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Consumer
Key issues, dates and time limits to check

· Date of purchase/contract.
· Discrimination claim to County Court re discrimination in provision of goods or services – 6 months.
Possible other issues to explore

· Debt eg if goods or services bought on credit.
Need to get info so can check for:

· statutory consumer rights

· extra rights from where agreement made

· extra rights from how and when bought

· rights from how paid
· extra contract rights, including a guarantee

· unfairness or discrimination

· any other options, eg trade association, are goods insured, does client have an insurance policy that includes free legal advice?

· social policy issues.
General details

· What are the goods or service, and what is wrong with them?

· Who did the client buy them from (name and address) – was it a trade or private seller?
· When did the client buy them?
· How and where were they bought?
	On trader’s premises
	Tele-sales
	Mail order
	Internet
	Doorstep sale


Goods – extra details

· Was there any indication that they were faulty at the time?  

· Was this pointed out to the client before they agreed to purchase?

· Did the client check the goods before they agreed to purchase?

Services – extra details

· What was the work or service that was supposed to be provided?

· What does the problem consist of?

· Was there any written contract? (Quote or estimate?)
· Who did the work or supplied the service?

· When did the client find it unsatisfactory?

· What date (if at all) did they first complain to the trader?
· If discrimination may be a factor, use the questions on page 28.
· Was there work done client didn’t agree to?

· Was there any consequential loss, eg water pipe broken - house flooded?
· Does the client have proof of their consequential losses? (photos, receipts etc)
Payment and money involved

· How much did the goods cost?

· Did the client pay or someone else?

· How was payment made?
· in full
· deposit only
· on credit
· nothing paid

	Cash
	Cheque
	Credit/store card
	Debit card
	Loan
	HP
	Conditional sale


· Does the client have any kind of receipt? (or copy of credit agreement)

Cancelling the contract

· Was a cooling off period agreed between the parties? (check written agreement)

· Is there a statutory right to cancel?

· Is the client within any time limits that may apply?

Action

· Has the client approached the trader?  If so, what happened?

· Would the client accept:
	Money back
	Partial refund
	Replacement
	Credit note
	Repair
	Compensation or apology


AdviserNet references:

For legal position

2.55.8.1. Consumer problems: what are the client’s rights and options
For extra statutory rights depending on way goods bought
Consumer > Different ways of buying.

Unfair terms
2.60.40.15. Guide to unfair terms in consumer contracts

Credit
Debt and money > Dealing with credit problems

Discrimination
Useful questions in this booklet in the Discrimination section

For ways to resolve the problem
Consumer > Taking action about consumer problems

Debt
Key issues, dates and time limits to check

· Dates of threatened disconnection etc.
· Court and eviction hearing dates/bailiff dates.
· When any court forms need to be returned by.
Possible other issues to explore

· Recent decrease in income due to loss of benefits, employment, or relationship breakdown.
· Housing benefit delays if rent arrears.
· Income maximisation, including benefit check.
General

For all debt queries the adviser needs to gather detailed information about the client’s debts and their personal circumstances.  This is part of a systematic approach to debt advice and the information gathered will help in making an accurate and effective diagnosis. 

See AdviserNet 13.15.1.0. Overview of debt advice. Your bureau may use proformas to collect relevant information.

The problem

Get a description of the problem. Include what has led up to the situation and what outcome the client wants.

Housing

· If the client is owner occupier:

· approximate value of house

· whether there are any secured loans or charges on the property

· mortgage outstanding.
· If accommodation is rented, is the landlord:

· the council 

· housing association 

· private.
If none of the above, what is the client's housing situation?

Household
· Who is in the client's household are they employed?

· Ages of any children?

Anything else

Anything else about the client's situation that needs noting eg savings, assets, carer, disabilities or illnesses (for client or other household member)?

The debts

Make a list of all the debts the client has.  For each debt note down:

· whose name the debt is in

· name and address of creditor and any reference number
· amount of debt and or arrears

· the type of debt, for example, rent arrears or bank loan, and whether it is a priority or a non-priority debt

· latest action taken by creditors (eg summons, court action), including dates of any action.
Income and expenditure

Make a list of all income the client and partner have coming in.  Make sure you include:

· wages and salary (keeping irregular payments separate)

· benefits/tax credits

· occupational pensions/pension credit

· payments from non-dependants (adult family members, lodgers)

· other income such as maintenance.
The client will also have to make a list of their current expenditure. You will use this information later for trying to increase or maximise the client's income.

