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confidence

experience

direction

skills

better opportunities

Collaborative expertise.  
Local impact. 

The project takes a Community Development approach to 
supporting people towards work, with a focus on reaching 
clients who are long term unemployed, economically 
inactive and have multiple barriers to employment. 

Our work builds on existing community activity and brings 
together the benefits of shared learning and partnership 
expertise to have maximum impact. 

The project runs until February 2019 and will work with 
240 people through four delivery partners. This timeframe 
is an opportunity to make a real difference, providing new 
and much needed services for individuals who might find 
it hard to access support for reasons including health, 
social, geographical and financial.

Needs led, 1-2-1 support.  
Creating better opportunities.

Routes offers a high quality, confidential service that is 
focussed on respecting individual needs, overcoming 
barriers to employment and increasing employment 
opportunities. 

We take a positive, friendly and person-centred approach 
to working in local communities, and our dedicated 
Routes advisers will build long term relationships to 
nurture participants every step of the way.

Our vision is that a ‘bottom up’ approach, and the 
relationships we build with participants along the way, will 
create a legacy that embeds this kind of person-centred 
support into communities beyond the end of the project.

Routes offers free, 1-2-1 personalised support 
to help people on their journey into employment. 
Project services include intensive internship 
placements, community learning opportunities and 
employability focussed information and advice.

into employment

This evaluation was undertaken by 
Chris Baker and Maureen Haywood of 
Work & Learning Opportunities c.i.c 
and completed in February 2019.  
The introductory material on pages 
2 and 3 reproduces the marketing 
materials used by the partnership to 
describe Phase 1 of Routes which 
forms the basis of this report. 
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Working closely with a skilled and friendly adviser to explore new opportunities 
and options to kick-start the journey into employment – including: 
• learning opportunities, such as literacy and IT skills 
• access to volunteering and training across the city 
• help addressing barriers that are holding people back 
• specialist advice on issues such as debt

Work with a dedicated Routes adviser to create a personal learning plan – 
with skills and subjects chosen by the service user. 

Routes Local Learning provides access to local classes, courses and training 
– as well as links into local employment and volunteering oportunities.

12 week internships, bringing together temporary work 
placements with on-the-job training to give you a range 
of work related skills and valuable practical experience of 
being in a workplace. 

Working alongside friendly, experienced staff and focussing 
on developing customer service skills, as well as learning 
how to use a variety of IT packages.

This project is funded by the European Social Fund and The National Lottery Community Fund.’ Design: 7creative.co.uk

Routes is led by Community Works, in 
collaboration with four delivery partners:

Internships at Whitehawk Inn

Internships at The Bridge

Information & Advice  
at The Hangleton & Knoll Project

Local Learning with WEA
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HIGHLIGHTS OF ROUTES

Successful models of support developed

• 4 new models of community support proven successful in helping those 
furthest from the workplace.

• The project gained added value by drawing on existing facilities, resources and 
networks of the partners.

• Partnership working enabled flexible responses and focused IAG for a diverse 
client group.

• Use of Participants’ Costs Funds to provide personalised support packages to 
facilitate the take-up of training and work-related opportunities.  For example, 
the critical childcare costs covered in the early stages of employment, course 
fees and DBS checks. 

• Clients consistently reported positive outcomes from their Routes experience.

Targets met and exceeded within  
programme timescales

• Target recruitment and outputs set by the funders exceeded.

• 171 people with multiple barriers gained a foothold in the labour market - over 
half with a disability, a third 50+. 

• 24 into employment – 26% over target. 

• 35 into education and training – 40% over target.

• Demonstration of the extent to which Routes reached the most disadvantaged.

Hidden successes  

Many participants report that:

• They have found work since the programme ended.

• They have started volunteering since the programme ended.

• Their motivation and confidence have been sustained.  
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Good practice in management and delivery

• Community Works provided an example of good practice in leadership and 
management of a complex project both in terms of the range of delivery models 
and the technical requirements of the funders.  

• Successful integration of Routes into the services of each partner organisation 
with shared expertise, learning and adapting to change a feature throughout.

• Recognised as having done an exemplary job in coping with the new and 
complex technical requirements of BBO funding. 

Secured future development  

• New relationships established with Job Centres for referrals and future working.

• Endorses existing evidence that community-based approaches and person-
centred relationships are of real value in tackling employability amongst the 
most disadvantaged in the labour market. 

• Further Building Better Opportunities funding secured to continue Routes from 
March 2019 until 2021.

• Routes will have brought over £824K to support locally based community 
organisations develop and sustain employability services for the most 
disadvantaged groups.
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INTRODUCTION: Evaluating Routes

The evaluation of Routes was undertaken by Work & Learning Opportunities c.i.c 
between March 2018 and February 2019.  A formative review was produced in 
April 2018 which provides the basis for this summative evaluation.  It is based on 
a review of performance data, interviews with staff and stakeholders and a series 
of in-depth interviews with clients supported by the programme.  The performance 
data used was provided on the 18 December 2018 and may have changed slightly, 
though not significantly, in the final weeks of the project.  Progress of the work 
was reported to the Evaluation Management Group and the development of the 
evaluation methodology was discussed and evolved as part of an Action Learning 
Set with Project Co-ordinators. 

One of the distinctive features of Routes is that it tested a number of different but 
complementary approaches to supporting clients on their pathway to employability.  
So Routes can be seen as the sum of its parts.  In the main body of this report the 
focus is on looking at the overall impact of the combined efforts of the partners. 
However, it was also decided to use the evaluation to explore the distinctive nature 
of the different approaches adopted by the delivery partners.  These are presented 
as sections to be read in conjunction with the main report or as standalone reports 
that highlight the contribution of individual delivery partners and Community Works, 
the lead organisation.  These partner reviews also contain the detailed case studies 
documenting the experience of clients. 

The authors wish to thank all of those who gave time to contribute to this evaluation 
report.

Chris Baker 
Maureen Haywood

Directors 
www.workandlearning.co.uk

February 2019
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SECTION 1: COMMUNITY BASED APPROACHES TO EMPLOYABILITY

An Evaluation of the Routes Project
         September 2016 - February 2019

 to Success

SECTION ONE

1

COMMUNITY BASED 
APPROACHES TO 
EMPLOYABILITY



10 ROUTES TO SUCCESS    AN EVALUATION OF THE ROUTES PROJECT   Phase 1: September 2016 - February 2019

1.1  Building Better Opportunities 
aims and funding

Building Better Opportunities (BBO) is funded by the European Social Fund, with 
match funding from the Big Lottery Fund, to promote local job growth by tackling 
poverty and social inclusion across England.  BBO is expected to support in excess 
of 100,000 people by focusing on those with complex needs in order to build 
confidence and resilience and alleviate isolation.   

The Coast to Capital LEP (CTC) received £5,335,000 of BBO funding and Routes is 
one of 10 funded projects which were intended to provide small-scale, community-
based interventions to those who were socially disadvantaged and furthest from the 
workplace.  They were to run from August 2016 to December 2019.  All participants 
were to be unemployed or economically inactive.  In terms of impact, participants 
would be moved towards or into employment via improvements in work-readiness, 
confidence and skills.  Whilst unemployment was seen as relatively low in the Coast 
to Capital area, in 2014 there were 55,300 unemployed people plus a further 68,100 
economically inactive people wanting a job, with lone parents and people with a 
disability facing additional challenges to employment.  At 6.1% the unemployment 
rate for women was higher than the 4.8% for men.  In addition, CTC identified 
Adur, Arun, Brighton & Hove and Worthing as having one of each of the top six 
unemployment rates by local authority area.  (BBO Project Outline, 2015).  

Minimum stated targets for the projects were:

120 people engaged in activities to improve their work readiness including:

• 60 men

• 60 women

• 80 people who are unemployed

• 40 people who are economically inactive

• 14 people who are 50 years old or more

• 12 people with disabilities

• 20 people from ethnic minorities

Minimum outputs were to be:

• 12 people into education or training on leaving

• 10 people into employment including self-employment on leaving (of these 7 to 
have been unemployed and 3 economically inactive)

• 15 people to move into job search on leaving
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1.2  The case for Routes

The Routes proposition was built around a number of the elements that for 
BBO constitute an effective employability programme. These included a strong 
partnership; effective management; regular and active engagement and good 
advisory services.  Added to this was a commitment to addressing the needs of 
some of the most disadvantaged communities across a dispersed geographical 
area.

  

1.3  The Routes partnership

Routes is a collaborative project bringing together the strengths and experience of 
four established providers of adult and community learning with Community Works 
(CW), an umbrella body for the voluntary and community sector since 2013, as the 
lead organisation and accountable body. The Routes delivery partners were:

• Bridge Community Education Centre (BRI)

• Hangleton and Knoll Project (HKP)

• Workers’ Educational Association (WEA)

• Whitehawk Inn (WHI)  

Three of the four delivery partners are members of Community Works (CW) and 
have a history of working with each other on projects and being part of the same 
networks.  They have therefore built on established relationships between key 
staff.  The WEA, as a national organisation, is different from the other partners but 
has a track record of working locally.  It is also involved with a number of the other 
BBO projects approved by the Coast to Capital LEP (CTC).  Between them the 
partners have considerable experience of meeting the needs of disadvantaged and 
marginalised people across Brighton and Hove. The innovative element of Routes 
has rested in each partner’s development of new services that specifically support 
employability, with the delivery partners working on different models.

CW was tasked with supporting the four partners in developing their monitoring 
and evaluation processes as well as collating evidence and reporting on project 
targets, outcomes and finances for the whole project.  As an established and 
respected infrastructure organisation for the voluntary sector, it was well positioned 
to undertake this task.  However, the BBO programme and its specific requirements 
were unfamiliar to all the partners.  A Steering Group that includes the Project 
Coordinator from CW and senior managers from each of the 4 delivery partners 
has managed the development and delivery of the project.  The approach is 
summarised in the Routes Project Plan as follows: 

“The Routes Project will use local, innovative, community-based approaches 
to improving employability and getting people into work including intensive 
internship placements, community learning opportunities and employability 
focused information, advice and guidance. The project partners see Building Better 
Opportunities as an exciting opportunity to collaborate, share learning and enable 
them to make a greater impact on those furthest from the labour market. It will 
enable the establishment of 4 new needs and user-led, person-focused services, 
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developed with expert support.”

The other significant feature of Routes was that it was conceived as an integral part 
of the existing services delivered by the partners.  In each instance Routes clients 
were able to draw on existing resources and facilities so there was a real sense 
of additionality provided by the community organisations.  So often projects are 
bolted onto organisations and this makes them difficult to sustain. This was not the 
case with Routes.

1.4  Addressing the needs of 
disadvantaged communities 

Routes was designed to work in some of CTC’s most deprived areas and the 
partners were strategically placed to target the wards of Hangleton and Knoll, East 
Brighton, Moulsecoomb, Bevendean, Bognor and Littlehampton which feature 
some of the most deprived wards in England with significant health inequalities and 
poor levels of mental health. 

Worthing, Littlehampton and Bognor are unemployment hotspots along the coastal 
strip.  Adur has recently been identified as the most disadvantaged district in West 
Sussex with 47.1% of children resident in Ham in Littlehampton living in poverty 
(West Sussex Health Report, 2018).

In 2016, 5% (9,000) of work age residents in Brighton & Hove were unemployed 
and 23% (45,800) were economically inactive (Brighton & Hove Data Story to inform 
the CESP 2016-2020, 2016).  Households in East Brighton are deprived in all four 
dimensions of employment, education, health, disability and housing (BHCC Public 
Health Report 2016). In Hangleton and Knoll there are two neighbourhoods that fall 
within the 10% most deprived in England for employment, education, health and 
income.  Not surprisingly the majority of the partners’ current clients had needs that 
included low qualifications, low aspirations, low incomes, long term unemployment, 
insecure housing and mental health difficulties. 

1.5   The Routes model - innovative 
community-based approaches 
to employability

1.5.1   Models of personalised support 

HKP’s tailored information, advice and guidance (IAG) offered a new 1:1 service 
for adults of all ages designed to “kick-start” their journey into employment.  This 
would include employability support, access to volunteering and training and 
financial support for things like training and day-to-day childcare costs.  This was 
delivered by a single caseworker. 

WHI’s model offered an Internship Programme based on participants taking on a 
specific internal job role with a job description and set of expectations for 3 days a 
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week over 3 months. During the internship, participants would receive 1:1 support 
and coaching to prepare them for taking the next step into work.  

BRI similarly offered internships but these were designed to be more flexible, less 
tied to specific job roles and offered opportunities for placements with external 
community partners.

The WEA’s tailored course progression was primarily based around recruitment to 
training programmes designed to increase employability by identifying skills gaps 
and building self-esteem and confidence.      

Clients joining Routes were not offered a choice of activities from a menu of 
support but were recruited to one of the four models. This was due to the wish to 
create a localised service within the large geographical area covered by Routes.  
It is therefore impossible to comment on whether any of the clients might have 
benefitted from being offered a different model of support from that which they 
were on, or whether the service would have worked better if the delivery of the 
models had overlapped.    

1.5.2.   Similarities and differences in the models

In creating Routes as “a personalised support service” the partners wanted to 
play to their acknowledged strengths whilst also meeting the challenge of doing 
something different.  The WEA is an acknowledged provider of community learning 
but hadn’t tried to offer provision linked to employability in West Sussex.  BRI 
had an established IAG service but no internship programme.  HKP had a strong 
presence in their community but had not ventured into providing employment 
services or accompanying IAG.  WHI had IAG services but had not run internships 
per se.  Routes effectively became an umbrella for differing interpretations of one-to 
one “personalised support.”

What did the models have in common?

• Designed to recruit and support clients from the same target groups.

• Common methodology and paperwork for recording the client journey.  

• Each had a Routes Coordinator who was the sole point of contact for all activity 
connected with the recruitment, delivery and review of each individual client’s 
progress. 

• They were promoted under the Routes banner. 

• They all had a budget to buy support for individual clients.

What was different about the models?

• There was considerable variation in the level of support offered, from 168 hours 
for interns to a few hours for IAG, and 10 hours or less for attending a short 
course.   

• Each model was given different targets based on assumptions about the 
ease or otherwise of providing support.  The WEA target was determined 
by its ability to attract people onto specially designed courses.  The BRI/



14 ROUTES TO SUCCESS    AN EVALUATION OF THE ROUTES PROJECT   Phase 1: September 2016 - February 2019

WHI internship targets were far lower because logistically it was difficult to 
accommodate more than 2 or 3 interns at any one time.  The HKP targets were 
in part driven by the assumption that the extensive community engagement 
would mean that existing networks would provide access to the target groups. 

• There was no shared approach to the delivery of IAG apart from the generic 
promotional material.

1.6.  Challenges for routes

1.6.1  External challenges

Routes faced a number of challenges throughout the funding period and these are 
worth noting as the achievement of the project overall needs to be viewed in the 
context of how the Routes team responded. Some of these challenges emerged 
from changes in the external context over the last two years that had a direct 
impact on the clients that were recruited to Routes. These mainly relate to three 
changes. The first was the fall in the number of unemployed and corresponding 
increases in the level of economic activity.  The implication for Routes was that 
many of the clients referred to them, particularly from Job Centres, were the least 
likely to be work ready or even in a position to contemplate employment.  The 
second significant challenge was in the changes being introduced to the benefits 
system. This included the number of people being moved off Employment Support 
Allowance (ESA) and the introduction of Universal Credit. This meant there was 
increasing pressure on people to look for work.  The third is the increasing use of 
on-line platforms to access benefits and engage in job search activities. This added 
barriers for those without Internet access or who lacked the digital skills to use the 
technology. Whilst it is hard to be specific about the impact of these changes, they 
were frequently raised in interviews with clients, Routes Co-ordinators and Job 
Coaches at the Job Centres. 

1.6.2  Internal challenges

The other challenges were far more impactful and relate to the delivery of Routes 
as a project. The first related to the under resourcing of a central team in CW to 
manage the complexity and demands of BBO monitoring and reporting.  The 
second was the pressure created by adopting overly ambitious targets.  The third 
was the viability of the partner organisations themselves.  The abrupt closure of 
the Bridge Community Education Centre in April 2018 and the similar threat posed 
to the Whitehawk Inn made sustaining the partnership a challenge in itself.  There 
was also staff turnover that required a flexible and imaginative response in order 
to maintain support to clients.  Overcoming these challenges whilst successfully 
delivering on their targets is the real achievement of the project.
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SECTION TWO: THE ACHIEVEMENTS OF ROUTES

An Evaluation of the Routes Project
         September 2016 - February 2019

 to Success

SECTION TWO

2

THE ACHIEVEMENTS 
OF ROUTES
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2.1   Performance against targets

In the project plan that was submitted as part of the Routes bid, the minimum 
BBO target numbers for outputs were increased and the permissible duration of 
the project reduced. The former was predicated on the ability of the WEA to recruit 
to its courses in West Sussex. The latter was to enable the level of funding to 
adequately cover the costs of delivering the project. This created great pressure 
from the outset, particularly in the light of the set up time of the project in relation 
to its duration.  With the agreement of the funders, in June 2018 these targets were 
reduced and the deadline extended.  The target outputs were reduced from 240 to 
154 participants, 34 more than the minimum target of 120 in the BBO specification.  
The evaluation therefore uses this June 2018 target as the basis for reporting on the 
performance of Routes.  The tables below outline the performance against targets 
in terms of:

• outputs (clients) by population sector 

• results by destination of outputs (clients)

• performance by outcomes

2.1.1   Outputs by population sector 

TABLE 1: OUTPUTS BY POPULATION SECTOR

Stream Targets 
June 2018

Actual  
(Total to date)

Actuals 
expressed 

as % of 
June 2018 

target

Actual as 
% of 171 

starts

HKP 
Actuals

The 
Bridge 
Actuals

White-
hawk Inn 
Actuals

Bridge/ 
White-
hawk 

Actuals

WEA 
Actuals

Total number of 
participants

154 171 111% 100% 56 24 22 46 69
Number of men 77 71 92% 42% 19 8 10 18 34
Number of 
women

77 100 130% 58% 37 16 12 28 35
Number who are 
unemployed, 
including long-
term unemployed

101 99 98% 58% 28 11 8 19 52

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

53 72 136% 42% 28 13 14 27 17

Number who are 
aged 50 or over

17 57 335% 33% 20 5 8 13 24
Number with 
disabilities

15 95 633% 56% 27 15 10 25 43
Number from 
ethnic minorities

27 18 67% 11% 12 4 1 5 1
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Together the partners have over-achieved their targets in relation to numbers of 
participants.  In fact, in the breakdown by population sector outlined in the BBO 
specification they have massively over-achieved in some areas.  Their performance 
by population sector is displayed in the above table as a percentage of the target.  
Put more simply: 

• There were 171 participants (17 over target) split into 71 men and 100 women 
rather than the anticipated 50:50.  

• Whilst the specification anticipated an approximately two thirds to one third 
division between the unemployed and economically inactive respectively, the 
reality was that the 171 participants were split a little more evenly with 99 (58%) 
unemployed and 72 (42%) economically inactive.

• The total of 57 participants who were 50+ was more than three times the target.  
At 95 the total for people with a disability was more than six times the target – 
55% of clients.   

• The numbers for ethnic minorities at 18 were under the figure of 27 in the 
specification.

At first sight, the higher number of women appears to reflect the greater number of 
unemployed women when compared to men as stated in original BBO specification 
as 6.1% and 4.8% respectively.  This has now evened out though with more recent 
employment figures (July 17 to June 18) showing a rate of 3.8% for both men and 
women. The number of women recruited is partly explained by the contacts that 
the various partners had already established with this client group.  For example, a 
number of the earlier clients had attended courses or were in contact with existing 
activities at the various Centres.

The balance between unemployed and economically inactive can be related to 
the large numbers of participants with a disability – just over half of all clients.  
Disabled people are far more likely to be unemployed, in insecure employment or 
economically inactive than non-disabled people.  Whilst employment rates vary 
considerably depending on impairment, they are lower for people with learning 
difficulties, a speech condition or mental health issues. (Is Britain Fairer? 2018).

Research that informed the Brighton & Hove City Employment and Skills Plan 
(CESP) for 2016-20 asserts that whilst unemployment was decreasing in Brighton 
and Hove, the rate of change for the 50+ was much slower suggesting that 
employment was a greater challenge for this group. (Brighton & Hove Data Story, 
2016).  Further the CESP report acknowledges that younger people with degree 
level qualifications who are working in jobs at a lower level are effectively blocking 
opportunities for older people.  (City Employment and Skills Plan 2016-2020)

Statistics show that unemployment has continued to reduce for the Coast to 
Capital area and it is inevitable in a time of high employment, those furthest from 
the workplace, like the Routes clients, will be the last to find work.      

