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1.0 GLOUCESTERSHIRE VILLAGE & COMMUNITY AGENTS
BACKGROUND

The Village Agents Project began as a pilot scheme funded by the Department of
Work and Pensions (LinkAge Plus) in 2006 with the aim of providing older people in
Gloucestershire’s rural communities with easier access to information and services.
In June 2008 Gloucestershire Village Agents were mainstreamed as a service, with
funding jointly provided by NHS Gloucestershire and Gloucestershire County
Council.

The successful partnership between Gloucestershire County Council and
Gloucestershire Rural Community Council (GRCC) continues with the Village Agents
being employed and managed by GRCC.

A steering group made up of key stakeholders has been put in place and the scheme
managers will report directly on a quarterly basis to the group. Processes that were
used to report to the Department for Work and Pensions continue, collating
demographic and numerical data using the existing gateway forms, with case studies
and diaries providing anecdotal evidence.

The success of the Village Agents project in Gloucestershire has gained a great deal
of interest nationally, and other areas across the country are now running their own
projects. Essex and Cumbria both launched their pilot projects in 2009, while
Warwickshire and Bedfordshire launched pilot projects early in 2010. Wiltshire is
currently finalising proposals for its own project, as is Hampshire, while interest has
been expressed by Derbyshire, Cornwall, the Scottish Highlands, Carmarthenshire,
Herefordshire, Somerset and many other places around the United Kingdom.

This report looks at the referrals that Village and Community Agents have made from
January to March 2011. Breaking down the statistics by District, Age Group and by
issue the report can be used to inform local decision making using statistics collected
directly from older people on the ground. Please note that some of the issues that
arise during a Village or Community Agent visit does not always result in a referral
being made to an actual agency, however an Agent is still required to fill in a
‘gateway referral’ form, this is often anonymous and collects details relating to the
issue in question and the action taken. This is shown in the district analysis.
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2.0 VILLAGE & COMMUNITY AGENT REFERRALS

JANUARY TO MARCH 2011

After each visit a Village or Community Agent makes, they are required to fill in an
online referral, or ‘gateway’ form. The form collects demographic data, the nature of
the problem, and other information relevant to any follow up visit. The gateway form
is then submitted to the required agency by the Village or Community Agent for the
guery to be addressed.

From January to March 2011 a total of 939 gateway forms were submitted by Village
and Community Agents. A percentage breakdown by area is shown below.

Forest of Dean 29%
Stroud
Tewkesbury
Cotswold
Community Agents 7%
O‘I’/o 5:%) l(;% 15I% 20I% 25I% 30I% 35I%

The area breakdown can vary by month
and by quarter; From January 1% 2011 until
31°% March 2011 the Forest of Dean District
Village Agents made 29% of the referrals
for the quarter and Stroud District
accounted for over a quarter (27%) of all
referrals, followed by the Cotswold and
Tewkesbury Village Agents who submitted
just over a third of referrals (18%
respectively), while Community Agents
dealing with the Black and Minority Ethnic
communities submitted 7% of referrals.
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2.1

Village & Community Agent Referrals

Village and Community Agent referrals rose steadily in 2010. During the months of January to March 2011, referrals have seen a slight decline
when compared with the last few months of 2010, however slightly higher than the same period (Jan-March) in 2010. It would be expected
throughout the year that referrals will rise and follow a similar pattern to last year.
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Referrals by Age Group

The majority of referrals made by Village and Community Agents in Gloucestershire
were for clients who were aged between 80 and 89 years old (176 referrals). 133
referrals were made to agencies without an age specified. However the vast majority
of these referrals it can be assumed were over the age of 50.

Please note that this breakdown is related to 552 referrals made to agencies and not
those where gateway forms were submitted but did need any further action, a lot of
which were submitted as ‘anonymous’.

