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citizens

i Live traffic and searches on citizensadvice.org.uk

1102

people on citizensadvice.org.uk
in the past minute

Searches on citizensadvice.org.uk
driving without insurance
Appointment time
"unfair terms"

tax credit overpayment
personal stress
appointments

Won't honour quote

GVA

Civil partnership

Blanket payments

backdated rent

Searches from Google
can you get in trouble for buying stolen goods

How does the HRA protect the rights of people in
the UK?

what is the green certificate berevements
universal credit loans

universal credit benefit cap

unfair dismissal after excercising a statutory right
police officer asking for data rights

parking eye parking charge scotland

kinship care

council can help me give benefit i have no work
alredy i am pragnet

Traffic over the past 24 hours. Peaked at 1674 visitors per minute.

Trending content

Ending a marriage
10,135 unique visits

Small claims
8,291 unique visits

Getting a visa for your spouse or partner to live in

the UK
6,038 unigue visits

Dismissal
5,725 unigue visits

Dealing with the financial affairs of someone who

has died
5,388 unigue visits

Claim compensation if your flight's delayed or

cancelled
5,242 unigue visits

Who can inherit if there is no will - the rules of


http://advicetracker.devops.citizensadvice.org.uk/
http://advicetracker.devops.citizensadvice.org.uk/

Number of starts on UC

Number of starts on UC compared to number of Citizens Advice UC clients and issues
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The way people want to get
advice is changing
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http://www.internetlivestats.com/watch/blog-posts/
http://www.internetlivestats.com/watch/blog-posts/

Debt and money - Citizens Advice
https:/fiwww.citizensadvice.org.uk/debt-and-money/ ~

The following pages will give you the infarmation you need to make the right choices,
including help to deal with your debt problems, how to avoid losing your ...

Help with debt - How to sort out your debts - Options for getting out of debt - Bailiffs

Free Debt Advice & Help Managing Money. StepChange
www.stepchange.org/Howwecanhelpyou/Debtadvice.aspx ~

Free debt advice online & debt helpline. Practical solutions to help you get debt free
from StepChange Debt Charity (CCCS) the leading UK debt organisation.

Options for paying off your debts - GOV.UK
https:/fwww.gov.uk/options-for-paying-off-your-debts/overview ~
If you owe people money (your 'creditors’) you can make arrangements to pay your

"G Oogl e i s t h e h O m e page" debts. Your options depend on the amount of money and assets you have.

Debt management: where to get help - MoneySavingExpert
www.moneysavingexpert.com/loans/debt-help-plan ~

14 Sep 2015 - No debt problems are unsolvable. It might not be easy or quick, but
there's always a route. And the earlier you deal with ‘'em, the easier they are ...
Are you in debt crisis? - Video: Martin's debt help guide - Before you start

National Debtline: Free online debt advice | Free debt helpline
https:/fwww.nationaldebtline.org/ ~

National Debtline a debt advice charity, with experts who care | Free help and advice on
dealing with your debt in England and Wales.

Debt - Wikipedia, the free encyclopedia
https:/fen.wikipedia.org/wiki/Debt ~

A debt generally refers to something owed by ane party, the borrower or debtor, to a
second party, the lender or creditor. Debt is generally subject to contractual ...
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“Google is the homescreen”
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& help with debt

Get help with your debts - Citizens ...
https://www.citizensadvice.org.uk » get-h...

Step 1 - Gather information for each debt.
Step 2 - Check which ones are 'priority'
debts. Step 3 - Work out what you can
afford to pay. Step 4 - Negotiate with your
creditors for priority debts. Step 5 -
Negotiate with your creditors for non-
priority debts.

Free Debt Advice. Get Help With Debt
Today. StepChange
https://m.stepchange.org > debt-advice

You can get advice online or over the
phone, and we'll recommend a range of
practical debt solutions based on your
situation. Gather up-to-date details about
your finances, including your income,
outgoings and debts. Use our online debt
help tool get advice now. A session takes
around 20 minutes to complete.



; GOV.UK

Home - Childcare and parentin Financial help if you have children

Maternity pay and leave

1. Overview 4. Eligibility

2. Leave 5. Howtoclaim
3. Pay 6. Extra help
1. Overview

When you take time off to have a baby you might be eligible for:

« Statutory Maternity Leave
« Statutory Maternity Pay

« paid time off for antenatal care
« extra help from the government

There are rules on when and how to claim your paid leave and if you want to
change your dates.