There are detailed checklists in AdviserNet 13.15.12.5. Preparing an income and expenditure sheet (budget form).
Urgent/emergency action
· Before the client leaves, check with the advice session supervisor that no emergency action is needed. 

· Confirm with client future timescales/action etc.
AdviserNet references:

Overview

13.15.1.0. Overview of debt advice
Exploring debts

13.15.4.5. Getting details of debts
13.15.4.10. Dealing with debt emergencies
13.15.4.15. Prioritising debts
13.15.4.20. Checking liability and challenging debts
Income and expenditure

13.15.12.5. Preparing an income and expenditure sheet (budget form)
13.15.12.10. Maximising income
Housing 
Key issues, dates and time limits to check

· Date tenancy/mortgage started (month/year)

· Any court hearing dates.
· Immigration status (for homelessness application).
· Discrimination claim to County Court re discrimination in provision of housing – six months.
Possible other issues to explore
· Housing benefit?
· Discrimination?
Housing status
The first step with most housing enquiries is to find out housing status. This determines most rights, and how secure a client is in their home.

General details

· When did the client move in?

· If an owner, is there a mortgage?

· In whose name(s) is the agreement?

· What rent, if any, is paid? 

· Who is the client's landlord?  Who does the client pay rent to?

· Does the accommodation come with a job?

Private rented
· Does the landlord live in the same building as the client?

· Did the client move from another property owned by the same landlord?

· Does the client share accommodation with anyone who is not in the client’s household?

· Has the client got a written agreement, letters, receipts for rent/deposit?

· If the client has nothing in writing, what did they agree verbally?

· Is there a verbal or written agreement for a fixed term?

After asking these questions, use the housing status flowchart (11.5.0.10.) to identify housing status.  

The flow chart will alert you to any further questions to ask the client.

AdviserNet references:

Checking housing status

11.5.0.10. Flowchart to identify housing status

Then see AdviserNet for type of housing status about rights and features.

Repairs checklist

11.8.18.5. Disrepair in rented accommodation

If after checking 11.5.0.10. you are not sure about the client's status, seek further advice. In England the NHAS provides housing advice support for bureaux through NHAS national consultancy line 0845 1206 446. In Wales, staff at Shelter Cymru housing aid centres can provide support to advisers.  Check local information for details.

Eviction and harassment
You must know the client's housing status before you can give advice.

Landlord/lender has given notice

· In whose name(s) is the agreement?

· What has been said or done so far?

· Has the client been given anything in writing?

· What reason(s) has the landlord/lender given? (Specific reasons may be needed depending on the client’s housing status).
· Does the client dispute the reasons?

· Are there any rent/mortgage arrears? How many weeks/months?

· Any reason for them? (eg delayed housing benefit payments).
· Name and address of landlord/lender.

Illegal eviction in rented accommodation

· What has the landlord (or someone instructed by them) done to make the client leave?  For example: locked out, threats, moved someone else in.

Harassment in housing

· Has the landlord (or anyone instructed by them) made the client's life difficult (to try to get them to leave)? eg cutting off gas/electric, changing locks, coming in uninvited, late night visits, racial/sexual abuse of client, threatened client?

· Discrimination?
AdviserNet references:
Possession – rented and mortgage

11.12.8.30. Possession proceedings for rented property
11.12.8.35. Possession proceedings for mortgaged property
Harassment and illegal eviction

11.8.48.0. Harassment and illegal eviction

Neighbour nuisance

11.8.50.5. Anti social behaviour in housing

Always seek further advice before taking any action.
Housing options
A client may be looking for housing because they have none, they have to leave soon, or their current accommodation is unsuitable.

· Why is the client looking for accommodation?  

· Do they want to stay in their current accommodation?

Using AdviserNet you can check, for example:

· does the client have rights to stay where they are? (Housing status)

· are grants or extra income available for works to property?

· is the landlord liable for needed repairs? (Remember housing status)

· should the client be offered a benefit check?

Short term options: 

· Does the client want emergency or temporary accommodation?

· hostels or temporary accommodation projects

· women’s refuge

· homeless application to the local authority (see next page)
· family or friends.

Longer term options: 

· Has the client applied for local authority or housing association housing, or transfer?

· Private rented accommodation – has the client got money available for upfront rent and deposit?

· Does the client need accommodation with support?

· Homeless application to the local authority (See next page).
· Does the client want to own their own home? (Low cost housing schemes).
AdviserNet references:
Options for moving and staying

11.1.4.4. Housing options

See AdviserNet about of housing status for rights to stay.