Although the target number of clients was exceeded as a whole, the figure for 
ethnic minorities was only 67% of target.   Figures taken from the 2011 Census 
report that 20% of the population for Brighton & Hove are from a BME background, 
slightly less than that for England but more than that for the South East.  Whilst 
the BME population is increasing, they have a lower age profile in Brighton & 
Hove than that for White/UK/British residents and this figure of course includes 
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children.  In addition, within the large student population, one third are from BME 
backgrounds.  (BHCC, Policy, Scrutiny & Communities Unit, Black and Minority 
Ethnic Communities in Brighton & Hove, 2015)   For the coastal West Sussex area 
the 2011 census shows that 88.9% of the population is White British.  The targets 
may therefore have been optimistic for the Routes areas covered.   

2.1.2  Performance by destination of outputs 

TABLE 2:  RESULTS BY DESTINATION OF OUTPUTS

Stream Targets 
June 2018

Actual  
(Total to date)

Actuals 
expressed 

as % of 
June 2018 

target

Actual as  
% of 171 

starts

HKP 
Actuals

The Bridge 
Actuals

Whitehawk 
Inn Actuals

Bridge/ 
Whitehawk 

Actuals

WEA 
Actuals

Number who move 
into education or 
training on leaving

25 35 140% 20% 9  3 4 4 19
Number who move 
into employment, 
including self-
employment, on 
leaving

19 24 126% 14% 11 7 0 7 6

Of these, the 
number who were 
unemployed when 
joining the project

14 14 100% 8% 5 3 0 3 6

Of these, the 
number who were 
economically 
inactive when joining 
the project

5 10 200%  6% 6 4 0 4 0

Number that were 
economically 
inactive move into 
job-searching on 
leaving

20 11 55% 6% 3 5 3 8 0

It is clear from the above, that the high proportion of clients with a disability/or 
50+ demonstrates that the client base was even further from the workplace than 
had been anticipated.  This makes the achievement of the destination outputs 
summarised below even more impressive.

• 35 moved into education or training, 40% over target

• 24 moved into employment, 26% over target – 58% of these had been 
unemployed and 42% economically inactive at the start of the project

• 11 economically inactive moved into job searching on leaving – whilst below 
the expected target this was more than balanced by the over-achievement of 
numbers into employment or education/training. 

There were some surprises in that it was expected that the WHI/BRI internship 
programme would fulfil the targets for people into employment whereas HKP’s 
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programme moved 11 people into employment compared to 7 for the WHI/BRI 
and 6 for the WEA.  However, regardless of employment outcome, interviewees 
indicated the value of the internships to them. 

“The internship did a lot for my confidence having been out 
of work for a long time. It is not just about developing skills 
but social interaction and re-acclimatising to work.  It gave 
me confidence to work with others.”

“Routes and the internship have brought me back to my old 
self, I feel valued again and can remember the skills I once 
had.  I now have the confidence to go back to what I wanted 
to be.”

The move into education and training is also under-stated as clients who 
successfully completed a course while active on Routes were not allowed to count 
education and training as an output when they exited.  This is due, in part, to the 
technical criteria and requirements of the funder where many participants did move 
into education and training which were not included in this count.

When looking at the profiles of the 24 who gained employment and the barriers 
they faced no obvious patterns emerged, but this does show that none of the 
individual barriers were insurmountable.  At this point, it is worth noting that a third 
of those gaining employment were from BME groups.  This is significant as they   
represented only 11% of Routes clients. 

TABLE 3: CLIENTS WHO GAINED EMPLOYMENT

Number                 % of total Profile
16 67% White/English/Welsh/Scottish
8 33% BME
7 29% 50+
14 58% Female

10 41% Male
14 58% Unemployed at start
10 41% Economically inactive at start
4 17% Lacked basic skills
9 37% With disability
13 54% Lived in jobless household

Of the 24 who moved into employment, 83% had 1 or more barriers* with: 

• 29% having 1 barrier 

• 12% having 2 barriers

• 17% having 3 barriers 

• 25% having 4 barriers
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*Barriers are defined as: lacks basic skills;  age 50+;  homeless or affected by 
housing exclusion;  live in a jobless household;  live in a jobless household with 
dependent children;  live in a single adult household with dependent children;   an 
offender or ex-offender;  has a disability.  

These outputs for employment record the position 4 weeks after leaving Routes 
(in line with the funders’ data gathering requirements) and it may be that a longer 
view needs to be taken of the whole Routes programme, including the internships, 
in order to fully measure success.  Follow-up contact with the 30 clients that were 
interviewed revealed a number of hidden successes that were achieved after they 
had officially exited the programme.

“I have a job at the Range that is temporary but I am hoping 
it might change to a permanent thing so yes getting on well 
at the moment.”

“Becky is also working as a midday supervisor at the 
school.”

“Denise is doing really well and been running a social 
enterprise called Sage Holistics for the past 6 months and 
she is now applying to UNLtd for a Do It award.”

“I secured employed work again. I started as a full-time 
Senior Specialist in C20th Decorative Arts at Bonhams the 
auction house in November.”

 There is also evidence of sustained optimism in the future:

“I am coming to the end of my college course at PACA. 
Hoping there might be the perfect job waiting for me in 
2019!”

“I am taking up some occasional voluntary work with 
charities to build up some experience and show some 
references in order to consolidate my CV.” 

However, for others, problems remain and they report a continuing struggle:   

“I worked there for 2 days. They received my medical report 
and suspended me on full pay. Eight weeks later after a 
health assessment they called me in and terminated my 
employment on the 29th of November.  So I’m unemployed 
again.”

“At the beginning of November I had to make a decision 
to leave because the reality is that I cannot afford the cost 
of child care for my little son (he’s almost 2 years old).  I 
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researched to find ways for child care support or eligible 
free child care but I am not eligible.”

The above demonstrate that giving people the tools and motivation to look for and 
gain work isn’t a guarantee of success. New barriers may emerge that prevent the 
achievement of sustainable long-term goals.  In addition many of these people are 
entering the least secure areas of the labour market where they are vulnerable to 
any fluctuations in the local economy. 

2.1.3  Performance by outcomes

Routes has 4 main outcomes with each having 3 indicators to measure change 
quantitatively, i.e. 12 in all.  Achievement of these is measured via each participant’s 
Initial Assessment Form (IAF) and Follow-up Assessment Form (FAF).  Some of 
these outcomes include opportunities for self-assessment on a scale of 1 to 5, 
with 5 being high.  The forms are signed by both participants and coordinators 
and can thus be seen as the formal record.  Outcomes are counted as achieved 
only where there has been progress upwards on the numerical scale.  So, whilst 
participants may not have achieved on all targets, with some staying the same and 
some regressing for particular outcomes, all participants will have achieved some 
outcomes.
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TABLE 4: PROJECT OUTCOME SCHEDULE

Stream Targets 
June 2018

Actual 
(Total to 
date)

Actuals 
expressed 

as % of 
June 2018 

target

Actual as 
% of 171 
starts

HKP 
Actuals

The Bridge 
Actuals

White-
hawk Inn 
Actuals

Bridge/ 
Whitehawk 
Actuals

WEA 
Actuals

Outcome 1 

Unemployed and economically inactive people, will have addressed at least one barrier  
preventing employment, and increased their resilience, as a result of project support.
1.1 Unemployed and economically 
inactive people will have been 
supported to identify barriers to 
employment and put a plan in 
place to address them.

154 171 111% 100% 56 24 22 46 69

1.2  Unemployed and 
economically inactive people will 
have been supported to address 
at least one barrier to employment

124 171 138% 100% 56 24 22 46 69

1.3 Unemployed and economically 
inactive people will report 
increased ability to handle set 
backs 

108 73 68% 43% 30 14 10 24 19

Outcome 2

Unemployed and economically inactive people will experience increased social inclusion,  
and will have improved their well-being, moving them closer to work, as a result of project activities.
2.1 Unemployed and economically 
inactive people will be engaged 
in learning, training, or a work 
placement

124 171 138% 100% 56 24 22 46 69

2.2  Unemployed and 
economically inactive people 
will report meeting new people, 
increasing social networks or 
starting volunteering

123 79 64% 46% 33 15 11 26 20

2.3 Unemployed and economically 
inactive people will report 
improved well-being

123 80 65% 47% 36 14 12 26 18

Outcome 3

Unemployed and economically inactive people will have improved work/life skills, and increased capacity for 
independent activity, as a result of project activities
3.1 Unemployed and economically 
inactive people will have been 
supported to access learning, 
training or work placement 
opportunities

143 171 120% 100% 56 24 22 46 69

3.2 Unemployed and economically 
inactive people will report an 
increased ability to access 
learning, personal development 
and employment.

123 70 57% 41% 36 12 6 18 16

3.3 Unemployed and economically 
inactive people will report 
improved work / life skills

122 75 61% 44% 33 14 10 24 18

Outcome 4 

Unemployed and economically inactive people will increase their employability & self confidence
4.1 Unemployed and economically 
inactive people will engage in 
learning opportunities, Information, 
Advice and Guidance Sessions, or 
work placements.

154 171 111% 100% 56 24 22 46 69

4.2 Unemployed and economically 
inactive people will report 
increased self confidence

122 90 74% 53% 29 17 13 30 31

4.3 Unemployed and economically 
inactive people will report 
increased employability 

123 85 69% 50% 32 18 12 30 23
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The outcomes with the greatest number of achievements relate to those where 
there has been direct support, for example, where clients have been supported 
face-to-face to address a barrier or engage in learning.  Those outcomes with lower 
achievement, for example, improved wellbeing, increased confidence, broadly fit 
those areas that relate to the perception of participants and were self-assessed.  
However, there are some learning points to note with both the design and use of 
the IAF and FAF that may have impacted on the results.  These points include:

• The difficulties of self-assessment for some of the participants, especially those 
with learning difficulties.

• Likely inconsistency in the way advisors and participants across the Routes 
project dealt with the questions.  For example, whether clients found the 
questions clear, whether participants were given prompts, or whether they were 
reminded of their previous response on the IAF when completing the FAF. 

• Participants’ answers simply reflecting how they felt on that particular day. A 
high proportion of participants identified mental health problems that could 
have affected their day to day sense of well-being.    

• The difficulty with the measurements themselves.  For example (bearing in mind 
the 1 to 5 low to high scoring) a participant moving up from 1 to 2 at the lowest 
end of the confidence scale would be counted as having achieved an output, 
whilst one moving from 5 to 4 would not, despite maintaining a high level of 
confidence.

2.2  Social value

The client interviews (reported in Sections 5, 6 and 7) together with comments 
from Routes Coordinators add weight to the suggestion that Routes has been 
an overwhelmingly positive experience for participants in terms of well-being, 
confidence and work-readiness that may not be fully reflected in the IAF and FAF 
responses reported in the outputs and outcomes.

“She is soon going to do a course preparing her to work in 
adult social care. But it is about small steps. As Tracy said, 
even being interviewed about her Routes experience would 
have been unthinkable a few months ago.“

“At the start of the project she couldn’t contemplate 
working and had no idea of what she could do. Now she 
has identified that she wants to work with people with 
disabilities and with the support of the WEA and its tutors 
she is getting practical support in working towards her 
goals.”  

“I wouldn’t have had the confidence to go anywhere if I 
hadn’t come here first”      

The 30 client interviews undertaken (17% of participants) capture the value that 
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the individuals and those that supported them placed on the changes experienced 
and these are outlined in more details in Sections 5, 6 and 7.  Recent research has 
identified three dimensions to the social value created by small and medium sized 
charities (SMCs) like the partners in Routes:

• Individual value (based on meeting needs, helping people to achieve, 
committed staff and volunteers and creating conditions for longer term 
engagement). 

• Economic value (for example, supporting people into employment or, as in the 
case of Routes, local community organisations contributing their purchasing 
power to the local economy).

• Added value (for example, volunteering and embeddedness in local 
organisations.

(The Value of Small, 2018) 

The report also refers to the distinctiveness of SMCs like the Routes partners 
in terms of working collaboratively, plugging gaps in public services, being first 
responders to clients, creating safe spaces and promoting inclusion within a 
climate where funders increasingly seek economies of scale.  It argues for funding 
reforms to provide more stability for SMCs and for more recognition of both their 
distinctive features and their important role within communities.  It is clear from the 
interviews that clients appreciated the Routes models of support and the fact that 
they were delivered by organisations that were embedded in their local community.

WHI/BRI internships:

“Being able to get up and go into an office and work 
unsupervised gave him the confidence he lacked.  Michael 
says, “there is nothing more I could have asked of them.”  
Michael’s association with the Centre continued after 
the internship had ended and he volunteered up until the 
time the Bridge closed in April 2018.  During this period 
Mirco continued to support him in developing his CV and 
preparing for interviews.  In addition, the volunteering has 
helped him improve his skills in planning and scheduling his 
time.”

WEA’s tailored course progression:

“The WEA course, and her tutor Gosia, have helped Tracy 
overcome some of those feelings of a lack of self-worth.  ‘It 
has helped me get the confidence to try things out and not 
give up’, said Tracy.  Others have noticed too and have told 
her she seems more confident. ‘I am changing as a person’, 
she said.”
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Tailored IAG:

“The Job Centre initially suggested she come to the 
Hangleton and Knoll Project to access the computer 
support service that they provide.  Here she met Nicole the 
Routes Coordinator.  By her own admission Shirley had 
understandably been at a very low ebb and as a result lost 
confidence.  She said, “the help, support, kindness and 
knowing someone out there was on your side,” made a real 
difference.”
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SECTION THREE: LEARNING FROM THE ROUTES EXPERIENCE
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Learning from the Routes experience

The delivery partners in Routes are all providers of formal or informal learning in 
their local communities. They are all experienced in dealing with externally funded 
projects and adept at responding to changing needs and circumstances. This 
section explores some of things that have been learned during the delivery of 
Routes and shows how both the lead organisation CW and the delivery partners 
have both initiated and reacted to change.  These will be considered under each of 
the following headings: 

• The role of advisors and Information, Advice and Guidance (IAG)

• Regular and active engagement

• Effective management

• Strong partnership working 

• Learning from the client experience

3.1  The role of advisors and IAG

Section 2 briefly describes how each of the partners developed their own models 
to meet the needs of clients. What was common to all four was a commitment to 
provide quality IAG as a core of the personalised support. In their initial bid the 
partners identified existing professional IAG support that could be accessed and 
form the cornerstone of this service.  However, the problems encountered at BRI 
and WHI meant that this service was not present for a significant period but was 
reinstated in the final months of Routes.  In the interim the IAG function therefore 
became part of the role of the Project Co-ordinators, none of whom were trained 
IAG specialists.  The approach to IAG was embedded in the process of initial 
contact, action planning and review. This was designed to ensure a measure of 
consistency as well as provide evidence of the progress and outcomes for clients.

What did differ markedly was the amount of contact Coordinators had with clients. 
This could range from the daily contact with BRI/WHI interns through to the limited 
access afforded to those attending WEA courses.  In the case of the latter, IAG was 
often delivered by the tutor.  In HKP the regularity was determined by the needs 
and availability of the clients.  The relationships established with Coordinators were 
clearly a product of the time and accessibility for clients.  The WEA, unlike the 
other delivery partners, didn’t have a fixed point of contact that came with having 
an established centre from which to operate.  The other factor was the number of 
clients that part-time Coordinators could support at any given point in time.

The IAG as a personalised service was driven by the priority of the clients and what 
they identified as areas they wanted to develop.  Again, there is a variation between 
the models in how this was delivered.  It ranged from an open-ended approach in 
HKP where there was no fixed offer, to the closed approach of the internship or 
course-based model.  In the latter, IAG was built into the delivery of the specified 
programme of activity.
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The approach has evolved in response to the needs of clients.  It is not surprising 
therefore that rigid adherence to a model of IAG has been replaced by a more 
flexible approach as illustrated by the comments below: 

 

“Flexibility is key, be it accommodating young children 
during the appointment, hand holding to meet with a 
voluntary placement opportunity or to accompany to a 
public event, being prepared to call people the day before 
the appointment to remind them.” 
Nicole Monney, Coordinator at HKP.

“Without personalised support, without a guiding hand 
and a lot of coaching and mentoring they wouldn’t have 
succeeded.  Our results show that with the right kind of 
support people can move closer to the job market (for 
example doing the first job application in years, securing the 
first job interview in years) and even get a job.”  
Mirco Corderio, Coordinator at WHI.

In the case of the WEA this meant re-appraising the effectiveness of their 
personalised support for clients and adopting a more conventional approach  
to IAG.

“This has been a challenging and difficult process that has 
led to a steep learning curve for the WEA. Our initial model 
of providing learning opportunities for the participants 
through our courses worked really well for a lot of people. 
For many of the people we’re engaging with they have 
chaotic and disrupted lives, often with partners who 
are negative and unsupportive with the idea of making 
changes, so without a regular contact providing balance 
and encouragement, it is very easy to be overwhelmed 
by a situation.  It’s clear that in some situations a little 
intervention isn’t enough but that sustained support 
and contact is the best way to affect long-term change, 
unfortunately in the early stage of the Routes project the 
targets meant we could not provide this sort of sustained 
support.  The employment of a dedicated IAG worker, from 
September 2018, has allowed a more efficient and effective 
model to develop.”  
Jayne Routley, WEA Coordinator.
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3.2  Regular and active engagement

The preceding section showed the closeness of the engagement with clients. The 
nature of this personal support was highly valued by clients and is a consistent 
theme that emerged in interviews conducted during the course of the evaluation.  
However, the nature of engagement on Routes is not just directly with the client but 
took on a number of different forms: 

• Establishing and maintaining links with education and training providers to 
whom clients were referred.

• Building up contacts with organisations providing opportunities for clients to 
volunteer.

• Maintaining and building effective relationships with agencies that could refer 
potential clients, including local Job Centres. 

• Liaising with potential employers.

• Contacting agencies that dealt with formal documentation including passports, 
DBS checks etc.

In many cases Routes as a project has helped create a bridge between these 
agencies and their clients. This has occupied a large proportion of Coordinators’ 
time but was essential in building up realistic and appropriate pathways for clients.

3.3  Effective management

CW as the lead organisation is responsible for the overall management of the 
Routes project.  Despite the fact that the partners had worked together to shape 
the bid and that they had experience of engaging each other in a variety of other 
activities, the challenge facing them was considerable.  Setting up from scratch 
a complex project within a new funding and monitoring framework was daunting.  
It is quite clear that without the infrastructure provided by CW the smaller 
community-based delivery partners would not have been able to cope.  This they 
freely admit.  Moreover, as the lead organisation CW shouldered the financial and 
reputational risks in the event of anything going wrong.  The delivery partners as 
small community-based organisations were themselves faced with the challenge of 
creating a new service and delivering within a short time frame. 

The success of the partnership in rising to the many challenges is suitably summed 
up in feedback from their BBO Funding Officer in December 2018.

“I’m pleased to say that we have completed all the 
processes in respect of this claim and everything is now 
finalised for the Fund to make its claim to the Managing 
Authority for the relevant ESF Funds. The conduct and 
performance of your grant is exemplary and I would like to 
congratulate you and everybody in the partnership on this”.
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Getting to this point has required a great deal of resilience and commitment in 
the face of a number of challenges for the management of Routes. These are as 
follows: 

• Meeting the technical requirements of monitoring and reporting to the funder 
proved a major challenge and one that could only be addressed once the CW 
core team was adequately resourced.

• The loss of one delivery partner without warning and the threat facing another 
was a major challenge. Successfully negotiating how that could be resolved, 
without losing momentum, was vital to ensuring the successful delivery of 
Routes.

• Resolving the issue of targets that was creating pressure for partners has made 
a significant difference to the latter stages of the project.

• Promoting and encouraging the idea of continuous improvement in the quality 
of support has resulted in Routes finishing this funding period on a high rather 
than tapering off as many projects do. 

3.4  Strong partnership working

It is difficult to measure the strength of any partnership but there are a number of 
different characteristics that can be used to assess its effectiveness.  In the case of 
Routes these include ability to deliver, resilience, flexibility and willingness to learn. 

The evidence of each of the partners to deliver on their own targets is outlined in 
sections 5, 6 and 7.  The simple measurements mask the amount of effort that 
each partner had to devote to establishing, maintaining and varying their different 
approaches to creating a personalised service.  The challenges for community 
organisations in setting up new services to improve employability cannot be 
understated.  The fact that this was achieved within a short timescale and in the 
context of complex new funding and monitoring arrangements was even more 
impressive. 

The challenges were very real and at times posed threats to the overall achievement 
of Routes and the sustainability of the partnership itself.  These include:

• the loss of one delivery partner and the uncertainty surrounding a second 

• the over reliance on one partner to recruit significant numbers proving 
unrealistic 

• the lack of funding for the core team in CW 

• the concerns about meeting the changing demands of monitoring the project 
and achieving the targets placed real pressures on working relationships and 
caused CW as the lead partner to have serious discussions about the risks 
involved to the organisation. 

