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This learning journal
Welcome to learning journal 1. We hope this journal will help you to learn more from the activities you complete.

· This journal is for you to make notes, add reminders or anything else that helps your learning. It will also help your training supervisor decide when you are ready to move on to the next stage of your learning.

· There are some questions in this journal about the self study packs and other activities you are doing. These questions are designed to check your learning.

· You must not include or attach anything that might identify a client.

· This journal is confidential to you, those involved in your training and assessment, and bureau membership reviews.
· When the journal is completed, it remains the property of the bureau for audit purposes. If you want your own copy, the bureau may charge for this.

NB your training supervisor may be a guidance tutor, advice session supervisor, manager or deputy manager. We will refer to this person as your training supervisor throughout your learning journals. 

This pack is published by Citizens Advice Learning and Development Team and is licensed for copying and use within the Citizens Advice Service. Copyright to this material is reserved to Citizens Advice. © 2011
Citizens Advice is the operating name of the National Association of Citizens Advice Bureaux.
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Learning resources
Your training supervisor will show you how to access the range of learning resources you will need to complete this learning journal.
You will be using :

Self study packs, checklists and self-assessment packs 
These are available on CABlink and there may be printed copies available to borrow in the bureau.
Learning resources on CABlink 
E.g. bite size, elearning, videos and podcasts. The web address is www.cablink.org.uk and you will need a username and password from your training supervisor. You can then use CABlink on any computer with internet access.


Bureau resources
E.g. bureau case records and access to the CASE training site.

Observations and participative interviewing

As part of your induction and training you will have an opportunity to observe and participate in different activities in your bureau. This could include

· reception and information 

· gateway assessment 

· advice 

· financial capability activities 

· social policy activities.

You will find guidance in each section of this learning journal about observing specific activities e.g. what to look for, what to write up. 
Induction 

These induction activities aim to introduce you to the Aims and Principles of the CAB, the work of the bureau and the role of the adviser.
1. Aims and principles (bite size)
Your training supervisor will tell you how to find this on the CABlink training page . As you complete this learning, make a note below of any questions or queries that you want to follow up with your training supervisor.
Note any issues or queries to follow up with your training supervisor:
2. Before you start (self assessment pack)

After completing this you will agree an action plan to cover any IT and study skills that you need to improve. This will be recorded in the review box at the end of this section

3. What bureaux do (self study pack)

This pack can be done anywhere. 

Note any issues or queries to follow up with your training supervisor:
Notes from initial meeting with training supervisor
Feedback and notes of questions/answers

Arrangements for observing reception/information/gateway activities

Any work needed on IT/ study skills?

Any further work to help complete learning

Activity completed and learning objectives met.

Date................. training supervisor signs.....................………….

Induction (continued)

4.  Introduction to the bureau (pack)
You will complete part of this pack on your first session in the bureau and the remaining sections over the next few weeks. 
5.  Main enquiry areas 1 (self study pack)
As you work through this pack, it is useful (but not necessary) to have internet access to www.adviceguide.org.uk. 

Note any issues or queries to follow up with your training supervisor:
6.  Observation of reception and information activities in the bureau 

Reception and information activities are different in every bureau, depending on facilities and bureau systems. It is useful to observe these activities as it will give you a good overview of bureau systems and processes and what services are available for clients. 

After each observation write down any thoughts or questions about 

· the type of services the bureau offered
· the clients and what they were looking for (e.g. information/ appointment) 
·  bureau processes and procedures.

7.  Principles in practice (self study pack)

This pack can be done anywhere. Make notes below as needed.

Note any issues or queries to follow up with your training supervisor:
8.  Information assurance (elearning)

You will find this on > CABlink Home > Bureau > Training > Index > Elearning (username and password needed). 
Note any issues or queries to follow up with your training supervisor:

Review of learning – Induction 

When you have completed the induction learning activities, answer the following questions:
1. Summarise in your own words the aims of the CAB service. 
2. Do you think the role of the CAB should be to ‘sort out’ clients’ problems for them? Explain your answer.
3. Why is social policy work an aim of the CAB service?
4.Give a brief example of a piece of social policy work that is currently being carried out, locally or nationally, and how it relates to the problems of your local community.
5. How do advisers in your bureau keep up to date with social policy issues?
6. Who can you discuss clients’ cases with, and why just them? 

7. A friend has been into the bureau and seen the ‘Aims and principles’ poster. They ask you what the four principles mean. How would you explain?  
Training supervisor’s summary of review -  Induction 
Feedback and notes of questions/answers

Any further work to help complete learning

Activity completed and learning objectives met.

Date................. training supervisor signs.....................………….

