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This learning journal
· This learning journal is for you to keep; there are spaces for you to make notes as you go along.

· As you complete each self study pack, answer the questions and complete the self-assessment for that pack.

· You will notice that some self study packs are not covered in this learning journal. These packs and some of the bite size learning are better done later, after you have had some experience of interviewing clients. Your training supervisor will discuss them with you.

· Remember not to take this learning journal out of the bureau without checking with your training supervisor.

This learning journal 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. © 2010

Citizens Advice is the operating name of the National Association of Citizens Advice Bureaux.
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What to do when

Your training supervisor will tell you which packs to complete before the Adviser Skills course. They will review these packs before you go on the course.

Other packs may be left until you start interviewing. At this point you should only be doing a limited amount of solo interviewing. This is so you have the time to complete these packs and any other training activities

Tips for using self study packs

These packs build on the Main enquiry areas pack that you have already done.
Don’t try to remember detailed information about every subject – when advising clients you must always check AdviserNet to be sure your information is correct. But before you start interviewing in each of the main enquiry areas you need to:

· know some background and the main issues
· understand some basic concepts
· be able to carry out certain procedures.
Remember:

· If you have problems finding the answer to a question in a pack, talk to a more experienced adviser. You only need to ask your training supervisor if no one else can help, or if you have worries about a particular issue.

· Self study packs are not updated as regularly as AdviserNet, so you may occasionally find that the answers do not agree. Log it for later, and move on. 

· You can work together on the packs – this can be a good idea provided that everyone is learning. People learn at different speeds so some people in a group may need to work faster or slower than others.

· For some activities you will need to use AdviserNet. If it is hard to get access to AdviserNet in your bureau, you can read self study packs at home and do the exercises in the bureau when it is convenient.
· If you see:  
For further information see…
or:

· 
For further information see…
this tells you where you can find more information to use when advising on that topic, and things to read if you want to know more while doing that pack.

If you want to read more about self study, read the study guide - Making self study easier. You can find this on CABlink Home > Bureaux > Training > Index.

Self-assessment

After completing the questions on each self study pack, you are asked to assess how confident you feel about beginning to apply what you have learnt, on a scale from 1 to 3.

	1. I have difficulty with this - meaning that you don’t understand it.
2. Still needs some more work - meaning that you are not clear about parts of it.
3. Fairly confident - meaning that you understand enough to start interviewing.


The self-assessment uses some adviser competences. These are the knowledge and skills an adviser needs to advise clients. So you will be checking your progress towards being a competent adviser.

The self study packs

Benefit - an introduction and Which benefit?

As you go through these packs, note anything you want to ask your training supervisor later.

Mr and Mrs Gallager are both in their fifties. Mr Gallager is partially sighted and has problems with balance which make it difficult for him to get around. He had to give up work three years ago when his health deteriorated. Mrs Gallager has rheumatoid arthritis and uses a wheelchair.  She needs help bathing, dressing herself and getting in and out of bed.  Their 22 year old son Roger stays at home to look after them, and they also have a 14 year old daughter Angela.  

1. What benefits/tax credits would you consider for each member of the family?

2. Explain the difference between contributory and non-contributory benefits.
3. How would you get specialist help with a benefit or tax credit problem?

4. Where can you find phone numbers and opening hours of local benefits offices?

5. Explain the purpose and main criteria for claiming:

     a) Sure Start maternity grants 

     b) Budgeting loans

6. Where can you find information on local charities that help with cash or furniture?

	Benefits - an introduction and Which Benefit? - Your self-assessment

1 I have difficulty with this    2 Still needs some more work    3 Fairly confident

	· Have an overview of the benefits systems e.g. difference and relationship between means-tested, non-means-tested, contributory benefits and tax credits.
· Have a detailed understanding of the concept of means-testing.
· Have an overview of the wider social context e.g. reasons why claimants may be on benefit for long periods.
· Be aware of the links between the benefits system and e.g. immigration, child support etc.
· Be aware of the links between benefits and other problem areas e.g. family problems.
· Be aware that some people are treated differently under the benefits system e.g. students, strikers.
· Be aware of possible barriers to claiming.
Note: only competences covered by these packs are listed 
	1    2    3  

1    2    3    

1    2    3    

1    2    3   

1    2    3    

1    2    3   

1    2    3


Training supervisor review of learning

Comments, feedback, questions to ask trainee, answers.

