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Introduction

The New Deal Plus for Lone Parents (ND+fLP) pilot was launched in England in
April 2005 and was based on the voluntary New Deal for Lone Parents (NDLP)
programme which has been in place since 1998. On 2 October 2006, ND+fLP was
extended to two districts, one in Scotland and one in Wales. Initially expected to
run to 2008, the pilot has been extended in all pilot districts to 2011.

The ND+fLP new intervention regime reflects a move towards a more persuasive
effort to challenge and support lone parents in moving towards successful entry
to sustainable employment.

The package of support includes a variety of elements to help lone parents move
into employment including:

Pre-employment support: More Voluntary Contact (MVC), Action Plans,
Childcare Assist, Discovery Events, Flexible Provision for training and Work Search
Premium (WSP) (which was withdrawn half way through the evaluation).

Post-employment support: In Work Credit (IWC), In Work Emergency Fund
(IWEF) and In Work Support (IWS).

In addition, resources were put in place to help districts to deliver the pilot. This
included enhanced adviser training, extra administrative support, an additional
Childcare Partnership Manager (CPM), a marketing package and Jobpoints in
Children’s Centres.

The package of support provided through ND+fLP has been complemented by
existing Jobcentre Plus provision such as Work Trials, Adviser Discretion Fund (ADF)
and Better Off Calculations (BOC).

The approach for this study was designed to be comparable with the evaluation
of ND+fLP in England.’

! Hosain, M. and Breen, E. (2007) ‘New Deal Plus for Lone Parents qualitative
evaluation’ Department for Work and Pensions Research Report No. 426.
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Management, delivery and staff training

The ND+fLP Jobcentre Plus districts in Wales and Scotland showed a number of
different approaches in the management and delivery of the pilot. The Scottish
ND+fLP pilot district operated a largely decentralised model with just one element
of the administration conducted as a centralised resource for a cluster of offices. In
contrast, the New Deal Plus district in Wales moved over time from a decentralised
to a centralised model during the operation of the pilot. Both districts feel that
their model works best for them and there is no clear evidence to suggest that one
model is more effective than the other (see Section 2.3).

Overall, the extra elements of provision that were made available through the pilot
have dovetailed well with existing services offered to lone parents. There was some
evidence that the additional resources allocated to the district for the operation of
the pilot, although ring-fenced, were absorbed into wider provision.

The introduction of structured enhanced training for Lone Parent Advisers (LPASs)
was seen to be effective in enhancing the range of strategies Jobcentre Plus staff
could employ when interacting with customers. However, staff highlighted that
the training was not specifically tailored for working with lone parents; raising
guestions about its appropriateness for this customer group (see Section 2.5).
More ad hoc ‘on the job’ training for administrative staff has had mixed results.
The written guidance from head office for setting up the pilot was deemed clear
and helpful; however, at times, follow-up guidance was considered too long and
complicated. Advisers felt that they did not have the time in their day-to-day
routine to read the guidance.

Management and LPAs can see benefits in regular meetings of all LPAs, Adviser
Service Managers (ASMs) and CPMs involved in delivering the pilot. These
allow for regular face-to-face sharing of information, good practice, training
and dissemination of guidance (see Section 2.5). Regular meetings of all staff
also ensure consistency in delivery of the pilot, which is not occurring across all
locations.

Recommendations on management, delivery and staff training

e Guidance that was issued was lengthy and complex. A summary version of the
guidance should be produced to make it more accessible to LPAs. The summary
should specify what is new, what has changed and the impact this has on
delivery of ND+fLP. This should then be disseminated to the staff involved.
Where possible, this should be done in a face-to-face setting allowing staff the
opportunity to ask questions and clarify their understanding.

e Regular meetings should be held with all staff involved in delivering ND+fLP.
This could be done in a series of cluster meetings or in a district wide event.
This would allow for the sharing of knowledge and good practice and ensure
consistency of delivery of the programme across the district.
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e Enhanced training should be provided to newly recruited advisers and refresher
training for advisers. The regular district meetings could be considered an
opportunity to conduct refresher training for staff. Introduce structured quality
assurance processes for pilot delivery to ensure skills are being used appropriately
by staff.

e All staff should be provided with a reference pack containing definitions of pilot
elements with concise instructions on who is eligible for each and how to access
it. Provide staff with the contact details of a member of staff who can answer
questions and guide the adviser through the process.

Training of administrative staff should take a structured and formal approach.
Modules focused on different duties could allow the course to be tailored to
different roles.

Tools for engagement

The tools for engaging lone parents had a mixed level of success. An ND+fLP
leaflet, based on a box of chocolates design, used to illustrate the choices available
to lone parents, was deemed a success as it was attractive and different from usual
Jobcentre Plus branded marketing material. However, advisers felt that slow and
overly bureaucratic procurement procedures inhibited the effective and innovative
use of the available pilot marketing budget (see Section 3.4).

Advisers were generally unclear about what constitutes MVC and how time
spent undertaking this element should be recorded (see Section 3.6). LPAs also
demonstrated a lack of understanding regarding the use of and application
procedure for Flexible Provision (see Section 4.4).

Action Plans agreed at Work Focused Interviews (WFls) were deemed to be more
useful for the advisers to record conversations and agree actions than for lone
parents. The voluntary nature of the actions often meant that they were not
undertaken by lone parents. Lone parents were not referring to the Action Plans
following interviews, or bringing them to follow-up meetings with their adviser
(see Section 3.5).

Recommendations on tools for engagement

e Review the rules surrounding marketing associated with ND+fLP with a view
to speeding up the procurement process and encouraging local innovation to
promote the programme.

e Examine the ways in which advisers can apply discretion to Quarterly Work
Focused Interviews (QWFIs) for those lone parents whose situation is not going
to change in 12 weeks.

e Give consideration to what constitutes MVC and how it should be recorded on
the Adviser Activity Tool (AAT). Guidance should be effectively communicated
to advisers and managers about this element.
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e Review the action planning process with a view to identifying when it is
appropriate for a lone parent to sign and take away a copy of their Action
Plan.

e Examine the role of the AAT in determining LPAs" work. Review the use of targets
for LPAs with a view to allowing flexibility in addressing individual customer
needs.

