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Executive Summary

This evaluation report provides a review of 
the performance of the Opportunity and 

Change project in its third year of delivery (2019). 
The report also offers a broader review of how the 
project has developed during its first three years 
(October 2016 – September 2019).

Opportunity and Change, led by Framework, 
is an employability project for people facing 

severe and multiple disadvantage, delivered 
by a partnership of thirteen community-based 
organisations across D2N2. 

The project supports individuals (referred to 
as participants) experiencing multiple and 

complex issues, including homelessness, substance 
misuse, offending, mental ill health, and domestic 
abuse.

The project is part of the Building Better 
Opportunities (BBO) programme, which 

is jointly funded by the European Social Fund 
(ESF) and the National Lottery Community Fund. 
The Department for Work and Pensions is the 
programme’s Managing Authority. 

There are three strands of BBO across D2N2. 
In addition to Opportunity and Change, 

Towards Work, led by Groundwork Greater 
Nottingham, is an employability programme, 
and Money Sorted, led by Advice Nottingham, is 
a financial inclusion programme. All three lead 
organisations work together under the partnership 
People’s First Alliance (PFA).

Four Local Authority-based Stakeholder 
Managers support the Building Better 

Opportunities programme at a strategic level across 
the D2N2 region. 

In its first three years of delivery, Opportunity 

and Change had supported 875 individuals 

facing multiple disadvantage to move closer 

towards the workplace: 225 more than the profiled 

target. Of this number: 

• 57.8% were male and 42.1% were female

• 46.6% of participants were unemployed when  

 they first accessed the project and 53.4% were  

 economically inactive

• Most participants (78.4%) are White British,   

 and 18.4% participants are from Black,   

 Asian, and Minority Ethnic groups

• The most common age group of participants   

 was people in their 30s (27.3%)

• 74% of participants were reported to have a   

 disability.

Analysis of the Initial Support Needs 

Assessment data revealed that upon accessing 

the project:

• Most participants (665; 76%) had two   

 (38.3%) or three (37.7%) support needs when  

 they first accessed Opportunity and Change

• The vast majority (811; 92.7%) of    

 participants disclosed a mental health related  

 support need 

• 53.3% required support in relation to their   

 housing

• 42.5% of participants disclosed issues   

 relating to substance misuse

• 53.1% had experienced or were at risk of   

 domestic abuse

• 23% of participants said they needed support  

 to reduce their risk of offending.  
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Analysis of participant  
engagement highlighted that: 

• 424 participants (82.8% of those disengaged),  
 left the project within 12 months, and around  
 half of these (220; 51.9%) left within 3 months 

• 313 (61.1%) of those who disengaged appeared  
 to have left the provision without making   
 significant progress in relation to addressing   
 their complex needs or employability.

Most participants who engaged regularly with 
their personal Navigator over an average 

period of 12-18 months, developed new skills, 
overcame complex barriers and were more likely to 
move closer towards employment.  

A positive relationship with Navigators was 
frequently cited as a significant contributing 

factor in participant’s regular engagement with 
support. Participants valued Navigator relationships 
more when they adopted a person-centred 
approach; establishing trust and rapport, empathy 
and respect.

In its initial three years, Opportunity and 
Change supported a total of 62 participants 

into education or training, 68 into employment 
and 36 participants into active job searching upon 
leaving the project.

A total of 295 participants engaged with 
some form of 1-2-1 employment-related 

support or coaching from their Navigator.

59 Opportunity and Change participants 
engaged with voluntary work. 

Of the 875 participants supported on the 
project:

• 15.5% made significant progress in relation to  
 addressing a substance misuse issue

• 36.3% made progress in relation to their   
 mental health and wellbeing

• 27.3% made housing-related progress 

• 10.6% accessed support in relation to domestic  
 abuse 

• 8% participants reduced their risk of offending.

Participants who engaged with group-based 
learning and therapeutic interventions were 

more likely to make significant progress in relation 
to their complex needs and achieve employment-
related outcomes. 

The recruitment of a Performance Manager 
within the project management team has 

helped to:

• Improve communication between partners   
 and the project management team; Navigators  
 reported they felt more listened to and   
 supported

In its first three years of delivery, 
Opportunity and Change had supported  
875 individuals facing multiple 
disadvantages to move closer towards  
the workplace: 225 more than the 
profiled target.



• Improve understanding across the partnership  
 of how and when to submit outcomes and   
 results claims, and the importance of providing  
 good quality supporting evidence and data

• Generate a significant increase in job search  
 results in 2019

• Improve partnership working with the Local   
 Authority Stakeholder Managers. For example,  
 working together to generate new referral   
 pathways and source participant interventions.

The Opportunity and Change Care Act Team 
have encountered a number of participants 

with additional social care needs (for example 
brain injuries or learning disabilities) who had been 
trying to manage their condition without any formal 
diagnosis or support, for many years. 

Unfortunately, social stigma surrounding 
addiction, homelessness, domestic abuse, 

mental ill health, and offending, make it more 
challenging to recognise that a significant number 
of individuals experiencing these issues also have 
underlying, unmet social care needs. 

As a result of engaging with the Opportunity 
and Change Care Act team, 59 participants 

were allocated some form of provision under The 
Care Act (2014). Within this group, 23 individuals 
were awarded a personal budget to pay for their 
additional care and support.

In a participant satisfaction survey, 75% 
of participants said the support they had 

received from Opportunity and Change had helped 
them to move closer towards achieving their goals. 
Further analysis of participant feedback revealed 
there were three key, lasting benefits of the support 
they had received:

• Reduced social isolation and increased   
 confidence

• Better health and wellbeing; healthier life   
 choices

• Empowerment through learning and    
 employment.

Referrals into Skills Plus for Change from 
the partnership continues to be their main 

challenge. Between 01/10/19 and 01/04/20, only 
68 (38.9%) of a potential 175 new Opportunity and 
Change participants had been enrolled onto Skills 
Plus for Change.

Skills Plus for Change learners achieved 

more results than non-attendees. 28 

participants who attended SP4C (8.5%) moved 

into paid employment, 42 (12.8%) entered further 

training or education, and 23 (7%) progressed from 

being economically inactive, to actively seeking 

paid employment. 

SP4C learners were three times more likely to 

move into further training or education, and 

job search, than non-attendees.

More than a third (21; 35.6%) of participants 

who volunteered during their engagement 

with Opportunity and Change achieved a result. In 

comparison, 17.8% of those who did not engage 

with volunteering, progressed into education and 

training, paid employment or active job searching; 

suggesting that volunteers were twice more likely to 

achieve a result. 

Almost three quarters (43; 72.9%) of 

participants who volunteered made 

significant progress in relation to their mental 

health. In comparison, one third (33.7%) of those 

who did not volunteer made progress in this area. 

Key recommendations within the concluding 

section of this report, include: 

• Reasons for disengagement should continue   

 to be recorded and monitored, to ensure that  

 the project continues to sufficiently meet the   

 needs of participants 

• Improve the internal promotion of Skills Plus   

 for Change to participants to maximise   

 engagement

• Quarterly observations to be completed by  

 the Performance Manager to monitor  

 and improve best practice; specifically, to   

 establish that the aims of the project are   

 being communicated clearly and consistently  

 to all new participants

• Ensure that Navigators feel supported to   

 effectively promote Opportunity and Change  

 by the Performance Manager and Local   

 Authority Stakeholder Managers

• The introduction of an ‘exit plan’, 3-6 months  

 prior to planned exit/disengagement could  

 help participants to prepare - emotionally  

 and practically - for their support to come to   

 an end. 
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Opportunity and Change, led by 
Framework1, is an employment-related 
project delivered by a partnership of 
thirteen community-based organisations 
across D2N22. The project’s aim is to provide 
‘a pathway to work’ for unemployed and 
economically inactive people facing severe 
and multiple disadvantage3; adopting a 
collaborative approach to provide better 
access to support, training, and employment 
opportunities. The project is part of a nation-
wide programme across England, called 
Building Better Opportunities (BBO). Match-
funded by the National Lottery Community 
Fund (TNLCF) and European Social Fund 
(ESF), until March 2022, Opportunity and 
Change supports those who are disengaged 
and furthest away from the labour market 
across the D2N2 region. 

Opportunity and Change 
Partnership 
There are currently eleven organisations delivering 
end-to-end Navigator support4, to participants 
across the D2N2 region5. These are: 

• Acorn Training

• Derventio Housing Trust

• Double Impact

• Emmanuel House

• Framework

• Improving Lives

• Nottingham and Nottinghamshire    
 Refugee Forum (NNRF)

• Nottingham Women’s Centre

• Nottinghamshire YMCA

• Women’s Work Derbyshire

• YMCA Derbyshire

To complement the one-to-one support provided by 
personal Navigators there are five partners offering 
specialist support to participants:

• Derbyshire Law Centre and Nottinghamshire  
 YMCA (The ‘Care Act Team’)

• Framework (Skills Plus for Change)

• Improving Lives (Counselling)

• Nottingham Contemporary  
 (The Loudspeaker Programme).

Introduction
SECTION ONE:

1 - For more information, visit: http://www.frameworkha.org

2 - The D2N2 LEP region includes Derby, Derbyshire, Nottingham and Nottinghamshire. For more information visit: http://www.d2n2lep.org

3 - ‘Severe and multiple disadvantage’ (SMD), replaces the term ‘multiple and complex needs’ used in previous Opportunity and Change 
literature. It refers to people experiencing chronic poverty and social exclusion, facing a range of complex social problems including homeless, 
substance misuse, offending, mental ill health, and cycles of violence and abuse. For more information, visit: www.lankellychase.org.uk

4 - Navigators offer a range of holistic, person-centred support to meet individual participant needs, identified through quarterly Support 
Needs Assessments, and regular Change Plans. During one-to-one meetings, Navigators provide participants with information, advice and 
guidance, signposting to specialist support services, sharing information (i.e. training, education, volunteering, employment), and providing 
encouragement and motivation to engage with opportunities. 
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About the Evaluation 
The evaluation of Opportunity and Change 
began in January 2017. It is designed to help 
improve management and delivery of the project 
on a formative basis; providing a ‘roadmap’ 
based on our continued learning about ‘what 
works’ and ‘what could be improved’. In doing 
so, the evaluation gathers feedback and insights 
from a broad range of user and stakeholder 
perspectives and aims to increase knowledge and 
understanding of the participant experience. The 
summative findings of the evaluation will assess 
the wider impact and legacy of the programme; 
identifying and promoting effective ways to deliver 
employment-related support to individuals facing 
severe and multiple disadvantage. The aim is to 
inform how employability programmes of this 
kind are designed and delivered in the future.

5 - See Annex A for an updated outline of project results and outcomes.

The purpose of this report is to review the 
learning, development and performance of 
Opportunity and Change in its first three years of 
delivery: 01/10/16 to 30/09/19.

The report builds upon the findings of the year two 
evaluation, which provided insights into the diverse 
range of needs and experiences of unemployed 
and economically inactive individuals facing severe 
and multiple disadvantage. Section two of this 
report examines participant engagement: exploring 
reasons why participants disengage; factors found 
to encourage engagement; the positive impact 
of group-based activities and interventions; and 
emerging findings on the lasting benefits of 
accessing the project. 

Section three of the report reviews the project’s 
overall performance in relation to results and 
outcomes. It includes an in-depth review of the 
Skills Plus for Change programme, employment-
related support delivered and coordinated by 
Navigators, and the work undertaken by the 
project’s dedicated Care Act Team; examining 
how these interventions are helping the 
partnership to attain their results and outcomes.

The concluding section of this report summarises 
the key challenges relating to project performance 
and delivery encountered during 2019, 
accompanied by a series of recommendations.

