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EXECUTIVE SUMMARY
Introduction
In January 2017 ERS was commissioned to lead the evaluation of the three-year Towards Work
Programme, one of three strands of the Building Better Opportunities (BBO) Programme operating
across the D2N2 area. The Towards Work Programme is led by Groundwork Greater Nottingham
and is jointly funded by the Big Lottery Fund (BIG) and the European Social Fund (ESF).
The programme aims to support 2,500 unemployed or economically inactive people experiencing
social exclusion and poverty who need help to, overcome barriers, take control, learn new skills and
move into employment (or education and training). The intervention aims to support those who are
disengaged and furthest away from employment, augmenting mainstream provision to unemployed
people from the Department for Work & Pensions across the D2N2 area.
The Delivery Model
A consortium of providers was assembled in 2016 to deliver the programme. Service delivery is
organised around six Hubs operating across the region and a number of Micro-Hubs operating within
these Hub ‘cluster’ areas.
Progress in terms of the number of participants validated and therefore eligible for support has been
much lower than expected, and this has naturally influenced the scale of output and outcomes
achieved during 2017. The Towards Work Programme is currently operating under a Performance
Improvement Plan, issued by BIG in response to sustained quarterly under-performance during
2017. This has provided a focus for improvements and there is evidence from Q4 reporting (October
to December 2017) that the flow of new participants validated and therefore supported is
increasing. There is a need to accelerate performance during 2018.
Delivery Issues
At the outset of the programme Hubs/Micro-Hubs were satisfied that the scale of the output targets
contracted were deliverable. However, shortly into the main delivery period it was evident that
many were not achieving a sufficient number of suitable referrals and the process of validation was
proving a considerable obstacle. In short, the administrative burden was much greater than
originally expected, resulting in less quality time focussed upon supporting participants. Action has
been taken to reallocate resources to boost administrative support and additional Work Coaches
employed to ensure that sufficient capacity is available. An additional provider has been
commissioned to provide specialist support to disabled participants across a number of clusters.
The majority of delivery partners have not delivered the output targets contracted. One partner has
left the consortium and a number of others are subject to their own performance improvement
plans, being monitored closely by the Programme Management Team. Within Hubs/Micro-Hubs
there have been examples of poor performance, extended periods of staff sickness and staff
retention and recruitment issues.
Hubs/Micro-Hubs have been supported by a capable Programme Management Team, despite
operating below capacity for much of 2017. Consideration is being given to Groundwork Greater
Nottingham taking on an increased direct delivery role during 2018.
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Outcomes and Impact
Consultation with participants identified that:


Half of all participants did not feel they had the work experience for the job they wanted, while a
third felt they did not have the training or the skills for this job.



Over three quarters of participants agreed that their Work Coach had made a great difference to
their understanding of the steps they needed to take to move towards work.



More than three quarters of participants found that their Work Coach had improved their
understanding of the employment and learning opportunities available to them.



More than three quarters of participants found that the Work Coach had improved their
confidence to look for training and employment opportunities and their understanding of what
was needed for the job roles they were for.



Two thirds of participants highlighted that their job searching skills had improved and their
communication skills had improved as a result of their meetings with their Work Coach.



Over half (53%) of participants strongly agreed that working with their Work Coach had
increased their confidence.



All participants that have moved into employment believed that meeting with their Work Coach
had made a big difference by improving their confidence levels and by supporting with job
search activity. Two thirds felt that support paying for transport, or paying for training, had
been important or very important in assisting their move into work. More than half felt that
support paying for clothing had also been important or very important.



Two thirds of participants stated that moving into employment had made a great deal of
difference to their household income.



Participants that have yet to undertake any training, volunteering or access employment
identified barriers that up to now had prevented them from moving into employment, selfemployment or training. Key barriers included: not having enough money to go back into
education or training (42%); having too many gaps in their employment history (33%); or having
too much to learn before getting the job (33%). Other barriers included complex health issues
and confidence.



Almost six in ten (59%) participants not currently in work were hoping to move into employment
within the next three months.



The Towards Work Programme has been successful in building the resilience of many
participants. More than three quarters agreed that they: feel more confident about having a go
at things that were new to them (77%); and were better able to bounce back after
disappointment or when something goes wrong (78%).

Participants also identified a number of areas of improvement. These included: making the support
available for longer than 12 months; reducing the number of appointments that had to be
rescheduled due to Work Coach appointment cancellations; and the level of paperwork to be
completed. However, there is no definitive 12 month limit for support so Hubs/Micro-Hubs need to
consider how they articulate this to participants.
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Partnership Working
Establishing productive sources for referrals into Towards Work has been vital to the success of the
intervention. Before the programme commenced, from January to March 2017, a number of Hubs
and Micro-Hubs carried out a scoping exercise to establish links with potential referral bodies. This
process worked well for a number of Hubs/Micro-Hubs to establish referral mechanisms and
enabled a steady flow of participants. Other Hubs/Micro-Hubs were less successful in establishing
new, external links. Across clusters there is a need for such links to be generated in 2018 if the
programme is to achieve its potential.
Hubs and Micro-Hubs have worked closely with staff at local Jobcentre Plus branches to develop
referral mechanisms. The expectation at the outset was that half of participants would be
unemployed and the other half economically inactive. There is a need over the remaining delivery
period to focus upon supporting economically inactive people.
Participation and Involvement
Ark Consultancy led the preparation of a Participant and Involvement Strategy during early 2017. It
set the vision and framework for participation, outlining how this was to be delivered and how it
would influence partner activity. Whilst a number of Hubs/Micro-Hubs had an awareness of the
Participation and Involvement Strategy; overall there is a gap in understanding of how the strategy
translated and contributed to delivery.
The Participation and Involvement Strategy identified that six part-time Ambassadors were to be
recruited. This was a step change from the original ERS/Ark plan to recruit a smaller number of fulltime Ambassadors. The role of the Ambassador is key to supporting peer to peer engagement, and
partnership working with the Hubs and Micro-Hubs. The first Ambassador was recruited in Amber
Valley, Erewash and Derbyshire Dales cluster. Two further Ambassadors were recruited in Mansfield
and Ashfield cluster, one on an initial 12 month part-time contract and another on a two month
contract, which was subsequently extended to 30th June 2018. It is expected that further
Ambassadors will be recruited in 2018.
Cross-Cutting Themes
The Programme Management Team has identified the need to focus upon the cross-cutting themes.
A comprehensive training programme has established and delivered to ensure that Hubs/MicroHubs are equipped to deliver. An Equalities Sub-Group of the Partnership Board has been
established to review the performance and action plan quarterly. There is also evidence of specific
activity aimed at supporting under-represented groups. Further training on specific gender equality
and equal opportunity issues is scheduled for 2018.
An audit review of sustainability practice is ongoing and plans to develop a baseline to measure
distance travelled in improving environmental credentials is also ongoing.
A positive impact of the Towards Programme will be a reduction in poverty by progressing
participants into work. We know that some progress is already being made through direct delivery
with two thirds of the participants interviewed who had progressed into employment highlighting
that moving into employment had made a great deal of difference to their household income.
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1.

INTRODUCTION
About this Report

1.1

In January 2017 ERS was commissioned to lead the evaluation of the three-year Towards Work
Programme. The programme supports unemployed or economically inactive people experiencing
social exclusion and poverty who need help to overcome barriers, take control, learn new skills and
move into employment (or education and training). The intervention aims to support those who are
disengaged and furthest away from employment, augmenting mainstream provision to unemployed
people from the Department for Work & Pensions across the D2N2 area.

1.2

A consortium of providers was assembled in 2016 to deliver the programme. Service delivery is
organised around six Hubs operating across the region and a number of Micro-Hubs operating within
these Hub ‘cluster’ areas.

1.3

This first annual report aims to provide an evidence-based picture of progress made during the initial
twelve months of frontline delivery across the programme. Future annual reports will include
further detail of the ‘cost benefit analysis’ of the Towards Work Programme.
Aims of the Evaluation

1.4

The evaluation process is both formative and summative: capturing learning and feeding that back
on a timely basis to help improve delivery; and, ultimately, providing conclusions and
recommendations that maximise legacy (especially for informing how future employability
programmes are commissioned, designed, and delivered). The evaluation process will explore the
extent to which the following outcomes have been achieved, whereby participants will have:


A better understanding of their personal barriers to employment and what is needed to
overcome them;



More skills to support their job search;



A better understanding of the employment and learning options available to them; and



Increased levels of confidence and improved communication skills.

1.5

The evaluation will also reflect on the wider impacts of the programme (for example, improved
health and wellbeing; tackle social exclusion; improved and better coordinated services; and new
opportunities for work). In particular, there is interest in establishing the added value of the
investment (over and above statutory provision) and identifying the benefits of involving
participants in programme design and evaluation.

1.6

This report has been informed by a number of primary and secondary methods of data collection to
inform progress made in achieving each of the agreed outcomes over the life time of the evaluation.
Main elements include:


Face to face interviews with staff from Groundwork Greater Nottingham, Hubs and Micro-Hubs:



Review of monitoring information and quarterly review documents for each Hub area; and



One to one interviews with participants.
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The Towards Work Logic Model
1.7

The achievement of outcomes is to be underpinned by a person‐centered approach intended to
empower participants to develop their confidence and skills for work. The relationship between each
participant and their Work Coach aims to provide the crucial catalyst to help individuals tackle and
overcome barriers via an Action Plan that considers opportunities to improve confidence, skills and
knowledge, etc. and make and sustain the transition into paid employment.

1.8

The logic model below maps the programme inputs and activities, to the outcomes and wider
impacts.
Figure 1 – Towards Work Logic Model

Context: Towards Work: Programme of Activity Across D2N2 area
Inputs and Activities

Funding via ESF and BLF for BBO Programme
22 Delivery Partners:
Hubs
Micro Hubs
Cross-cutting Services
Wider Partners
Ambassadors
Stakeholder Managers
Complementary service delivery

Outcomes

Outputs
2,500 participants, of which:
1,250 will be men and 1,250 women;
1,250 will be unemployed and 1,250 economically
inactive;
400 will be aged 50+;
500 with have a disability;
300 will be BAME;
500 will have a mental health condition;
325 will progress into education or training;
550 will progress into employment including selfemployment (440 unemployed, 110 economically
inactive);
188 of the economically inactive cohort will moving
into job search;
413 will sustained their job after three months;
325 will gain qualifications on leaving;
250 will gain basic skills.
Impacts

Participants will have a better understanding
of their personal barriers to employment
and what is needed to overcome them;
Participants move into employment, self-employment
and training
Participants will have more skills to support
their job search;
Improved health and wellbeing
Participants will have better understanding Tackle Social Exclusion
of the employment and learning options
available to them;
Better coordinated services
Participants will have increased levels of Creative new opportunities for work
confidence and improved communication
skills.
Cross Cutting Themes: Sustainability, Gender Equality and Equal Opportunity, Tackling Poverty
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2.

THE TOWARDS WORK PROGRAMME
Programme Context

2.1

The Building Better Opportunities (BBO) Programme is jointly funded by the Big Lottery Fund (BIG)
and the European Social Fund (ESF), the latter via the D2N2 Local Enterprise Partnership (LEP). The
Programme aims to combat the root causes of poverty, promote social inclusion, challenge longterm unemployment, and empower socially excluded people. In so doing, it seeks to contribute to
ESF objectives to improve local growth and create jobs.

2.2

The D2N2 People First Alliance (PFA) is a consortium comprising of three local organisations;
Framework Housing, Groundwork Greater Nottingham and St Ann's Advice Centre on behalf of
Advice Nottingham. In 2016 PFA secured contracts to deliver the BBO Programme across the D2N2
area. As part of this Alliance, Framework Housing is leading on the Multiple & Complex Needs
Pathway (Opportunity & Change), St Ann's Advice is leading on the Financial Inclusion Pathway
(Money Sorted) and Groundwork Greater Nottingham is leading on the Towards Work Pathway. All
three Pathways have different project models but share a common ethos and approach, based on
the principles of personalisation, strategic purpose and delivering value for money.

2.3

The agreed Business Case outlined that a comprehensive mapping exercise was undertaken by
Groundwork Greater Nottingham across the D2N2 region to understand the needs of local people
and identifying the geographic areas most affected by unemployment, economic inactivity, and
significant social exclusion.
Key Finding 1: The approach taken by the D2N2 People First Alliance in developing a complementary
package of BBO provision across all three strands was a well-planned strategy, ensuring that
frontline delivery across all activity dovetails effectively.

2.4

Towards Work Programme activity seeks to support people to: access better housing, achieve stable
finances, improve their health/wellbeing, have better functioning families, minimise benefit
dependency and reduce crime/anti-social behaviour.

2.5

Towards Work aims to support those who are disengaged from employment, augmenting
mainstream provision to unemployed people from the Department for Work & Pensions and Skills
Funding Agency. It does so by working with individuals to ensure that they are able to access
whatever support they require in order to overcome their personal barriers to
employment/enterprise/further learning. Each participant is assigned a Work Coach who provides
one-to-one advice and counselling, and is given their own budget to secure an individually tailored
suite of interventions. This could include new clothes for an interview, travel costs, training or a
mobile phone/laptop.
Key Finding 2: The intended approach to delivering the Towards Work Programme i.e. considering
personal barriers to work and designing a flexible and comprehensive programme of support based
on such barriers aligns with accepted best practice.
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Programme Structure
2.6

The Towards Work Programme has divided the D2N2 area into six different clusters covering the
whole region. Each cluster contains a Hub organisation providing coordination support and most
Hubs are supported by a given number of Micro-Hubs each hosting a Work Coach.

2.7

In order to be included as a delivery body i.e. Hub or Micro-Hub, partners had to demonstrate an in‐
depth knowledge of the needs of all target client group and have substantial experience of
supporting individuals to access employment opportunities and tackle specific barriers and obstacles
to progress on a journey into employment.
Key Finding 3: The approach to designing delivery around six geographical clusters with a lead Hub
across each was sound. The agreed business case identified the key delivery partners and their
suitability to deliver.

2.8

The initial partnership structure of the Towards Work programme is detailed in Figure 2.
Figure 2 - The partnership structure of the Towards Work Programme

2.9

Since the commencement of delivery in early 2017 there have been a number of changes to the
model. ODEF was no longer able to deliver the contract directly given the cessation of other
contracts that supported the viability of the organisation. However, the Work Coach was instead
employed directly by Inspire Culture (as Hub) and continued to offer delivery in Ollerton and
surrounding areas.
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2.10

There has also been the transfer in management for the Broxtowe, Gedling, Rushcliffe & Nottingham
City (Greater Nottingham Cluster) Hub from Acorn to the Babington Group. Whilst the Hub
Coordinator has remained consistent across this transfer of business ownership, the wider level of
support from an internal human resources and property perspective has limited somewhat the
delivery of the contract. As the Hub with the greatest number of Micro-Hubs, this arrangement has
had a clear impact upon wider delivery.

2.11

At the outset Health Working Futures were commissioned to support participants with specific
health needs. However, the arrangement did not operate as expected and in November 2017 ceased
to be part of the delivery structure. The Programme Management Team has acted promptly to
extend the remit of an existing Hub – Inspire - and a new Disability Specialist Work Coach will start
early in 2018. In summer 2017 disability support specialist DHA was commissioned to work with this
cohort across a number of cluster areas.