See local information for details of temporary accommodation, housing applications and deposit schemes.

Homelessness
Key issues, dates and time limits to check

· Immigration status?
· Review of homelessness decision – three weeks.
Possible other issues to explore

· Benefits?
· Debt?
· Relationship breakdown?
General

If a client applies to a local authority as homeless, the authority will apply five tests to determine what duties are owed. The duties are linked from AdviserNet 11.1.1.3. Homelessness: overview.
· Who is in the household? (this includes anyone the client would normally live with) List the names, age and relationships:

· client

· partner

· dependent children

· other family members (parents, relatives, carer).
Test 1: Eligibility for assistance

· Is the client subject to immigration control, or not habitually resident? 

Test 2: Legally homeless or threatened with homelessness

· Where is the client living now?

· Why does the client need to leave their current accommodation?  When?
Test 3: Priority need

· Is anyone in the household:

· dependent child or pregnant?

· homeless due to emergency eg flood, fire or other disaster?

· under 18?

· between 18 and 21, with a care background?

· vulnerable because of old age, illness, disability, or other reason.
· Has anyone in the household:

· been in care, prison or the armed forces?

· experienced domestic abuse/violence?

There are differences in how these categories are classed in England and Wales – check AdviserNet 11.1.1.3. and seek back up if needed.

Test 4: Intentional homelessness

Why did the client leave their last accommodation?  (Sometimes you will also need to ask about earlier accommodation).

Test 5: Local connection

· Which local authority does the client want to apply to?

· Has the client lived in that area?  When and how long for?

· Is there a family member in the area whom they want to live near?

· Does anyone in the household have a job in the area?  (Not casual employment).
· Is there a special reason for wanting to live in that area?

· If the client has no connection with preferred local authority area:

· Does the client have a connection with another area?

· If so, does the client have a special reason why they do not want to live there?  For example, fleeing violence?

Now check the client’s situation against the tests linked from 11.1.1.3. Homelessness: overview.
There may be other housing options for a client who is not owed a duty to be housed by the local authority, or if they do not want to apply as homeless.
AdviserNet references:

Local authority duties to homeless applicants
11.1.1.3. Homelessness: overview
Options for finding accommodation

11.1.4.4. Housing options

If, after checking AdviserNet you are not sure about the client's rights, seek further advice before proceeding.  In England, the NHAS provides housing advice support for bureaux through NHAS national consultancy line 0845 1206 446.  In Wales, staff at Shelter Cymru housing aid centres can provide support to advisers.  Check local information for details.
Benefits and tax credits

Key issues, dates and time limits to check

· Emergencies (eg no money at all).

· Immigration status.

· Decision letter dates.

· Other deadlines eg for forms to be returned, information to be supplied, interviews to be attended.

· Dates of relevant changes in circumstances.

· Appeal / review time limits: 
- DWP decision one month

- tax credit decision 30 days
- review of Social Fund decision 28 days

· Local benefits (eg Council tax reduction, discretionary payments): check local policies for deadlines





Possible other issues to explore

· Threat of eviction if problem with housing benefit?

· Debts?
General 

For a full benefits/tax credits check, the adviser has to go through these stages:

1. Identify possible benefits/tax credits to check, and use information items to check eligibility.

2. Check benefits or tax credits the client receives now.

3. Check entitlement to benefits or tax credits not already being claimed.

4. Identify predictable changes eg due to welfare reform, age changes etc
Questions to find out eligibility 

· Who is in the household? (For benefits purposes ‘household’ means people in the same claim unit, not people who happen to share the same property).  List the names, gender, age and relationships of the household:

· client

· partner

· dependent children

Who else do they live with? (Include anyone with whom there is shared living space, but not those who live completely separately such as other tenants at the property) 

· other family members (parents, relatives)

· boarders and anyone else in the household.

Circumstances

Note any of the following specific circumstances for each person:

	pregnant
	retired - aged 60/65

	sick
	unemployed

	disabled
	bringing up children - including age of children

	with an industrial injury or disease
	working (how many hours)

	cares for someone sick or disabled
	widowed


because of special rules, watch out for people who are:

	students 
	from abroad (ie client or partner subject to immigration control)

	under 18 
	on strike

	travellers 
	on leave from prison or in prison

	in hospital or residential care
	

	with no fixed abode
	


The grid on the later pages provides you with a possible list of benefits that you might need to check for the client. Check all the benefits the client may be eligible for (including everyone in their household).  Several benefits may apply. Your client will not be eligible for all of those listed. 

