WEST DUNBARTONSHIRE CITIZENS ADVICE BUREAU

TRAINING PROGRAMME–SPRING 2017
	DATE & TIME
	SUBJECT
	TUTOR

	26th January
9.30am
12.30pm
2ND February 
9.30am

12.30pm

9th February 9.30am

12.30pm

16th February
9.30am

12.30pm

23rd February
9.30am

12.30pm

2nd March
9.30am

12.30pm

9th March
9.30am

12.30pm

16th March
9.30am

12.30pm

23rd March
9.30am

12.30pm

30th March
9.30am

12.30pm

6th April

9.30am

12.30pm

13th April
9.30am

12.30pm

20th April
9.30am

12.30pm

27th April
9.30am

12.30pm

4th May
9.30am

12.30pm

11th May
9.30am

12.30pm

18th May
9.30am

12.30pm


	Introduction to Citizens Advice Bureau – This session provides an introduction to the CAB service and to WDCAB. Includes discussion of the principles, values, structures and aims of the service, as well as some background on how we operate in West Dunbartonshire. 

Getting Started and Using Your Training Record – How your progress is measured, what is expected of you, what you can expect of Bureau management, staff, tutors and volunteers. 
· Using your Training Record

· How your progress is measured, 

· What is expected of you, 

· What you can expect of Bureau management, staff, tutors and volunteers. 

· An explanation of the structure of the training 

· Discussion about issues surrounding social policy 
Which Benefit – This session introduces you to the Welfare Benefits system – how it evolved, different strands, basic principles, etc. Some brief discussion also on the recent welfare reform changes and how they will impact on CAB clients. The purpose is to help you identify which benefits clients may be able to claim in a variety of circumstances. It will introduce you to some of the skills you will need to deal with benefit enquiries.

Equalities and Diversity – What we aim for in the CAB

Unemployment Benefit and Income Support –. this introduction to Jobseekers Allowance covers the claims process, entitlement and conditionality, sanctions, etc. The session also covers other support available for those on low or no income, via Income Support
Interview Skills 1 - An effective interview technique is a fundamental part of the advice process and is key to ensuring we provide clients with a quality service. This session takes you through the skills required at each stage of a client interview such as: beginning and ending an interview; communication; active listening; body language and the importance of establishing a rapport with clients.  
WDCAB I.T.  – An introduction to the Advisernet Information System and the bespoke software and systems within CAB (AdvicePro for debt, QBC - Quick Benefit Calculator – for benefits, CASLearn – for training). Discussion on rules and protocols regarding internet and email usage

Social Policy – How we use our experiences to promote change
Sickness Benefits - this session covers Statutory Sick Pay and Employment & Support Allowance. Bureau clients often ask for help when claiming these benefits or in appealing against a claim being refused. This session looks at the main ill health and disability benefits and particular interview skills and techniques you will need when advising clients

Case Recording 1 - An introduction to record-keeping in the Bureau, this session considers: why we record the enquiries brought to the Bureau; what makes a good record; how recording adheres to CAB principles; and how we keep records. Good case recording is key to providing a quality advice service to clients. This session will help you to identify and practice the skills that are necessary for good case recording and will take you through the steps required to complete case records. 

Disability Benefits - this session covers Personal Independence Payments (Disability Living Allowance). This session looks at the ill health and disability benefits and some common problems for claimants.

Personal Finance & Debt -  An introduction to debt issues, e.g., emergency and priority debts, liability issues, etc., and an explanation of the role of generalist advisors when dealing with debt clients The session also addresses household finance issues – household budgeting, gas/electricity meters, bank accounts, types of credit, etc..