Opportunity and Change 
Project Extension
In summer 2019 Opportunity and Change 
secured 2.5 years of continuation funding 
to the value of £4.1 million, to work with 
an additional 375 participants between  
1st October 2019 and 31st March 20225. 
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6 - For more information, visit: www.coalescapture.co.uk

7 - The videos are available via the Opportunity and Change website: www.opportunityandchange.org/about-us

Evaluation Methodology
The evaluation has a mixed-methods (qualitative 
and quantitative) design. It draws upon a range of 
secondary data including: 

• The Opportunity and Change Project Plan

• ESF and TNLCF (BBO) Guidance

• Data entered onto the project’s MIS, Hanlon

• Meeting minutes

• Monitoring reports

• A variety of policy documents.  

Primary data for this report has been generated 
from the following methods:

• Observation and participation in meetings

• Film making featuring specialist providers and  
 participants

• Consultation with the Local Authority   
 Stakeholder Managers

• One-to-one interviews with participants and   
 the project team 

• A Participant satisfaction survey

• Focus groups with partner managers.

The Evaluation Team 
Jess Smith is the 
Evaluation Lead of 
Opportunity and Change. 
Employed by Framework, 
Jess has been involved in 
the delivery, management 
and development of 
numerous employment 
and complex needs 
related services for the 

past thirteen years. Alongside the evaluation of 
Opportunity and Change, Jess is undertaking a 
PhD project through Nottingham Trent University, 
about the role and impact of employment-related 
support within services for people facing severe and 

multiple disadvantage.

Jason Jones is also 
employed by Framework, 
and is the partnership’s 
Quality and Monitoring 
Officer. Jason provides a 
wide range of monitoring, 
and ongoing training and 
support to the partnership 
regarding the project’s 
Management Information 

System, Hanlon. Prior to joining Opportunity and 
Change in 2018, Jason worked within further, 
higher and community education for fourteen  
years, delivering Performance, Systems, Data and 
Student Support.

Coales Capture Media 
House is a Photography 
and Video Production 
company based in 
Nottingham6. Its owner, 
Joe Coales, has been 
working with Opportunity 
and Change since 2018; 
producing a series of short 
films to showcase the work 

of the project and its impact, from a range of staff 
and user perspectives7. Joe is passionate about 
working with vulnerable and disadvantaged people 
and providing a platform for individuals to ‘tell  
their story’. 
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The 
Participant 
Journey

This section of the report begins with an analysis of project output data, providing an overview of the basic 
demographic characteristics of participants accessing Opportunity and Change. Following this, a thematic 
focus on participant engagement explores the questions: 

 a) Why do participants disengage with Opportunity and Change?  

 b) What factors encourage participant engagement? 

Finally, a selection of participant feedback highlights some of the ways that individuals have benefitted from 
the project, and the lasting impact of their engagement8. Participants were also asked to reflect on how their 
experience of Opportunity and Change could have been better, and in doing so a number of participants 
specifically referred to the way in which their support had been brought to an end. This feedback is 
presented in the concluding section of the report.

The following section draws upon a range of primary and secondary data, gathered, and analysed 
throughout 2019; including a number of ‘deep dive’ projects carried out to help inform development and 
shape best practice across the partnership. Data sources include: 

 •  Four in-depth interviews with former participants 

 •  Participant satisfaction survey feedback (77 participants) 

 •  Discussions with the Project Lead Team and delivery partners

 •  Participant ‘Distance Travelled’ self-assessment data

 •  Routinely collected monitoring data.

Project Outputs: Participant Demographics
The table below illustrates that in its first three years of delivery Opportunity and Change exceeded all its 
output targets; supporting an additional 225 (34.6%) participants. However, if the original output targets 
are applied to the actual number of individuals supported by the project (875), there was a shortfall in the 
number of women (7.9%) and unemployed participants (3.4%) supported by the project.  

8 - Further to this, section three of the report examines how the project’s underpinning objectives (referred to as ‘outcomes 1 to 4’; see  
Annex A), have been met more specifically through the provision of Skills Plus for Change, employment-related support delivered by 
Navigators, and The Care Act Team.

TARGET 
OUTPUTS (%) 
Y1-Y3

ACTUAL 
PROJECT 
OUTPUTS  
Y1-Y3

VARIANCE: 
ACTUAL 
OUTPUTS 
(%) - TARGET 
OUTPUTS

ACTUALS 
ACHIEVED 
AS %  
OF 875

Total number of participants 650 (100%) 875 225 134.6% 

Number of men 325 (50%) 506 181 (155.7%) 57.8% 

Number of women 325 (50%) 368 43 (113.2%) 42.1% 

Number who are unemployed, including 
long-term unemployed

325 (50%) 408 83 (125.5%) 46.6% 

Number who are economically inactive, 
including not in education or training

325 (50%) 467 142 (143.7%) 53.4%

Number who are aged over 50 104 (16%) 150 46 (144.2%) 17.1% 

Number with disabilities 130 (20%) 648 518 (498.5%) 74.1% 

Number from ethnic minorities 78 (12%) 161 83 (206.4%) 18.4% 



Gender

Opportunity and Change supported 368 (42.1%) 
female participants, 506 (57.8%) male participants, 
and one individual (0.1%) who preferred not to 
disclose their gender. In order to maintain their 
target of supporting 50% women, the project would 
have had to engage with a further 70 women by the 
end of September 2019. Although the inclusion of 
women-only services within a partnership does not 
guarantee any given number of women will access 
the provision9, it is highly likely that without these 
specialist partners, the number of women engaging 
with Opportunity and Change would be significantly 
lower. Women experiencing multiple disadvantage 
often face different barriers to accessing support 
than men. A recent report published by Lankelly 
Chase (2020)10 highlights that violence and abuse 
in particular, coupled with poor mental health, have 
kept the population of women experiencing severe and multiple disadvantage effectively hidden. Within 
Opportunity and Change, there have been three partners offering end-to-end provision to women only11. 
These organisations have supported around one quarter (98; 26.6%) of the 368 women who accessed the 
project across D2N2. Most of this group accessed Opportunity and Change alongside support in relation to 
domestic abuse and mental health; all through the same partner organisation.  

Ethnicity

Analysis of the ethnicity of participants shows that in its first three years, Opportunity and Change supported 
686 (78.4%) White British participants and 161 
(18.4%) from Black, Asian, and Minority Ethnic 
groups. The most common BAME groups to engage 
with the project are: White and Black Caribbean 
(17.4%), Black British-African (16.1%), White: 
Gypsy, Irish Traveller or Roma (11.8%), Arab 
(10.6%) and Asian British-Pakistani (6.8%).

Economical Status

One of the strengths of Opportunity and Change 
is that partners have a wealth of experience 
supporting people facing multiple disadvantage. 
This is perhaps reflected by the large number of 
individuals (53.4%) who accessed the project with 
an economically inactive12 status. 

12

58%

Male Female

42% 

9 - Several factors impacting on referrals into the project have been identified and are summarised on page 22.

10 - The Gender Matters (2020) report can be accessed here via the Lankelly Chase website: https://lankellychase.org.uk/resources/
publications/gender-matters/

11 - This includes former Opportunity and Change partner, Nottinghamshire Women’s Aid.

12 - An economically inactive participant is defined as someone who is not available for work and is not currently seeking work. This can 
include full-time carers, people in receipt of benefits such as Employment Support Allowance, Incapacity Benefit or Income Support, full-time 
students, those not claiming any welfare benefits, and people who are distant from the labour market and require additional support, skills and 
confidence to enable them to move towards employment.

47%

Economically Inactive Unemployed

53% 
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Unemployed13 individuals (46.6%), who tend to have fewer or less complex barriers to employment, 
have the benefit of access to a broader range of provision when seeking help to move closer towards the 
workplace. Although Opportunity and Change supported slightly less than 50% unemployed participants, 
the project leads are confident this figure can be increased.

UNDER 20 
YEARS

20-29 
YEARS

30-39 
YEARS

40-49 
YEARS

50+ 
YEARS

24%
27.3%

23.7%

Age

Most participants (63.9%) were between the ages of 25 and 50 when they first accessed Opportunity and 
Change, and the most common age group was people in their 30s (27.3%). By the end of September 2019, 
the project had supported 150 participants over the age of 50, and 53 participants under the age of 20. 
The youngest participant to access the project was 15 years old, and the oldest was 68 years old.  

19%

Disability

Many Opportunity and Change participants experience short and long-term health conditions, including 
mental ill-health, alcohol or substance dependency, cognitive impairment due to an injury, physical 
disability, mobility issues, and mild to moderate 
learning disabilities. Although not all health 
problems are regarded as disabilities by those 
who encounter them, a significant number of 
participants (74%) are reported as having a 
disability. This high number could be explained 
in part by looking at how information is recorded 
and fed back in monitoring; ‘disability’ includes 
individuals who state they have a disability14, 
and also those who say they have ‘a work-
limiting health condition’15. Although monitoring 
requirements are set by the European Social Fund 
and cannot be amended, it feels important to 
acknowledge this discrepancy here as it could be 
misrepresentative. 

6.1%

13 - An unemployed participant is defined as someone who is not working but is available for and actively seeking work.  

14 - Defined by ESF as: ‘A limiting long-term health condition or disability - this is a physical or mental impairment that has a substantial and 
long-term negative effect on an individual’s ability to do normal daily activities.

15 - Defined by ESF as: ‘A health condition that has an impact on an individual’s ability to work or remain in work and may only be short-term.



Participant Engagement
By the end of September 2019:

 •  218 (24.9%) participants were regularly   
   engaging with support16 

 •  145 (16.6%) participants were exited   
   from the project as they commenced   
   employment, training, education   
   or job searching17  

 •  The majority of participants (512; 58.5%)  
   had disengaged with support18 

 •  424 participants (82.8% of those   
   disengaged), left within 12 months,   
  and around half of these (220; 51.9%) left  
  within 3 months 

 •  313 (61.1%) of those who disengaged left  
   the provision without achieving a result   
   or making significant progress in   
   addressing their complex needs19 

 •  Most participants who engaged regularly   
  with their personal Navigator over an average period of 12-18 months, developed new skills,  
  overcame complex barriers and were more likely to move  closer towards employment20.  

14

16 - Regular engagement refers to participants who typically meet with their personal Navigator face-to-face, at least once every two weeks. 

17 - Participants are exited if they achieve a result (commencing employment, education, training, or job searching upon leaving the project).

18 - Participants who stop engaging with support are referred to as disengaged.

19 - It is possible that a number of the 313 individuals who left Opportunity and Change without an outcome or result had made significant 
progress that is not reflected in the data due to inaccurate recording of outcomes onto the project’s MIS in the earlier stages of the project.

20 - Evidence of this is derived from analysing patterns of engagement against Support Needs Assessments, outcomes, and results data.

24.9%

35.8%

Engaging

Disengaged: with 1+ outcome

Disengaged: with no outcome

Exited / Result

Participant Engagement Status, September 2019

16.6%

22.7%

Is disengagement problematic?

The project has a relatively modest results profile; enabling Navigators to work intensively with 
small caseloads over a longer period. Not all participants are expected to achieve a ‘result’ within 
the given timescale (generally up to 18 months of support). However, participants must be willing 
to engage with support to address their complex needs alongside employment-related support.   

Engagement becomes a performance-related issue when participants leave the programme after 
a period ‘empty handed’; cases with little evidence of progression either in relation to resolving 
complex needs or employability. To address this problem, we asked:

Why do participants stop engaging with Opportunity and Change?

Our understanding of the reasons why participants disengage is improving over time. 
Disengagement from support services is not uncommon amongst people facing multiple 
disadvantage; the circumstances of those with complex needs are often precarious and can 
change very quickly. As crises emerge, participants can appear to drift away from their support 
networks. Navigators are therefore encouraged to be creative and flexible in their approach 
to maintaining contact with participants and ensure that all attempts to communicate are well-
documented. 
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21 - Recording reasons for disengagement onto Hanlon began in July 2019. 