CW had to draw on its own resources to underpin the funding from BBO.  The 
partnership survived these challenges and turned most of the threats into 
opportunities.  This was due to the way in which the CW Project Team worked 
consistently with individual partners to address specific concerns and included a 
drive to improve the quality of monitoring, reporting and delivery. This was evident 
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from the meetings of the Senior Managers, the Routes Co-ordinators and in 1:1s 
with the Routes Project Co-ordinator.  The role of CW is explored in detail in 
Section 4 and the resilience of the partnership is also demonstrated in its plans to 
sustain the approach beyond this first phase of funding. 

The flexibility of the partnership was demonstrated in a number of ways, particularly 
in response to the needs of clients.  It often centred on adapting the structure of the 
BBO project to cope with the needs of clients who either required more extensive 
or different types of support.  In the latter stages this led to varying the model (as 
the WEA did) or looking at new forms of internship and re-introducing IAG into 
the service (as the WHI did).  The partnership also adjusted the way data was 
recorded and client progress measured in order to achieve more consistency.  This 
responsiveness enabled a step change in the achievements of the project during 
the time of the evaluation. 

The other significant characteristic of the Routes partnership was its willingness to 
learn. This wasn’t just about the internal dynamic but also related to working with 
other external partners, foremost of which were staff in the local Job Centres.  Four 
short interviews were held with Job Centre staff that had worked with it or had 
direct knowledge of the project.  

“I feel that Routes at HKP offered people smaller steps. 
There is regular contact with Nicole (the Coordinator) and 
she promotes the offer. I feel they are on the doorstep and 
that is helpful.” 
Sue Pynn (Manager, Employer and Partner Relations)

“We refer those with complex needs who need personal 
support to get job ready.  It is person centred support that 
is distinctive about Routes and makes it stand out from 
just the two-week course. Having the computer support 
available helps people with their on-line accounts and many 
have difficulties with these.” 
Graeme Kerr (Job Coach Hove)

“Generally referrals have been made for customers that 
have complex needs. Often those with very low confidence, 
self esteem, anxiety, who need some support in making 
small steps forward at a pace that suits them and takes into 
account their personal situation.  We have other provision 
available but the coaches have seen how Routes can offer a 
softer approach centred on the customer and helping them 
to celebrate their achievements and recognise their worth.”
Dave Phillips (Work Coach Team Leader)
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“I certainly know about Routes that I personally regard as 
a godsend but I can’t speak for everyone of my grade/job 
description. Seeing quite a few customers a week I do a 
mixture of referral/signposting because this is an area of 
much need – I see Routes as an integral part of the wide 
variety of things ‘we’ have to offer.  I check progress with 
Routes involved customers” 
Richard Wiggins (Work Coach)

“It is difficult to tailor something that caters for everyone. 
People need to be able to take steps towards work.  Yes 
some of our hardest to help clients have been referred to 
Routes. Wouldn’t choose to change anything the way it is 
working now. We can continue to provide people for them to 
see.” 
Steve Pennington (Deputy Work Coach Team Leader)

The comments below refer to building relationships with Routes Co-ordinators

“Coaches have been very positive about the project and 
especially the feedback they have had from Jayne. They 
have a good relationship with Jayne and have seen their 
customers making good progress and have been impressed 
with the approach taken.”
Dave Phillips (Work Coach Team Leader)

“Nicole seems to really care. I send a pen picture of the 
person and what they require. I also get feedback from 
Nicole about what has happened. I ask clients about their 
progress and will help them get back on track. “
Graeme Kerr (Job Coach Hove)

“We are happy to make desk, interview rooms available etc. 
You need a local base, as people in Littlehampton won’t 
even travel to Bognor.”
Steve Pennington (Deputy Work Coach Team Leader)

Routes set out to establish partnerships with the local Job Centres.  In so doing it 
was offering a distinctive model for each area. The comments from the interviews 
point to three important features of this new and emerging partnership. Firstly, 
Routes was seen as distinctive from any other provision and offered something that 
was geared to the specific needs of those most difficult to place.  Secondly, the 
relationship between Routes Coordinators and local Job Coaches was important 
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in both the initial referral process and the feedback that clients received. Thirdly, 
the local presence within or near Job Centres and maintaining regular contact were 
seen as critical. 

Interestingly, the internship model didn’t rely on such close working with Job 
Coaches and found different ways to attract clients.  They also had the fewest 
places to fill so could not have coped with being sent large numbers of referrals. 

3.5  Learning from the client 
experience 

3.5.1  Tackling barriers

All the partners were to some extent surprised by the needs of the clients that they 
recruited to Routes.  The distance from being work ready or even contemplating 
work was one factor with 55% of clients facing barriers relating to health and 
disability.  

“People being referred are genuinely willing to find work, 
but many have been taken off ESA and placed on JSA, but 
realistically they are unlikely to find employment that can 
accommodate their mental and/or physical disabilities. 
For these participants, they find it incredibly demoralising 
jumping through JCP hoops to be given a pat on the back 
but ultimately no help.  For some of these people they 
become incredibly isolated and primarily are not in need of 
job search activities but, more importantly, opportunities to 
get involved in their community and build a sense of worth.” 
Nicole Monney (HKP Routes Coordinator)

Clients were asked to identify the barriers they faced as part of their Initial 
Assessment. They were broken down into different categories.  Only 18 out of 
171 Routes participants had no apparent barriers to employment on entry to the 
project, which means that 89% came into the project with 1 or more barriers.   
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TABLE 5: BARRIERS 

Number of people
No barriers* 18
1 barrier 35
2 barriers 31
3 barriers 47
4 barriers or more 40
Total 171

*Barriers are defined as: aged 50+; homeless or affected by housing exclu-
sion; live in a jobless household; live in a jobless household with dependent 
children; live in a single adult household with dependent children;  an offend-
er or ex-offender;  has a disability.

The 153 clients with barriers had 412 between them.  When looking at bar-
riers by type over a third (36%) were accounted for by living in a jobless 
household and almost a quarter (23%) by having a disability.  

TABLE 6: BARRIERS BY TYPE

Barrier Number with barrier
Lacks basic skills 56
Ages 50+ 57
Homeless or affected by housing exclusion 10
Live in a jobless household 114
Live in a jobless household with dependent children 36
Live in a single adult household with dependent children 29
An offender or ex offender 7
Has a disability 95
Total 412

 
As the table above shows, even multiple barriers can be overcome with 
time, flexibility and personalised support.  This is shown in the two examples 
from recent clients of the WEA. 

“Client A was referred to us through the JCP because they 
didn’t know what else to do, he’d been unemployed for 10 
years, didn’t really want to engage with us or get a job as he 
‘only had 15 years’ till retirement. This was difficult because 
he really needed to refocus his outlook, we’ve worked hard 
at his CV arranging appointments with other agencies, and 
asking him to make small changes. He is presenting himself 
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better in meetings and has made a great effort to engage 
with volunteering for a local IT charity.

“Client B has severe social anxiety, he has been unable to 
leave the house on many occasions, he finds it difficult to 
talk to people and impossible to be in a group situation. 
He is engaging more with our IAG worker sustaining 
conversations and volunteering information. He is making 
small steps and has been encouraged to make trips out with 
his brother, which he now does.”
Jayne Routley  ( WEA Coordinator)

3.5.2  The importance of financial support for clients 

Accommodating the needs of clients within the strictures of the funding 
methodology also took some adjustment.  One example of this is the use 
of money to support individuals (Participants’ Costs Funds), a resource that 
came to be appreciated as a unique feature of support in Routes as the 
needs of clients became clearer.  The table below shows how it has been 
used.

TABLE 7: FINANCIAL SUPPORT

Expense No. of spends Total amount spent
Accommodation for training 3 2869.00
Course costs 55 9956.83
Childcare costs 13 2763.80
DBS 4 97.98
Driving lessons 2 532.00
Exam fees 3 1696.50
ID documents for employment 18 817.40
Software for training 3 237.48
Travel costs 48 2247.09
Clothing 5 585.40
TOTAL 154 21803.48

 
The Participants’ Costs Funds (PCF) for users’ expenditure enabled the partners 
to provide support on an individual needs basis.  At the time of writing almost 
£22,000 has been spent on this additional support for participants ranging from as 
little as £5 for a bus fare or £12 for a First Aid Certificate, to Fork Lift Driver Training 
at £168.00 and AAT course fees at £1,910.  Where necessary, participants were 
also supported with costs that were essential for employment such as childcare, 
passport fees, clothing and DBS checks. The success of this is best summed up by 
the comment below 
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“Our project is the only one I know in Brighton & Hove that 
is flexible to adjust to participants’ needs and has no cap.  
We were able to cover thousands of pounds for childcare, 
pay for passports (photo IDs for job interviews), workwear 
(clothes & gear), software and equipment, travel, coaching, 
ESOL classes and a variety of training.  A client was referred 
by the Job Centre at the beginning of a week, I met her 
mid-week and by Friday she was enrolled on an AAT course 
with City College which cost £295. We were also able to pay 
for her passport, something she was trying for years with 
no success. Our budget’s flexibility and speed has set us 
apart from all the other projects.  We were able to have real 
impact on our participants’ lives by helping them to reduce 
and in some cases overcome the black hole of poverty. We 
were able to pay for key services, items and training that 
helped our participants to overcome barriers, get closer to 
the job market and secure jobs.

Pushing people to online platforms and new benefit systems 
can work, with the right support and budget.”
Mirco Corderio (WHI Routes Project Coordinator)

3.5.3  Being flexible

The case studies of clients that are presented in Sections 5, 6 and 7 have been 
grouped under specific themes.  All of these relate in some way or another to the 
differing needs of clients.  They can be summarised as follows: 

• Building relationships that can support a diverse client group from younger to 
older clients.

• Building resilience in clients who have faced challenging circumstances that 
range from mental health problems to homelessness, a complete lack of 
confidence and not having worked for years.

• Returning to employment involves a staged process that in many instances 
includes learning new skills and being given opportunities to gain experience 
through volunteering.

• Recognising that gaining a foothold in the labour market is only the start of the 
process that may or may not be successful.  Support is needed to help those 
starting new jobs. 

Coping with this has meant being flexible and extending the period of contact 
with the individual client, often beyond their exit from Routes.  For community 
organisations this is not unexpected as local people having discovered the 
resource will seek to maintain the relationship if this helps them. This can include 
volunteering or taking part in other activities available at the various centres and 
this blurs the boundaries between Routes and other support.  
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3.6  Next Steps for Routes

At the time of finalising this report it was confirmed that Routes would be funded 
for a further 2.5 years. This will start in March 2019.  This section has therefore 
been written in the knowledge that future funding is secure and the partnership will 
remain intact.  So the focus is on identifying those issues that could be addressed 
in the next phase to consolidate and build on the Routes experience and learning 
to date.   

3.6.1  Setting new targets

The lessons learned from being overly ambitious in setting targets in the original bid 
need to be taken into account in the second round of funding. The limitations on 
recruitment are in part a product of staff time to support clients with more complex 
needs and the nature of the models themselves.  It would seem prudent to frame 
the new targets in line with the achievement of this first phase. 

3.6.2  The geographical spread

The areas covered in the original bid included Brighton and Hove and coastal West 
Sussex.  Given the presence of Community Works in Adur and Worthing it might 
be sensible to focus on Worthing, Littlehampton and Bognor Regis and exclude 
Chichester from the West Sussex coverage.  Similarly, there was little evidence of 
any outreach towards Newhaven where there is considerable economic and social 
disadvantage.  This could be a means of extending the reach of the Brighton and 
Hove catchment. The geographical coverage of Routes could usefully be discussed 
with the Job Centres before it is finalised. 

3.6.3  Volunteering

Everyone in Routes, including the clients, is agreed that volunteering has a pivotal 
role to play as an end in itself but also a step along the path to employability.  As it 
stands, volunteering is neither an output nor an outcome in Routes.  Should it be in 
any future scheme? The internships are in themselves unpaid and can be seen as a 
form of voluntary activity. 

3.6.4  Internships

The current bill in Parliament raises once again the legitimacy of unpaid internships 
that go beyond a month. Whilst voluntary organisations may get, as now, some 
dispensation, is the current Routes model sustainable? In addition, if external 
placements are to increase, the payment of a wage is likely to come to the fore.  
How can internships be re-positioned for the next phase?  Should they better be 
described as voluntary work experience?
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3.6.5  WEA as a core course provider

During the latter stages of Routes the WEA has moved to embrace the caseworker 
model that is not linked exclusively to the delivery of their own courses.  This is 
seen as a more viable approach for the clients.  If this is to continue what role can 
the WEA as a provider of courses play in Routes?  Can it provide a core programme 
that is offered to all Routes clients irrespective of which support model they are 
undertaking?  These could easily be offered at both WHI and HKP and could be 
based on the existing suite of courses offered as part of Routes.

3.6.6  Changing outcomes and their measurement

One of the issues has been that the undoubted success of Routes is somewhat 
undermined by the nature of the current outcomes and the way they are measured.  
Whilst it is possible to identify inconsistency in the way the data is captured, this of 
itself doesn’t resolve the problem.  Replacing a numerical scale with a simple ‘Yes’ 
or ‘No’ response might help.  Alternatively, there is the question of whether they 
are the right outcomes.  For example, could the completion of a CV be a valuable 
outcome for all participants that would be much easier to manage and measure?

3.6.7  How can innovations within Routes be shared 
across the partnership?

Individual partners have been innovative and flexible in their approach to 
meeting the needs of clients.  For example, the WEA working with Arun Business 
Partnership and JCP; the pro bono advice from accountants being developed by 
WHI for those wishing to become self-employed; the use of the arts as a platform 
to build employability skills by HKP.  How can innovation be shared across Routes 
to the benefit of all clients?

3.6.8  Funding for individual support

It is widely acknowledged that the funding that is available to support individual 
clients (the Participants’ Costs Funds) is a distinctive and valuable part of Routes. 
The £22k spent thus far has been used to meet a variety of different needs.  As a 
centrally managed resource it is now easier to manage and account for.  Given its 
importance to sustaining individual outcomes that lead to employment, is the level 
of funding right for any future scheme? Could the funding be supplemented from 
other sources?

3.6.9  Growing partnerships

An intended bi-product of Routes was to establish relationships with Job Centres 
and Job Coaches. This was seen as a route to referrals for clients. This has 
certainly proved the case for HKP and the WEA but less so for WHI.  Routes will 
remain one of a number of offers that the Job Coaches can refer people to.  An 
alternative approach is for Routes to tender for DWP contracts as a single entity.  
What hasn’t been developed to any great extent outside of voluntary organisations 
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and schools is partnerships with employers.  Should employer engagement 
be a priority in the next phase?  This could include looking at Corporate Social 
Responsibility funds as a source of funding to expand individual client support. 

3.6.10  The structure for managing Routes

Is it time to re-look at this?  Routes currently involves 11 people and is therefore not 
a large undertaking.  Is there any justification for running separate groups within its 
structure?  Now that a second stream of funding has been secured, a single Routes 
Management Group that involved everyone would be worth considering.  It might 
have a Part A and Part B to the agenda if there was a need for different discussions 
to take place.  There is also an argument for more regular and systematic contact 
with key stakeholders on behalf of the whole Routes project. This could include 
other providers working with Job Centres. 

3.6.11  The skills mix of staff

The IAG strand that was built into Routes has been strengthened during the latter 
stages of this funding period.  Is this something that will be built into the staffing 
model in the future?  Could it be a central function that serves all the partners?  
There is certainly a need to agree a common approach to IAG.  At present clients 
are recruited onto a specific model and there is no opportunity to cross-refer to 
other options.  The idea of all partners triaging potential clients before completing 
the initial assessment and checks is worth considering. 

3.6.12  Evidence of success

This evaluation has pointed out that progress for clients on their journey towards 
employment doesn’t always fit with the expectations of reporting requirements.  
Routes should offer all clients a review three months after they have exited the 
programme. 

3.6.13  Sharing success

Routes has established a track record that needs to be effectively understood and 
communicated. While there is a website this needs to be overhauled and brought 
up to date.  Work on this is underway but needs to accompany the launch of the 
next phase of the project. 

3.6.14  Routes mentors

One way of extending the resource in Routes is to recruit volunteers who have 
benefitted from the programme or who are involved in related activities with the 
partners to act as mentors. CW runs a large volunteer desk and the partners are all 
voluntary organisations so there is strong rationale for this suggestion. There are a 
variety of roles they can undertake from outreach to being IT buddies.  It might also 
help establish the client voice within Routes.
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 HIGHLIGHTS

• It is evident that without the support of Community Works, as the lead 
organisation, Routes would not have come into being. 

• By supporting the successful development and delivery of Routes CW 
has generated an additional £824K to deliver local community based 
support for employability over 5 years. 

• The challenge for CW of establishing and growing a core team with 
the expertise to run a new technically complex project was critical to 
its success.

•	 CW	invested	its	own	funds	to	ensure	that	an	effective	core	team	was	
properly resourced to develop new systems and processes.

• For CW, as the lead organisation, the loss of a delivery partner 
and the problems associated with embedding a robust monitoring 
and reporting system, together with ensuring that targets were 
being met were major challenges. The fact that these risks were 
identified,	managed	and	overcome	contributed	greatly	to	the	overall	
achievement of Routes.

• The core team has taken a proactive approach to improve the quality 
and accuracy of reporting, creatively used the funding to enable 
improvements to delivery and addressed issues that threatened the 
overall success of Routes 

• The fact that Routes has become an exemplar project for BBO is 
testimony	to	the	effectiveness	of	CW	as	a	lead	body.		This,	added	
to the success of the partners in exceeding their targets, has been 
instrumental in securing a second round of funding.  

•	 CW,	as	an	organisation,	has	benefitted	from	the	learning	associated	
with developing and leading the Routes project. 
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4.1 Context

Community Works (CW) is the leading organisation representing and connecting 
charities, volunteers and businesses in Brighton, Hove, Adur and Worthing.  Their 
role is to provide services that support the growth of voluntary and community 
activity.  It is a membership organisation formed in 2013 as a result of a merger 
of existing third sector organisations.  Its mission is to “create the support and 
networks that help people, voluntary and community organisations, and businesses 
to use their time and energy most effectively.” (Business Plan 2015-18 page 4). This 
is achieved via activities such as:

• The provision of advice and support to charitable and voluntary community 
organisations to improve their sustainability and growth. 

• Connecting local businesses and the public sector to local charitable voluntary 
and community organisations, and helping people who want to volunteer to 
find local opportunities. 

• Bringing partners together to create new partnerships (for example, they 
currently lead a significant Third Sector Investment Programme partnership 
comprising 11 partners)   

CW is not a direct service provider to residents but, when approached to become 
the lead partner for Routes, they recognised opportunities to: 

• Grow the organisation through developing ideas linked to their long and short-
term goals  

• Learn and acquire new skills and knowledge around project/fund management 
and explore how to share this knowledge with its membership.

• Draw on learning from experience to identify further partnership opportunities.

• Identify areas for organisational development. 

• Support existing expansion into West Sussex to support new members.  

CW was involved in the Routes project design, development, application and 
delivery from the initial launch of the Building Better Opportunities (BBO) funding 
stream.  In 2015, prior to the opening of the BBO application process, they hosted 
and facilitated - with Coast to Capital LEP (CTC) and Big Lottery Fund (BLF) – an 
event for Brighton and Hove’s third sector and this provided opportunities for 
organisations to identify possible partnerships.

4.2  The application process

This evolved through two stages:

During stage 1 the partnership developed between 3 delivery hubs - The Bridge 
(BRI), The Whitehawk Inn (WHI) and The Hangleton and Knoll Project (HKP).  CW 
were invited to facilitate and lead the discussions which led to the Workers’ 
Educational Association (WEA) also being included to enable the project to expand 
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across a wider geographical location and better address CTC’s strategic aims.  
CW emerged as the natural lead partner with their role as accountable body being 
limited to coordination.  The partners brought an understanding of local community 
need, an awareness of gaps in existing provision and strong local community 
relationships.  Each partner had varying degrees and types of experience, 
expertise, and delivery models in place and already worked directly with the target 
groups set out in the tender document.  Each partner identified their own individual 
model to address the range of needs and tender requirements. Partner offers were 
designed to be client led and local.  This model of recruitment of participants from 
the local area and providing individualised delivery is now viewed by the BLF as 
one of the key areas of strength.

During stage 2 a development grant of £50k was secured by CW for the completion 
of the application.  A bid writer was appointed and the project application and 
partnership developed through a series of meetings between CEOs and managers 
to design each aspect of the bid including delivery models, budget allocation, 
target allocation, monitoring and evaluation, community and marketing materials 
and cross-cutting themes.  Funding was awarded in the summer of 2016.   

The end result of Stage 2 was the following structure: 

• A project worker (approximately 17 hours per week) for each delivery partner 
along with a small allocation of management time. 

