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Welcome to the seventh 
Scotcash annual report.
I’m delighted to say we can look 
back on 2013-14 as a successful year 
for Scotcash in which – despite a 
challenging economic climate – we saw 
our income increase and our services 
extend into more communities. This is a 
significant achievement and means we 
are helping more people in need access 
financial products and services. During 
2013/14, over 4000 people approached 
our services for advice on their finances. 
We also: 

• dealt with 3,286 enquiries; 
•  approved 1,792 loans totalling 

£866,705;
•  saved our customers almost 

£359,238 in like for like interest 
payments;

•  opened 409 basic bank accounts for 
our customers;

•  helped 100 of our customers open a 
credit union savings account;

•  provided money and debt advice to 
631 new clients with collective debt 
of over £2.4m; and 

•  generated £407,834 in financial gains 
through benefit claims and other 
advice.

I want to take this opportunity to thank 
staff and supporters for their efforts in 
ensuring some of the most financially-
excluded people in our communities are 
being given support to make the most  
of their limited income. 

Scotcash continues to respond 
innovatively to the needs of our 
customers. We have developed and 
re-launched our website, providing 
new ways for people to engage with 
us. Despite initial uncertainty due to 
digital exclusion levels, Scotcash has 
experienced a 21.6% increase in website 
‘hits’ and we are able to now offer an 
online application process. 

Over the last year, we have built on 
our community presence through 
developing partnerships aimed at 
providing direct services in our most 
deprived communities. With four new 
outlets, Scotcash can continue to offer 
crucial support when and where our 
customers need it. Support from the Big 
Lottery Fund underpins our expansion 
into local communities and has been 
instrumental in developing our links to 
new partners, raising awareness of our 
services and building a better financial 
future for those most in need. 

Improving access to services has been 
one area of focus over the past year. 
Another has been to ensure our services 
are sustainable well into the future. 
This has involved developing a four-
year business plan which sets out the 
organisation’s key ambitions, objectives, 
activities and performance measures. 
These focus around four strategic 
themes: sustainability; improving our 
products; building our partnerships; and 
influencing policy. 

Thanks are due to all who continue to 
support Scotcash. Our founding 
partners, Glasgow City Council, Glasgow 
Housing Association, and the Royal Bank 
of Scotland have provided support 
over the year as have ng homes, who 
continue to champion our services in 
their communities. Our new partners 
in East Glasgow have brought much 
valued support, helping us deliver our 
Big Lottery ‘Financial Inclusion in the 
Community’ project.

I would also like to thank our delivery 
partners, Glasgow Central Citizens 
Advice Bureau, Glasgow Credit Union, 
G-Heat and Barclays Bank for helping 
Scotcash deliver the comprehensive 
range of services our customers rely 
on. Our very high customer satisfaction 
ratings demonstrate that the services 
delivered by Scotcash are valued and, 
for many, really do make a difference.

Chair
Mark Logan

 

Report by the Chair  
Mark Logan
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Scotcash was awarded a 
grant of nearly £1million 
from the Big Lottery Fund 
to expand our affordable 
credit and financial 
inclusion service across 
the city. 

The project, which will be phased over 
four years, has seen our first outreach 
locations open in the East of Glasgow. 
A launch event was held at Tollcross 
International Swimming Centre in 
October 2013 and we officially opened 
at The NHS Keep Well Shop at Parkhead 
Forge Shopping Centre. Separate 
outreaches are located at partner 
premises in Milnbank Housing 
Association, Parkhead Housing 

Association and West of Scotland 
Housing Association. 

These community-based facilities 
provide customers with access to the 
full range of Scotcash services, including 
affordable credit, bank accounts, debt 
advice and financial capability support 
while helping them avoid the expense 
and inconvenience of travelling into the 
city centre.

To date 145 customers have benefitted 
from our affordable loans, opened bank 
accounts, savings accounts and received 
debt advice.

