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Scope

The aim of this commission was to provide research and intelligence

to underpin the business case, design and prototyping of a new

employment service being designed by the City Council – the

Westminster Employment Service.

The ambit of work covered both quantitative or qualitative analysis

looking at what services create an impact on unemployment and

their comparative characteristics. We worked with front-line

Advisors from providers with a long experience of working in

Westminster to understand the strengths and barriers of the current

system. We also engaged employers to understand how they

might increase access to opportunities for unemployed residents.
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Key Requirements

Audit and analysis of current services:

• Develop an audit framework and methodology

• Complete an initial audit of selected current 
providers

Customer and provider insights:

• Undertake interviews with current providers, including 
frontline advisers, employers and clients into what 
works/doesn’t work

• Develop customer journey maps

• Assess provision which will improve outcomes for 
priority groups

Analysis of options:

• To provide critical challenge to Council officers and 
recommend interventions.

Scope and Requirements
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Findings

Overall our findings support the case for Westminster Council to

develop a service that holds and shares intelligence about the

local need for, and the qualities and characteristics of, local

employment services. Such a service could then play a

leadership role in strengthening the quality of collaboration

across the network of employment provision, to improve the

quality of access to services and to better engage employers to

improve access to job opportunities for residents.

Findings
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Provider Interviews
• What works and barriers to tackling unemployment

• Journey mapping with Advisors from eight organisations

30
8

5
7

Data Insights
• Comparing provision, performance, resources

• Mapping the range of local provision and producing pen pictures

• 30 organisations contacted, 13 returned data

User experience
• Ethnographic research with seven clients (IPS, Vital 

Regeneration, High Potential)

Employer Perspective 
• Interviews with five employers and brokers

• Experience of employing residents and opportunities for 
increasing job availability
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Qualitative Research
Provider Research
We carried out eight x 90 minute workshops with frontline
Advisors in provider organisations and mapped how services work
across the end-to-end client journey. We produced and validated
client journey maps for each organisation and distilled these into
a series of thematic insights which were tested with providers
collectively at a Provider Network event in October ‘16. Whilst
different organisations use different names to describe
Employment Specialists, Job Coaches etc, we have referred to all
such roles as ‘Advisors’ throughout this report.

See: Journey Maps and Provider Interview Summaries

User Research
We conducted seven in-depth ethnographic sessions with current
programme participants to understand the circumstances leading
to their period of unemployment and their experience of the
services that supported them. Throughout the document, service
users are referred to as ‘clients’.

See: User Research
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Employer Research
We conducted one hour interviews with five employers and brokers
to investigate the options for improving the quality of job
opportunities available through local businesses.

See: Employer Interview Summary

Quantitative Research
Profiling Local Provision
We captured and profiled sources of direct and indirect
employment support using online resources and drawing on the
knowledge of local providers.

See: Provision Map

Data Capture
We built a data capture and analysis tool that took data from nine
providers (requested from 30). We tested the range and quality of
data available to inform the basis on which an intelligence tool
might be developed.

See: Data Analysis

Methodology
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1. Client/Advisor Relationship Defines Quality of Service

2. Navigating Other Services

3. Resilience and Progression

4. Locating and Engaging People

5. Effective Network

6. CVs and Online Applications

7. Providing More Employment Opportunity

8. Childcare

9. Training

10. Integration with Other Teams

11. Data: Lack of Insight

12. Data: Insights

Contents
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Trusted Relationship
Clients reported investing a high degree of trust in their Advisor
and their experience was shaped by this relationship, specifically:

• Being listened to, valued and believed in

• Being able to direct their engagement with services in terms
of focus, pace and intensity of the journey

• The Advisor being their “voice” in representing interests with
employers and other services

Advisors talked about carrying the belief for individuals in their
ability to work until clients were able to build that confidence for
themselves.

Qualities of a Good Advisor
When we asked Advisors about what defined the quality of their
practice, they largely referenced interpersonal qualities such as
tenaciousness, empathy, quality of listening, ability to motivate.

We understood that these skills were largely developed through
experience and example rather than formal training. The
background and experience of Advisors contributed to their
understanding and quality of empathy.

Themes and Insights 10

The Advisor Toolbox 
There was no source of up-to-date information about local
services (such as a useable online directory), yet Advisors
described their knowledge of available support and their
relationships with other organisations being their essential “tool
box” for success.

This knowledge was not formalised and seemed to reside
principally in individual Advisors rather than the organisations
they worked for, creating a business risk should they leave.

One Advisor, One Service  
Clients generally stayed with one service end-to-end even if their
need for support changed because of the value of their
relationship with the Advisor/organisation and mutual investment
in securing a successful outcome.

There may be opportunity for clients to “step down” to less
intensive one-to-one support, but this would impact on the
quality of relationship.

Client/Advisor Relationship Defines Quality of Service
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How Things Work Around Here 
A number of Advisors gave examples of the wide range of advice
and support they provided to individuals – far beyond pure
‘employment’ support. This particularly centred on helping
clients navigate the system: many clients do not understand how
public services work, their rights and responsibilities or the
support/resources which might be available to them. This was
particularly acute for those who had not lived in the UK since
birth.

It was often up to their (Employment) Advisor to help them
navigate the wider system of public services as well as how to
seek and prepare for work.

Similarly, within many clients’ hierarchy of needs, employment
was not the foremost priority, especially when their housing was
in jeopardy. Advisors therefore often needed to help people to
tackle more immediate pressures around housing, benefits etc, in
order for employment to be made possible.

Themes and Insights 11

Person-centred Practices
Both clients and Advisors talked about staff within some other
WCC services having less scope to be flexible and supportive in
resolving problems (housing in particular).

It was reported that threats of eviction were becoming more
frequent (since recent welfare/benefit reforms) which disrupted
clients’ progress in preparing for work.

Employment Advisors felt that their person-centred practices
were not replicated to the same extent in other departments,
which led to a sense of different parts of the system working
against each other.

A number of clients told us the Advisors were the only people
they felt were on their side and that they wished other services
would work with them in a similar, holistic, way.

Navigating Other Services
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On-going Support
Many Advisors reported providing clients with on-going support
after the end of their journey into work, and beyond the end of
the organisation’s contractual obligations. Clients contacted the
organisations about both work and non-work matters, as they
had come to trust the organisation/Advisor to provide support
when they were in a crisis. Whilst this might point to continued
dependence, both advisors and clients felt that this was critical
to maintaining resilience and preventing future demand on
employability and other services. This value of this crisis-
prevention activity, as not within the perceived scope of service
commissioned, was therefore not measured.

Social Isolation
In all our client interviews we found high levels of social isolation.
This this lack of personal networks had a detrimental impact on
confidence, self-esteem and mental health. Some services
directly responded to this in providing services that encourage
clients to establish positive local peer networks and this was
hugely valued by the clients we spoke to (Help Café, Each One
Teach One).

Themes and Insights 12

There may be value in extending the use and reach of these
events and networks to services more widely to build capacity for
self-help and improve resilience.

Transition from Benefits to Work  
We heard that the transition to work can be difficult in
Westminster, especially in relation to managing claims in relation
to housing benefit and clients can feel under pressure to present
evidence around their change in circumstances prematurely, i.e.
presenting payslips before they are received. Advisors spoke of
having to intervene for the client, contacting landlords, providing
subsistence and reassuring the client they will not face eviction.

Progression 
It was consistently reported that many people are only marginally
better off in work and would need to progress to be financially
resilient. Long-term sustainment is not measured beyond 3-6
months and, other than one scheme operated by Vital
Regeneration, there was no provision for funding progression in
work. Several Advisors referenced that paying for training once in
work was out of reach for many people and they relied on
employers to make that investment.

Resilience and Progression
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Knowing Who the Unemployed Are
The data used by Westminster to forecast demand is pulled from
various sources and anonymised with data sharing barriers
preventing access to individual information.

The impact is that no organisation knows who or where
unemployed people are, creating a major barrier in targeting
services effectively. Inaccuracies about the level of demand leads
to potential misalignment of funding, or at least an inability to
validate actual patterns of demand against predictive models.

In a similar way as Troubled families have been identified and
case-managed through a single team, we believe there is a value
to finding a means of creating a named “case list” of the long
term unemployed.

Themes and Insights 13

Locating and Engaging People 
We were told by Providers that “warm handovers” from other
organisations are the most effective referral route into
employment services, and that trying to cold recruit people
directly from communities is largely ineffective and costly. This
means that these points of handover are critical to the
effectiveness of the employment service and need to be brought
more closely into the system of service.

Cannot Fill Vacancies 
Employers reported not being able to locate potential
employees for available jobs (and structured training leading to
employment), and found direct recruitment ineffective. This was
echoed by WAES around Apprenticeships.

We were told that there is a mismatch between available jobs
and the skills of candidates and that employers “do not know
where to find people”, as they were not always working through
local employment services. We recommend that employers work
more closely with the new Employment Service to locate suitable
candidates.

Locating and Engaging People
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The Right Provider
The data mapping showed that providers look to a wide source
of potential referral sources, even where they have a primary
referring partner, and that these sources overlapped between
providers, suggesting some competition for clients.

We were told that providers may have an incentive protect their
financial interests, by retaining clients they find, to fulfil
commercial expectations around volumes, even when they are
not the most expert organisation relative to the client’s needs.

However, from our data mapping exercise, it is not clear that
judgements about identifying the best providers can be readily
made. There is a need to establish a more accurate basis for
comparing value and performance for organisations to be clearer
about their strengths and for commissioners to target funding
more effectively.

Themes and Insights 14

Cost and Value Variation  
The data analysis shows a wide variation in the cost of (and
performance in) achieving an initial start and sustained job. But,
the multiple individual/bespoke methods of assessment means
there is no comparable weighting for complexity/need.

The data does suggest there is a level of variation between
organisations dealing with similar cohorts which may point to
opportunities to improve performance and value.

When assessing needs, Advisors were generally resistant to
applying any form of rating criteria to clients, but readily
acknowledged that different clients suit different Advisors and
forms of support.

Therefore there may be opportunities to agree a classification
that allows for a more informed and active direction of clients to
services and better comparison of practice and performance
between organisations.

Effective Network
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My CV Does Not Tell My Story  
One of the most significant barriers, particularly for older people,
is the difficulty of counteracting the inherent disadvantages of
not having a high quality CV, because of gaps in employment or
having been self-employed and therefore without a
referenceable history as an employee.

Advisors were adept at fully reflecting transferable skills and
providers with access to discretionary funds could invest to build
skills, but in job markets predominantly accessible through online
applications, the quality of CV was a major barrier for many
clients.

Advisors were counteracting this disadvantage by building
relationships with employers and working around the formal
recruitment process, often making speculative approaches. It
was widely agreed that broadening access to a “CV less”
application process across more employers would allow more
long-term unemployed people to compete for work.

Themes and Insights 15

Match Matching Clients and Using Brokers  
Advisors consistently referred to the importance of being able to
influence an employer’s view on a client and to put the client in a
better position to secure an opportunity. This directly links to the
ability of an Advisor to influence and achieve a job outcome and
therefore control their own performance against target.