Improving pilot support

Jobcentre Plus staff and lone parents recognised that the pilot had provided a lot
of help to assist lone parents make the transition into work. Advisers felt that they
had the tools that they needed to address the multiple barriers that lone parents
present when moving into work; however, some of those tools need tailoring to
ensure they best meet the needs of the customer.

IWC, Flexible Provision and the IWEF were felt by staff to be the strengths of the
pilot. Despite the latter two elements being underused, it was strongly felt that
access to these was key to advisers knowing they had a portfolio of options to
address the individual needs of a customer.

Although IWC was seen as being the power-tool of the pilot in engaging lone
parents, it was the presentation of this element alongside other financial support
such as Working Tax Credit (WTC), Job Grant and the ADF in a BOC that enabled
lone parents to see what impact work and the package of additional financial
support would have on their individual situation. A commonly expressed concern
for lone parents entering work was the fear of the transition from benefits onto
a salaried income, especially with monthly payment in arrears. Lone parents
expressed concern at the additional expense that would be incurred and were
worried about how to manage their money (see Section 5.4).

Childcare was often presented as a barrier to employment by lone parents. One
element of the pilot, Childcare Assist, which offers childcare provision in the week
prior to a lone parent starting work, was not deemed successful (see Section 7.2).

WSP,  which  was stopped in April 2007, was deemed not to
have the anticipated effect of encouraging lone parents to conduct jobsearch,
rather it was used to sustain existing activity and so offered no added value (see
Section 5.3).

There was a general lack of understanding of the application and processes of
MVC, IWEF and Flexible Provision (see Sections 3.6, 4.4 and 6.4 respectively).
These elements have raised a series of questions from advisers throughout the
evaluation about what they are, when they can be used, how to apply them
and how to record time spent on conducting that element. This impacted not
only on LPAs’ confidence in offering lone parents the provision associated with
these elements, but also has obvious impacts on evaluating the Management
Information (M) for these elements.
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Recommendations for improving pilot support

The evaluation has identified that some pilot elements need to be further tailored
to ensure they best meet the needs of lone parents. More specifically:

e enhanced Adviser Training should be made more applicable to working with
lone parents;

e Childcare Assist should be offered for the first week in employment;

e Flexible Provision should have a simplified application process that will also
speed up the procedure;

e clearer guidelines should be made available on the use of IWEF;

e consideration should be given to how to support lone parents towards the end
of IWC provision;?

¢ time should be made available for advisers to deliver IWS.

Impact and outcomes

Moving into employment is the ultimate aim for any Jobcentre Plus intervention,
including ND+fLP. However, with lone parents there are often several steps along
the way, and it may take longer for a lone parent to be job-ready. Therefore, LPAs
felt that getting a lone parent to start thinking about entering work and taking
steps towards that goal, was also deemed to be a positive outcome from the
pilot.

The ability of managers and advisers to clearly assess the impact of the pilot
has been affected by the limited availability of MI. Clerical data collated by both
districts enabled management to analyse use of the various elements, but without
the ability to compare their performance with pilot areas elsewhere.

Conclusions

The experience of the extension of the ND+fLP pilot to a Jobcentre Plus District in
Wales and Scotland, has confirmed many of the findings of the earlier evaluation
of ND+fLP pilot districts in England.? Staff viewed the provision offered through the
pilot as extensive and appropriate, but some elements require tailoring to ensure

2 Department for Work and Pension (DWP) has recently suggested piloting a
number of different ways of paying IWC in a mix of weekly and lump sum
payments linked to attendance at a meeting with an adviser to discuss their
job and identify any future support needs (see DWP (2007) ‘Ready for work:
full employment in our generation’ Department for Work and Pensions
Command Paper, p.14).

3 Hosain, M. and Breen, E. (2007) ‘New Deal Plus for Lone Parents qualitative
evaluation’ Department for Work and Pensions Research Report No. 426.
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that the needs of lone parents in securing employment are met. It is possible to
isolate the effective elements of the pilot; however, it is the availability of the
comprehensive package of support that has been successful in aiding the LPA to
help lone parents move from benefits into sustainable employment.

Many lone parents were surprised by the volume of support that is available to
them and, once they were aware, became more enthusiastic and confident in their
ability to return to work in a job that fits their needs. The challenge for Jobcentre
Plus and LPAs is sustaining the initial enthusiasm and translating that into active
and effective jobsearch.
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1 Introduction

1.1 Policy context

The lone parent agenda is central to the government’s strategies in addressing
welfare to work, increasing the employment rate and reducing child poverty. In
the belief that the route out of poverty is through work, the Government has
committed to increasing the UK employment rate to 80 per cent, halving child
poverty by 2010 and eradicating it by 2020, as well as moving 70 per cent of lone
parents into work by 2010. Overall employment in the UK has increased from
72.9 per centin 1997 to 74.5 per cent in 2007.* At the same time there has been
a steady rise in the number of lone parents moving into work, rising from 45.3
per cent in 1997 to 57.2 per cent in 2007.> Current projections suggest that the
lone parent employment rate will reach 64 per cent by 2010.6 However, further
significant numbers of lone parents moving into work is critical to both reducing
child poverty and reaching the 80 per cent employment target.

The Government has recently announced the removal of Income Support (IS) for
lone parents once their youngest child is 12 or over from October 2008, aged ten
or over from 2009 and seven or over from 2010; this is intended to move more
lone parents into work earlier.” At the same time, by 2010, every child should have
access to a variety of activities beyond the school day through the provision of
Extended Schools. Nearly 66 per cent of lone parents with children aged 11 to 15
years are already in work. In order to support these movements into employment,
Jobcentre Plus and its partners’ provision will be crucial in providing support to
lone parents.

4 Office of National Statistics (ONS) www.statistics.gov.uk accessed 3 December
2007.

> ONS www.statistics.gov.uk accessed 3 December 2007.

6 Harker, L. (2007) ‘Delivering on Child Poverty: what would it take?’
Department for Work and Pensions, p.22.

/ DWP (2007) ‘Ready for work: full employment in our generation’ Department
for Work and Pensions Command Paper, p.37.
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In December 2007, the Department for Work and Pensions (DWP) released a
Command Paper® that outlines the intention to extend elements of the New Deal
Plus for Lone Parents (ND+fLP) nationally, for example, the roll-out of In Work
Credit (IWC) to all lone parents. The paper also acknowledges some of the issues
highlighted in this report, with the intention of piloting different solutions, for
example, a pilot for the payment of New Deal for Lone Parents (NDLP) participants’
up-front childcare costs in London.

