BR 
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3275:  Evaluation of CPAG in Scotland’s second tier advice, information and 
training services 2008/11 

 

FOCUS GROUP TOPIC GUIDE  
 
 
Introductions and background information on the evaluation plus ground rules for the focus group.  
Permission to record discussion? 
 
FRONTLINE WORKERS ONLY: 
Helping low income families maximise family income 
 
1. Do you regard this as part of your job?  Why do you say that?   

 
2. Do you get enough support to do this effectively?  What kind of support?  Have you had any 

training or resources, from CPAG or anyone else?  What did you think of it?  How could it be 
improved?  Could it be built into CPD? 

 
3. What worked/works best for you to help you support low income families to maximise their 

incomes? Why is that better? 
 
Impact of CPAG in Scotland’s second tier advice, information and training services 
(meaningful measurement of impact on maximising incomes) 
 
4. CPAG in Scotland aims to eradicate child poverty and one of the ways it tries to do this is by 

providing advice, information and training to advisers/support workers to help families 
maximise their income.  How important is CPAG in Scotland’s advice, information and training 
to you and your organisations in helping to maximise people’s income? 

 
5. Does your organisation formally measure how many/what proportion of clients have increased 

their income, and to what extent, as a result of your advice?  How is it measured and 
recorded?  Case studies or full audit of all cases?  Paper-based case files or electronic 
recording?  How is it reported – as percentages of cases or actual figures?  How is this data 
then used – report to funders, to attract new/further funding, to publicise the service, other 
things (if so, what)?    

 
6. CPAG are obviously arms length to your clients but are keen to try to measure the impact that 

they have on people’s ability to maximise their incomes, albeit indirectly.  To what extent 
would you attribute this to what you/your colleagues learned from CPAG?  How do you think 
this could be measured meaningfully?   

 
Sharing/cascading of information (extent to which this happens) 
 
7. Do you pass on information/knowledge you gain from CPAG to colleagues or partners?  

Always, sometimes, never?  Is this formal cascading of learning or ad hoc sharing?  Does 
CPAG make this easy to do?  How could their information/knowledge/resources be easier to 
share? 

 
e-learning (good learning method?  why is that?  topics keen to see) 
 
CPAG is currently considering offering e-learning opportunities at both introductory and more 
advanced levels, either stand alone, one-off sessions or mixed with face to face learning opportunities.  
 

 At the basic level this could be a 1hr session giving an overview of benefits and effective 
signposting for further advice.   

 At the experienced level, this could be short programmes of 1 – 3hrs and/or a programme with 
more than one module taken over a few weeks and/or mixed with face to face learning (e.g. 
undertaking practice exercises online with marking/feedback from tutor)  
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8. Have you undertaken any e-learning in the past?  How did you rate it?  What worked well and 
not so well?  Who delivered it? 

 
9. Is this an attractive training proposition for you/your organisation?  Who would be interested in 

this (frontline staff, specialist advisers)?  Why do you say that (probe pros and cons). 
 
10. Would you prefer to access this directly from CPAG or via your own organisation/profession? 
 
11. What method(s) would you prefer?  Why? 
 
12. What topics would be of most value to run?  Test welfare reform, specific client groups like 

looked after children, disabled children, etc. 
 
The future (impact of changes on them and CPAG) 
 
13. Welfare Reform is currently a huge agenda, with the introduction of Universal Credit and 

Personal Independent Payments, plus replacement of Council Tax Benefit, Community Care 
Grants and Crisis Loans, etc.  How do you think this will impact on your work (in terms of 
nature of enquiries and workload)?   

 
14. And how do you think will this affect your need for CPAG services (magnitude of need and 

type of support required)? 
 

15. Should CPAG be doing more to work with your organisations in lobbying for change (e.g. 
gathering evidence on impact of cuts). 

 
16. Are there gaps now or impending in 2

nd
 tier provision of advice, info or training in relation to 

financial matters other than social security (e.g. the replacement for the social fund or Council 
Tax Benefit, local authority financial support).  Should CPAG be including these issues in its 
welfare rights service? 

 
17. Any other comments or suggestions for CPAG to consider in terms of developing/improving 

their services? 
 
Thank and close 
 
 
 