Some organisations used specialist recruitment agencies/brokers
e.g. Recruit London and Get Set, but some were concerned that
screening processes are not effective for clients who are not
adept at presenting their value and strengths in a competitive
process.

Some Advisors thought that brokers, in spanning the interests of
both employers and clients, were not sufficiently able to put
pressure on employers in the interests of individual clients,
particularly where there are several candidates for one
opportunity.

CVs and Online Applications
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Opportunity For People To Prove Themselves
There was a consistent view from Advisors that work trials are a
crucial route into employment for people without a strong history
of work, but there is insufficient opportunity locally.

There were a number of examples of where work trials had built
confidence in clients and where employers had taken on
someone who would not have been otherwise offered
permanent positions through the usual recruitment routes. Work
trials also contribute towards building a strong CV.

Qualification Inflation
Advisors and brokers both talked about employers inflating the
level of entry skills for jobs. For example, cleaning work requiring
GCSEs. This has a particularly detrimental impact on people
educated outside the UK. We were also told that employers
used this mechanism as a filter on demand where market
conditions means there is a large pool of candidates.

Themes and Insights 16

Guaranteed Interviews
There were several suggestions about the Council and its supply
chain providing a guaranteed interview opportunity for
candidates once someone was determined to be a “priority”
candidate.

This would clearly represent a major commitment, but we were
told that other Councils (Islington and Tower Hamlets) were
operating this arrangement and within CNWL CCG, a dedicated
Advisor/Broker manages the placement of people in trials and
permanent positions.

Screening processes operated by Recruit London provide
employers with the assurance that individuals are suitable and
ready for the positions available and we would note that without
these, Advisors would need to carry more responsibility for
putting forward suitable people.

Providing More Employment Opportunity
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The Biggest Barrier
We asked all providers about the most significant barriers to
employment and the majority cited access to childcare as the
major practical issue. This was echoed by a number of clients.

We found four primary issues:

1. It was not viable for the single parents we interviewed
to secure sufficient salary to pay for costs of childcare
whilst they are in work. The clients we saw could only
afford to work 16 hours on low wages, despite having a
degree level education. We understood from Advisors that
this affected many single parents.

2. The quality of local information available to parents
about childcare entitlements does not allow people to
self-help to the extent possible.

Themes and Insights 17

Childcare

3. Most nurseries require upfront deposits of up to £600
before working tax credits are paid. Only some providers
were able to fund this in part or in full and none of the
parents we met could do so.

4. After school clubs are closing down increasing the cost
or demand on childcare for parents.
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Accessing SFA Funding  
None of the providers we interviewed reported that they
accessed training via Westminster Adult Education Service
(WAES) and the College said that it had not been able to secure
the critical mass from individual providers to hold courses.

WAES told us there there is current potential to use SFA funding
to improve the quality of training available to providers, but that
the market needs to collaborate to create a level of demand that
would make it viable for WAES to hold courses.

We heard about the value of investing in clients to secure
vocational qualifications as a means of competing against more
experienced candidates, where they lacked previous experience.

Themes and Insights 18

Training
Some organisations who did not have access to discretionary
funds cited lack of access to vocational training as a constraint,
particularly around security and construction licenses.

Training
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Value of Integration 
The majority of providers (IPS, Cardinal Hume, FACES, Vital
Regeneration) work closely with, or as an integrated part of,
other service teams and we explored how this integration added
value or otherwise impacted on the employment service:

• Ready to Look for Work: we heard through the research
about the importance of clients being at a point where they
can focus on employment and this “willingness” being a key
condition. We noticed that services with some conditionality
attached to a client’s engagement (e.g. FACES) had much
greater issues around engagement. All the services with a
primary referral source relied on the referrer to make an
informed judgement about client willingness. In IPS, this
went further, with the entire clinical team trained in the IPS
method so there is a common professional backdrop to the
referral.

• Engagement: we heard examples of where clients were
jointly managed by teams with other professionals
supporting clients to engage with services. (IPS, FACES)

Themes and Insights 19

• Tackling Wider Barriers to employment such as housing,
literacy: employment services that form part of other
services had the advantage of being able to strongly
influence how other barriers were tackled. However, there
was a potential disadvantage in how focused the
employment services were on job outcomes where there are
a wider set of outcomes for the organisation to achieve (e.g.
Vital Regeneration, Cardinal Hume).

A Barrier 
The fact that the majority of services are accessed through an
referring third party seems to have a positive effect on the
employment service, but it does mean that employment services
are not visible outside those point of referral (i.e. it almost
becomes a closed network). Some of the clients we interviewed
expressed a frustration that they wish they had known how to
access appropriate services years earlier.

Integration with Other Teams
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Data Gathering Challenges
There was a relatively high response rate (=43%) amongst the
providers delivering employment-related services in Westminster
who were asked to provide data about their current performance
against target and cost of delivery.

However, the information returned was largely of insufficient
quality, consistency and completeness either to compare or draw
meaningful conclusions about:

• The extent to which external providers – beyond those
already commissioned/funded/engaged by Westminster City
Council – will be able to contribute to the overall aims of the
new WES

• Benchmarking: how much WCC should pay for a start on
programme / job start; what performance levels can be
expected for programmes which focus on the long-term
unemployed.

Themes and Insights 20

One of the primary challenges centred on comparability. Since
there is no single means of assessing the needs/complexity of
individual clients across multiple programmes, it was impossible
to fairly compare performance/value for money between
different providers.

Additionally, providers had differing reporting periods, so their
most recent ‘actual’ in year performance could not be
considered. Lastly, since the majority of known service providers
did not return their data template, it has not been possible to
quantify the overall availability of support / provision for long-
term unemployed residents in any complete sense.

Data: Lack of Insight
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Value of Visible Provision
However, we do know that the delivery providers returning their
data (which includes several internally commissioned services),
provide £1.37m worth of investment in job-outcome focused
service delivery in Westminster each year, delivering services to
over 1,300 residents.

Providers are Highly Engaged
Three quarters of providers involved in the data gathering
project indicated their willingness to:

• Work with WCC to develop the new Employment Service

• Enter into a more formal data-sharing arrangement with WCC

• Include details of their service in a future portal / data tool to
help residents/Advisors better navigate local provision.

Themes and Insights 21

Delivering in Westminster is particularly challenging

A national study conducted by Learning and Work in 2016
compared Work Programme job outcome performance data
across 307 principle authority areas.

Westminster was ranked 296 out of 307 areas, making it the 11th

worst performing location nationally. The wider West London
CPA performs averagely well as a whole, suggesting there are
unique issues facing unemployed residents and the service
providers that support them in the Borough.

The study did not explore the reasons behind the variability in
performance, but this may be an area for deeper investigation by
the Council in future research activity.

Data: Insights



future publicWES: Research and Insights

Recommendations



future public

Recommendations 23

Contents

1. Capitalise on Provider Engagement

2. Knowledge about Services
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18. Work and Health Programme
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Recommendations

2. Knowledge about Services
We identified the informality of basic knowledge about the
services that support unemployed people and this largely
residing with Advisors.

We have mapped what we believe is a current view of main
sources of direct provision and those services that provide key
interventions for employment services providers.

We suggest this could be developed into an online tool with
some information available directly to residents and another,
more detailed version, available to providers. With regular
changes to funding, the database would need to be maintained
on at least a quarterly basis to be sufficiently accurate.

1. Capitalise on Provider Engagement
Based on our engagement with providers over Aug – Sept 2016,
there is is clear appetite within the local provider base to engage
more proactively with WCC, with three quarters of respondents
indicating their desire to collaborate with the Council to develop
the Westminster Employment Service; their willingness to share
data more formally; and their preference to be included in a
future portal / triage solution.

The Council should capitalise on this and continue to nurture
those relationships through more formalised arrangements which
involve reciprocal benefits, i.e. a new Advisor Academy/network,
and critically, invite providers to ‘co-produce’ the new service
along with clients (service users) through a structured process.
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3. Build the Quality of Intelligence About Demand

There is no single, comprehensive picture of the demand for
support is in Westminster, i.e. an individualised level view of who
the long-term unemployed are in terms of their needs, to enable
the effective commissioning of services to meet that demand, or
influence wider/regional/national commissioning strategies.

We recommend that WES should collate and manage a named
list of long-term unemployed residents combining data from
sources such as housing, social services, JCP through new data-
sharing arrangements (‘master caselist’). There is precedent for
such an approach: Hammersmith and Fulham have a Business
Intelligence tool which operates collates data across multiple
transactional services and is currently being expanded to provide
preventative support, i.e. identifying young people at risk of
entering care.

Such a data-set could then be used to inform commissioning
decisions and potentially to create a referral-incentive system,
rewarding organisations who appropriately signpost clients to
other providers or ‘attach’ a client onto their programme.

Recommendations 25

Recommendations

4. Single Data Intelligence Tool

The lack of comparability across the data received, points to a
more structured data-sharing arrangement with providers, as part
of a wider investment in a centralised WES data intelligence /
CRM tool.

We recommend engaging providers (whether commissioned by
WCC or not) to collect information about client needs and cohort
complexity, track performance against metrics and outcomes at
regular, pre-agreed intervals, through new, formal data sharing
protocols.

This data, along with a new common assessment framework,
would enable insight into the relative performance of
programmes, weighted for complexity of cohort need, to inform:

• Intelligent future commissioning
• A detailed view of the common barriers faced by clients
• A comparable view of the relative cost-effectiveness and

impact of all programmes in the Borough.
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5. Smoothing the Transition Into Work
The issues raised around transition into work relate to the
cumulative complexities and uncertainties of changing
entitlements and responsibilities, alongside the stress of starting
a new job. Two of the clients we interviewed were working
through agencies without the stability of fixed working hours and
two more were in temporary work, so such changes and anxieties
were a feature of their journey over several months.

Advisors described the transition as “a nightmare”, when they
needed to provide significant support/reassurance to clients
because it was too difficult for people to manage alone. The
issues appear in part due to Housing Benefit entitlements and
responsibilities in relation to payment of rental income. We did
not investigate whether these issues relate to any specific
housing provider.

We recommend that WES work holistically with housing/benefit
colleagues to improve the client experience with the aim of
reducing the level of anxiety and uncertainty to avoid any
unintended deterrence around employment.

Recommendations 26

6. Tackling the Childcare ‘Benefits Trap’
The single parents we met in expensive temporary
accommodation, paying for childcare and subject to the benefits
cap were struggling to balance the short-term pressures of
securing work to make up the gap and the long-term interests of
investing in their career. As the benefits cap is implemented, we
would highlight the potential for perverse impacts on the long
term interests of both the individual and the state.

We also recommend that WES looks at discretionary sources of
funding to allow women to take up work or study that furthers
their long-term career prospects.

Advisors told us that there is a lack of good information on
entitlements and Westminster should improve the quality of
online information about childcare. The upfront cost of paying
deposits, often £600 before Working Tax Credits are paid, is a
major issue and we recommend that Westminster seek to
negotiate different terms for benefit claimants or to fund or lend
deposits.

Recommendations
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7. Resilience and Tackling Isolation
The clients we spoke to valued, and invested significant time in
peer-to-peer activities and networks such as:

• Vital Regeneration’s Help Café

• Cardinal Hume’s Job Club

• High Potential’s Each One Teach One.