• A CW Coordinator role of 21 hours per week. Partners had varying degrees of 
experience of ESF and EU funded projects but, based on the understanding 
that BBO funding would make the ESF processes simpler for third sector 
organisations, central coordination was not identified as being a significant 
requirement.  Emphasis was placed on CW liaising between BLF and partners 
and coordinating and reporting across partners.  At this stage, partners did not 
anticipate the technical requirements of the project being as detailed as they 
turned out to be.

• Partners were ambitious in their target setting.  They submitted a set of outputs, 
targets and outcomes that were double the BBO project outline minimum 
on the basis that volumes would not be an issue for partners if reporting and 
bureaucratic processes were manageable.

4.3  CW’s role as Lead Partner

The Partnership agreement set out CW’s responsibilities as Lead Partner.  They 
would be responsible for:  the overall management of the project; the collation of 
each partners’ project data and results in line with the monitoring and evaluation 
processes; reporting in accordance with the funders’ requirements. 
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4.4  Staffing 

Following a successful high-profile launch event, CW organised induction days for 
delivery partner staff to ensure a basic understanding of BBO requirements in terms 
of delivery and reporting.  Most of the recruitment took place between September 
16 and February 17 followed by contracting consultants to set up technical support 
and financial claims support.      

4.5  Technical requirements

Big Lottery Fund expressed concerns at an early stage about the capacity to 
manage the volume and scope of the funders’ reporting requirements.  The rigid 
and technical aspects of the project became clearer during the first round of the 
reporting and claims process and there was as much emphasis on accuracy, quality 
and presentation of supporting evidence as there was for participant delivery.  The 
specific processes were new to both CW and the partners and creating effective 
systems quickly proved difficult when the main source of guidance, BLF, were 
refining their own understanding of the requirements of ESF, their co-funders.  This 
demanded an extremely flexible response to systems development for the first 18 
months of the project and proved to be extremely onerous for staff.

The Coordinator worked with external consultants to formulate a clear 
understanding of the BLF specifications and develop bespoke monitoring systems. 
The lack of allocated project funding to support this work meant that CW had to 
weigh up considerations around withdrawing as the lead partner or allocating their 
own funded resources to supplement the work needed.  CW took the decision to 
invest their own resource and money to support the longer-term aims of the project 
and realise the initial project goals.

4.6     Monitoring and reporting

What proved to be a mammoth task was all of the functions CW, as lead partner, 
had to perform in connection with financial monitoring, auditing and budgeting.  
These required the commitment of considerable resource and additional expertise. 
These included the following:

Audit requirements 

• Preparation and submission of quarterly claims collating all partners’ 
performance e.g. start activity, progress, outcomes achieved etc.

• Submission of files in response to audit requests and timely response to follow-
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up requests for missing/additional documents

• Liaison with the Funding Officer in terms of clarification of requirements

Financial Monitoring and Reporting 

• Budget management 

• Creating management systems for partners and centrally auditing each claim 
line for all partners (i.e. 5 partners in total)

• Supporting partners (training, visiting and inducting new team members) to 
understand and implement their claims 

• Advising partners on guideline rules

Added to this were the very the detailed requirements around participant monitoring 
and reporting.  These requirements were frequently altered over the lifetime of the 
project. This proved a challenging task for the partners who required extensive 
guidance and support from CW to enable them to comply with the amount of detail 
and processes involved. 

Participant monitoring and reporting

• Initial checks for eligibility plus monitoring and managing the on-going requests 
for additional evidence where files were incomplete

• Activity and progress monitoring including onsite visits to check and correct 
reports

• Approving completions and result claims and closing down files

• Audit requirements – ensuring that partners’ returns met audit requirements 

• Advising partners on guideline rules 

4.7.   Additional roles as Lead 
Partner (LP)

These included acting as facilitator to set up and coordinate meetings as well 
as managing the project funding, publicity requirements, crosscutting themes 
implementation and data development.  As lead partner, CW responded to the 
needs of partners and funders and the relationship between BLF, CW and the wider 
partnership.  A key aspect of the work has been supporting the other partners 
with the submissions of their claims and evidence to BLF whereas it was originally 
assumed that each partner would take responsibility for their own submissions.  
As the project has evolved CW has continued to take a proactive and innovative 
approach to problems solving.  For example, they have designed data analytics 
to share with partners that allows them to identify trends and areas of operational 
development that could be used in business planning outside of the project activity.  
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4.8  Change management

The evolution of this project has required the core LP team, CW management, and 
CW Trustees to work consistently to address and manage the challenges resulting 
from change. For example:  

• The turnover of delivery partners’ staff required on-going induction and training  

• Responding to the liquidation process of BRI and the recovery of funds.

• Managing the resources and participants pending the transfer of the 
programme to WHI.

• Increasing capacity via the introduction of IAG support which required 
recruitment and management of consultancy contract

4.9  Risk Management

The Board of Trustees for CW has a Risk Management Strategy that is implemented 
by the Finance and Risk sub-committee and the risks associated with the project 
were monitored through this mechanism.  Those issues that did require action were 
contained by CW consistently refining their approach.  These included:   

• The sudden closure of BRI led to a period of great uncertainty for project staff 
and participants as well as the wider project partnership.  CW led the process 
by holding the caseload of participants and negotiating the transfer of the 
project coordinator to WHI.  They also led the recruitment of an additional 
IAG worker to sustain the services at WHI and minimise the disruption for BRI 
participants. 

• The November 17 audit highlighted for all BBO lead partners significant 
issues regarding evidence used to support eligibility of participants.  This 
led to a major piece of work involving the development of new processes, a 
retrospective review of all participant files and working with partners to ensure 
future compliancy.

• Target revisions agreed by BLF required significant technical adjustment to the 
internal monitoring and evaluation systems and reporting documentation.  

• They spent significant amounts of time supporting partners with their financial 
and administrative processes to ensure that budgets were easily accessible.  

As a result of the above, particularly during the latter stages of the project, there 
were improvements to the achievement of outputs and the quality of submissions 
to comply with audit requirements.  

The appointment of a dedicated Funding Officer at BLF in July 2018 has also 
helped to minimise risk.  The relationship was supportive and provided CW with 
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consistency and reassurance about its approach and performance to the extent 
that they were offered short term extension funding for the retention of project 
staff pending the outcome of a longer term extension to a second round of BBO.  
Confirmation of an additional £412,000 of funding has been received. 

4.10  The value of the Routes project

The project has evolved through the classic stages of forming, storming, norming, 
performing but has been successful for stakeholders, for participants and for CW 
as an organisation.  The delivery targets were exceeded and revisiting the evolving 
case studies (outlined in sections 5, 6 and 7) demonstrates that they have gathered 
compelling stories of achievement and continuing challenges. 

4.10.1  Participants 

171 participants have been supported with individually created opportunities for 
continued learning and skills development through dedicated 1:1 support. This, 
together with the rare opportunity of a financial investment in their future, has 
achieved significant change for many participants.  Targets have been exceeded and 
the case studies show overwhelming individual progress being made in reducing 
social, financial and digital exclusion.  Participants have reported changes in their 
individual circumstances, skills, independence and health and wellbeing despite 69% 
of them having 2 or more barriers* to employment on joining the programme. 

*Barriers are defined as:  lacks basic skills; age 50+; homeless or affected by 
housing exclusion; live in a jobless household; live in a jobless household with 
dependent children; live in a single adult household with dependent children; an 
offender or ex-offender; has a disability.

4.10.2  The Delivery Partners 

The provision of central technical support and advice provided capacity for the 
delivery partners to develop new services and develop their funding knowledge 
and project management skills.  Their use of the Participants’ Costs Funds 
enabled them to create individualised packages of support that were not provided 
elsewhere.

4.10.3  The Funders 

Positive feedback acknowledges the Routes project achievements.  

“The conduct and performance of your grant is exemplary and I would like to 
congratulate you and everybody in the partnership on this.” (BBO Funding Officer, 
December 2018).  

This is further reinforced by the opportunity for extension funding of £412,300 for 
the period 2019-2021 for delivery to at least another 120 people.  
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4.10.4  CW Trustees 

As the project has evolved it has become clear that the resource it has provided 
for the sector, local communities, the wider B&H city and the coastal towns fits 
with the overall organisational purpose for the participants whilst supporting CW to 
develop its skills and knowledge through successful project management and risk 
management. It also meets the local commissioning expectations.

4.10.5  Community Works 

The processes and learning gained through delivery of the project has enabled 
discussion around the model of leadership employed within the partnership and 
the wider leadership role of Community Works across the voluntary and community 
sector in Brighton & Hove and Adur & Worthing.  Securing funding from external 
sources demonstrates the ability of the sector to add economic value at a time 
when statutory funding is focussed on added benefit and social value.  CW’s skills 
development includes: a greater understanding of audit and compliance processes; 
financial management of complex budgets; more expertise in project management; 
the use of digital tools; a better understanding of strategic aims and how they 
shape or influence the organisational response to risk.   

4.10.6  CW Project Coordinator  

Project continuity and successful outcomes have been secured via relationship 
building with BLF and LEP partners, good project team development, putting 
appropriate processes and systems in place to meet specific needs and successful 
risk management.  

4.10.7  The CW Core Team

The team structure, approach, flexibility and technical skills acquired as the 
project evolved have been fundamental to the success of the project.  They have 
developed a key relationship with and garnered the trust of their Funding Officer 
who has commended its resilience during its first 2 years.  The team continues to 
grow and develop skills and expertise and is looking forward to developing stage 2.   

To date the partnership has not had sufficient scope to reach beyond the immediate 
project delivery and technical requirements.  It is envisaged that future funding 
could facilitate:

• Promoting the Routes Brand in celebration of achievements at a more strategic 
level across Brighton and Hove and Adur and Worthing.

• Engaging more widely at an organisational level through the CW influencing role 
and its link to the wider policy landscape.

• Opportunities to engage the partnership in developing and refining models of 
delivery.

• Revisiting partnership structures with greater clarity of roles and expectations.

• Increasing coordinator capacity to ensure their wider project involvement.
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• Creating opportunities to share learning in order to shape a collective approach 
to responding to the most disadvantaged in the targeted areas whilst allowing 
partners to develop new services and offers.

• Streamlining processes and systems.
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SECTION FIVE: WORKERS’ EDUCTIONAL ASSOCIATION - TAILORED COURSE 
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HIGHLIGHTS

• The WEA supported 69 clients, over-achieving their target of 58.  75% 
of these were unemployed. 

• 19 clients moved into education and training and 6 unemployed clients 
found jobs. 

•	 Direct	referrals	from	the	Job	Centres	led	to	a	significant	over-
representation of clients who were a considerable distance from the 
labour market – for example, 62% of their clients declared a disability.

• The feedback from clients who were interviewed is extremely positive 
and indicates that even short interventions can have a major impact 
on people with quite challenging needs.

• The opportunity to volunteer is a key element in WEA clients building 
their	confidence	and	moving	forward.		

• The role of the WEA course tutor is critical in ensuring successful 
outcomes for participants.

•	 Clients	attending	courses	benefitted	from	meeting	others	in	a	similar	
position to themselves.

• The WEA revised their original model by introducing professional 
information, advice and guidance (IAG) support and this change had 
a positive impact on the outcomes for clients. This helped address 
some of the weaknesses that became apparent at an earlier stage of 
the Routes project.

•	 With	new	relationships	established	with	staff	at	local	Job	Centres	
and other organisations in West Sussex, the WEA are well placed to 
sustain their work in the next funding period. 

• The WEA, as both a national and regional organisation, is well 
positioned to compare the learning from Routes with other BBO 
projects with which it is involved. This could help develop and 
strengthen its work in the area of supporting employability in 
disadvantaged communities.
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5.1  The model  

The original project plan states that the WEA would establish volunteer led and 
run community branches along the coastal strip in West Sussex and these would 
deliver courses that would (a) focus on skills gaps of participants and (b) increase 
employability.  This was based on an identified need as a result of surveying the 3 
new areas and the keenness of Job Centres in Littlehampton and Bognor to work 
with the WEA.   

This model was primarily based around recruitment to a two-stage programme. 
The first stage was designed to help clients begin to think differently about 
themselves, followed by progression to the second stage intended to build self-
esteem and improve confidence.  The WEA would offer short information, advice 
and guidance (IAG) sessions to identify participants’ skills gaps and support access 
to Stage 1 goals of relevant training or learning opportunities.  Where appropriate, 
participants would continue to progress on to Stage 2 goals with those interested 
in volunteering being encouraged to form WEA branches and participate in the 
feedback process so that their experience would impact on future national adult 
learning developments.   

5.2  Performance against targets  

The majority of the referrals to the WEA came from the Job Centres in coastal 
West Sussex plus some from the Sure Start Centre in Littlehampton and through 
the established links with the Apuldram Centre in Chichester.  The clients were 
largely those whom Job Coaches chose to refer with many having been moved off 
Employment Support Allowance and on to Job Seekers Allowance (JSA).  The WEA 
had little or no control over who was referred to them.
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5.2.1  Recruitment by population sector 

TABLE 8:  RECRUITMENT BY POPULATION SECTOR (WEA)

Stream Targets  
June 2018

Actual 
(Total to date)

Actuals 
expressed 

as % of June 
2018 target

Actual as % of 
69 starts

Total number 
of participants

58 69 119% 100%
Number of 
men

29 34 117% 49%
Number of 
women

29 35 121% 51%
Number 
who are 
unemployed, 
including 
long-term 
unemployed

38 52 137% 75%

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

20 17 85% 25%

Number who 
are aged 50 or 
over

7 24 343% 35%

Number with 
disabilities

6 43 717% 62%
Number 
from ethnic 
minorities

10 1 10% 1%

As can be seen from Table 8 above, with 69 recruits, the WEA over-achieved their 
target numbers by 19% with an even split between men and women.   The split 
between unemployed and economically inactive was greater than anticipated at 52 
and 17 respectively but it is the number of clients 50+ (more than three times over 
target) and with disabilities (more than seven times over target) that is particularly 
striking and shows how far from the workplace these people were.  Indeed, out 
of 69 clients, 62% had a disability and 35% were 50+ (bearing in mind that some 
clients would have fallen into both these categories). 

Whilst the WEA underachieved on the targets for ethnic minorities, this is not 
surprising given the population of West Sussex (88.9% White British, 2011 Census).  
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5.2.2  Performance by destination of outputs 

TABLE 9:  RESULTS BY DESTINATION OF OUTPUTS (WEA)

Stream Targets  
June 2018

Actual 
(Total to date)

Actuals 
expressed 

as % of June 
2018 target

Actual as % of 
69 starts

Number who move into 
education 
or training on leaving

12 19 158% 28%

Number who move into 
employment, including 
self-employment, on 
leaving

0 6 0% 9%

Of these, the number 
who were unemployed 
when joining the project

0 6 0% 9%

Of these, the number 
who were economically 
inactive when joining the 
project

0 0 0% 0%

Number that were 
economically inactive 
move into job-searching 
on leaving

15 0 0% 0%

The target outputs by destination for these clients were mostly focused on moving 
into education/training and here they were exceeded by 58%.  The target of 15 
economically inactive people moving into job search was not met.  This was due 
in part because at the start of the project evidence of economically inactive clients 
moving into job search was difficult to collect.  The WEA supported 6 unemployed 
people into work, despite the zero target and despite the profile of their clients.  
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5.2.3  Performance by outcome

TABLE 10: PERFORMANCE BY OUTCOMES (WEA)

Stream Targets June 2018 Actual (Total to date) Actuals expressed 
as % of June 2018 

target

Actual as % of 69 
starts

Outcome 1 

Unemployed and economically inactive people, will have addressed at least one barrier preventing 
employment, and increased their resilience, as a result of project support.
1.1 Unemployed and economically 
inactive people will have been 
supported to identify barriers to 
employment and put a plan in 
place to address them.

58 69 119% 100%

1.2  Unemployed and 
economically inactive people will 
have been supported to address 
at least one barrier to employment

46 69 150% 100%

1.3 Unemployed and economically 
inactive people will report 
increased ability to handle set 
backs 

40 19 48% 28%

Outcome 2

Unemployed and economically inactive people will experience increased social inclusion, and will 
have improved their well-being, moving them closer to work, as a result of project activities.
2.1 Unemployed and economically 
inactive people will be engaged 
in learning, training, or a work 
placement

43 69 160% 100%

2.2 Unemployed and economically 
inactive people will report meeting 
new people, increasing social 
networks or starting volunteering

46 20 43% 29%

2.3 Unemployed and economically 
inactive people will report 
improved well-being

46 18 39% 26%

Outcome 3

Unemployed and economically inactive people will have improved work/life skills, and increased 
capacity for independent activity, as a result of project activities
3.1 Unemployed and economically 
inactive people will have been 
supported to access learning, 
training or work placement 
opportunities

47 69 147% 100%

3.2 Unemployed and economically 
inactive people will report an 
increased ability to access 
learning, personal development 
and employment.

46 16 35% 23%

3.3 Unemployed and economically 
inactive people will report 
improved work / life skills

47 18 38% 26%

Outcome 4 

Unemployed and economically inactive people will increase their employability & self confidence 
4.1 Unemployed and economically 
inactive people will engage in 
learning opportunities, Information, 
Advice and Guidance Sessions, or 
work placements.

58 69 119% 100%

4.2 Unemployed and economically 
inactive people will report 
increased self confidence

47 31 66% 45%

4.3 Unemployed and economically 
inactive people will report 
increased employability 

47 23 49% 33%
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The above achievements are taken from the initial assessment forms (IAF) and final 
assessment forms (FAF) which included opportunities for client self-assessment 
on a scale of 1 to 5.  Outcomes are counted as achieved when there has been 
progress upwards.  So, whilst participants may not have achieved on all outcomes, 
with some staying the same and some regressing for particular outcomes, all 
will have achieved some targets.  It is important to view these in the context 
of the client profiles and their distance from the workplace.  The comments on 
the achievement of outcomes are the same for all Routes partners and delivery 
models but are repeated here for ease of reference.  The targets with the greatest 
number of achievements relate to outcomes where there has been direct support, 
for example, where clients have been supported face-to-face to address a barrier 
or engage in learning.  Those outcomes with lower achievement, for example, 
improved wellbeing, increased confidence, broadly fit those areas that relate to the 
perception of participants and were gathered by self-assessment.  However, there 
are some learning points to note with both the design and use of the IAF and FAF 
which would have impacted on the results.  These points include:

• The difficulties of self-assessment for some of the participants, especially those 
with learning difficulties.

• Likely inconsistency in the way advisors and participants across the Routes 
project dealt with the questions.  For example, whether clients found the 
questions clear, whether participants were given prompts, or whether they were 
reminded of their previous response on the IAF when completing the FAF. 

• Participants’ answers simply reflecting how they felt on that particular day.

• The high proportion of participants with mental health problems which may 
have affected their day to day sense of well-being.    

• The difficulty with the measurements themselves.  For example (bearing in mind 
the 1 to 5 low to high scoring) a participant moving up from 1 to 2 in terms of 
confidence would be counted as having achieved an output whilst one moving 
from 5 to 4 would not, despite maintaining a high level of confidence.

Regarding clients’ perception in terms of well-being, work/life skills and confidence, 
the views of clients in 5.4 below paint a very different picture from the figures in the 
above table.  

5.3  The model in practice

Whilst they had expected to provide skills that would contribute to moving people 
closer to the workforce, in reality the client group recruited were not at that stage. 
This represented an enormous challenge for the WEA with two-thirds of the clients 
(62%) having a disability, some with learning difficulties.  Many lacked confidence 
and some had mental health issues that needed to be dealt with before training 
could even be considered.   Some participants were not emotionally stable, nor 
living in functional units and gathering the evidence needed to complete the initial 
BBO paperwork and track their progress was challenging.  
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Some of the issues the WEA encountered when recruiting to Routes included:  

• Homeless people with no residential address

• Proof of eligibility to work in the UK was not produced or retained by the clients

• Clients not having passports/birth certificates

• No evidence of jobs applied for being produced or obtainable

• Difficulties with maintaining contact given that the WEA, unlike the other partners, 
was not working from an established physical base where clients could drop in. 

As Kerrith Bell, the WEA’s Senior Area Education Manager commented, 

“It was like the perfect storm caught between the Job 
Centres and the NHS. The WEA has a well-being pathway 
and this is akin to what we are doing in Routes, so for the 
WEA it was not about employability per se.”

Taking time with each participant has been seen as an advantage in terms of 
impacting positively on people’s lives and this is reflected in the case studies and 
what people have said about themselves and their experience.  

5.3.1  Changing the model

The WEA did make a significant change to their model from September 2018. This was 
in recognition of the need to provide systematic and focused support for those who had 
completed courses.  With the agreement and guidance of the CW central team they 
engaged an IAG professional to provide more intensive 1 to 1 support for individuals.