Jackie Killeen, the Scotland Director 
of The Big Lottery Fund, said: “The Big 
Lottery Fund is committed to supporting 
individuals and communities most in 
need, and this million pound award to 

Scotcash does just that. We’re delighted 
that with Lottery support this project 
will extend its reach across Glasgow 
helping even more people to improve 
their financial prospects and break the
cycle of damaging and expensive sub-
prime lending. In these tough times for 
Scotland’s communities, projects like 
this help build a better financial future 
for those most in need.” 

The next phase will see the launch of 
Scotcash services in four locations in the 
North of Glasgow. Over the next three 
years we will also open new outreaches 
in the South and West of the City.

Expanding our services  
into local communities 

Helping beat  
fuel poverty

Scotcash has worked 
closely with G.HEAT for 
the last four years to help 
customers cut the cost of 
their energy bills.

A member of staff from G.HEAT is based 
in the Scotcash office at High Street 
every Monday morning to provide 
advice to customers who are often 
facing fuel poverty.

Scotcash Office Manager Susan 
McClelland said: “Sometimes we are 
approached by people looking to 
borrow to try and resolve their energy 
problems or debts, however the 
Affordable Credit Advisers are highly 
skilled in referring these people to 
G.HEAT for assistance.”

A home visit can be arranged where an 
adviser can check heating systems are 
set correctly, give advice on reducing 
bills and liaise with energy providers 
to negotiate repayment plans or get 
approval for Warm Home Discounts for 
eligible clients. 

G.HEAT Manager Graeme Mullin said: 
“Our close partnership sees G.HEAT 
operating a weekly surgery at High 
Street, where Scotcash advisers book 
appointments for clients who have 
home energy problems. 

“This strategy, along with regular 
referrals to the G.HEAT office allows 
clients to benefit from a holistic energy 
advice service, on top of the first class 
financial guidance on offer at Scotcash. 
G.HEAT are very proud to call Scotcash a 
partner, and our strategic relationship 

continues to deliver a first class advice 
service to residents of Glasgow.”

Scotcash made over 140 referrals 
to G.HEAT during 2013/14 and look 
forward to continuing this service.
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We expanded our online 
services for customers 
with a new website – 
www.scotcash.net

The website, developed by 
Screenmedia, is part of our vision to be 
a modern and accessible organisation 
that puts customers first. People can 
now contact us online, apply for a loan 
online and find out about all the services 
we offer. We also have customer stories 
and a news section which are updated 
regularly enabling stakeholders and 
customers to stay informed about what 
we are doing. 

Since the new site was launched in 
October 2013, it has gained over 20% 
more visits than the previous year and 
almost 2000 online loan applications 
have been received.

Lynn Banks, Production and Project 
Manager at Screenmedia, said: “We 
were delighted to work with the team 
at Scotcash to completely redesign and 
develop their online website and loan 
application process. 

“From the outset the brief was clear; 
to provide online loan applications and 
communicate Scotcash’s unique services 
to its customers in a professional but 
friendly and intuitive way.”

Reaching our  
customers online

With people of all ages 
now making use of social 
media, Scotcash joined 
Facebook and Twitter. 

This has allowed us to provide a new 
platform to keep customers up to 
date with what’s new at Scotcash and 
provide a wide range of money saving 
tips and advice such as:

• how to save on your weekly shop;
• how to manage your bank account;
• money saving tips for students;
• energy advice and much more. 

Since joining Facebook, our posts have 
reached over 10,000 people resulting in 
page likes also increasing.

Scotcash Marketing officer, Linzi Wilson 
said: “Having a social media presence 
is a fast and effective way of engaging 
with new people and organisations.”

Our Twitter page has helped us to reach 
out to not only customers but funders, 
partners and other organisations 
across Glasgow and Scotland providing 
information on the services we offer and 
how these can benefit service users. 

Connected on  
social media

Follow us on 
twitter.com/ScotcashCIC
or Facebook on  
Scotcash Approachble Finance

Visit our new website:
www.scotcash.net



Scotcash Annual Report 2013/14

9

Scotcash Annual Report 2013/14

8

 

Scotcash held its first 
Staff Development Day 
in January 2014 where 
staff had a chance to help 
shape the future of the 
organisation.