22 - Case notes completed by Navigators show reasons for loss of contact include: going into prison, engaging with drug or alcohol treatment 
(residential rehab), chronic ill health or relapse, and moving to another city. 

23 - Notes indicate that ‘support completed’ refers to a wide range of circumstances, including: ‘the participant has lost interest or motivation’, 
‘moving to another location’, a positive outcome such as volunteering or peer mentoring has been achieved, pregnancy and birth, and ‘the 
participant has made progression in relation to their complex needs, but they do not wish to engage with employment-related support’. 

• A positive outcome: progressing to other 
activities; barriers or complex needs have 
been addressed; wellbeing has improved:

“I feel at a place to be disengaged”

“In between progression to  
other activities”

“Because you helped as much as you  
could and I’m thankful”

“I am well now; got healthy again”

• A decline in mental health: some participants 
felt ‘too afraid’ to engage in group activities or 
look for work, so the provision was regarded as 
no longer suitable

• A small number of dissatisfied survey 
respondents said that they did not feel they had 
a choice in the support coming to an end, and 
they did not understand or agree with the reasons 
given to them. 

There are two options for recording participant disengagement onto Hanlon21: loss of contact over a period 
of six weeks or more, and disengagement for any other reason; labelled as ‘support completed’. Amongst 
101 participants who disengaged from Opportunity and Change between July and December 2019: 

•  59.4% disengaged due to 6+ weeks without Navigator contact22 

•  40.6% disengaged for other reasons; recorded as ‘support completed’23.

A satisfaction survey completed at the end of summer 2019 by a total of 77 (including 28 former) 
participants, revealed similar findings. According to participants, their disengagement was related to: 

The aim of Opportunity and Change, and how this is communicated and understood by partners, 
stakeholders, and participants, has undoubtedly had an impact on participant engagement. Partners 
reported inconsistencies in communication from the project management team; particularly within the first 
eighteen months as they were ‘finding their feet’. It is believed that many participants, who were not made 
fully aware at the start of their journey that Opportunity and Change is an employment-related project, 
subsequently decided it was not for them. Partners with less experience delivering employment-related 
support perhaps shy away from promoting this aspect of the provision, whilst others advocate that not all 
participants are in a position to explore education and training, employment or job searching; arguing that 
their needs are ‘too complex’ and therefore take precedence over any employment-related interests. The 
partnership is diverse, and this is reflected in these differing approaches, beliefs, and areas of expertise. 
The project leads perhaps overlooked opportunities to convey key messages about the aim of the project. 
For example, when referrals were abundant it was less apparent that a more streamlined and integrated 
approach to marketing may be beneficial to the partnership in the long-term. Effective promotion and 
management of referrals and inductions, through the development of a new marketing strategy has become 
a more recent priority for the project management team. 

Although participant disengagement has been a cause for concern, the overall rate of disengagement 
has reduced over time, and the number of participants reported as leaving the project with a positive 
outcome is gradually increasing. Improved communication from the project leads, greater understanding, 
and investment in the project’s aim across the partnership, and more efficient data recording have 
all contributed to this. It is anticipated that the project’s new marketing strategy will also help to keep 
‘problematic disengagement’ to a minimum for the remainder of the contract.  
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What factors encourage participant engagement? 

Participants who had a positive relationship with their personal Navigator tended to be more motivated to 
engage with support. Participants shared positive feedback about Navigators who had adopted a person-
centred approach, established trust, and a good rapport, and demonstrated empathy and respect. In 
addition, participants valued Navigators with following skills and attributes: 

 • Being solution-focused

 • Ability to motivate

 • Encouraging ownership/personal  
  accountability 

 • Professionalism 

 • Patience

 • Promoting empowerment 

 • Knowledge and advocacy skills to ‘move  
  things forward’ i.e. health, housing 

 • Flexibility

 • Impartiality 

Participant feedback:

“I have gone through many ups and downs throughout OAC. My Navigator has been very 
encouraging and has empowered [me] to reach my goal. All the OAC opportunities were 

amazing as were all the people running the projects”

“Really supportive people work there and have helped me through tough times” 

“[My Navigator] helped me to live independently, get my own flat, improve my life skills, 
and access further education. Now they are helping me move towards full-time employment. 

[They] helped me become a more confident person”

“The Navigator [and other staff in the host organisation] have been very understanding. I 
felt that I could talk to them about myself and problems, which was good for me as I have 

not been able to fully express myself to anybody in the past. Thank you”
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Group Based Activities, Therapeutic Interventions  
and Learning 

Participants also found motivation to engage within opportunities to keep busy, meet new people and try or 
learn new things. Group-based activities have frequently been cited as valuable because they reduce social 
isolation; providing opportunities to meet and interact with other people and develop support networks. 
Being able to choose from a variety of activities to suit individual interests and needs, coupled with practical 
support to schedule and attend them, enabled participants to meaningfully occupy their time and develop 
a range of ‘soft skills’ including: increased confidence and self-esteem, motivation, self-awareness and 
improved communication. 

As the table below illustrates, participants who attended a group-based activity24, when compared with 
control groups of non-attendees25, were found to have attained significantly more outcomes and results: 

GROUP BASED ACTIVITY NUMBER OF 
ATTENDEES

% WITH 
OUTCOME 
(POST ACTIVITY)

% WITH 
RESULT 
(POST ACTIVITY)

The Loudspeaker Programme26 89 83.1% 34.8%

Equine Assisted Therapy27 40 87.5% 15.0%

Sherwood Bushcraft28 25 64.0% 20.0%

Totals 154 81.2% 27.3%

CONTROLLED GROUPS (NON ATTENDEES)
NUMBER IN 
CONTROLLED 
GROUP(S)

% WITH 
OUTCOME

% WITH 
RESULT

The Loudspeaker Programme 65 30.8% 15.4%

Equine Assisted Therapy 30 33.3% 10.0%

Sherwood Bushcraft 24 16.7% 4.2%

Totals 119 28.6% 11.8%

All activities and interventions are available to access for free or at a minimal financial cost to participants29. 
In addition, the following measures helped to create safe and welcoming environments; also contributing to 
regular attendance and engagement: 

24 - There are numerous other group-based activities and interventions available to Opportunity and Change participants. Those included in 
this analysis were selected based on popularity and/or cost. 

25 - Control groups were comprised of participants with similar characteristics to those who attended the group interventions. For example, 
all those in the Loudspeaker and Equine Assisted Therapy control groups were women, from similar age groups, ethnic backgrounds, and 
locations to those who attended. Those in a control group had not attended any of the three activities. 

26 - A ten-week programme for female participants, run by Nottingham Contemporary art gallery. For more information, visit:  
www.nottinghamcontemporary.org/record/our-loudspeaker-programme. 

27 - A ten-week therapeutic programme that teaches principles of self-care through equine assisted learning and group-based reflection 
exercises. For more information, visit: www.spiritandsouleaac.co.uk .

28 - For more information, visit: www.forestryengland.uk/sherwood-bushcraft.

29 - See Annex A for a summary of Year 1 to Year 3 participant expenses.

 • Small groups sizes 

 • ‘Bite-sized’ (shorter) sessions

 • Some provision just for women 

 • Individual barriers and needs assessments

 • Peer support during sessions

 • Providing transport to and from events

 • Accompanying participants to events until  
  they become more familiar/settled.

Results and Outcomes Amongst Group-Based Activity Attendees v Non-Attendees:
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1. Reducing Social Isolation and Increasing Confidence:

“I gained lots of confidence from going to groups each week”

“Helped me finally start socialising with others”

“I feel more confident around people, talk more - I was very quiet before”

How are participants benefitting from Opportunity and Change? 

In the 2019 participant satisfaction survey, three quarters of the respondents (75.0%) said the support they 
had received from Opportunity and Change had helped them to move closer towards achieving their goals. 
Further analysis of the comments and feedback highlighted three key lasting benefits of the support they 
had received from Opportunity and Change. These lasting benefits are summarised as follows:  

2. Better Health and Wellbeing, Healthier Life Choices: 

 “I have not had gear for about 18 months so the support I am getting is helping me”

“I have been able to go out more and become socially active and less anxious. My mental 
health has improved a lot”

“It has totally helped me change my life and my way of thinking. I would not be where I am 
now without the help and support, I have received”

3. Empowerment through Learning and Employment: 

“I have learned new skills and by attending the groups provided, my confidence  
has improved”

“Opportunity and Change helped me to get my confidence back and get back to being 
employed. Thank you”

“My navigator introduced me to a variety of services I wasn’t previously aware of including 
courses and mental health support. He also helped me to refine my CV and advised on how 

to complete a better covering letter”

The Distance Travelled Questionnaire (DTQ) is a set of ten questions that participants are asked to complete 
every three months alongside their Support Needs Assessment. Implemented in February 2018, the DTQ 
enables participants to assess and reflect, through discussions with their Navigator, on their ‘distance 
travelled’ in relation to: 

 •  Confidence and Self Esteem 

 •  Communication Skills

 •  Self-awareness

 •  Resourcefulness

 •  Motivation 

 •  Employability



AND CHANGE 19

“What helped me the most was meeting people and having a reason to get up in the 
morning. I felt more motivated coming here; I would go and get my hair done, I paid 

more attention to myself, because I knew that I needed to be presentable as I was going out […] 
And also achieving things, ‘cause I’ve hardly got anything from school, so getting qualifications 
that I can use was really helpful. I’m still going to college now […]”. 

“It changed my whole outlook on things. Before I came here, I wasn’t getting out of bed, 
I wasn’t doing anything, and I look back over the year and feel I’ve achieved so much; it 

gave me my confidence back. I felt very shy when I first started coming here; I wasn’t leaving my 
home or talking to anybody, so I found it really hard to then start talking to people, never mind 
how I was feeling [mentally]. The different activities brought me out of myself again and made me 
remember things from my past that I enjoy doing. I developed friendships that I thought I never 
would have: just a level of being understood without having to go into any detail, just accepted 
[…] And again one of the things that Opportunity and Change made me realise, is how much 
I love my family, and I wouldn’t want to put them through any more really dark, awful stuff. It 
made me realise you can talk to people and you don’t have to tell them everything; you tell them 
what you want to tell them. But there’s always someone that will listen. You’re never really on your 
own unless you really want to be, and that’s what the programme made me realise”.

By the end of September 2019, a total of 
268 participants had completed at least three 
Distance Travelled Questionnaires. Analysis of 
this data sample suggests that over time: 

• 27.9% participants had increased  
 confidence and self-esteem (although  
 this figure seems surprisingly low, it  
 increased more significantly over a  
 longer period)

• 68.3% participants felt more confident  
 communicating and interacting with  
 others

• 77.6% participants felt more able to  
 respond positively when confronted with  
 difficult or challenging situations

• 66.5% participants had improved knowledge of how and where to access information and advice  
 when they needed it

• 78.8% participants had increased motivation to try new things, such as group activities, training,  
 volunteering and hobbies 

• 84.0% participants had developed a range of practical tools and resources to help them  
 find a job 

• 91.8% participants had developed skills that would be useful for the workplace.

One year after they were first interviewed about their life experiences and support they were receiving 
through Opportunity and Change, four (now former) participants agreed to meet again and talk about 
how the project had impacted on their lives. The following is a selection of extracts from those interviews, 
highlighting some of the positive, lasting benefits of engaging with Opportunity and Change:
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“It was moving away [from an abusive relationship and into permanent, safer housing] 
that really helped me, but it was the one-to-one sessions [with my Navigator] as well. 

