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Abridged report  
Introduction 
  
This report has been produced as part of the Working Together for Advice project, 
which is funded by the Big Lottery Fund. Working Together for Advice is a multiple 
strand project that will provide a range of support services to independent advice 
centres in England.   

Advice Services Alliance is leading the project on behalf of a consortium comprising 
five of its member networks: AdviceUK, Age Concern England, Citizens Advice, Law 
Centres Federation and Youth Access. 

The overall aims of the project are to: 

•  Give more people more opportunities to get advice 

•  Further improve advice quality 

• Demonstrate the value of advice to funders and the wider community 

• Improve the efficiency of advice services 

• Build the capacity of the advice sector. 

The workforce development and training workstream aims to develop a coordinated 
approach to workforce development and training by addressing identified needs 
across the advice sector. The workstream’s aim is to put the sector in a better 
position to attract and retain staff through providing appropriate and sustainable 
training, a clear qualifications framework and better managerial support. 

In order to achieve the outcomes of the workstream, the workstream board have 
been using different methods to establish the learning needs of the advice sector. 
This report pulls together the common findings arising from three separate reports 
produced by the workforce development stream in 2008.   

This abridged report details: 

  
1. The aim and scope of each report 

2. The common findings across the reports 

3. The remaining key findings and recommendations from the reports 

4. Recommendations to respond to the findings.  
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1. The reports 
Skills Gap Analysis Report 

The aim of this report was to look at the perceived skills and knowledge gaps 
experienced by the advice sector, and the areas that staff report that they would 
most benefit from training in. The evidence was collected from 10 AdviceUK member 
organisations that collectively represented the profile of AdviceUK members. 

The report identified: 

• The specific skills and knowledge gaps individuals identify for themselves, for 
their organisations and the advice sector 

•  Workers’ preferred ways of responding to these skills and knowledge gaps. 
The Skills Gap Analysis report provided results to inform a national programme of 
training.  

The Workforce Development and Training Mapping Report  

The aim of the mapping was to identify current good practice examples of providing 
training, supported learning and workforce development solutions to enable the 
project to avoid duplicating effort when planning its own activities such as training 
programmes. The evidence was collected from a representative sample of 5% from 
AdviceUK, Youth Access and Law Centres Federation with input from Age Concern. 

The mapping exercise also collated evidence to support discussions with key 
funders and Government departments about the impact that successful workforce 
development and training solutions can provide to the advice sector. 

Mapping network training against National Occupational Standards for legal 
advice  

This report reviewed learning outcomes from general training courses for advisers/ 
reception workers that are delivered by the following organisations: AdviceUK, Age 
Concern, Citizens Advice and Youth Access against the National Occupational 
Standards.  

Each network mapped the learning outcomes from their courses against NOS 4 
Legal Advice[1] in consultation with the person who delivers the training in order to 
ensure that the learning outcomes listed in the training materials accurately reflected 
the delivery content.  

Once each network had completed their mapping, the information was analysed to 
determine what similarities existed across networks in terms of the NOS standards 
that the courses covered, and whether any significant gaps exist. 
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2. Common findings 
 There was consensus across two or more reports in relation to the following:  

Accessing training  

Cost is the major barrier to accessing external training in both the skills gap and 
mapping reports. This is also reflected in relatively restricted budgets for training 
reported in the mapping report. 

Priorities for training  

There is consensus that organisations require traditional workshop external training 
in specific areas of law and also soft skills.  

In both the skills gap and mapping reports there was an evident commitment to 
addressing training needs and a preference for external training. The mapping report 
showed that organisations will organise internal training but prefer to access external 
training for specific advice subjects such as welfare rights, discrimination and debt. 
Respondents to the skills gap analysis survey reported gaps in technical knowledge 
including employment law and debt.  

The topic of the training was identified as the top priority for selecting training in the 
mapping report, with quality also being a consideration. The mapping report 
recommends that the website portal would benefit from providing details of a range 
of subject-based, client-based, management based training courses as topic is a 
determining factor for selecting training.  