Any further work the trainee needs to do?

Date completed................ Training supervisor signs.................
Debt

As you go through this pack, note anything you want to ask your training supervisor later.

7. What do you think are the main reasons why people get into debt?

8. Circle the priority debts in the following list:  

mortgage


visa card


mail-order catalogue

council tax 


gas



loan from a relative

9. Attach the monthly financial statement for Sarah which you completed for exercise 6 in the Debt pack. You should have made a note of the options available to the client after checking AdviserNet documents.

Exercise 6 also has two optional questions: 

-
How long would it take to clear all the non priority debts if 
she repaid by [pro rata] instalments?

-
Are there any other issues to consider with your client?

10. In your bureau, what is the procedure for passing debt cases on to a caseworker or debt advice specialist?

11. Does your bureau use the CASE or Petra money advice module?
	Debt - Your self-assessment

1 I have difficulty with this    2 Still needs some more work    3 Fairly confident

	· Be aware that your own experience of managing money may lead you to make judgements about the causes of clients’ debts.
· Be aware that clients from different cultures and social backgrounds may have different attitudes to credit and expenditure needs.
· Be prepared to accept that clients in debt can be competent and organised in their life.
· Be aware that the final decision about how to deal with the situation is the client’s.
· Know the level of service your bureau offers to clients with debt problems including any use of self help packs.
· Have a detailed understanding of the advice definition of priority debts.
· Be able to use the bureau’s debt casework procedures.
· Be able to use the range of standard pro forma as agreed by the bureau.
· Be able to use any computer programs as agreed by the bureau.
· Know where to find local information on sources of help with cash, furniture etc.
· Be aware of the links between debt and other problem areas e.g. family problems.
	1    2    3   

1    2    3  

1    2    3   

1    2    3   

1    2    3  

1    2    3   

1    2    3   

1    2    3   

1    2    3   

1    2    3   

1    2    3


Training supervisor review of learning

Comments, feedback, questions to ask trainee, answers.

Any further work the trainee needs to do?

Date completed.................... Training supervisor signs..............
Housing

As you go through this pack, note anything you want to ask your training supervisor later.

12. Write your answer from section 9 of the Housing pack here – listing three resources you can use when advising clients on a housing enquiry.

13. List the two reasons why it is important to identify housing status with most housing enquiries. 
	Housing - Your self-assessment

1 I have difficulty with this    2 Still needs some more work    3 Fairly confident

	· Know what information is needed to determine the client’s housing status.
· Be aware of how vulnerability to eviction may limit the client’s ability to exercise rights.
· Have an overview of the rights and obligations for different kinds of occupier.
· Know that a client who has been given notice by their landlord may have rights to remain.
· Have an overview of the process for legal eviction.
· Know what information is needed to determine the client’s statutory rights.
	1    2    3   

1    2    3  

1    2    3   

1    2    3   

1    2    3    

1    2    3    


Training supervisor review of learning
Comments, feedback, questions to ask trainee, answers.

Any further work the trainee needs to do?

Date completed..................... Training supervisor signs......................

Employment

As you go through this pack, note anything you want to ask your training supervisor later.

14. Sindi has started work today as a trainee hairdresser. List three statutory and three contractual employment rights that she may be aware of.

15. Graham has worked in a chip shop for the past three years. The day before yesterday, he had his lip pierced. When he went to work in the evening the manager said it would put the customers off their chips, and told him to remove the stud or go home.  They ended up shouting at each other and the manager told him to leave. What are the main legal and practical options to explore with Graham?

16. Write your answer to Exercise 7 in the Employment pack here, about your local employment situation.
17. What is the procedure in your bureau for filling in and checking ET1 forms? 

	Employment - Your self-assessment

1 I have difficulty with this    2 Still needs some more work    3 Fairly confident

	· Have an overview of common employment relationships including employee, worker, self-employed, contract workers and agency workers. 