You know, telling my problems to someone, they say ‘a problem shared is a problem halved’ 
and I used to think that was all talk but it’s true, it’s good […] At one stage, I’d thought that life 
wasn’t worth living, and look where I am today! I’m happy, and I’ve met a lot of people here and 
they’re happy as well, so without [the host organisation] we’d be lost really, wouldn’t we? Life is 
good now, especially with learning to read as well. It was hard when people used to say to me, 
‘can you fill these forms in?’ and I would think oh dear, you know, I didn’t tell them I couldn’t. I 
would say I’d forgotten my glasses or make excuses, but now I’m getting better at reading. It’s 
like having a new lease of life to be honest, you know when you get letters through the door and 
you don’t know what they’re about because you can’t read them? It’s scary, but now everything’s 
sorted. I can sort my own bills out, and yeah, I think I’ve done really well”.

“Everybody who speaks to me now, they all say, ‘you’ve done well, if I were you I wouldn’t 
be where you are now’, and I say to them ‘if it wasn’t for Opportunity and Change then 

I wouldn’t be where I am now’. I think it’s been a very positive chunk of my life; it helped me to 
move forward, you know, and to stop thinking I can’t do it - I want to do it - and it’s helped me 
take that step […] Mentally as well, I couldn’t cope with all the [physical health symptoms] I was 
having, I’d hit a really deep, dark place, and it took a year for me to actually walk through these 
doors; I’d become so isolated in my own home because…I wasn’t who I used to be? I think I was 
grieving for my old self, but now I accept I’m not who I used to be and people do change, and 
whether it’s for the better or worse you’ve got to try and get up and get on, haven’t you? The 
Navigators gave me that opportunity, and they let me know that it’s ok to not be okay, you know? 
But when you don’t feel yourself anymore, you become socially isolated and it’s not a nice place. 
I wouldn’t want to go back there again, ever […] I have strategies now, and ways of managing, 
so for example I will see a client and then have a rest or a lie down. Or if I’m having a funny turn 
I’ll talk to myself and tell myself it’s okay, it will pass”.
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Project 
Performance  

SECTION THREE:
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Project Referrals 

In 2019, 266 individuals were referred to Opportunity and Change and 227 started receiving support. Of 
those who started in 2019:

 • The majority (130; 57.3%) were referred into the project by External Agencies

 • 65 (28.6%) individuals accessed Opportunity and Change through an existing partner of the  
  project; recorded as Internal Referrals  

 • 32 (14.0%) were  External Referrals. 

The overall number of referrals into Opportunity and Change has decreased over time (432 in 2016-17; 
335 in 2018; and 266 in 2019). This reduction in referrals is understood in part, to be influenced by the 
uncertainties the partnership faced in 2019 regarding continuation funding; partners were reluctant to start 
engaging with new participants as they awaited confirmation that the project would be extended beyond 
September 2019. Also impacting on the number of referrals was a reduction of internal referrals; those 
individuals already engaging with partner organisations and looking for support to move closer to work.  
In the first year of the project, half of all referrals were internal, and by the end of 2019 they had reduced 
by 22%. 

Opportunity and Change Referrals (10/2016 - 12/2019)

This shifting trend in referral types has led the partnership to become increasingly proactive in their 
promotion of the project; developing their relationships with existing referral sources and working more 
closely with the Performance Manager and Stakeholder Mangers to generate new referral pathways. 
Opportunity and Change’s approach to outreach is also being reviewed to increase the number of self-
referrals; particularly from women, LGBTQ and BAME groups, and people with unemployed status.  

Taking a closer look at the most common external referring agencies during the project’s initial 3 years, 
the table below highlights that Job Centre Plus have consistently made the most referrals into Opportunity 
and Change (an average of 36.3%). Drug and Alcohol Recovery Services made up an average 14.9% of 
all referrals; 10.0% came from Homeless and Multiple Needs Services; 5.3% from mental health services 
(including statutory and non-statutory services); and Local Authority Children and Families Departments 
made an average 6.5% of all referrals into Opportunity and Change, with a significant peak of referrals 
from this group in 2018. 

2016-17 2018 2019
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Derbyshire and Derby City (D2) received significantly more referrals from Job Centre Plus and Local 
Authority Children and Families teams, than their equivalent services across Nottinghamshire and 
Nottingham City (N2). Nottinghamshire and Nottingham City received more referrals from Drug and 
Alcohol Services, and Homeless and Multiple Needs Services; to be expected given there are comparatively 
fewer services of this kind across Derbyshire and Derby City. 

It is anticipated that effective promotion of Opportunity and Change, coinciding with the roll out of social 
prescribing30 across the region, will increase the number of referrals made into the project by health 
professionals across D2N2, including GPs and mental health teams. 

3
2

.5
%

1
7

.5
%

8
.8

%

5
.3

% 1
3

.2
%

3
7

.7
%

1
1

.5
%

1
0

%

6
.9

%

3
.1

%

Job Centre Plus Drug & Alcohol Recovery Services

Homeless & Multiple Needs Services Mental Health Services

Local Authority Services - Children & Families

Project Results Against Profile 

The table below presents the project’s overall performance in the first three years of delivery; from 
01/10/16 to 30/09/19:

RESULT INDICATOR

TARGET 
RESULT  
% OF 650 
Y1-Y3

ACTUALS 
ACHIEVED  
% Y1-Y3

VARIANCE: 
ACTUAL 
OUTCOME 
 % - TARGET

ACTUALS 
ACHIEVED 
AS % OF 
875

Participants who moved into education or training 
upon leaving 

85  
(13%)

62
-23  
(72.9%)

7.1%

Participants who moved into employment, including 
self-employment upon leaving

65  
(10%)

68
3  
(104.6%)

7.8%

Participants who moved from being economically 
inactive, into job searching upon leaving

98  
(15%) 

36
-62  
(36.7%)

4.1%

30 - More information about social prescribing can be accessed via: www.tnlcommunityfund.org.uk/insights/social-prescribing, and  www.
england.nhs.uk/personalisedcare/social-prescribing.



24

Education and Training 

Opportunity and Change supported 62 participants into education or training: 27.1% fewer than its 
original profiled target. A significantly higher number of participants had accessed education and training 
courses between October 2016 and September 2019, however the vast majority of these outcomes were 
not counted towards final figures due to changes in criteria set by the funders. The most significant setback 
in relation to this came at the end of 2017; when the partnership was informed that Skills Plus for Change 
attendance would not be counted towards a training result. Additional support and guidance from the 
Project’s Performance Manager throughout 2019 provided Navigators with much-needed clarity regarding 
results. Navigators reported they felt more confident and better able to identify ‘claimable’ education and 
training pathways for participants. 

Employment 

Opportunity and Change supported 68 individuals into employment: exceeding its target by 4.6%. There 
were an additional 8 participants who started employment, but it was not possible to obtain sufficient 
evidence to support these claims. Participants entered into a wide range of employment sectors including:

 •  Office and Administration 

 •  Marketing and Finance  

 •  Education 

 •  Health and Social Care

 •  Food and Catering

 •  Hospitality

 •  Automotive repairs

 •  Construction

 •  Retail

 •  Security

 •  Warehousing and Distribution

 •  Manufacturing and Engineering
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Job search 

By the end of September 2019, Opportunity and Change was still 63.3% under its Job Search result target, 
despite significant progress made in this area between January and September 201931. Evidence from this 
evaluation suggests that a significantly higher number of participants engaged with job searching and other 
employment-related activity, as part of their progression towards employment. It therefore seems plausible 
that Navigators sometimes delay claiming a job search result as they wish to continue supporting an 
individual towards employment32. 

The Performance Manager Role  

The recruitment of a Performance Manager in April 2019 had a positive impact on the overall performance 
of Navigators in relation to outcomes and results. At the time of writing the Performance Manager had been 
in post for twelve months, supporting Navigators across the partnership both in groups and on a one-
to-one basis, to improve their performance through caseload reviews; discussing ‘end goals’, outcomes, 
planned next steps and actions on Change Plan Reviews. Navigators have reported that since working with 
the Partnership Manager they have felt more supported and listened to by the project management team.

Another key aspect of the Performance 
Manager role has been to develop relationships 
with external agencies; in order to increase 
participant access to appropriate follow on and 
specialist support, and to ensure that external 
stakeholders and referring agencies understand 
the aims and limitations of the project. One 
of the project lead’s concerns is reducing risk 
of participants becoming overly dependent on 
the provision – Opportunity and Change is a 
short-term grant funded project and cannot by 
expected to replace the longer-term specialist 
care of statutory services. 

Working closely with the Local Authority 
Stakeholder Managers, the Performance Manager has attended local Employment and Skills strategy 
meetings and met with key individuals in economic regeneration, gathering Labour Market Information 
to inform how to support the partnership to achieve the project’s results targets. She has also developed 
partnerships with local employability providers, such as Futures33. In addition, the Partnership Manager has 
worked closely with the Monitoring and Evaluation team to assess the impact of interventions on outcomes 
and results and has used this information to help source new interventions for participants to engage with. 

31 - Between January and September 2019, five times as many participants commenced job search than in the whole of 2018. 

32 - To clarify, a participant can no longer receive support after result(s) have been claimed and they have been exited from the programme.

33 - For more information about Futures, visit their website: www.the-futures-group.com
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34 - Initial Support Needs Assessments of 875 participants who started receiving support between October 2016 and September 2019. 

Project Outcome One: 
Supporting Participants to Address Complex Needs

Analysis of Support Needs Assessment Data 

Participants are required to complete a Support Needs Assessment (SNA) with their Navigator when they 
first access the project, and subsequently every three months throughout their engagement. Participants 
who engaged regularly typically completed 
around three support needs assessments over an 
average of 12 months. According to their initial 
support needs assessments34: 

 •  The vast majority (811; 92.7%) of  
   participants said they had a mental  
   health related support need when they  
   first accessed Opportunity and Change  

 •  More than half (466; 53.3%) required  
   support in relation to their housing

 •  Almost half (372; 42.5%) participants  
   disclosed issues relating to substance  
   misuse

 •  More than half (465; 53.1%) had experienced or were at risk of    
   domestic abuse

 •  Almost one quarter (201; 23.0%) participants said they needed support to help prevent them from  
   offending or re-offending.  

The column chart shows most participants (665; 76.0%) had two (38.3%) or three (37.7%) support needs 
when they first accessed Opportunity and Change:

Number of Support Needs Identified on Initial Support Needs Assessment (SNA)
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 •  The remaining 204 participants (23.3%), had four (17.4%) or five (5.9%) support needs when  
   they first accessed the project

 •  This confirms that participants are facing multiple, complex issues when they access Opportunity  
   and Change. 
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The chart below shows the same group of participants identifying support needs at their initial and 
subsequent support needs assessments. It highlights that over time, the support needs of participants 
change and, in many cases, increase; as more participants disclose they need support in each area: 
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Support Needs of Participants at Initial and Subsequent Assessments

 •  A significant number of participants (274; 31.3% of Y1-Y3 total) disclosed they had support needs  
   in relation to offending in subsequent support needs assessments; bringing the total number  
   of participants who disclosed being ‘at risk of offending’ at some point during their engagement  
   with Opportunity and Change to 475 (54.3%)

 •  There was also a large increase in the number of participants with support needs relating to  
   substance misuse following their initial SNA (260; 29.7%); making the total number of participants  
   with substance misuse-related needs, 632 (72.2%)

 •  195 (22.3%) participants said they needed support in relation to domestic abuse, following their  
   initial support needs assessment, bringing the total up to 660 (74.4%). This makes domestic abuse  
   the second most common support need amongst participants, after mental health

 •  The number of participants disclosing mental health issues during subsequent SNAs only rises by a  
   relatively small amount (52; 5.9%). However, the overall number of participants identifying mental  
   health as a support need was initially extremely high (811; 92.7)

 •  Similarly, there are only a small number of participants (18; 2.1%) reported to have disclosed a  
   housing-related issue after their initial assessment, even though housing was the second most  
   commonly identified support need at the initial SNA.

