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Annual Investment Plan Welfare Rights and Debt Advisory Services - West Dunbartonshire Council 25-26
1. Executive Summary
This action plan will outline the activities to ensure that W4U delivers money advice and information services in West Dunbartonshire where anyone is able to obtain the information and advice and support they need, when they need it and obtain access in the way they need it with the resources currently available.
The goal is to establish a clear and well-defined service that offers managed referral routes, efficient case management processes, and staff with manageable caseloads. 
2. Strategic Objectives
· To enhance financial resilience and reduce poverty in the community.
· To provide accessible welfare rights and debt advice to vulnerable residents.
· To improve financial inclusion through proactive engagement and partnerships.
· To support local economic stability by reducing debt and financial hardship.
3. Available resources
The Working4U Debt and Benefits Advice Service (Working4U Money) is a Scottish National Standards accredited Information and Advice provider. The team is managed by a Working4U Co-ordinator and consists of 1.2 FTE Team Leaders who, between them, are responsible for 15 FTE Working4U Officers. 10.5 Officers are offering welfare rights advice, 1.5 officers are delivering the Improving the Cancer Journey Service and 3 FTE Officers offer debt advice. The Working4U Officers provide information and advice support to the residents of West Dunbartonshire. 
The Team Leaders are suitably qualified to provide supervision and staff delivering the service have the appropriate skills, expertise and experience required to deliver an effective and reliable service. 
Funding provided by West Dunbartonshire Council for the service is reviewed annually as part of the West Dunbartonshire Council budget setting process. The annual budget is also subject to negotiation with Macmillan Cancer Support as part of their grant award review process. The Improvement Service offers funding to support the work within GP practices in West Dunbartonshire.
The Housing department offer funding for 2 Welfare Rights Advisors supporting residents to maximise their income and sustain their tenancy. This funding is in place for 25/26.
HSCP fund 1 FTE Welfare Rights Advisor to support unpaid carers maximise their income and access grants as available. This funding is in place for 25/26.
Funding is also available through NOLB and UKSPF for barrier removal activity which includes financial support to residents considering employment.
4. Staffing & Workforce Development
· Training programs to enhance staff expertise in welfare legislation, financial advice, and case management including – Money Advice Scotland, Macmillan Learning Hub – offering Child Poverty Action Group (CPAG) courses.
5. Service Delivery Approach
· In-Person Support: Available as required for vulnerable individuals.
· Digital & Remote Assistance: Telephone, Online tools and virtual consultations.
· Community Outreach: Collaborations with housing, health, and employment services.
· Partnerships: Work with local charities, financial institutions, and legal aid providers.
Service Locations Opening Hours and Contact Details
	Location
	Address, Opening Hours, Contact Details

	Dumbarton

	Council Offices, 16 Church Street, Dumbarton, G82 1QL.
Monday to Thursday: 08:45am to 4:30pm. Friday: 08:45am to 3:55pm.
By appointment only.
Telephone: 01389 776929


As a result of our aim to focus on priority groups we provide access to information and advice by appointment in the following outreach centres:
[bookmark: _Toc100307101]Outreach Locations and Contact Details
	Location
	Address and Contact Number

	Vale of Leven Hospital
	Main Street, Alexandria, G83 0UA
Telephone: 01389 828599
Thursday – pm
Improving the Cancer Journey, Macmillan Benefits

	Beatson West of Scotland
Cancer Centre
	1053 Great Western Road, Glasgow, G12 0YN
Macmillan Benefits Team
Mon-Thurs






In addition, we have staff sited in medical centres in West Dunbartonshire.
[bookmark: _Toc100307102]Advice in GP Practices (Locations)
	Practice
	Address

	Oakview

	Main Street, Renton, Dumbarton, G82 4PR

	Red Wing

	Clydebank Health and Car Centre
Queens Quay, Main Avenue, Clydebank, G81 1BS

	Green Wing
	Clydebank Health and Care Centre
Queens Quay, Main Avenue, Clydebank, G81 1BS

	Orange Wing
	Clydebank Health and Care Centre
Queens Quay, Main Avenue, Clydebank, G81 1BS


More information about our service can be found at: 
Benefit and Money Advice | West Dunbartonshire Council

The service provision is subject to review with staff at outreach locations and Information and Advice Partners on an annual basis and the information about service provision will be updated to reflect on any changes that are implemented. 
6. Performance Metrics & Impact Assessment
	Key Performance Indicators Estimates
	2025/26
Target

	Total Number of Cases supported by Working4U Money, of which:
	4800

	Number supported with Type 1 -Active Information, Signposting and Explanation. 
	3200

	Number supported with Type 2 support - Casework
	2400

	Number supported with Type 3 support - Advocacy, Representation and Mediation at Tribunal. 
	22

	Total Value (£) of Income Generated
	£7,000,000

	Success Rate - All Claims (excluding withdrawn claims)
	96%

	Success Rate - Appeal Cases (excluding withdrawn claims)
	81%

	Number of Appeal Representations (Maximising Benefits)
	56

	Number of Mandatory Reconsideration Before Appeal Representations (Maximising Benefits)
	60

	Number of Successful, Maintained and Unsuccessful Claims, excluding Appeals (Maximising Benefits)
	1,600

	Value (£) of new debt managed
	£1,500,000



7.   Evaluation and Improvement:
Service user feedback – during 24/25 237 service users completed a survey evaluating the service they received. An overview of findings and recommendations compiled by the Compliance team has been shared with the delivery team and is available on our website. Service users and non-service users attended a focus group in March 23 with findings reflecting the overall survey responses. 2024-25 Customer Satisfaction Report
8. Collaboration and Partnerships:
W4U, Citizens Advice Bureau, Social Security Scotland, Department of Work and Pensions and Clydebank Asbestos Group are active members of the local Advice Partnership. This partnership jointly maps provision locally, identifies future need/demand, plans and supports with joint outreach and referrals to support residents. 	
9. Specific needs for West Dunbartonshire in 25/26
The UK benefits system is undergoing major changes in 2025, affecting millions of claimants and includes the expansion of Universal Credit and phasing out of Legacy Benefits. Universal Credit continues to replace older benefits, with all remaining claimants transitioning by December 2025. Residents affected typically need support with the process and application.
In November 2025, Scotland will introduce the Pension Age Winter Heating Payment, replacing the existing Winter Fuel Payment. The team are receiving enquiries already.
On 22 April 2025, the Pension Age Disability Payment benefit extended to 14 more areas – one of which was West Dunbartonshire. The Pension Age Disability Payment is for disabled people or those with a long-term health condition that means they need help looking after themselves or supervision to stay safe. It is the fifteenth benefit to be delivered by the Scottish Government, and it is replacing the UK Government’s Attendance Allowance, delivered by the Department for Work and Pensions.
10. Risks & Mitigation Strategies
· Budget Constraints: Secure additional funding from grants or partnerships.
· Increasing Demand: Improve efficiency through digital tools and self-help resources.
· Legislative Changes: Ongoing staff training and policy adaptation.
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