· Have a detailed understanding of what an employment contract is including the difference between statutory and contractual rights.
· Be aware of common barriers to taking action e.g. losing a job, levels of unemployment and the relative power positions of employers and employees.
· Know main sources of employment consultancy.
· Have an overview of the main statutory rights in work including: minimum wage, holidays and holiday pay, deductions from wages, contract variation, sickness, disciplinary and grievance.
	1    2    3   

1    2    3   

1    2    3   

1    2    3   

1    2    3   




	· Have an overview of the main statutory rights on termination of work eg redundancy, dismissal, transfer of business, insolvency.
· Have an overview of the relationship between grievance and disciplinary procedures and Employment Tribunal procedure and know the method of recording time limits.
· Know procedures for filling in and checking Employment Tribunal forms.
· Be aware of opportunities to negotiate on behalf of clients.
	1    2    3   

1    2    3   

1    2    3   

1    2    3   




Training supervisor review of learning
Comments, feedback, questions to ask trainee, answers.

Any further work the trainee needs to do?

Date completed..................... Training supervisor signs................

Consumer

As you go through this pack, note anything you want to ask your training supervisor later.

18. What is the difference between statutory consumer rights and contract rights?
19. List two things that can add to a client’s basic statutory rights in a consumer query.
20. Where can you refer a client to for expert help with a consumer problem? 

21. Write your answers to the last exercise, questions 1 and 2, from the Consumer pack.

	Consumer - Your self-assessment

1 I have difficulty with this    2 Still needs some more work    3 Fairly confident

	· Know there are differences between trader-trader transactions, and trader-consumer transactions.
· Identify who is a trader and who is a consumer.
· Have a detailed understanding of the difference between goods and services.
· Be aware that the buying medium can affect consumers’ rights, e.g. doorstep and distance sales.
· Know the common elements of a contract including express and implied terms.
· Have an overview of statutory rights and remedies regarding delivery, price, quality, cancellation and unfairness.
· Have an overview of different types of credit and the implications for liability, title, cancellation rights and the unfair relationship test.
· Be aware of the possible options, including pros and cons, for clients with consumer issues, e.g. doing nothing, negotiation, enforcement.
· Have an overview of the role of national and local consumer organisations and agencies, trade associations and regulatory bodies.
· Be aware of discrimination legal protection in the provision of goods, services and credit for certain groups.
	1    2    3   

1    2    3   

1    2    3   

1    2    3   

1    2    3   

1    2    3   

1    2    3   

1    2    3   

1    2    3   

1    2    3


Training supervisor review of learning
Comments, feedback, questions to ask trainee, answers.

Any further work the trainee needs to do?
Date completed.................. Training supervisor signs…...................

Homelessness and housing options

As you go through this pack, note anything you want to ask your training supervisor later.
22. Write your answer from section 5 of the pack here – What is the type of scheme your local authority has for allocating housing? If your council has transferred all its housing to a PRPSH, answer this question for the PRPSH.

· waiting list

· choice based system

· mixture of waiting list and choice

23. List two resources you can use when advising a client on a homeless application. 

24. In England: where can you find details in your bureau of your NHAS housing consultancy telephone service?

Or - In Wales: where can you find details in your bureau for specialist housing advice?

25. How easy is it to find rented accommodation for a family in your area?  What rent might they have to pay a private landlord for a two bedroom house or flat? 

	Homelessness and housing options - Your self-assessment

1 I have difficulty with this    2 Still needs some more work    3 Fairly confident

	· Be prepared to challenge local authority decisions.
· Be aware of local context e.g. main providers of accommodation, general rent level.
	1    2    3   

1    2    3


Training supervisor review of learning
Comments, feedback, questions to ask trainee, answers.

Any further work the trainee needs to do?

Date completed..................... Training supervisor signs................

Calculating benefits
As you go through this pack, note anything you want to ask your training supervisor later.

26. Please attach your calculation sheets for the Mr and Mrs Singh case study from the Calculating working age means tested benefits pack.