“The employment of a dedicated IAG worker has allowed a 
more efficient and effective model to develop between the 
project worker and the IAG worker, utilising their specialisms 
more effectively, providing backup and support for each 
other and the participants. The project worker is now 
working more strategically making partnerships and ensuring 
referral routes. The IAG worker is really able to dig into the 
needs of the participants and create a highly sensitive offer. 
Participants are not always open about the true conditions 
of their lives and it takes someone highly qualified to build 
the trust they need in order to acknowledge their issues and 
begin to move beyond them towards employment.  This has 
meant more into work outcomes for the participants, 3 since 
the change in targets, which is an amazing result considering 
the WEA had no job targets.”

Jayne Routley (WEA Routes Coordinator)

The following examples provide evidence of the success of the changes made to 
the model. 
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A snapshot of some recent WEA clients

• Client A is a Windrush migrant who arrived in 1969 aged 9.  No formal British 
documentation.  Applied through the Windrush scheme for British Citizenship.  
Wishes to become a Teaching Assistant, took a Level 2 qualification and 
passed with a higher distinction.  Currently applying for a TA position with a 
local primary school.

• Client B who had been unemployed for a year came to us because she 
struggled with interviews, we spent some time talking through issues around 
interviews and techniques to cope and mitigate her fears.  At her next interview 
she got the job!

• Client C had an accident that means she can no longer do the job she loved.  
She attended a confidence course and has decided she wants to retrain.  She 
is looking to start a course in cat behaviour with a view to becoming self-
employed, the JCP are really pleased and have suggested she would be a 
good candidate to support through their Enterprise Allowance Scheme.

• The Enterprise Allowance Scheme is also perfect for Client D who after being 
released from prison would like to set up his own online business selling coins.  
He is studying web design to help his understanding what he needs to build a 
business and when that is complete we will introduce him to a local business 
that will provide a mentor programme to support his business planning.

5.4  Views of clients

Given the profiles of the clients, the problems of completing some of the Routes 
paperwork, the seemingly light touch intervention and the fact that some 
participants may only have completed a short course, the stories that emerged 
from the interviews have been extremely encouraging and it has to be said that they 
are in marked contrast to the figures for achievement of outcomes, adding weight 
to the accompanying comments about how these responses were gathered.   

Interviewees were randomly selected and dependent upon who was willing to be 
interviewed rather than whether they would fit a particular profile.  These clients 
had a number of things in common.  Firstly, many had on-going health concerns 
that had an impact on their ability to work. Secondly, a number described difficult 
personal circumstances that had shaken or undermined their confidence.  Thirdly, 
almost all had experienced social isolation and withdrawal from contact with other 
people.  Finally, most confirmed they lived from day to day rather than being able to 
plan even short term.  To be able to address some of these issues in a short space 
of time is a considerable achievement even if, as one participant recognised, “you 
can’t fix everything in ten weeks”.

The short case studies presented here are intended to illustrate the impact of 
Routes on their lives and include a number of themes that emerged from the 
clients’ stories. 
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5.4.1  The importance of building relationships 

Taking the first steps in engaging with the labour market is a daunting process if 
you have previously been isolated and unused to interacting with people.  Key to 
overcoming this is enabling people to build relationships outside of the home.  The 
first three case studies illustrate this theme very well.

A good starting point is Shelle and Tracy who have become firm friends since 
meeting on the WEA course. They even came to the interview together to provide 
mutual support.  Both separately admitted that talking to a stranger at an interview, 
albeit in familiar surroundings, is something they simply couldn’t have done six 
months ago. They are both single parents who have experienced anxiety and 
lack of self-esteem.  What comes through in both these cases is how a small 
intervention can help build resilience and this is vital in moving people on and 
giving them a sense of purpose and direction. 

 Routes case study: Shelle

Shelle is the mother of four boys. She went along to a Job 
Fair at the Wickbourne Centre in Littlehampton where she met 
Gary the WEA Routes coordinator. In addition to some health 
problems Shelle struggles with low self-esteem. The short 4 
week course designed to boost confidence seemed like just 
the right fit. She registered for that and completed a longer 10 

week course in April 2018.  As Shelle readily admits you “can’t fix everything in just 
ten weeks”.  She has however made a promising start and she now regularly uses 
many of the techniques to help her remain calm and develop positive thinking. This 
includes keeping a daily “positive journal”.  As importantly, this broke down the 
sense of isolation she felt and enabled her to make new friends.  

She also feels she knows more about her own strengths and weaknesses.  One of 
those strengths is that she is a “crafter”.  Since a young age she has had a keen 
interest in sewing, crochet and design.  She hasn’t turned this talent into a job but 
it is something that she commits to on a weekly basis.  She claims not to be pushy 
enough to sell her various creations.  Shelle is not ready to go back to work just yet 
but is beginning to realise that she can build and maintain confidence in herself and 
her abilities.  In the meantime she has been doing other courses that can help her 
cope with the challenges she faces. 

Routes case study: Tracy
 

Tracy who describes herself as a “carer not a talker” still found 
her voice when it came to being interviewed about the WEA 
Routes project.  She discovered the course at a local Job Fair 
organised by the Job Centre.  In the past Tracy had volunteered 
for a local children’s charity for 3 years and even did an NVQ 
in Customer Service. When that opportunity didn’t lead to 

employment she lost confidence.  She persevered and took other courses linked to 
subjects like health and IT skills but, as Tracy admits, her difficulties all came down 
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to her feelings of anxiety that blocked her from making any progress. The WEA 
course, and her tutor Gosia, have helped Tracy overcome some of those feelings of 
a lack of self-worth.  “It has helped me get the confidence to try things out and not 
give up”, said Tracy.  Others have noticed too and have told her she seems more 
confident. “I am changing as a person, she said.”

Tracy admits that the process of applying for jobs and getting no response is 
demoralising.  For many years Tracy has given support to a disabled person who 
has become a firm friend.  She takes her out shopping, does cooking and breaks 
down her sense of isolation. The WEA tutor saw this as an opportunity to enable 
Tracy to think about her future.  She is soon going to do a course preparing her to 
work in adult social care.  But it is about small steps.  As Tracy said, even being 
interviewed about her Routes experience would have been unthinkable a few 
months ago. 

The third case study, Mark, shows how a long-term commitment to volunteering 
has provided a lifeline when obtaining a job proves difficult.  Progression and 
support in this activity can be critical in maintaining a sense of self-worth and giving 
people an identity and a community to which they can relate.

Routes case study: Mark

Mark has lived in Chichester most of his life. After attending the local College he 
had a variety of jobs the last of which was as a kitchen porter. He has been out of 
work for three years. 

He joined the WEA Routes project and has completed two courses. They focused 
on confidence building and practical interviewing skills.  His last course finished in 
June 2018. Mark found the experience stimulating and supportive. “I am now more 
confident in tackling interviews and have learned to listen and not interrupt”.  It also 
helped him manage the stress of his mother’s recent death. 

By his own admission Mark struggles to cope with complicated forms and needs 
help to fully understand them. But this hasn’t stopped him becoming a committed 
and valued volunteer at Age UK.  He has worked in the shop for almost 10 years 
and currently does 16 hours a week spread over 4 days. “I love it”, says Mark, 
“and have moved from stock-taking to working the till. All the regulars come in and 
know me by name”. For Mark seeing and listening to people is important. “I learn 
so much when people open up to me”.  He admits that getting back into work in 
a kitchen hasn’t been easy.  Nevertheless he is keen “to realise my potential, get 
on with a job and show somebody what I can do”. Like his favourite football team, 
Liverpool, Mark wants to start winning.



61 ROUTES TO SUCCESS    AN EVALUATION OF THE ROUTES PROJECT   Phase 1: September 2016 - February 2019

5.4.2  Supporting younger people

Younger people in education are always seen as having access to advice and 
guidance. This is predicated on the assumption that at school, college or university 
there is the option of careers guidance and that, beyond that, there is a plethora 
of support online. But this is not always the case as the stories of Lisa and Emma 
show. 

Lisa and Emma were the youngest Routes clients who were interviewed.  Both 
are aged 22 and have little experience of work.  Lisa is committed to learning and 
enjoys studying.  However, her ambition is to work in retail where there is already 
a significant decline in job opportunities as well as people with experience looking 
for work.  The absence of on-going careers advice or guidance means that people 
in Lisa’s circumstances can’t get the support they need.  However, despite this, as 
her story shows, she has secured employment.  Emma does appear to have found 
a direction that might enable her to work with older people.  However, her health 
problem is an ever-present factor that will limit what she can achieve through work.

Routes case study: Lisa

Lisa is 22 years old and has lived in Chichester most of her life. She attended a 
local college and completed courses in both hairdressing and child care.  She has 
been out of work for almost a year. Her Job Coach suggested she talk to Gary the 
WEA Routes Coordinator, about what the programme had to offer. She enrolled and 
completed a course on interviewing skills in April 2018.  Lisa felt the experience 
has helped to equip her for interviews by enabling her to anticipate what might be 
asked and calm her nerves. Lisa has decided she wants to work in the retail sector. 
She has done two things to help her achieve this goal.

Firstly, she has been working, since September 2017, as a volunteer at the shop 
run by Chestnut Tree House, a local charity that supports hospice care for young 
people in Sussex.  Lisa says, “volunteering for three days a week has helped me 
get into a routine that is like work. It has also helped me come out of my shell”. 
She finds the other volunteers very supportive.  “I interact with all sorts of different 
customers and sometimes you get awkward ones”, she says.  Secondly, Lisa has 
continued her training by taking courses in retail and customer service.  She is 
presently completing a course on Team Leading with Greater Brighton Metropolitan 
College.  These courses have all been via distance learning that Lisa enjoys more 
than being at school. “I learn better by myself and these courses are about the big 
world outside school.”  Lisa was introduced to the distance learning courses by the 
WEA tutor.

She still feels that having a good CV is important and that she needs to work on 
this. She feels that confidence comes with age and that it is about how you feel 
within yourself. Lisa wants to show potential employers that she “has the skills and 
can do it.”

Update on Lisa’s story at December 2018  

“At the moment I have a job at The Range that is temporary, but I am hoping it 
might change to a permanent thing so, yes, getting on well at the moment.” 
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Routes case study: Emma

Emma is 22 years old and has lived all her life in Chichester.  
After school she attended the local college where she 
completed courses in Child Care and Travel & Tourism.  She did 
an internship working one day a week in a care home and the 
other in the kitchens of the hospital.  Emma has a serious health 
problem that has affected her and other members of her family 

and this limits what she can accomplish on a day-to-day basis. 

She was recommended to do some courses by the WEA Routes Coordinator.  She 
completed one on interviewing skills and another on communication. These lasted 
a total of 18 weeks. “These courses have helped me get through things and given 
me more confidence,” said Emma.   She has been the subject of bullying in the 
past and freely admits that she feels quite isolated.  She is by her own admission 
quite shy.  Having done the courses, she feels she can talk to anyone now 

There are two things that have made a difference to her life. The first is the 
voluntary work she does twice a week at Chichester Lunch Club for elderly people.  
She has been doing this for four years and finds that old people relate to her and 
she to them.  It has also provided a supportive environment that makes Emma 
feel appreciated.  The second is the Chichester Rock Choir that she joined in 
September 2017.  She has found singing with upwards of 70 other people on a 
Monday evening has boosted her confidence and self-esteem.  She even won an 
award voted for by other choir members. “Singing takes my worries away,” says 
Emma.

What the future holds for Emma really depends on her health. She is presently 
completing a course on dementia awareness and ideally would like to get paid 
employment working with the elderly with whom she has a special affinity.

5.4.3   The importance of continuing to learn as the key 
to participation

Behind the WEA’s commitment to Routes is their belief that adult learning is a key 
to improving active participation in many aspects of life, including employment.  
This theme is echoed in a number of the interviews but has particular resonance 
in the case of Angie and the three clients of the Apuldram Centre,  Emily, Alec and 
Tanya.

Angie is an example of what the WEA originally set out to achieve through 
participation in Routes.  She has clearly gained from the intervention, moved into 
becoming a volunteer and identified a clear pathway for her future work.  Moreover, 
she is getting involved in supporting voluntary activity in her own right and this 
has given her continued contact with the WEA.  This hasn’t been easy but Angie is 
clearly making progress. 



63 ROUTES TO SUCCESS    AN EVALUATION OF THE ROUTES PROJECT   Phase 1: September 2016 - February 2019

Routes case study: Angie

Angie is a single mother of four children. After school she 
became a YTS trainee working with the elderly and continued 
working in nursing homes until her first child was born. The 
last five or six years have been spent supporting her youngest 
daughter who has cerebral palsy. Despite being busy Angie felt 
isolated from other people. 

She came to a Job Fair at the Wickbourne Centre in Littlehampton and was 
introduced to Gary the WEA Routes Coordinator.  She agreed to do a short course 
aimed at boosting her confidence. “Being very shy I was very nervous in a room with 
people I didn’t know. It was difficult to express myself. But the people in the room 
were very nice and in a similar situation to me. They made me feel comfortable”.

After the course it was suggested to Angie she might like to help support a disabled 
student with the WEA so that they could take part in a drama group.   So began a 
friendship that has helped them both become more active and engaged.   Angie 
takes her friend to a drama group at the Hub Club in Chichester.  She has not 
stayed in the background but has become fully involved in performances herself and 
they are currently rehearsing “The Wizard of Oz”. This support now extends to the 
Apuldram Centre where Angie helps younger people with learning disabilities in their 
drama group. 

Angie’s talents are not just to be seen on the stage.  Every second Saturday she 
shops and cooks for 40 or so players and officials of Rustington Football Club.  “I am 
pleased they love my cooking”, she says.  Supporting her daughter who has special 
needs has from time to time thrust Angie into the spotlight.  She has appeared on TV 
when campaigning to keep her daughter’s nursery open.

“I have learned to be myself again and not to try to be someone I am not.   I feel 
comfortable around strangers, more confident to express myself. I am going to 
do an English course in September as I need to improve my spelling and writing.   
Eventually I would like to work with adults with learning difficulties.”

“Angie has had an incredible journey” says Jayne Routley, WEA Routes Co-
ordinator.  “The first time I met her she was very shy and couldn’t look me in the 
eye. Now she is performing!  At the start of the project she couldn’t contemplate 
working and had no idea of what she could do. Now she has identified that she 
wants to work with people with disabilities and with the support of the WEA and its 
tutors is getting practical support in working towards her goals.”  

The three clients at the Hub Club all have a learning disability and live in an 
environment where they have support to live independently.  At first glance this group 
would not appear to be part of the target for Routes and yet the approach the WEA 
has adopted has enabled them to draw many of the benefits that others have from 
the programme. These interviews were different in that there was an opportunity to 
talk with each of them about what they had been learning and to look at their work. 
This helps illustrate the role of the WEA tutor and how Routes can be built into a 
partnership with other organisations.
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Routes case study: Apuldram Centre

The Apuldram Centre is a charity for adults with learning disability in Chichester. 
It provides and assists in the provision of accommodation, facilities and support 
services not normally provided by the statutory authorities.  In their words they, 
“work with people to help them live the life they want. We encourage and support 
them to build their social networks and work towards personal goals such as 
learning to look after their home or getting a job.  We recognise that people with a 
learning disability may need support to help them achieve their goals.”

An integral part of the Centre’s work is The Hub Club that offers a service 3 days 
per week from the Chichester Boys Club building in Little London, Chichester, to 
promote and maximise independence and community integration. The WEA has 
offered support, as part of its Routes programme, to a group of those who attend 
the Hub Club on a Friday. It focuses on numeracy and literacy but does this by 
using topics like the human body, the planets and geography.

Routes advertises itself as “a personalised service” and that has meant responding 
appropriately to the needs of clients many of whom are a very long way from 
the labour market. This group of students approached the WEA through their 
administrator to ask for help to become more a part of their communities by 
learning to read and write.  It is interesting to hear from the WEA tutor, Masha 
White, how she has adapted to meet the needs of her group. 

“With that first ‘taster’ course, I was trying to find out what they knew, remembered, 
used etc. I discovered that they didn’t know the months of year in order, so we 
learnt it as a song.  They didn’t know addresses and the basic geography of the 
UK, so we worked on that.  We have touched on money, but that still leaves telling 
the time! We spend a lot of time on understanding the basic number system. My 
aim now is to exercise their brains during the 2 hours a week I have with them. 
There is a huge spread of ability.  Out of my group of 8, 5 are illiterate.

“The achievement is that the students have all become learners and, more 
importantly, they know that they are.  I count this as success! They all enjoy the 
sessions.  All the students have made progress.  They are prepared to have a go 
and I tell them that mistakes are good as they help us learn.  They have all gained in 
confidence and stamina.”  Masha’s views are supported by three of the participants 
who have benefitted from a very different but relevant Routes experience.  Their 
experiences are described below.
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Routes case study: Emily, Apuldram Centre

Emily attends the Hub Club and enjoys studying in her WEA class. One of her 
particular interests is biology.  She has also done some computer work and 
uses spreadsheets.  She is an avid reader and a big fan of Harry Potter.  She has 
previously worked for Scope in their shop at Bognor and she volunteers at the 
Chichester Festival Theatre where she is working on a project that scans old photos 
about the theatre. Emily says, she enjoys seeing the forthcoming productions and 
the actors coming and going.  Her other talents include knitting which she has done 
since a young girl. When she’s at home, she also likes drawing portraits.

Routes case study: Alec, Apuldram Centre

Alec has lived in Chichester for a long time. He also attends the WEA class and 
enjoys working with numbers. He is particularly interested in learning about the 
planets and space. He also recognises that all the writing he does in the class helps 
improve his memory. Alec says the class is “absolutely brilliant” and he has only 
missed one session. When not at the Hub Club his favourite occupation is  working 
outdoors at the Apuldram Centre. He enjoys sewing seeds and tending to flowers 
and vegetables.  Alec is a big Beatles fan and enjoys their music.

Routes case study: Tanya, Apuldram Centre

Tanya has a wide variety of interests. She attends the WEA class and enjoys doing 
some reading and number work.  Sometimes she admits things get a bit noisy for 
her. She is however very active and does dancing, drama and music at the Hub 
Club.  On the weekend she goes bowling. She likes 80’s music and is an Abba 
fan. She is looking forward to visiting her parents who live in France. She has done 
some volunteering in a home for the elderly.
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SECTION SIX - THE HANGLETON KNOLL PROJECT (HKP) MODEL OF 
INFORMATION, ADVICE & GUIDANCE

An Evaluation of the Routes Project
         September 2016 - February 2019

 to Success

SECTION SIX

6

INFORMATION, 
ADVICE & GUIDANCE



67 ROUTES TO SUCCESS    AN EVALUATION OF THE ROUTES PROJECT   Phase 1: September 2016 - February 2019

HIGHLIGHTS

• As a small community organisation HKP established a new service 
from scratch and integrated it into their existing activity and facilities.  
In this way Routes has gained added value from using community 
resources and relationships.

• Coped well with the demands of a complex and ever-changing 
reporting and monitoring regime. 

• Met their target to recruit 56 clients onto Routes.   

• Supported 9 people into education/training. 

• Supported 11 people into work – almost half of the total for the entire 
Routes project at the time of writing.

• The majority of their clients came from the local area or nearby 
Portslade and this showed the value of targeting smaller areas where 
travel isn’t a barrier and there is a familiarity with local facilities and 
networks. 

• Developed a personalised approach that has been the cornerstone of 
its success and resulted in very positive feedback from clients.  

•	 Made	very	effective	use	of	the	infrastructure	provided	by	HKP	
including: the on-site access to IT training; links to existing HKP 
groups; using established networks to create opportunities for clients.

• Developed an excellent relationship with the local Job Centre that will 
be sustained in the next funding period.

• Facilitated a wide range of volunteering opportunities for clients within 
the local community.

•	 Made	effective	use	of	available	funding	to	support	individuals	that	
helped to remove barriers to employment like childcare, travel, 
documentation and training costs. 

• Building on their work in the arts and creative sector as a bridge to 
employment.

• Looking at the possibility of gaining Matrix accreditation to embed IAG.
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6.1  Background

The Hangleton and Knoll Project (HKP) has been established since 1983 with 
a focus on community led learning and development. It is based on two large 
Council estates that together make up an electoral ward to the north of Brighton 
and Hove.  HKP is a charity with high levels of community involvement in both the 
management and participation of all activities and a strong record of working with 
disadvantaged groups.  In addition, they have developed strong relationships with 
local BME stakeholders.  Whilst the delivery of information, advice and guidance 
(IAG) for Routes was new to them, they had already identified an increasing need 
for employment support, particularly in the light of changes to the benefits system 
and people being taken off Employment Support Allowance.  The combined impact 
of these changes was driving more people to seek work.  Their Routes model 
offered a new, tailored, one-to-one IAG service for adults of all ages designed to 
“kick-start” their journey into employment, including:

• One to one help to address the barriers that hold people back 

• Identification of training needs

• Tailored support with CVs  

• Access to volunteering and training across the city

• Access to debt advice through the Moneyworks project 

• Financial support for things like training and day to day costs like childcare.