This grid does not apply to people who come under special rules eg students,

	
	Contributory / employed
	Non-contributory
	Means-tested – legacy benefits
	Means tested - UC

	Unemployed & seeking work
	contribution-based JSA


	child benefit (if children)
	Income-based JSA
Housing benefit
Pension Credit (if right age)
Council tax reduction
Child Tax credit (if children)
	Universal Credit /
Pension Credit (if right age)
Council tax reduction

	Pregnant
	contributory ESA
contribution-based JSA statutory maternity pay

	child benefit (if other children)

maternity allowance
	Income support 
Income-based JSA 
Income related ESA
Housing benefit 
Council tax reduction
Healthy Start Scheme
Tax Credits (if other children or working)
	Universal Credit
Council tax reduction
Healthy Start Scheme

	On low wages 
	contribution-based JSA (if under 16 hours work)
	child benefit (if children)
	Tax credits
Income-based JSA
Housing benefit 
Pension Credit (if old enough)
council tax reduction
	Universal Credit
Pension Credit (if right age)
council tax reduction

	Bringing up children
	contribution-based JSA
contributory ESA
	child benefit 
	Tax credits 
Income based JSA 
Income related ESA  
Income support 
Housing benefit 
Pension Credit (if right age)
council tax reduction

	Universal Credit
Pension Credit (if old enough)
council tax reduction

	Off work ill for under 28 weeks
	contributory ESA

statutory sick pay
	child benefit (if children)
	Income related ESA 
Housing benefit 
Pension Credit (if right age)
Council tax reduction
	Universal Credit
Pension Credit (if right age)
Council tax reduction 

	Disabled/off sick for 28 weeks or 
more 
	Contributory ESA
	Personal independence payment (16-65) 
Disability living allowance (under 16) 
Attendance allowance (over 65)
Industrial injury benefit
Child benefit (if children)
	Income related ESA
Housing benefit
Pension Credit (if right age)
Council tax reduction
	Universal Credit
Pension Credit (if right age)
Council tax reduction

	Caring for someone who is sick or disabled
	
	Carer’s allowance, 
Child benefit (if children)
Check benefits for the disabled person
	Income support 
Housing benefit
Pension Credit (if right age)
Council tax reduction
	Universal Credit
Pension Credit (if right age)
Council tax reduction

	Over retirement age
	State retirement pension 
	PIP (under 65)
Attendance allowance (over 65) 
Child benefit (if children)
	Pension Credit 
Council tax reduction
	Universal Credit (if partner under PC age)
Pension Credit 
Council tax reduction

	Widowed
	Widowed parent’s allowance
Bereavement allowance
Bereavement payment
	Child benefit (if children)
	Housing benefit
IS / JSA /ESA or Pension Credit 
Council tax reduction
	Universal Credit
Pension Credit (if right age)
Council tax reduction


Don’t forget health benefits eg free prescriptions, refugees, people in hospital/residential care and local grants eg for school uniform.

Questions to find out entitlement to benefits/tax credits

Housing

· What is the client's housing situation?

· owner occupier

· council/housing association tenant

· private tenant or other rented

· other.

· Is  the client liable for Council tax?

Personal information

· age

· income

· capital (savings)

· work history.
Changes that may happen in the near future

Eg taking up a job, having a baby, children leaving home, retirement, welfare reform (eg being migrated onto a new benefit)

· Check AdviserNet for each benefit.

Problems about the claiming process

The two most common problems are:

· money being stopped or changed

· no news of a claim already made.
Before contacting the department, find out:

· what benefits/tax credits the client receives and has claimed

· the history of contact with the department

· any correspondence or documents

· national insurance number and any other reference numbers or names.

AdviserNet references:
9.0.2.4. 
Guide to benefits for a client who is sick or who has a disability or look under the name of the particular benefit to check eligibility criteria and how to claim.
Ending a relationship

Key issues, dates and time limits to check

· Emergencies (eg domestic violence).
· Date of marriage/civil partnership.
· Date of separation.
Possible other issues to explore

· Benefits?
· Financial difficulties?
· Homelessness?
· Immigration status?
General details

· Are the client and partner (same or opposite sex) living together at present?

· Does the client want to separate or stay together or not sure yet?

· Are the client and partner married or in a civil partnership?

· Has there been any violence?

· Is the client or partner subject to immigration control? (don’t make assumptions, always check).
· Do the partners agree about what should happen?

