Sutton Borough Citizens Advice Bureaux achieves excellent score in Citizens Advice Membership Scheme and CLS Quality Mark Audits

The entire staff and volunteer team are to be congratulated on an outstanding score in their Citizens Advice Membership Scheme and CLS Quality Mark Audits which concluded in May 2009.  Referring to the service as a “Beacon Bureau” the auditor fed back a score of 100% compliance on the organisational aspects of the audit and 75% on their quality of advice.  (While the quality of advice score was still 5% short of the 80% required for an outright pass the service overall had demonstrated huge improvements in this field and the advice and supervision teams were to be congratulated on the sound systems they had put in place to achieve these results.)
Areas of strength and achievements for this organisation
The organisation demonstrated truly exceptional levels of access and client care. Its outlets are attractive, calm and well ordered, are open traditional shop hours, and are welcoming with continual reception and contemporary decor and furnishings. It embodies a model for service delivery robust enough to compete with other customer focused advice suppliers in the forthcoming commissioning environment.

Exceptional levels of partnership with the community served were also demonstrated. The service's Chief Executive has met with the borough Chief Executive and recently shared a platform at a high profile event responding to the impact of the recession. Regular and effective meetings with partners, potential partners and stakeholders were evidenced. Press coverage was commendable and sometimes eye-catchingly novel. 'Ride your horse to work' and 'Citizens Advice Bureau' are not often seen on the same web-page.

Social policy activity was seen to be vibrant, feeding into national campaigns, taking forward local issues, such as bailiff behaviour and meeting elected representatives at the highest levels. Presenting ten recession busting ideas to the Leader of the Opposition and other senior politicians was especially impressive. Recognition of social policy issues by advisers is average, but records showed it being addressed through individual feedback on performance at appraisals.
Examples of good practice noted

The Chief Executive's reports to the trustee board are the best seen by the auditor to date. The business and development plan was also of an exceptionally high standard. Complaints handling was noticeably good. The arrangements to ensure identification of social policy issues from legally aided work were commendable.
Key priority issues for this organisation to address
The key priority issue is to ensure consistent quality of advice from all outlets, at the level already provided from the best. It is accepted however that generalist advice is but one aspect of the range of services this member provides. In common with all bureaux the challenge of commissioning will need addressing.
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