1.2 Overview of the pilot

The ND+fLP pilot was introduced in April 2005, building on the voluntary NDLP
programme which has been in place since 1998. Evidence indicates that this
dedicated labour market programme for lone parents, alongside measures such as
Work Focused Interviews (WFIs), has led to significant improvements in the labour
market participation rate of lone parents.®

ND+fLP is testing a new intervention regime, a more ‘persuasive’ effort to draw
out people’s aspirations and provide the capabilities and support they need to
realise those aspirations and return to work. Participation on ND+fLP is voluntary;
however, elements within ND+fLP are focused on encouraging and incentivising
lone parents into employment.

The pilot also reflects the move towards modular provision: a packaged service
offer from which advisers can promote a wider range of training and support
measures and beneficiaries can choose those interventions most appropriate to
their individual needs at a given time. The service offer can also be characterised
as offering a continuum of support to lone parents — including:

e assessment of needs and action planning to define aspirations and concrete
measures for progression;

e childcare that is affordable and reliable as well as opportunities to discuss
parents’ concerns and trial childcare options in a supportive environment;

e training to expand and refresh capabilities; to match skills to the labour market;
and to upgrade skills and confidence that have not been used for a while;

e financial incentives to enable lone parents to search for work and to manage
the transition to work;

e independent and supported jobsearch opportunities;
e employer engagement through tools like Discovery Events; and

* post-job entry support (financial and in terms of other resources) to ensure that
any initial transition problems while in work do not result in the lone parent
moving back onto IS.

8 lbid.
Evans, M. et al. (2003) ‘New Deal for Lone Parents: Second Synthesis Report
of the National Evaluation’. Department for Work and Pensions, p.25.

X}



Introduction

From April 2005, ND+fLP was initially piloted in five Jobcentre Plus districts in
England:

Bradford (now part of the West Yorkshire district);

Leicester (now part of the Leicestershire and Northamptonshire district);

Dudley and Sandwell (now part of the Black Country district);

North London (now part of the North and North East London district); and

London South West (now part of the South London district).

From October 2006, the ND+fLP was extended to include:

e South East Wales (specifically, the former Cardiff and Vale district within the
new South East Wales district); and

e Edinburgh, Lothian and Borders in Scotland.

The extension to the areas of Wales and Scotland, and the testing of its
effectiveness in these areas, is a crucial step in preparing for a national roll-out of
effective elements of ND+fLP, which it is hoped will support the attainment of the
employment target of 70 per cent for lone parents.

When the pilot was extended to Jobcentre Plus districts in Wales and Scotland in
October 2006, it consisted of 13 elements:'

e Action Plans;

e Discovery Events;

e Childcare Assist;

e \Work Search Premium (WSP);

o IWC;

e In Work Emergency Fund (IWEF);

e Enhanced training for lone parent advisers;

e More Voluntary Contact (MVC);

e Additional Childcare Partnership Manager (CPM);
e Flexible Provision;

e In Work Support (IWS);

Jobpoints in Children’s Centres; and

a marketing package.

19 These are explained in more detail in Appendix A.
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On 1 April 2007, WSP was withdrawn. In addition, Quarterly Work Focused
Interviews (QWFIs) were introduced in the pilot areas for all lone parents whose
youngest child was aged 11-13 years. Although not directly part of the pilot, this
did have some impact on its delivery (see Section 3.3).

Some of the pilot elements had been in place for some time in both district areas,
prior to the pilot. This included IWC and WSP, which have been in place since
2004 in Scotland and Wales and Childcare Assist, which had been in place since
2005 in Scotland.

1.3 Study objectives

The main focus of the qualitative evaluation has been to examine the effectiveness
of the ND+fLP pilot as a whole — to what extent is it a comprehensive and coherent
portfolio offer to lone parents?

Specifically, the aims of the qualitative evaluation were to:

e determine the overall effectiveness of the pilot in moving lone parents towards
work;

e examine the ways in which different elements interact, determine where the
synergies lie and what works less well in particular contexts;

e assess (as far as possible) the effectiveness of the various strands; and

e explore the delivery of the pilot over time and determine how effectiveness
could be improved.

1.4 Summary of the methodology and approach

The methodology for the qualitative evaluation was developed on the basis of
the research specification and to ensure consistency with the methodology of
the evaluation of ND+fLP in England districts,"" to allow for comparisons where
applicable. A longitudinal approach was taken, consisting of observation of
the live running of the pilot over time to identify and feed back promptly on its
development, specifically on: the offer and any changes in delivery, practice and
organisational management. Three waves of research were undertaken: at the
start of the pilot; six months into delivery; and a final visit once the pilot had been
running for a year.

The main components of the evaluation were:

e interviews with district and pilot management within the two pilot districts.
Interviews with the CPMs and additional CPMs in each district;

" Hosain, M. and Breen, E. (2007) ‘New Deal Plus for Lone Parents qualitative
evaluation’ Department for Work and Pensions Research Report No. 426.
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in-depth interviews with the Adviser Service Managers (ASM) and Lone Parent
Advisers (LPAs), administrative support staff in four offices in the South East
Wales pilot area (two in Cardiff and two in the Vale) and three offices in the
Scottish ND+fLP pilot district (one in Edinburgh city, one in the Borders and one
in the Lothians);

observations of interviews between lone parents and their advisers. These
observations focused on: whether the LPA presented the package in its entirety
and which elements the LPA highlighted for different ‘types’ of lone parents;
the reaction of the lone parent to the offer and how the LPA assessed what
was appropriate; the outcome of the interview and referrals made; and how
administrative support, Information Technology (IT) and information available
to the LPA enabled the process;

initial interviews with lone parents eligible for ND+fLP following their meetings
with an adviser, complemented by tracking of a panel of lone parents to inform:
how the ‘package’ was perceived by beneficiaries; the prompts, motivations
and ease of take-up of elements or combinations of elements from the package
over time; and any benefits that occurred from the lone parents’ perspective in
addition to job outcomes. It should be noted that our sample of lone parents
should be considered within the context of a separately published quantitative
assessment of the impact of the lone parent pilots;'

interviews with a range of external stakeholders and providers to understand
how they link their offer to other elements of the package and any barriers
they may have faced in delivering their provision. These interviews were mainly
around childcare (with childcare providers/Children’s Centres) and with training
providers delivering elements such as the Discovery Events; and

the evaluation tools included in-depth interviews, focus groups, telephone
interviews with and observations of lone parent and LPA interviews. The
topic guides and observation templates used for the research can be found in
Appendices D, E and F.