· Is the client pregnant?

Children

· Does the client have children living with them?

· How old are the children?

· Are they the children of the client and/or partner?

· Are there any issues about where the children will live?

· Are there any issues about the other partner’s contact with the children?

Income

· Will the client have financial problems living on their own?

· Does the family get any benefits?

· Where does the client’s and partner's income come from eg working, benefits, tax credits, pensions?
The home

· Is the client’s present home rented or do they have a mortgage?

· Is the home in joint names or in one name? (Whose?)

· Are there any issues about who stays in the home?

· Does the client need to leave (or ask partner to leave) at short notice (eg because of violence)?

Belongings

· Are there any issues about joint ownership?

· Are there things on joint credit?

AdviserNet reference:
8.25.1.0. Ending a relationship

Employment
For all enquires 

If discrimination may be a factor, also use the questions on page 28.

Key issues, dates and time limits to check

· Does client belong to a trade union?

· Date employment started.
· Date of dismissal.
· When the event(s) occurred.
· Claim to employment tribunal (including discrimination claims) – within three months.
· What is client’s preferred outcome?
Possible other issues to explore

· Benefit?
· Debt?
· Housing? (Eg if accommodation tied to job)

· Immigration status? (Eg if in UK to work)

Client details

· Is the client still working?  If not when did they stop?

· Contract – does the client have anything in writing eg letter, written statement etc?

· Is the client an employee? (Look out for indications of self employment, agency working, volunteers etc).

Details of client’s job 

· How long has the client worked for employer?  (Check no breaks in service or transfer of company).
· Date started?

· Nature of the job?

Details of client’s employer

· What is the name and address of the client's employer?

· Check whether any changes to the company and whether it is still trading.
Details of the issue

· When did the issue first crop up? (Time limits for unfair dismissal).
· Who said what to who, witnesses, dates etc.
Resources

· Is client a member of any Trade Union? 

· Does client have household insurance that includes legal expenses?

AdviserNet references:
Employment Status

6.3.0.4.
What is the client’s employment status?

Contracts

6.3.0.8.
Contracts of employment

Problems in work
Client wants to change current terms or role

· What does the client want to change?

· Has client asked the employer?

· If so when and how? (In writing?)

· How did employer respond to the request?

· What does current contract say about the issue?

· Anything in writing about the issue?

· Any examples of change accepted for other employees?  If so, watch out for possible discrimination.

· Has the client raised a grievance?

· How is employer likely to respond to client pursuing the issue?

· Is client being bullied/harassed?

Employer wants to change current terms or role

· What does the employer want to change? (Large change may mean old job disappears and client is actually redundant).
· When was request made and how? (In writing?)

· How did client respond to request?

· What reasons does client have for not accepting change eg child care etc?

· What does current contract say about the issue?

· Anything about the issue in writing?

· Has the change been proposed for other employees? If not, watch out for possible discrimination.
· How may the employer respond to continued refusal by client?

AdviserNet references:
Contract variation

6.3.0.21. Changes in terms and conditions, what can the client do

Discrimination
6.0.1.4.
Discrimination in employment

Losing a job
· Was the client – dismissed, made redundant, walked out, suspended?

· What procedures were followed?

· Have they got another job?

· When did the dismissal happen?

· Is it likely to affect their immigration status (eg if in UK to work)?

Reasons for losing the job

· What reason for dismissal did the employer give? 

· What is client's view for the real reason for dismissal?

· What procedures did the employer follow?
· For specific reasons:
· Redundancy




Any evidence, payment, letter etc.



Who else was made redundant? (More than 20 people?)




Watch out for discrimination in selection for redundancy.



How old is client?
· Capability



What is the history of the client’s performance?




If client has been off sick, how long or how frequent, any sick 


notes or medical evidence?




What is in the job description about the issue?




Does client have a disability that is involved?




Is the client pregnant?

· Conduct




Who was involved, any dates and times, who said what, any 


witnesses?




What does contract say about the issue?

· Has conduct been accepted for other employees? (Watch out for possible discrimination and unfair dismissal).

History of the dismissal

· How and when was the client informed of the reasons for dismissal?  Was it set out in writing?

· Was there a disciplinary meeting? If so, the date and what happened? 

· Was there an appeal? If so, the date and what happened? 

· Was client accompanied at either the meeting or the appeal?

· When was client paid up to?

· What outcome does the client want?