The skills gap report also identified that soft skills such as problem solving and 
interview techniques were an unmet need. The NOS mapping demonstrated that 
networks’ courses cover some of the generic soft skills units and knowledge units 
are covered in separate courses depending on demand, the sector and the type of 
role the trainees carry out.  

The skills gap report indicated a preference for traditional workshop/group learning 
and the mapping confirmed this is the training format that organisations tend to 
access.  

Training delivery 

Both the skills gap and mapping reports recommend that training be delivered at a 
local level, taking account of existing and emerging local consortia of advice 
providers.  

Qualifications  

There is a fairly consistent message regarding qualifications: 

• Organisations tend to find them attractive 

• There is an established pattern of organisations accessing qualifications for 
their staff 

•  Cost, accessibility and relevance are barriers to accessing qualifications  
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The skills gap report recommends that work needs to be undertaken to make NVQs 
and other work-based qualifications more attractive and accessible.  

3. Remaining key findings and recommendations 
The composition of organisations  

The profile data for the organisations in the mapping sample indicated that the 
average number of staff who delivered information and advice in an organisation 
ranged from 4 to 10.  

The report recommends that workforce development workstream activities such as 
training need to be targeted at specific information and advice staff that are based 
within larger organisations. There would be benefit in developing a contact database 
of key contacts for advice work in network member agencies. 

Training budgets 

The dedicated funds available for training in organisations range from an average of 
£583 in an Age Concern, £500 per person in a Law Centre to £7,000 in both 
AdviceUK and Youth Access organisations.[2] It is less common to have a specific 
training budget for volunteers. Budgets are drawn from a range of sources and 
organisations find it difficult to include training as a discreet heading within a funding 
application but do seek to include funds for training when applying for funding. 

How training needs are identified  

There are network and regional disparities on how training needs are identified in 
organisations. London AdviceUK respondents are more likely to use formal needs 
assessment. The Law Centres sampled use supervision and appraisal as one of 
their methods for identifying need. However, Age Concerns tended not to report 
using these assessment methods. Youth Access members reported a combination of 
all methods to identify training needs with supervision, appraisal, audits and reviews 
used to monitor this. 

The mapping report recommended that agencies would benefit from support in 
identifying and pursuing training and learning needs including lobbying funders to 
recognise training as a specific function to be costed into bids. 

Current training delivery 

The courses currently delivered by AdviceUK, Citizens Advice and Youth Access 
focus on the skills and knowledge required to be an adviser/reception worker and are 
primarily used for new entrants to the sector and also as refresher courses for more 
experienced advisers. Law Centres Federation provide training on topics including 
management training, developing training skills, governance training and skills 
training for caseworkers ie billing and how to manage case management systems. 

Two principal action points arose from the NOS mapping.  

1. All of the optional and mandatory units for NVQ in Legal Advice level 2 
are fully met in networks’ training for advisers’ programmes, with the 
exception of LA22 – ‘Liaise with other services’. It is recommended that  
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the networks review their training materials to include an exercise or 
activity that could fully meet this unit. 

2. The networks’ training for advisers’ programmes did not explicitly show 
that they cover LA29 ‘Provide legal advice using electronic media’. 
Although this is only an optional unit, it was felt to be an important skill for 
almost all advisers and it is therefore recommended that the networks 
review their training materials to include an exercise or activity that could 
cover this unit. It is possible that the knowledge for this unit is already 
covered in training relating to LA5 – ‘Provide information to clients’ and/ or 
LA11 – ‘Provide legal advice to clients’.  

The mapping also identified:  

All the mandatory units for level 3 are covered. There are a large number of choices 
for optional units for level 3 and it is not therefore proposed that the initial training 
courses cover all of these options.  

There are five mandatory units for level 4 NVQ and three of these are presently 
covered in the learning outcomes. The two which are presently omitted include LA27 
– ‘Develop the capacity of the organisation to meet the needs of clients’ and LA28 – 
‘Provide support for other practitioners’. These two units are considered to be 
relevant only for practitioners who have supervisory or managerial responsibilities 
and it is not therefore suggested that general training courses for advisers and 
reception workers be extended to cover these units. It was thought that these units 
would form part of a separate course for senior workers.  