However, few programmes had the funding to sustain them,
despite their value and effectiveness in building much needed
and positive social capital and connections. WES should support
peer development activities by investing in the supporting
infrastructure, such as hosting overall team events, connecting
clients between such services, or leveraging employer
connections to attend events.

Recommendations 27

8. Measuring the Hidden Value of Long-term Support
Many organisations continue to provide valuable support to
clients long after they have ‘graduated’ from programme, as
clients have come to trust their Advisor in times of need. Such
support is one of the characteristics that distinguishes larger
initiatives (i.e. Work Programme) from more flexible (i.e.
local/charitable) programmes, where those local organisations
have had along-term and visible presence in community.

Our research indicates that this ongoing support provides
significant preventative value, yet there is no supporting data as
it falls outside providers’ current contractual requirements.
However, this undocumented activity may account for the
variance in overall productivity/cost/caseload sizes between
programmes evidenced through our data analysis.

WES should collect data from providers on the level of demand
for post-exit support from ‘graduates’ to understand the issues
they face, the value of the support provided (i.e. costs avoided)
and how resources are being used.

Recommendations
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9. Integration/Accessible Services

The suitability of referrals has a big impact on the overall
productivity of a service, yet this is not currently coordinated or
constituted in any way. Providers told us that cold marketing such
as mail-drops were ineffective in generating suitable referrals.
Most successful referrals into voluntary services came via third
parties making a ‘warm’ handover, who understand the right time
in a client’s journey to make that referral. Employment support
providers were largely reliant on their own networks to source
suitable clients.

These informal arrangements, coupled with the prevalence of
targeted support for certain groups (i.e. FACES for Troubled
Families), make it difficult for some clients with more general
employment barriers to access appropriate support.

WES should provide more accessible information and training for
Advisors/organisations so the whole sector has a common
understanding of what is available, to make informed referrals at
the right time for the client.

Recommendations 28

10. Triage? How to Find the Right Match (Early)

A number of clients we spoke to had cycled around multiple –
often inappropriate – pre-/employment services, over several
years, before finding a service/Advisor with which they ‘clicked’.

This suggests a more informed and proactive referral (or
‘matching’) mechanism, built on a deep understanding of the
client’s barriers, their communication preferences and the match
between the clients personality and their Advisor.

Yet, most services operated a continuous assessment process,
recognising it can take several months to meaningfully assess
needs, with clients disclosing deep/fundamental barriers only
once a trusted relationship has been developed.

This creates challenges for the concept of a centralised
assessment and triage function within WES prior to referral to a
delivery organisation. Summary assessments based only on data
could lead to inappropriate referrals, whilst providers will
inevitably re-assess the client’s needs post-referral, leading to
different system inefficiencies and risking greater client fatigue.

Recommendations
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11. Change the Employer Ask

We found that employers were providing value in a number of
ways and there is an opportunity to extend the ”ask”, particularly
through the Council supply chain:

• Job search stage presentations to raise awareness/aspiration

• CV-less application process and guaranteed interviews

• Off-line recruitment to avoid gaps in employment
automatically screening out the long-term unemployed

• Pre-employment and in-work training (as in care sector)

• Increased access to ‘patient’ work trials and job carving

• Better support for women with children

• Reduce unnecessary qualification hurdles (five A-C GCSEs
required for cleaning jobs)

• Provide in-work support beyond the probation period

• Provide progression support.

Recommendations 29

Recommendations

12. Advisor Relationships with Employers
A number of Advisors pointed to the value of their direct
relationship with employers:

• Advisors understand the strengths of the clients they work
with and are best able to advocate on their client’s behalf
with employers. Screening processes do not work for clients
unable to present themselves well.

• Advisors will often seek work trial opportunities outside any
formal recruitment process to prove a client’s suitability for a
future role. These are often secured through persuasion.

• Advisors invest in building trusted relationships with
employers as part of their personal “toolkit” and give their
clients the benefits of these relationships.

• Advisors dealing with people with significant barriers do
bespoke job search rather than rely on available vacancies.

However, the shortfall in the availability of suitable jobs was
widely referred to, and access to additional jobs through a
brokerage that allowed Advisors to influence the outcome and
circumvent market recruitment processes was widely seen as a
welcome development.
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13. Employers Finding Suitable Candidates
The employers we interviewed all referred to the difficulty of
finding local candidates in Westminster through market-led
recruitment practices and that there was a noticeable difference
in the number and quality of candidates coming from
Westminster compared to neighbouring boroughs.

We talked to Land Securities who actively generate opportunities
through their tenant network and deliver training in construction
and customer service. Their view was that candidates presented
to them are not sufficiently prepared for work and there needed
to be more “pre pre-employment support” available for some
people. Providers were of the view that employers needed to be
more open to giving opportunities to local people and
supporting them during employment.

We recommend that a focus of the brokerage is improve the
reach to candidates who are not engaging with market-led
recruitment and to encourage employers to provide earlier
access to candidates who they may not regard as job ready,
particularly through the creation of work trial opportunities.
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Recommendations

14. Demonstrating Value to Employers
We recommend that WES collects data that determines the value
of employing people with a history of long-term unemployment
to employers. This might include data on: recruitment costs.
retention rates, unplanned leave levels, job satisfaction etc, with
a view to encouraging wider participation amongst other
employers.

This would be a core part of a wider WES strategy to tackle the
prejudice and common misconceptions about this client within
the employer community – particularly around ageism and
mental ill-health, as reported consistently across the providers
and Advisors we interviewed.

Finally, WES should find ways to incentivise and celebrate
employer participation, either in a way that delivers reputational
value (raising business profile through BiTC), or through business
incentives (such as business rate subsidies).
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15. Don’t Lose Sight of Those At Risk of LT Unemployment
Some services are more effective at supporting those nearer the
labour market or with fewer barriers to work. Whilst they may not
support clients with more complex needs, they play a valuable
role in preventing out-of-work residents becoming the future
long-term unemployed. The absence of detailed data about
cohort needs and provider effectiveness makes it difficult to
value such interventions currently.

Similarly, Recruit London, who focus primarily on high-end retail
roles, successfully straddle a difficult balance of meeting the
requirements of employers with whom they have carefully
nurtured valuable relationships and a sub-set of clients whose
lives are transformed through employment opportunities hitherto
unavailable to them.

There is a risk that placing an obligation on Recruit London for
70% of their candidates to be long-term unemployed might
jeopardise their employer relationships, and damage the
prospects of those candidates for whom their vacancies are
within reach (with the right support).
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16. Mental Health
All the clients we interviewed had mental health issues that
impacted on their confidence and quality of motivation.

This ranged from clients who were formally part of the mental
health system, but due to be discharged, to people suffering
from depression and anxiety.

None of the clients we interviewed, other than IPS clients, were
receiving any support, yet Advisors consistently identified mental
health as a major issue. No organisation had routes for referring
people to any clinical or therapeutic provision.

Alongside strengthening activities that encourage the
development of peer networks to reduce isolation, we
recommend that support for mental wellbeing is made more
widely available.
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17. Managing Talent in the Network
Advisors (and their personal networks/’toolkits’) are the key asset
underpinning the success of local employment initiatives. WES
should invest in recognising achievement and brokering talent to
retain people in the local provider network, particularly as
funding sources change between organisations.

The Council has already established an Advisor Network. We
recommend that this is given prominence and value as part of
WES with a remit to:

• Retain and develop talented local Advisors
• Improve the quality of the “relational network” across

providers and Advisors
• Define what constitutes best practice and build a local

“modus operandi” across the network
• Recognise and celebrate individual achievement (over and

above organisational performance)
• Give wider local recognition to the skill of employment

advisors to attract future talent.
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18. Work and Health Programme
Based on what we know about likely value/volumes, we
understand that there will be a significant reduction in the
number of Westminster residents receiving support from DWP
programmes (i.e. Work and Health Programme) from 2017.
Compared to 717 programme starts in Westminster in 2014, it is
likely that the Work and Health Programme will support around
181 residents per annum, creating around 54 job outcomes.

We understand that the Council is currently re-validating its
projections for future demand and (likely) future provision
capacity, including leveraging alternative and indirect sources of
funding/provision, in order to reduce any shortfall created by this
reduction in DWP-funded provision and to meet its City for All
targets.
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Next Steps / ActionsNo THEME / ACTIVITY Recommendation Priority

1 CONSTITUTE PROVIDER NETWORK H/M/L

1.1 DEFINE A CONSTITUTION AND SHARED MISSION 1
1.1.1 Define and agree a common mission and purpose for the community around the City for All ambition

1.1.2 Develop and agree the obligations and commitments that define participation in the community

1.1.3 Identify and engage with the full range of potential participant organisations 

1.1.4 Identify the benefits to provider organisations e.g. access to brokerage, shared services, professional development

1.2 DATA SHARING 4
1.2.1 Develop and test content for data sharing within a single Data Intelligence Tool

1.2.2 Design platform for data capture and sharing

1.2.3 Establish protocols with partners

1.2.4
Collate and manage a named list of long-term unemployed residents combining data from sources such as housing, social 
services, JCP through new data-sharing arrangements (‘master caselist’). 

3

1.2.5
Collect data from providers on the level of demand for post-exit support from ‘graduates’ to understand the issues they 
face, the value of the support provided (i.e. costs avoided) 

8

1.3 KNOWLEDGE PLATFORM 2
1.3.1 Create online platform to share information about local provision with providers (including what can be shared) 9

1.3.2 Create online platform to share information about local provision with residents to improve access

1.3.3 Establish a capability for maintaining accurate sources of data 

1.3.4 Agree a protocol with partner organisations for providing updated information

1.4 PROFESSIONAL COMMUNITY 17
1.4.1 Develop a practitioner learning and development programme that focuses on inter-personal skills

1.4.2 Identify and actively seek to retain local Advisors in the Provider Network as funding sources change

1.4.3 Provide opportunities for Advisors to engage as co-designers in shaping the development of services 1

High 

High 

Medium

Medium
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Next Steps / Actions
Recomm
endation

2 TRIAGE

2.1 COMMON ASSESSMENT AND TRIAGE FUNCTION 4, 10
2.1.1 Establish a common assessment framework that enables clients to be directed to appropriate programmes

2.1.2 Validate and test with the Provider Network and embed into shared processes. 1

2.1.3 Build a system for uniquely identifying and tracking people in target cohorts as they move between services 3

2.1.4 Identify and engage with referring organisations and establish a common triage process 4

3 BROKERAGE

3.1 PARTNERSHIP MODEL WITH EMPLOYERS 11, 13

3.1.1
Define partnerships models/options for testing and validation that address: raising aspiration, accessing work trials, 'CV-
Less" recruitment, in work support and investment in progression

3.1.2 Prototype and develop with key partners, including employers, Recruit London and Get Set 1

3.1.3 Look at how obligations in the Social Value Act can be passed into Council supply chain partners

3.1.4
Through a retrospective case review build a profile of the types of opportunities that align to skills and preferences of client 
cohort and target employers/opportunities accordingly

3.1.5 Develop and test a scheme for recognising and rewarding providers that support  WES 14

3.1.6 Test with employers how to increase access to alternative routes into employment including CV-less applications and work trials 13

3.1.7
Consider the role of Advisors in the introduction of brokerage - avoid creating a barrier in ability of advisor to influence 
employer and create opportunities 

12

3.1.8
Collect data that quantifies the value of employing people with a history of long-term unemployment to challenge 
misconceptions

14

High 

High 



future public

Next Steps 36

Next Steps / Actions
4 INTEGRATION

4.1 CASE MANAGEMENT 3

4.1.1
Engage colleagues in Housing Options and Mental Health to co-design a better integrated model of working with Clients 
that achieves better sequencing and alignment of individual priorities

4.1.2
WES to work holistically with housing/benefit colleagues to improve the client experience with the aim of reducing the level 
of anxiety and uncertainty during transition to employment; consider introduction of case-conferencing across departments

5

5 INTERVENTIONS

5.1 CHILDCARE 6

5.1.1 Engage provider network to better understand the barriers to employment created by childcare

5.1.2
Develop and test potential options for tackling the barriers identified with providers, DWP/JCP, Council Benefits Officers, 
Clients, childcare providers, stakeholder organisations e.g. Gingerbread

6

5.2 PEER-LED EVENTS 7, 16

5.2.1 Engage provider network to build understanding and consensus around the value of group and peer-led activities 16

5.2.2
Support peer development activities by investing in the supporting infrastructure, such as hosting overall team events, 
connecting clients between such services, or leveraging employer connections to attend events.  