6.2  Performance against targets

Recruitment started in November 2016.  Referrals came from HKP community 
development workers who were aware of people who could benefit from Routes as 
well as via HKP Community Learning; local GP surgeries; Safehaven; The Princes 
Trust; Community Health Navigator and the Job Centre.  Over time the Job Centre 
Coaches became a more frequent source of potential clients. This may have been 
because of the physical proximity of HKP to the local Job Centre, the changes to 
the benefit system with the introduction of Universal Credit and the relationship that 
was developed between the Routes Coordinator and the JCP Job Coach.  
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6.2.1  Recruitment by population sector

TABLE 11: OUTPUTS BY POPULATION SECTOR (HKP)

Stream Targets  
June 2018

Actual 
(Total to date)

Actuals 
expressed 
as % of June 
2018 target

Actual as % of 
56 starts

Total number 
of participants

56 56 100% 100%
Number of 
men

28 19 68% 34%
Number of 
women

28 37 132% 66%
Number 
who are 
unemployed, 
including 
long-term 
unemployed

37 28 76% 50%

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

19 28 147% 50%

Number who 
are aged 50 or 
over

6 20 333% 36%

Number with 
disabilities

6 27 450% 48%
Number 
from ethnic 
minorities

10 12 120% 21%

Table 11 shows that HKP recruited their target number of participants.  When 
looking at outputs by population sector, there were more women than men, they 
dramatically exceeded their targets for those 50+ and those with a disability and 
the division between unemployed and economically inactive was 50:50 rather than 
the anticipated two thirds and one third respectively – a pattern repeated across 
the whole Routes project.  They over-recruited the number of ethnic minorities and 
were in fact responsible for 12 of the 18 BME clients for the entire Routes project.  
This is not surprising with HKP already having strong relationships with BME 
stakeholders.  
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6.2.2  Performance by destination of outputs

TABLE 12: RESULTS BY DESTINATION OF OUTPUTS (HKP)

Stream Targets  
June 2018

Actual 
(Total to date)

Actuals 
expressed 
as % of June 
2018 target

Actual as % of 
56 starts

Number who move into 
education 
or training on leaving

7 9 129% 16%

Number who move into 
employment, including 
self-employment, on 
leaving

0 11 0% 20%

Of these, the number 
who were unemployed 
when joining the project

0 5 0% 9%

Of these, the number 
who were economically 
inactive when joining the 
project

0 6 0% 11%

Number that were 
economically inactive 
move into job-searching 
on leaving

9 3 33% 5%

Regarding outputs by destination, HKP over-achieved with 9 moving into education 
or training on leaving.  Only 3 out of the targeted 9 moved from being economically 
inactive to job searching, but this is more than balanced by the unexpected 
achievement of 11 people moving into employment when the target was zero.  5 of 
these were unemployed when joining and 6 were economically inactive. HKP has 
delivered almost half of those who have moved into employment across the whole 
Routes programme. 
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6.2.3  Performance by outcomes

TABLE 13: PERFORMANCE BY OUTCOMES (HKP)

Stream Targets June 2018 Actual (Total to date) Actuals expressed 
as % of June 2018 
target

Actual as % of 56 
starts

Outcome 1 

Unemployed and economically inactive people, will have addressed at least one barrier preventing 
employment, and increased their resilience, as a result of project support.
1.1 Unemployed and economically 
inactive people will have been 
supported to identify barriers to 
employment and put a plan in 
place to address them.

56 56 100% 100%

1.2  Unemployed and 
economically inactive people will 
have been supported to address 
at least one barrier to employment

46 56 122% 100%

1.3 Unemployed and economically 
inactive people will report 
increased ability to handle set 
backs 

39 30 77% 54%

Outcome 2

Unemployed and economically inactive people will experience increased social inclusion, and will 
have improved their well-being, moving them closer to work, as a result of project activities.
2.1 Unemployed and economically 
inactive people will be engaged 
in learning, training, or a work 
placement

51 56 110% 100%

2.2  Unemployed and 
economically inactive people 
will report meeting new people, 
increasing social networks or 
starting volunteering

47 33 70% 59%

2.3 Unemployed and economically 
inactive people will report 
improved well-being

45 36 80% 64%

Outcome 3

Unemployed and economically inactive people will have improved work/life skills, and increased 
capacity for independent activity, as a result of project activities
3.1 Unemployed and economically 
inactive people will have been 
supported to access learning, 
training or work placement 
opportunities

56 56 100% 100%

3.2 Unemployed and economically 
inactive people will report an 
increased ability to access 
learning, personal development 
and employment.

47 36 77% 64%

3.3 Unemployed and economically 
inactive people will report 
improved work / life skills

43 33 77% 59%

Outcome 4 

Unemployed and economically inactive people will increase their employability & self confidence 
4.1 Unemployed and economically 
inactive people will engage in 
learning opportunities, Information, 
Advice and Guidance Sessions, or 
work placements.

56 56 100% 100%

4.2 Unemployed and economically 
inactive people will report 
increased self confidence

46 29 63% 52%

4.3 Unemployed and economically 
inactive people will report 
increased employability 

45 32 71% 57%
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The above achievements are taken from the initial assessment forms (IAF) and final 
assessment forms (FAF) which included opportunities for client self-assessment 
on a scale of 1 to 5.  Outcomes are counted as achieved when there has been 
progress upwards.  So, whilst participants may not have achieved on all outcomes, 
with some staying the same and some regressing for particular outcomes, all 
will have achieved some targets.  It is important to view these in the context of 
the client profiles and the numbers that could be regarded as furthest from the 
workplace.  The comments on the achievement of outcomes are the same for all 
partners and delivery models but are repeated here for ease of reference.  

The targets with the greatest number of achievements relate to outcomes where 
there has been direct support, for example, where clients have been supported 
face-to-face to address a barrier or engage in learning.  Those outcomes with lower 
achievement, for example, improved wellbeing, increased confidence, broadly fit 
those areas that relate to the perception of participants and were gathered by self-
assessment.  However, there are some learning points to note with both the design 
and use of the IAF and FAF which would have impacted on the results.  These 
points include:

• The difficulties of self-assessment for some of the participants, especially those 
with learning difficulties.

• Likely inconsistency in the way advisors and participants across the Routes 
project dealt with the questions.  For example, whether clients found the 
questions clear, whether participants were given prompts, or whether they were 
reminded of their previous response on the IAF when completing the FAF. 

• Participants’ answers simply reflecting how they felt on that particular day.

• The high proportion of participants with mental health problems which may 
have affected their day to day sense of well-being.    

• The difficulty with the measurements themselves.  For example (bearing in mind 
the 1 to 5 low to high scoring) a participant moving up from 1 to 2 in terms of 
confidence would be counted as having achieved an output whilst one moving 
from 5 to 4 would not, despite maintaining a high level of confidence.

The interviews with clients outlined in 6.3 below provide a very positive view of 
achievement, including in the areas of confidence and wellbeing.

6.3  The model in practice

In marked contrast to the WEA model, HKP placed reliance on The Hangleton and 
Knoll’s established connections within the community.  In addition, Nicole Monney, 
as the Routes Coordinator, who supported all 56 clients has been associated 
with HKP for 17 years so was very well known and established in the area.  She 
described the situation facing local people as follows:

“People genuinely wanted to work but many had moved 
from ESA to JSA and will struggle to find employment that 
could accommodate their mental or physical needs.  The 
JCP process for these people is particularly difficult and 
they benefit from opportunities to get involved in their 
community and build a sense of worth.”
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From the perspective of Job Centre coaches, Routes was seen as offering the 
personal support so necessary for people with complex needs and this was an 
opportunity for them to make progress where other provision was inappropriate 
and unhelpful.  Having funding available to help people was seen as evidence of 
a person-centred approach that simply wouldn’t exist without Routes.  HKP were 
used to dealing with clients on a long-term basis so, despite the time-scale for the 
Routes project, they continued to provide vital IAG support after clients had exited 
the programme.  It is likely therefore that, in the longer term, even more clients have 
been successful in obtaining work or moving into education/training.

As a community-based organisation HKP was always more likely to draw on clients 
from a more limited geographical area.  A number of those interviewed knew of 
HKP in other capacities and were familiar with what it had to offer.  Some had also 
met Nicole, the Routes Coordinator, in connection with other activities she was 
involved with.  Nicole, along with her own knowledge of the community, was able to 
successfully tap into the longstanding and trusted relationships HKP has developed 
with the community including local services, schools, parent/carer groups, lunch 
clubs.   Whilst the early clients were therefore drawn from existing contacts and 
networks this changed as the relationship with the local Job Centre developed and 
matured.  Many of those referred to Routes subsequently came via the local Job 
Centre Coach who saw Routes as a service for: 

“those with complex needs who need personal support to 
get job ready.  It is person centred support that is distinctive 
about Routes and makes it stand out from just a two-week 
course.” 
Graeme Kerr, Hove Job Centre Coach

His approach and the trust established with the Routes Coordinator over a period 
of 18 months have been important factors in ensuring that the client referrals were 
appropriate and timely. 

The other distinctive factor about the HKP model is that it was able to offer clients 
access to some learning services on site. This included HKP’s computer support 
drop-in service that provides access to IT equipment and training that many people 
coping with online benefit claims and job searching need.  This was a real strength 
in that it is co-located with the Routes project which meant that clients visiting 
the IT Centre were also able to see Nicole on a regular basis.  The other important 
feature is the contacts that Nicole herself had with local organisations such as 
schools that could provide placements.  Volunteer placements included the Jubilee 
library, Goldstone Primary, the Knoll Lunch Club, an apprenticeship with the NHS, 
dog walking with the RSPCA, Hove Park Secondary school, and providing childcare 
for the Amaze Parent Carer coffee morning.   

Unlike the WEA model, HKP did not directly provide learning itself (with the 
exception of a couple of courses) but used funding within the project to purchase 
specific training and development for clients. To date it has spent almost £10K 
supporting 19 clients to undertake further training. This training has been incredibly 
diverse reflecting the differing needs of clients and has included: machine knitting; 
ESOL tutor training; a driving course; a Forklift truck course; AAT accounting; social 
enterprise training; First Aid; Dog training; Spanish language; a craft course for 
confidence building.  Funding has also supported childcare and travel to enable 
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participants to attend training. None of this provision would be funded by the Job 
Centre.  The above may have been a factor in determining the high rate of clients 
entering employment.     

Nicole identified a number of factors that contributed to the success of the project 
at HKP.

“I think it definitely is the additional support of training in all 
cases (albeit for the qualification that leads to employment, 
or the participation that builds the confidence and then 
leads to employment) – but fundamentally, being able to 
listen to what training is needed, to find any courses already 
running and free, or crucially to be able to cover the costs 
for those courses that aren’t. That is what has worked for 
us.

“Flexibility is also important, be it accommodating young 
children during the appointment, hand holding to meet with 
a voluntary placement opportunity or to accompany to a 
public event, being prepared to call people the day before 
the appointment to remind them.

“Relationships are also key – at HKP the ability to support 
this relationship has been helped by the wider activities of 
HKP, being able to link people into activities and events that 
are relevant to them, e.g. M joining the arts work and she 
is now going to join the decision making steering group, 
R going to the older people’s 50+ event and volunteering 
at the lunch club, P volunteering at the 50+ event which 
helped with her CV and getting a job at the care home – 
plus because she has only just arrived in Brighton from 
Finland with her two daughters, one daughter who speaks 
much less English, has joined the youth work teams table 
tennis group, and all three of them volunteer now at the 
weekly Hove Park Junior Park Run. The point being, I think 
employability projects can be more effective when sitting 
within a wider offer. Perhaps something that funders could 
be mindful of is recognising the impact of the community 
based groups that run alongside employment projects like 
Routes”
Nicole Monney (HKP Routes Coordinator)

One illustration of this last point is the importance of the arts in supporting 
people to participate in an activity that builds their confidence and skills at a time 
when they are not job ready.  For example, 7 clients of HKP became involved in 
activity around the Brighton Festival.  Giving them free tickets for festival events 
encouraged their participation.  So the arts were used as platform to improve 
employability as well as health and confidence.  The issues are spelt out by the 
Director of Public Health in Brighton, in his latest report.
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“There is good evidence on how the arts can help to 
improve health and wellbeing. Locally we already have 
so many community arts groups working in health and 
care settings, as well as health activities running in arts 
and culture settings. We also have a fantastic opportunity 
to promote better health and wellbeing at one of the 60 
festivals we have each year in Brighton & Hove.”
Alistair Hill, Art for Good Health (2018)

Work at HKP has identified this as an important bridge that can help a number of 
their clients and wish to build this into the second phase of Routes. 

6.4  Views of Clients

A total of 10 interviews were conducted with clients of Routes at HKP. Interviewees 
were randomly selected and dependent upon who was willing to be interviewed 
rather than whether they would fit a particular profile.    

Whilst each interviewee has a distinct and different history, there are themes that 
emerge which are worth highlighting.

6.4.1  Resilience

Three interviews with Denise, Becky and Amel illustrate the way support from 
Routes has enabled them to rebuild their lives.  Two of them are graduates, two 
have had to cope with the aftermath of marital break-up and the financial insecurity 
that brings.  All three have chosen very different pathways to employment.  Denise 
has set up her own business, Amel is doing qualifications that will enable her to 
work at a level commensurate with her previous career and Becky has employment 
that will help her survive.  None of them are firmly established or secure in the 
labour market but as the latest update to their stories show, each has made 
significant strides.  Routes at HKP has enabled them to begin their journey.  
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Routes case study: Denise

Just over a year ago Denise returned from 4 years working abroad where she had 
run her own fashion business.  A textile designer by profession she found it hard 
to get work back in the industry and this dented her confidence. As she explained, 
“I had lost all my contacts and people who I knew who could help”.  It was around 
this time that her local Job Coach recommended she meet Nicole the Routes 
Coordinator at the Hangleton and Knoll Project (HKP).  She proved to be supportive 
at a time when Denise was at low ebb.  But Denise already had the seeds of a new 
idea in mind.  Having previously trained as an acupuncturist she wanted to develop 
a community-based clinic where people who were prevented from working by a 
long-term health condition could get treatment and emotional support.  She was 
in the right place to do just this. Nicole provided links to networks that helped her 
explore setting up a social enterprise, business planning and IT support. 

Preparing to launch “Sageholistic” the name of her new community enterprise has 
been helped through contacts with other staff at HKP.  Despite finding the business 
of raising funds slow and frustrating, Denise has remained positive. She is looking 
to run an 8-week pilot in a local community centre in September 2018. 

As Denise said she just wasn’t aware of the support that was available at HKP.  “It 
needs more people like me talking about it”, she said.  Denise is also realistic about 
how difficult it is to establish a new venture and continues to look for work in the 
fashion industry.  In the meantime she freely admits that the new venture and HKP 
have given her things to focus on.

Update to Denise’s story – February 2019

Denise is doing really well and been running a social enterprise called Sage 
Holistics for the past 6 months and she is now applying to UNLtd for a Do It award. 
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Routes case study: Amel

This is an excerpt from Amel’s story in her own words:

“I was born and raised in Algeria and I’m a graduate who 
speaks three languages.  Before relocating to Hove in 2001, I 
worked as a Bursar in one of Africa’s largest hospitals.  After 
becoming a mum to my only daughter, I took on a variety of 

jobs in the retail trade to fit around childcare needs.  Despite spending a decade 
in the field gaining considerable skills and experience, none of these offered the 
career progression that my qualifications and experience suggested I was capable 
of attaining. 

“Then, three years ago, my life changed drastically leaving me and my child in a 
precarious situation with no defined human, financial or material resources to fall 
back on.  I faced fears, doubts, isolation, uncertainty, betrayals and tons of broken 
promises.  I had to learn the ABCs of everything and start a new life from scratch.  
At my request, the Job Centre sent me on a number of refresher courses including 
Graphic Design, Business Administration and finally Accountancy.  

“About a year ago I picked up a Routes leaflet at the Hangleton and Knoll Project 
where I was a volunteer. Thinking I had nothing left to lose, I made contact with 
Nicole, Routes Coordinator. Funding was released to embark into a year-long 
Diploma in Accountancy at Brighton Metropolitan College.   It is a brilliant course 
with great tutors.  Nobody has ever done anything like this for me, not even in my 
sweetest dreams.  My newly elaborated CV is out there, finally being noticed and 
circulating among the finance institutions and professionals. Communication is 
being established and interest is starting to show … I have been invited to pursue 
my studies and apply for suitable vacancies when available. 

‘Routes is REAL. There are HUMANS behind the name … and what a human I 
met, that is. Since bumping into Nicole, I have achieved more than I did for the last 
decade or so.  …  Her dedication, genuineness and professionalism are second to 
none. Nothing would have been possible without her.  …  I am so grateful for the 
opportunity.”

Update to Amel’s story  

December 2018: “ I am still pursuing my AAT Level 3 Accountancy studies 
successfully due to qualify as an accountant by May 2019.  I am taking up 
some occasional voluntary work with charities to build up some experience and 
consolidate my CV. So grateful to Routes and the team for the lifeline offered to 
people like me swimming against the tide no matter what to build a better future for 
them and their families.”

February 2019: Amel has helped a charity with setting up their finance and petty 
cash system to gain work experience.
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Routes case study: Becky

Becky has lived in Hangleton most of her life. On leaving school 
she worked in a shoe shop and went in to manage a branch 
in Burgess Hill. Thereafter she spent 10 years caring for older 
people in a local Nursing Home. 

She has known Nicole, the Routes Coordinator at the Hangleton 
and Knoll Project for some years. Their children attend the same school. Nicole 
persuaded her to attend a course on childcare being run by the WEA. “I didn’t 
know what to expect so decided to go along and see what it was”, says Becky.  
She found this a bit too basic for her and so did lots of research to get a deeper 
understanding of the subject. 

With three young children to provide for Becky felt it was important to get paid 
work. She presently cleans for 15 hours a week at a local school. She feels in the 
near future that she will need to get a job that better fits with the school day. 

She feels that the personal support given by Nicole has helped reduced her anxiety 
and boosted her confidence. Becky likes a challenge and has continued to be 
prepared to do things that take her out of her comfort zone. One good example of 
this is her decision to become a qualified (level 1) football coach. She is planning 
to set up a football group for 3 to 4 year olds. She is already fixture secretary for 
the Hangleton Rangers teams for players aged 7 to 10. She may even venture into 
management of the under 7s in the forthcoming season. 

Update to Becky’s story  

December 2018: “I have now completed my level one football course so I’m now a 
qualified coach.  I have also completed courses on Counselling and PTSD.”

February 2019: Becky is now working as a lunchtime supervisor at a school
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6.4.2  Homelessness

At the other end of the spectrum are those who have had to cope with the trauma 
of living on the streets and are seeking a way to return to normality.  Two clients, 
Paul and Philip, came to Routes through the link with Safehaven a local homeless 
charity.  Both had experienced set-backs that led to them spending periods on 
the streets in Brighton.  Both had a previous history of working following school 
but had struggled to maintain a stable existence at certain periods in their lives.  
Neither had completed their time with Routes when interviewed but both were 
seeking very different ways to use the support they were being offered.  Philip feels 
that without qualifications his prospects were really limited so he is looking into 
the prospect of doing GSCEs in the future.  He thinks his best option will be a job 
that involves him making things with his hands.  “Everything I have done till now 
has been self-taught”.  He feels that with Routes he is getting help to explore these 
various opportunities and he is also meeting people in the same boat as him.  As 
Paul’s case study shows, he has similarly identified a strength and lifelong interest 
that he hopes he can convert into a job.  Both continue to benefit from help at HKP.

Routes case study: Paul

Paul was born in London and came to Brighton 8 years ago to 
be closer to his mother.  He left school at 16 having completed 
his GCSEs.  Many of the jobs he’s done since the age of 19 
have involved driving and about a year ago he renewed his 
Driver Certificate of Professional Competence (Driver CPC) a 
qualification for professional bus, coach and lorry drivers.

But Paul’s life has been far from easy.  Over the past 20 years he has suffered from 
spells of depression that have on occasion led to him being hospitalised.  Despite 
having a range of jobs in Brighton he found himself homeless and in need of temporary 
accommodation to get him off the streets.  Currently he is a resident at Safehaven, a 
project that offers temporary accommodation and support to vulnerable people.  It was 
they who suggested he contact Nicole, the Routes Coordinator at the Hangleton and 
Knoll project and it was here that Paul first talked about his ambition to work with dogs 
as a trainer and psychologist.  He has always loved dogs and has been a volunteer dog 
walker for the local RSPCA for seven years. 

In a short space of time he was signed up to do a two-day course recognised by the 
Institute of Modern Dog Trainers (IDMT) at Brinsbury College in West Sussex.  This is 
being funded by the Routes project and, if it proves successful, could lead to further 
training for Paul.  He’s done his research and is convinced that all will be fine, although 
he hopes staff on the course will still be in a position to advise him further.  He has even 
begun to think about how he might need a website to promote his business. 