5 Review of report structure

In the remainder of the report:

Chapter 2 considers the differing management and modes of delivery that the
two district areas have adopted;

Chapter 3 explores the various tools the pilot offers to Jobcentre Plus to engage
lone parents;

Brewer, Browne, M.J., Crawford, C. and Knight, G. (2007) ‘The lone parent
pilots after 12 to 24 months: an impact assessment of In-Work Credit, Work
Search Premium, Extended Schools Childcare, Quarterly Work Focused
Interviews and New Deal Plus for Lone Parents’, DWP Research Report
No. 415.
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e Chapter 4 looks at the options that are available through the pilot to help lone
parents access training and provision that will move them closer to the labour
market;

e Chapter 5 examines the financial support that the pilot offers and how this
can be packaged with other Jobcentre Plus support to ensure lone parents are
better off moving into work;

e Chapter 6 considers the follow-up support that the pilot offers once a lone
parent has moved into work in order to sustain their employment;

e Chapter 7 looks at childcare and the barriers that lone parents face in taking up
childcare provision; and

e Chapter 8 draws the findings together and presents the recommendations that
have evolved from this research.

Wherever possible comparisons have been made with the evaluation of ND+fLP
delivery in English pilot districts.
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2 Management and delivery

2.1 Introduction

This chapter examines the way in which each pilot district organised and delivered
the pilot and whether the additional resources have contributed to effective
delivery.

2.2 Summary of main points

e The two Jobcentre Plus districts chose different ways in which to manage and
deliver the pilot. Both districts have learnt lessons along the way and made
some changes in their delivery to best meet the needs of the pilot, advisers and
the lone parents.

e The two New Deal Plus for Lone Parent (ND+fLP) pilot districts had different
delivery structures: one mostly decentralised, the other centralised. There is no
evidence to suggest that one management structure is better than the other as
there are benefits associated with both

e Delivery of the pilot has fitted in well with existing Jobcentre Plus service delivery.
All management and advisers in both Jobcentre Plus district areas felt that
the processes associated with the pilot had been integrated into mainstream
business carried out by Jobcentre Plus staff.

e Lone Parent Advisers (LPAs) in the Scottish ND+fLP pilot district are decentralised
and managed by an Adviser Service Manager (ASM) in their local office. In the
South East Wales pilot area, LPAs were decentralised but in June 2007 they
moved to a centralised team, still based in local offices but managed by one
ASM.

e Administrative support in the South East Wales pilot area was centralised and
managed by one team. In the Scottish ND+fLP pilot district, administration was
mostly decentralised and managed by a Diary Administrative Support Officer
(DASO) within the local office. Both districts felt their model worked well, with
administrative teams having been instrumental in releasing advisers from some
of the paperwork associated with the pilot, thus allowing advisers to concentrate
on interviewing lone parents.
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® The enhanced adviser training provided LPAs with a new way of working that
was more challenging the customer. LPAs felt this new way of working was
more persuasive but that it was not necessarily suitable for everyone.

e There has been no formal refresher training since the pilot has gone live or
formal training provided for those who have moved into post after the pilot had
started.

e |In both district areas the Childcare Partnership Managers (CPMs) have had
responsibility for the day-to-day running of the pilot. This included dealing with
enquiries regarding all elements and processes associated with the pilot. In the
South East Wales pilot area, since the LPA team was centralised, the ASM had
responsibility for the pilot.

e The administrative teams supporting the LPAs did not receive any formal training
on the pilot or the tasks that they would undertake. This sometimes led to a
difficult start to delivering the pilot. Where administrative staff were confident
in their role, there was a willingness to support the LPAs by undertaking more
tasks, however, there needs to be a reassessment of the DASO role for this to
be achieved.

2.3 Management structures

The ND+fLP pilot districts in Wales and Scotland displayed several similarities and
differences in their delivery model for the pilot.

2.3.1 The role of the Project Manager

In both district areas, the Project Manager has played a supervisory role, leaving
the day-to-day responsibility for the pilot to the CPMs. In both districts the main
role of the Project Manager has been to ensure everything was set up and in
place when the pilot went live, then to step back and explore the progress of
the pilot through monitoring the Management Information (MI) with the District
Manager to ensure that all elements were being used. If a gap was identified, the
Project Manager would meet with the CPMs to discuss how this issue could be
addressed, leaving the CPMs to communicate and action any changes with the
ASMs and LPAs.

During the course of the pilot both districts experienced a change in the allocation
of staff resource available for delivery of the pilot. This increase in resource was to
take into account the full financial year of delivery (as opposed to the previously
shortened time of September to March). From April 2007, the overall resource
allocation in the Scottish ND+fLP pilot district was increased from 7.2 to 10.5
full-time equivalents; in the South East Wales pilot area, this was increased from
4.47 to 6.94. With the increase in resource, the Project Manager in the Scottish
ND+fLP pilot area increased the amount of time she was spending on the pilot
to 40-50 per cent of her time. In the South East Wales pilot area, the Project
Manager was initially spending approximately 25 per cent of her time on the
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pilot but this reduced to between five and ten per cent. The Project Managers in
both pilot districts had other responsibilities in addition to managing the pilot.
However, in the Welsh pilot area, despite a reduction in the amount of time the
Project Manager spent on the pilot, the district team felt that they had adequate
resources to deliver the pilot.

‘I 'think it's fine. We have the capacity; we've always had a good team for
lone parents. The manager has prioritised this. It is nothing new really.’