7

5.3 TRAINING

5.3.1
Investigate the scope for utilising SFA funding via WAES to improve access to vocational training through provider 
collaboration to create critical mass

5.4 MENTAL HEALTH AND WELLBEING 16

5.4.1 Explore options for improving access to therapeutic support to improve mental wellbeing and to help access professional support

High 

High 

Low

Medium

Medium
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Objectives

The objective of this exercise was to:

1. Map the customer journeys for key client groups. We mapped

out end to end customer journeys setting out the methods and

processes used by different organisations.

2. Assess what works and doesn’t work: we engaged Advisors in

a discussion through the mapping exercise to identify the critical

success factors associated with their service and their practice and

barriers to achieving job outcomes.
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Key Research Questions

1. What factors prevent long term unemployed 
people getting into sustainable work?

2. How can these barriers be tackled?

3. What are the critical success factors that should be 
retained/strengthened in the current service?

4. What can Westminster Council do to improve 
outcomes?



future public1. T200/High Potential (LEST)

Key Insights

Flexible journey determined by Advisors who exercise discretion about pace
of journey and investment in interventions.

Believe people have “invisible” barriers that takes time to disclose –
assessment is iterative over months

Take people that are “work willing” not “work ready”

Advisors give a lot of themselves into the relationships with clients – share
their own journeys.

Develop capacity of people to thrive outside of benefits system – move
from “learned helplessness”

Knowledge of resources and support in other organisations is their “toolkit”

Look for aspirational opportunities that create a legacy for families

Majority of clients are single older men. Significant external barriers around
ageism.

“Each One Teach One”: peer network to self-help and develop social
capital – tackling social isolation and harnessing the goodwill of clients
helped by the programme

Provider Interviews || T200/High Potential 40

Key data

• Three Advisors co-funded by DWP through JCP FSF
• Targets 200 JSA claimants selected by JCP as most 

difficult to help
• Achieving 50% job starts (data says 33%)
• Caseloads 25 per Advisor comprising mix of those in 

work, not fully engaged and fully engaged
• See around 70 people per Advisor over 18 months
• Measures are job starts, six month sustainment and 

progression towards work
• Up to 12 months pre-employment and six months in work 

support, but JCP often agree to extend journey

Critical Success Factors
• Low caseloads and flexible employment support
• Knowledge of local resources and relationships with other 

partners
• Building capacity and resilience – teaching people to do 

things rather than doing it for them
• Aspirational and appropriate jobs
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Key Insights

Mixed cohort covering those with low and very high needs. Same
caseloads for all types of clients irrespective of barriers.

Work as part of broader journey with referring organisations.

Depend on referring party to assess level of motivation and
readiness to work.

Voluntary programme, but some clients have conditions around
engagement set by referring partner e.g. benefits or retaining care
of a child.

Principle practical barriers to work are costs and flexibility of
childcare and access to training.

Principle personal barriers to work are around confidence/self-
esteem (particularly victims of domestic violence) and quality of
engagement/motivation.

Few clients drive their own job search.

Recruit their own employer relationships and work with Recruit
London – problems in retaining employer relationships when clients
fail to attend interviews.
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Key data

• Employ nine Advisors, including two from DWP
• caseloads are 25-30 per Advisor
• 2016 funding is £394k:

– including core budget
– Flexible Job Fund
– underspend  
– All funding negotiated annually.

• Eligibility is that there must be a child under 18 in the 
household

• Target is that 70% of caseload has been unemployed over 
12 months

• All engagement is voluntary

Critical Success Factors
• Flexible programme with clients – location and duration
• Low caseloads and focus on individual work
• Impact of benefit changes creating positive impact on 

motivation
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Key Insights

Although the programme is voluntary, there is some benefit on housing
eligibility or in working with Children’s Services.

Advisors often maintain relationships with customers after the end of the
programme and provide advice and support. Think this has a
preventative value.

Co-location with Housing team means housing and employment are
dealt with together. Employment Advisors have significant expertise in
housing and advocate with the Housing team on the clients’ behalf.

Progression in work is hampered by lack of access to training –
unaffordable for most customers

Try to create competitive advantage for clients by investing in training
that gives better level of qualification than those with experience.

Believe Work Trials are one of the most effective routes into work

Believe employers do not understand how to recruit effectively from
disadvantaged communities “they don’t go where the people are”.
More inclusive employment practices needed

Provider Interviews || Vital Regeneration 42

Key data

• Eligibility defined by risk to stability of housing.  All 
clients have a Housing Options reference number and 
90% of initial referrals come direct from Housing Options 
team

• 40% of caseload comes from returning customers self-
referring due to changes in circumstances

• 1 in 3 clients actively engage following referral
• Caseloads per Advisor average at 80 (active and inactive 

clients), typical live caseload = 35
• They have around 100 clients per annum between 2 

Advisors 
• Clients can stay on programme for 2 years, but average is 

18 months – triggers additional Housing Options points
• Biggest cohort is women with children under 5 on Income 

Support

Barriers to performance
• Lack of awareness of childcare provision and entitlement
• Clients lack of access to IT to do online applications
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Key Insights

Benefit cap and Universal Credit expected to create a new level of
demand on services, with housing officers having greater incentive
to refer to programme.

Eligibility is based on people working 8 hours or under – based on
criteria for previous ESF programme.

The largest group are economically inactive residents – living in
household where partner or parent works/receives benefit.

Another significant group are single parents, where the major
barrier is knowledge of and access to childcare resources (find
advice on Westminster Site user unfriendly).

Very difficult for clients and Advisors to stay up to date about
benefit and service changes.

Needs of clients mixed and no formal system for recording
complexity/need: no influence on caseload/time on programme.

Do a lot of follow up support and are a first port of call for many
clients after they have got into work.
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Key data

• Spend £115k p.a. on employment programme for 
residents

• Caseloads are 75-100 per Advisor
• Referrals come from City West Housing Managers/word 

of mouth
• No formal performance measures

Rely on Recruit London for many jobs and think that form of
brokerage should be extended to other organisations

Better off in work calculations show a very marginal benefit for
many people

Would be helpful to have access to discretionary funds to:
• top up childcare
• get licenses for security and construction positions

Would value a triage function that aligns clients to appropriate
programmes.

Believe more funding should be directed to prevention and
supporting the economically inactive into work
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Key Insights

Clients need to be motivated to work rather than be significantly
better off in work – often very marginal

See people more regularly when they are job ready and focus on
getting people into work

Engagement is an issue with sometimes only 15-20% of planned
appointments attending

Those with more material barriers are referred to specialist partners
e.g. autism, mental health

Believe that there is a job for everyone if they have the right
attitude towards work.

Invest time in people that demonstrate motivation and ability to 
work

Others are put on various courses around confidence, resilience etc
Customer engages with different parts of the team according to the 
stage on their journey.  

Provider Interviews || Work Programme (Maximus) 44

Key data

• Deliver Work Programme and Work Choice (through
Remploy)

• Key processes defined by DWP as part of Provider
Guidance

• Average caseloads are 80-170 but access specialist
support for people with particular barriers or
development needs

• Have a national accounts team that manage relationships
with major employers and screen people for roles

• Local teams are responsible for preparation

Barriers to performance
• Service geared towards people seeking job entry

positions, they are not set up for working with people
from professional backgrounds.

• JCP require people to take work if they are “£1 better off
in work”, even if clients regard the work as unsuitable.

• Lack of support in Westminster for single parents
requiring childcare, people with Mental Health and the
homeless.
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Key Insights

Clients are referred after a motivational assessment done by the
clinical team. Clinical teams are trained in IPS.

In-depth assessment of needs informs appropriate action planning
over 3-4 sessions. Assessment is embedded into overall clinical
record.

Clients are accepted onto programme when motivated rather than
when well enough to work – it is part of the therapeutic journey
Employment Specialists (Advisors) form part of Multi-Disciplinary
clinical team, share records and attend MDT meetings. Issues
around engagement is tackled by whole team.

Employment Specialists support clients to actively job search, but
also broker employment opportunities with employers directly
based on client preferences and sometimes seek to avoid a
competitive interview process.

Dedicated Employment Specialist works across CNWL to broker
work placements/paid work in CNWL for clients.
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Key data

• Caseload per Advisor: 20-25
• 17 paid starts per Advisor per annum
• Voluntary programme for CNWL patients.  Eligibility 

ceases at the point of discharge
• Advisors do bespoke job search per client
• The majority of clients are ESA Support Group and local 

JCP protect that status if client falls out of work

Critical Success Factors
• Quality of initial assessment and depth of action plan
• Tenacious/personalised approach with high level of support
• Work trials and placements important to most clients
• Working with employers to access hidden labour market/overcome 

negative perceptions around mental health
• Negotiate “job carving” with employers so client can focus on bits 

of a job they can cope with
• Integration with/support from Clinical team to return to work
• Employment specialists have access to IPS fidelity training/support

Barriers to performance
• Employer’s negative perceptions of mental health 
• Lack of access to funded training e.g. CSCS card

“We carry belief for our clients until they are 
able to believe in themselves”   Lynne Miller
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Key Insights

Qualification creep is a big issue with relatively low skilled work like cleaning looking for
GCSEs. Excludes people educated outside the UK.

Believe that Housing teams have become more “mechanistic” in their treatment of people
and staff do not have the skills or freedoms to take “positive risks” to support people.

Need to educate people about how other services work to avoid crisis like eviction.

Initial part of customer journey is establishing appropriate aspirations for work and often
advisors will take clients back to their childhood to remember early ambitions.