Introduction to working with clients

Your learning in this section will improve your understanding of what is involved in bureau work with clients. When you have finished the activities answer the questions in the Review of Learning on page 14.
1.  Observation of gateway assessment  

Almost all bureaux now operate gateway assessment. Its purpose is to assess clients’ needs in order to direct them towards the appropriate type and level of information and advice resources that they need to resolve their problem. It is useful for everyone to understand what the process is. 

The gateway assessor will go through some guidelines for observing interviews.
After each observation write down any thoughts or questions about 

· the type of help the bureau offered
· the clients and the problems they brought to the bureau 
· the nature of the service or the role of the gateway assessor.

2.  The Essential information questions (EIQ) booklet & bureau checklists

Your training supervisor will give you a copy of the EIQ and explain how it and any other checklists are used in the bureau. This is not a study pack and you are not expected to read all the way through it.
Note any issues or queries to follow up with your training supervisor:
3.  Case recording 1 (self study pack) 

This pack can be completed anywhere. You can make notes below.

Note any issues or queries to follow up with your training supervisor:
4.  Spotting social policy issues (bite size)

You will find this on > CABlink Home > Bureau > Training > Index > Bite size (username and password needed). 
Note any issues or queries to follow up with your training supervisor:
5.  Legal framework (self study pack)

This pack can be completed anywhere. 
Note any issues or queries to follow up with your training supervisor:
6.  Getting to grips with AdviceGuide (elearning)

You will find this on > CABlink Home > Bureau > Training > Index > Elearning (username and password needed). 
Note any issues or queries to follow up with your training supervisor:
7. Observing and participating in advice interviews

In the weeks leading up to the skills course you will be expected to observe and participate in advice interviews. This process has been structured so that you start by observing activities and work up to participating in parts of the interview. 

It is best to observe a number of interviews with at least two different advisers. The adviser will go through some guidelines for observing interviews. 
Afterwards do the following.
Discuss what happened with the adviser after each interview (although you may have to wait until the end of the session).
Ask the adviser questions, such as why they used, or didn’t use, particular skills.
Observe the adviser using AdviserNet and how they record the case.
Make a note of things to talk to your training supervisor about and answer the questions that follow.
Identify different ways in which:
· the advisers started the interview
· clients were put at ease
· clients could tell that the advisers were listening.
8.  Moving forward on equalities (self study pack)

This pack can be done anywhere. 

Note issues or queries to follow up with your training supervisor:
Review of learning - Introduction to working with clients

1. What is the difference between civil and criminal law, and which courts deal with each? 

2. Identify four transactions or agreements that you regularly make in your daily life, explaining whether or not a contract exists for each and why. 

3. Give an example of a statutory and a contractual right from case(s) you have read or observed.
4. Why is it particularly important for clients who are discriminated against in society to know about our principles and policies?

5. Why do you think clients might be unable to manage their problem without help?

6. Give four reasons why every interview must be followed by a written case record.

7. Why must you always check with clients whether they can be contacted?

8. If an adviser spots a possible social policy issue in a case, what are they expected to do?

Before the client leaves?

After the client has left?

Training supervisor’s summary of review: Introduction to working with clients
Feedback and notes of questions/answers

Any further work to help complete learning

Activity completed and learning objectives met.

Date...................... training supervisor signs.....................………….
Adviser skills 1
In this section you will be looking more closely at the skills, knowledge and procedures that are involved when providing advice to clients. When you have completed the activities, answer the questions in the Intermediate Review of Learning on page 22.
1.  Skills for working with clients - advisers (self study pack) 

This pack can be completed anywhere. 
Note any issues or queries to follow up with your training supervisor:
2.  Using the information system (self study pack) 

You will need access to AdviserNet and bureau reference books to complete this pack. 

Note any issues or queries to follow up with your training supervisor:
3.  Observation of questioning skills using the EIQ

Now you are familiar with the essential information questions (EIQ’s) you are going to use them as a tool to develop your interviewing skills. 

Focus on the questions the adviser asks about the enquiry. Try to decide which questions in the EIQ booklet you would ask if you were doing the interview. 

Observe the adviser looking up information.

Observe how the adviser records the case, in particular how they write up details of the enquiry. 
From your discussions, note any issues or queries to follow up with your training supervisor:
· What types of questions did the adviser use? 

· Did you identify similar questions in the EIQ booklet to ones the adviser asked? If there were differences, why was this? 

Adviser skills 1 (continued)
4.  Main enquiry areas 2 (self study pack) 

You will need access to AdviserNet to complete this pack. Make any notes below and answer the questions that follow. 

Note any issues or queries to follow up with your training supervisor:
1. Ben lives in rented accommodation with his wife Pauline. Ben tells you that on his pension he can’t afford to pay all his rent or council tax. 

a. What urgent issues would you check first?

b. What are all the possible advice issues you think might be involved in this case? Think about issues in more than one enquiry area.
2.  List three ways in which the advice session supervisor can help you when you are advising a client:

5.  Using AdviserNet with clients (self study pack)

You will need access to AdviserNet to complete this pack. 

