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Testimonial 
 

  
 
“I have had the pleasure of working with Bespoke Training Services on two occasions: the 
first in involved the delivery of Reception Skills training to a small group of CAB volunteers, 
whose primary role is to man reception and answer or direct telephone calls and enquiries on 
the wide range of issues that come in to us. 
 
The session was very well received and as a result I invited Bespoke to work with the Bureau 
on a Communications Skills training event, this time catering to a larger group of over 40 
paid staff and volunteers and taking place at Grimsby Town Hall. 
 
The day itself proved to be extremely useful, gaining favourable feedback from participating 
staff. Well-designed and highly interactive, the session offered an ideal opportunity for all to 
express their views and opinions in an open and consultative forum, with the range of 
outcomes enabling a combination of immediate, short-term ‘fixes’ as well as creating a 
springboard from which the Bureau could look to develop longer-term communications skills 
and techniques across the organisation. 
 
For me personally and most notably, the session provided the opportunity to consider and 
hone in on those organisational factors that hamper, complicate or simply get in the way of 
good, effective communication. Of particular note was the clearer understanding I gained 
for the ‘transmitter’ and ‘receiver’ roles in communications and that truly effective 
communication can only work as a two-way process, not as a one-way information transfer. 
 
The Communication Skills training day led by Anne was extremely enjoyable and I believe a 
very worthwhile investment in the development of the Bureau and its staff. We will certainly 
be using Bespoke’s services again for future events.” 
 

Tony Gaskins – CEO, Citizens Advice Bureau Grimsby, Cleethorpes & District 
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Case study 
Introduction 
Bespoke Training Services has partnered with Grimsby, Cleethorpes & District CAB on two 
occasions, most recently delivering Communications Skills training to a group of over 40 
paid staff and volunteers. Having previously run a Reception Skills training day for front line 
volunteers, which received excellent feedback from participants and management alike, 
Bespoke was approached to design and deliver a tailor-made Communications Skills event. 
The training was held off-site, enabling full engagement of the participants, without the 
distraction of their day to day responsibilities. 

Here we speak to Tony Gaskins, CEO to gain his thoughts on partnering with Bespoke, the 
training that was delivered and the tangible improvements he has seen in the performance 
of his team – as well as in himself! 

With responsibility for the strategic development of the Bureau, Tony works with the 
Trustee Board, to set the annual financial budget and objectives for the District’s CAB and 
ensure that these are delivered to national standards. 

Bespoke: In your opinion, what and how important is the role of 
training/development within your organisation? 
TG: It’s crucial, very important indeed, equally for the personal and professional 
development of our staff and volunteers. Whilst legislation is constantly changing and we 
need to keep abreast of developments within our professional arena, there are unrelated 
aspects that we all need keep up to date with, in order for us to develop personally and 
enable us to perform to our best as individuals. Part of my job to make sure we do budget 
for training and development and I do this by building in our requirements on a project by 
project basis, which are funded by various sources. 

Bespoke: How did you come to select Bespoke Training Services to partner with the 
Bureau and what has made Bespoke stand out as a training partner? 
TG: Through recommendation and personal knowledge of a member of staff. In terms of 
standing out, there were several elements that I was very impressed by. The pre-course 
discussions, which really got to grips with what we wanted to achieve from the session, were 
excellent and as a result the course content and delivery was incredibly strong and 
completely tailor-made to the requirements we had detailed. 



 
 

Testimonial & Case Study 
 

Tony Gaskins – CEO 
Grimsby, Cleethorpes & District Citizens Advice Bureau (CAB) 

 

 

January 2012 

 
 

Bespoke: In which ways do you feel that the training and development events run 
by Bespoke have facilitated your employees in their day to day roles? Can you 
identify any tangible outcomes? 
TG: The Communications Skills day saw a significant improvement in our internal 
communications, by simply raising awareness and hitting home the significance of receiving 
information (listening!) as well as delivering it (speaking!) A tangible action for myself was to 
go away and think about how we could simplify our communications structure, particularly 
in the way we deal with client problems and then, with Bespoke’s advice and support, 
setting some performance measures around this to help us monitor ongoing improvement. 
Overall, the session has definitely improved communication within the Bureau and has 
saved us precious time and resource as we all put into the practice what we learned. 

Bespoke: Would you say that the learning from the training has added value to 
your organisation and if so, can you give examples of how this can be seen/felt? 
TG: It certainly has added value; improved communications has enabled us to share ideas 
more openly and understand each other’s roles, across departments and teams. 

Bespoke: What advice would you give to other organisations considering or unsure 
of investing in tailor-made employee training and development solutions? 
TG: The advice I would offer would be to talk to accredited training providers before doing 
anything; you’ll soon see the difference between those that will offer you programmes that 
are properly geared up to your requirements – and not theirs! 

Bespoke: If you had to describe in three words the experience of working with 
Bespoke Training Services, what would you say? 
TG: You’ve caught me on the hop there! I’d say: 
 

 Easy to work with 

 Smart solutions 

 Delivered to our objectives 
 
 

- Ends - 
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About Grimsby, Cleethorpes & District Citizens Advice Bureau (CAB) 
Grimsby, Cleethorpes & District Citizens Advice Bureau provides free, independent, 
confidential and impartial advice to members of the public on their rights and 
responsibilities.  Founded in 1939, the Bureau is a busy one, and in 2010/11 dealt with in 
excess of 12,000 enquiries, presented by over 5,500 clients and advised on 1,000 problems 
each month. The Bureau’s twin aim is to campaign for and gather qualitative and 
quantitative data used in the improvement of social policies and practices that affect 
people’s lives. 

 
 