27. If your bureau uses a computer package for calculating benefits, have you been shown how to use it?

	Calculating working age means tested benefits - Your self-assessment

1 I have difficulty with this  2 Still needs some more work   3 Fairly confident

	· Have an overview of the benefits systems e.g. difference and relationship between means-tested, non-means-tested, contributory benefits and tax credits.
· Have a detailed understanding of the concept of means-testing.
· Have an overview of the wider social context e.g. reasons why claimants may be on benefit for long periods.
· Be aware of the links between the benefits system and e.g. immigration, child support etc.
· Be aware of the links between benefits and other problem areas e.g. family problems.


	1    2    3   

1    2    3   

1    2    3   

1    2    3   

1    2    3   

 


	
	

	· Be aware that some people are treated differently under the benefits system e.g. students, strikers.
· Be aware of the problems of living on a low income, especially in the long term and the importance of small changes in income.
· Be able to use calculation sheets.
· Know where to find local information on charities and other sources of help with cash and furniture.
· Be aware of review/appeal procedures and time limits.
· Know who and how to refer for specialist help within or outside the bureau.
· Know the process for claiming the most commonly claimed benefits.
· Be aware of possible barriers to claiming.
· Know where to find local information on hours, location etc of benefit and tax credit offices.

	1    2    3   

1    2    3   

1    2    3   

1    2    3   

1    2    3   

1    2    3   

1    2    3   

1    2    3  

1    2    3


Training supervisor review of learning
Comments, feedback, questions to ask trainee, answers.

Any further work the trainee needs to do?
Date completed..................... Training supervisor signs..................
Family and personal

As you go through this pack, note anything you want to ask your training supervisor later.

28. A woman comes to the bureau in some distress. She tells you her partner has left her for another woman taking their five year old son. The house is in her partner’s name. She is desperate to see the child. What are the main issues that will need to be explored?

29. What is the procedure for referring clients to the nearest women’s refuge?

30. Are there any aspects of family and personal problems that you think you may find personally difficult to deal with, or where your own experience may make it hard to give impartial advice?

31. Looking back to question 1 above, what assumptions did you or might you have made about the client and her partner? 

	Family and personal - Your self-assessment

1 I have difficulty with this    2 Still needs some more work    3 Fairly confident

	· Be able to ask questions sensitively, in a manner appropriate to the client.
· Be particularly careful not to make assumptions e.g. about client’s sexuality.
· Be able to work in a non-judgemental way with clients whose lifestyle may be very different from your own.
· Have an overview of the different rights and obligations of different relationships eg married, cohabiting, same sex couples.
· Be aware of the importance of the social context of relationships, and especially the effect of cultural or religious considerations on the client’s options.
· Be aware of barriers to the client discussing sensitive issues.
· Know the procedures for referral to women’s refuges and understand the need for confidentiality about location, address and phone number.
· Know how to find a solicitor appropriate to the client and the problem.
· Know where to find information on local agencies.
· Be aware of possible effect of Child Support process on relationships.
· Have an overview of the relationship between Child Support and benefits and tax credits.

	1    2    3   

1    2    3   

1    2    3   

1    2    3   

1    2    3   

1    2    3   

1    2    3   

1    2    3   

1    2    3   

1    2    3   

1    2    3   




Training supervisor review of learning
Comments, feedback, questions to ask trainee, answers.

Any further work the trainee needs to do?

Date completed..................... Training supervisor signs.................

Immigration and nationality: elearning
As you go through this elearning, note anything you want to ask your training supervisor later.
32. The client’s partner is an American student. She was given entry clearance as a student 3 years ago and has been living with him for the past 12 months. She has almost finished studying and her leave to remain ends next month. She wants to stay in the UK with the client and work in this country. Can she do this?

33. Please attach your case study from the elearning module.
34. Wesley’s mum, Veronica, came over from Barbados for his wedding a few months ago.  She wants to stay on longer, but her visitor’s leave ran out last week.  How can you help? 

35. Josef is a German citizen who has been in the UK for a month on holiday. He has been offered a job here and wants to know whether he needs to tell anyone that he is planning to stay on. 

