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In this issue - The introduction of a touch screen PC for the waiting ro om; a trial on
gateway assessments; a report on the 70 ™ anniversary celebrations; the
introduction of a virtual call centre project acros s 5 bureaux and an update on the
Mental Health Outreach project.

The introduction of ‘Gateway Assessments’

Citizens Advice has been running a number of pilot
schemes on gateway assessments, (a form of triage
operated in hospitals and elsewhere) which assesses
the needs and priorities of the clients as they come into
the bureau.

Gateway assessments are intended as an initial

In October we received on loan a touch screen PC exploratory interview over say 10 minutes by which

for use by clients in the waiting room. The PC covers | time the interviewer will have assessed the most

not Only Advice Guide information but links into sites appropriate route for the client’s enquiry. By introducing
such as DWP, NHAS; Age Concern; Epsom & Ewell | thjs service it is hoped we shall assist a greater number
Borough Council; Job Centre Plus and many others. | of clients and by assessing their requirements at the

] N ] ] outset may resolve some quickly thereby avoiding a
Clients Waltlng to see advisers can now obtain some possibie |ong Waiting time to be seen.

initial information about their problem. This is seen as
a useful addition for clients; and the equipment has
now been purchased.

Touch screen
for client use

70™ Anniversary celebrations

Staff Christmas social

This year 30+ staff and former staff celebrated
Christmas at a dinner at the Il Ponte in Epsom on 12
December. As can be seen from the picture below a
good time was had by all and the next outing is
planned for the Clink restaurant at HM Highdown
Prison in Banstead for lunch on the 20" January.
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The bureau held its 70" anniversary celebrations at the
Town Hall on Thursday 18™ November. Lady Toulson,
High Sheriff for Surrey gave a short speech followed by
local MP Chris Grayling. The event was attended by
past and present staff plus Mayor Jan Mason and
consort, local councillors, local business people and
stakeholders.

Shaun Jones, Chair of the Trustees recounted how the
bureau at Epsom was one of the first to be set up at the
outbreak of the Second World War. The demand for
advice today is three times the 1940'’s level and the
need for the service today is as pressing as it ever was.
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The start of the virtual call centre project

In December the bureau was successful in being awarded a grant of £6,100 by Capacity
Builders to collaborate with seven other East Surrey CABs on introducing a single telephone
number system. The funding is intended to cover a feasibility study, workshops for the bureaux
involved, evaluation of ICT providers’ products, including an electronic diary system available to
all seven bureaux and trial of the system.

Each of the bureaux currently recognise that their service to telephone callers could be much
improved and they are accordingly keen to work together to bring about a more reliable and
comprehensive telephone service available each day of the working week.

The work proposed will tie in with the aims of central office of
Citizens Advice to have a single telephone number system
across the whole of the country by 2012.

Following the project work being undertaken by the
consultants - Mary Douglas; Alok Agarwal and David De
Cintra it is hoped to implement the new system within the
seven bureaux by early summer 2010.

Mental Health Project

In October the service to mental health clients was revised in the light of reduced funding for
this programme. Fortunately a grant from Lloyds TSB Foundation for England & Wales has
allowed us to continue running a service in 2010 although the number of hours dedicated to
mental health clients by the project team has been reduced from 53 hrs to 22 hours per week.
It is recognised that there is a continuing demand for the service the bureau’s mental health
specialist advisers provide and efforts continue to find a long term funding solution to the
programme.

Appointment of new Guidance Tutor to the bureau

Following a panel interview in mid December we are
pleased to announce that Katy Rakow is to be the
bureau’s new Guidance Tutor with effect from March
2010. Steve Roebuck will be providing a period of
handover during February & March and will continue to
be involved with the bureau as our IT expert.

Katy will be undertaking the role of Guidance Tutor for 7
hours a week which will be additional to her 10 hours
per week currently carried out as Mental Health Adviser.

Citizens advice policy update... we plan to take a pro -active role in community
campaigning in 2009/10 and beyond, drawing on analy  sis of community and
client profiles...further details will be covered i n future newsletters
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