Key skill is in understanding latent skillsets/understanding their value in the job market

Strong relationships with employers as donors and use these relationships to: hold
employer days where organisations can introduce opportunities and raise aspirations e.g.
Google; provide mentoring and advice; offer volunteers to support services

Advisors are the “matchmakers” between clients and employers, they don’t have a
separate team finding vacancies, but work extensively with Recruit London (trust them to
do the right thing with clients) and Land Securities

Noted that schemes like CRP “into work” scheme has been limited by ability of delivery
organisations to locate clients. CH’s strength is finding people who need support.

Childcare is a major issue and impacts on equality of access for women to job opportunity.  
Being further exacerbated by closure of After School Clubs.
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Key data

• Three Advisors working as part of a learning and 
employment team

• Majority of funding for services comes from donors
• Focused on KPIs around the overall mission of the Centre 

– e.g. economic wellbeing, housing security, 
meaningful activity and wellbeing 

• Clients mainly self-refer to the Centre and often continue 
to seek support for extended periods

Critical Success Factors
• Relationships with employers and ability to leverage 

goodwill 
• Ability to access and engage people with significant 

barriers

Think best investment for WES is to build “neighbourliness” in the
provider network

Use Job Clubs and “Clinics” to develop peer networks and provide on-
going access to support.
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Key Insights

Work through community groups to access people who are not
attached to any existing programmes. Direct marketing through leaflets
or door to door contact ineffective

Organisations tend to use their clients as “collateral” wary about
referring on because of funding implications even if they are not good
at employment support

Their Advisors have generally been through programmes themselves
and sharing this with clients builds trust and empathy

Investment from S106 into employability programmes not early enough
to create benefits for local people

Childcare is significant barrier: people cannot afford upfront payment
(£700-800) before tax credits arrive. Very expensive in Westminster.

Once in work the changes in benefits is “a can of worms” for people.
Think Westminster are much less flexible than neighbouring boroughs.

Think that Recruit London are set up to focus on more job ready clients,
so they tend to work with Get Set to broker jobs.
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Key data

• Open to any job seeker in the Westminster area

Critical Success Factors
• Quality and experience of Advisors
• Accessing and engaging people through community 

organisations

Barriers to performance
• Marginal benefit of being in work affects motivation
• Complexity of benefit system when transitioning into 

work

Clients need more opportunities to access jobs without online
CV/application process.

More work trials and interim work opportunities are needed to
build experience and confidence and employer “open days”

Short term funding impacts on momentum of programmes and
impacts on job certainty for Advisors.
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Key Insights

Work in a limited way with employability providers because
providers cannot deliver the critical mass of people that allows
WAES to put on a course specifically for a provider’s clients.

They market their courses to areas, but do not target unemployed
people specifically.

Believe that employment providers should better position
themselves as a resource to local businesses.

Feel that providers all chase the same clients and the same
employers and both need better co-ordination.

Relationships with most employers leads to repeat business in
training or work experience opportunities.

Provider Interviews || WAES 48

Key data

• Provide vocational skills and basic qualifications to adult 
learners over 19

• Key funded outcomes are qualifications rather than 
employment

• Majority of students learn part-time around work and 
family commitment

• Majority of students are on ESOL courses
• Work placements are an important component of the 

learning experience
• Mainly funded by the SFA, owned by WCC, but provide 

access to learners across London
• Provide 700 apprenticeships, but only 1-2% are 

Westminster residents

Critical Success Factors
• Ability to source good quality work placements that also 

lead to future employment opportunity

Barriers to performance
• Inability to engage a higher number of Westminster 

residents in apprenticeships and learning
• Lack of effective join up with employability providers

9. Westminster Adult Education Service (WAES)
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1. Working with Employers
• Employers should focus on client’s abilities (not their CV)

through greater use of work trials

• Employers should offer more flexible employment
opportunities and working hours, particularly for those with
childcare responsibilities. These should also recognise different
stages of a client’s employment journey, enable access to a
wider range of sector-based training, and include opportunities
beyond those at entry-level

• We need to change employers’ attitudes and mindsets, i.e. to
accept/use more informal recruitment channels

• When engaging with employers/supply chain, we need to
invoke commitments to ‘local jobs for local people’

• Need to engage with employers outside the borough (for
those in out-of-area Temporary Accommodation)

• Recognise local residents as assets, and explore how
employers can ’pay back’ for free/low cost recruitment services
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Provider Network Event (25th Oct 2016)

2. Leveraging the Council’s Position
• Local and Central Governments needs to use their

procurement powers to generate more job opportunities,
i.e. through the Social Value Act and Section 106

• WCC needs to invoke social responsibility, and actively
manage the delivery of bid commitments (i.e. S.106)

• WCC should only work with businesses who trade ethically
and offer appropriate contracts and working conditions.

• WCC could stipulate that its contractors/suppliers do not
offer zero hour contracts, and other departments should not
avoid ‘race to the bottom’ around domiciliary care prices,
which impacts on wages in already lowest paid-jobs

• Need to create legacy-based jobs, i.e. recognise the value
that employment creates for children etc

• In-work progression – when commissioning, we need to go
beyond success measures that only recognise the job
outcome. Need to focus on progression outcomes (career
development), and rely on employers to fund/support that

Feedback on Recommendations:

Providers were asked to work in small groups to discuss and respond to the draft insights presented by Future Public, and to agree their top
three priorities for the new Westminster Employment Service:
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Provider Network Event (25th Oct 2016)

3. Enabling the Provider Network
• Central, agreed purpose which is shared and understood by all

providers (with contracts aligned to that goal), so that all
providers can ‘sing from the same page’

• More awareness of the core ‘purpose’ so we collectively
(employers, providers, commissioners) help create more
sustainable jobs that clients will not fall out of after 13 weeks

• Tailored Job Brokerage – we need a ‘go-to’ place for vacancies
suitable for the long-term unemployed and those with complex
needs

• Co-production: enable a greater voice/role for Advisors in
making changes, informing programme design and training
requirements

• Disclosure – more training and support for Advisors and clients
so they are informed about what they need to disclose and
what they don’t

• Disclosure – more training and support for Advisors and clients
so they are informed about what they need to disclose and
what they don’t

• Private rental sector – need changes to allow housing benefit
to taper off, not just immediately end, in order to increase job
sustainability

• More funding/support for childcare, for example, reintroduce
the Westminster childcare pilot (2009), with subsidies/support
that tapers off over time
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Objectives

The objective of this exercise was to:

1. Understand employers experience of recruiting and working

with unemployed people and employment services in

Westminster: by conducting a series of interviews with local

employers.

2. Understand how current job opportunities are brokered

between employers and employment service providers: by

engaging with current brokerage teams.

3. Test opportunities to increase the availability of good job

opportunities for long term unemployed people: by asking

employers what motivate/enable them to provide more

opportunity.
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Key Research Questions

1. What motivates employers to take on unemployed 
people in Westminster?

2. How are candidates sources and assessed?

3. What is the quality of support received from 
employment service providers and brokers?

4. What is the opportunity to generate additional job 
opportunities?
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Key Insights

They work through local charities and RSLs to source referrals and
depend on other organisations to locate target cohorts.

Their recent focus on people unemployed for over a year makes it
more difficult for other organisations to provide appropriate
referrals. The more complex the criteria for eligibility, the more
difficult it makes working with other agencies.

They seek to strike the difficult balance of meeting employers
expectations around securing the best candidates, with the
restrictions of offering up people with no recent employment
history and that is creating an unhelpful tension in the service.

Co-ordinators have contact details for all businesses are active in
building relationships with businesses at a local level to get access
to opportunity first. There are no guarantees of access to jobs – it
is dependent on the quality of service received by employers.

Very few referral partners ask Recruit London to source bespoke
opportunities based on specific client preferences. The team focus
on maximising vacancies and advertising their availability to
partners.

Employer Interviews || Recruit London 54

Key data

• Work with 29 members the Cross River partnership and 2 BIDs to 
leverage value through S106.  Interface with 8 local authorities.

• Nine Workplace Co-ordinators link job seekers to vacant 
opportunities, aligned to specific areas and groups of employers.

• Targets vary according to funding source but are around job starts 
and sustainment

• No fixed caseloads – depends on demand.
• Voluntary engagement only. No mandatory programmes.
• Provide training for job opportunities, but not case-management 

and support to deal with underlying employment barriers
• Recently re-aligned target cohort to 70% long term unemployed.  

Previously anyone unemployed or inactive were eligible.

Critical Success Factors
• Single brokerage for multiple employers creates better access to 

jobs
• Ability to advocate with employers to create opportunities for 

clients
• Stable delivery platform to secure new sources of funding to 

support the service model

Barriers to performance
• Lack of suitable candidates to meet employer expectations
• Focus on longer term unemployed cohort means they offer fewer 

candidates to employers and risk undermining the service
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Key Insights

Believe they have been proactive in seeking to create opportunity for local
people:
• Holding job fairs in Lisson Grove (1 prospective candidate identified)
• Advertising in City West Homes newsletter that goes to 22k homes
• Proactively going to local schools to identify prospective school leavers
• Going to local colleges to find apprentices signed into courses.
• They have run a 2 week course for people to get their CSCS cards

where candidates were located by Ixion. They recruited 15 and 12
attended of which 50% secured a job within a small number of weeks.

Would be very receptive to working through a brokerage that delivers job
ready local people and collaborating with other employers, e.g. Amey

Found that local schools are not responsive to finding young people
looking for apprenticeships.

Believe there is an issue in Westminster around the cost of living in the
private rented sector and mismatch between cost of living and salary levels
for the job entry roles they offer.

Believe employers should have more opportunity to promote opportunities
with clients to engage their interest before they are put forward to specific
opportunities
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Key data

• Provide reactive maintenance to City West Homes
• £15m p.a. value, employing a core team of around 40 

and a large network of sub contractors.
• Open book contract currently with performance metrics 

linked to customer satisfaction.
• Very keen to employ local people as it reduces their cost 

of operation, but has failed to find candidates from 
Westminster despite “significant” efforts

• They have not recruited successfully from referral partners 
and generally pay around £1k to advertise roles

• Wates plc have a strong history of delivering social value 
and would be keen to achieve more in the contract.

• There is an imminent re-bid and they are looking at 
improving their value proposition.
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Key Insights

Think they do less around social value on this contract than others
and keen to bring best practices from elsewhere.

After an initial focus on making services changes following a large
scale TUPE transfer, the organisation is now looking at recruitment.
They will have a range of positions available linked to their role in
managing the facilities and delivering small works.

Employer Interviews || Amey 56

Key data

• Have the tri-borough contract for FM employing 700 
people.

• 10 year term starting in 2013
• No specific provisions around social value, but are 

committed to creating better social value and receptive 
to making new commitments

• Has had a difficult start to the contract with first 
generation TUPE and keen to build reputation.
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Key Insights

Have had a mixed response from referral partners. Held a breakfast
to promote opportunities, but had limited take up

Think that they should have opportunities for early engagement
with clients so they have a long term employment goal even if they
are not job ready

Offer their tenants access to the programme so they can access
local people and deliver CSR objectives and see that as part of the
landlord service – so there is a commercial as well as social value to
what they do

Believe that the Council should focus on “pre pre-employment”
support addressing the fundamental barriers that prevent people
passing screening for jobs.