Following his interview Paul has completed the course which he really enjoyed and 
has received his certificate. The trainer spoke with him and suggested some further 
courses to progress his career potential. It is possible that further support may be 
available from Routes towards the cost of these courses.   He is going to visit the 
Job Centre to seek support for setting up a small business, and he is going to print 
off some business cards as he is now qualified to start working one-to-one.
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6.4.3  The restorative powers of volunteering

Pam and Lili are very different people but share some things in common.  Both 
have health conditions that have a very real impact on their ability to work.  
However, through Routes both have used volunteering as a means of breaking 
down the isolation that ill health can often impose on people.  It has enabled them 
to recognise their capabilities but also limitations when it comes to getting work.  
As importantly, it has enabled them to feel part of a community and make a useful 
contribution alongside others in the team.  This is evidence of how a person-
centred approach can deliver outcomes that are beneficial even if they are not 
directly leading to employment.

Routes case study: Lili

Lili is 20 years old and was born in Brighton. She completed 
BTECs in Health and Social Care and Business at a local college 
passing them all with distinctions. She considered applying 
to university but a rare and serious health problem made it 
difficult for her to leave home. This condition has also limited the 
types of jobs for which she could apply.  It also meant she was 

spending increasing amounts of time alone at home.

Graeme, her job coach at the Job Centre, suggested she got in touch with the 
Nicole, the Routes Coordinator, at Hangleton Knoll Project.  This was in December 
2017.  Lili says that meeting Nicole “helped her to know which way to go”.  It 
also enabled her to get out of the house.  Lili decided she wanted to gain some 
experience of working with young children. Through the Routes project she was 
able to get her DBS sorted and arrangements were made for her to volunteer at a 
local nursery.  Nicole made the introductions and so began a volunteer placement 
for one day a week.  Lili has really enjoyed it and the feedback she has got from 
staff has been very positive.  “It made me feel I was doing the right thing’, said Lili.  
“It enabled me to decide I wanted to work with children.”

She is now looking for part-time work in a setting where her health problems can 
be understood and adjustments made.  Lili thinks that her experience at Routes 
has made a big difference.  “If I hadn’t been referred to Nicole then I would still be 
at home doing nothing.  I am now more motivated to seek part-time work.”  She is 
also thinking about further study and how this can help her future career.
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Routes case study: Pam

Pam is a former clerical officer whose deteriorating health has 
caused her problems. This meant that for the last four years 
she has struggled to find work.  This in turn has made her 
depressed and caused her to withdraw from contact with other 
people.  She contacted Routes at the Hangleton Knoll Project 
(HKP) on the recommendation of her Job Coach. “I was a bit 

dubious at first”, says Pam, “but the staff made things simple and relaxing.”

She took some computer courses at the HKP base at St Richards Community 
Centre. This is something she thought she would never be able to do again. She 
started volunteering at the kitchens and café at Friends First, a local organisation. 
This gave her the sense of community that working with others brings. She even 
trained as a barista!  She has gone on recently to complete an AAT Accountancy 
Level 1 course at a local College.  

As Pam says, “I wouldn’t have had the confidence to go anywhere if I hadn’t come 
here first”.  She is now more confident and enjoys getting out and meeting people.  
Like many in her position Pam wants a job but recognises the limitations her state 
of health place on her options.  Undeterred she keeps applying and doing courses.  
Of course she drops into HKP from time to time to keep in touch and use the 
computer.

6.4.4  Moving into employment

The Routes project is about removing individual barriers to employment and further 
training.  Sometimes this can be straightforward, as in the case of David, other 
times it takes longer as the interview with Shirley shows.  David required a very 
small amount of help but that proved critical in his finding the job he wanted and 
making a huge success of it in a short period of time.  For Shirley the challenge 
has been harder despite being well qualified with a professional background.  
Routes at HKP has helped her identify the job of teaching assistant, given her the 
opportunity to gain experience in a local school and is supporting her during the 
process of applying for jobs.  This is a competitive area so Shirley is still applying.  
In both cases having the resource to fund individual programmes of further study or 
training has been critical.

Routes case study: David

David has lived most of his life in Hove. He left school early 
with few qualifications.  Throughout his working life he moved 
from one job to another building up a wide range of experience 
as he went.  This included jobs in construction - he worked 
on the building of the M23 - to jobs in selling components.  In 
between he has had short bouts of being unemployed.  The 

latest came in 2017 when a local firm he was working for relocated its business.  At 
this stage he realised he needed three things: to brush up his CV, renew his Fork 
Lift Truck Licence and update his IT skills.  His local Job Centre helped him with 
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the first of these.  He said, “people get the wrong view of the Job Centre. There are 
nice people who try to help you”.  It was one of those people who suggested he 
approach Routes at the Hangleton Knoll Project for help with the other two things 
he needed. 

Nicole the Routes Coordinator arranged and paid for David to renew his Fork Lift 
Truck licence. 

Having completed all three, David secured a job that required his skills as a Fork 
Lift Truck driver and involved using Word and Excel on the computer.  But the 
story doesn’t end there.  David works for an American company who are keen to 
recognise and reward talent.  After only 11 months in the job the American CEO, on 
a visit to the Brighton branch, singled out David for special praise at a meeting of all 
staff.  Following this personal recognition David was given the formal accolade of a 
President’s Award.  As he said, “I have never had anything like this before. Almost 
certainly I wouldn’t have got the job without the help I got from the Routes project.”
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Routes case study: Shirley

Shirley, who is a graduate, previously worked in marketing and 
sales for a Management College.  She was based in Holland.  
When this came to an end she retrained to teach English as 
a Foreign Language (TEFL).  She then worked in Spain for a 
number of years returning to Hove to care for her sick mother.  
Part of this period coincided with Shirley having her own 

serious health problems. 

The Job Centre initially suggested she come to the Hangleton and Knoll Project 
to access the computer support service that they provide.  Here she met Nicole 
the Routes Coordinator.  By her own admission Shirley had understandably been 
at a very low ebb and as a result lost confidence.  She said, “the help, support, 
kindness and knowing someone out there was on your side,” made a real 
difference.

Nicole arranged for her to do a very useful First Aid course and helped secure 
voluntary work at a local secondary school from September 2017.  This opened 
up a new opportunity to train as a Teaching Assistant.  She has since completed 
a Level 2 Certificate and is now doing her Level 3 course.  She also volunteers 
at the Friends Centre supporting adults with a learning disability.  She does want 
paid part-time work and feels confident of getting this once she has completed her 
course.  She still feels that the major obstacle facing her getting work is her age. 

One other service that has helped Shirley is “One Journey Better”.  This local 
authority service helps with transport to work for those seeking employment. They 
have helped maintain her cycle and get the safety equipment she needed.  Shirley 
was one of their first customers and feels that this has also contributed to her 
renewed sense of purpose.

Update to Shirley’s story in December 2018

“I am coming to the end of my college course at PACA.  Hoping there might be the 
perfect job waiting for me in 2019!”
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HIGHLIGHTS

• The Bridge and Whitehawk Inn have developed and delivered a successful 
internship programme for Routes.

• The challenge presented by the closure of the Bridge Centre and continued 
uncertainty about the future of the Whitehawk Inn was resolved without 
impacting on delivery. Under these circumstances the achievement of the 
internship model and the partnership is all the more commendable. 

• With 46 clients they over-achieved on their target of 40.  19 clients were 
unemployed and 27 economically inactive.

• 7 of the clients moved into education and training and 7 moved into 
employment.

• They have demonstrated a capacity to learn and adjust the internship model 
to	accommodate	the	needs	of	clients.	The	ability	to	flex	the	arrangements	
to extend the number of weeks or allow a break for childcare or health 
problems has been important in keeping clients on track. 

• Creating on-going support for a number of clients beyond their internship 
has	been	a	feature	that	is	justified	in	terms	of	the	positive	results	it	has	
subsequently delivered.   

• The interviews with clients serve to demonstrate how the internship model 
could be delivered to a very diverse client group. 

• The individual support given to clients is a model of good practice and is 
reflected	in	the	experience	of	those	who	were	interviewed.		22%	of	clients	
were	interviewed	and	all	were	very	satisfied	with	their	internship	experience.	

• The use made of targeted individual funding for clients was exemplary and 
helped remove a number of barriers to employability. 

•	 The	intense	nature	of	the	support	offered	by	the	Coordinator	has	helped	
those who might not have been able to sustain even the short-term 
commitment that the internship required.

•	 There	has	been	little	dropout	from	the	programme	and	this	is	significant.	It	is	
attributable to the personalised nature of support and the way in which the 
internship programme has been adapted since its introduction.   

• The continuation of Routes funding has a role to play in ensuring the 
medium-term future of the WHI as a community base.
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7.1  The internship model  

WHI and The Bridge (established 18 and 19 years ago respectively) were located in 
areas of social isolation and disadvantage and had a proven ability to provide IAG 
services and deal with marginalised and excluded unemployed and economically 
inactive people.  Running 120 courses annually, in terms of customer base, the 
Bridge, was split 60:40 between local and city-wide based clientele and, prior to its 
closure during the evaluation period, outreach work with other agencies.    

The Routes formal Project Plan (pp 15-16) refers to the consultations carried out 
by WHI and BRI with unemployed and economically inactive people.  Surveys 
based on doing an internship found that 97% of BRI respondents thought it 
would improve their work skills and 91% thought it would improve their paid work 
prospects.  Of those surveyed by WHI, 72% had been unemployed for over one 
year and of those 81% thought an internship would improve their work skills and 
84% thought it would improve their paid work prospects.   

The unpaid Internship Programme was based on participants taking on a specific 
job role with a job description and set of expectations for 3 days a week over 3 
months. During the internship, participants would receive one to one support, 
including coaching towards the end, to prepare them for taking the next step into 
work.  In addition, those on BRI programmes would benefit from being able to 
access their established Volunteer Programme.  

The Brighton Housing Trust (BHT) took over the running of the Whitehawk Inn 
in April 2015.  BHT had developed its own intern and work experience schemes 
that can last between 3 to 6 months, employing their clients from two to five days 
a week. Like Routes it is for people who haven’t worked for a long time, haven’t 
worked before, or have gaps in their CV. The opportunities in what is a large 
organisation stretch across the full range of services they provide as a charity 
working in the field of combatting homelessness.  In many respects the Routes 
scheme is a smaller scale version of what BHT offers. 

For both partners, participants would be involved in the programme delivery with a 
model of peer sharing, the nature of which would be discussed with service users 
during the work placements and both partners would involve service users in an 
evaluation at the end of each 12-week programme that would be fed back to the 
Routes Steering Group.

The closure of The Bridge came as a real shock.  The response of CW and WHI 
helped to rescue the situation.  Key to this was the transfer of Mirco Corderio the 
Routes Coordinator at the Bridge to WHI.  This provided continuity and enabled  
the model at WHI to become more flexible and to some extent more like that  
of the Bridge. For this reason the two have been combined in this section of  
the evaluation.
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7.2  Performance against targets  

7.2.1  Recruitment by population sector

TABLE 14: RECRUITMENT BY POPULATION SECTOR (BRI WHI)

Stream Targets  
June 2018

Actual 
(Total to date)

Actuals 
expressed 
as % of June 
2018 target

Actual as % of 
46 starts

Total number of 
participants

40 46 115% 100%
Number of men 20 18 90% 39%
Number of women 20 28 140% 61%
Number who are 
unemployed, 
including long-term 
unemployed

26 19 73% 41%

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

14 27 193% 59%

Number who are aged 
50 or over

4 13 325% 28%
Number with disabilities 3 25 833% 54%
Number from ethnic 
minorities

7 5 71% 11%

Target numbers for participants were exceeded by 15% and followed the overall 
pattern of the rest of the Routes Project with more women than men and more 
economically inactive than unemployed.  Over half their clients had a disability and 
almost a third were 50+ confirming just how far they were from the workplace.  
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7.2.2  Performance by destination of outputs

TABLE 15: RESULTS BY DESTINATION OF OUTPUTS (BRI/WHI)  

Stream Targets  
June 2018

Actual 
(Total to date)

Actuals 
expressed 
as % of June 
2018 target

Actual as % of 
46 starts

Number who move into 
education 
or training on leaving

6 7 117% 15%

Number who move into 
employment, including 
self-employment, on 
leaving

19 7 37% 15%

Of these, the number 
who were unemployed 
when joining the project

14 3 21% 7%

Of these, the number 
who were economically 
inactive when joining the 
project

5 4 80% 9%

Number that were 
economically inactive 
move into job-searching 
on leaving

6 8 133% 17%

The targets for participants moving into education/training or job search were met 
and exceeded.  However, those for people moving into employment were under 
target.  It was expected that the internships would be particularly successful 
in moving participants into employment.  This is predicated on the assumption 
that interns would be more work ready.  However, like the rest of the Routes 
participants, many of them proved to be a long way from the workplace.  Of the 
46 WHI/BRI clients, 22% lacked basic skills, 54% had a disability and 30% were 
50+ with some clients, of course, falling into more than one of those categories.  
Expressed in terms of barriers*, only 6 clients had no barriers whilst 20 (43%) had 3 
or more barriers:

• 11 clients had 1 barrier

• 9 clients had 2 barriers

• 14 clients had 3 barriers

• 4 clients had 4 barriers

• 2 clients had 5 barriers       

*Barriers are defined as: lacks basic skills;  age 50+;  homeless or affected by 
housing exclusion;  live in a jobless household;  live in a jobless household with 
dependent children;  live in a single adult household with dependent children;   an 
offender or ex-offender;  has a disability.
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7.2.3  Performance by outcomes

TABLE 16: PERFORMANCE BY OUTCOMES (BRI/WHI)

Stream Targets June 2018 Actual (Total to date) Actuals expressed 
as % of June 2018 
target

Actual as % of 46 
starts

Outcome 1 

Unemployed and economically inactive people, will have addressed at least one barrier 
preventing employment, and increased their resilience, as a result of project support.
1.1 Unemployed and 
economically inactive people will 
have been supported to identify 
barriers to employment and put a 
plan in place to address them.

40 46 115% 100%

1.2  Unemployed and 
economically inactive people 
will have been supported to 
address at least one barrier to 
employment

32 46 144% 100%

1.3 Unemployed and 
economically inactive people will 
report increased ability to handle 
set backs 

29 24 83% 52%

Outcome 2

Unemployed and economically inactive people will experience increased social inclusion, and will 
have improved their well-being, moving them closer to work, as a result of project activities.
2.1 Unemployed and 
economically inactive people will 
be engaged in learning, training, 
or a work placement

30 46 153% 100%

2.2  Unemployed and 
economically inactive people 
will report meeting new people, 
increasing social networks or 
starting volunteering

30 26 87% 57%

2.3 Unemployed and 
economically inactive people will 
report improved well-being

32 26 81% 57%

Outcome 3

Unemployed and economically inactive people will have improved work/life skills, and increased 
capacity for independent activity, as a result of project activities
3.1 Unemployed and 
economically inactive people 
will have been supported to 
access learning, training or work 
placement opportunities

40 46 115% 100%

3.2 Unemployed and 
economically inactive people 
will report an increased ability 
to access learning, personal 
development and employment.

30 18 60% 39%

3.3 Unemployed and 
economically inactive people will 
report improved work / life skills

32 24 75% 52%

Outcome 4 

Unemployed and economically inactive people will increase their employability & self confidence
4.1 Unemployed and 
economically inactive people will 
engage in learning opportunities, 
Information, Advice and 
Guidance Sessions, or work 
placements.

40 46 115% 100%

4.2 Unemployed and 
economically inactive people will 
report increased self confidence

29 30 103% 65%

4.3 Unemployed and 
economically inactive people will 
report increased employability 

31 30 97% 65%
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The above achievements are taken from the initial assessment forms (IAF) and final 
assessment forms (FAF) which included opportunities for self-assessment on a 
scale of 1 to 5.  Outcomes are counted as achieved when there has been progress 
upwards.  So, whilst participants may not have achieved on all outcomes, with 
some staying the same and some regressing for particular outcomes, all will have 
achieved some targets.  It is important to view these in the context of the client 
profiles and the numbers that could be regarded as furthest from the workplace.

The targets with the greatest number of achievements relate to outcomes where 
there has been direct support, for example, where clients have been supported 
face-to-face to address a barrier or engage in learning.  Those outcomes with lower 
achievement, for example, improved wellbeing, increased confidence, broadly fit 
those areas that relate to the perception of participants and were gathered by client 
self-assessment.  Having said that, with the exception of outcome 3.2, WHI/BRI 
were close to achieving all the outcomes with those not achieved scoring between 
75% and 97%.  At this point, it is appropriate to repeat the comments that have 
been made for the other Routes delivery partners and models as they are likely 
to have impacted on the results and contributed to any shortfall.  There are some 
learning points to note with both the design and use of the IAF and FAF which 
would have impacted on the results.  These points include:

• The difficulties of self-assessment for some of the participants, especially those 
with learning difficulties.

• Likely inconsistency in the way advisors and participants across the Routes 
project dealt with the questions.  For example, whether clients found the 
questions clear, whether participants were given prompts, or whether they were 
reminded of their previous response on the IAF when completing the FAF. 

• Participants’ answers simply reflecting how they felt on that particular day.

• The high proportion of participants with mental health problems which may 
have affected their day to day sense of well-being.    

• The difficulty with the measurements themselves.  For example (bearing in mind 
the 1 to 5 low to high scoring) a participant moving up from 1 to 2 in terms of 
confidence would be counted as having achieved an output whilst one moving 
from 5 to 4 would not, despite maintaining a high level of confidence.
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7.3  The model in practice

Both BRI and WHI developed a series of defined roles and descriptions for their 
internships. These were based on identifiable tasks that could support the on-
going work of their respective centres. The majority were therefore focused on 
administrative or support roles.  In many respects these internships mirrored work 
that was being undertaken by existing volunteers at the centres. They offered 
access to training that was available within the organisation itself or on-line via 
Brighton and Hove City Council. 

The Routes Coordinators quickly came to realise that the prescribed roles didn’t 
fit all clients and they needed a more flexible response. This flexibility took a 
number of different forms.  It involved reducing the working hours or stretching 
the length of the internship to accommodate health or childcare issues.  It also 
entailed negotiating new tasks or identifying projects that better suited the skills 
of individual clients.  In some cases, it entailed seeking opportunities with external 
organisations. 

It is worth noting that the difference between the two models was in the use of 
external versus internal placements. The table below shows how the Bridge made 
greater use of external or a combination of external and internal placements than 
WHI.

TABLE 17:   INTERNSHIP PLACEMENTS

Placement The Bridge Whitehawk Inn 
Internal 9 17
Internal /External 10 3
External 5 0

As the numbers of roles were limited, the intake of interns was relatively small with 
2 or 3 being recruited in each cycle.  As a consequence, this intensive nature of 
support for the interns was very different from that of the other Routes models.  It 
involved daily contact and recording of activity and weekly catch-ups.  It therefore 
represented a heavy investment in the individual client.  The interns were also part 
of a group of staff or volunteers working at the centre and this was important in 
providing a work-like context and discipline.  Many of the clients had previously 
been quite socially isolated and experienced a variety of health problems.     

Whilst a three-month part-time internship is a significant commitment for the 
client and host organisation, it is not a guarantee that employment will follow 
automatically at the end of the period.  It became clear through the interviews and 
in discussion with the Coordinators that people needed more time and on-going 
support to achieve a successful job outcome.  The model became stretched with 
many interns not being signed off after the three months.  If the additional time 
and contact helped improve employability outcomes then this is justifiable. The 
interviews with former interns would tend to suggest that they welcomed this.

The other major variations to the models were brought about by changes in the 
partner organisations.  At the Whitehawk Inn the cessation of funding for the 
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information, advice and guidance (IAG) service meant it was no longer available 
to support clients.  In addition, there was uncertainty about the viability of the 
Whitehawk Inn itself.  This led to activity being reduced making internships more 
difficult to sustain.  More significantly the sudden closure of The Bridge at the end 
of April 2018 meant it was no longer involved in the internship programme.  The 
transfer of the Coordinator to the Whitehawk Inn and the reallocation of some 
funding to re-instate an IAG service helped stabilise the project without adversely 
impacting on the interns themselves. 

In keeping with the other models, the WHI Internship has adapted to meet the 
needs of clients even in the latter stages of the project.  For example, in September 
a decision was made to focus on those closer to the job market. The opportunity 
to create a programme for Baristas, based around the café at WHI, with certified 
training provided by Small Batch was the outcome of this initiative.  3 interns have 
done the basic course and one the intermediate.  The other new initiative has been 
to develop a link with a local firm of accountants who have agreed to provide 1:1 
advice to those wanting to become self-employed. 