 4. Recommendations 
 These recommendations arise from a review of all three reports. 

Addressing barriers to training: 

Recommendation 1: Enhance links with Skills for Justice  

With cost being the major barrier to training it is crucial that the workforce 
development workstream maintain contact with Skills for Justice. Skills for Justice 
will initially be hosting the new Third Sector skills body from April 2009 and will be 
providing direct support leading to high quality training and development 
opportunities. Recently, representatives from the NOS for Legal Advice Steering 
Group met with Skills for Justice. Developing the current relationship to include Skills 
for Justice assisting in accessing funds such as Train to Gain[3] was discussed. The 
longer term could explore securing a service agreement [4]with Train to Gain that 
fund high-level training in the skills that are relevant to the sector. Currently advice 
agencies are accessing Train to Gain as small or medium businesses and the 
mapping report confirmed an increasing number of agencies are accessing these 
funds to finance training.  

Recommendation 2: Link with existing regional and local provision when 
providing WTfA training programmes 

Both the skills gap and mapping reports recommend that training be delivered at a 
local level, taking account of existing and emerging local consortia of advice 
providers. The mapping report collected anecdotal frustration from local providers  
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that partnerships and consortia were not able to access national support or training 
programmes to support the partnership members.  

It is recommended that the workforce development workstream secures links with 
the ‘enhancing frontline advice’ workstream and makes contact with existing 
partnerships with the offer of training or funds to provide training. Wherever possible, 
training provided by the WTfA project should reflect an awareness of local issues 
e.g. by ensuring trainers have knowledge of issues effecting the region. 

Recommendation 3: Develop dialogue with national and regional stakeholders 
to raise issues concerning infrastructure support needs  

Organisations have identified that they find it difficult to include training as a discreet 
heading within a funding application indicating a lack of appreciation that training is 
fundamental to the sector’s success. It is recommended that the workstream board 
looks to assist their member organizations in recognizing training as a vital 
development tool and prioritizing this when submitting funding applications and in 
addition develop dialogue with key stakeholders to address the issue of limited 
funding for training including for that of volunteers and trustees. 

Priorities for training  

Recommendation 4: Promote and engage with current training providers for 
the benefits of members 

The research indicates organisations are currently expending funds on external 
training. Further work should prioritise working with existing training providers to 
enhance access to relevant training programmes, e.g. by negotiating bulk booking 
deals and passing on savings to advice organisations. Current providers should also 
be encouraged to expand their programmes to meet identified needs. This should 
supplement and enhance the workforce development and training portal. 

Recommendation 5: Development of National programme of skills and 
knowledge training  

The skills gap report has highlighted that there are gaps in the provision of both skills 
and knowledge courses. The mapping report has indicated that there is an 
inconsistency in the delivery of training courses. This means that it is difficult to 
predict training coverage with some organisations accessing a full range of courses 
and others report gaps. 

The research indicates that the sector would benefit from a combination of both skills 
and knowledge training with a particular emphasis on soft skills training. The 
inconsistent nature of training provision means that the workstream board needs to 
consider how it will offer cross sector training to improve consistency and availability. 

The workstream board should consider developing a package of skills and 
knowledge training that targets reception staff, front line advisers and trustees 
capitalizing on existing training materials where appropriate.  The priorities for 
knowledge training for front line advisers are on legal areas including employment, 
immigration, housing, child protection, domestic violence and equalities. The 
research also indicates that front line advisers would benefit from being able to 
access information about changes to legislation that affects them. The workstream  
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board should consider how to address these needs either through signposting, 
working in partnership or developing new training and formats to deliver information. 

In terms of skills training, the research highlighted how important the need for soft 
skills training was and the need for training for reception and frontline staff on the 
following areas: how to deal with difficult clients, problem management, dealing with 
client issues, team working, time/stress management, telephone advice skills and 
communication skills. 

Additional information supplied by the Law Centres Federation supported the call for 
governance training for trustees, this is now being provided in partnership with 
AdviceUK. 

The workstream board should consider developing a skills package of training and a 
knowledge package of training for both reception staff and frontline advisers 
reflecting one of more of the needs identified above. 