2.12

At the moment a number of other Micro-Hubs are also close to ceasing activity as they are unable to
provide the services they originally committed to deliver. A key task looking forward for the
Programme Board will be replacing these services in order to ensure that expected demand is met
across all clusters.
Key Finding 4: During 2017 a number of the delivery ceased in their role in delivering Towards Work
Programme activity. The Programme Management Team responded effectively in redesigning
services to ensure that support is available to participants.
Hub and Micro-Hub Delivery Structure

2.13

The six lead partners (Hubs) each employ a Hub Coordinator to coordinate delivery within each of
the clusters, supporting smaller partners to achieve compliance and ensuring the project achieves
targets and outcomes for each area. Each Hub Coordinator is also represented on the Towards
Work Board.

2.14

All delivery partners employ Work Coaches to work closely with participants throughout their
journey towards and into work. At the outset each Hub had a single Work Coach, with further
funded Work Coaches resourced once pre-agreed targets were achieved. In many Hubs, additional
Work Coaches have been, or shortly will be, employed. Each Micro-Hub has a single Work Coach
operating on either a part-time or full-time basis.

2.15

Work Coaches identify personal development opportunities (including soft‐skill training), working
with participants to track and review progress against personal development milestones including
identifying and overcoming particular obstacles and barriers. Work Coaches are also supported by a
single Job Broker in each Hub area. The Job Broker has a role of engaging with employers and
supporting participants to make and sustain the transition into work.

2.16

At the outset of delivery Hub teams were completed by a part-time Administrator role. Given the
greater than expected administrative requirements, as detailed later in this report, additional
resource was allocated to the appointment of further Administrators in certain Micro-Hubs.
Key Finding 5: The team structure proposed for each Hub and Micro-Hub was based on an
understanding of the expected programme management requirements at the time.
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2.17

This route map of support is demonstrated in Figure 3.
Figure 3 - Participant Route Map of support

Key Finding 6: The route map of support designed at the outset to guide day to day delivery was
based upon sound evidence of the scale and scope of support required for the intended Towards
Work participants.
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3.

PROGRAMME MANAGEMENT AND GOVERNANCE
Introduction

3.1

This section outlines the management and governance systems in place, and the contribution these
have made to delivery to date.
Groundwork Greater Nottingham

3.2

The Programme Management Team are employed by Groundwork Greater Nottingham and include
a Programme Manager and a Performance and Compliance Manager. Consistency in staffing across
both these posts from the outset of delivery planning has been important in progress made to date.
The team is complemented by a number of other staff and capacity is to be boosted early in 2018
with two additional Compliance Administration posts. Since the commencement of activity, the
Programme Management Team has never been fully staffed. The aspiration has been to restructure
the team to better fit requirements but BIG has insisted on retaining the existing structure, placing
an emphasis upon ensuring that all posts are filled.

3.3

The support requirements from the Programme Management Team to Hubs/Micro-Hubs have been
much greater than originally anticipated. During the project planning phase there is no conceivable
way that Groundwork Greater Nottingham or any of the Hubs/Micro-Hubs could have predicted the
scale of administration required to deliver this BBO Programme. The team has supported
Hubs/Micro-Hubs in a number of ways including:


Guidance on programme/expense eligibility;



Financial claim guidance and one-to-one support;



Exit process devised;



Guidance on needs assessment/journey/validation and improving good practice;



New starter inductions;



Advising on recruitment and wider staffing issues;



Organised training on the Hanlon system.

3.4

Groundwork Greater Nottingham is also involved in a wider Compliance Group of People First
Alliance that shared good practice and considered management information systems. Further work
has also been undertaken developing enhanced data protection systems/policies. The Programme
Management Team has also been a first contact point for a number of Micro-Hubs, reflecting the
lack of capacity in support available in one particular cluster area.

3.5

Since delivery activity commenced the information requirements from BIG to justify programme
support has continued to evolve, and it is the responsibility of the Programme Management Team to
ensure that such changes are articulated to Hubs/Micro-Hubs and then implemented accordingly.
This process has not always been smooth. For example, the Programme Management Team have
often had to interpret ‘grey areas’ and have correctly erred on the side of caution to ensure that
management information is complete. Due to capacity issues within Hubs/Micro-Hubs it has not
always been straightforward to understand and implement changes quickly and effectively.
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3.6

Whilst there is a view from some delivered that the level of scrutiny on validations and file audits is
overly officious (it isn’t), taking up considerable administration and management time that should
instead be focussed on supporting participants, there is a general recognition that the Programme
Management Team is well regarded by Hubs/Micro-Hubs.

3.7

Despite the challenges, progress was made in improving processes during 2017. This includes
agreeing a pre-populated Tier 1 letter with Jobcentre Plus through their Regional Operations
Manager to ensure this is accessible by all their advisors in Greater Nottingham. Also, a new needs
assessment process that better demonstrates participant barriers was initiated and Hubs/MicroHubs have been supported to refine completion of Participant Needs Assessments to ensure the
personalised journeys fully meet the identified need.

3.8

Lessons have also been learnt from the roll out of Universal Credit. After a period of uncertainty
regarding the availability of validation evidence, a solution has been reached to the satisfaction of
the Programme Management Team. Universal Credit was rolled out initially in Derbyshire and only
one of the original six Universal Credit pre-participants engaged in the summer of 2017 were
subsequently validated. Two progressed into work whilst the remaining three people disengaged
due to the lack of support whilst awaiting validation. It is important that the ‘process’ lessons from
here are implemented across the rest of the D2N2 area in 2018 and 2019.
Key Finding 7: The Programme Management Team has been effective in leading the programme
during a difficult first 12 months of delivery. The demands on the team have been much greater
than originally anticipated and this has placed additional pressure on the team to support
Hubs/Micro-Hubs in ensuring that activity is both appropriate and verifiable.
Performance Improvement Plan

3.9

Due to slow performance in delivering the contracted outputs, Groundwork Greater Nottingham is
placed on a Performance Improvement Plan (PIP). The PIP covers the period from Sept 2017 to
March 2018 and includes the three key criterion and nine main areas of improvement, as detailed in
Table 1.
Table 1: Towards Work Performance Improvement Plan Focus
Criterion
Areas for Improvement
1: Participant starts on  Ensure that participant targets for the programme are above 90% to
achieve ‘performing’ classification
the programme
 Review validation criteria and consider moving through tiers of
evidence following risk assessment process
 Improve the quality of partner validation applications
2: Partner Performance  Formalised systems to track and manage partner poor performance
 Evidence of intervention with poor performers
Management
 Increase staff capacity within the internal Towards Work team
3: Needs assessment 

for participants


Ensure the right balance of economically inactive participants
Ensure that all participants on programme are eligible and that there
is a robust needs assessment in place
New needs assessment
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3.10

The PIP process has identified 22 separate actions to be taken:


Re-profile delivery partner trackers to make new targets achievable;



Review delivery partner staffing levels and any gaps in front line delivery of Work Coaches;



Consider increasing or bringing forward Work Coach numbers in areas of high demand;



Closely monitor all under-performing delivery partners including their referral plans and actions
to attract the right numbers of eligible participants;



Work with the internal TW team to consider moving through tiers of evidence quicker, whilst
also ensuring that programme guidance is followed around evidence requirements;



Continue to provide guidance and best practice examples of different tiers of evidence to enable
to Work Coaches to understand and apply this to their potential participants’ evidence files;



Provide training, one to one and email updates on the requirements of validation applications;



Share data with delivery partners on frequency and reason for failed validations to help with
lessons learnt;



Hub Coordinators to pre-check validation applications before they reach the Programme
Management Team in order to reduce the error rate of submitted applications;



Roll out administration posts for delivery partners to help with capacity and processing of
participants and paperwork requirements;



Devise a more formalised audit cycle with sanctions for poor performance on validation
applications, poor quality financial claim submissions and poor quality action plan and tailored
journeys for participants;



Audit review template created to feed Audit visit report. Corrective action and agreed timelines
included;



PIPs in place for under-performers;



Training/capacity building for delivery partners;



Updated financial guide and requirements for delivery partners;



Monthly cycle of visits to delivery partners;



Continue discussions with BIG re proposal of additional finance officer to release Lead Audit
Workers for Quality work;



Standard tier 3 and 4 templates to be created to give partners guidance on how to evidence and
support those participants who are eligible;



Opening up third party referral agency routes, approached through new Stakeholder Managers
to open up non-traditional routes for more potential beneficiaries who are economically
inactive;



Review all at risk participants from 26th June guidance change to 11th September 2017;



Support delivery partners to ensure robust action plans and needs assessments are in place for
all at risk participants (230 in total); and



Roll out new validation process to include a new Needs Assessment process providing a quality
first step intervention with potential participants.
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3.11

As a direct consequence, many of the Hubs/Micro-Hubs are subject to specific performance plans
that aim to improve delivery on the ground.

3.12

It is evident already that action has already been taken. In reality, much of this would have been
delivered by the Programme Management Team, but the PIP has enabled a structured and
coordinated response to improvement. It is also evident that many of the issues reflected above
match our own understanding and emerging key findings.

3.13

Despite the issues raised earlier, it is evident that many of the current Hubs/Micro-Hubs are set up
to succeed. Increased resourcing for administration and additional Work Coaches will boost
capacity. The main challenge from this point forward is managing these resources well.
Key Finding 8: The Towards Work Programme is subject to a Performance Improvement Plan due to
continued under-performance in terms of the achievement of contracted outputs. The Programme
Management Team and Board have developed a clear and practical plan to improving performance.
This has included specific actions for a number of Hubs/Micro-Hubs.
Relationship between Hubs and Micro-Hubs

3.14

Multiple Hubs and Micro-Hubs cited a good working relationship between Hub Coordinator and
Work Coaches and the ongoing communication and sharing of information between providers was
often working well. In such clusters the Hub Coordinators have arranged regular meetings with
Work Coaches to discuss outstanding tasks, areas of good practice and key lessons learnt to ensure
the that all partners are supporting participants in the most appropriate manner.

3.15

One of the Hubs emphasised that the Coordinator and Work Coaches from different providers were
working collaboratively as part of the Towards Work programme. This has helped participants
understand they are supported by 'one collective team', which proved helpful when participants
were referred between Micro-Hubs at the beginning of the programme.
Key Finding 9: There is evidence across a number of clusters of effective working between Hubs and
Micro-Hubs, ensuring streamlined delivery and greater knowledge of the systems/process standards
required to comply with administrative requirements. Progress has also been made in a number of
other cluster areas during the latter part of 2017.

3.16

Regular meetings have proved useful for sharing valuable information and external agencies have
also attended to share information on other service provision or other education opportunities. Hub
Coordinators across several Hubs have also sent information on available job opportunities and
courses to other Work Coaches.
Key Finding 10: There is evidence of joined up working between different clusters to ensure that
delivery is streamlined and emerging issues are discussed and considered. On a practical level, the
wider Hub Coordinator Meeting is regarded as particularly important in sharing experiences and
ideas across clusters.
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3.17

In contrast, for one of the Hubs, staffing and recruitment issues both internally and externally, have
meant they have struggled to both manage the frontline delivery of their own Hub and support
Micro-Hubs within their cluster. The situation has not been helped by a number of Micro-Hubs from
this cluster being particularly ineffective in terms of their delivery. One Micro-Hub has simply
refused to be supported by a Hub Coordinator.

3.18

We know that the support provided by some Hub Coordinators is below the expectations of MicroHubs operating across their patch. Issues relate to the accuracy of the advice given and the
timeliness in which it is provided.

3.19

One Micro-Hub Work Coach we interviewed felt particularly isolated in their role and cited a lack of
support from either the internal management team, Hub Coordinator or the Programme
Management Team in terms of training and support; despite asking for help on a number of
occasions. As a result, some of the administrative tasks were undertaken incorrectly, impacting
upon participants who were asked for new information on numerous occasions. In addition, there
had been little positive feedback from either the Hub Coordinator or from Programme Management
Team which had also affected levels of morale.

3.20

At the opposite end of the spectrum, we also know that other Micro-Hubs greatly value the support
provided by their Hub Coordinator. There is an imbalance between the number of Micro-Hubs
operating across each of the six Hub areas, and this translates to an imbalance on the role and
capacity of individual Hub Coordinators. For example, The Greater Nottingham Cluster had nine
Micro-Hubs whilst all the others had two or less.

3.21

On this basis, there is a case for reconsidering the model of supporting Micro-Hubs in this larger
cluster and we understand that a request has been made to BIG to enable Groundwork Greater
Nottingham to take on a direct delivery role in this cluster.
Key Finding 11: The quality of the support to Micro-Hubs from Hub Coordinators is not consistent
across clusters. Whilst there is evidence of recent improvements as processes become more
established, there is a continued need for the Programme Management Team to continue to
resource support to certain Micro-Hubs.

3.22

In addition, whilst some Hub Coordinators have considerable experience in delivering Towards
Work-type programmes, others had not. The more successful Hub Coordinators tend to be those
who have experience in the role. We also know that the degree of ‘internal support’ for Hub
Coordinators by their senior management has varied. Some are enabled to fulfil the role more easily
than others by being able to recruit staff and having an office space for staff to operate.
Key Finding 12: It is important that the Programme Management Team is satisfied that staff
employed by Hubs/Micro-Hubs have the requisite skills and experience to deliver the role.

3.23

In summary, the role of the Hub Coordinator has been delivered variably across clusters. In the
future consideration should perhaps be given to Hub Coordinator roles being employed by the lead
body and included as part of the main Programme Management Team whilst still being based in Hub
premises.
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Ensuring Appropriate Support by the Appropriate Delivery Partner
3.24

One of the key management challenges at the outset was ensuring that participants are supported
by the appropriate BBO service. A key issue with the D2N2 BBO programme (and many other
programmes) is that each person can only be claimed once by any of the three strands of delivery.
This is a significant disincentive for providers in an output-driven programme such as BBO, and they
can be unwilling to allocate resource to individuals who cannot be claimed as an output. This is not
necessarily conducive to supporting particular people who may, for example, require support initially
with money management but then also need assistance along their employment journey.
Key Finding 13: There is no scope for progression across BBO strands, and this is a major weakness of
the programme. There is no immediate solution to this, but is an issue that needs to be considered
in any future programme design post-Brexit.

3.25

Without a central function to ensure that individuals are directed to the most appropriate of the
three BBO strands at the outset, there is an ever-present risk that participants will be validated onto
a single strand that subsequently proves to be wrong strand incorrect. Whilst for many people it is,
or will be, clear as to where they are best served, for others there is a judgement to be made. There
is always the risk that the pressure to attract people to the Towards Programme, especially when a
provider is well behind profile in terms of output achievement, will lead to people being validated
onto one programme when they would be better served elsewhere. To some extent, we know that
the robustness of the validation process and in particular the initial needs assessment minimises
this.
Key Finding 14: The limitations for participants to benefit from multiple BBO (and other) strands will
have an adverse impact on the assistance that can be provided to participants with particular needs,
especially those whose barriers evolve and become more challenging between the start and end of
the delivery period.