Held at The Academy, Wheatley Group’s 
Training and Conference Centre in 
the city centre, staff gave their views 
on what they felt was important to 
customers and the business.

The team considered what needed 
improving and what external factors 
might have a bearing on Scotcash. 

Some of the key recommendations 
coming from the day were:

•  better customer service through 
streamlined processes;

•  encouraging referrals from other 
organisations;

•  improvements in our IT 
infrastructure; and

•  promotion of our values and 
objectives to others.

The outcomes from the day were fed 
through to the development of the 
Scotcash Business Plan 2014-18.

Our Business Plan for 
2014-18 takes account of 
staff and board member 
views, feedback from our 
strategic and operational 
partners and, most 
importantly, from our 
customers. 

Over the coming four years, we have set 
ourselves challenging targets around 
sustainability, community access, 
product development and customer 
satisfaction. To find our more on our 
plans, visit us at www.scotcash.net

Our strategy for the  
next four years

Staff have a real say  
in services

“Although we have a weekly staff team meet-
ing, the staff development day was a whole day 
together to properly think about things. Being 
part of the sub groups that we developed as a 
result of the day meant we could see our ideas 
through.”  Carlene O’Carroll, Staff Member

“This Business Plan is the roadmap for Scotcash 
over the next few years. We know our customers 
will face even more difficult circumstances in 
light of welfare reform and worsening economic 
conditions so it is important for us to deliver 
services that help and support them in the way 
they need.”  Sharon MacPherson, Chief Executive Officer 
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The Financial Conduct 
Authority (FCA) took over 
the regulation of the 
consumer credit industry 
from the Office of Fair 
Trading on 1 April, 2014. 

Scotcash – along with other 
organisations in Glasgow and 
nationally, including our trade body 
the Community Development Finance 
Association (CDFA) – responded to the 
FCA consultation on the new regime on 
consumer credit. 

As a result of this consultation, 
important changes have been made in 
the FCA policy which distinguishes 
Community Development Finance 
Institutions (CDFIs) from high-cost 
lenders. 

The FCA has recognised the important 
role CDFIs can play in addressing the gap 
between mainstream credit and High 
Cost Short Term Credit (HCSTC) in a fair 
and responsible way. 

While Scotcash is subject to scrutiny 
by the Community Interest Company 
Regulator and will continue to be 
regulated by the FCA for our consumer 
credit business, CDFIs, including 
Scotcash, will be excluded from the 
HCSTC rule. 

This is an important development for 
CDFIs and for Scotcash and recognises 
the distinct nature of our organisation in 
tackling financial exclusion. 

The FCA has published a policy 
statement and response to their 
consultation paper. 

The full statement can be found at:
http://www.fca.org.uk/static/
documents/policy-statements/ps14-
03.pdf

New regulatory body  
for consumer credit

We’ve continued to help 
dozens of people who 
cannot access clothing 
grants because they don’t 
have a bank account.

Clothing grants can now only be paid 
into a bank account in the name of the 
applicant – leaving those who don’t 
have an account with a problem.

Scotcash has helped more than 80 
customers apply for either an RBS or 
Barclays account this year. Some have 
popped into our High Street office to ask 
for advice while others have come 
as referrals from Glasgow City Council’s 
clothing grant team. 

Although the bank account may be 
opened originally for the clothing grant 
to be paid into, Scotcash staff explain 
the benefits of having an account and 
provide financial education.

Noreen Mulheron, one of the trained 
Money Advisers who deals with clothing 
grant referrals, said: 

Help to access  
clothing grants 

“A lot of people are a bit scared of trying to open 
a bank account, but the clothing grant team 
phones and advises us the customer is on their 
way to the office. We explain the account isn’t 
just for clothing grants but for general use and 
the benefits of being able to pay for things by 
direct debit and having a debit card.”
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Payday lending report  
– the findings

Glasgow citizens borrow 
over £57,000,000 annually 
through payday lenders, 
home credit, pawnbrokers 
and rent-to-own outlets. 