(CPM)

2.3.2 The role of the CPM

The most visible additional resource associated with the pilot was the additional
CPM. In the South East Wales pilot district, the additional CPM covered the half of
the area offering ND+fLP; the other CPM covered the half of the district without
the pilot. In the Scottish ND+fLP district, the pilot was available in the whole district
and both the CPM and additional CPM shared their role, although the additional
CPM had a more visible role in regularly liaising with the Jobcentre Plus offices.

Both districts were able to build on existing relationships with providers and local
Childcare Partnerships. The Scottish ND+fLP district, covers five local authorities,
each holding quarterly Childcare Partnerships meetings. The CPMs tried to attend
as many meetings as possible but it was not always possible as meetings were
often held on the same day. In the South East Wales pilot area, the area covered
two local authorities and the CPM has been working with them for many years.
The pilot has not changed this relationship.

In addition to their CPM role, CPMs in both districts have also regularly collated
statistics, communicated guidance to LPAs and answered questions from LPAs and
ASMs on the various elements of the pilot and the Labour Market System (LMS).™2
In the Scottish ND+fLP district, the CPMs have tried to alleviate some of the time
consuming tasks that advisers feel unable to undertake themselves. Specifically,
this included helping put together Flexible Provision applications, including seeking
suitable courses and obtaining three quotes. In addition, the CPMs have offered
to search for suitable childcare provision for lone parents who need additional
support. The CPMs have provided advisers with a form on which the advisers
completed the lone parent childcare needs, from which the CPMs would seek
suitable childcare. The adviser received a reply, even if suitable childcare provision
was not identified.

The management arrangements of the pilot in the South East Wales district
changed over the course of the research. Through waves one and two of the
evaluation the CPM had responsibility for the day-to-day management of the
pilot. This has recently been handed to the newly appointed central ASM leaving
the CPM to concentrate on her role as CPM and to spend more time in local
offices with LPAs.

13 ThelLMSisthe Jobcentre Plus computer system for recording clientinformation
and engagement.
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2.3.3 The management of LPAs

The LPAs in the Scottish ND+fLP district were decentralised and were managed
by a local ASM who also had responsibility for other teams in the local office,
such as Incapacity Benefit (IB). This meant that the ASM was available to answer
guestions and approve paperwork. LPAs had team meetings within their office
where any knowledge could be shared and issues identified. One weakness that
was identified with a decentralised model was that each local office had a slightly
different interpretation on delivery of the pilot, mostly in terms of the procedures
followed. This means that there was a different understanding on what some
elements of the pilot could and could not be used for and the procedure that
needed to be followed in order to apply for particular elements of the pilot such
as Flexible Provision and the In Work Emergency Fund (IWEF).

At the beginning of the pilot, the LPAs in the Southeast Wales pilot district
were decentralised, similar to the Scottish ND+fLP team. However, having been
previously centralised with one programme manager, advisers raised concerns
that a decentralised way of working meant a reduced focus on lone parent issues
and less accountability around the programme.

‘I think the centralised team works better because you have more support,
frequent team meetings and you can bounce ideas off each other. Now our
meetings are not very often; we want more meetings. Also the team here
is not specialised enough — the managers also have responsibility for other
New Deals.”

(LPA South East Wales (wave 2))

In June 2007, as a result of a decrease in resources and a district restructuring
based on the Standard Operating Model (SOM), the LPA team became centralised;
although they remained located in local offices, all LPAs were managed by one
ASM. The move from a decentralised to a centralised model was preferred by almost
everyone: for the district team, this meant that they needed to communicate only
with one ASM rather than several, making the process more efficient; the ASM
believed that the benefit of working with one customer group allowed her to focus
her attention on their particular issues and the programmes being delivered; and
management and LPAs felt that having a centralised team ensured consistency in
delivery across the district. In addition, they were able to get together as a team
of LPAs bi-monthly and share information, knowledge and ideas.

‘| felt like we lost out before.’
(LPA)

‘I think that the move back to a centralised management structure is a
positive one. Office level management was not helpful as it precluded me
from focusing on the pilot due to my commitments across all teams.’

(ASM)
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Since the team became centralised, LPAs have become more mobile and move
between offices during holiday periods to cover peaks and troughs in workloads.

The one issue that was raised as a weakness for the centralised model is the
processing of paperwork that needed to be signed off by the ASM. The ASM is
officially based in one office but was out visiting different offices most of the time.
This meant paperwork was collated until the ASM visits the office. This could cause
minor delays in processing applications and in one case caused tension when an
LPA had to persuade a Jobcentre Plus office manager to sign an application for the
IWEF in the absence of the ASM.

LPAs and managers had different ways of working and the different delivery
models require management to adapt their way of working to suit the model
and the needs of their staff. However, the different delivery models adopted by
the ND+fLP pilot districts were determined more by the way in which the district
has historically run programmes and managed its staff than by the design and
application of a new model solely for the pilot.

2.4 Administration

The two pilot districts have approached the organisation of administrative support
differently, with the Scottish ND+fLP pilot district being mainly decentralised and
the South East Wales pilot area centralising their administration team.

2.4.1 Decentralised model

In the Scottish ND+fLP pilot district, the administrative support was largely
decentralised, with each Jobcentre Plus office taking responsibility for their
administration. The main tasks being undertaken by the administrative support
included booking of interviews, following up on Fail to Attends (FTAs) and
undertaking some of the In Work Credit (IWC) paperwork. There were two
exceptions where particular tasks have been centralised. The administrative team in
one Jobcentre Plus office undertook the paperwork associated with IWC for all the
Edinburgh Jobcentre Plus offices. In addition, there was a separate administrative
team who booked the Work Focused Interviews (WFls) for the whole district for
any customers who were on the system before Jobcentre Plus rolled out. Those
customers who were entered onto the LMS since the roll-out of Jobcentre Plus had
their WFIs booked by their local office. This mix of centralised and decentralised
administrative support appeared to work well.

‘Although the admin team are split geographically, they have specific jobs to
do and this system works.’

(ASM)

LPAs felt that having the administrative support mostly based within their office
was a strength and did not feel that it would work well with a fully centralised
team as they would lose control of the process. They felt that, if centralised,
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the administrative support would also lose the local knowledge that they held
— something that is pertinent to the Scottish ND+fLP pilot district as it covers a
large geographical area. The LPAs and administrative team did, however, identify
some weaknesses of having a decentralised administrative team which include:

e inconsistency in the correspondence that is sent to customers across the
district;

e varying levels of competency of DASO meant that some LPAs were receiving a
lot more support than others; and

e the administrative resource was not ring-fenced, so different teams within the
Jobcentre Plus office may make demands on their time.