Note any issues or queries to follow up with your training supervisor.

Please write your answer to the Miriam case study here:
a) Is she entitled to claim housing benefit? Give reasons for your answer.

b) Would she be entitled to claim if she was moving into her own private rented accommodation? Give reasons for your answer.

6.  Observation of looking up information on AdviserNet

Now you are familiar with using AdviserNet, you are going to practice looking up information while observing interviews. As before, it is best to observe a number of interviews with different advisers. 

Focus on the information content of the enquiry. 

Aim to look up information on your own, with the adviser on hand if you get stuck.

Observe how the adviser records the case, in particular referencing information sources. 
From your discussions note any issues or queries to follow up with your training supervisor:
· How did the advisers recap or summarise before looking up information. What was the effect in each case?

· Were you able to identify the correct information to look up? What helped you to do this? Did anything get in your way?
7.  Skills for advisers (self study pack) 

This pack can be done anywhere. 

Note any issues or queries to follow up with your training supervisor.

8.  Observation of identifying options

Now you are going to practice looking up information and identifying options. As before, it is best to observe a number of interviews with different advisers. 

Focus on the information content of the enquiry. 

Aim to look up information on your own, with the adviser on hand if you get stuck.

Observe how the adviser records the case, in particular how options are recorded. 
From your discussions, note any issues or queries to follow up with your training supervisor:
Notes – key points, any issues or queries to follow up with your training supervisor.

· Were you able to identify the correct information to look up? What helped you to do this? Did anything get in your way? 

· How did the adviser explain the information so that the client understood?

· Were you able to identify suitable options? What helped you to do this? Did anything get in your way? 

9.  Case recording for advisers (elearning)

You will find this on CABlink Home > Bureau > Training > Index > Elearning (username and password needed). 
Note any issues or queries to follow up with your training supervisor:
Intermediate review of learning - Adviser skills 1

2. Briefly describe the four stages of the advice model:

Exploration

Options

Action

Conclusion

Then go on to explain how using the advice model will help you to meet our aims of:

· providing the advice people need for the problems they face improving the policies and practices that affect people’s lives.

2. The following are some of the skills used in an interview; please put a circle around those you feel you understand


reflecting


paraphrasing



summarising

probing questions

          explaining


challenging

3.  Give two examples of open questions that you could use in any interview?

4. How might an interview be affected if you jumped from exploring the situation to planning action?

5.List three organisations to which referrals are often made. Where can you find out information about what they do, their hours, access and cost? You may not find all this information from one source – list all the sources you used for each.

6.List four things you can do to increase the chance that a client takes up a referral. 
7.Think of three ways you could support a client to take action themselves.

8.Give two brief examples, preferably from bureau cases, of a situation where one client has problems that relate to two different enquiry areas
9. Circle any aspects of case recording you aren’t clear about, found difficult or want more practice at.

client details
   contact details

      monitoring information  
layout

                   concise                       factual and accurate
avoiding judgmental remarks                                       the problem
information given
       options considered        action agreed/taken
follow up action      copies of relevant documents            key dates 

10. In your bureau, who carries out any follow-up work on a case? What does the adviser carrying out the original interview need to do to help this to happen? 

Training supervisor’s summary

Adviser skills 1 Intermediate review of learning
Feedback and notes of questions/answers
Any further work to help complete learning

Activity completed and learning objectives met.

Date......................training supervisor signs.....................…………
Adviser skills 1 (continued)
10.  Enquiry area self study pack, e.g. Which benefit

Ask your training supervisor which enquiry area pack you should complete. Write the name of the pack in the box below. After completing the pack, answer the questions on the relevant pages in your ‘Enquiry area learning journal’.
Enquiry area pack:

11.  Observation of action stage , case recording

Now you are going to focus on the action stage in the interview and develop your case recording skills. Before undertaking this activity, you need to have completed the elearning ’Case recording for advisers’. You will also need to access the CASE training site - ask your training supervisor how.
Focus on the content of the interview rather than the process. 

Continue to look up information during the interview and identify options, with the adviser on hand in case you get stuck. 

Observe how the adviser discusses actions with the client. 
After the interview or during a break in the interview make detailed notes otherwise it will be difficult for you to complete this exercise. 

After the interview create a test record on the CASE training site. 

Remember to make an anonymous record or use alternative client details, e.g. name and contact details, as you cannot put clients’ confidential information on to the CASE training site. 
Once you have completed your record, compare it with the actual record on CASE. Discuss any differences with the adviser who wrote the record and ask them questions, such as how they decided what to record.