	Immigration and nationality - Your self-assessment

1 I have difficulty with this    2 Still needs some more work    3 Fairly confident

	· Be aware of common myths about immigration and be prepared to examine own attitudes.
· Be aware that clients may have experienced trauma, loss or abject fear, or be concerned for the welfare of loved ones left behind.
· Have an overview of the immigration rules.
· Have an overview of immigration and nationality systems and policies.
· Be aware of the limits of advice generalist advisers are able to give.
· Know the bureau’s procedures for signposting and referral.
· Know what may constitute public funds.
· Know what types of evidence may be needed to support immigration and nationality applications and how to obtain this.
· Be aware that clients may feel very vulnerable and insecure.
· Be aware of local and national resources for referral.
· Be able to work in a non-judgmental way with clients who may be acting illegally.
· Be aware of profile of local community.
	1    2    3   

1    2    3   

1    2    3   

1    2    3   

1    2    3  

1    2    3   

1    2    3   

1    2    3

1    2    3   

1    2    3   

1    2    3   

1    2    3   




Training supervisor review of learning
Comments, feedback, questions to ask trainee, answers.

Any further work the trainee needs to do?

Date completed..................... Training supervisor signs………………………

The Johnson family - case study

Complete the four parts of the case study and hand them to your training supervisor, along with any calculations etc. They will comment and return it to you. It will help your training supervisor assess what further training you need.

You have an appointment with a Mr Johnson. What you know from the gateway assessment is:

“Cl’s bath cracked and leaking, can’t use bath or shower. Has told housing association re repairs over several months. Not confident writing to them himself.

Cl unemployed (made redundant 6 months ago) needs benefit check.”
1. Make a list of the issues that you would want to explore in an interview.

Now read the rest of the case study below.

In the course of the interview you discover that Mr Johnson and his family live in a house rented from a housing association. Mr Johnson has told them verbally about the cracked bath several times but nothing has been done.

Mr Johnson was made redundant just over 6 months ago. He had worked for the company for 6 years, earning £400 a week, and was given £2000 redundancy pay. He is 42.
He lives with his wife and two younger children, Lisa aged 12 and Shauna aged 15. He has an older daughter, Karen, who no longer lives at home. Mrs Johnson works 9 hours a week as a doctor’s receptionist, and earns £60 net a week. She cannot increase her hours as she has to care for her grandmother, who lives with them. The grandmother, age 79, has pension credit and attendance allowance.

Mr Johnson signs on and gets income-based JSA once a fortnight, and Mrs Johnson gets child benefit. They get child tax credit and their £160 per week rent is fully covered by their housing benefit, but their council tax support no longer covers what they owe. 
Since Mr Johnson lost his job, they have been getting behind with the bills. They are also worried about a loan they took out with a finance company, because the man keeps coming round and is starting to get nasty. They are supposed to pay him £20 a week.  They also owe £60 gas, £30 electricity, £45 water rates, and £65 to a catalogue.

Karen, their eldest daughter, has been working for a travel firm in Morocco. She is planning to get married to a young Moroccan man, and they want to come back to England to settle. They would have to live with the Johnsons to start with, and Karen’s firm have agreed to give her a job at their local office.

2. Make a list that briefly outlines all the issues that need to be discussed with this client at some stage, including possible options and courses of action.

3. In a one hour appointment, which issue(s) would you deal with first?

4. Make a comprehensive case record for the current interview, showing:

· details of any issues you would try to deal with at this interview

· information sources referred to

· draft letters, benefit calculations, any other calculations etc that you would produce

· issues to be followed up at later interview(s)

· any referrals you might make.
Training supervisor review of learning
Comments, feedback, questions to ask trainee, answers.

Any further work the trainee needs to do?

Date completed..................... Training supervisor signs......................

What next?

You will have an assessment review to decide whether you are ready to start solo interviewing. Your training supervisor will use this learning journal, and learning journal 2 to do this.  You will be learning a lot from seeing clients, but you can come back to these packs at any time if you need a refresher.
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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.








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 the feedback link on any page in the Training pages on CABlink.
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