§ Employer Interviews || Land Securities 57

Key data

• Run a Community Employment Programme that is part of 
corporate CSR strategy

• They retain an element of S106 and match fund to deliver 
social value

• They target people with significant barriers and build 
partnerships with referral agencies to source candidates.

• Run two academies through colleges for construction and 
customer service.  Requires candidates to be screened for 
suitability.  all people completing training are offered an 
employment opportunity

• Embed commitments through the supply chain as part of 
procurement
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User Research
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Objectives

The objective of this exercise was to:

1. Understand the experience of being unemployed from Clients

in the target cohorts: by recruiting people from different

providers and those who had successful and unsuccessful service

outcomes.

2. Identify key barriers to achieving a sustained job outcome: by

discussing the client’s situation and the factors which influence

their ability to work.

3. Understand how effective and appropriate current

employment services are: by looking at the differences between

how the client perceives their need for support and what is

delivered by the provider(s)
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Key Research Questions

1. Understand what circumstances led to

unemployment and barriers to work

2. Understand the impact of unemployment on the
client and their family

3. Capture the experience of engaging with

employment services and the extent to which

barriers and needs were addressed

4. Understand how other services impact on the
employability journey
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Objectives

The objective of this exercise was to:

1. Collect data relating to:

• programme capacity (starts/job starts)

• effectiveness (conversion rates/comparison to other

initiatives)

• cost-efficiency (cost per start/job outcome)

2. Analyse data beyond the performance information already

collected by WCC for its directly commissioned initiatives

3. Inform future commissioning of employment services in

Westminster by being able to benchmark the cost/impact of

existing directly commissioned initiatives against a wider sample.
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Key Research Questions

1. Where should WCC invest its money?

2. What services are proving effective in progressing 
key customer groups into sustainable? 

3. What does it cost to help certain clients into 
work?

4. Have we got the right services in place for the 
target cohort groups?
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Approach

We agreed and created a four-page Data Capture form which was

sent to 30 different providers delivering job-focused services in

Westminster between 19th August and 12th September.

This included 22 providers already known to WCC and eight newly

identified providers. Providers delivering pre-employment support

not linked to a job outcome were excluded from this exercise.
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Provider Capture Template (Issued Aug-Sept 2016)

• 30 Data Capture Templates distributed to providers
• 13 returned to date (43% return rate)
• Usable data from nine Templates
• Additional desktop research resulted in cost/performance information 

being available for two additional programmes (for comparison 
purposes only)

Templates Returned From: Useable

1 T200/High Potential WCC Yes

2 FACES WCC Yes

3 HELP Vital Regeneration Yes

4 Employment Team City West Homes Yes

5 Into Work Clement James Yes

6 Inspired One Housing Group Yes

7 Westminster Employment WCC Yes

8 Work Programme Maximus* Yes*

9 Love London Working Affinity Sutton* Yes*

10 Workwise Centrepoint Partial

11 Reconnect Peabody Trust Partial

12 Paddington Development Trust No

13 Westminster Adult Education Service No

*Note: Most data shown herein excludes data provided by two organisations to avoid distorting the analysis and interpretation: 

1. Work Programme: the provider submitted information for the whole CPA (West London), not just Westminster. They are also one of the three providers delivering WP in Westminster. 

2. Affinity Sutton’s / Love London Working: the figures provided by Affinity Sutton cover the entire contract rather than just Westminster. Also, the contract started very recently, so is not indicative of BAU provision.



future publicIntroduction

Challenges

1. Poor Completion Rate
As noted, less than half of the organisations approached completed the
Template. Of those that did, most completed the core information about
their programme (funder, start/end date, eligibility, resources), but many
did not complete the fields relating to volume, contract value or
performance information.

2. Variability in Reporting Periods / Content
There was great variability in the way providers reported their actual
performance: some provided year-to-date, some for the most recent
completed year, others recorded their targets but not the actual and vice
versa. Combined with the poor completion rate, this invalidated much of
the desired comparison between programmes, making it difficult to
interpret reliably and impossible to draw robust conclusion.

The most consistently reported field was ‘annual target’, so we have
used this and focused on building a view of the potential annual capacity
of provision in Westminster, and the overall volume and cost.
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3. Comparability
Finally, the absence of a single method of controlling for the
‘type’ or ‘complexity’ of the individuals being supported by
providers impeded our ability to draw conclusions as to the
overall effectiveness or cost efficiency of any of these
initiatives. For instance, higher cost programmes may be
dealing with significantly more complex needs groups.

For this reason, whilst we have included comparison data on
cost per start etc, value-for-money cannot be reliably
interpreted.

However, the data and charts are provided to demonstrate the
range/depth of analysis which could be completed in future,
should the data gathering project continue and providers be
obligated to provide performance information.
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Recommendations: Approach

1. Provider Engagement
Based on our engagement with providers over Aug – Sept 2016,
there is is clear appetite within the local provider base to engage
more proactively with WCC, despite many not completing/returning
their Template. We should capitalise on this and continue to
nurture those relationships through more formalised arrangements
which involve reciprocal benefits, i.e. a new Advisor
Academy/network.

2. Single Data Intelligence Tool

The lack of comparability across the data received, points to a more
structured data-sharing arrangement with providers, as part of a
wider investment in a centralised WES data intelligence / CRM tool.

Participating providers (both directly commissioned by WCC or
delivering locally) would sign up to collect information about client
needs and cohort complexity, track performance against metrics
and outcomes.
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These would be reported back to WES at agreed intervals, against
specific reporting periods (i.e. previous year/quarter), also
allowing for ‘run-on’ periods to accurately assess sustainment
rates.

WES might consider an online or e-reporting facility which could
be programmed to prevent users leaving fields blank, with clear
guidance on how to complete the information fully.

There also needs to be a consistent mechanism to understand the
relative complexity of individuals being supported by programmes
in order to fairly evaluate value-for-money on a like-for-life basis.

As described in the overall Recommendations, there are
challenges when considering a centralised assessment and triage
function, so other options may need to be considered: for
instance, providers could, along with WES, co-produce a common
assessment framework, which they all use in delivery.
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Recommendations: Lines of Enquiry

Assuming a more formalised and regular collection of performance
data from local providers, key areas to explore in future include:

• Relative performance of programmes weighted for complexity
of cohort need (using a common assessment framework)

• Performance of programmes for certain sub-groups / payment
groups (i.e. break down by need / benefit type / circumstance)

• Populate the cohort needs mechanism more completely to
understand the extent to which commissioned programmes will
meet priority group needs (and reach target reduction in LTU)

• Underlying barriers to work, for instance: childcare / mental
health and what use there is of local resources, to help inform
future strategies at local and regional level
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• Assess overall productivity of services, including identifying
valuable, but currently non-reported added-value activities,
which may be distorting our view of value for money. For
instance, a number of providers interviewed through this
research provide long-term ad hoc support to former clients,
long after they ‘graduate’ from the programme (i.e. enter and
sustain work). They therefore play a valuable role in crisis
prevention outside the parameters of their current contractual
responsibilities. Analysis of the ‘value’ created by such
activities, may help focus resources on early-intervention /
prevention strategies in future.

• Movement of clients between services: understand the extent
to which services are effectively signposting / referring clients
to appropriate alternative provision at the right time for the
individual in their journey to work
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Hyper Local

Locally 
Commissioned

Regionally 
Commissioned

Nationally 
Commissioned

LEST:
Church Street
WCC
Church St Dowry

(9)

HELP 
Vital Regeneration
WCC

(3)

Cardinal Hulme
Self-Funded

(7)

Key
LEST: 
FACES
WCC

(2)

LEST: 
High Potential / 
T200
WCC
JCP                     (1)

LEST: 
Leaving Care
WCC

(15)

Westminster 
Employment
WCC

(22)

ESF Tackling 
Poverty
PDT
ESF / London 
Councils              (8)

EASI
WCC

(31)

Work & Health 
Programme
TBC
DWP

(32)

Work Programme 
Various
DWP

(5)

Work Choice 
Remploy
DWP

(17)

Working Capital
APM
Central London 
Forward

(16)

IPS 
CNWL NHS FT
CCG

(6)

Employment Team
City West Homes
Self-Funded

(4)

ESF Families 
Shaw Trust
ESF
London Councils

(33)

ESF Over 50s
G4S
ESF 
London Councils

(34)

Drug & Alcohol 
Provision
WCC

Workwise 
Centre Point
Self-Funded

(13)

Reconnect  
Peabody Trust

(14)

Love London 
Working 
Affinity Sutton
GLA/ ESF

(10)

Epic 
Prince’s Trust

(18)

Earn2Learn 
Octavia
Self / Big Lottery

(19)

Into Work  
Clement James 
Centre
Self-Funded

(11)

NOMS CFO 3
Shaw Trust
ESF / MOJ

(36)

Inspired 
One Housing
Ctl London CCG
W London CCG

(12)

WCC funded/delivered

Third Party 
funded/delivered

Future Provision

!2 Week Training
House of St 
Barnabas
Self-Funded

(21)

Future WCC 
funded/delivered

Skills 2 
Construction
Ixion
GLA / CITB

(25)

Get Set
London Council / 
JCP / ESF / PDT

(30)

(14)

CITE
London Councils / 
JCP / ESF / PDT

(26)
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Job-Outcome Specific Provision

Recruit London
CRP
WCC
London Councils

(0)
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0 Recruit London Cross River P’ship ⚫ ⚫

1 T200 / High Potential WCC LEST ⚫ ⚫ ⚫

2 FACES WCC LEST ⚫ ⚫ ⚫ ⚫ ⚫ ⚫

3 Help Vital Regen ⚫ ⚫ ⚫ ⚫

4 Employment Team City West ⚫ ⚫ ⚫ ⚫

5 Work Programme Maximus ⚫ ⚫ ⚫ ⚫

6 IPS CNWL ⚫ ⚫ ⚫

7 Various Cardinal Hume ⚫ ⚫ ⚫ ⚫ ⚫ ⚫

8 Tackling Poverty (ESF) PDT ⚫ ⚫ ⚫ ⚫ ⚫ ⚫ ⚫ ⚫ ⚫ ⚫

9 Church Street WCC LEST ⚫ ⚫ ⚫ ⚫ ⚫ ⚫ ⚫

10 Love London Working Affinity Sutton ⚫ ⚫

11 Into Work Clement James ⚫

12 Inspired One Housing ⚫ ⚫

13 Workwise Centrepoint ⚫ ⚫ ⚫ ⚫

14 Reconnect Peabody Trust ⚫ ⚫ ⚫

15 Care Leavers WCC LEST ⚫ ⚫ ⚫ ⚫ ⚫

16 Working Capital APM ⚫ ⚫ ⚫ ⚫

17 Work Choice Remploy ⚫ ⚫ ⚫ ⚫ ⚫

18 Epic Prince’s Trust ⚫ ⚫ ⚫ 109
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19 Earn to Learn Octavia ⚫ ⚫

20 Marylebone Project Church Army ⚫ ⚫ ⚫ ⚫

21 Employment Academy House of St Barnabas ⚫ ⚫ ⚫

22 Westminster Employment WCC ⚫ ⚫ ⚫

23 Construction Training BounceBack ⚫

24 ETWR The Passage

25 Skills 2 Construction Ixion ⚫ ⚫ ⚫

26 Various CITE ⚫ ⚫

27 Single Homeless Project Single Homeless Project ⚫ ⚫ ⚫

28 Work Programme Ingeus ⚫ ⚫ ⚫

29 Work Programme Reed in Partnership ⚫ ⚫ ⚫

30 Various Get Set ⚫ ⚫ ⚫ ⚫ ⚫

31 EASI WCC ⚫ ⚫ ⚫

32 TBC Work & Health Prog ⚫ ⚫ ⚫

33 ESF Families Shaw Trust ⚫ ⚫ ⚫ ⚫

34 ESF Over 50s G4S ⚫ ⚫ ⚫

35 ESF Troubled Families G4S ⚫ ⚫ ⚫ ⚫

36 NOMS CFO (ESF) 3 Shaw Trust ⚫ ⚫ 110
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Provision Summary

LEST:
Church Street
WCC
Church St Dowry

(9)