3.26

Our assessment so far for 2017 is that the vast majority of participants seem to be appropriate
beneficiaries of Towards Work rather than Money Sorted or Opportunity and Change. However, we
know of examples where certain participants have evolving issues that may lead to homelessness,
deteriorating mental health and who could (potentially) then be a candidate for Opportunity &
Change. At this stage it is difficult to identify a practical solution to this. However, we are aware of a
single Micro-Hub that was supporting people that should have been directed to Opportunity &
Change. Such an issue has been recognised by the Programme Management Team and appropriate
action taken. On the basis of the research undertaken we are satisfied that processes are in place,
and that Hubs/Micro Hubs understand the type of client to be supported via the programme.
Key Finding 15: We know from the case study participants involved and interviewed to inform this
report are appropriate beneficiaries of Towards Work. In short, the process for establishing the
appropriateness of potential participants seems to be working effectively.

3.27

We understand that the D2N2 Social Inclusion and Equalities Action Group are considering whether
the Towards Work and Opportunity & Change BBO strands are best delivered as a single
programme.
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Programme Board
3.28

At the moment both the Programme Board and the Hub Coordinators Group have representation
from Hub Coordinators. From an external perspective we would question why – as commissioned
deliverers - they are represented on the Board that is responsible for programme-wide decisions. In
the future it is entirely possible that one deliverer may need to have a contract cancelled, and it is
difficult to do this if that Hub Coordinator is represented on the Programme Board. One option
therefore could be the creation of an Executive Board with 10-12 representatives and the merging of
the existing Programme Board and Hub Coordinators Group.
Key Finding 16: It is unusual that organisations contracted to deliver services form the majority on
the Programme Board. Whilst we do not doubt the ability of the Programme Management Team to
make decisions, these will need to be agreed by Board Members who have a direct conflict of
interest.
Hanlon

3.29

The Hanlon management information system is used to record participant information, action plans,
etc. We know that a number of partners have found the system difficult to navigate, although others
that are more accustomed to its functionality find it manageable. New staff recruited to the
programme need to be trained on Hanlon in the initial fortnight of starting to ensure they
understand the system.

3.30

We have gathered feedback from Hubs/Micro-Hubs on using the Hanlon system. Views expressed
reflect that the Hanlon system involves a great deal lot of duplication and is therefore time
consuming. More training on this system will need to be provided e.g. to ensure staff record
outcome information properly, a point acknowledged by the Programme Management Team. We
know that a number of Hubs have taken on a supportive role with Micro-Hubs, but this is proving
another draw on staff time.
Key Finding 18: Ongoing training is required to ensure that delivery staff are suitably informed to use
the Hanlon system on a day to day basis.

3.31

Despite the Hanlon system being used for employability programmes for many years and the
promise of customisation to meet the specific requirements of the Towards Work Programme,
problems persist with being able to extract details on outputs and results. We know that Hanlon is
still not a reliable source of information as it does not store some of the information accurately and
has aspects missing that are included on the hard copy documentation.
Key Finding 17: The Hanlon system is not delivering the functionality expected at the outset. The
Programme Management Team understand the shortcomings and continue to work with Hanlon to
improve the system.
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4.

HUB AND MICRO-HUB MANAGEMENT AND DELIVERY
Introduction

4.1

This section of the report provides a summary of the main successes and the challenges faced by
Hubs and Micro-Hubs in delivering activity during 2017. It focusses upon the management of
resources, the working relationship between Hubs and Micro-Hubs and a number of specific issues
that have influenced the scale and scope of delivery for participants.
A Diverse Audience

4.2

Across the programme Hubs/Micro-Hubs have supported a diverse range of participants; often
through the provision of specialist services. The range of participants includes young people (16-24),
BAME groups, women returning to work, long term unemployed, NEETs, individuals with physical
disabilities and learning disabilities and over 50s. Some participants may have been out of work for
a long period, with little experience in the work place, of completing application forms or employer
references to draw on. Other groups may have moved to the UK from abroad and may have
qualifications and experience in certain fields, but are not recognised in the UK. These groups may
not have acceptable English reading and writing ability.

4.3

One of the Hubs reported that 82% of participants reported a mental or physical health condition,
while some were suffering with severe secondary mental health issues. One Hub had supported a
number of participants with autism. A common issue faced by participants was a lack of confidence.
Across the programme, a significant number of participants were experiencing mental health issues;
suffering from lower self-esteem with low aspirations. These participants required an intensive form
of tailored support, often over a longer time period.

4.4

Furthermore, another barrier expressed by the Hubs/Micro-Hubs was that moving into employment
could impact on a participant’s benefits or a loss of entitlement to remain in supported
accommodation.
Managing Resources

4.5

The 'higher than expected' administrative demand has had repercussions beyond the Hub and
Micro-Hub delivery teams. All Hubs and Micro-Hubs were concerned that the time spent on
administration had been disproportionate to the time spent meeting participants' needs. One Work
Coach commented that up to 80% of their time had been spent on administration. We know of
examples where senior managers have had to commit additional un-chargeable time to support
their Towards Work Programme staff to deliver the expectations of the contract and protect the
reputation of an organisation that delivers for participants.
Key Finding 19: The level of administration required to service the Towards Work Programme is
significantly greater than envisaged at the outset.

Evaluation of Towards Work Programme – Year One Evaluation Report 2017

20

4.6

These requirements, coupled with the extent of staff shortages, have meant that Hub Coordinators
have needed to cover a number of roles and it has become an overstretched role. Such shortages
have resulted from a turnover of staff and other staff members on long term sick leave. A number of
Hubs have become increasingly reliant on the Job Broker to provide additional administrative
support, which in turn is having repercussions on delivery of the Job Broker role.
Key Finding 20: Hubs have often operated flexibility to ensure that essential tasks are progressed,
most often the early support and validation of participants.

4.7

Where staff have been on long-term sickness it has not always been possible to utilise other staff to
deliver. In short, delivery has had to stop and this had a considerable impact upon the offer to
participants who, on occasions, have been left unsupported for weeks at a time. In other areas, staff
have simply not been replaced, or posts not even initially fulfilled, due to recruitment issues. If a
Work Coach leaves there is no option for the Hub/Micro Hub to use internal resource to deliver the
service before a new longer-term Towards Work staff member is recruited. Across this programme
with 22 providers it was perhaps likely, if not inevitable, that such issues with sickness and staff
retention would arise.

4.8

When Work Coaches have moved on from their role several Hubs/Micro-Hubs have experienced
difficulties recruiting to particular posts; leading to a shortage in capacity over a period of time. For
one Hub this meant that participant recruitment halted due to the limited capacity of existing staff
to validate and support participants. This impacted significantly on the outputs generated in terms of
new starts.
Key Finding 21: Staff sickness and issues with recruitment and retention have had a significant
impact upon the achievement of outputs and the direct support to participants.
Key Finding 22: To mitigate the risk of loss of Hub/Micro-Hub capacity (staff sickness absence,
retention and recruitment) consideration should be given to a more creative solution to ‘fill gaps’ in
staff resource. This could include a peripatetic team of Work Coaches employed directly by
Groundwork Greater Nottingham.
Work Coach Role

4.9

The Work Coaches provide a diverse range of support to participants including: retraining; support
with updating CVs; searching for jobs; preparing job applications and covering letters; assisting with
interview preparation; facilitating travel, child care and IT support costs; and providing opportunities
for gaining work experience. The Micro-Hubs also delivered services in a specific geographic area, or
sub sector, to support participants with particular needs and minimise overlap and duplication.

4.10

Importantly, while many Work Coaches were experienced in the role and engage well with
participants, there were others who were less experienced in this role. For these members of staff,
the programme had been more of a learning curve and it had taken additional time for them to
gather more of a grasp of appropriate ways of working with and supporting participants.
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4.11

There is widespread recognition of the importance in Action Plans being were individually tailored
and designed in conversation with participants to best identify where and how participants were
interested in gaining support. Interviews with Hubs/Micro-Hubs have revealed a number of
effective techniques for developing participant Action Plans. It is also particularly important for
Work Coaches to develop close and trusting relationships with participants; developing Action Plans
at an individual's pace, and ensuring participants were not put in a position where they feel
uncomfortable. For vulnerable participants, Action Plans have tended to incorporate smaller,
incremental steps over a longer period. In the short term, some Action Plans were more focussed on
improving individual self-confidence and gaining experience by encouraging involvement in courses
or work experience that was of interest.

4.12

One emerging issue is that the scope of support requirements does not often become apparent until
Work Coaches had spent a longer period working with and establishing relationships with
participants. Often the issues regularly change and progression is slowed by external factors. For
example, a number of case studies undertaken identified participants with emerging housing
problems. For such participants the immediate priority of not becoming homeless supersedes the
requirement to attend a course, etc. For a programme of this nature it is, however, entirely
expected that such issues should arise with the intended cohort.

4.13

Several Hubs and Micro-Hubs have provided funding for mobile phones, to allow Work Coaches to;
remain in close contact with participants; send reminders for events and activities including jobs
clubs; and arrange times and locations for meetings. Moreover, several Hubs have provided funding
for interview clothes to ensure they were fully prepared for both the interview process and for
attending work.

4.14

Other Hubs have provided support with childcare and travel costs, although this support was not
always sustainable for participants. For example, for one Micro-Hub this financial support was
available for a three month period until participants had a regular income, however, the roles
participants moved into could be temporary or low paid; meaning that financial support was less
sustainable over the longer term. It was suggested by one of the Hubs that further thought should
be given to extending the period of support for childcare and travel costs, to ensure that
employment and training can be sustained.

4.15

We also know of one Micro-Hub that has simply chosen not to offer the personal budget to
participants given the administrative requirements of recording and claiming expenditure. Whilst
we recognise the system is cumbersome at best, such a position is regarded as detrimental to
participant progression.

4.16

Work Coaches recognised the importance of meeting participants in venues that were familiar and
comfortable. This often included meeting spaces at the premises of other providers; including the
job centre, Housing Associations and community centres, and was seen as an effective approach for
retaining engagement with the programme.

4.17

Our consultation has recognised the value of offering course 'taster sessions', providing participants
with an opportunity to attend courses for an initial session; to 'sample' the course before deciding
whether to fully enrol. This approach was particularly valuable for participants considering whether
or not to enrol onto longer courses.
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4.18

We also heard examples of Work Coaches encouraging participants to attend courses as a method of
tackling social isolation through engaging with others in a 'class room' environment. At the moment
Derventio is currently testing an internal group-based programme that will enable participants to
boost confidence alongside others. In addition, Scintilla has operated a popular weekly social job
club during the later stages of 2017.

4.19

Notably, a number of Work Coaches had also organised work experience and volunteering
placements in areas of interest to help participants gain practical experience to add to their CV
whilst also serving to build their confidence. In the Nottingham City cluster, a greater number of
female participants had undertaken volunteering roles, which had a positive effect on confidence
levels. As a result, the Hub is aiming to encourage more male participants to engage in volunteering.

4.20

Rurality has been a significant barrier for participants living in particular districts of Derbyshire or
Nottinghamshire. A number of participants do not own their own transport and are required to take
multiple buses to travel to work, college or to participate in volunteering. The provision of funding
for travel to and from courses and employment has helped to address this barrier. The Mansfield
and Ashfield cluster has supported participants to complete a Compulsory Basic Training
qualification and apply to the Wheels 2 Work scheme to hire a moped for their transport.
Key Finding 23: There is evidence that Work Coach activity is designed around the individual needs
of participants. This is necessary given the diverse nature of barriers and characteristics of
participants.
Key Finding 24: The administrative requirements of the programme have impacted upon the amount
of time that Work Coaches can spend with participants.
Key Finding 25: The administrative requirements of the programme have impacted upon the use of
personal budgets, to the detriment of participants.
Key Finding 26: Consideration should be given to arranging a quarterly or bi-annual meeting for all
Work Coaches to share experiences and good practice. We understand that Hub Coordinators have
already been tasked with this.
The Job Broker Role

4.21

The employment landscape in the area is still regarded a challenging for many of the participants,
with many opportunities limited to ‘agency’ type work, short term roles and zero hours contract
arrangements. We have heard evidence of some Hubs establishing partnerships with local
employers to offer volunteering, work trials, apprenticeships and employment. This employer
engagement is regarded as important in re-engaging participants with the labour market. We know
that advocacy of an individual is much more attractive to an employer than a CV or an application.
Some Hubs are more effective at this than others, and it is important that each Hub Coordinator is
able to ensure this activity is delivered across their cluster.

4.22

While there has been some evidence of success with Job Brokers engaging businesses and matching
participants to jobs, our research has revealed that engagement between the Work Coaches and Job
Brokers had been variable across the programme. This was partly due to the number of Micro-Hubs
operating in particular clusters.
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4.23

Several Work Coaches interviewed believed the Job Broker had been instrumental supporting
engagement with local employers and helping to source suitable employment opportunities and
work-based training opportunities. As the programme has progressed, some Work Coaches have
developed good relationships with Job Brokers, meeting on a regular basis to discuss the jobs
opportunities available and their suitability for participants. Another Hub Coordinator reported that
the Work Coach had been working with the Job Broker to assist participants with interview training
and searching for job roles within a specified sector.

4.24

Some Job Brokers from the larger clusters have found it more challenging to work closely with and
support Work Coaches and participants, and as such has only commenced engagement with
particular Micro-Hubs late in 2017. One Work Coach cited an instance where appointments with
participants had been cancelled as the Job Broker had been providing additional administration
support to the lead Hub. As indicated earlier in this section, delivering the Job Broker has been
influenced by capacity issues elsewhere in a Hub. The diverse urban and rural nature of the D2N2
area means that supporting people into jobs will be harder in areas like Glossop and Ollerton than in
city centre locations. In rural areas we believe that the Job Brokers will have to work much
harder. Our approach will be to continue to monitor this, and make recommendations for the
deployment of Job Brokers across the patch.

4.25

Across the programme, Work Coaches have adopted a number of solutions to address a lack of
support from the Job Broker, often taking on the role themselves by attending jobs fairs with
participants; developing relationships with employers and/or signposting participants into potential
opportunities. Other Work Coaches have attempted to develop relationships with external agencies,
while attending external meetings and networking events to gather information on available work
and course opportunities.

4.26

The earlier than expected boost to Work Coach numbers i.e. at Derby College, has ensured that the
Job Broker will not be ‘distracted’ by alternative duties and the role has begun to develop more fully.
In this case the Job Broker has met with a Work Coach from one of the Micro Hubs and there is now
a greater understanding of the added value offered.
Key Finding 27: The effectiveness of the Job Broker role has varied across clusters. Delivery has been
affected by the wider capacity demands with Hubs. Looking forward there are positive signs that the
roles are becoming embedded and reach into Micro-Hubs should continue to improve in 2018.
Training and Ongoing Support Regarding Programme Administration

4.27

Whilst training was delivered at the commencement of the programme and at regular instances
during 2017, there is a requirement for continued support during 2018. One Work Coach felt that
there was a lack of written guidelines on evidence requirements and how best to record information
and a number of Hubs and Micro-Hubs also believed that additional guidance on completing Action
Plans and documenting expenditure would be useful in the future. Measures have also been put in
place to make Work Coaches aware of the requirements and ensure Action Plans are produced to a
higher standard. The reality is that guides have been produced but they are not in a single
document. Whilst we can see the benefit of this, it does present a challenge when one specific
element of the guidance needs to be updated.
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4.28

A number of delivery staff also cited that clearer guidance would have also been valuable at the
outset of the programme. We understand the difficulties in this, especially given the emergence of
new instructions from BIG at different times during 2017. Whilst we recognise the importance of
training, it is important to stress at this point the fact that the Programme Management Team is
available to provide one-to-one guidance should this be required.