And once the likely number of catalogue 
users is added, it is estimated 100,000 
citizens are accessing a range of 
products from financial providers of 
non-standard credit.

In June 2014, Glasgow City Council 
appointed a cross-party Sounding 
Board, chaired by Councillor Paul 
Rooney, to gather opinions on the 
impact of, and reasons for, the 
proliferation of payday and other forms 
of non-standard lending. 

Scotcash participated in the evidence 
hearings to share our experiences of 
the impact on our customers of non-
standard borrowing.

We highlighted that while there was 
a need for short-term, small-sum 
lending, many of our customers paid 
a premium to access this. We outlined 
growing evidence that customers didn’t 
know enough about the short-term 
financial product they were signing up 
to. Giving evidence, Office Manager 
Susan McClelland said: “People 
don’t understand how these loans 
work. They (payday lenders) make no 
attempt to understand the customers’ 
affordability.”

The report made 17 recommendations 
covering regulation, promotion, 

prevention, and changing behaviour. 
As part of the move to provide more 
information on affordable and ethical 
alternatives, Glasgow City Council has 
committed to supporting Scotcash and 
credit unions to develop services to 
mimic key customer factors of simplicity 
and speed. 

The council has also pledged to provide 
all pupils entering first year at secondary 
school the opportunity to open a 
juvenile Credit Union savings account 
with a donation of £10 per pupil. 

The full report of the Sounding Board 
can be read at http://www.glasgow.
gov.uk/councillorsandcommittees/
submissiondocuments.
asp?submissionid=62786

Over the last year, there 
have been a number of 
changes to the Scotcash 
staff team. 
Sharon MacPherson became our new 
Chief Executive Officer in May 2013, 
with overall responsibility for managing 
the strategic direction of Scotcash. 
Carlene O’Carroll also joined the team as 
Personal Assistant to the CEO. 

In line with our Big Lottery Financial 
Inclusion in the Community Project, 
a new Outreach Project Team has 
been set up with Eileen Stevenson as 
Outreach Manager, Katie Clark as our 
new Affordable Credit Adviser and 

Pauline Birney providing administration 
support. 

We said a fond farewell to Robert 
McKay this year as he left to pursue a 
more leisurely pace of life. As our 
CAB Advisor, Robert had been with us 
almost since the inception of Scotcash. 
We would like to thank Robert for all 
his hard work and commitment to the 
organisation. 

Robert has been replaced by our new 
Money Adviser Iain Thomson and we 
also welcome Jan Walker who will be 
providing Money Advice within our 
‘Financial Inclusion in the Community 
Project.”

New faces in our team 

Relationship difficulties 
are a normal part of life 
– but sometimes they 
can arise because of 
money or debt worries. 

That’s why as part of our vision to 
provide a multidimensional service to 
our customers, Scotcash is working 
with The Spark, an organisation which 

provides counselling for couples, 
individuals and families. Our advisors 
signpost The Spark’s services to any 
of our customers who may benefit 
from additional relationship support.

Services include a free and 
confidential Relationship Helpline 
where people can talk through their 
relationship concerns and receive 
information on where to receive 
further support.

Family help when things  
get tough 

You can find out more about the 
services that The Spark offer at 
www.thespark.org.uk
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At a glance  
– facts and figures

Scotcash at a glance for 2013/14:
Number of enquiries:  3286
Number of loans:  1792
Average term:  40 weeks
Average payment per week:  £16.72
Value of all loans:  £866,705
Average loan amount:  £484

Reason for Loan:
Reason (new customers only) Total
Home decoration / improvement 313
Christmas   180
Clothes   9
Driving lessons 4
Deposit for private let  9
Car/car repairs 21
Family event (birthday, wedding, funeral etc) 28
Paying bills  7
Debt consolidation 4
Holiday   82
Other reasons  43
Bank accounts opened:  409
Savings on ‘like for like’ loan:  £359,238
Percentage of customers on low income:  64%