WHI have also re-introduced professional IAG support. This has led to the 
establishment of a Job Club and drop-in facility and can refer people to Routes. It 
also supports existing Routes clients with job search activity.

7.4  Views of clients

The popularity of internship schemes has grown significantly in the last ten years. 
They are most closely associated with the creation of opportunities for either 
university undergraduates during vacations or recent graduates.  In many cases 
they have been supported by specific funding streams that have provided financial 
incentives to employers to create an internship. They are seen as work and there 
is an expectation that the intern will be paid at least the National Minimum Wage. 
Charitable organisations that employ volunteer workers and specific schemes 
funded by the DWP are not covered by this requirement.

Whereas internships have been associated with younger people, who are highly 
qualified and are aiming for professional careers, those run under the Routes 
banner at both BRI and WHI addressed a very different client group.  This shows 
that the model that can be applied to different job roles and be flexible in the way 
it enables clients to access the labour market to suit their circumstances.  The 
interviews conducted with 10 of the interns from BRI and WHI serve to challenge 
assumptions about the value of this type of work experience for individuals who 
see themselves as being far from the labour market.  These interviewees were 
randomly selected, depending upon who was willing to be interviewed rather than 
whether they would fit a particular profile.    
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Overcoming age as a barrier

The case studies of Gerry and Isobel show how people who seek a new direction 
at a later stage in their working lives can directly benefit from the structured 
experience of an internship. Both are in their 50s and had previous experience of 
work curtailed by breakdowns in their mental health. They used the internships to 
gain a new sense of direction and focus on things they enjoyed doing.  Both are on 
a pathway that includes paid work but neither has completely achieved what they 
want for themselves. Getting a balance between work and preserving their health 
remains a priority they both share.

Routes case study: Gerry

Gerry was born in Scotland.  Leaving school at 16 he worked 
for a number of car dealerships before moving to London.  
He moved to Brighton 17 years ago having walked from 
London.  At this time he was struggling, trying to cope with 
alcoholism. Initially he found himself homeless and living on the 
streets.  After moving from a hostel to rehab Gerry began to 

slowly rebuild his life.  He worked in telecoms and for an energy supply company.  
However he suffered a total breakdown and as he says, “life stopped in the tracks”. 

Gerry has always been interested in learning and as he began a slow recovery he 
took courses on mental health awareness and an entry-level business course. He, 
by chance, bumped into Louise the Routes Coordinator at Whitehawk Inn (WHI) at 
an event and after a brief chat decided that an internship would help.  For Gerry the 
experience proved to be “totally fantastic”.  As he says, “there was a structure and 
I was welcomed and made to feel part of a team.  I needed to do something where 
I felt I was contributing.”  He worked on fund raising and promoting the WHI in its 
parent organisation Brighton Housing Trust.  He gave presentations and got used to 
planning and organising his time.  This he felt improved his mental health and was 
the next step in his recovery. 

At the end of his internship Gerry started a counselling course at a local college.  In 
March 2018 he began volunteering two days a week for a local charity that works 
with GP surgeries to help patients access essential services and support. He 
has applied for paid work and has been offered a job with a homeless project in 
Worthing.  As a bi-product of the internship he has got involved with the Brighton 
Housing Trust of whom he is a tenant contributing to forums and newsletters.  All 
this he sees as part of the process of change that he is undergoing.  “Had I not 
got the internship I might not have got to volunteer, got a job offer or have become 
involved with BHT.  It is all linked.  Working three days a week for three months 
demonstrates a commitment that others value.”

Gerry keeps in touch with WHI and still gets some support to help him with job 
applications.  He is in a far better place and can contemplate even thinking again 
about the prospect of travel that still fascinates him.  For now, taking a ride on his 
bike and reading a good book provide all the enjoyment he needs. 
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Update to Gerry’s story – December 18

In December Gerry became a member of the Board of Trustees of the Brighton 
Housing Trust. 

Routes case study: Isobel

Isobel hails from Essex and is a graduate of Manchester 
University. She spent 20 years living and working in London. 
She has also worked in France and is a fluent French speaker.  
When in London she managed a highly successful club that 
placed huge demands on her.  She moved to Brighton in 2003 
to work for a TV company that subsequently closed and this 

coincided with a number of personal tragedies.  Isobel became depressed, her 
health deteriorated and she lost all her confidence. 

She began volunteering at Oxfam and provided support to individual students with 
special needs at Brighton University. It was in 2013 when she finally discovered 
something that she really wanted to do when she began volunteering at the 
gardens in Stanmer Park.  She joined a project called Roots to Success and 
completed levels 1 and 2 RHS courses in Horticulture. 

When in 2017 her local Job Centre referred her to the Routes internships at the 
Whitehawk Inn, Isobel’s interest in gardening could be developed even further.  
Isobel became the first gardener at the Whitehawk Inn.  During her three months 
she planned and developed the garden for all users of the centre to enjoy.  “It gave 
me my confidence back and enabled me to be in a role that I was headed for, that 
of being a sole gardener making all the decisions.  The staff were supportive and I 
got careers guidance, help with my CV and I felt that I was making a contribution.  
In short it gave me the leg up I needed.”

Shortly after completing her time at the Routes project Isobel took another 
course in garden design with Plumpton College and her work won first prize at an 
agricultural show at Ardingly.  Even better news was to follow when she secured 
a part-time job looking after the large garden of a local nursing home. This was in 
the face of stiff competition from 20 other candidates.  Isobel feels that the Routes 
internship “was the springboard for me and I would not have got as far without it.  
It gave me both the confidence and experience I needed. I have found something I 
can do for the rest of my life.”  Isobel passionately believes that gardening can help 
so many people who, like her, have struggled with their health and well-being.
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 Tackling different forms of disadvantage

The Routes programme was established to address the needs of those who are 
disadvantaged in the labour market and it was not expected that these would be 
recent graduates. However, the possession of qualifications is only one factor 
in determining a person’s employability.  The three interviews with young male 
graduates in their twenties, Ben, Liam and Michael, show how the presence of a 
mental health issue, be it long or short term, can make qualifications seem of lesser 
significance. All three got something from their internship. Key to this was the 
flexibility that enabled it to be extended or varied to cope with fluctuations in their 
health, their skillset or to sit alongside volunteering. 

Routes case study: Ben

Ben, who is now in his late 20s, was born in Brighton and 
educated locally.  He is a psychology graduate who studied 
at Reading University.  Throughout both his schooling and 
university he has suffered from periods of depression that 
continue to make life difficult. 

In mid-2017 he was passed a leaflet about the Routes internship programme at the 
Bridge Community Centre. At this stage he was by his own admission not confident 
about being in a workplace.  The internship lasted from June to October 2017 
and he was based in the office doing a variety of tasks including helping promote 
community events.  Ben admits that his commitment to the internship ebbed and 
flowed and he felt he could have made more of the opportunity.  Mirco, the Routes 
Coordinator, could not have been more supportive and changed the nature of 
the activities and extended the length of the internship beyond the three months 
to allow for Ben’s difficulties and the times when he couldn’t cope.  Ben says, “I 
can’t speak highly enough of the support he offered from start to finish.  I felt like 
giving up but he never gave upon me”.   He felt that the internship gave him more 
confidence in a work situation, for example, being able to write a covering letter 
and CV when applying for jobs. 

Ben has identified counselling and social work as possible options for his career 
in the longer term. While on the Routes programme he did an on-line course on 
Cognitive Behavioural Therapy (CBT).  In the meantime he is pursuing his interest in 
health and fitness by working as a personal trainer in a nearby gym. He realises that 
he is someway from realising his long-term goal but, as a result of his internship, he 
says, “I am closer to where I want to be”.
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Routes case study: Michael

Michael is 27 and has lived in Brighton most of his life.  After school he studied 
for five years at a local college before going to Teesside University to complete a 
degree in Creative Digital Media.  He graduated in 2016.  Throughout his formal 
education Michael experienced mental health problems and these continue to 
impact on his ability to find a job.

It was in early 2017 that Michael was recommended to contact the Routes project 
at the Bridge Community Centre and so began what turned out to be a year-long 
association with the local community at Mouslecoomb.

Mirco, the Routes Coordinator, identified Michael’s interest in film, gaming and 
digital media.  As part of his internship he undertook projects that used his skills 
and interests in conjunction with the local community.  Whilst not everything was 
successful it enabled him to get experience in planning and running projects.

It fulfilled what Michael wanted which was “to build skills and responsibilities 
in a professional environment”.  Being able to get up and go into an office and 
work unsupervised gave him the confidence he lacked.  Michael says, “there is 
nothing more I could have asked of them.”  Michael’s association with the Centre 
continued after the internship had ended and he volunteered up until the time the 
Bridge closed in April 2018.  During this period Mirco continued to support him in 
developing his CV and preparing for interviews.  In addition, the volunteering has 
helped him improve his skills in planning and scheduling his time.

For Michael his mental health remains a problem.  Despite that he has progressed 
from not wanting to get up in the morning to looking at sorting things out for 
himself.  He’s not clear about the future but says,  ”I’m doing the best I can even if 
life gets in the way”.
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Routes case study: Liam

Liam, aged 28, has lived in Brighton almost all his life. He attended local schools 
and completed GNVQs and A levels before applying to study a degree in Business 
Management and Administration at Bournemouth University.  He left after a year 
feeling that the course he’d chosen wasn’t for him. Returning to Brighton he found 
it difficult to get work without qualifications or experience and spent some of the 
time working as a carer for his grandmother.  In January 2017 he completed a short 
course at the local college that was supported by the Job Centre, gaining a level 
1 certificate from the Association of Accounting Technicians (AAT).  On returning 
to the Job Centre it was suggested that he explore the possibility of a Routes 
internship at the Bridge Community Centre.  He called Mirco, the Coordinator, 
and was quickly offered a place. “I was nervous at first”, says Liam, “as I had 
never done front desk reception work before.  Soon I found myself interacting 
with a hundred people during the course of a day.” In addition to this, he gained 
administrative experience and did work in the finance section that was to prove 
invaluable in the months ahead.  Towards the end of his internship he registered for 
the second level AAT that he has just successfully completed.  Routes contributed 
half the course fee. 

Between July 2017 when his internship finished and January 2018 Liam had seven 
job interviews but it was his eighth that finally paid off. Unexpectedly, based on his 
accountancy course and the experience at the Bridge, he was offered a contract 
with a national charity that supports disabled people.  He now works part-time 
in finance and deals with all their invoicing.  He’s been in the job nearly seven 
months, enjoys the work, is getting good feedback from his boss and feels valued.  
Liam feels that Routes had given him the experience of a work environment that 
he lacked. Now he’s working in one aspect of finance, he wants to go on to get 
more practical experience of general accounting.  “The Routes internship built 
my confidence and got me used to working with people”, says Liam.  He admits 
that a basic communications course might have helped but feels that the whole 
experience of the last year will have enabled him to work towards his goal of 
getting a full-time job in the financial sector. 
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Getting a foothold in the labour market is only the start

The difficulties that many non–UK citizens face in establishing themselves in 
the labour market are often exacerbated by the reluctance of employers to 
acknowledge qualifications and experience gained outside the country. This 
means that people who have settled here often have to start building a career from 
scratch. This issue is well illustrated in the cases of Emilia and Svenja who have 
both had to effectively retrain in order to gain a job.  In both cases the internship 
proved a critical step in that process.  Both recognise that to move forward they will 
need to add to their experience and qualifications. 

Routes case study: Emilia

Emilia was born and educated in Spain.  She has a degree in 
social work.  She first lived in Brighton in 2006 but went back 
to Spain in 2009.  There she found a job as a social worker in 
the Social Welfare Department of her hometown council. When 
her contract finished it was very hard for her to find a job so 
she came back to the UK, settling in Kent, at the end of 2010. 

She has found it difficult to get a job in the profession for which she trained despite 
doing a Return to Social Work course in Croydon.  While in Kent she did a range of 
jobs including working as a Spanish teaching assistant. She and her family moved 
to Brighton in September 2017 to begin what she describes as “a fresh start”. 

When she found a pamphlet in the Jubilee Library about Routes and the internship 
programme at The Bridge Centre she didn’t hesitate to contact Mirco, the Routes 
Coordinator.  Together they worked on a plan that would lead to Emilia working 
with children and an eventual job offer.  It began with a three-month internship as a 
Teaching Assistant at St Luke’s School.  After an initial period of uncertainty Emilia 
found her feet and was given more responsibility.  She even helped run the popular 
Spanish Club that ran after school.  This gave her the confidence and experience 
of working in a school - experience that has led to the offer of a Teaching Assistant 
post at another school from September 2018. 

“Without the opportunity of an internship I would never have got this far”, says 
Emilia.  Mirco helped her prepare for interviews and supported her during the 
internship and he continues to be a source of encouragement and advice. “Without 
Routes and Mirco I would never have got where I am now.  I am so excited because 
I really want to do this job” said a happy Emilia.  She is ready for the challenge and 
hopes that the experience will open up other opportunities for her.  “I want to keep 
learning and developing new skills”.

Update to Emilia’s story – December 2018

The Routes project had been able to help her with the cost of childcare. After 
Routes Emilia started work at Brighton School as an Individual Needs Assistant 
doing 25 hours a week but in November she realized that she just couldn’t afford 
the cost of childcare for two children.  She has had to make the decision to leave 
work until her youngest son is 3.  Although this is disappointing, Emilia is really 
grateful to Routes and the staff that helped her.  
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Routes case study: Svenja

Svenja was interviewed in the place where she now works but getting there has 
been quite a long journey as she explained.  She studied Theatrical Performance 
but found it hard to get work in the sector. When she moved to Brighton she had 
to take on a range of temporary jobs to make ends meet.  Having decided that a 
career in the theatre was not going to give her the financial security she was looking 
for, she turned her attention to the environmental sector which she felt passionate 
about. Svenja realised that she needed support to help realise her goal as she 
didn’t have any contacts or hold any qualifications in the area. An internet search 
and guidance from a careers adviser helped her identify the Routes project at the 
Bridge Community Centre.  Here she found a real opportunity to complete a short 
three-month internship with the Sustainable Business Partnership.  

The internship was only for 16 hours a week but it enabled her to get work 
experience in the environmental sector, build up a network of like-minded people 
and study for a qualification. She is about to complete an IEMA qualification in 
Environmental Management Systems that she has studied on-line.  As Svenja 
admits, “without the support of Routes I would not have been able to do the 
course”.  She also said that regular meetings with her Routes Co-ordinator, Mirco, 
were helpful. “He cares about his interns and gives a lot of thought as to how he 
can get the best out of us”.   More good news was to follow, at the end of her 
internship Svenja was offered a full–time paid job as Project Officer within the same 
organisation. “I couldn’t be happier”, she said, “I am exactly where I wanted to 
be”.  She felt the internship had given her a structure, a chance to work in a new 
field and a qualification.  She plans to do more studying and wants to become a 
fully trained professional.  Her main concern at the moment is uncertainty about 
the impact Brexit might have on her future.  A future that, thanks to Svenja’s own 
efforts and the support she received from Routes, looks promising. 
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Support for those returning to work with childcare 
responsibilities

These three case studies illustrate the challenges of returning to work while caring 
for children. They show different aspects of the problem but in each case the 
internship has helped build confidence and enable the individuals to cite recent 
experience of work-related activity in job applications.  In the cases of Suri and 
Serena they show how hard it is as single parents to return to stable employment 
whilst balancing the needs of family with part-time work.  In the case of Duane they 
show the difficulties of returning to work after an extended break.

Routes case study: Suri

Suri came to the UK from Singapore 20 years ago and has 
lived in Brighton for 13 years.  She is a single parent with five 
children.  When she was in Singapore she worked in hotels and 
did a course in Hotel Management.  

Bringing up her children took up most of her time but she did 
do volunteering in what little spare time she had.  She found out about Routes 
on-line and applied for a three-month internship as a receptionist at the Bridge 
Community Centre. Here she reacquainted herself with the skills of customer 
service and front of office work.  “It gave me the confidence to go back to office 
work after a long absence.”  Routes also provided support towards the cost of 
childcare and enabled her to study a Pitman’s Receptionist course after completing 
the internship. 

Suri enjoyed her internship but felt a little lost when it came to an end.  She took on 
a number of jobs including cleaning, bar work and working for Sainsbury’s simply 
to make ends meet.  Many of these didn’t fit with looking after a family. Two months 
ago she got work full-time work at the City Council through an agency.  She is 
now a receptionist at the busy Customer Service Centre. This will last at least until 
September and she hopes it might lead to something more permanent.  In the 
meantime, she is using the e-learning courses available to Council employees to 
boost her knowledge and skills. 

Routes and the internship have, “brought me back to my old self, I feel valued 
again and can remember the skills I once had”, says Suri.  “I now have the 
confidence to go back to what I wanted to be.”

Update to Suri’s story – December 2018

“There haven’t been any changes to my situation except they have extended my 
contract (which is great news).  I do have to admit that working full time as a single 
parent and paying the mortgage is very hard but I can’t complain because it was 
such a long journey looking for work and Routes has given me lots of confidence in 
my journey and I am forever grateful for that.”   
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Routes case study: Serena

Serena grew up and went to school in the Whitehawk area of Brighton and still 
lives there today.  She left school with no qualifications and worked for a number of 
years in the hotel and catering trade in the city.  However a knee condition made it 
difficult for her to be on her feet for hours at a time.  She stopped work to raise her 
two sons.

Serena started doing some volunteering work with one of the children’s groups that 
met at the local Children’s Centre.  This lasted for three years but during this period 
she also began to realise that she didn’t want to work in a nursery. The Parent 
adviser at the Children’s Centre recommended that she contact the Routes project 
at the Whitehawk Inn to enquire about an internship.  So Serena became one of the 
first interns in May 2017. 

She worked for 12 hours a week over three months. Her main duties involved 
administration using the computer, preparing posters for events and maintaining 
the jobs board.  She did some training to help her brush up her IT skills.  It was 
while she was posting a batch of job vacancies that she came across one for a 
receptionist at the local school.  She got help with her application and advice on 
how to handle interviews from staff on the Routes project.  Although she didn’t get 
the role, she was offered a job at the breakfast club at the school and was able 
to start this as soon as her internship finished.  Contacts she made at the school 
have enabled her to get another part-time job working in the kitchens at a different 
school.  Both jobs fit well with looking after her sons. 

Serena describes herself as shy and she felt that the internship “got me out of the 
house and gave me the feeling of what it was like to be working again.  It built my 
confidence and gave me the motivation to look for a job.  I also made a friend of 
the other intern working there.”

Routes case study: Duane

Duane was born in Oxfordshire and is a graduate with a Masters 
degree in Fine Arts.  After graduating he worked in a university 
library before joining the staff of Christie’s the auctioneers where 
he became a specialist.  He continued working there having 
relocated to Brighton where he has lived for the last 23 years.  He 
then gave up work to look after his two children. 

Duane went through a difficult period where he lost confidence and became 
depressed. He sought help from the Council’s Well Being Service and they 
suggested he contact the Whitehawk Inn (WHI).  This led to him volunteering a day 
a week as an administrator/researcher which he said “at least felt like getting back 
into work”.  It was while at WHI that he heard about the new internships available 
through the Routes programme.  He became one of the first interns and undertook 
a role that was about IT support. He supported individual learners in IT classes, 
assisted at the gadget surgery and produced guides for people using various 
facilities at WHI.  He found some of the technical issues were outside his comfort 
zone but this was no bad thing.  He also undertook a short course alongside the 
internship designed to help open up careers in the digital industry. 
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“The internship did a lot for my confidence having been out of work for a long time. 
It is not just about developing skills but social interaction and re-acclimatising to 
work.  It gave me confidence to work with others.” 

Since completing his internship in September 2017 Duane has not secured the 
type of work he really wants.  In the interim he has been working as a housekeeper 
at the local hospital.  He applies on average for two to three jobs a week. Duane 
recognises that interviews are something he needs to work on.  He also feels that 
employers overlook the breadth of his experience and the skills he has developed 
over the years.  By the same token he feels the internship gave him an opportunity 
to develop new skills and experience.  Duane continues to pursue his interest in art 
and antiques.  He is a collector and has written papers on design history.  He also 
enjoys writing poetry and performs at open mic nights.

Update to Duane’s story – December 2018

“I secured employment again.  I started as a full-time Senior Specialist in C20th 
Decorative Arts at Bonhams the auction house in November.”

The internship as part of a package of support

One of the common themes in all these interviews is the value of continuing 
support and guidance. The majority of those who talked about their experiences 
as interns identified areas where they still needed help to consolidate the progress 
they had made or take the next steps in finding the work they wanted. They all 
were appreciative of the personal support offered by the Routes Coordinators. This 
support often extended well beyond the three months of the internship reflecting 
the continued support that clients required to take the next step. For some this has 
meant making use of the IAG that was initially built into the programme while for 
others it is about access to facilities at WHI.  The continuing need for help with job 
applications and interview preparation was often cited.
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