4.29

One Hub Coordinator has set up weekly reporting mechanisms and monthly meetings with all of the
Micro-Hubs to monitor progress more effectively. Whilst each Hub Coordinator is facing different
issues in their own cluster, such an approach should be encouraged.
Key Finding 28: Training need is a standard agenda item on the regular Hub-Coordinator meeting. It
is recommended that this is also included as a standing agenda item at the Programme Board.
Validation and Administration Requirements

4.30

It is not unusual in large scale ESIF funded programme evaluations for individual delivery partners to
express concerns during interviews about the administration and bureaucratic burden. However,
the Towards Work Programme has elicited the strongest and most negative views of any programme
we have evaluated. Principally, the validation process had been a particular challenge. A number of
Hubs and Micro-Hubs have found it difficult to manage the level of evidence and reporting.
Crucially, collating documentation was seen to slow down the process of supporting and working
with participants. At the same time, the majority of delivery staff acknowledged these requirements
were beyond the control of the Programme Management Team.

4.31

More recently, from autumn 2017 there have been changes to paperwork requirements and criteria
for accepting participants onto the programme; Hubs and Micro-Hubs are now required to
undertake a participant Needs Assessment to evidence barriers that potential participants are facing
to employment. These administration changes placed further demands on the capacity of Hub
Coordinators and Work Coaches across the programme. Considerable effort has been made by the
Programme Management Team to make the process as straightforward as possible and to support
Hubs/Micro-Hubs with validation. However, reducing the bureaucratic burden is simply not an
option given the requirements set by BIG.

4.32

Very often Hubs/Micro-Hubs (some, not all) attribute the issues squarely at the door of the
Programme Management Team, when in fact it is the evidence supplied to support validation that is
incomplete. For example:


One of the better performing Hubs submitted 29 participants for validation between 31st July
and 15th November;



Seven participants were validated at the first attempt;



77 separate issues were evident on the 22 failed validations



Reasons for failed validations included: Error on Stamp/Name/Signature/Dates (x13); Error on
Self-Declaration (x11); Error completing Annex H (x10); Incorrect/Insufficient evidence provided
(x7); Old/Incorrect documents used (x6); Error uploading/scanning (x5); No proof of NI (x4);
Error on Needs Assessment (x2); other input errors (x19)



In total 20 of the original 29 participants were validated.
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4.33

The range of ‘validation issues’ presented are therefore diverse and frequent. Whilst any new
process inevitably has ‘a bedding in’ period, the simple fact is that errors continue to be made from
Hubs/Micro-Hubs. This creates additional work for the Programme Management Team and the
Hub/Micro-Hubs to resolve.
Key Finding 29: Hubs/Micro-Hubs need to improve the quality of information submitted as part of
the validation process.

4.34

Many of the partners had extensive experience in managing ESF funded projects so were aware of
the typical administration requirements for such a project. However, the scale and scope of
evidence required has far outweighed the original expectations and this has had a direct impact on
the capability of all Hubs/Micro-Hubs to deliver contracted outputs.
Key Finding 30: The level of administration support to Hubs/Micro-Hubs was under-scoped at the
outset. However, it is difficult to be critical on either Groundwork Greater Nottingham or individual
Hubs/Micro-Hubs as the administrative burden was simply unknown at the time when the original
consortium was assembled and the costed business plan produced.

4.35

In terms of validation, many Hubs/Micro-Hubs continue to report the challenges of obtaining
relevant evidences causing some participants to disengage before validation and others to go
through lengthy validation periods preventing them from moving on. The comprehensive process of
re-validation in October 2017 (at the request of BIG) to verify the appropriateness of participants to
receive support was a particularly challenging process for one Micro-Hub, which resulted in none of
the original participants being re-entered onto the programme, despite some achieving job
outcomes. Moreover, no additional participants had been recruited onto the programme during this
‘checking’ period. Regardless of the level of training given, there has clearly been a breakdown in
communication as to what was and wasn’t acceptable

4.36

For another Hub, many of the participants that had been enrolled onto the programme needed to
be re-validated as the supporting evidence did not meet the new criteria. At the same time, issues
with the quality of Action Plans were also called into question. Therefore, most of the third quarter
had been spent addressing issues of quality, undertaking further training on evidence requirements
and trying to validate participants back onto the programme. A number of Hubs/Micro-Hubs were
also unable to recruit new people onto the programme whilst the backlog has been processed.

4.37

One of the Micro-Hubs highlighted that too much of the participants’ time was spent on gathering
evidence for the validation process, which had put some off going through to the programme;
leading to some disengagement. The requirement to provide evidence on more than one occasion,
coupled with the length of time before participants could start on the programme was felt by some
to cause reputational damage to those organisations i.e. being seen as ‘paper-led’ and not ‘peopleled’.

4.38

Furthermore, the evidence of expenditure and recording of costs was also considered very
burdensome on delivery partners, who often have to account for very small payments and have to
request lots of receipts and evidence from participants in order to be reimbursed i.e. travel costs,
parking etc. As reported earlier, one Micro-Hub has chosen not to offer this type of support.
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4.39

Particular challenges of validation include:


Often with people with chaotic lives are without access to documentation including passports or
birth certificates. While these documents can be paid for; the process can be time consuming;



The requirement for participant signatures across several documents proved challenging for
participants who cannot write confidently and may be dyslexic;



The unfairness over expecting participants to provide and make several trips to their offices to
provide information, because of the time and travel costs involved;



Challenges proving eligibility to work in the UK, because some participants did not have
documentation proving their right to reside;



Evidence that individuals identified as NEET (not in education, employment or training) or
recipients of Employment Support Allowance (ESA); and



ESA beneficiaries need a letter to come centrally from DWP and accessed via a call centre and
one of the Hubs cited that the evidence is often different each time and ineligible because there
is not a dedicated team or person that participants can speak to obtain this.

Approaches to Address the Challenges of Validation
4.40

Delays in validation have a direct impact upon participants. We know of examples were participants
have been supported ‘at risk’ ahead of validation following concerns that otherwise participants
might ‘slip away’ from the programme. We know of examples where pre-validated participants have
been supported for several months and have progressed into employment without ever being
validated. Such examples are rare but do demonstrate the wider impact of the programme not
shown through formal output reporting.

4.41

Other Hubs/Micro-Hubs sensibly referred participants onto other services while they were in the
process of validation. For example, the Glossop Volunteer Bureau had referred participants to both
its Life Skills Project and to its volunteering opportunities strand ahead of validation. Without these
options there is a feeling participants would have been ‘let down’ and perhaps lost from the
programme.
Key Finding 31: Hubs and Micro-Hubs have supported pre-validated participants. Such a measure
was deemed necessary due to the time taken for validation and the risk that such people will
otherwise choose to disengage.

4.42

Several Work Coaches have developed effective relationships with local Jobcentre Plus branches to
ensure staff had a better understanding of the evidence requirements for validation. For example, a
Work Coach from one of the Micro Hubs in the Mansfield and Ashfield Hub was previously employed
by Jobcentre Plus and had an established relationship with several staff members. This proved
invaluable for gathering appropriate paperwork to support with validation. Moreover, in the
Nottingham City cluster the Work Coach from a Micro-Hub regularly attends sessions at the local
Jobcentre Plus office supporting staff to gather appropriate evidence.
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4.43

After a period of uncertainty regarding the availability of validation evidence for Universal Credit
claimants a solution has been reached to the satisfaction of the Programme Management Team.
Universal Credit was rolled out initially in Derbyshire and only one of the original six Universal Credit
pre-participants engaged in the summer of 2017 were subsequently validated. Two progressed into
work whilst the remaining three people disengaged due to the lack of support whilst awaiting
validation.
Key Finding 32: It is important that the lessons learnt and processes for successfully validating
Universal Credit participants are implemented across the D2N2 area.
Increasing Capacity to Meet Demands

4.44

At the Towards Work Board Meeting in June 2017 there was a comprehensive discussion on
redirecting resources to increase administrative support for selected Micro-Hubs. Posts have started
to be filled and progress will be reviewed. More than one provider has employed administration
support staff, while others have taken steps to recruit a shared administration resource. This extra
resource should have a positive impact on delivery but should be reviewed by the Programme
Management Team to ensure that improvements in validation submission are seen.

4.45

From the outset it was agreed the Hubs would employ additional Work Coaches once progress
milestones were achieved. At the time of writing, a number of positions have been advertised and
the expectation is that additional capacity will be in place from January 2018.

4.46

It is evident that the Programme Management Team has approached the validation process, and
wider process adherence, with a high degree of scrutiny. Despite staffing shortages, the scope and
scale of the audit process has not been compromised. Such an approach should garner confidence
with funders and wider partners.
Effectiveness and Appropriateness of Current Providers

4.47

A key question to be considered is the degree to which the partners engaged to deliver were
appropriate, recognising the benefit of hindsight. Given what was known at the time (or in fact
unknown regarding administration requirements) the package of partners assembled to deliver
Towards Work seemed sound with appropriate coverage across the D2N2 area.

4.48

Successful programmes have effective and robust processes and systems. They also rely upon
having staff with the appropriate capacity and capability to deliver the requirements. Our own
observation is that whilst some Hubs/Micro Hubs have this in place, a number have employed staff
members that are simply not suitable to the task in hand, or remain on a steep learning curve. The
responsibility clearly lies with the Hubs/Micro-Hubs to ensure that staff deliver.

4.49

We also know that in a number of Hubs/Micro-Hubs the internal management structure has not
been fully supportive of the Towards Work service, and this has impacted upon what has been
delivered. As a learning point for the future it is recommended that the lead body i.e. Groundwork
Greater Nottingham ensure that they are satisfied that each deliver partner has the appropriately
skilled staffing structure in place. In all contracts there should be a probation period so that
contracts can be cancelled.
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Key Finding 33: It is recommended that greater emphasis is given to assessing the risk attached to
each Hub/Micro-Hub in terms of being able to deliver outputs and quality outcomes. Consideration
should be given to boosting the scale and coverage of contracts for successful deliverers where
contracts are cancelled within their cluster.
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5.

PARTNERSHIP WORKING
Introduction

5.1

This section of the report identifies how Hubs/Micro-Hubs are engaging with partners and the
benefit this has made to delivery. The section also considers further areas worthy of exploration,
based on activity across certain clusters and wider intelligence of what works across programmes
such as Towards Work
Establishing Relationships with Key Partners

5.2

The success of The Towards Work Programme relies upon the creation and nurturing for
relationships with other partners. This is important to:


Generate inward referrals, particularly from economically inactive people;



Develop an awareness of partner delivery to inform outward referral and signposting
opportunities for Towards Work participants;



Gather wider intelligence on other related services, wider best practice and horizon scanning.

5.3

It is evident the majority of Hubs/Micro Hubs have well developed relationships with Jobcentre Plus.
Across the programme, Jobcentre Plus has been the main point of referral for many Hubs/MicroHubs.

5.4

Programme staff have engaged positively with staff at local Jobcentre Plus branches. Work Coaches
have hosted regular drop in sessions to introduce the programme to potential participants, while
assisting Jobcentre Plus staff gather evidence for the validation process. Such an approach has been
valuable in mitigating the risk of missing evidence to support validation.

5.5

Whilst there is evidence of Jobcentre Plus referred participants progressing through the programme,
the process of engaging potential participants is not always efficient. For example:

5.6



Interest tends to be high at events held in Jobcentre Plus buildings but the conversion rate is
often low. This is thought to be due to people wanting to look keen in front of Jobcentre Plus
staff;



Some potential participants initially believe involvement to be mandatory. Once they discover
this is not the case they cease engagement; and



Delays related to validation results in loss of motivation to engage. We expect that many longterm unemployed will have encountered alternative support elsewhere and may then regard the
Towards Work Programme as just another ineffective scheme.

Each delivery partner will have its own approach to reducing this ‘attrition’. One Micro-Hub now
ensures that people attend a warm handover at their Jobcentre Plus office. Such an approach
provides greater clarity at the outset as to whether the person is actually interested in receiving
support and will actively attend future appointments.
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5.7

Importantly, several Hubs and Micro Hubs have worked closely to manage an internal system of
allocating referrals. At a practical level some clusters have worked on a collaborative basis to
allocate particular Jobcentre Plus sites between them to avoid duplication of effort. Such an
approach is sensible.

5.8

Across the programme relationships have been established with a diverse range of partners
including.


Barnardo’s Care Leavers



A1 Housing



NHS Choices



APM CFO3 ex-offenders



Branching Out



The Refugee Forum



Brand Recovery



Forestry Commission



Derbyshire BME Forum



Metropolitan Housing



NCHA



Working Links



Skills Employment Board



Homestart



The Prince’s Trust



Royal British Legion



Probation Service



Remploy



Nottingham
Centre

Family Services Intervention 
Team

DWP

Further Education Colleges



Nottinghamshire HMP

Voluntary 


Trent PTS
People Plus



Careers Service



HMP Ranby



Chamber of Commerce



Adult Education Centres



RNIB



Rethink

5.9

However, given the fact that only 5% of all outputs claimed during 2017 are economically inactive
participants, there is a need for many Hubs/Micro-Hubs during the early weeks of 2018 to identify
and build relationships with a wider number of potential referrals bodies i.e. not overly relying upon
Jobcentre Plus. There is an appreciation among many Hubs/Micro-Hubs of the need to achieve this.

5.10

Our research in 2018 will explore the degree to which gathering evidence to support a validation for
an economically inactive participant is a barrier to Work Coaches.

5.11

At the commencement of the Towards Work Programme a number of Hubs and Micro-Hubs
(organisations and/or staff) were new to the patch and therefore commenced from a standing start.
This was recognised however, and the decision to commence activity in January 2017 and limit
actual participant work until March 2017 enabled staff to focus upon establishing the offer in the
local area, researching potential referral organisations and developing relationships with key staff.
Whilst we know that some Hubs/Micro-Hubs have benefitted from this approach, a number
continue to seek referrals from a limited number of organisations.

5.12

A number of Hubs/Micro-Hubs are acutely aware of the need to broaden the network. For example:
Derby College Hub aims to work more closely with referral organisations in the South Derbyshire
district; particularly with housing providers and the East Midlands Chamber. They are also
interested in opportunities to engage more with organisations from the voluntary and community
sector in disadvantaged areas.
Scintilla has commenced an exercise with its Ambassadors to identify and approach potential
referral organisations in Kirkby in Ashfield and Hucknall. During 2018 a similar exercise will be
undertaken across the Derventio-led cluster.
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5.13

In summary, during early 2018 Hubs/Micro-Hubs need to consider wider options in relation to
generating referrals. Support could well be made available via the Stakeholder Managers, and
potentially Ambassadors that have a key role in identifying further partners to be approached and
engaged. We know that planning such activity has already commenced and the Year Two Evaluation
Report will assess the success and impact of such activity.
Key Finding 34: Hubs and Micro-Hubs need to develop a wider network of referral bodies if they are
to meet targets in relation to economically inactive participants. There is scope for Stakeholder
Managers and Ambassadors to contribute towards support this work.
Referrals to Other Services

5.14

Whilst the Work Coaches supported individuals overcome particular barriers, in certain cases it was
appropriate to refer participants to organisations providing more specialist support. This has
included NHS support services (for example, Cognitive Behavioural Therapy or counselling services)
or Citizens Advice Bureau Benefits checks to ensure participants had access to correct benefit
entitlements. Participants were also referred onto a range of different courses to build confidence
and skills such as:


Vocational college courses and qualifications (e.g. Customer service, Web design, Employability
level 1, Food hygiene, Maths and English; customer service; Engineering, health and social care;



First Aid and confidence building courses delivered by voluntary providers (e.g. CVS services,
Princes Trust, Talent Match, Literacy and Numeracy);



Short courses in employment and skills, Maths, English and IT courses; and



‘Vision to Learn’ online courses in business administration, customer services, food and nutrition
and IT.