In general, the advisers valued the support provided by the DASOs. Despite initial
teething problems in organising processes, advisers felt the administrative support
allowed them to focus on meetings with lone parents.

‘The admin are excellent; they take an awful lot on board for us.’
(LPA)

2.4.2 Centralised model

In the South East Wales pilot district, all administrative support was centralised
in one office. The main tasks being undertaken by the administrative team was
all the paper work associated with IWC, Childcare Assist and Flexible Provision,
although the latter two are rarely used and IWC forms the bulk of their work. In
addition, the team had responsibility for booking WFIs for LPAs in the district. Staff
felt that the centralised administrative team was one of the strengths to the way
in which they deliver the pilot and felt it is more effective than a decentralised
model as it increases efficiency amongst the team, therefore requiring fewer staff
to support the pilot. If a member of the team was off sick, colleagues were able
to pick up the workload preventing a backlog of work.

‘If we weren't centralised and able to work together then | don’t know
how we would be able to do it. We are all trained to look after each other’s
responsibilities.’

(Manager)

By having a centralised administrative support team, the administration team felt
that they had built up a rapport with the providers that could be useful when
trying to sort out problems or chase late payments.

LPAs and management in the South East Wales pilot district also liked having the
administrative team centralised, as this meant that when they needed to contact
administrative support, there would always be someone there to help them. The
administrative team felt that by working together they had built up a knowledge
base and someone on the team is always able to answer questions.
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‘All queries are directed to a central point.’
(LPA)

‘All expertise is in a central point.’
(LPA)

‘The team being centralised hugely supports the process happening effectively
and efficiently.’

(ASM)

243 Additional administrative support

The pilot provided additional administrative resource to support advisers in
delivering the pilot. However, LPAs in neither district were able to identify the
additional administrative support allocated as part of the pilot. In the Scottish
ND+fLP pilot district, due to a decentralised model, the additional resource was
spread thinly, giving each office a small proportion of the additional administrative
support. For example, there was a 1.2 administration resource increase to distribute
across 13 Jobcentre Plus offices in the district, resulting in little visible increase in
available resource locally. In the South East Wales pilot area, the additional resource
enabled them to maintain the resource dedicated solely to IWC that had been in
place since 2005. As a result, many staff had not seen, and were not aware of,
any additional resources that were put in place as a result of the pilot. Those staff
who did have administrative support to process the paperwork associated with
IWC considered this to be ‘an essential resource’.

Both districts felt that the support of a DASO was beneficial to the lone parent team.
DASOs helped the LPAs by setting up caseload interviews and WFls, following up
on FTAs and organising the paperwork associated with IWC, Childcare Assist and
Flexible Provision. Both districts identified that the role of the DASO had rapidly
expanded and there was a need for more administrative support to be made
available to advisers. One district management team described the current ratio
as one DASO to seven advisers, but felt that one to four was needed. It was felt
that if the administrative capacity existed and they were trained, they would be
able to undertake more tasks to support the LPAs, such as searching for suitable
training under Flexible Provision and telephoning customers to remind them of
their appointments.

2.5 Training for advisers

2.5.1 Before the pilot went live

In both districts ‘walk through’ events were conducted prior to the pilot going
live and LPAs received Enhanced Adviser Training. The Enhanced Adviser Training
provided LPAs with a new way of working that encouraged them to be more
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challenging towards the customer. LPAs felt that the training also emphasised the
need to have an individual approach with the customer and helped them to think
about how to deliver the various elements of support. However, as identified in
the evaluation of ND+fLP in English pilot districts,™ there were few lone parent
examples used during the training and some LPAs felt there was an inherent
tension in the new approach: on the one hand to ‘listen” and respond to lone
parents’ needs while on the other hand also being more challenging and focusing
on work.

‘The new way of working is very work focused and is about finding out
someone’s job goal and focusing on that.’

(LPA)

Many LPAs felt that this new way of challenging customers was ‘the ideal way of
working’ but that it was not suitable for everyone as not all lone parents are at the
point of being able to look for work and need further long-term support to help
them become job-ready. One lone parent who was not ready to go back to work,
commented that there was too much focus on employment.

‘I felt that the interview was about going to work too much. It made me feel
like what | was doing wasn’t important. | am busy doing other things like
educating my children, which is important to me. | think there should be a
bit more support for things like that.’

(Lone parent)

On the other hand another lone parent said,

‘I was very fed up after losing my job. After my first meeting with my adviser
| felt reassured about finding work. They told me that we work alongside
each other to help me find a job. Within a week after this meeting, | had my
first job interview.’

(Lone parent)

2.5.2 Training since the pilot went live

Since the Enhanced Adviser Training conducted prior to the pilot going live,
there had been no formal pilot refresher training on the pilot conducted in either
district; something that the LPAs felt would be beneficial. Staff were not given
any summary sheets or hand-outs from the training, something that they feel
would be useful to refer to, particularly for elements not used on a regular basis.
For example, one LPA said that she was told about IWEF at the initial training but
had not used it in over six months. She was no longer clear what it could be used
for and consequently did not promote it to the customer. The LPA felt that having
a reference sheet would have helped her remember what it was for and how to
apply for it.

' Hosain, M. and Breen, E. (2007) ‘New Deal Plus for Lone Parents
qualitative evaluation’, Department for Work and Pensions Research Report
No. 426, p.20.
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Members of staff who joined the lone parent team after the pilot went live received
generic adviser routeway training and then job shadowed an LPA, who informed
them of the pilot. Following the initial training, advisers have been able to request
attendance on Enhanced Adviser Training courses at a later date. In one district
the CPM has tried to meet with every new member of staff on a one-to-one basis
to explain the pilot.