From your discussions, note any issues or queries to follow up with your training supervisor:
Identify different ways in which:

· The client and adviser reached a clear decision on what action to take.

· The advisers used different skills in the action stage (e.g. form filling).

· The interviews ended.

Case recording

a. How did your test record compare to the actual record? Any major differences? Any surprises? 

b. What areas do you need to improve on in your case recording? 
Attach three test case records you have done, from interviews observed. Make sure you remove all information that might identify the client. Arrange to meet with your training supervisor and discuss them before you start using CASE. 
Signed off by training supervisor to use live CASE system:

Date………………….Signed…………………………………………….

12. Client voices (podcasts)
You will find these on the CABlink training pages.
These are designed to give you some practice in 

· identifying issues 

· working out what questions to ask 

· exploring options. 

You can make any notes in the box below.

Note any issues or queries to follow up with your training supervisor:
13.  Enquiry area self study pack e.g. Debt

Ask your training supervisor which enquiry area pack you should complete and write the name of the pack in the box below. After completing the pack, answer the questions on the relevant page in your ‘Enquiry area learning journal’.
Enquiry area pack:

14. Participative interviews

Once your case recording is up to an appropriate standard you will be able to participate in interviews by looking up information, identifying options and completing the real case records for the adviser. 

After the next interview that you participate in, note any questions/ queries/ doubts to discuss with your training supervisor:
Did the adviser vary their language or tone?  If so, why do you think they did this?

Did you see the adviser adapt their interview skills in different ways for different clients? What was the effect?

From your observation and reading:

a. Identify three attitudes that are important to good advice work.

b. Explain three ways that negative attitudes could affect the service to clients.

15. More about the bureau and the service

Have a look at these two bite size sessions on the CABlink training pages:
· An overview of bureau management 

· Understanding your bureau’s community

Note any issues or queries to follow up with your training supervisor:
3. List three main responsibilities of your bureau trustee board.

4. If you have a worker representative on the trustee board, who is it?
5. Give three examples of how your bureau tries to make its advice service accessible to all members of the local community.

6. List three ways in which you can make sure you keep informed about what is going on in the bureau. Have you done each of these since you started your training?

Assessment review – learning journal 1 
You should now have a much better idea of what is involved in being a CAB adviser. The next stage of your training builds on the learning covered so far.

Before you move on, you and your training supervisor need to meet to: 

· Review your learning.
· Discuss whether the adviser role is for you.
· Assess whether you are ready to start the next stage of your training.

· Discuss and plan what you are going to do next.

Before you meet with your training supervisor
· Check you are up to date
Make sure you have completed all of this learning journal, including any further work you have been asked to do. All the learning reviews will need to be done before an overall assessment can be made.

Your training supervisor may need to answer your queries, ask further questions or identify further work as part of any outstanding learning reviews. This may be done as the first part of your assessment review meeting.

· Review your overall learning so far

Think back over all you have learnt since you started training - about the service, the bureau, the clients, the enquiries and their legal context, the advice process, and yourself. Then answer the questions on the following pages.

1. How have you found the process of learning so far: e.g. using the packs, CABlink, observations, using this learning journal, support, and feedback?

2. What is the most important thing you have learnt about:
Citizens Advice aims and principles?

Interviewing clients?

Looking up and explaining information?

Case recording?

The main enquiry areas?
3. Do you feel able to do the following – please comment to demonstrate 
Put your attitudes/ prejudices aside when in the bureau?

Accept and act on feedback about your work?

Work as part of the bureau team?

Cope with a busy and stressful environment?


4. Do you have any questions or concerns about the next stage of your training that you want to discuss with your training supervisor e.g. about 

the self study packs on the main enquiry areas?

the course?



Assessment review  (to be completed by training supervisor)

Training supervisor notes on questions asked:

Training supervisor feedback on overall learning so far:

Any learning that needs to be done before learning journal 1 can be signed off:

Enquiry area packs signed off?
Any specific points to be picked up in later reviews:

Ready to attend the course?

Date..................  training supervisor signs.....................………….

What next?

We hope that you have got a lot out of the training so far (and have enjoyed it).

Learning journal 1: Remember to keep this safe as it will be required as part of the overall assessment of your learning. You may be asked to return it to the training supervisor for safe keeping.

Enquiry area learning journal: You have already completed at least two of the enquiry area self study packs. Your training supervisor will help you plan when to do which of the remaining self study packs.
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If you have any feedback on this pack, please send it to:


Learning and Development Team


Citizens Advice


1st Floor, Blenheim Court


Huntingdon Street


Nottingham


NG1 3JJ





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





Admin info


Copies of this pack available as:


your own photocopies in bureau


downloads from CABlink training pages


printed copies using the training materials order form – on CABlink in Training materials admin.








For this pack


Main user groups: trainee advisers





www.CABlink.org.uk
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