5.15

Two of the Hubs reported that mental support across their cluster was woefully inadequate; and one
of the Hubs was appointing a Mental Health specialist in a Work Coach role. Healthy Working
Futures would have absorbed some of this requirement but we expect that a gap in service level
would still have been present.

5.16

As a direct consequence, one of the Ambassadors will be working closely with a Stakeholder
Manager to identify the range of services available to support such individuals.
Key Finding 35: It is important that mapping is undertaken of mental health support services to
ensure that Work Coaches are aware of signposting opportunities and to identify gaps in services to
be raised with wider service commissioners.

5.17

A number of participants have been supported into volunteering; work experience placements and
traineeship opportunities. For one Hub, participants were directed towards volunteering at social
care organisations or charity shops to help them gain experience and build up confidence.
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5.18

Hub Coordinators and Work Coaches have attended information events for other strands of BBO
activity. This has reportedly increased the knowledge of services available both locally more widely
across the D2N2 area, which in turn has increased the confidence of staff to refer participants onto
wider services. This has also led to information sharing with other strands of BBO provision. In
particular cases, Hub Coordinators have made subsequent referrals onto the Opportunity & Change
programme, Disability Nottinghamshire, the Benefits Advice Centre, Citizens Advice Bureau.

5.19

A number of programmes commenced during 2017 across Derbyshire, including Inspire Local, Skills
Local, Youth Engagement and Employment Local. It is important the Hubs, Micro-Hubs and other
programmes have knowledge of other services to signpost/refer individuals onto the most relevant
provision. It is the responsibility of each Hub/Micro Hub to ensure that all staff have, or are
developing this knowledge.
Key Finding 36: It is important that Hub Coordinators and Work Coaches continue to update their
knowledge of wider service delivery. The Stakeholder Managers have a role in effectively sharing
current intelligence with delivery staff.
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6.

PARTICIPANT VIEWS ON DELIVERY
Introduction

6.1

6.2

During 2017 and early 2018 we interviewed case study participants supported by a range of Hubs
and Micro Hubs. The interviews focussed on the outcomes emerging from involvement and
satisfaction with the service received. Identifying a representative sample of participants has been
crucial to ensure robust and reliable conclusions and recommendations could be drawn. It was
important that the sample reflected the geographical distribution of the programme across the
D2N2 area and included participants from across the different Hubs and Micro Hubs. To ensure this
was the case, Hubs/Micro-Hubs provided six clients in each Hub and four clients in each Micro Hub.
The selected participants were identified through discussion with staff from the Hub/Micro Hub to
ensure the sample was representative against the following criteria:



Clients that have both found work and a number that are still on the programme;



An even gender split of participants;



A varied age profile; and



Individuals from different BAME groups

Overall, we received the contact details for almost 100 participants to form our case study cohort
that would be interviewed, and re-interviewed, over the course of the evaluation. All participants
were contacted on multiple occasions and in total 52 engaged with us. Our plan for 2018 is to boost
the sample size of case study participants via new contacts provided by Hubs/Micro-Hubs.
Reason for Participating

6.3

Participants were asked about the particular areas of support they required when meeting their
Work Coach for the first time. Figure 4 below identifies the diverse range of answers.
Figure 4 - Areas that participants were interested in getting support with…

Evaluation of Towards Work Programme – Year One Evaluation Report 2017

34

6.4

Most commonly selected areas were support searching for jobs (13%), completing application forms
and CVs (12%), applying for courses or training (11%) and interview preparation (11%).
Participant Starting Point

6.5

We asked participants to reflect on their own skills and abilities.


Nearly all (98%) felt that they usually turned up on time for appointments



The vast majority were confident in their reading skills (85%) and felt confident to do any
training they need to the get the job they want (85%).



Respondents were less confident of their skills in other areas and more than half (52%) did not
feel they had the work experience for the job they wanted, while a third felt they did not have
the training or the skills for this job.

6.6

The findings above regarding skill levels is contrary to the view expressed by Hubs/Micro-Hubs. For
example, one Hub estimated that approximately 70% of their participants do not meet minimum
requirements of English and Maths and or IT. The response has been to run a series of courses
tailored to the participants needs including: Functional skills, IT, Employability Skills and basic
Customer Service techniques. It is possible that the case study participants had progressed through
support such as this, and now possess a more accomplished reading ability.

6.7

Figure 5 shows the full breadth of responses.
Figure 5 - Participants were asked how they felt about their skills and abilities

6.8

The survey revealed that the Towards Work Programme has made a significant difference addressing
the barriers participants face. Importantly, over three quarters of (78%) either agreed or strongly
agreed that the Work Coach had made a great difference to their understanding of the steps they
needed to take to move towards work. Moreover, most participants (84%) either agreed or strongly
agreed that they understood how their Action Plan would help them find work.
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6.9

The interviews also captured reflections on the design and use of action plans:
“It helps you if you stick to it. You need the confidence to achieve it after writing it.”
“Can be too detailed and push you in the wrong direction - sometimes not helpful”
“Good to have a written plan - get a print out each time we meet - go over it which cements it”

6.10

Significantly, the majority of participants (65%) felt that support from their Work Coach had been
much better than they had expected it to be.
Understanding of Learning and Employment Opportunities Available

6.11

The survey revealed that the Towards Work Programme has impacted on participants’
understanding of the learning and employment opportunities available. More than three quarters
found that their Work Coach had improved ‘their understanding of the employment opportunities
available to them’, ‘the learning opportunities available’, their ‘confidence to look for training and
employment opportunities’, and their ‘understanding of the needed for the job roles you are looking
for’, responding with a 4 or 5 on the 5-point rating scale. Notably, two thirds (67%) felt that their
‘job searching skills’ had improved as a result of meetings with their Work Coach.

6.12

The only area in which there were slightly more ‘neutral’ (note, not negative) responses was
regarding their ‘communication skills’. However, it is important to note that the responses were still
positive and more than two thirds (69%) felt this had improved as a result of their contact with the
Towards Work programme. Figure 6 below shows the full range of responses.
Figure 6 – How meetings with the Work Coach had helped participants understanding of the learning and employment
opportunities available
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6.13

The interviews also captured some wider reflections on the value of the personal approach taken by
Work Coaches:
“Diane was absolutely brilliant and it has helped me a lot. Without help from the careers adviser I
wouldn't have found Diane. Fantastic service”
“Very personal rather than professional which is good. Good to have them there”
“A lot better than other programmes, much better 1-2-1 support”
“The open friendly attitude really helps. Initially, meeting with the Work Coach could be daunting and
nerve wracking, but after that first meeting it felt like we'd been meeting for weeks. The Work Coach
does say it like it is which can seem quite harsh but it is true. They always try to find courses between
school hours”
“Not personal to anyone but the system isn't working. Has to go through a hierarchy of people.”
“Recognition of barrier created by disability”

6.14

Figure 7 shows that participants were overwhelming positive about the support received. The
majority (more than 80%) either agreed or strongly agreed that their Work Coach had been flexible
to their needs, understood their needs and supported them to take responsibility for their own
career progression. Notably, more than half strongly agreed that working with their Work Coach
had increased their confidence (53%).
Figure 7 - Respondents were asked how much they agreed with the following statements
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6.15

The interviews revealed that the programme had also created wider impacts. Nearly two thirds of
participants (63%) had been supported to access other services that were useful to them. These
participants were asked to reflect on the difference these services had made, which generated a
range of responses:
“Pointed me towards taking therapy and recovery college (part of NHS). Given me lots of leaflets”
“Secured a childminder. Without this service would have been unable to attend college and it would
have remained a dream. Secured a training course for first aid to add to the list of certifications. This
is taking me down the path that I want to secure the job I want in the future”
“The Citizens Advice Bureau help with filling out forms been invaluable. I have also attended a
teaching assistant open day”

6.16

We asked participants what has happened following their engagement with the programme. A
significant number have completed a training course (51%), undertaken volunteering (27%) or
completed a qualification (22%). Notably, eight participants have now moved into employment
(18%).
Participants in Employment

6.17

Those participants that were now in employment were asked a series of questions about their
experiences of the programme and the support received. Interviews revealed that Towards Work
has supported participants in a number of ways, as shown in Figure 8.

6.18

All participants believed that meeting with the Work Coach had made a big difference by improving
their confidence levels, while most also felt the programme had made a big difference by increasing
their awareness of opportunities. All recognised that their Work Coach had made a difference by
supporting with job search.
Figure 8– What difference the following areas had made to helping participants move into employment

Evaluation of Towards Work Programme – Year One Evaluation Report 2017

38

6.19

Other headline findings include:


When asked what specific areas of support had also been beneficial, participants cited ‘building
confidence’, instilled believe’ and helping them ‘deal with stress’;



Two thirds felt that support paying for transport, or paying for training, had been important or
very important in assisting their move into work;



Over half felt that support paying for clothing had also been important or very important;



Importantly, two thirds of participants recognised that moving into employment had made a
great deal of difference to their household income.

Views of Participants Undertaking or Completed a Training Course/Qualification or Volunteering
but are not in Employment
6.20

The vast majority of participants (81%) believed that their Work Coach has been useful supporting
them start (or complete) a training course or qualification, or move into volunteering. Many of
these participants reflected positively on the support they had received, and nearly three quarters
(73%) felt the work coach had made a great deal of difference in helping them move closer to work.

6.21

These participants were asked to reflect on the barriers that up to now had prevented them from
moving into employment, self-employment or training. Some cited ‘not having enough money to go
back into education or training’ (39%), ‘having too many gaps in their employment history’ (32%), or
‘having too much to learn before getting the job’ (36%) as barriers. Importantly, a significant
proportion also felt that such barriers were not applicable to them. The full range of responses is
shown below in Figure 9.
Figure 9 –Barriers to participants moving into employment

Evaluation of Towards Work Programme – Year One Evaluation Report 2017

39

6.22

Moreover, participants reflected on the additional barriers they faced to employment:
“Anxiety, depression”
“Public transport as I don't drive”
“Need to increase qualifications”
“Length of time off means you get out of the habit and it gets difficult to work.”

6.23

The interviews asked participants to reflect on how their Work Coach had helped across a number of
areas. More than three quarters cited that the programme had helped significantly in the following
areas: ‘understanding of the employment opportunities available’, ‘understanding of the learning
opportunities available’, ‘understanding of the skills needed for particular jobs’, and ‘confidence to
look for training and employment opportunities’. Importantly, two thirds (67%) felt that their ‘job
searching skills’ had improved as a result of their meeting with the Work Coach.

6.24

The interviews captured some wider reflections from participants. A number considered the
practical advice they had received, which had helped them tackle particular barriers and move closer
to employment:
“Really proactive. Any information required was easy to find by my Work Coach. They secured
childcare to enable ability to take an Access Course”
“He is polite and I always look forward to seeing him. We get on well. The Work Coach is very helpful
and does everything for me to make sure I'm booked onto specific courses. They also pay for the bus
fare and ensure I get a refund”
“Better having the coach than not having. I have to ask questions as well as receive answers, it’s a
two-way street. Unless you're in work, can't say it's helped. But you have to do that yourself”
“Helped give direction as had no idea how to get out of unemployment and follow the path I had
wanted to”
“Knowing there is somebody that you can contact for advice - not having it makes it more of a
struggle. But never been one to need help - normally look myself but they know more”

6.25

For others, support from the Work Coach had made a great difference to their confidence, helping
them move closer to work:
“Grateful that she is there. When people get to a certain age and it's assumed that people can get on
and do life but I have expressed the areas where I fall down and can't cope - and she's helping me be
capable in the world”
“Get encouragement and advice. I can always ask for help and will get the information as they are
good at getting back to me”
“It's increased my confidence. My keyboard skills are now much better so I’m very grateful for that.
Meeting with Luis gives you a purpose. It's quite isolated where I live and I don't meet many people.
I'm learning quite a lot through the IT course and enjoying it”
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“The confidence to work with those who in a younger age group and to be confident speaking with
others”
“Given me my self-worth back. I love doing the voluntary work as I’ve now got a purpose. It’s opened
up my world”
“Finding myself and realising that what I'm going through can be overcome. I now understand that if
you want it you can achieve it. I've decided that I can do this and I will get it. My whole attitude to life
has changed”
Participants’ Currently not in Employment and Who Haven’t Undertaken Training or Volunteering
6.26

We asked participants that have yet to undertake any training, volunteering or access employment a
number of specific questions. Participants reflected on the barriers that up to now had prevented
them from moving into employment, self-employment or training. Again, a proportion cited ‘not
having enough money to go back into education or training’ (42%), having ‘too many gaps in their
employment history’ (33%), or having ‘too much to learn before getting the job’ (33%) as barriers to
some extent. Participants also cited additional barriers as ‘complex health issues’ and ‘confidence’.

6.27

We asked participants how their Work Coach had helped their understanding of learning and
employment opportunities available. More than half cited that meeting with their Work Coach had
made a significant difference to their ‘understanding of the skills needs for the job roles they are
looking for’, their ‘job searching skills’, their ‘understanding of the learning opportunities available to
them’, their ‘the employment opportunities’, their ‘confidence to look for training and employment
opportunities’ and their ‘communication skills’. Figure 10 shows the full breath of responses.
Figure 10 - How have meetings with the Work Coach helped…
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6.28

6.29

The survey asked those participants not currently in employment to reflect on their future plans,
following their engagement with the programme.


59% were hoping to move into employment within the next three months, and an additional
10% expected to move into employment in the next 12 months;



23% were hoping to start or complete a training course and/or gain a qualification;



13% were expecting to start volunteering or become more active in their community.

Crucially, three quarters of these participants highlighted that their Work Coach had been an
important factor in contributing to their future plan.
Building Resilience

6.30

More than three quarters either agreed or strongly agreed that they feel more confident about
having a go at things that were new to them (77%) and were better able to bounce back after
disappointment or when something goes wrong (78%). 72% of participants agreed with the
statement that they believe a range of different carrier options are now open to them.