Financial help if you have
children

Sure Start Maternity Grant

More

Childcare and parenting

Employee rights when on leave

Pregnant employees' rights

More




Publicsite Adviserter CABUnk BMIS Cymraeg

SIgn out

Benefits Work Debtand money Consumer Familly Housing Law and courts More

England © Work

Fghts at wors

Maternity leave -
what you're
entitled to and
how to get it

Add reference

Thits acwice applies to | England Prirnt FReferences

Extent EWSHI

You have a right to (ake up to a year of maternity keave. It
doesn'T Matmer how [ong you've worked Tor your Bmicyer,

NOW MILCN YouU's pEkd of how Many Maurs & weak you wark,

sA3ternity leawe IS SEDArate from matermiy pay, which
nas different rules about who can get It You can alsa
check what Maternity pay youTe entitled to.

You might also be able to share yaur lagye with your

Dartner.

Who can take
maternity leave

Add reference

Maternity leawe - what you'e entitied ta and how to get it L J

In this section

Parental rights

Mazernicy leave - whatyou'
entitied 1 and how m getl o

Materniny Ieave - your
opuicns when It ends

Maternity pay - what you're [y}
entltled

Mazernicy pay - how to et it

Materniy pay - Now much
¥OU Can get

Rights while you're pragnant
at work

RIENLS while yeu're en
matarmity leave

Wnat e da If you don't get
YOUr maternity rights

Parerzal rights atwork

Kead help now?

ot i e b e o




People want options and increasingly expect multichannel service

B What people associate us with How people think they might use us
80%
60%
40%
20%
0% J J e Britain
In person Telephone Website Online chat Email thlnkS

Insight & Strategy






Helping people get the advice
they need



Start with user needs
Design content, don’t write it
Start small and test, test, test

Decide with data



Start with user needs



Cymraeg Signin

Benefits Work Debtand money Consumer Family Housing Law and cowrts Immigration Health More from us

England Benefits © Sick or disabled people and carers Perzonal Independance Payment

Help filling in your PP claim form

Help filling in your PIP claim In this section

form Help with your PIP claim : T, == e WAL 4

MAADE

How ta claim PIP

This advice applies to

Print How ta claim PIP if you have a
e terminal illness

Help filling in your PIP claim form

Use gur Personal Independence Payment (PIP} guidance to hel u
. yment (217 g Py Getting evidence to support your PIP

fill in your PIP daim form_ There is advice for each question, dlaim

including:

= what the gquesticns mean Sending your PIP claim form

= what to write about in your answers Praparing for your PIP assessment
= examples of answers pecple might give

" Recp et g Changes that affect your PIP
= help explaining how your iliness or disability affects you

Help with your PIP review form
PIPis based on how your cendition affects you. It's not based on your

particular illness or disability, or your medication.

It's wery important to think about each question. Our help pages wil
help you to decide if you need to answer each guestion.

Help with guestion 1: listing your health professionals >

Help with guestion 2 listing your coendition, medication
and treatments

Help with guestion 3: preparing and cooking food >

Help with question 4: eating and drinking L


https://www.citizensadvice.org.uk/benefits/sick-or-disabled-people-and-carers/pip/help-with-your-claim/fill-in-form/
https://www.citizensadvice.org.uk/benefits/sick-or-disabled-people-and-carers/pip/help-with-your-claim/fill-in-form/

Public site AdviserMat CABlink EMIS Cymraeg  Sign out
Benefits Work Debtand money Consumer Family Housing Law and courts Immigration Health More from us

England Sailiffs

NEW  This is 2 praview of cur new advice on bailiffs. Please leave us your feedback. &

Bailiffs

Stopping bailiffs

Dealing with a letter saying bailiffs will visit

“Do I have to let
Zt:-pipi"ug bailiffs f-r':-u don't owe the debt bailiffs in ?"