How to Carry Out a Benefit Check - an introduction to calculating means tested benefits. This session looks at the calculation of means tested benefits and touches on Tax Credit issues. You will gain practice in matching a client’s situation to the benefit rules and regulations in the way that helps them most. The session will also take you through some of the key information you will need to know in order to carry out a benefit check for a client, using WDCAB preferred software.
Interview Skills 2 - Holistic Advice more in-depth look at the stages in a CAB interview – including negotiation and representation issues, confidentiality issues, difficult situations with clients
Benefits Software – Introduction to Benefits software which advisers use to check their advice when calculating entitlement structure.
Case Recording 2 – An introduction to CASTLE (Cases and Statistics Linked Electronically) the software used to record enquiries. This session follows on from Case Recording 1 by going into greater detail about completing enquiry details on CASTLE, including filling in the details of the enquiry, identifying the relevant advice codes and recording the activities and outputs for an enquiry. 

Housing Benefit & Council Tax Benefit – The rules and regulations affecting payment of Housing Benefits and an overview of the Council Tax Benefit 

Employment Law 1 – An introduction to employment rights, e.g. statutory/contractual rights, fair/unfair dismissal, redundancy, minimum wage, discrimination, etc. This session contains an overview of general employment issues and identifies the information an adviser needs to diagnose employment issues. This then provides the framework to work through when advising a client with employment problems. Once the problem has been diagnosed then your role is to advise the client on options. 
Tax Credits – A brief overview of the current Tax Credits system covering elements, potential claimants and the claiming process. 

Negotiation and Communication - This session covers general information about some of the ways in which the Bureau can act for clients in order to help them to resolve disagreements or disputes. It doesn’t contain a lot of factual information about procedures and systems for negotiation or representation but does involve some discussion on the difference between mediation and advocacy as well as an explanation of different methods of negotiation and issues around representation.
Universal Credit - A brief overview of the new Universal Credit system. Deals with entitlement, how the process works and how to identify potential problems. There will also be a short session on Pension Credits.

Consumer Issues – used cars, double-glazing, unfair credit charges, credit notes, etc. – WDCAB deals with a large number of consumer problems. Shopping for goods and services forms a major part of our daily lives – almost everyone has either bought a faulty product or received poor service. This session looks at the rights of consumers and the problems individuals face in asserting those rights.

Law and Government– how does the system work? Criminal law, civil law, tribunals, central government, local government – how do we work around this maze?

Tenants and Landlords and Owner-Occupiers - in introduction to the rights of tenants. Deals with the issues facing tenants in both social and private sector housing. Also outlines eviction procedures and processes. This session provides a framework to work through when advising a tenant or landlord about a housing issue. It looks at housing status and security of tenure as well as some of the common issues that tenants and landlords may face.
Homelessness – this session looks at the common issues that owner-occupiers may face, including: buying and selling a home; getting a mortgage; mortgage arrears; repossession proceedings; repairs, improvements. We will also discuss cases where a client is homeless or threatened with homelessness, looking at the three steps that have been set out in law to decide what homelessness rights a person has, the homelessness application procedure and how to advise a client who is considered to be legally homeless.
Family Law dealing with all of the problems created when relationships breakdown. Assisting clients deal with the financial, practical and emotional difficulties – bills, housing, custody/access, benefits, etc
Employment Law 2 A more in-depth look at employment law which considers cases going to Employment tribunals. Includes working on employment case studies.
Neighbour disputes – This session is designed to help you as an adviser to identify potential issues giving rise to neighbour disputes. The advisers need to be aware of how these problems may escalate through to anti-social behaviour. This knowledge and awareness should facilitate better understanding of remedies open to clients experiencing problems with neighbours and with anti-social behaviour.

Pension Issues – Pension deregulation is cause for concern for many people and State Pension rules are changing in 2017. This session provides an overview of the different types of pension as well as discussing the pitfalls of early drawdown
Debt 2 - more work on negotiating with banks and other creditors, setting up repayment arrangements – involves practical case studies
Maternity and Parental Rights – employment, welfare benefits and financial issues for women and families during pregnancy

Case Recording 3 – More practice on the CASTLE system using a number of case studies.
Carers’ Rights – Financial and other support issues for carers, including Power of Attorney.

“Going Solo” - a reminder of the “Do’s and Don’ts” of being a CAB Adviser. A chance for reflection and final questions
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