6.31

Participants were also asked to reflect on their wellbeing over the previous two weeks. During this
time, a significant proportion (70%) had been interested in new things either most of the time’ or
‘often’, while just over half (51%) felt they had been feeling optimistic about the future. Notably,
most of the participants rated their overall health as good (59%), while a fifth rated their health as
very good. However, at the other end of the scale one in eight rated their health as poor (13%).
Possible Improvements to the Programme

6.32

Participants were also asked whether there was anything they would change or improve about the
support. This generated a variety of responses, which included some reflections on programme
length and the form completion requirements:
“I think the support could be extended. You might not be ready to jump straight into work.
Personally, when I finish after 6 months I don't feel like I'll be fully confident, although if I had
another 6 months on the project I'd be there. Very impressed with the support, it's a shame they can't
do it for longer”
“Rearranging appointments has been an issue as it occurs regularly lately, so more reliability would
be good”
“Consistency, reliability, efficiency. More understanding - rather than saying they will be able to help
- just say they won't accept you or do anything for you. On benefits - personal independence
payments - need trainers and can't get equipment. Previous work coach has left - said she would get
vouchers but they weren't authorised”
“Amount of forms you have to fill in each time you go. It’s the same questions and the same forms. It
makes you feel like you're not being believed”
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Key Findings
The primary interviews undertaken with participants have revealed a wealth of insightful
information on the value of the support and how this supported their progression into employment
or training.
Key Finding 37: The main reasons for seeking support from Towards Work were: support searching
for jobs (13%); help completing application forms and CVs (12%); support with applying for courses
or training (11%); and assistance with interview preparation (11%).
Key Finding 38: The majority of participants engaged were confident in their reading skills and felt
confident to complete the training they need to the get the job they want.
Key Finding 39: Half of all participants did not feel they had the work experience for the job they
wanted, while a third felt they did not have the training or the skills for this job.
Key Finding 40: Over three quarters of participants agreed that their Work Coach had made a great
difference to their understanding of the steps they needed to take to move towards work. 84%
understood how their Action Plan would help them find work.
Key Finding 41: The majority of participants (65%) believed that support from their Work Coach had
been much better than they originally expected it to be.
Key Finding 42: More than three quarters of participants found that their Work Coach had improved
their understanding of the employment and learning opportunities available to them.
Key Finding 43: More than three quarters of participants found that the Work Coach had improved
their confidence to look for training and employment opportunities and their understanding of what
was needed for the job roles they were for.
Key Finding 44: Over two thirds (67%) of participants highlighted that their job searching skills had
improved as a result of meetings with their Work Coach.
Key Finding 45: Over two thirds (69%) of participants stated that their communication skills had
improved as a result of their meetings with their Work Coach.
Key Finding 46: Four out of five participants agreed that their Work Coach had been flexible to their
needs, understood their needs and supported them to take responsibility for their own career
progression.
Key Finding 47: Over half (53%) of participants strongly agreed that working with their Work Coach
had increased their confidence.
Key Finding 48: Almost two thirds of participants (63%) had been supported to access other services
that were useful to them.
Key Finding 49: All participants that have moved into employment believed that meeting with their
Work Coach had made a big difference by improving their confidence levels and by supporting with
job search activity. Two thirds felt that support paying for transport, or paying for training, had been
important or very important in assisting their move into work. More than half felt that support
paying for clothing had also been important or very important.
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Key Finding 50: Two thirds of participants stated that moving into employment had made a great
deal of difference to their household income.
Key Finding 51: The vast majority of participants who had undertaken a training course/achieved a
qualification but hadn’t found employment believed that their Work Coach has been useful
supporting them start (or complete) a training course or qualification, or move into volunteering
(81%). Almost three quarters (73%) of these participants felt the Work Coach had made a great deal
of difference in helping them move closer to work.
Key Finding 52: Participants who had undertaken a training course/achieved a qualification but
hadn’t found employment identified the barriers that prevented them from moving into
employment, self-employment or training. Barriers included: not having enough money to go back
into education or training (39%); having too many gaps in their employment history (32%); or having
too much to learn before getting the job (36%).
Key Finding 53: Participants who had undertaken a training course/achieved a qualification but
hadn’t found employment identified how their Work Coach had helped across a number of areas.
More than three quarters cited that the programme had helped significantly in helping their:
communication skills; understanding of the employment opportunities available; understanding of
the learning opportunities available; understanding of the skills needed for particular jobs; and
confidence to look for training and employment opportunities. Importantly, two thirds (67%) felt
that their job searching skills had improved as a result of their meeting with their Work Coach.
Key Finding 54: Participants that have yet to undertake any training, volunteering or access
employment identified barriers that up to now had prevented them from moving into employment,
self-employment or training. Key barriers included: not having enough money to go back into
education or training (42%); having too many gaps in their employment history (33%); or having too
much to learn before getting the job’ (33%). Other barriers included complex health issues and
confidence.
Key Finding 55: More than half of participants who have yet to undertake any training, volunteering
or access employment stated that meeting with their Work Coach had made a significant difference
to their: understanding of the skills needs for the job roles they are looking for; their job searching
skills; their understanding of the employment and learning opportunities available to them; their
confidence to look for training and employment opportunities; and their communication skills.
Key Finding 56: Almost six in ten (59%) participants not currently in work were hoping to move into
employment within the next three months. An additional 10% expected to move into employment in
the next 12 months.
Key Finding 57: Over one in five (23%) participants not currently in work were hoping to start or
complete a training course and/or gain a qualification.
Key Finding 58: One on eight (13%) participants were expecting to start volunteering or become
more active in their community.

Evaluation of Towards Work Programme – Year One Evaluation Report 2017

44

Key Finding 59: The Towards Work has been successful in building the resilience of many
participants. More than three quarters agreed that they: feel more confident about having a go at
things that were new to them (77%); and were better able to bounce back after disappointment or
when something goes wrong (78%).
Key Finding 60: Overall 72% of participants agreed with the statement that they believe a range of
different career options are now open to them.
Key Finding 61: As an indication of mental wellbeing, a significant proportion of participants (70%)
had been interested in new things either ‘most of the time’ or ‘often’. Half of all participants (51%)
identified they’d been feeling optimistic about the future.
Key Finding 62: Most of the participants rated their overall health as good (59%), while a fifth rated
their health as very good. However, one in eight rated their health as poor (13%).
Key Finding 63: Participants identified a number of areas of improvement. These included: making
the support available for longer than 12 months; reducing the number of appointments that had to
be rescheduled due to Work Coach cancellations; and the level of paperwork to be completed.
However, there is no definitive 12 month limit for support so Hubs/Micro-Hubs need to consider
how they articulate this to participants.

Evaluation of Towards Work Programme – Year One Evaluation Report 2017

45

7.

PARTICIPATION AND INVOLVEMENT
Introduction

7.1

Participant involvement is important in ensuring the funded activity reflects the needs of those
intended to benefit from the programme. The Towards Work Programme is committed to ensuring
that participants take an active role in the development of the programme, co-designing their own
pathways and providing an opportunity to connect the involvement and evaluation aspects. There is
considerable evidence, cited earlier in this report, of the Work Coaches delivering a flexible service.
Much of the previous section reinforces the positive impact this has had upon participants.

7.2

This section outlines the progress made in the delivery of the Participation and Involvement Strategy
and the Ambassador roles created.
Developing the Strategy

7.3

Ark Consultancy led the preparation of a Participant and Involvement Strategy during early 2017. It
set the vision and framework for participation, outlining how this was to be delivered and how it
would influence partner activity. The strategy also details the recruitment, employment and
ongoing support of Ambassadors.

7.4

Hubs/Micro-Hubs and Ambassadors are responsible for supporting and creating genuine
opportunities for engagement and involvement, actively seeking new and innovative ideas through a
‘test and learn’ approach. This will contribute to a collaborative partnership, supporting the
following aims and objectives1:

7.5



Work with participants, supporting them to feel that they are at the centre of, and have
ownership of, the services they access;



Work with participants to enable them to provide views and experiences of the programme and
services;



Work with participants to enable them to influence the programme development and services
available for participants, meeting individual and locality needs; and



Work with participants to ensure that they are involved in contributing to key strategic decisionmaking structures, ensuring their voices are part of the governance arrangements.

The consultation revealed that a number of Hubs and Micro Hubs had an awareness of the
Participation and Involvement Strategy; however, in spite of this awareness there remained a lack of
understanding of how the strategy translated and contributed to delivery.
Key Finding 64: Overall Hub/Micro-Hub awareness of the Participation and Involvement Strategy and
the role of Ambassadors is relatively low. In 2018 there is a requirement to raise the profile and
accelerate delivery of the key objectives.

1

Ark Consultancy (2017) Participation and Engagement Strategy
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Ambassador Role
7.6

The Participation and Involvement Strategy identified that six part-time Ambassadors were to be
recruited, with each attached to a particular cluster. This was a step change from the original
ERS/Ark plan to recruit 2.5/3 full-time Ambassadors. The role of the Ambassador is key to
supporting peer to peer engagement, and partnership working with the Hubs and Micro-Hubs. The
Ambassadors are employed directly by ERS and Ark Consultancy is supporting the process by offering
training and mentoring support.

7.7

The Ambassador roles and responsibilities will contribute towards:


Ensuring that participants are able to actively influence project developments through local Hub
forums and membership of the Towards Work Partnership Board;



Communicating with and articulating programme participants’ experiences of the employability
services provided, their individual feedback and suggestions to change and/or improve services,
including any gaps in provision or additional support they would find helpful;



The production of a quarterly report or presentation to the Partnership Board to highlight the
engagement activities completed, feedback received from programme participants, including
their impressions and experiences of the Towards Work Programme. Ambassadors should
reflect on their own learning and experiences that being an Ambassador has provided for them
as individuals;



Support communication and links with Stakeholder Managers to ensure that participant needs
are considered in the commissioning of services and system design in Local Authorities;



One participation event on an annual basis, bringing participants together from across the Hubs
to evaluate and influence programme delivery;



Actively contribute towards the annual theory of change review; and



Support the evaluation by providing relevant information, feedback, good practice and case
studies.

7.8

At an early stage of project delivery there was a considerable enthusiasm for the Ambassador role
from Hubs. The first Ambassador was recruited in Amber Valley, Erewash and Derbyshire Dales
cluster. Two further Ambassadors were recruited in Mansfield and Ashfield cluster, one on an initial
12 month part-time contract and another on a two months contract, which was subsequently
extended to 30th June 2018.

7.9

ERS and Ark continued to liaise with Hubs during the summer/autumn of 2017 to discuss
opportunities to start the process, however, translating the initial enthusiasm into recruitment of
Ambassadors for four of the six Hubs has not materialised for a number of reasons:


Capacity issues in Hubs given wider staffing issues and pressure to meet contracted output
targets; and



Lack of suitable candidates from the participant cohort.
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7.10

As it stands four clusters have yet to progress the recruitment of Ambassadors, although it is likely
that significant progress will be made by summer 2018.

7.11

The initial weeks of activity were focussed upon getting the Ambassadors acclimatised again to the
world of work – this is especially important given the uniqueness of the Ambassador role. They are,
after all:


Returning to the world of work often from an extended period on inactivity;



Doing a job they have never done before, that continues to evolve alongside the Towards Work
Programme of activity;



Managed remotely by ERS as their employer; and



Based in a Hub environment that has not previously had an Ambassador and is busy on
delivering the day to day work with participants against a backdrop of significant administrative
demands and often/occasional/potential staffing gaps.

7.12

Individual Hubs expectations of the Ambassador role has varied, demonstrated in the differing level
of direct support provided by Hubs. Each Hub has supported their Ambassador(s) differently, and
access to what we regard as essential Ambassador ‘acclimatisation’ support from Hubs has varied
i.e. opportunities to shadow Work Coaches, etc.

7.13

It is evident that lessons have been learnt regarding the recruitment and support for Ambassadors
and the interface between them and Hub staff. In the early weeks and months, it is important that
the Ambassador is involved in Hub/Micro-Hub activity to learn more fully about the offer and the in
particular the range and complexity of challenges faced by participants. An event is planned for April
2018 where progress will be reviewed and all Hubs and Micro-Hubs will be better informed of the
role and future expectations.
Key Finding 65: During 2017 three Ambassadors were recruited to work across two clusters. It is
expected that other Hubs will progress with plans for Ambassador coverage by summer 2018.
Stakeholder Managers

7.14

The role of the Stakeholder Managers is to contribute to the overall success of the whole D2N2 BBO
Programme by engaging and working collaboratively with a range of public, private and third sector
stakeholders to ensure effective delivery across D2N2. More specifically this covers:


Awareness Raising - promoting effective operational and strategic links and sharing best
practice;



Maximising Impact - ensuring BBO provision compliments and adds value to existing provision
and avoids duplication;



Informing System Change - providing a mechanism for practical cross-LEP coordination and
intelligence that can drive and shape future system development and coordination for the
benefit of all.
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7.15

The contract was competitively tendered and awarded to East Midlands Chamber of Commerce.
The contract is managed by Groundwork Greater Nottingham on behalf of PFA. In November 2017
four Stakeholder Managers commenced in the role, each operating at an upper tier local authority
level (Derby City, Derbyshire County, Nottingham City and Nottinghamshire County).

7.16

The expectation is that the Stakeholder Managers will play a vital role in raising awareness of the
programme, by promoting effective operational and strategic links and sharing of best practice, with
the aim of embedding all three BBO Pathways across D2N2 and providing practical 'one the ground'
and strategic coordination of employability and skills provision at local level

7.17

The agreed Business Case outlined that a comprehensive mapping exercise was undertaken by
Groundwork Greater Nottingham across the D2N2 region to understand the needs of local people
and identifying the geographic areas most affected by unemployment, economic inactivity, and
significant social exclusion. It is important looking forward that the intelligence gathered and
presented by Stakeholder Managers continues to inform the use of resources.
Key Finding 66: Whilst it is still early days in terms of Stakeholder Manager activity, the initial
indications are that the roles will add useful intelligence and opinion into how the Towards Work
Programme, and individual Hubs/Micro-Hubs, can improve their offer given the moving landscape of
wider service delivery across the D2N2 area.

7.18

Links have already been made between Stakeholder Managers and Ambassadors. During 2018 the
expectation is that the grassroots view of the ‘what is working and what isn’t’ in terms of the wider
service support requirements of Towards Work participants is shared with Stakeholder Managers.
Likewise, we also expect intelligence on what services are available and where will permeate back
through Ambassadors but also directly to the Programme Management Team and Hubs/Micro Hubs.
Key Finding 67: Initial discussions have commenced regarding how the Stakeholder Managers and
Ambassadors work together. Ideas for improvement will be reported to the Programme
Management Team and the Board at regular intervals.
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8.

PROGRAMME EXPENDITURE, OUTPUTS, OUTCOMES AND IMPACTS
Introduction

8.1

This section of the report identifies the programme expenditure and progress made against
contracted outputs and intended outcomes and impacts.
Programme Expenditure

8.2

The overall programme expenditure for 2016 and 2017 was £1,464,565. During 2017 the actual
level of expenditure was approximately £420,000 below the profile established as the start of the
year. This is largely due to staff salaries being lower due to staff turnover.
Programme Targets

8.3

Towards Work set out to engage and support 2,500 participants including people aged over 50, Long
Term Unemployed People, Women Returning to Employment and Young People aged up to 24,
including NEETs, particularly those furthest from the labour market and at risk of social exclusion. It
is anticipated that the programme will support equal numbers of men and women, and those who
are unemployed and economically inactive.

8.4

More specific targets are to engage/support:


400 People who are 50 or older



500 People with Disabilities



300 People from Ethnic Minorities



500 People with Mental Health challenges



Target outcomes are as follows:



At least 250 people will improve basic skills



325 people will move into education or training



325 people will gain a qualification on leaving



500 people will move into employment or self-employment



413 people will sustain a job outcome for at least three months

8.5

Each of the Hubs/Micro-Hubs is contracted to deliver an agreed number of outputs. At the outset
there was a clear expectation that the interventions would focus upon delivering not only outputs,
but clear and recognisable positive outcomes for participants.