Previous evaluations of Opportunity and Change noted that complex needs are dynamic in nature; with 
problems and needs fluctuating, resurfacing, or emerging at any given time. Perhaps over time as a 
participant gains trust in their Navigator, their support needs appear to increase as they begin to feel more 
comfortable disclosing their circumstances. Additionally, as a participant becomes more engaged with 
support, their self-awareness and perception of a situation may change. We found this experience to be 
common amongst those engaging with group-based learning and therapeutic interventions, such as the 
Loudspeaker programme and Skills Plus for Change. Through encouragement to discuss and reflect upon 
guided topics, participants were offered the freedom to explore new perspectives and ways to tackle their 
existing problems in a safe and supportive environment.
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35 - Participant names have been changed and specific details omitted to protect their anonymity. The examples of offending related outcomes 
are from 2018 and 2020 because the supporting notes recorded in 2019 related to offending were limited. 

Project Outcomes against Profile  

The chart below illustrates that during its initial three years of project delivery, Opportunity and Change 
exceeded its profiled number of outcomes, in relation to participants: 

 •  Accessing stable housing

 •  Sustaining engagement with treatment services (substance misuse)

 •  Accessing effective mental health care

 •  Accessing support in relation to domestic abuse 

 •  Reducing incidents of offending or risk of reoffending.
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When placed in context with the actual number of participants supported within the initial three years of the 
project (875) the complex needs outcomes figures remained very favourable: 

 •  15.5% participants made progress in relation to a substance misuse issue

 •  36.3% participants made progress in relation to their mental health and wellbeing

 •  27.3% participants made housing-related progress 

 •  10.6% participants accessed support in relation to domestic abuse 

 •  8.0% participants reduced their risk of offending.

To ensure that monitoring accurately reflects any significant progression made in relation to complex needs, 
the Navigator must provide a range of supporting evidence. This would typically include a notable reduction 
in the ‘support needs score’ on several Support Needs Assessments, accompanied by notes recorded onto 
participant Change Plan reviews and Hanlon; explaining the activities that have taken place and why the 
participant and Navigator feel that significant progress has been made. The project leads continued to 
support Navigators to improve the quality and consistency of data entered onto Hanlon throughout 2019.

The following examples have been extracted from notes recorded onto Hanlon by Navigators in support of 
outcomes claimed during 201935. Three key observations have been drawn from this data: 

 •  The support needs and circumstances of participants are extremely varied; with differing levels of  
   support required
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 •  Problems are intersecting in nature; highlighting the need for a holistic and flexible approach to  
   support

 •  Positive outcomes are also intersecting; often linked to engagement with group-based learning and  
   therapeutic interventions, as well as employment-related support.

Housing-related Outcomes  

Example 1: Following our discussions, Michael sought legal advice regarding his 
accommodation issues with his landlord and rent arrears. Following the advice, he then 

spoke with his landlord who is no longer wishing to move out. Michael has set up a repayment 
plan regarding his rent arrears and has remained up to date paying both his rent and arrears. 
Michael feels that the situation is being resolved and no further support is required in the area.

Example 2: Lisa has finally moved into her exchange property after six months of desperately 
searching. Lisa is very happy and settled in her now home and feels she can now focus on 

job searching.

Example 3: Gary has started to strip the walls in his new flat and I helped him to measure 
up the flooring to get a carpet fitted. He is waiting for a mattress to be delivered. Gary 

has set up all the utilities and is waiting for payment cards to arrive. We telephoned the DWP to 
complete a change of address. Gary is feeling anxious about moving into his own tenancy but 
also excited.

Substance Misuse-related Outcomes   

Example 1: Substance Misuse down two points from two to zero. Keeping busy on different 
projects on a weekly basis such as Upcycling, Loudspeaker, peer support, Certificate of 

Employability and Skills Plus gave Nadia a focus and purpose to use her skills and keep busy.

Example 2: Steve has been working on a healthier lifestyle with the swim/gym membership 
and attending the peer-led drug and alcohol abstinence group at Double Impact. Steve 

continues to work with a CPN to improve his mental well-being, which he feels has had an 
accumulative affect oh his ability to manage his substance misuse issues.

Example 3: Phil feels that his life is settling down, having been in the Framework hostel 
and now living in a “move on” flat. He stated that he has not had a reason to drink as 

much alcohol as his mental health has improved slightly and he has not been getting into trouble 
with the police. Phil stated that knowing support is there if he needs it, is helping him move 
forward and feel more confident about the future.

Mental Health-related Outcomes   

Example 1: Nicola has been attending the Loudspeaker Programme, enabling her to 
explore her creative side which she has always had an interest in. Before Nicola started 

accessing Opportunity and Change, she struggled to find a way out of her current situation which 
left her feeling lonely, isolated, and unmotivated. Nicola has mentioned that since starting the 
programme she has noticed a change in herself, her motivation and wanting to try new things. 
Nicola states she looks forward to the different tasks each week at Loudspeaker.
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Example 2: Justin has been offered part time employment with a local butcher’s shop he 
previously worked for some years ago. He can undertake this as permitted work as he is in 

the support group for ESA. This has had a significant positive impact on his mental health. Support 
needs assessment and change plan reviews reflect this.

Example 3: Now that Mandy has found a new place to move to in the area she wanted, 
her mental health has improved significantly as the housing situation was a big factor in 

her decline in mental health. She feels she is now able to move on and focus on job searching 
and ultimately get her life back in order. Mandy has worked so hard to get herself to this point in 
her life and feels a sense of achievement and accomplishment.

Domestic Abuse-related Outcomes    

Example 1: Suzanne states that she has regained so much confidence (which she lost after 
she left her abusive partner) by completing the Freedom Programme and Equine Therapy. 

Suzanne states that being in a group environment at Equine Therapy made her feel safe and 
accepted; she is now able to speak her mind and is no longer afraid. 

Example 2: Angela feels that her relationship with her children has improved. She is 
becoming more assertive at home and feels that she is no longer experiencing verbal abuse. 

She talked through how her children’s behaviours had reminded her of her ex-partner. 

Example 3: Sharon has not had any direct contact with the perpetrators of her abuse 
and has received support from Women’s Aid regarding safe housing. She is prescribed 

medication for anxiety and has been seen by a CPN regarding a diagnosis of PTSD. Sharon feels 
that her confidence has grown since engaging with Opportunity and Change; she has learned a 
lot from the courses she has attended, and from those around her in the peer support group.

Offending-related Outcomes   

Example 1: Although Caroline had a prolific record she has managed not to reoffend. 
Through regular attendance at Probation, Caroline has completed all the programmes 

required of her and is now a Peer Mentor. Caroline often comments on how disappointed with 
herself she is for having a criminal record and for her past behaviours, but states that she would 
never break the law again and is proud of what she has achieved. 

Example 2: Michelle has made significant progress in relation to substance misuse, 
offending and domestic abuse. A lot of emphasis has been put on Michelle’s skills and 

future developments along with keeping focus on and exploring what Michelle would like to do in 
terms of work or getting back into education. Having this focus, I believe has helped Michelle to 
be good to herself.

Example 3: Robert has kept within the remit of his Anti-Social Behaviour Order and hasn’t 
re-offended. Robert has kept himself busy by completing most of the Skills Plus for Change 

modules and then repeating the sessions to keep himself busy. This gave Robert a distraction from 
his housing situation and kept him away from his neighbours for long periods of time.
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36 - In monitoring, a participant is counted as being enrolled onto Skills Plus for Change when their ‘barriers to learning’ information has been 
shared with the team, and the ‘Referred to Skills Plus for Change’ activity has been completed on Hanlon.   

Project Outcome Two and Three: 
Skills Plus for Change (SP4C)

Skills Plus for Change (SP4C) is a specialist partner of Opportunity and Change that delivers a training 
package of bite-sized learning to participants around employment, personal development, wellbeing, 
and managing independent living. There are six SP4C modules, each containing five two-hour sessions 
designed to reduce social isolation and increase skills and knowledge through learning. Multiple sessions 
are delivered each week across Nottingham City, Nottinghamshire, Derby City and Derbyshire. Typically, 
there are up to eight learners in each group, accompanied by a Learning Assistant and one of three SP4C 
Workers, who organise and facilitate the sessions. Modules are delivered on a rolling basis; enabling new 
learners to join a group at any point, with opportunities to complete any missed sessions from a module later. 

Skills Plus for Change Outcomes  

Although it is a requirement for all participants to be enrolled onto SP4C, only half (438; 50.1%) 
participants were enrolled during the first three years of Opportunity and Change36. Some Navigators have 
admitted that they do not promote SP4C equally to all participants because they do not feel it is suitable for 
everyone. There are also several participants who refuse to engage with the programme.

Despite only half of all Opportunity and Change 
participants being enrolled onto SP4C, three quarters 
of those enrolled (328; 74.9%) went on to attend at 
least one session. A small number of participants 
(16; 4.9%) completed all 30 SP4C sessions, and as 
the table adjacent illustrates, many more completed 
entire modules. More participants have completed 
the Healthy Living, Positive Wellbeing and Skills for 
Life modules than Housing Matters, Money Matters 
and Employability.

Skills Plus for Change attendees achieved more 
results than those who did not attend. 28 participants 
(8.5%) moved into paid employment, 42 (12.8%) entered further training or education, and 23 
(7.0%) progressed from being economically inactive, to actively seeking paid employment. Whilst the 
employment outcomes were remarkably similar, three times as many SP4C attendees went into further 
training or education, and job search.  

Healthy Living 47 (14.3%)

Positive Wellbeing 51 (15.5%)

Housing Matters 23 (7%)

Money Matters 24 (7.3%)

Skills for Life 40 (12.2%)

Employability 25 (7.6%)

SP4C  
MODULE TITLE

PARTICIPANTS (%) 
COMPLETED Y1-Y3

5

10

15

20

EMPLOYMENT

8.5% 7.3%

EDUCATION OR 
TRAINING

12.8%

4.4%

JOB SEARCH

7%
2.4%

Opportunity and Change Results: SP4C Attendees (328) v Non-attendees (547)

Attended SP4C Not Attended SP4C
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Participant Support Needs Outcomes: SP4C Attendees (328) v Non-attendees (547)

Attended SP4C Not Attended SP4C

MENTAL 
HEALTH

HOUSING SUBSTANCE 
MISUSE

OFFENDING DOMESTIC 
ABUSE

58.2%

23.2%

34.8%

22.9%
19.2%

13.3% 10.7% 6.4%
18.3%

6%

The chart below illustrates that Skills Plus for Change attendees were more likely than non-attendees to 
achieve an outcome in relation to their support needs:

The most significant difference in outcomes between attendees and non-attendees of Skills Plus for Change 
were in mental health and domestic abuse. Participants who attended SP4C were two and a half times more 
likely to make progress in relation to their mental health, and three times more likely to access support in 
relation to domestic abuse. 

Skills Plus for Change has supported eleven participants to become Learning Assistants. Volunteering as 
a Learning Assistant can facilitate that ‘next step’ towards paid employment; providing opportunities to 
develop transferrable skills and self-confidence. Sharing their own lived experience, Learning Assistants 
support the co-production of knowledge whilst helping to establish trust and rapport within the group, 
enrich communication, and promote the benefits of volunteering and peer mentoring.  

“Learners often tell us that they take material learned within the sessions and teach it 
to their friends and family members; recognising the benefits of the learning they have 

received and choosing to share that with people they care about. As well as recommending SP4C 
to people they know, many learners overcome extreme challenges in their lives to become Support 
Workers, Learning Assistants and Volunteers in a variety of organisations – supporting other 
people in their local communities to move forward and make positive changes”. 

IRVING AND RASHPAL, SP4C WORKERS

What challenges have the SP4C Team faced?   

Referrals into Skills Plus for Change from the partnership continued to be the main challenge throughout 
2019. Partner organisations that host SP4C sessions within their premises tend to refer and encourage more 
participants to attend than those who do not host sessions. The SP4C team have adopted the following 
communication strategies with partners: 

 •  Regular visits to Navigators to meet and develop relationships

 •  Maintaining regular contact through emails and phone calls

 •  Sharing up to date promotional materials including: posters, timetables and booklets.