HELP 
Vital Regeneration
WCC

(3)

Cardinal Hulme
Self-Funded

(7)

LEST: 
FACES
WCC

(2)

LEST: 
High Potential / 
T200
WCC
JCP                     (1)

ESF Tackling 
Poverty
PDT
ESF / London 
Councils              (8)

Work Programme 
Maximus
DWP

(5)

IPS 
CNWL NHS FT

(6)

Employment Team
City West Homes
Self-Funded

(4)

Love London 
Working 
Affinity Sutton
GLA/ ESF

(10)

Into Work  
Clement James 
Centre
Self-Funded

(11)

Targeting 200 longest-term JSA 
recipients (determined by JCP)
Contact: Beth Coyne
Bcoyne@westminster.gov.uk

Open to unemployed parents with a 
child under 18 in the household
Contact: Beth Coyne
Bcoyne@westminster.gov.uk

Specific programme for those in 
temporary accommodation (TA) 
Contact: Emma Winter
ewinter@vitalregen.org

Open to Westminster residents who are 
unemployed or working <8 hours/week. 
Contact: Keith Cookson
kcookson@cwh.org.uk

DWP prog for long-term unemployed 
jobseekers. Referrals from JCP only.
Contact: Liam Sliney
LSliney@maximusuk.co.uk

Voluntary programme for Central North 
West London NHS Trust patients 
Contact: Lynne Miller 
lynne.miller@nhs.net

Self-funded, person-centred programme 
for those with complex needs
Contact: Ellen Prue
EllenPrue@cardinalhumecentre.org.uk

New ESF contract starting Sept 16 to 
focus on long-term unemployed
Contact: Jessica Pickard
jessica@pdt.org.uk

Post-code specific service for un/under-
employed in Church Street renewal area 
Contact: Beth Coyne
Bcoyne@westminster.gov.uk

16 org consortium prog to find work for 
unemployed/economically inactive 
Contact: Mark Maddison
mark.maddison@affinitysutton.com

Self-funded: supports young people and 
adults to obtain employment or training. 
Contact: Howard Taylor
howard@clementjames.org

Recruit London
Cross River P’ship
London Councils

(0)

Cross River Employer-facing brokerage 
service
Contact: Lizzie Harris
eharris@westminster.gov.uk

Key

WCC funded/delivered

Third Party funded/delivered

Future Provision

Future WCC funded/delivered

Non-Job Specific Provision
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Provision Summary

!2 Week Training
House of St 
Barnabas
Self-Funded

(21)

LEST: 
Leaving Care
WCC

(15)

Earn to Learn 
Octavia
Self / Big Lottery

(19)

Reconnect  
Peabody Trust

(14)

Workwise 
Centre Point
Self-Funded

(13)

Marylebone 
Project
Church Army

(20)

Work Choice 
Remploy
DWP

(17)

Epic 
Prince’s Trust

(18)

Working Capital
APM
Central London 
Forward

(16)

Westminster 
Employment
WCC

(22)

BounceBack

(23)

Six week employability programme 
open to Centrepoint residents (16-25)
Contact: Deri Jones
D.Jones@centrepoint.org

Unemployed/working less that 16 hours, 
living in London with the right to work 
Contact: John Dempster
John.Dempster@peabody.org.uk

Targeting 200 longest-term JSA 
recipients (determined by JCP)
Contact: Beth Coyne
Bcoyne@westminster.gov.uk

WP (ESA WRAG) Leavers pilot. Referrals 
from JCP on a random allocation basis
Contact: Beth Coyne
Bcoyne@westminster.gov.uk

DWP programme for people with health 
and disability-related barriers
Contact: Liam Sliney
LSliney@maximusuk.co.uk

12- week personal development course 
for 16-24 year olds not in work/college
Contact: Chad Solomon
chad.solomon@epiccic.org.uk

Tri-borough for those with history of LT 
drug and alcohol dependency into ETE. 
Contact:
Learn2earn@blenheimcdp.org.uk

Provides beds and ETE opportunities for 
homeless women
Contact: 

12-week Employment Academy + work 
experience in private members club 
Contact: 

Specialist supported employment prog
(learning / physical  disabilities)
Contact: Robert Driver
rdriver@westminster.gov.uk

NVQ Construction training for ex-
offenders and those leaving custody
Contact: 

Inspired 
One Housing
Ctl London CCG
W London CCG

(12)

Peer led, personality disorder service 
supporting volunteeering, ETE 
Contact: Francis Dixon
FDixon@onehousinggroup.co.uk

Key

WCC funded/delivered

Third Party funded/delivered

Future Provision

Future WCC funded/delivered

Non-Job Specific Provision
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Provision Summary

ESF Over 50s
G4S
ESF 
London Councils

(34)

Single Homeless 
Project

(27)

Work & Health 
Programme
TBC
DWP

(32)

CITE
London Councils / 
JCP / ESF / PDT

(26)

Skills 2 
Construction
Ixion
GLA / CITB

(25)

ESF Families 
Shaw Trust
ESF
London Councils

(33)

Get Set
London Council / 
JCP / ESF / PDT

(30)

EASI
Vital Regeneration
WCC

(31)

Work Programme
Ingeus/Reed

(28-29)

ESF Troubled 
Families (G4S)
ESF 
London Councils

(35)

NOMS CFO 3
Shaw Trust
ESF / MOJ

(36)

Helping unemployed with experience in 
construction get back into work. 
Contact: Gary Kernaghan
Gary.Kernaghan@ixionholdings.com

Free accredited training courses in 
partnership with recruiting employers 
Contact:
info@cite4jobs.org

Accommodation and floating support 
for homeless and housing vulnerable
Contact: 

DWP prog for long-term unemployed 
jobseekers. Referrals from JCP only.
Contact: 

Employer engagement specialist 
provider, delivering employment and 
training contracts. 
Contact:

Single ‘One Stop Shop’ support to 500 
households at risk of homelessness 
Contact: Helena Stephenson
hstephenson@westminster.gov.uk

Replacement programme for Work 
Choice and Work Programme from 2017

Providers TBC

TBC

Contact: Chris Perry
Chris.Perry@shaw-trust.org.uk

TBC

Contact: Rowena Astell
rowena.astell@uk.g4s.com

TBC

Contact: Rowena Astell
rowena.astell@uk.g4s.com

Through-the-gate + community-based 
employment support for offenders
Contact: Chris Perry
Chris.Perry@shaw-trust.org.uk

ETWR
The Passage

(24)

Construction academy: Land Securities, 
JCP and City of Westminster College 
Contact: 

Key

WCC funded/delivered

Third Party funded/delivered

Future Provision

Future WCC funded/delivered

Key

WCC funded/delivered

Third Party funded/delivered

Future Provision

Future WCC funded/delivered

Non-Job Specific Provision
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1. T200 / High Potential (WCC)

Eligibility

• Work Programme Leavers

• 12m+ unemployed

• Complex Need

Referral Sources

• JCP

• Social Services

• Health Professionals

• Housing Options

• Welfare Reform Team

Overview 
• Specific programme targeting 200 longest-term JSA recipients (determined by JCP)

• Referrals also accepted from Welfare Reform Team/Complex needs from partners where the 

client’s needs go beyond the partner organisation’s capabilities 

• Specialise in complex needs and long-term (3y+) unemployed

• Includes match element for ESA group (delivered with Wandsworth and Westminster Mind)

Contract Info Commissioning Level Local 

Provider WCC LEST No. Advisors 3

Funders WCC Econ: £200k
JCP FSF £100k Typical Caseload 25

Contract Start April 2015 Participation Voluntary

Contract End Sept 2017 Ave cost per start £5000 (target)
£4347 (actual)

Contract Value £300,000 (Total)
£200,000 (Annual) Ave cost per job £15,000 (target)

£10,344 (actual)
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2. FACES (WCC)

Eligibility

• Dependent Children (U18)

• Troubled Families

• In, or at risk of being in, gangs

• Income Support

Referral Sources

• Self-Referral

• Economy Team

• MOPAC

• JCP

• Adult Social Services

• Integrated Gangs Unit

Overview 
• Open to unemployed parents with a child under 18 in the household

• Provide CV building, better off calculations and motivational support

Contract Info Commissioning Level Local 

Provider WCC LEST No. Advisors 9

Funders WCC Typical Caseload 28

Contract Start April 2014 Participation Voluntary

Contract End March 2017 Ave cost per start £2378

Contract Value £394,000 (annual)
£1,182,000 (TCV) Ave cost per job £9850

Funder à WCC Economy DWP: TF JCP: FSF MOPAC

Eligibility Parents with children 
under 18

Troubled Families Income Support
18-24
In gang (or at risk of
being in gang)

Referral 
Sources

Children’s services
Early help
Outreach
Self referral

Social Care List JCP
Integrated Gangs 
Unit
Self-referral
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3. HELP (Vital Regeneration)

Eligibility

• Living in Temporary Accom

Referral Sources

• Housing Options

• Welfare Reform Team

Overview 
• Specific programme for those in temporary accommodation (TA)

• Some living in TA may be out of area

• Referrals from Housing Options Service (frontline homelessness service within WCC) and 

Welfare Reform Team (at risk of homelessness due to Benefits Cap

• Clients can get 50 points on housing register for engaging

• Will link into HELP Enterprise for small business support, includes: small business incubation 

and preferential access to local accommodation

Contract Info Commissioning Level Local

Provider Vital Regeneration No. Advisors 2

Funders WCC Typical Caseload 35

Contract Start April 2016 Participation Engagement
linked to accomm

Contract End Sept. 2016 Ave cost per start £1714 (target)
£1133 (actual)

Contract Value £66,875 (6m) Ave cost per job £5144 (target)
£3,715 (actual)
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4. Employment Team (City West Homes)

Eligibility

• Westminster Resident

• Unemployed

• Working less than 8 hours/week

Referral Sources

• Self Referral (word of mouth)

• Housing Officers / teams

Overview 
• Available to Westminster residents who are unemployed or in insecure employment and 

working less than 8 hours/week. 
• Prioritise CWH residents
• Anyone aged 17-65 
• Not currently commissioned though previously by ESF/WCC. 
• Presently funded with programme reserves and CityWest Homes 
• Target 75 job starts per year
• Arrange work placement within internal teams to give clients access to office based, customer 

facing and admin experience. 
• Around 7-10 jobs are placed a year in CWH in this way.