Megotiatng your debt with bailiffs

What bailiffs can take

Check what bailiffs can take

Stopping bailiffs taking your vehide

Making & controlled goods agreement

If bailiffs say they'll sall your balongings

How hailiffs should treat you

How bailiffs should treat you if you're vulnerable

Complaining about bailiffs

‘Writing a complaint lettar about bailiffs

Check what fees bailiffs can charge




Design content, don’t write it



Public site AdvizerMet CABlink BMIS Cymraeg  Sign out
Benefits Work Debtand money Consumer Family Housing Law and courts Immigration Health More fromus

England Work Rights at work Contractual sick pay

m This page is adviser-only content

Contractual sick pay st

Thizs advice applies to Print Refarences

Exctent EWSHNI

Your client might be entitled to contractual sick pay from their
employer - this could give them more money, and for longer, than
statutory sick pay. For example, it could start from the first day of
thair illness.

It deesn't have wo be the same as full pay, for example it could be 50%
or 25% of their normal pay. But it can't be less than the statutory
amount of £89.35 a week for up to 28 weeks - contractual sick pay is
an axtra on top of statutory sick pay.

‘fou £an usa the staturory sick pay caloulator B on GOV.UK to check
the minimum they should get.

Checking for contractual sick
pay

Employers should provide written details of contractual sick pay. Your

Add reference

client should chack their:

*  Contract

written statement of terms and conditions of employment

staff handbook or intranet

policy document

If they don't have a written contract, they might have a werbal
agreement that gives them maore than statutory sick pay.

In this section

Sick pay

Check if you're enttled o sick pay
How to gat sick pay

Getting money when you're off work
sick

Getting sick pay when you're pregnant

Contractual sick pay

Need help now?
Chat on-line to ene of our advisars,

‘Confirm you're happy with our terms and
conditions stating that we'll collact and

stare personal information you provide, but

won't share it.

Piease click here for more information.
| consent

“It's much clearer. The English is much
more plain, more straight to the point.
And | think it's better organised. It's
good that it's shorter. That's a big
improvement from before.”


https://www.citizensadvice.org.uk/work/rights-at-work/sick-pay/contractual-sick-pay/
https://www.citizensadvice.org.uk/work/rights-at-work/sick-pay/contractual-sick-pay/

. citizens advice

In this section +
Appealing a Add
= - reference
parking ticket
This advice applies to | England ‘
Extent EWSNI Share this advice
Print References

Check the type of parking ticket you have
before you start. How to appeal will be
different depending on if it's a:

* Penalty Charge Notice (PCN) or Excess

=

Top tasks

o & 1

Make a Bin collection London
payment date Bridge

incident

support

Show tasks @

Top services

&G @

=

W YouTube



https://www.citizensadvice.org.uk/consumer/parking-driving-transport/parking-driving-transport/appealing-parking-tickets/appealing-a-parking-ticket/
https://www.citizensadvice.org.uk/consumer/parking-driving-transport/parking-driving-transport/appealing-parking-tickets/appealing-a-parking-ticket/
http://www.oneplusone.org.uk/professionals/about-us/
http://www.oneplusone.org.uk/professionals/about-us/

Start small and test, test, test
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casebook Q Savedsearches | & Adddient @ Addsimple query

Dashboard » Stevens England » Add new case

Add new case

P Date created * Stevens England: CL-13
East End (Newham) CAB # Edit 0610872017 Personal detalls Colapss
Mr Stevens England
DOB: 1 Jan 1970 (47 years old)
Work type *

10 Davining St

s . » @ = & B || s
England
n person Telephane Web chat Email Letter Other Admin 78

h: 03069 990701

1) About the case SMS % voicamail % Letrer
& stevensengland@kraggle.com

Title
Profil information Epad v

lease anter the e of case
Cansen: status Epard

Summary of Issue

EEEE IR E]

BT Y: : L Bensits Epand w
Dt ani money Eard v
Office nate Expand W
Soundary in‘ormasion Expand v

ssueinvalves a complaint against a company or arganisation

What level of advice did you give? *

nfarmation Discrete Detailed Casework

“I'd only had one training session, but | thought I'd just give it a go and see
how | get on. And do you know- | could just do it. It's great”



Decide with data



Hannah Horton (‘Follow )
Content Designer at Citizens Advice
Apr 12 - 4 min read

Why we removed the most visited advice
page on our website
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Q Citizens Advice Digital Team Priorities

Doing great

@ if-your-flights-delayed-or-cancelied

®
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Need to improve

[ ]
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@
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Looking ahead - from digital
advice to user-centred services



We need to offer services where people are, around their lives

Welcome to
Citizens Advice §J










Thank you!

Any questions?