Additionally, in October 2019 the SP4C team launched an introductory session called The Journey of Life37. 
In the six months between 01/10/19 and 01/04/20, 68 (38.9%) of a potential 175 new Opportunity and 

37 - There is an expectation for all new Opportunity and Change participants to attend the SP4C introductory session. This is largely dependent 
upon Navigators enrolling all new participants onto Skills Plus for Change within the first six months of their engagement with the project. 
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Change participants had been enrolled onto Skills Plus for Change. Within the same six-month period, 
43 participants attended The Journey of Life session; including 18 (41.9%) new Skills Plus for Change 
attendees, and 25 (58.1%) existing attendees.

Most participants who attend Skills Plus for Change have a positive experience38. From a sample of 268 
course evaluation forms completed between January 2017 and September 2019, most participants (97.4%) 
scored their enjoyment of the SP4C module as either 5/5 (82.4%) or 4/5 (15.0%). In addition, 90.3% of 
SP4C attendees scored the ‘quality of teaching’ as 5/5. Support received from Learning Assistants, and the 
quality of the learning material also scored favourably.

“Before I came to Skills Plus for Change I was nervous, anxious, withdrawn and not at all 
confident. Now, I feel that my confidence has grown a lot; I speak out in groups. I would 

love to become a volunteer – I start Peer Mentoring soon with the Loudspeaker Programme.” 

“A very friendly atmosphere, not like being at school like other agencies I have attended 
[…] my offending issues resulted in isolation and the weekly SP4C sessions have gone some 

way to helping me get out and about, and socialise more.”

“Before I came to these sessions, I felt nervous, unsure, and feared rejection from my peers. 
Now I take my time, reflect, breathe, empathise, and grow. My next step is to continue 

building my confidence through volunteering, and ready myself for paid employment.”

Participant Feedback: Skills Plus for Change

38 - This is evident from reviewing course evaluation forms, which participants are asked to complete when they have attended a whole module 
(six sessions).  

39 - The ‘Working’ strand of SP4C was attended 335 times, over three years. 25 participants completed the Employability module, and 40 
participants completed the Skills for Life module.

Project Outcome Three: 
Increasing Employability

In addition to the employment-related support 
delivered through Skills Plus for Change39, 
the project leads pledged to deliver one-to-
one job coaching and support to at least 168 
participants. By the end of September 2019 
the project was close to doubling this target; a 
total 295 participants had received some form 
of job coaching and support. One third (32.5%) 
of this activity had taken place between January 
and September of 2019, indicating an increase 
in employment-related support being delivered and recorded onto Hanlon by 
Navigators.   

Content analysis of Hanlon records suggests that employment-related coaching and support varies 
considerably; according to the individual needs of each participant and the approach adopted by their 
Navigator. The pie chart shows some of the more common employment-related activities undertaken during 
one-to-one sessions between participants and Navigators:
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1-2-1 Job Coaching and Support

In addition, there were 82 recorded activities 
detailing in-depth advocacy and support provided 
by Navigators in relation to the participant’s 
welfare benefits. This often included support to 
attend medical assessments, appeals, tribunals and 
completing new benefit claims.

Participants Engaging in  
Voluntary Work   

It is widely acknowledged that volunteering can help 
individuals to move closer to the labour market and 
employment. For some participants, the experience 
of voluntary work has helped them to:

 •  Develop their ‘soft skills’ such as self-  
   confidence, motivation, communication and  
   self-awareness

 •  Learn a range of job-specific and   
   transferrable, practical skills

 •  Improve their overall health and wellbeing.

During the first three years of Opportunity and 
Change, there were 171 activities recorded onto 
Hanlon relating specifically to volunteering (including discussions, application forms, interviews, etc.), and 
fifty-nine participants (6.7%) are known to have engaged in volunteering, in a variety of roles including:

 •  Administration and clerical support - in a variety of settings including specialist advice centres  
   and women-only services

 •  Animal Rescue Services and rehoming centres

 •  Child Care and Support to Carers - local day nurseries and children’s centres

 •  Farming, Wildlife and Conservation - community allotments, city farms, local wildlife, and  
   conservation projects 

 •  Kitchen and Catering for charitable organisations and social enterprises

 •  Peer Mentoring - using lived experience to support other people accessing similar services

 •  Retail - local charity shops and distribution centres

 •  Service User Participation - utilising skills and knowledge gained from direct lived experience to  
   help inform best practice, deliver training, and develop services

 •  Services for vulnerable and homeless people - including night shelters, food banks, soup  
   kitchens and day centres.

Although the project is not specifically funded to support participants to become volunteers, Navigators 
evidently invest time in promoting the positive benefits that volunteering can have on employability, 
wellbeing and recovery; with the majority of partners offering their own ‘in-house’ volunteering 
programmes. 

More than a third (21; 35.6%) of participants who volunteered during their engagement with Opportunity 
and Change achieved a result. By comparison, 17.8% of those who did not engage with volunteering, 
progressed into education and training, paid employment or active job searching; suggesting that 
volunteers were twice more likely to achieve a result. Almost three quarters (43; 72.9%) of participants who 
volunteered made significant progress in relation to their mental health. In comparison, a third (33.7%) of 
those who did not volunteer made progress in this area. 

92 
(30%)

CV & Cover Letters

Job Fairs

Job Searching

Job Applications

Better Off Calculation

140 
(45%)

10 
(4%)

10 
(3%)

57 
(18%)
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Overall analysis of the Distance Travelled Questionnaire data revealed that 59.3%  
participants who volunteered said that over time they had developed ‘soft skills’, including: confidence 
and self-esteem, communication, self-awareness, resourcefulness and motivation. Similarly, when asked to 
reflect upon their employability40 57.6% participants felt they had developed skills in this area. 

Volunteering is just one of the many ways that participants can enhance their skills, experience and overall 
wellbeing. We were particularly encouraged that almost two thirds of participants who had engaged with 
volunteering (38; 64.3%), were economically inactive when they first accessed Opportunity and Change. 
This demonstrates that even those regarded as being ‘furthest away from the labour market’ can - and do - 
engage with volunteering.

“Before I started accessing Opportunity and Change, I would never have had the courage 
to go into my local charity shop and ask them for a volunteer position – but I did it.”

FORMER OPPORTUNITY AND CHANGE PARTICIPANT 

“Being a mentor to other women who have had similar experiences has really boosted my 
self-confidence. I feel positive about my future now, I’ve started thinking about different job 

roles and training.”
PEER MENTOR, THE LOUDSPEAKER PROGRAMME

“I volunteer as part of a group of people with lived experience who help deliver training 
to social work students. The sessions help the students develop their interpersonal and 

communication skills. I take part in role plays with the students and give them feedback.”
OPPORTUNITY AND CHANGE PARTICIPANT AND VOLUNTEER

Participant Feedback: Volunteering

40 - On the DTQ, ‘increased employability’ is indicated by an increased score in relation to: ‘tools and resources to help me find employment’ 
and ‘skills that are useful in the workplace’.
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Project Outcome Four: 
The Care Act (2014)

The Opportunity and Change Care Act Team consists of 1 x Social Worker and 1 x Social Work Advocate 
based within Derbyshire Law Centre, and 1 x Social Worker and 1 x Social Work Manager based within 
Nottinghamshire YMCA. This small team works with four separate Local Authority Adult Social Care 
departments across D2N2; four Local Authority Stakeholder Managers; and eleven partner organisations 
delivering end-to-end provision to participants. They provide Care Act-related assessments, signposting, 
and additional support to an average cohort of 200 participants across D2N2 at any given time. 

We met with the Opportunity and Change Care Act Team on numerous occasions during 2019, to help us 
understand how they have been helping to meet the social care needs of participants, by improving their 
access to additional provision under The Care Act (2014). 

What is The Care Act (2014)?   

The Care Act (2014) applies to vulnerable people who have social care needs, which can include: people 
with physical disabilities, learning disabilities, individuals with enduring mental health problems, and older 
people, who struggle to meet their own day-to-day living needs. These individuals may require additional 
help with a range of tasks; from getting out of bed, having a wash and preparing a meal; to maintaining 
a safe living environment, engaging with education or employment, accessing the community and 
maintaining a social life. 

With the introduction of the Care Act (2014), came increased recognition of the diversity of need amongst 
those who require social care support. For example, some individuals need a lot of help but are not 
necessarily bed bound, severely disabled or terminally ill. There was a greater acknowledgement that there 
are people living in the community who cannot meet their own day-to-day living needs without support.

What is the process of applying for support under The Care Act (2014)? 

When someone approaches the Local Authority for social care support, the first step is to have a 
conversation with the person (preferably face-to-face) and identify what their social care needs are. The 
Local Authority will then try to find ways of meeting those needs through services that already exist within 
the local community, such as voluntary sector services and day centres. If that is not possible, the individual 
may be allocated a Personal Budget to spend on the care services they wish to have. There are also several 
alternative ways the Local Authority can assist an individual, including: 

 •  Re-enablement: 6-12 weeks support towards independence

 •  Occupational therapy referrals for specialist equipment or adaptations for the home, including:  
   adapted bathrooms, hand rails and kitchen equipment

 •  Specialist mental health referrals

 •  Access to long-term residential care

 •  Learning Disability support

 •  Signposting to additional support agencies, including: benefits advice, housing advice, and  
   debt services.
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Case Study Example:

What challenges can participants face when trying to access provision 
under The Care Act (2014)?    

Unfortunately, people facing multiple disadvantage are not always perceived as being particularly 
vulnerable. Social stigma surrounding addiction, homelessness, domestic abuse, mental ill health, and 
offending, make it more challenging to recognise that a significant number of individuals experiencing these 
issues also have underlying, unmet social care needs. 

People carrying out assessments have been known to say things like, ‘They’ve managed on 
the streets until now, so they could manage a tenancy on their own’, ‘They can leave the 

house to get drugs, so that means they could leave the house to access medical attention’, and ‘If 
they can go out and steal, then they can look after themselves!’ Of course, this is not always the 
case: surviving and coping are very different to living a safe and fulfilling everyday life”.

OPPORTUNITY AND CHANGE CARE ACT SOCIAL WORKER

What other challenges have the Care Act Team faced?  

In addition to the large geographical area of D2N2 (1,847 square miles) and approximately 200 participants 
engaging with the project at any given time, the Care Act Team are faced with differing challenges within 
each locality. Relationships with some Adult Social Care teams are stronger than others. This seems largely 
dependent upon the level of ‘buy in’ from each Local Authority and there appears to have been more success 
when the Care Act Team have been able to attend regular face-to-face meetings with Adult Social Care teams, 
in which they can fully explain their aims and establish mutually beneficial ways of working. Furthermore, 
some Local Authorities have a better understanding than others of the client group and the different 
challenges faced by participants with multiple and complex needs. The Local Authority Stakeholder Managers 
have maintained a key role in developing the relationships between the Care Act Team and Adult Social Care 

The Opportunity and Change Care Act Team have encountered a number of participants with additional 
social care needs (including individuals with learning disabilities and brain injuries, for example), who have 
been trying to manage their condition without any formal diagnosis or treatment for many years. These 
individuals struggle to cope on their own and to make positive, healthy lifestyle choices, leading to more 
complex social problems, isolation, and exclusion. Specialist voluntary sector services do not have the 
resources on their own to adequately identify and respond to the social care needs of participants. These 
services often rely on very short-term, specific pockets of funding, yet they are left supporting people with 
longer-term, more complex social problems and care needs.

“One participant we supported had numerous mobility issues preventing her from accessing 
the community; she wasn’t even able to move around her own home safely and independently. 

The participant relied heavily on the practical support of her abusive and controlling husband. 
Getting alternative support for this lady was therefore crucial to her safety and wellbeing.  