Customer demographics:
Customer Household Information Total
Lone parents with dependent children 277
Couple with dependent children 71
Couple with no children 35
Single Person household 236
Customers divorced/separated or widowed 81
Average Age 
Age 16-24  107
Age 25-34  246
Age 35-49  231
Age 50-64  102
Age 65 and over 17
Gender 
Male    126
Female   332
Loan Customer Household Tenure 
Owns home/Mortgage 6
Living with parents/other 77
Renting from GHA 205 (29%)
Renting from other RSL 310 (44%)
Renting from Private Landlord 102

Our surveys
We ask our customers for feedback so we can keep improving 
our services. Since November 2009, almost 510 people have 
completed our survey which is carried out once their final loan 
payment has been collected. We only survey customers who 
don’t have an appointment booked with us so that the views 
we receive are as honest as possible. 

First-time borrowers 
A total of 38 first-time borrowers completed the survey.  
They told us: 
•  58% heard of Scotcash through friends/family/word of 

mouth and 26% saw the Scotcash leaflet 
•  each loan helped an average of 3 people and one person 

said his loan of £500 benefited 12 people 
• the average score out of 10 for service was 9.6. 
 
Percentage who have recommended a friend 74%
Percentage who haven’t recommended a friend 26%
Percentage who would use us again 97%
Percentage who wouldn’t 3%
Percentage undecided 0%
Percentage who have made an appointment  
or requested a callback 21%
Percentage who went on to take out  
a subsequent loan 49%

We asked customers what they would 
change. They told us: 
•  offer whole loan process without having to come into an 

office
•  base the loan on previous Scotcash repayments not 

repayments to other creditors
• lower interest rates
• advise of documentation before an appointment.

They said the best things about the 
service were: 
•  friendly staff 
•  easy repayments
•  interest rates 
•  quick and easy service.

 

 

Here we ask Robert a few 
questions about being a 
Scotcash Board Member.

Prior to joining ng homes in 1993, 
Robert was employed by Glasgow City 
Council between 1987 and 1993 as 
the Balgrayhill Area Renewal Project 
Coordinator and then as the Springburn 
District Development Manager. Robert 
was born in Springburn and retains a 
strong affinity with the area as well 
as Possilpark and the North Glasgow 
community as a whole.

Over the past 19 years the Association’s 
housing stock has more than doubled in 
size to approximately 5,418. In 2011 
over 3000 tenants voted to join the 
association making it the largest 
community based landlord in Glasgow. 
The Association was assessed as being 
“some cause for concern” in 1993 
and “A” rated in 2001. Ng homes has 
Investors in People Silver and Customer 
Service Excellence accreditations. This 
year the association won Sustainable 
Business of the Year at the Grow 
Green Awards, was listed in the top 90 
companies in Scotland and the top 100 
best-to-work for companies in the UK. 

What do you enjoy most about being 
part of Scotcash?
Being part of an organisation that cares 
about people and delivers services 
to meet the customers’ needs. This 
is particularly important in difficult 
financial times. I like the fact Scotcash 
is community based and provides 
affordable loans and in doing so helps 
remove the barriers that many people 
face in accessing finance. Access to loans 
is based on current circumstances not 
past credit history and unemployment 
is not a barrier as benefits are taken 
into account as income. I enjoy being 
involved with an organisation that 
provides people with real choices 
through a wide range of services and 
support.

What are the challenges and 
opportunities facing the organisation?
The financial environment is difficult for 
many individuals and organisations at 
this time. The Government’s austerity 
measures and policies such as the 
spare room subsidy and the imminent 
introduction of universal credit are 
all adding to the complexity and the 
challenges that people face. Finding 
innovative ways to help our customers 
is a challenge as is reaching as many 
people as we can to inform them of 
what Scotcash can do to help. Further 
developing our partnership working 
is an area where I believe there are 
great opportunities for us to connect 
with people, enhance our services and 
develop the business.  