In the South East Wales pilot area all LPAs and the ASM met bi-monthly. In the
Scottish ND+fLP pilot district, one cluster of local offices met regularly with
LPAs, the ASM and the Administration Manager. This allowed for the sharing
of knowledge, ideas, training and good practice. It was reported that doing this
through a team meeting ensured the dissemination of information was consistent
and allows the opportunity to ask questions and gain clarity, rather than leaving it
toindividual interpretation when information was sent out via email. The CPMs had
attended some of these meetings, particularly if there were specific pilot questions
anticipated or information to be shared. Those LPAs that did not meet regularly
with other LPAs reported that meetings had occurred in the past and expressed a
strong desire for them to happen again. This was particularly pertinent for LPAs in
rural offices where they may work alone or with only one colleague and can feel
isolated. Management would also like the opportunity to meet with all the LPAs
in a district-wide meeting. A CPM expressed that ‘Even if this is just twice a year
it would be useful”.

In one district, the District Manager believed that the Enhanced Adviser Training
helps to re-energise advisers. To follow this up, the District Manager had been
working with a work psychologist and was in the process of putting together
a course looking at Solution Based Interviewing to help LPAs adopt positive
interviewing techniques and in encouraging lone parents to find the solutions to
the issues and barriers they raise. The aim was also to aid advisers in becoming
more challenging towards lone parents. If successful, the intention was to roll this
training out to all Jobcentre Plus advisers in the district.

2.5.3 Common administration issues

Despite different delivery models, there were some common issues that have
been highlighted from both districts relating to processes and the level of support
offered.

Administrative staff felt that the process of organising payment for customers via
an external payments administration company was unnecessarily slow due to the
need to print forms and put them in the post. They felt that an electronic system
should be put in place.

‘The termination of IWC can be done electronically through the Resource
Management system, why can’t authorisation to start payment be done in
the same process?’

(Administration Manager)
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Although it is felt that the administrative staff were an asset to the lone parent
team, LPAs identified that there were some additional tasks that administrative
teams should undertake if capacity allowed. This included:

e handling deferrals and waivers on Quarterly Work Focused Interviews (QWFlIs);
e taking phone calls on behalf of LPAs while they are interviewing;

e processing all the paperwork associated with training or at least preparing the
necessary forms; and

e providing support with the necessary forms for Flexible Provision.

Managers felt that Jobcentre Plus should reassess the role of the DASO. The
number of duties they undertake has expanded considerably since the role was
first established and the volume of work can be ‘overwhelming’. In the Scottish
ND+fLP pilot district this was described as particularly so since the introduction of
organising monthly coffee mornings.

The administration team would have liked to receive specific training for the roles
they were to undertake in supporting the delivery of the pilot. They received no
formal training to explain the pilot and the tasks they would be undertaking to
support it: it was assumed that they would learn as they went along, which led to
a difficult start to delivering the pilot.

LPAs did not have control over their own diaries and there could often be a
delay in trying to book up caseload interviews or interviews for lone parents who
needed more support. There were some lone parents they would have liked to
see the following week but they had to wait up to three weeks. LPAs would have
liked to have time slots booked out for different types of interviews: for example,
in the morning undertaking WFls, in the afternoon undertaking NDLP caseload
interviews. As one LPA said, ‘If you are converting all your WFIs to caseload, then
you never get a chance to see your caseload customers’.

In addition, with DASOs booking appointments, some lone parents were not
always seeing the same LPA. Advisers felt that they worked hard to gain the trust
and respect of lone parents in order to get them to open up. Sometimes issues
were discussed which were not suitable to write onto the LMS. If the lone parent
was not seeing the same LPA, then they had to go through the same things
every visit. LPAs prefer to see the same customers as this ‘allows you to deliver a
personal service’.

Some LPAs suggested there should also be allocated slots blocked out in their
diary for conducting IWC and administrative tasks. For example, LPAs in one office
indicated that once an interview had been completed, advisers have to complete
a LPWFF2 form to indicate that the lone parent had attended their interview. This
form had to be completed and faxed for each interview. This was felt to be time
consuming and a task that could be completed by the administrative team. One
LPA said ‘You shouldn’t be playing catch up all the time’.
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2.6 Conclusion

Project Managers in both pilot districts have played a role in setting the pilot up
and appointing the additional resource. Project Managers subsequently handed
the day-to-day running of the pilot to the CPMs and then undertook a more
distant role of monitoring the MI.

As in the evaluation on ND+fLP in England,' training provided to advisers prior
to the pilot going live lacked lone parent examples and raised many questions
amongst advisers. Advisers felt there would be a benefit to providing refresher
training for staff once the pilot had been running for a period of time.

The evaluation of ND+fLP in England suggested that there was no clear evidence
as to whether a centralised compared to decentralised model for the LPAs was
the best organisational model.’™ The ND+fLP pilot districts in Scotland and Wales
have chosen two different delivery models, both stating that their model worked
best for them. A centralised model allows for efficiency of resources and a focus
on the needs of lone parents. A decentralised model gives LPAs immediate access
to management and a feeling of control over processes in the programme. The
choice in management structure was determined by the way in which programmes
have been delivered historically in that district, thus aligning the pilot with their
standard approach to management arrangements.

All managers and advisers in both districts felt that the processes associated with
the pilot had been integrated effectively into mainstream business carried out by
Jobcentre Plus staff. This includes the additional resources that have not been ring-
fenced, but rather have been absorbed into everyday processes and roles within
Jobcentre Plus. One ASM said ‘The pilot ticks along as part of the process’.

‘To be quite honest it isn’t being run like a pilot as it becomes part of everyday
work. The elements contained within the pilot are more or less incentives,
so it has become an everyday thing...it is part of the everyday job and [LPAS]
take it in their stride.’

(ACPM)

> Hosain, M. and Breen, E. (2007) ‘New Deal Plus for Lone Parents
qualitative evaluation’, Department for Work and Pensions Research Report
No. 426, p.20.

* Ibid.
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3 Tools for engagement

3.1 Introduction

A variety of tools were available to help engage lone parents and support them in
working with Jobcentre Plus to move into employment. An additional marketing
budget was made available to districts to promote the pilot locally and leaflets
marketing New Deal Plus for Lone Parents (ND+fLP) were different from the normal
Jobcentre Plus branded leaflets instead using a chocolate box motif. Action Plans
were made mandatory to enhance lone parents’ sense of responsibility, and provide
a structured framework for interaction between the adviser and the lone parent.
Advisers were encouraged to conduct More Voluntary Contact (MVC) with lone
parents who were not yet ready to commit to New Deal for Lone Parents (NDLP),
but were happy to stay in touch with Jobcentre Plus, formalising a procedure that
advisers said they were already doing. Finally, Jobpoints were placed in Children’s
Centres away from Jobcentre Plus offices. The Jobpoints provided access for lone
parents often in rural areas and, in one case, initiated further outreach work.