8.6

In April and May 2017, we undertook an initial round of interviews with each Hub and Micro-Hub. It
was clear at the outset that the majority of organisations were entirely comfortable with the scale of
the outputs to be achieved during 2017, and in fact were regarded by many as lower than other
similar programmes. The common consensus was that this was a significant positive, enabling their
team to focus upon achieving quality rather than chasing stretching output targets.

8.7

As 2017 progressed however, the limitations associated with validating participants, as described
earlier in this report, has had a significant impact on what has been delivered in terms of the number
of participants being supported.
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8.8

Table 2 below outlines progress made in terms of participants validated and therefore accessing
support.
Table 2: 2017 Outputs by Cluster, Hub and Micro-Hub
Mansfield and Ashfield – 74%
Scintilla
Double Impact
Inspire and Achieve
Bassetlaw, Newark and Sherwood – 48%
Inspire Culture (CLASS)
ODEF (no longer operational)
Greater Nottingham – 33%
Babington
AWAAZ
Double Impact
Framework
Right Track
Signpost to Polish Success
Meadows Partnership Trust
Nottingham Women's Centre
Nottingham YMCA
Healthy Working Futures (no longer operational)
Amber Valley, Erewash and Derbyshire Dales – 83%
Derventio
High Peak Food Bank
The Bureau
Derby City and South Derbyshire – 41%
Derby College
YMCA Derby
Direct Help and Advice
Bolsover, Chesterfield and NE Derbyshire – 60%
Workpays
YMCA Derbyshire
Direct Help and Advice
Total

8.9

Target

Actual

% of Target

92
40
40

73
23
32

79%
58%
80%

71
16

33
9

46%
56%

70
40
40
40
80
20
40
40
40
101

54
4
27
14
23
4
5
26
6
5

77%
10%
68%
35%
29%
20%
13%
65%
15%
5%

85
10
10

64
19
5

75%
190%
50%

100
40
30

45
0
24

45%
0%
80%

80
40
20
1,185

51
25
8
579

64%
63%
40%
49%

The poor performance of the Healthy Working Futures, with only small number of referrals resulted
in them leaving the partnership in November 2017. The service need was subsequently contracted
to one of the Hubs and outputs were re-profiled to include the full 2017 unmet targets. The
expectation is that this will translate to enhanced participant numbers from April 2018.
Key Finding 68: Progress made in achieving contracted output targets relating to programme ‘starts’
is significantly below expectations at the outset.

Evaluation of Towards Work Programme – Year One Evaluation Report 2017

51

8.10

The delays in getting participants validated has had a direct impact on the flow of participants and
this has undoubtedly impacted upon overall output numbers. We know from interviewing
Hubs/Micro-Hubs that delays in validation has led to attrition i.e. of potential participants
disengaging. The process of reviewing a cohort of validations in October 2017 led to a number of
participants being removed from the programme. Given the resource demands placed on
Hub/Micro-Hubs during this period, albeit some more than others, the flow of participants recruited
and validated stalled, further slowing the rate of new starts.

8.11

During Q4 (Oct to Dec 2017) the programme recorded 202 starts achieved against a project target of
384 for this quarter, representing 53% of the quarterly target. This is significantly higher than the
figures for Q3 (Jul to Sept), when the cumulative profile achieved was 46% of target. Overall
performance is at 579 participants validated in total against 1185 representing 49% of the profile.

8.12

Despite the challenges of revalidation and the resultant impact on ‘lost validations’ alongside staff
capacity; staff sickness and cessation of delivery partner contracts, and that traditionally December
is a quiet period due to seasonal trends, there is evidence of some acceleration of activity.
Key Finding 69: The key challenge for 2018 is ensuring that delivery in terms of participant
engagement continues to be accelerated.

8.13

At the end of 2017 all six Hubs had a Hub Coordinator in place from summer 2017, enabling a degree
of consistency across the programme. With increased administration and Work Coach resources
being made available during late 2017/early 2018, the expectation is that momentum in delivering
contracted outputs should improve during 2018.

8.14

Across the programme there is a significant underachievement in terms of the number of
economically inactive participants supported, totalling approximately 5% of participants compared
to a target of 50%. Clearly a new approach is demanded from 2018 onwards.
Key Finding 70: During 2018 Hubs/Micro-Hubs need to ensure that they are engaging, validating and
supporting many more economically inactive participants. For some Hubs/Micro-Hubs there may be
a case for ceasing Jobcentre Plus referrals for a period of time. The Programme Management Team
should be prepared to have discussions with those deliverers where such an approach may be
required.

8.15

Output monitoring has revealed that 39% of participants are female, lower than the expected rate of
50%. Again, more specific targeting is required to identify and attract women, and in particular
economically inactive women.
Key Finding 71: During 2018 Hubs/Micro-Hubs need to ensure that they are engaging, validating and
supporting more women onto the programme.
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Progress Against Outcomes
8.16

Tables 3 to 6 below outline progress made in terms of the key outcomes. It is not surprising that
achievement is lower than expected in many areas given that overall the total number of
participants supported during 2017 was well below the target. At the end of 2017 progress has been
made on increasing participant engagement numbers to 52% of the original profile.

8.17

Whilst this is not where the Towards Work Programme aimed to be at the outset, there is a
trajectory of improvement underpinned by improved systems, particularly relating to increased
certainty that participants have been correctly validated.
Table 3: Progress Made Against Outcome 1

8.18

Outcome 1

Progress Evidence From Hanlon

Participants will have
a better
understanding of their
personal barriers to
employment and what
is needed to overcome
them

Participants devise Towards Work employment (action) plan to address or
at least minimise the barriers which affect their employability within one
month: 333 achieved against a 2017 target of 788 (58% variance).
Individual barriers to employment identified and understood by
participants: 333 achieved against a 2017 target of 700 (52% variance).
Participants report back that at least one barrier has been reduced or
resolved: zero achieved in 2017 against a target of 525 (100% variance).

Whilst the above figures are well below target, our survey of participants revealed a broad
awareness of the range of different barriers to employment faced. Importantly, over three quarters
of participants agreed that their Work Coach had made a great difference to their understanding of
the steps they needed to take to move towards work and 84% understood how their Action Plan
would help them find work.
Table 4: Progress Made Against Outcome 2
Outcome 2

Progress Evidence From Hanlon

Participants will have
more skills to support
their job search

Participants have a Towards Work employment plan: 333 achieved against
a 2017 target of 788 (58% variance).
Participants receive job search support interventions (CVs, Job application,
network development, interview skills): 326 achieved against a 2017 target
of 241 (32% variance).
Participants report learning and new approaches have been used in job
search process: Zero achieved against a 2017 target of 176.

8.19

It is positive that the recorded number of participants receiving job search support interventions was
greater than the target set. We also expect that more than 333 participants will have an
employment (action) plan in place.
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8.20

Our survey of participants identified that two thirds (67%) of participants believed that their ‘job
searching skills’ had improved as a result of their meetings with their Work Coach.
Table 5: Progress Made Against Outcome 3
Outcome 3

Progress Evidence From Hanlon

Participants will have
a better
understanding of the
employment and
learning options
available to them

Participants have an increased awareness of possible employment and
learning options through interventions with their job coach: Zero achieved
against a 2017 target of 307.
Participants are able to consider "job fit" and match jobs with their skills,
knowledge and experience: Zero achieved against a 2017 target of 263.
Participants have evidenced an application to a job or learning opportunity:
313 achieved against a 2017 target of 220. (29% variance)

8.21

It is positive that the target for participants applying for a job or learning opportunity has been overachieved. We also know that the other two measures – each showing a zero return for 2017 – is an
inaccurate representation of the real picture. There is clearly and issue with the use of the Hanlon
system.

8.22

Our survey of participants identified that more than three quarters found that the work coach had
improved ‘their understanding of the employment opportunities available to them’ (76%) and ‘the
learning opportunities available’ (78%).
Table 6: Progress Made Against Outcome 4

8.23

Outcome 4

Progress Evidence From Hanlon

Participants will have
increased levels of
confidence and
improved
communication skills

Participants report they have improved their ability to communicate with
employers: Zero achieved against a 2017 target of 219.
Participants report back that the interventions with their Job Coach has
given them a greater confidence to approach employers: Zero achieved
against a 2017 target of 219.

Again, for Outcome 4 the actual position in terms of improved confidence of participants is a great
deal more positive than that recorded and presented via Hanlon. Our survey of participants
identified that more than three quarters found that the work coach had their ‘confidence to look for
training and employment opportunities’ (76%).
Summary of Outcome Monitoring Process

8.24

We recognise that the picture presented by the Hanlon reporting does not necessarily show the true
picture. For example, we know that our actual figure for outcome 1 is around 571 as only a few
participants on programme do not have an action plan. We also have zero entries against many of
the outcomes below which are not accurate.
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8.25

Whilst there is an issue of ‘lag’ in terms of updating Hanlon, it is important from this point forward
that Hanlon more closely reflects the situation on the ground, especially at the end of each quarter.
Training is being planned for Hub Co-ordinators as a matter of urgency to accurately measure our
outcomes.
Key Finding 72: The Programme Management Team is aware of the issue with reporting of outcomes
via Hanlon and has initiated further training for Hub Coordinators.
Job Outcomes Achieved

8.26

During 2017 a total of 15 job outcomes were recorded and claimed. Such a total is disappointing
given the scale of the investment during 2017. It must be noted however, that the actual picture of
job outcomes is greater than 15, but these simply haven’t been claimed yet due to the timing or
difficulty in achieving the evidence required.
Key Finding 73: The number of job outcomes claimed during 2017 was low. However, we know that
the actual number of job outcomes secured is much greater than those evidenced through the
formal claim process. The Programme Management Team is in the process of developing a system to
identify the scale of unverified job outcomes achieved.

8.27

Our interviews with Hubs/Micro-Hubs identified that there is a variation in the type of jobs sought
by participants from different referral sources. For example, we understand that Careers Service
referrals tend to be more informed about the type of job they want.

8.28

The consultation revealed some wider trends for job outcomes secured and participants had moved
into employment in a range of sectors including; retail, health and social care, warehousing, security,
construction, catering and administration sectors. A number of participants had moved into
temporary roles (particularly in the catering sector) to gain valuable work experience whilst they
completed courses and attained qualifications for "the job they really wanted". The majority of job
outcomes were permanent and tended to be lower paid, being a mix of part-time or full-time.
Key Finding 74: Jobs outcomes secured by participants were across a diverse variety of sectors,
largely in low paid roles.
My Journey Scale Data

8.29

At the outset of delivery, a process was established – the My Journey Scale - to gather data from
participants across a number of areas covering: communication; confidence; managing feelings;
reliability; setting and achieving goals; and working with others. Our interviews with Hubs/MicroHubs revealed a number of challenges participants faced completing the My Journey Scale. Some
participants needed support from their Work Coaches to interpret and rating scale (from 1 to 6).
This suggests that participants might have interpreted the scale differently; questioning the accuracy
of comparing responses over time.
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8.30

Some Hub Coordinators and Work Coaches also believed that participants own initial assessment
may not necessarily reflect their circumstances and characteristics, particularly on the first occasion.
This may be because of participants’ concerns for showing weaknesses and/or that participants felt a
higher score meant access to more support. Many participants subsequently presented lower
scores than the initial baseline as this reflected the “up and down lives” of participants. In short, we
have limited confidence in the My Journey approach as a baseline measure.
Key Finding 75: The My Journey Scale approach is not regarded as an appropriate tool to measure
the distance travelled by participants. Further thought should be given to developing a more
accurate and robust process for measuring progress.
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9.

CONTRIBUTION TO CROSS-CUTTING THEMES
Introduction

9.1

9.2

This section of the report identifies the key contribution that the services from different Hubs and
Micro-Hubs across the Towards Work programme has made to the following cross-cutting themes:



Gender Equality and Equal Opportunities;



Sustainable development; and



Tackling Poverty.

It is evident that the Programme Management Team has considered this issue of cross-cutting
themes. During 2017 a number of partners delivered a series of training sessions across each of the
three cross-cutting theme areas. This has covered how Hubs/Micro-Hubs should be recording
impact and a toolkit has been developed. Further training is planned in 2018 across a number of
areas including drug and alcohol awareness, LGBT issues and mental health.
Key Finding 76: The Programme Management Team has identified the need to focus upon the crosscutting themes. A comprehensive training programme was established and delivered to ensure that
Hubs/Micro-Hubs are equipped to deliver. Further training on specific gender equality and equal
opportunity issues is scheduled for 2018.
Gender Equality and Equal Opportunities

9.3

9.4

The Programme Management Team has taken positive action during 2017 regarding the agenda.
This includes:



Equalities and Diversity awareness sessions;



An Equalities Sub Group of the Partnership Board has been established to review; performance
and action plan quarterly;



A review of the Gender Equalities and Equal Opportunities Action Plan;



All recruitment in-line with Gender Equality/Equal Opportunities and the Programme
Management Team has liaised with Social Equality and Inclusion Advisory Board;



RNIB consulted to make partner office more accessible to partially sighted persons; and



Putting in place specific measures to support people with disabilities e.g. supporting individuals
with eye sight disabilities via computer software; and supporting a deaf person who lip-reads via
ensuring full facial contact and quiet/calm environment for full focus.

Towards Work Programme activity has contributed to improved Gender Equality and Equal
Opportunities. During the latter months of 2017 a number of Hubs have supported a wide and
diverse range of participants, including Women Returners, participants over 50, refugees and young
people; ensuring that the appropriate support services are in place to support participants of
different ages, gender and ethnicities.
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9.5

In terms of supporting women, we have seen examples of delivery that has considered the need to
ensure participants do not limit themselves to stereotypical ‘female’ roles. In addition, mothers
trying to return to work are supported with childcare via the programme. Single parents (largely
women) have been supported with basic skills/creating CV’s highlighting varying skills involved in
single parenthood. The Derby College Hub has taken steps to ensure a staffing team is in place to
support female participants who preferred to work with female Work Coaches.

9.6

The programme has also supported other people with particular challenges. This includes an ESOL
participant given 1-1 language skills support and Syrian Refugee families who required additional
support in employment, skills and financial stability and forming pathways. A local BME Forum has
offered to translate all BBO documentation at no cost.

9.7

There are lower proportions of BAME participants supported in particular clusters although this is
thought to reflect the socio-demographic profile of different geographic areas across the D2N2
region; particularly the rural areas of Derbyshire and Nottinghamshire. As delivery progresses it will
be important to monitor how BAME are supported and whether any gaps in services –
geographically or otherwise – exist.
Sustainable Development

9.8

The Programme Management Team has overseen some activity aimed at supporting the sustainable
development agenda. This includes practical measures to support people including:



An audit review of sustainability and equalities practices is ongoing;



Plans to develop a baseline to measure distance travelled in improving environmental
credentials is also ongoing;



Encouraging car-pooling, walking or cycle to work rather than drive;



Saving resources by avoiding printing where possible;



Hubs assigning specific locations/areas to staff to reduce the amount of time travelling between
locations, reduce carbon footprint and improving efficiency; and



Arrange training/find work in more accessible locations closer to client’s home.

Tackling Poverty
9.9

A positive impact of the Towards Programme will be a reduction in poverty, addressed by
progressing participants into work. We know that some progress is already being made through
direct delivery with two thirds of the participants interviewed who had progressed into employment
highlighting that moving into employment had made a great deal of difference to their household
income.