· job back 


· compensation 

· references

· other.
Check 

· Client’s employment status if any doubt (will affect remedies).
· What grievance and disciplinary procedures have been followed.
· Time limits very important e.g. qualifying period for unfair dismissal, for tribunal claim.
· If discrimination is involved (If so, use the questions on page 28).
· That notice, pay and holiday pay are correct.
· Need for benefit help.
AdviserNet references:
Unfair dismissal
6.8.10.4. Identifying unfair dismissal
Redundancy

6.8.12.5. Redundancy

Discrimination
6.0.1.4. Discrimination in employment

Leaving work

6.8.4.10. Leaving work: rights and responsibilities
Discrimination
If you are dealing with an employment enquiry, you should also use the questions in the relevant section(s) of the employment pages (the same applies for discrimination in consumer, housing etc).

Key issues, dates and time limits to check

· Claim to Employment Tribunal - three months.
· Claim to County Court re discrimination in provision of goods or services - six months.
Identifying possible discrimination

If it appears that discrimination may be an aspect of the problem, but the client is not saying so, you need to ask:

· Does the client think that they might have been discriminated against because of:

	race 
sex (including pregnancy)
sexual orientation (eg being gay or lesbian)
pregnancy and maternity
marriage or civil partnership (employment only)
	religion or belief 
disability 
age
gender reassignment



· Has there been any racist/sexist/homophobic/ageist/anti disabled, etc remarks made?

Exploring discrimination

· What has happened – eg dates, times, who said or did what?

· What effect has the behaviour or situation had on the client?

· Is it just affecting the client or are others affected? 

· When did the alleged discriminatory behaviour happen?

· Have others in the same situation been treated differently?
· Who created the problem? (An employee, a manager or the employer)

· What is the other side’s justification or reason for the behaviour?

· Is there any additional evidence eg witnesses, anything in writing?
· What information could be obtained from a questionnaire?
Action

· What action has the client taken? (eg spoken to, written to, raised grievance).
· How has the other side responded? 

· What does the client want to happen?

For possible disability discrimination:

· What is the client’s condition or impairment and what adjustments does the client need so that they can work/ access services?

· What adjustments has the client’s employer/service provider made?

AdviserNet references:

Employment

6.0.1.4.
Identifying discrimination in employment

Housing

11.0.1.2. Discrimination in housing
Non-employment
7.32.1.20. Taking action about discrimination in non-employment cases
Immigration
There are strict regulations about what kinds of immigration enquiries bureaux can deal with.  

As a new adviser, you must consult the advice session supervisor and check that you have diagnosed the person’s immigration status correctly before looking up information and before advising the client.  

You can get the necessary basic information below from the client.

Key issues, dates and time limits to check

· When does client’s current leave end?
· Appeal time limits eg against asylum decision?
· Emergencies eg threat of detention or deportation?
· No money/accommodation? (Destitute asylum seekers)
· Is the enquiry about the client or someone abroad?

Does the client or person concerned want to:
· Come to the UK from abroad?

· Change their immigration status or extend their stay whilst in the UK?

· Apply for British Citizenship?

Details of the person concerned in the enquiry

· Name?
· Male or female?
· Age?
· Nationality and partner’s nationality?
· Are they/partner a British or EEA citizen?
· What is their/their partner’s current immigration status eg student, worker, settled? (Check with advice session supervisor).
· Is there a time limit on their stay in the UK? (When does it expire?)

· Are there any other conditions on their stay?
· If not the client, what is their relationship to the client eg spouse, parent, fiancée, child?

· Do they have any personal care needs?
If coming from abroad
· What country are they coming from?

· What is their purpose in coming to the UK eg holiday, work?

· How long do they want to stay?

· If coming to join the client, what is the client’s immigration status?

· Where are they going to live?

· How will they support themselves financially (eg savings, work, person in the UK will support them – get details)?  

If wanting to change status or extend their leave
· When does their leave to stay in the UK run out?
· For how long do they want to stay?

· Why do they want to extend their leave or what status do they want to change to?

If wanting to apply for British Citizenship
· Is the client under 18?

· What is their/their spouse’s present nationality?

· Were they born or adopted in the UK? If so, when?

· How long have they lived in the UK?

· Was either of their parents born in the UK or acquired British Citizenship?

Before looking at any AdviserNet documents, check with the advice session supervisor.
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If you have any feedback on this booklet, please send it to:


Learning and Development Team


Citizens Advice


1st Floor, Blenheim Court


Huntingdon Street


Nottingham


NG1 3JJ





or email using  the feedback link on any page in the Training pages on CABlink.
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