176

180+
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140+
120+
100+

Number

0-49 50-59 60-69 70-79 80-89 90-99 100+ Unknown
Age Groups

The chart below shows the number of referrals in each age category in percentage
terms. Almost a third (32%) of referrals made by Village and Community Agents in
Gloucestershire were made for clients in the 80-89 age group, with almost a quarter
(21%) aged between 70 and 79 years old.

Unknown, 24% 50-59, 8%
60-69, 7%

90-99, 8%

80-89, 32%

70-79, 21%
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COTSWOLD DISTRICT

Village Agents in the Cotswold District
submitted 172 ‘gateway’ forms from 1%
January 2011 to 31* March 2011. The
breakdown between North and South n
Cotswolds is shown below. South
Cotswold referrals accounted for two
thirds (66%) of all referrals, however
this is in part due to the numbers of
parishes covered and the number of
agents working in the area.

Referrals made directly to agencies
that required action to be taken totalled 117 and issues arising during the first quarter
of the year varied. Over a quarter of referrals made to agencies were made to the
Adult and Social Care Help Desk at Gloucestershire County Council. A similar
number were made to Carers Gloucestershire. Age UK and Gloucestershire Fire and
Rescue received 9% of referrals respectively from the Cotswold District.

A number of gateway forms (55) were submitted that did not require further action
from an agency. Information (phone numbers/leaflets etc) was provided by Cotswold

26%
26%

Adult and Social Care Help Desk
Carers Gloucestershire
Community Nurses

Age UK

Fire and Rescue

Anchor Staying Put

Citizen® Advice
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Village Agents to their clients or communities in the following areas:

Health 15%
Includes information relating to hard of hearing clubs
Breast screening
Dementia Care

Housing 15%
Includes information relating to Security of oil tanks
Environmental Health
Local Tradesmen
Loft and cavity Wall insulation
Planning Permission
Upgrade of Housing Association Property

Benefits 13%
Social Care 7%
Social/Leisure 11%
Community Groups 5%
Volunteering 4%
Other 30%

‘Other’ includes event attendance, info on Village Agent scheme, digital switchover
and Census 2011
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Referrals by Age Group — Cotswold District

The majority of referrals made by Village Agents in the Cotswold District were for
clients who were aged between 70 and 79 years old (54 referrals).

Please note that this breakdown is related to the 117 referrals made to agencies.
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The chart below shows the number of referrals in each age category in percentage
terms. Almost half (46%) of referrals made by Village Agents in Cotswold District
were made for clients in the 70-79 age group.
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STROUD DISTRICT

Village Agents in the Stroud District submitted 251‘gateway’ forms from 1% January
2011 to 31% March 2011.

Referrals made directly to agencies that required action to be taken totalled 189. 18%
of these referrals were made to the Adult and Social Care Helpdesk at
Gloucestershire County Council, for social care issues, a further 12% of referrals
made in the Stroud District were to Age UK. Almost half (48%) of referrals made by
Stroud Village Agents fell into the ‘other’ category, these included referrals to
organisations such as the Stroke Association, the Alzheimer’'s Society and Wiltshire
Farm Foods. ‘Other’ referrals in Stroud District included referrals to Census 2011, the
audiology department at Gloucestershire Royal Hospital and for clients to have a
Blue Badge application form sent to them.

Other 48%

Adult and Social Care Help Desk
Age UK

Carers Gloucestershire

Benefits

Safer Communities Team
Citizen® Advice

Stroud Careline

0% 10% 20% 30% 40% 50%

A number of gateway forms (62) were submitted that did not require further action
from an agency. Information was provided by Stroud Village Agents to their clients or
communities in the following areas:

Health 21%
Includes information relating to:
Chiropody Services

Podiatry Services
Prescription delivery services
Local Pharmacy Details
Hospital Transport

Hearing Aids

Transport 10%
Community Groups 8%
Social Care 6%
Support Groups 5%
Council 5%
Benefits 5%
Social/Leisure 5%
Caring 3%
Other 32%

‘Other’ includes information given about the Helping Hands service provided by Care
and Repair Stroud, The Digital Switchover, Census 2011 and the provision of open
fire brickettes.
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Referrals by Age Group — Stroud District

The majority of referrals made by Village Agents in the Stroud District were for clients
who were aged between 80 and 89 years old (80 referrals).