Have you learned any valuable lessons 
in your time as a board member of 
Scotcash?
I have learned about the importance of 
being aware of what is going on in the 
wider community and understanding 
the impact that financial pressures are 
having on people. Communication is 
crucially important. Listening to our 
customers is absolutely vital to be able 
to appreciate the key issues for them 
and to be able to develop services that 
meet the customer’s needs.

Spotlight on board member 
– Robert Tamburrini
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Independent auditors’ report to 
the members of Scotcash CIC

Opinion on financial statements
In our opinion the financial statements: 

•   give a true and fair view of the state 
of the company’s affairs as at 31 
March 2014 and of its profit for the 
year then ended; 

•   have been properly prepared in 
accordance with United Kingdom 
Generally Accepted Accounting 
Practice applicable to Smaller 
Entities; and 

•  have been prepared in accordance 
with the requirements of the 
Companies Act 2006. 

Opinion on other matter prescribed by 
the Companies Act  
In our opinion the information given in 
the directors’ report for the financial 
year for which the financial statements 
are prepared is consistent with the 
financial statements. 

Matters on which we are required to 
report by exception
We have nothing to report in respect 
of the following matters where the 
Companies Act 2006 requires us to 
report to you, if in our opinion: 

•   adequate accounting records have 
not been kept, or returns adequate 
for our audit have not been received 
from branches not visited by us; or 

•  the financial statements are not 
in agreement with the accounting 
records and returns; or 

•   certain disclosures of directors’ 
remuneration specified by law are 
not made; or 

•   we have not received all the 
information and explanations we 
require for our audit; or 

•   the directors were not entitled to 
prepare the financial statements and 
the directors’ report in accordance 
with the small companies regime 
and take advantage of the small 
companies’ exemption in preparing 
the directors’ report. 

Jenny Simpson  
(Senior Statutory Auditor) 
For and on behalf of Wylie & Bisset LLP 
Statutory Auditors 
168 Bath Street 
Glasgow 
G2 4TP 

August 2014

Profit and loss account
(for the year ended 31 March 2014)

         Notes  2014  2013
           £  £
  
Turnover          252,787  215,862

Administrative expenses        (591,957) (414,619)

Other operating income        204,594  192,084
           _______ ________

Operating loss       2  (134,576) (6,673)
   
Other interest receivable and similar income    3  4,727  16,542

Capital funding grants receive     8  210,385  370,704
           _______ _______

Profit on ordinary activities before taxation      80,536  380,573

Tax on profit on ordinary activities     4  2,614  (2,614)
           _______ _______
 
Profit for the year         83,150  377,959
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Balance sheet
(at 31 March 2014)

      Notes    2013    2012
        £  £  £  £
  
Fixed assets
Tangible asset    5    560    2,900

Current assets
Debtors     6  529,615    471,839 
Cash at bank and in hand     1,311,292   1,492,845
        ________   _______
        1,840,907   1,964,684
Creditors:     7  (95,385)    (94,267) 
        ________   _______

Net current assets       1,745,522   1,870,417
          ________   _______
Total assets less current liabilities      1,746,082   1,873,317

Accruals and deferred income  8    -    (210,385)
          ________   _______
          1,746,082   1,662,932
          ________   _______
Capital and reserves
Profit and loss account   10    1,746,082   1,662,932
          ________   _______

These financial statements have been prepared in accordance with the special provisions of Part 15 of the Companies Act 2006 
relating to small companies and with the Financial Reporting Standard for Smaller Entities (effective April 2008).

Approved by the Board for issue on 21 August 2014

Mark Logan
Director 

Lynn Brown
Director

Registered Number SC309656

(amounts falling due within one year)
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How to contact us:
Scotcash 
55 High Street
GLASGOW
G1 1LX

Tel: 0141 276 0525
Fax: 0141 276 0522
Visit: www.scotcash.net




