
Notes from kiaa group meeting - 16th October 2019 
Meeting from 10-11.30 am at Citizens Advice Kingston offices – Neville House, 55 Eden Street, KT1 1BW -02031660950 

1. Welcomes 
and 
apologies 

Apologies: Lorna, Jenny, John, Julie, Matt, Lisa 
Present: Patrick, Paul, Liz, Alison, Pippa 

2. Liaison 
between 
VCS and 
Statutory 
providers-  

any outstanding issues- are comms are working well between statutory agencies and the VCS?.Noted 
that no issues from RBK or JCP or VCS reps. 
 

3. Updates 
from last 
meeting -  

 

Online directory of private contact details- has now been set up on the website - 21 entries to date - 
Pippa to resend the request for details from members 
 
Shared training - Housing and UC. UC training needs session held on 18th Sept - well attended and 
bespoke session has now been devised, to be delivered on 13th Nov - booking via Eventbrite places 
going like hot cakes. It is a bespoke course devised by the trainer at a session he facilitated which was 
open to all kiaa members. Noted that we will explore another front line/initial contact staff update as 
the detailed casework course not suitable for non caseworkers. Agreed that one element to address 
is the benefits for those in work such as the work allowance (which can be £300 per month for those 
with dependents) also the up front one month child care costs to a registered provider. Noted that it 
would be helpful to know if there are affordable childcare providers in RBK .Pippa to explore initial 
contact training and childcare provision and report back to kiaa members. Alison will make info on 
work benefits available to members 
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Housing - local housing solicitor and Cllr Emily Gasson/Davey has offered to do some lunch time 
sessions on various housing topics and it is hoped that this will be open to all kiaa members. KCAH 
are planning to host. Pippa will check for info and share with members.. 
 
Combating hate crime work - members will send any updates to Pippa who will circulate. Members 
offered support to KREC in their work on this - especially this week which is national Stop Hate Crime 
week. 
 
Digital skills support funding opps - none yet, but CAK continue to check for opportunities and 
partnership bid for local service to build on work already being done. Noted that FIT and Adult Ed are 
working on sharing info about a course AE run and it is hoped that CAK can join in partnership work 
on this in the future. As CAK funding ends in April 2020, external sources are not available until a new 
funding has been secured as funders won’t consider projects unless core is secure. Alison confirmed 
that she is in discussion with the Malden Manor community hub organisers and this will also be a 
community based internet access and support point. 
 
Information and Advice Strategy has been relaunched, as agreed. 
 

4. Front line 
staff events-  

Training on 13th Nov and event on 11th December - as it is Citizens Advice 80th birthday this year it is 
planned to celebrate this as well as carrying out some research into the best ‘client journey’ for 
information and advice clients in Kingston. Pippa and team to organise. CAK are exploring this partly 
in response to client comments, partly in response to new team member ideas and partly in 
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preparation for possible  bidding for funds from RBK from April 2020. The group agreed that there 
are interesting challenges about finding the best way for clients to access services and we need to be 
mindful of where the ‘channel’ is really the issue and where the problem they have is the real issue- 
eg for benefit claims it might be that the process itself is difficult, whether or not it is online or a 
paper form. It was generally agreed that people find contact with someone helpful and reassuring so 
this should be considered when designing services. For instance, people would wait to hand in a form 
at the Guildhall, rather than put it in a box- the reassurance from knowing it had been received 
outweighed the irritation of the waiting time.  
 

5. Action plan 
updates -  

UC partnership event action plan.  
 
Interagency referrals and data protection issues  (KCAH addressing)- carried forward  
 
Advance payments - Agreed that we should do some further work on making sure claimants 
understand this - to be discussed with individuals as part of the Help to Claim interviews run by CAK. 
Staff now discuss this with all claimants 
 
Issues around HRT- campaigning- no further action on this atm. This topic is an ongoing issue for 
claimants. Noted that the Law Centre has funding to help people apply for EU Settled Status so 
eligible clients can be referred to them 

 Next steps Action Plan outstanding issues: - see above re training and contact info 
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 UC Action Plan  outstanding issues: interactive map of public access computers and use of kiaa 
discussion group Noted that the. Carry forward to check on progress 

 Housing Action Plan- outstanding issues: education of tenants and landlords and  Landlord info 
given at recent Landlords forum 
Interagency placements to help understand what services are offered. Suggested that the next intake 
of students for Help to Claim work might also lead on this for kiaa members. Next intake is in 
November, so carry forward. 
 

 Information and Advice Strategy  action plan 
Noted that we continue to implement the strategy action plan. This has been updated and 
relaunched on the kiaa website. Noted that it ties in well with RBK strategic objectives and should be 
referenced by partners where possible to support safeguarding the future of local services 

6. Date of next 
meeting-  

To be confirmed…. 

 
AOB -Alson updated the meeting that she is leaving JCP in February but hopes to stay involved with Kingston groups- more info to 

follow. There are some more staff at JCP on fixed term contracts and future work plans will be clarified when decisions on Brexit 

have been made. Alison also shared a case study on the experience of a woman who experienced domestic abuse which clearly 

shows the importance of getting early support and help to navigate ‘the system’ 

Patrick confirmed that they are still looking to appoint a housing solicitor - there are no Legal Aid housing practitioners in Surrey at 

the moment. Patrick noted that some Housing Associations are encouraging tenants not to attend court and, if this happens the 
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tenant can be disadvantaged as they do not have the protection then of court orders and access to Legal Aid. Agreed that we will 

all encourage tenants to attend court and to seek the Duty Desk assistance in repossession cases. 
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