Please note that this breakdown is related to the 189 referrals made to agencies.

80+
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The chart below shows the number of referrals in each age category in percentage
terms. 42% of referrals made by Village Agents in Stroud District were made for
clients in the 80-89 age group.
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TEWKESBURY BOROUGH

Village Agents in Tewkesbury Borough submitted 173 ‘gateway’ forms from 1%
January 2011 to 31° March 2011.

Referrals made directly to agencies that required action to be taken totalled 123.
Gloucestershire Fire and Rescue and the Adult and Social Care Help desk received
15% of referrals respectively. 11% of referrals were made to Age UK. Almost half
(47%) of referrals made in the Tewkesbury Borough were made to ‘other’ agencies.
These included, Anchor Staying put, GRCC, Gloucestershire Deaf Association and
Wiltshire Farm Foods.

Other 47%
Adult and Social Care Help Desk
Glos Fire & Rescue

Age UK

Care & Repair

Safer Communities Team

Warm & Well

Stroud Careline

Tewks & North Cots (HelpLine)
0% 10% 20% 30% 40% 50%

A number of gateway forms (50) were submitted that did not require further action
from an agency. Information was provided by Tewkesbury Village Agents to their
clients or communities in the following areas:

Social and Leisure 24%

Mostly information giving to clients about the Pheasant ‘Pub
Club’ and social events happening that clients may want to attend
locally

Health 20%

Information given about: Macular Disease Society

Flu Jabs

Ear Syringing

General support calls asking about the health of the client
Benefits 4%
Community Groups 4%
Support Groups 4%
Housing 2%
Transport 2%
Other 40%

‘Other’ information given out was almost overwhelmingly about the digital switchover,
the remainder concerned general wellbeing and support.
Referrals by Age Group — Tewkesbury Borough
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The majority of referrals made by Village Agents in the Tewkesbury Borough were for
clients who were aged between 80 and 89 years old (57 referrals).

Please note that this breakdown is related to the 123 referrals made to agencies.
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The chart below shows the number of referrals in each age category in percentage
terms. Almost half (46%) of referrals made by Village Agents in Tewkesbury Borough
were made for clients in the 80-89 age group.

50-59, 3%
Unknown, 9% 60-69, 11%
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EFOREST OF DEAN DISTRICT
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Village Agents in the Forest of Dean District submitted 273 ‘gateway’ forms from 1
January 2011 to 31° March 2011.

Referrals made directly to agencies that required action to be taken totalled 93. Over
a third (38%) of referrals were made to Gloucestershire Fire and Rescue Service,
followed by just under a quarter (24%) to the Safer Communities Team. 13% of
referrals were made to the Gloucestershire County Council Adult and Social Care
Helpdesk and 8% to Age UK. The remaining agencies that received referrals from
Forest of Dean Village Agents are shown in the chart below.

Gloucestershire Fire & Rescue 38%
Safer Communities Team

Adult and Social Care Help Desk
Age UK

Care and Repair

Benefits A%
Forest of Dean Linkline 3%
Time Banks 3%

0% 5% 10% 15% 20% 25% 30% 35% 40%

A number of gateway forms were submitted that did not require further action from an
agency. Information was provided by Forest of Dean Village Agents to their clients or
communities in the following areas:

Social Care 35%
Social/Leisure 14%
Benefits 8%
Transport 5%
Health 4%
Council 3%
Housing 2%
Community Groups 2%
Support Groups 1%
Caring 1%
Volunteering 1%
Other 25%

‘Other’ denotes information given out relating to the digital switchover, Census 2011,
GRCC In Touch events, parish magazine queries amongst others.
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Referrals by Age Group — Forest of Dean District

Unfortunately, it was not known into what age group the large majority of referrals
made by Village Agents in the Forest of Dean District fell into. Out of those clients
who were happy to disclose their age, 10 were between the ages of 70 and 70.