Recommendation 6: Areas to include in Programme of Manager Training  

The research identified that the programme of manager training should look to 
include the following in either the competency assessment packs or workforce 
development awareness packs; how to diagnose workforce development needs and 
identify the most appropriate solutions, conflict resolution/mediation, influencing 
others and partnership working, fundraising and commissioning, team building and 
quality assurance in terms of systems, processes and procedures.  

The workstream board should also consider how they can link the competency 
assessment toolkit and resources to the NOS 4 Legal Advice and NOS for 
Management and Leadership. 

Recommendation 7: Develop dialogue with training providers around the 
National Occupational Standards 4 Legal Advice 

The workforce development workstream should play a pro-active role in encouraging 
networks and training providers to link their training delivery against relevant NOS in 
order to demonstrate to the sector that NOS can be used in a range of workforce 
development methods and are not solely used in qualifications. The workstream 
board should consider how the existing NOS Toolkit can be better utilized. It would 
be useful to advise Skills for Justice about the complementary nature of the existing 
toolkit and the proposed workforce development awareness packs to be developed 
by the workstream. 

Recommendation 8: Development of training for new entrants 

The NOS mapping report details that the existing network courses would ensure new 
entrants are able to address either the NVQ in legal advice level 2 which would be 
appropriate for new entrants that fulfill a frontline role such as reception worker or 
initial advice worker. Courses also address the mandatory units for a level 3 NVQ in 
legal advice which would be appropriate for new entrants that wish to fulfill an advice 
worker role. Should organisations wish to pursue qualifications for their workforce, 
this provides support that existing courses would meet new entrants’ needs. It is 
equally important that organisations are encouraged to utilise NOS for other 
workforce development functions such as job descriptions, supervision following 
attendance of the new entrants course (see recommendation 7 above) to ensure 
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organisations and staff that do not wish to pursue a qualification can demonstrate 
that they meet nationally agreed competencies for advice work via other 
mechanisms.  

The workstream board should consider what existing courses can be provided to 
new entrants or adapted for them, and look to include any of the skills and 
knowledge training areas identified under recommendation five that would be 
appropriate for new entrants to the sector that are not already covered in the existing 
training packages e.g. providing advice using electronic media. 

Qualifications  

Recommendation 9: Regional pilots 

The reports have identified the need to make the case for qualifications, or explore if 
qualifications are appropriate in addressing the workforce development needs of the 
sector. The development of case studies by working with a specific region or area 
could be explored.  

Drawing on other recommendations in this report, it would be helpful if qualifications 
were not promoted as the only workforce development mechanism and links were 
drawn to other workstream initiatives.  

Next Steps for Workstream Board 

1. Agree the topic areas to be included in the skills and knowledge training. 

2. Review networks existing training materials and how these can support the 
findings of the research and outcomes of the workstream. 

3.  Identify potential topics to include in the competency assessment toolkits and 
the workforce development awareness packs. 

4.  Make any relevant amendments to the existing Developing Dialogue brief to 
reflect findings of reports. 

5. To review and prioritize all other recommendations. 

 
[1] The National Occupational Standards (NOS) for legal advice are hosted by Skills for Justice. A 
consortium of AdviceUK, Age Concern, Citizens Advice, Law Centres Federation, Refugee Council, 
Shelter, Youth Access, the Law Society, ILEX and the Local Government Association and the Legal 
Services Commission developed the NOS.  

[2] Please note these figures are affected by the fact that the average number of staff in organisations reported 
was influenced for some networks, i.e. AdviceUK and Youth Access by the inclusion of very large organisations, 
e.g. one AdviceUK member had 140,000 volunteers and some youth access members are part of larger local 
authority youth services. 
  

[3] Train to Gain is the national skills service that supports employers of all sizes and in all sectors to improve the 
skills of their employees as a route to improving their business performance.  

[4] The first sector skills compact – the Train to Gain service's agreement to work together with 
an SSC – was signed by the Sector Skills Council for Science, Engineering and Manufacturing 
Technologies (semta) in May 2008. 
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