9.10

Future evaluation reports will more comprehensively assess the impact made on reducing poverty,
both in terms of household income and health measures.
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Management of Cross-Cutting Themes
9.11

Whilst some progress has been made, the ongoing challenge or 2018 is to ensure that all
Hubs/Micro-Hubs commit to taking proactive measures to deliver cross-cutting themes. For a
number of organisations, more often than not Micro-Hubs, there was limited recognition of the
cross-cutting themes during the early months of delivery, although awareness has been improved in
the later months of 2017.
Key Finding 77: There is a need for the Programme Management Team and Hub Coordinators to
continue raising the profile of cross-cutting themes across Micro-Hubs in particular.
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10.

KEY FINDINGS
Key Finding 1: The approach taken by the D2N2 People First Alliance in developing a complementary
package of BBO provision across all three strands was a well-planned strategy, ensuring that
frontline delivery across all activity dovetails effectively.
Key Finding 2: The intended approach to delivering the Towards Work Programme i.e. considering
personal barriers to work and designing a flexible and comprehensive programme of support based
on such barriers aligns with accepted best practice.
Key Finding 3: The approach to designing delivery around six geographical clusters with a lead Hub
across each was sound. The agreed business case identified the key delivery partners and their
suitability to deliver.
Key Finding 4: During 2017 a number of the delivery ceased in their role in delivering Towards Work
Programme activity. The Programme Management Team responded effectively in redesigning
services to ensure that support is available to participants.
Key Finding 5: The team structure proposed for each Hub and Micro-Hub was based on an
understanding of the expected programme management requirements at the time.
Key Finding 6: The route map of support designed at the outset to guide day to day delivery was
based upon sound evidence of the scale and scope of support required for the intended Towards
Work participants.
Key Finding 7: The Programme Management Team has been effective in leading the programme
during a difficult first 12 months of delivery. The demands on the team have been much greater
than originally anticipated and this has placed additional pressure on the team to support
Hubs/Micro-Hubs in ensuring that activity is both appropriate and verifiable.
Key Finding 8: The Towards Work Programme is subject to a Performance Improvement Plan due to
continued under-performance in terms of the achievement of contracted outputs. The Programme
Management Team and Board have developed a clear and practical plan to improving performance.
This has included specific actions for a number of Hubs/Micro-Hubs.
Key Finding 9: There is evidence across a number of clusters of effective working between Hubs and
Micro-Hubs, ensuring streamlined delivery and greater knowledge of the systems/process standards
required to comply with administrative requirements. Progress has also been made in a number of
other cluster areas during the latter part of 2017.
Key Finding 10: There is evidence of joined up working between different clusters to ensure that
delivery is streamlined and emerging issues are discussed and considered. On a practical level, the
wider Hub Coordinator Meeting is regarded as particularly important in sharing experiences and
ideas across clusters.
Key Finding 11: The quality of the support to Micro-Hubs from Hub Coordinators is not consistent
across clusters. Whilst there is evidence of recent improvements as processes become more
established, there is a continued need for the Programme Management Team to continue to
resource support to certain Micro-Hubs.
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Key Finding 12: It is important that the Programme Management Team is satisfied that staff
employed by Hubs/Micro-Hubs have the requisite skills and experience to deliver the role.
Key Finding 13: There is no scope for progression across BBO strands, and this is a major weakness of
the programme. There is no immediate solution to this, but is an issue that needs to be considered
in any future programme design post-Brexit.
Key Finding 14: The limitations for participants to benefit from multiple BBO (and other) strands will
have an adverse impact on the assistance that can be provided to participants with particular needs,
especially those whose barriers evolve and become more challenging between the start and end of
the delivery period.
Key Finding 15: We know from the case study participants involved and interviewed to inform this
report are appropriate beneficiaries of Towards Work. In short, the process for establishing the
appropriateness of potential participants seems to be working effectively.
Key Finding 16: It is unusual that organisations contracted to deliver services form the majority on
the Programme Board. Whilst we do not doubt the ability of the Programme Management Team to
make decisions, these will need to be agreed by Board Members who have a direct conflict of
interest.
Key Finding 18: Ongoing training is required to ensure that delivery staff are suitably informed to use
the Hanlon system on a day to day basis.
Key Finding 17: The Hanlon system is not delivering the functionality expected at the outset. The
Programme Management Team understand the shortcomings and continue to work with Hanlon to
improve the system.
Key Finding 19: The level of administration required to service the Towards Work Programme is
significantly greater than envisaged at the outset.
Key Finding 20: Hubs have often operated flexibility to ensure that essential tasks are progressed,
most often the early support and validation of participants.
Key Finding 21: Staff sickness and issues with recruitment and retention have had a significant
impact upon the achievement of outputs and the direct support to participants.
Key Finding 22: To mitigate the risk of loss of Hub/Micro-Hub capacity (staff sickness absence,
retention and recruitment) consideration should be given to a more creative solution to ‘fill gaps’ in
staff resource. This could include a peripatetic team of Work Coaches employed directly by
Groundwork Greater Nottingham.
Key Finding 23: There is evidence that Work Coach activity is designed around the individual needs
of participants. This is necessary given the diverse nature of barriers and characteristics of
participants.
Key Finding 24: The administrative requirements of the programme have impacted upon the amount
of time that Work Coaches can spend with participants.
Key Finding 25: The administrative requirements of the programme have impacted upon the use of
personal budgets, to the detriment of participants.
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Key Finding 26: Consideration should be given to arranging a quarterly or bi-annual meeting for all
Work Coaches to share experiences and good practice. We understand that Hub Coordinators have
already been tasked with this.
Key Finding 27: The effectiveness of the Job Broker role has varied across clusters. Delivery has been
affected by the wider capacity demands with Hubs. Looking forward there are positive signs that the
roles are becoming embedded and reach into Micro-Hubs should continue to improve in 2018.
Key Finding 28: Training need is a standard agenda item on the regular Hub-Coordinator meeting. It
is recommended that this is also included as a standing agenda item at the Programme Board.
Key Finding 29: Hubs/Micro-Hubs need to improve the quality of information submitted as part of
the validation process.
Key Finding 30: The level of administration support to Hubs/Micro-Hubs was under-scoped at the
outset. However, it is difficult to be critical on either Groundwork Greater Nottingham or individual
Hubs/Micro-Hubs as the administrative burden was simply unknown at the time when the original
consortium was assembled and the costed business plan produced.
Key Finding 31: Hubs and Micro-Hubs have supported pre-validated participants. Such a measure
was deemed necessary due to the time taken for validation and the risk that such people will
otherwise choose to disengage.
Key Finding 32: It is important that the lessons learnt and processes for successfully validating
Universal Credit participants are implemented across the D2N2 area.
Key Finding 33: It is recommended that greater emphasis is given to assessing the risk attached to
each Hub/Micro-Hub in terms of being able to deliver outputs and quality outcomes. Consideration
should be given to boosting the scale and coverage of contracts for successful deliverers where
contracts are cancelled within their cluster.
Key Finding 34: Hubs and Micro-Hubs need to develop a wider network of referral bodies if they are
to meet targets in relation to economically inactive participants. There is scope for Stakeholder
Managers and Ambassadors to contribute towards support this work.
Key Finding 35: It is important that mapping is undertaken of mental health support services to
ensure that Work Coaches are aware of signposting opportunities and to identify gaps in services to
be raised with wider service commissioners.
Key Finding 36: It is important that Hub Coordinators and Work Coaches continue to update their
knowledge of wider service delivery. The Stakeholder Managers have a role in effectively sharing
current intelligence with delivery staff.
Key Finding 37: The main reasons for seeking support from Towards Work were: support searching
for jobs (13%); help completing application forms and CVs (12%); support with applying for courses
or training (11%); and assistance with interview preparation (11%).
Key Finding 38: The majority of participants engaged were confident in their reading skills and felt
confident to complete the training they need to the get the job they want.
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Key Finding 39: Half of all participants did not feel they had the work experience for the job they
wanted, while a third felt they did not have the training or the skills for this job.
Key Finding 40: Over three quarters of participants agreed that their Work Coach had made a great
difference to their understanding of the steps they needed to take to move towards work. 84%
understood how their Action Plan would help them find work.
Key Finding 41: The majority of participants (65%) believed that support from their Work Coach had
been much better than they originally expected it to be.
Key Finding 42: More than three quarters of participants found that their Work Coach had improved
their understanding of the employment and learning opportunities available to them.
Key Finding 43: More than three quarters of participants found that the Work Coach had improved
their confidence to look for training and employment opportunities and their understanding of what
was needed for the job roles they were for.
Key Finding 44: Over two thirds (67%) of participants highlighted that their job searching skills had
improved as a result of meetings with their Work Coach.
Key Finding 45: Over two thirds (69%) of participants stated that their communication skills had
improved as a result of their meetings with their Work Coach.
Key Finding 46: Four out of five participants agreed that their Work Coach had been flexible to their
needs, understood their needs and supported them to take responsibility for their own career
progression.
Key Finding 47: Over half (53%) of participants strongly agreed that working with their Work Coach
had increased their confidence.
Key Finding 48: Almost two thirds of participants (63%) had been supported to access other services
that were useful to them.
Key Finding 49: All participants that have moved into employment believed that meeting with their
Work Coach had made a big difference by improving their confidence levels and by supporting with
job search activity. Two thirds felt that support paying for transport, or paying for training, had been
important or very important in assisting their move into work. More than half felt that support
paying for clothing had also been important or very important.
Key Finding 50: Two thirds of participants stated that moving into employment had made a great
deal of difference to their household income.
Key Finding 51: The vast majority of participants who had undertaken a training course/achieved a
qualification but hadn’t found employment believed that their Work Coach has been useful
supporting them start (or complete) a training course or qualification, or move into volunteering
(81%). Almost three quarters (73%) of these participants felt the Work Coach had made a great deal
of difference in helping them move closer to work.
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Key Finding 52: Participants who had undertaken a training course/achieved a qualification but
hadn’t found employment identified the barriers that prevented them from moving into
employment, self-employment or training. Barriers included: not having enough money to go back
into education or training (39%); having too many gaps in their employment history (32%); or having
too much to learn before getting the job (36%).
Key Finding 53: Participants who had undertaken a training course/achieved a qualification but
hadn’t found employment identified how their Work Coach had helped across a number of areas.
More than three quarters cited that the programme had helped significantly in helping their:
communication skills; understanding of the employment opportunities available; understanding of
the learning opportunities available; understanding of the skills needed for particular jobs; and
confidence to look for training and employment opportunities. Importantly, two thirds (67%) felt
that their job searching skills had improved as a result of their meeting with their Work Coach.
Key Finding 54: Participants that have yet to undertake any training, volunteering or access
employment identified barriers that up to now had prevented them from moving into employment,
self-employment or training. Key barriers included: not having enough money to go back into
education or training (42%); having too many gaps in their employment history (33%); or having too
much to learn before getting the job’ (33%). Other barriers included complex health issues and
confidence.
Key Finding 55: More than half of participants who have yet to undertake any training, volunteering
or access employment stated that meeting with their Work Coach had made a significant difference
to their: understanding of the skills needs for the job roles they are looking for; their job searching
skills; their understanding of the employment and learning opportunities available to them; their
confidence to look for training and employment opportunities; and their communication skills.
Key Finding 56: Almost six in ten (59%) participants not currently in work were hoping to move into
employment within the next three months. An additional 10% expected to move into employment in
the next 12 months.
Key Finding 57: Over one in five (23%) participants not currently in work were hoping to start or
complete a training course and/or gain a qualification.
Key Finding 58: One on eight (13%) participants were expecting to start volunteering or become
more active in their community.
Key Finding 59: The Towards Work has been successful in building the resilience of many
participants. More than three quarters agreed that they: feel more confident about having a go at
things that were new to them (77%); and were better able to bounce back after disappointment or
when something goes wrong (78%).
Key Finding 60: Overall 72% of participants agreed with the statement that they believe a range of
different career options are now open to them.
Key Finding 61: As an indication of mental wellbeing, a significant proportion of participants (70%)
had been interested in new things either ‘most of the time’ or ‘often’. Half of all participants (51%)
identified they’d been feeling optimistic about the future.

Evaluation of Towards Work Programme – Year One Evaluation Report 2017

64

Key Finding 62: Most of the participants rated their overall health as good (59%), while a fifth rated
their health as very good. However, one in eight rated their health as poor (13%).
Key Finding 63: Participants identified a number of areas of improvement. These included: making
the support available for longer than 12 months; reducing the number of appointments that had to
be rescheduled due to Work Coach cancellations; and the level of paperwork to be completed.
However, there is no definitive 12 month limit for support so Hubs/Micro-Hubs need to consider
how they articulate this to participants.
Key Finding 64: Overall Hub/Micro-Hub awareness of the Participation and Involvement Strategy and
the role of Ambassadors is relatively low. In 2018 there is a requirement to raise the profile and
accelerate delivery of the key objectives.
Key Finding 65: During 2017 three Ambassadors were recruited to work across two clusters. It is
expected that other Hubs will progress with plans for Ambassador coverage by summer 2018.
Key Finding 66: Whilst it is still early days in terms of Stakeholder Manager activity, the initial
indications are that the roles will add useful intelligence and opinion into how the Towards Work
Programme, and individual Hubs/Micro-Hubs, can improve their offer given the moving landscape of
wider service delivery across the D2N2 area.
Key Finding 67: Initial discussions have commenced regarding how the Stakeholder Managers and
Ambassadors work together. Ideas for improvement will be reported to the Programme
Management Team and the Board at regular intervals.
Key Finding 68: Progress made in achieving contracted output targets relating to programme ‘starts’
is significantly below expectations at the outset.
Key Finding 69: The key challenge for 2018 is ensuring that delivery in terms of participant
engagement continues to be accelerated.
Key Finding 70: During 2018 Hubs/Micro-Hubs need to ensure that they are engaging, validating and
supporting many more economically inactive participants. For some Hubs/Micro-Hubs there may be
a case for ceasing Jobcentre Plus referrals for a period of time. The Programme Management Team
should be prepared to have discussions with those deliverers where such an approach may be
required.
Key Finding 71: During 2018 Hubs/Micro-Hubs need to ensure that they are engaging, validating and
supporting more women onto the programme.
Key Finding 72: The Programme Management Team is aware of the issue with reporting of outcomes
via Hanlon and has initiated further training for Hub Coordinators.
Key Finding 73: The number of job outcomes claimed during 2017 was low. However, we know that
the actual number of job outcomes secured is much greater than those evidenced through the
formal claim process. The Programme Management Team is in the process of developing a system to
identify the scale of unverified job outcomes achieved.
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Key Finding 74: Jobs outcomes secured by participants were across a diverse variety of sectors,
largely in low paid roles.
Key Finding 75: The My Journey Scale approach is not regarded as an appropriate tool to measure
the distance travelled by participants. Further thought should be given to developing a more
accurate and robust process for measuring progress.
Key Finding 76: The Programme Management Team has identified the need to focus upon the crosscutting themes. A comprehensive training programme has established and delivered to ensure that
Hubs/Micro-Hubs are equipped to deliver. Further training on specific gender equality and equal
opportunity issues is scheduled for 2018.
Key Finding 77: There is a need for the Programme Management Team and Hub Coordinators to
continue raising the profile of cross-cutting themes across Micro-Hubs in particular.
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