Please note that this breakdown is related to the 93 referrals made to agencies.

Number

0-49 50-59 60-69 70-79 80-89 90-99 100+ Unknown
Age Groups

The chart below shows the number of referrals in each age category in percentage
terms. 70% of people were not happy to share their age with the Village Agent. 11%
of clients were aged between 70 and 79 years of age.

60-69, 6% 70-79, 11%

80-89, 9%

90-99, 4%

Unknown, 70%
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COMMUNITY AGENTS

Community Agents in Gloucestershire submitted 70 ‘gateway’ forms from 1% January
2011 to 31* March 2011.

Referrals made directly to agencies in Gloucestershire that required action to be
taken totalled 10. 40% of referrals were made to the Gloucestershire County Council
Adult and Social Care Helpdesk. 30% were made to the benefits agency and 20% to
Gloucestershire Fire and Rescue. A full breakdown can be seen in the chart below.

Adult and Social Care Help
Desk

Benefits

Gloucestershire Fire &
Rescue

Citizen® Advice 10%

0% 5% 10% 15% 20% 25% 30% 35% 40%

A number of gateway forms (57) were submitted that did not require further action
from an agency. Information was provided by Community Agents to their clients or
communities in the following areas:

Housing 30%
Benefits 11%
Health 9%
Social/Leisure 7%
Volunteering 7%
Support Groups 4%
Transport 4%
Social Care 2%
Other 28%

‘Other’ denotes information given out relating to English lessons available, Police
complaints, translation services and employment. These referrals reflect the age
groups that Community Agents are frequently asked to help. The translation issues
that exist have been a recurring barrier to allowing Community Agents to carry out
their roles effectively.
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Village and Community Agent Activity — January to March 2011

Village and Community Agents continue to be extremely active within their
designated parishes in Gloucestershire.

Having received training from the Census 2011 team the agents were equipped to
answer any questions that arose from their clients or communities. The Census form
was in some cases a great concern for older people who were worried about filling in
the form. The Agents were able to reassure clients and signpost them to the
appropriate contacts

Agents in areas affected by the Central A region switching to digital
TV were tasked with raising awareness amongst their communities
and clients about the switch and equipping them with details of the
Help Scheme available through the BBC.

Work will commence for making people aware of the next region,
Central B which includes a large part of the Cotswolds in April.

In January, GRCC received a visit from a delegation of
Chinese visitors who were interested in hearing about
the ways in which rural isolation is tackled in England.
Qing, our Chinese Community Agent made the
presentation in Chinese and was a great success. Look
out for Village and Community Agents in China soon!

“l was contacted by a nurse at one of the doctor’s
surgeries as they have an elderly man who they feel is
fairly isolated. He plays the piano and in fact has two
pianos in his house. He does not drive. | contacted a day
centre and a residential home near to him so he could
walk to either place. The residential home who have a
piano, were thrilled and thought him playing to their
residents was a great idea.....”

“My client is concerned about the grab rail in her

bathroom. The outer plastic surface has cracked
and the metal beneath is rusting.

| contacted Care and Repair (Tewkesbury) and
subsequently the Adult Help desk to request a
replacement as soon as possible....."

“I have an elderly lady who has multiple mobility problems. She used to go
swimming a lot but has not been for sometime because her mobility and health has
not been good. She wanted to go swimming again as she felt it would do her good
as she felt ‘normal’ when in the water. She needed transport and also someone to
help her get undressed and dressed. Contacted Joy Carlyon at Care and Repair
who is going to put this into action for her. This will be on a Friday afternoon when
the water is warmer....”
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For More Information about Village and Community Agents Contact:

Kate Darch

Village and Community Agents Manager
Community House

15 College Green

Gloucester

GL12LZ

kated@qrcc.org.uk

01242 528491

www.villageagents.org.uk
www.grcc.org.uk