• Also provide self –employment advice.

Contract Info Commissioning Level Local

Provider City West Homes No. Advisors 3

Funders Self-funded Typical Caseload 75

Contract Start April 2016 Participation Voluntary 

Contract End March 2018 Ave cost per start £460 (target)
£1008 (actual) 

Contract Value £115,000 Ave cost per job £1553 (target)
£3709 (actual)
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5. Work Programme (Maximus)

Eligibility

• Long-term Unemployed

• Prison Leavers

• Some early entry groups

Referral Sources

• Closed referrals from JCP only

Overview 
• Flagship DWP employment initiative for long-term unemployed jobseekers

• Closed referral system via JCP PRaP system

• Most customers must be unemployed at least two years, but certain exemptions for key 

customer groups, who can join earlier (includes those leaving custody – eligible after 13 

weeks)

• Mandatory for most customer groups, although programme accepts voluntary referrals from 

those on Income Support. Once engaged, participation becomes mandatory. 

Contract Info Commissioning Level National

Provider
Ingeus
Maximus
Reed

No. Advisors Maximus: 50**

Funders DWP Typical Caseload Maximus: 80**

Contract Start June 2011 Participation Mandatory

Contract End Mar 2017 Ave cost per start £

Contract Value £ Ave cost per job £
** Confidential information provided by Provider. Not in public domain. 
Not for wider circulation 
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6. IPS (Central North West London NHS Trust)

Eligibility

• Under Mental Health Treatment

Referral Sources

• NHS Clinical Teams

• Self-Referral (advertised within

CNWL Reception)

Overview 
• Voluntary programme for Central North West London NHS Trust patients.  

• Eligibility ceases at the point of discharge

• Employment Specialists (Advisors) do bespoke job search per client

• The majority of clients are ESA Support Group and local JCP protect that status if clients fall 

out of work

Contract Info Commissioning Level Local

Provider CNWL NHS Trust No. Advisors 3 + 1

Funders CCG Typical Caseload 20-25

Contract Start Participation Voluntary

Contract End Ave cost per start £unknown

Contract Value £135,000 Ave cost per job £unknown
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19. Earn to Learn (Octavia Foundation)

Eligibility

• Long-term alcohol/drug 

dependency

Referral Sources

• Self referral

• Health Professional

Overview 
• Blenheim and the Octavia Foundation are working together on a new project, Learn to Earn, 

which has been awarded a £262,223 grant from the Big Lottery Fund. 

• The project will support people with a history of long-term drug and alcohol dependency into 

education, training and employment. It will operate in Kensington & Chelsea, Hammersmith 

& Fulham and Westminster.

• A 12 week employability and volunteer programme. Three modules involved in the 

programme, Stability and Preparation, Personal Development and Pre-employment. This lay 

out is designed to help people along each step of the road toward employment.

Contract Info Commissioning Level

Provider Blenheim/Octavia No. Advisors

Funders Big Lottery Typical Caseload

Contract Start 2016 Participation

Contract End Ave cost per start £

Contract Value £262,223 Ave cost per job £
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20. Marylebone Project (Church Army)

Eligibility

• Homeless women

Referral Sources

• Self

Overview 
• The Marylebone Project is a Registered Social Landlord set up through a partnership 

between Church Army and the Portman House Trust. 

• Provides 112 long and short term beds to homeless women and offer essential facilities and 
support to women who visit our rough sleeper’s drop-in at the Marylebone Centre. 

• Delivers education, employment and training opportunities and meaningful activities in 
order to support clients into independent living.

• Many clients are often affected by substance misuse, unemployment, domestic violence and 
mental health issues. 

• Objective for all is improved self-esteem, employment and independent living outcomes. 

• Provide shelter, emotional support, education opportunities, spiritual space, and events in a 
welcoming and secure environment. 

• In May 2016, Marylebone Project was awarded £691,756 by the Big Lottery Fund under 
the Women and Girls Programme. 

• Covers 5 years 

• One of 63 projects within programme to work with marginalised women, in a holistic 
way, to help them face a better future.

http://www.churcharmy.org/Groups/245011/Church_Army/Microsites/Marylebone_Project/About
_Us/About_Us.aspx
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21. House of St Barnabas

Eligibility

• Homeless

• Complex needs

• Unemployed

Referral Sources

• Self referral

Overview 
• Homeless charity which runs a not-for-profit private members’ club in Soho, providing training 

and work experience to help people back into work. 

• Deliver an employment academy which offers accredited quaifications, work experience in 
the club, real job opportunities and training: 12-week Employment Programme with 12 
months of mentoring and ongoing support from the Academy team.

• Skill training includes the opportunity to gain accredited City & Guilds qualifications in 
Hospitality or Business and Administration.

• Currently support 60 people on their journey back to independence and our vision is to 
support at least 100 people every year.

• Next employment programme starts 9th Jan 2017

• Performance: 

• 44% of graduates are in paid employment

• 54% of graduates get paid work within one month of completing the programme 

• 79% of graduates gained a City and Guilds award 

• Typical cost of programme = £3,000 per person

https://hosb.org.uk/our-work/#what-we-do
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22. Westminster Employment

Eligibility
• Learning disability
• Complex needs
• Autism 
• Physical disability.

Referral Sources

• Adult Social Services

Overview 
• Specialist supported employment programme
• The service supports people with:

• learning disability
• complex needs
• autism 
• physical disability. 

• Support is on a person centred basis and outcomes are achieved on this basis. 
• Can take a customer a  year to become ready for paid work (with support) and another 

customer may achieve this in a shorter time. 

Contract Info Commissioning Level

Provider WCC ASC No. Advisors 3

Funders WCC Typical Caseload 25

Contract Start Apr 2016 Participation Voluntary

Contract End Marc 2017 Ave cost per start £9681

Contract Value £154,900 Ave cost per job

£8,851 (Target)
£30,980 (Actual) 
Nb. Supported 
Employment
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23. BounceBack

Eligibility

• Offenders in custody/community

Referral Sources

• Self referral

Overview 
• The training programme can be accessed via HMP Brixton or in the community 
• Courses focus on training to ensure people are well positioned and qualified to 

enter the construction industry
• Our community based course is run in conjunction with Crisis and trains to NVQ 

level 1. It runs for four weeks and is followed by two weeks voluntary work 
experience. The short course length puts a focus on earlier employment with 
training continuing in the workplace. Participants have the opportunity to up-skill 
and work towards their NVQ level 2 and continue to be assessed while they are in 
paid employment.

• Participants engage with the work experience initiative to complete the second 
stage of their training working towards their NVQ level 2. It is the final step prior 
to the move to paid employment. The teams go out into the local community to 
work on a voluntary basis for a two week period, offering painting and decorating 
services to organisations and voluntary groups.

• This phase gives them work experience that allows them to develop and apply 
their skills, as well as to be assessed on site for their NVQ. They also demonstrate 
their commitment to the project whilst giving back to the community.

http://bouncebackproject.com/
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24. ETWR (The Passage)

Eligibility

• Unemployed

Referral Sources

• Self referral

Overview 
• The Employment, Training and Welfare Rights Team (ETWR) helps clients find 

employment.
• Seven full-time staff, assisted by ten volunteers, work in the following areas:

• assisting unemployed men and women with their benefit claims in order to 
help stabilise their life

• providing comprehensive assessments of clients’ work potential followed by 
personalised help around whatever issue/s are preventing their return to 
employment

• assigning a mentor to clients who find work. The mentor meets with them 
once a week to monitor their progress and to provide assistance around any 
problems.

• At the start of April 2014 The Passage began working in with Land 
Securities. Land Securities in partnership with City of Westminster College and 
Jobcentre Plus provides a sector based academy for prospective workers 
in construction and associated activities.

http://passage.org.uk/how-we-help/financial-inclusion-team
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25. Skills 2 Construction

Eligibility
• Have prior experience working 

within the construction industry
• Have been unemployed for 12 

weeks or longer
• Live within one of the London 

Boroughs

Referral Sources

• Self referral

Overview 
Skills 2 Construction is a project to help those who are unemployed who have 

experience in construction get back into work. It is funded by the Construction 

Industry Training Board (CITB) and the Greater London Authority, Ixion will be 

delivering the Skills2Construction courses in the Greater London Region.

Candidates will be offered funded training in a construction discipline or will attend 

a ten day re-training programme for construction. Support will also be offered for CV 

writing, interview techniques and even job searching. The entire programme isn't 

aimed at training people for the sake of training but to focus on getting former 

construction workers back into work.
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26. Communities Into Training and Employment

Eligibility
• Aged 19+ and have lived in the 

UK/EU for a minimum of three 
years

• Proof of benefits and photo ID
• Good standard of English and 

numeracy 
• Want to work in the Health and 

Social Care sector
• Are patient, compassionate and 

respectful

Referral Sources

• Self referral

Overview 
• CITE runs free accredited training courses in partnership with recruiting 

employers, targeting lots of different job vacancies. They have opportunities for 

people wishing to work in the health and social care sector. Courses are 

synchronized with the company recruitment process and training covers the key 

skills required for the job.

• Accredited units in BTEC Health and Social Care 

• Give trainees help with the recruitment, application and interview process
• info@cite4jobs.org
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27. Single Homeless Project

Eligibility

• Substance misuse

• Offenders

• Mental health

• Young people

Referral Sources

• Self referral

Overview 
• SHP provides innovative accommodation and support services to 7,000 of 

London’s most vulnerable people. Our services focus on:

• Minimising harm from substance misuse and helping people access 
appropriate treatment

• Working with the criminal justice system to break offending patterns and 
help offenders re-integrate into the community

• Supporting people with mental ill health who are leaving hospital or facing 
exclusion from other services

• Supporting young people to develop the skills they need to manage their 
own tenancies

• Enabling all clients to grow in confidence and develop appropriate life skills
• We also provide a range of floating support services to help clients maintain 

their own tenancies, promote independent living, social and economic wellbeing 
and greater inclusion in the wider community.
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30. Get Set

Eligibility

• Long-term unemployed

• Economically inactive

• Homeless

• Substance misuse

• Lone parents

• Disability

Referral Sources

• Self referral

• Partner agencies

Overview 
Get Set is an employer engagement specialist provider, delivering employment and 
training contracts. They help unemployed job seekers obtain real employer-led skills, 
job opportunities and vocational training. They run two programmes in Westminster:

1) Tackling Poverty Through Employment (Sub-contractor to PDT, London Councils & ESF) 
This programme is aimed at helping participants that are looking for work who are long term 
unemployed or economically inactive, as well as enhanced support for homeless people and 
those who recently recovered from substance abuse. Support is given with training opportunities, 
job search, CVs, employment workshops and support to access employment and work 
placement opportunities. 

2)Starting with the Job (JCP-funded)
This programme has a particular focus on long-term unemployed, lone parents, those facing 
homelessness and people with a disability.
Participants will receive employer led information and training about working within the food 
retail, catering,
hospitality, security and cleaning sectors, as well as one to one support, work trials, job 
shadowing, CV advice and employment workshops to support participants back into 
employment. 
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