I visited the participant and assessed her as eligible for support under the Care Act. Our Team 
then referred her to Adult Social Care, and our Advocate supported the participant to attend an 
assessment carried out by a Local Authority Social Worker. A Personal Budget was negotiated and 
agreed upon.

The participant now employs a Personal Assistant, who helps her to meet day-to-day living needs. 
With the support of her Personal Assistant, the participant is now able to regularly go out and have a 
social life and is able to take better care of herself. As a result of this, the participant has been able 
to loosen the grip of her abusive partner, and is accessing specialist, domestic abuse related-support 
within her local community”.    
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teams. Where relationships have been most effective, communication has included:

 •  Timely responses to queries and assessments

 •  Key contacts within each Adult Social Care team established

 •  Regular invitations to and attendance at team meetings

 •  Awareness training for Adult Social Care staff, on Severe and Multiple Disadvantage

 •  A consistent approach to completing and following up assessments 

 •  Documenting all contact, especially where attempts have been made to correspond directly with  
   the participant 

 •  Notifying the Care Act Team of outcome decisions directly. 

Although adopting these measures has certainly improved relationships between the voluntary and statutory 
sector, there has been an overall reduction in the number of personal budget outcomes. In 2019, there were 
only 3 personal budgets allocated to participants, compared with 12 in 2016-17, and 8 in 2018. There 
could be several reasons for this. For example, there were more individuals accessing the project during 
its first 18 months, and the complexity and level of need amongst participants is thought to have been 
generally higher. 

For more than a decade, Local Authorities across England and Wales have been forced to make cuts to 
provision each year, which has inevitably led to more stringent financial assessments of those seeking 
government-funded support, including individuals with social care needs. According to the Care Act team, 
Nottinghamshire County Council have recently started to inform all individuals interested in being assessed 
for a care package that, if successful, they would be expected to make a financial contribution towards the 
cost of their care. This information has deterred several participants who would likely be entitled to some 
level of support, from pursuing an assessment. 

Previously, only individuals in receipt of Personal Independence Payments (PIP; formerly known as Disability 
Living Allowance or DLA) would have been financially assessed, however it appears that in Nottinghamshire 
County in particular, all welfare benefits are being considered when making a financial assessment and 
working out a suitable contribution. This is leading to cases whereby participants cannot afford the social 
care package they are entitled to. To illustrate, one Opportunity and Change participant was allocated a 
personal budget to the sum of £130 per week to help pay for their care but was asked to contribute £126 
per week towards it. This was almost all the participant’s weekly budget which they were unable to afford. 
Moving forward and beyond 2020, the Opportunity and Change Care Act Team are hoping to develop their 
relationship with the Nottinghamshire County Council Adult Social Care team, in the same ways this has 
been achieved in other parts of D2N2.

In what ways are the Care Act Team having a positive impact?  

Through their interactions with Opportunity and Change participants, the Care Act Team have been 
observing that those who are socially excluded, can also often be excluded from getting social care support. 
Their mission is to try and ‘break down the barriers’; to ensure the right kind of support is made available 
to those who need it. As one member of the team explained: 

“We feel that the work of the Opportunity and Change Care Act Team benefits Local 
Authorities across D2N2; as we are finding people who need support where they are not 

finding them. Also, with a good knowledge of services that exist within the local community, we 
can help to meet participant’s needs before they approach the Local Authority.

One of the wider benefits of having social workers ‘in house’, is that we can provide advice and 
guidance around the Care Act and related issues. It is often difficult to access this type of advice 
from the Local Authority, so having social workers employed within the partnership strengthens our 
knowledge base, skills and capacity to deliver an effective service.”  
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Another member of the Care Act Team highlighted that the allocation of provision under The Care Act 
(referred to as a care package), can save a lot of money, for example in hostel charges, drug and alcohol 
services, and A&E admissions: 

“These types of services are usually funded to deliver short-term crisis interventions and are 
less equipped to meet the longer-term social care needs of individuals. So, when people 

are bouncing from one service to another, they can be costing each individual service money 
without any resolution. Hopefully, as long as the care package remains in place, an individual with 
social care needs will receive the long term help they need, which will also reduce the pressure on 
those services funded to provide more short-term support.”

“We feel that having an advocate to develop a good working relationship with the 
participant, helps to keep them engaged and improves their chances of getting access to 

the support they need.”  
OPPORTUNITY AND CHANGE CARE ACT SOCIAL WORKER

Best Practice: The Care Act Advocate 

People facing multiple disadvantage often struggle to go out on their own and get the help they need from 
the Local Authority. Individuals with multiple and complex needs are more likely to disengage from support 
than individuals with lower support needs. In Derbyshire and Derby City, Opportunity and Change employs 
a Care Act Advocate to support participants throughout the social care assessment process. The Advocate 
invests time developing a good rapport with participants; getting to know their individual needs and 
preferences, listening to, and understanding their concerns, and supporting them to attend assessments.  

“Participants benefit as they don’t have to ‘repeat their story’ to different Social Workers 
multiple times before an outcome decision is made. This hopefully means that participants 

will receive a more efficient and responsive service. As Trusted Assessors, we often have existing 
knowledge of individuals from our work in the voluntary sector. As well as having access to more 
in-depth information in support of a Care Act assessment, Trusted Assessors are more likely to 
have an established rapport with individuals and can perhaps offer a little more time than Social 
Workers within Adult Social Care”.  

OPPORTUNITY AND CHANGE CARE ACT SOCIAL WORKER

Pioneering Approaches: The Role of The Trusted Assessor

In 2019, the Opportunity and Change Care Act Team became part of Nottingham City Adult Social 
Care’s new Trusted Assessors initiative. There are currently three voluntary sector-based Social Workers in 
Nottingham City who have received training to become Trusted Assessors; enabling them to carry out Care 
Act assessments on behalf of the Local Authority. This approach reduces duplication of assessments; saving 
time and money for all those involved. 

Care Act Outcomes   

Since its launch in October 2016, the Opportunity and Change Care Act Team has screened 814 individual 
participants to assess their eligibility for provision under the Care Act (2014). 

 •  110 participants (13.5%) completed a more in-depth assessment with the Care Act Team   
   Social Workers

 •  Approximately half (59; 53.6%) of these individuals were eligible for additional social care support,  
   and were subsequently referred to Adult Social Care
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“I was at risk of losing my flat because of hoarding and ongoing disputes with 
neighbours. My mental health was getting so bad I was regularly self-harming and 

feeling very low, suicidal. 

I don’t think that I would have been able to cope, mentally, without the support I now receive 
through my care package. I have someone who comes in to help me twice a week to sort my flat 
out, and they offer me emotional support as well. I’m getting more confident now; completing 
my daily chores at home, shopping on a budget and cooking my own meals. I’ve got better at 
attending medical appointments as well. My next goal is to start decorating the flat; make it into 
a home rather than just a place to eat and sleep. 

With the support of the Care Act Team I have received over the last ten months, I also have 
a better understanding of what’s out there to support me in my local community. I’ve been 
introduced to various different agencies I didn’t even know were there before. 

I feel happier, knowing that the help is just a phone call away if I ever need it, it’s nice.”

Participant Feedback: How have The Care Act Team helped you? 

“I’ve got learning difficulties and COPD, and I’ve lived with my mum all my life. She passed 
away last year when I was fifty-nine. I didn’t have a clue what to do. I rang up the council 

and told them I need help, I’m cracking up because my mum passed away and I’ve got to do this 
and that, and I can’t do any of it. 

The next day they sent two people round, once of them was from Nottinghamshire YMCA, and 
that’s how I ended up getting support from The Care Act Team. They’ve all been great to me, I 
can’t thank them enough. 

I had to find somewhere else to live because I was told a family needed to move into the council 
house I had been living in. I’ve since moved into warden aided accommodation and it’s lovely. It’s 
ever so quiet - you could hear a pin drop! - It’s a lot nicer than where I used to live. 

I’ve had some help learning how to do my bills, setting up direct debits and I know how to use a 
cash machine now. I didn’t have a clue before. I’ve learned how to do my own shopping. I’ve had 
help setting up the new place, like getting carpets and blinds, and a wardrobe. I still need help 
now and again but I’m plodding on, I take each day as it comes.” 

 •  23 individuals (39%) have received a Personal Budget, which has helped them to: 

   - Remain housed within their local community

   - Meet their day-to-day basic living needs

   - Gain access to a wider network of support services

   - Develop and maintain their confidence, skills, and wellbeing

 •  The remaining 36 individuals (61%) also received support from the Local Authority, including: 

   - Specialist equipment or adaptations to their home

   - Support from voluntary sector services 

   - A Carer’s Assessment

   - Re-enablement Services.
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Key Challenges  
and  
Recommendations

SECTION FOUR:
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This concluding section of the report reviews the progress and developments that have taken place within 
the project management team since the 2018 evaluation report was published. It offers a summary of the 
key challenges observed throughout 2019 and a series of recommendations. This section draws upon a 
range of data, including: 

 •  Secondary analysis of 2019 Project Progress Reports: compiled by Framework and submitted to  
   BBO funders on a quarterly basis

 •  Participant Satisfaction Survey: August 2019 

 •  Participant follow up Interviews: September 2019

 •  Discussions with Navigators and the Performance Manager: July-December 2019

 •  Discussions with the Project Lead Team: July-December 2019

 •  Focus groups with Partner Managers: March 2020.

Communication from the Managing Authority regarding the project’s extension in 2019 was 
poorly timed. Delays caused uncertainties across the partnership that impacted on partnership morale 
and productivity. In a few cases this led to staff shortages as individuals developed concerns over their 
job security and left to take up work elsewhere adding increased pressure to remaining staff. Navigators 
were advised to slow down sign ups of new participants between March and September 2019 while they 
were unable to offer any guarantees that support would be available beyond 2019. Some participants felt 
that their support had been brought to end suddenly and unexpectedly; reflected in monitoring data as 
an increase in the number of disengaged participants during the first half of 2019. The Opportunity and 
Change project management team liaised frequently with the NLCF, who were sympathetic, and information 
and updates were communicated with the partnership as soon as they were made available.   

Capturing Reasons for Participant Disengagement   

The 2018 evaluation highlighted a need to find out more about the 47% participants with a ‘disengaged’ 
status recorded onto Hanlon by the end of 2018. The project management team were concerned that 
several participants were leaving the project ‘empty handed’; with little to no evidence of progression, in 
relation to complex needs or employment.  

A Disengagement Policy, including new processes for recording reasons for disengagement onto Hanlon 
was subsequently introduced in autumn 2019. In addition, 28 former participants completed and returned a 
satisfaction survey that was sent to all current and former participants at the end of summer 2019. 

The feedback from these processes confirmed that reasons for disengagement are rich and varied. While 
there is some evidence of participants disengaging because they were not satisfied with the support they had 
received, this is minimal. 

Recommendation: reasons for disengagement should continue to be recorded and 
monitored. This data helps to: 

a) Ensure that the project continues to sufficiently meet the needs of participants 

b) Identify gaps in the provision or issues regarding accessibility for groups or individuals. 

Communication from the project team, specifically in relation to sharing new or updated systems and 
processes, has raised some criticism. A small number of Navigators continue to voice frustrations about 
the amount of administration they are required to undertake as part of their role; leaving them less time 
to focus on supporting participants. New and updated internal systems and processes implemented by the 
project management team are designed to support the partnership by addressing areas for development, 
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either in relation to under performance or non-compliance. The project team has adopted the following 
measures to provide clear and consistent communication and guidance across the partnership: 

 •  A partnership update is emailed on a regular (monthly) basis. This includes direct feedback from  
   TNLCF and DWP in response to any queries that have been raised by partners

 •  The Partnership Manager has quarterly, face-to-face meetings with each Partner Manager

 •  A bi-monthly Opportunity and Change Newsletter provides Navigators with a range of resources,  
   and includes essential partnership updates

 •  The Performance Manager provides one-to-one support to Navigators in relation to project   
   performance through monthly caseload reviews. In addition, auditors offer support in relation to  
   compliance following audits

 •  The project lead’s Quality and Monitoring Officer is available at any time to provide step-by-step  
   training and guidance in all matters relating to the project’s MIS, Hanlon.

Project Referrals   

To maximise participant reach, the aims and 
limitations of the project must be communicated 
clearly through effective promotion. There 
is currently a mixed approach to promoting 
Opportunity and Change; due to the diverse 
nature of the partnership coupled with a lack of 
strategic guidance. 

The project aim is to enable participants 
facing severe and multiple disadvantage to 
become socially and economically included, 
by supporting them to move closer towards the 
labour market. To achieve this aim, Navigators 
and participants must be invested in a holistic approach to employability from day one of the participant 
journey. In order for this to be effective, all front-line delivery staff must be prepared to promote the benefits 
of engagement with employment-related activities alongside support to address complex needs. 

Since October 2019, the project management team has been developing a new strategy to increase the 
number of suitable referrals made into the project. Measures to date have included:

 •  A review and update of marketing materials, helping to ensure that the aims of the project are  
   communicated clearly. This includes:

   - Up to date material added to the project’s website more regularly 

   - The addition of an online referral form so that new referrals can be managed more centrally  
    by the project leads 

   - Re-launch of the Opportunity and Change Facebook page 

   - A short, 2-minute promotional video and a series of participant video testimonials, to be  
    produced over summer 2020 

 •  As part of the monthly caseload reviews, the Performance Manager supports Navigators to source  
   new referral pathways and develop existing relationships with external agencies

 •  Facilitated themed discussions with Partner Managers and the Local Authority Stakeholder   
   Managers took place in March 2020, exploring existing approaches to promoting Opportunity  
   and Change. Most of this feedback has been used to inform the project’s new approach to   
   marketing and promotion.  
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Recommendation: Improve the internal promotion of interventions available to 
participants in order to maximise engagement. Specifically, failure to enrol participants 

onto SP4C and actively encourage all new participants to attend the introductory, Journey of Life 
session should be addressed formally as a non-compliance issue through caseload management 
and partnership reviews. 

Recommendation: Observations to be routinely (quarterly) carried out by the 
Performance Manager to monitor and improve best practice; specifically to establish that 

the aims of the project are communicated clearly and consistently to all new participants.

Recommendation: Ensure that Navigators feel supported in promoting Opportunity 
and Change by the Performance Manager and Local Authority Stakeholder Managers. 

Encourage Navigators to communicate any issues with promotion and gaps in referrals so these 
can be addressed at a strategic level.

Recommendation: Partners to provide quarterly ‘good news’ case studies to the 
project management team. These can then be accessed by the whole partnership via the 

project’s website and social media and used in promotional events.

Participant Feedback on How Their Support Came to an End   

Several participants reported that they were unhappy with the way in which their support had been ended. 
Specifically, they reflected upon the poor timing and the language used to convey that they were either 
being ‘exited’ or ‘disengaged’ from the project. 

Several participants said they were unprepared: leaving them with feelings of rejection and low mood. The 
feedback highlighted a need for better planning and communication; to help participants prepare and to 
feel more empowered as their journey with Opportunity and Change ends.

Recommendation: Navigators should frequently refer to the length of time a 
participant can expect their support to continue and include realistic and achievable 

timescales in all planning activities.  

Recommendation: All participants, regardless of outcomes and results, should leave 
the provision equipped with more skills, confidence, and resources than they had at 

the start of their journey. The introduction of an ‘exit plan’, 3-6 months prior to planned exit/
disengagement could help participants to prepare - emotionally and practically - for their support 
to come to an end. 

Recommendation: Introducing follow-on support could be a helpful way of tracking 
the longer-term progression of participants who achieve a result, while at the same time 

ensuring that participants have adequate support in place beyond the lifetime of the project 
should they need it.

Data recording onto the project’s MIS (Hanlon) continued to be an area for improvement throughout 
2019; with ongoing issues relating to the quality and consistency of data recorded onto Hanlon, specifically 
in relation to the recording of activities and outcomes. 

The Hanlon Activities Tracker (HAT) is a new monitoring system introduced in December 2019, to help 
partners to manage data recording more effectively. The HAT highlights any outstanding activities that are 
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required to be added to Hanlon. Since introducing the HAT, there has been an overall improvement in the 
accuracy and timeliness of activities recorded onto Hanlon.  

In February 2020, additional training was delivered to the partnership to address the quality of notes added 
to Hanlon in support of activities and outcomes. Notes that are added to Hanlon in support of outcomes 
are now checked and approved by the audit team once they have been submitted. This is having a positive 
impact on the quality of notes recorded. 

The majority of Navigators have found the project team’s support in relation to Hanlon and data recording 
helpful; reporting that the implementation of the HAT has made their job easier as they are provided with a 
‘to do’ list of actions and timescales. New Navigators have found this process particularly helpful in getting 
to grips with using the project’s MIS.

Recommendation: It is advisable to address persistent data recording issues formally as 
non-compliance; through caseload management and partnership reviews.

Care Act Outcomes: Personal Budgets   

Finally, whilst substantial evidence of the exemplary work and positive impact of The Care Act Team is 
presented in the previous section of this report, the year upon year reduction in the number of funded care 
packages awarded to participants with additional social care needs has been noted. The particularly low 
number of personal budgets awarded in 2019 may benefit from further investigation.
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Annex A:
Opportunity and Change  
Results and Outcomes 

PROJECT RESULT
TARGET RESULT 
(%) OF 1025 BY 
MARCH 2022

Participants moving into education or training upon leaving 134 (13%)

Participants moving into employment, including self-employment upon leaving 102 (10%)

Participants moving from being economically inactive, into job searching upon leaving 149 (15%) :

Below is an updated outline of the project’s results and outcomes targets, following an extension of funding 
to deliver the project until 31st March 2022:

PROJECT OUTCOME INDICATOR DESCRIPTION

Outcome 1:  
Resolving Complex Needs

At least 718 (70%) of the 1025 participants will 
resolve one of their complex needs issues. At least 
462 (45%) will resolve two. At least 257 (25%) will 
resolve three.

• Participants accessing stable accommodation

• Participants sustaining engagement with   
 treatment services

• Participants accessing effective mental health care

• Participants experiencing or at risk of domestic   
 abuse access support

• Participants reduce incidents of offending 

Outcome 2:  
Improving Confidence, Skills and 
Independence

At least 410 (40%) of the 1025 participants will have 
improved their capability, confidence, skills and 
independence through a personalised package of 
life skills training on leaving the programme.

• 100% participants referred to Skills Plus for   
 Change (SP4C)

• 20% Participants attended SP4C modules:    
 Money Matters and Housing Matters

• 20% Participants attended SP4C modules:   
 Healthy Living and Positive Wellbeing 

Outcome 3:  
Increasing Employability

At least 205 (20%) of the 1025 participants will 
be work ready on leaving the programme, having 
received a personalised package of advice, 
coaching, skills training and other interventions 
preparing them for work. 

• 100% participants referred to Skills Plus for   
 Change (SP4C)

• 20% Participants attended SP4C modules:   
 Employability and Skills for Life  

• 26% Participants accessed to 1-2-1 job coaching  
 and support

Outcome 4:  
System Change 

Evaluation of the Project will have informed System 
Change (the identification, location and co-
ordination of statutory housing, support, care & 
employment duties) for people with multiple and 
complex needs in D2N2.

• Statutory services engaged with the programme   
 and delivering more effective primary interventions

• Local Authority Stakeholder Managers have   
 effectively enabled access to statutory services for  
 people with multiple and complex needs

• 100% participants screened for eligibility to   
 undertake a Care Act Assessment

• Local Authorities are fulfilling their duties under   
 the Care Act (2014) 
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Annex B:
Summary of Participant Expenses 
Year 1 to Year 3 

CATEGORY TOTAL EXPENSE £ PERCENTAGE

Travel 51,898.25 41.1%

Equine Therapy 17,150.00 13.6%

Childcare 13,402.20 10.6%

Interpreting 13,282.12 10.5%

Training 7,930.70 6.3%

Counselling 6,366.60 5.0%

Documents for verification1 4,077.60 3.2%

Refreshments 3,561.07 2.8%

Clothing & Personal Care 2,560.55 2.0%

Housing support2  1,311.13 1.0%

Health & Fitness 1,118.68 0.9%

Total 122,658.90 97.0%

Having expenses paid for or reimbursed by the project removes significant barriers to engagement for 
participants; enabling them to attend a broad range of activities, interventions and learning opportunities 
they would otherwise be unable to afford.

In its first three years of delivery, Opportunity and Change paid out a total of £126,260 in participant 
expenses. The project team’s Management Accountant has categorised these expenses as follows:

The remaining 3.0% (£3,600) of expenses included: Bushcraft3, Stationery, Business Start-up Costs, Bicycles 
and Cycling Equipment, Social Inclusion Activities (such as bowling, boat trips), Mobile Phones, Group 
Wellbeing Activities and Shopping Voucher Incentives4.

Travel
The majority of the expenses claims were for travel; amounting to £51,898. As shown below travel is 
predominantly to enable participants to attend group-based activities, and personal development and 
wellbeing interventions. 37% of travel is attributed to the Loudspeaker Programme, and 18% to travel to and 
from Skills Plus for Change sessions. 12% of travel enables participants to attend personal development and 
wellbeing courses, and around 10% is support to attend one-to-one Navigator meetings.

1 - Identification documents to enable access to the project, such as passport or birth certificate.   

2 - Removals services and one-off essential items for resettlement, such as a bed.  

3 - A group-based outdoor learning and personal development event facilitated by Sherwood Pines; Forestry England.  

4 - For taking part in evaluation activities including: participant in-depth interviews, focus groups and surveys.



48

TRAVEL ACTIVITY TRAVEL EXPENSE £ PERCENTAGE 

Loudspeaker 19,086.87 36.8%

Skills Plus for Change 9,179.23 17.7%

Personal Development and other Training Courses 6,202.71 12.0%

121 meetings with the Navigator 4,928.14 9.5%

Equine Therapy 3,493.04 6.7%

Functional Skills; English, Maths, IT 2,535.61 4.9%

Appointments; including Housing, Legal, Specialist 1,350.65 2.6%

Group activities including craftwork 1,170.31 2.3%

Counselling 1,081.16 2.1%

Employment, Interviews, Inductions 835.30 1.6%

Total 49,863.02 96.2%

The remaining 3.8% (£2,035) travel-related expenses included enabling participants to engage with 
volunteering, and attend leisure centres and job clubs. 

RESULTS BY EXPENSES AMOUNT £ PERCENTAGE PARTICIPANTS AVERAGE £

Result - Moved in to training 26,046 24% 60 434.09

Result - Started Employment 10,483 10% 60 174.72

Result - Economically inactive and moved 
in to Job Search

6,625 6% 25 265.00

No result 63,331 59% 505 125.41

Total 106,485  650 163.82

In the project’s first three years there were expense claims relating to 650 (74.3%) individual participants, 
totalling £106,4855. 

As the table above illustrates, those who achieved a result benefitted most from the expenses; with the 
highest average cost per participant attributed to those moving into education and training.

Whilst the overall average expenses per participant was £164, the highest 50 claims amounted to £59,331; 
52% of the total and an average of £1,187 per participant6.

5 - A difference of £19,775 is accounted to group activities such as Equine Therapy, Bushcraft, refreshments at Loudspeaker and Skills Plus for 
Change. These costs are not broken down by participant so have been excluded from this figure   

6 - Individual case studies developed in the coming months will help us to explore reasons for such a disparity in the allocation of participant 
expenses, and enrich our understanding of the ways that participants benefit from this financial support longer term. 

Project Results v Participant Expenses
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Notes
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