3.2 Summary of main points

e Lone Parent Advisers (LPAs) felt that, due to the high number of targets advisers
have to meet in their daily routine, the pilot has not improved the overall quality
of engagement with lone parents;

e advisers tailored the information provided and elements offered according
to the individual needs of the lone parent. Advisers felt that it would be an
‘information overload’ to tell customers about everything offered under the
pilot;

e the chocolate box leaflets have been well received by both advisers and lone
parents. Both LPAs and lone parents were attracted by the fact that it was
different from the normal Jobcentre Plus branding;
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e spending on the marketing budget allocated to the pilot for innovative
promotional activities has been restricted by slow procurement procedures and
the need to conform to the Jobcentre Plus brand. This has stopped management
from trying to be innovative with the additional marketing budget;

e Action Plans were considered a valuable tool for advisers to record conversations.
However, they were seen as less useful for lone parents. Few LPAs print out a
copy to give to lone parents;

e MVC has not had the impact anticipated. Part of the reason for this was the
priority to convert customers to the NDLP caseload early. LPAs were not clear or
consistent in how they record time spent on MVC;

e the Jobpoint located in a Children’s Centre in the South East Wales pilot district
has been successful and has led to Jobcentre Plus advisers conducting regular
office hours at the Centre supporting lone parents in the local area; and

e the Jobpoint in the Scottish ND+fLP pilot district has been less successful due to
access difficulties and a lack of awareness of its existence, leading to very low
usage. District staff in the Scottish ND+fLP pilot area have moved the location
of the Jobpoint, but this has taken more than 16 weeks to organise.

3.3 Engagement with lone parents

Lone parents met with their advisers for a number of reasons, including exploratory
discussions, follow up visits, MVC appointments, new claims, Work Search
Premium (WSP) and to inform their adviser they were returning to work. Meetings
usually lasted between 30 minutes and one hour. To prepare for meetings with
customers, most advisers would take the time to review the Labour Market System
(LMS) record and familiarise themselves with any previous notes on the customer’s
situation. The amount of time the adviser spent on this task varied by office, how
familiar they were with the client and how busy the adviser’s schedule was on the
day.

Clients varied from lone parents with complex issues and constraints to achieving
employment, to lone parents who could benefit quickly from the support
and jobsearch advice available through the pilot. Observations of interviews
demonstrated that generally advisers had a similar style and approach regardless
of the client’s situation. Advisers usually had good relationships with their
customers and dialogue was interactive and informal. The LPAs were motivational
and supportive of customers’ situations, trying to encourage them into work,
either as an immediate step for job-ready clients or as a longer-term goal for
clients with constraints. During the study’s follow-up interviews with lone parents,
most felt reassured by their LPAs and that they were not ‘pushed into making any
decisions’. They felt as if they had options and that the pilot offered them the
opportunity to choose the situation that was most suitable for them. One lone
parent commented on her relationship with her adviser saying that:
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‘...he is very good. He is supportive and is always sending me information. |
always drop in and use the Jobpoint if | am in the area.’

(Lone parent)

Lone parent case study

The lone parent was previously employed with a retailer on a temporary
contract for three months. The contract was not extended and the lone
parent lost his job. He visited Jobcentre Plus in July 2007 and was assigned
an LPA who provided details of the various elements of support available to
him including NDLPs. The adviser reassured him that they would help him to
find employment. The lone parent was looking for employment in retail or as
a pharmacy assistant. He has attended Jobcentre Plus on a regular basis to
discuss vacancies in the local area and has been looking in the local press. ‘/
am very confident that | will be able to work again. My adviser has been very
helpful. | have applied for lots of different jobs. | will get one soon’.

He has three children, two aged 18+ years and one aged 11-18 years. He
does not consider that he has any childcare barriers and thinks that there is
no reason for him not to be working.

It was generally felt that the pilot offered a lot of support to lone parents through
the various elements. The majority of advisers did not tell their customers about all
elements on offer. Rather, they informed them of the most appropriate elements,
based on the individual’s circumstances.

‘The incentives are helpful — not everyone needs all the elements. It's about
deploying the help appropriately.’

(Adviser Service Manager (ASM))

In addition, LPAs felt that telling the customer about everything would be an
‘information overload’ for them and would raise expectations for the lone parent
if they did not qualify for particular elements. It was also felt that important
messages would be lost.

3.3.1 LPA workload

From 30 April 2007, Quarterly Work Focused Interviews (QWFIs) were introduced
in pilot areas for lone parents whose youngest child is 11-13 years old. This has
placed a noticeable increase on the workload of LPAs and administrative support
that are booking the appointments. Appointments for QWFIs were filled up LPAS’
diaries for up to four weeks in advance, leaving little room for other interviews
such as NDLP caseload appointments. In order to get through the number of
QWFIs required, many offices were booking ghost diaries with appointments so
that if they had a Failure to Attend (FTA) the time was not wasted. In effect,
three to four staff were covering five diaries which meant that some lone parents
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were having to wait to be seen. This also applied to those lone parents who call
into the office without an appointment scheduled: for example, if they popped
into the Jobcentre Plus office to inform the LPA they were starting work or had
found out about a training course they wished to attend. In these cases advisers
were accommodating and would squeeze customers in between appointments,
checking over customer details during the interview. The advisers had a full
workload, but generally this was felt to be manageable. The issue is ensuring that
space is also available in the LPA diary to conduct interviews that are not Work
Focused Interviews (WFlIs).

The national guideline on timing for WFIs is 60 minutes; however, due to the
number of interviews that advisers must achieve, they were allocated 30 minutes
diary time. However, 30 minutes was widely felt by LPAs to be insufficient for the
first interview when the adviser has a lot of information to get across, including a
Better Off Calculation (BOC). One District Manager observed one LPA conducting a
WHFI; the adviser ensured that everything was covered properly and was praised for
the interview. However, it took one hour and ten minutes to cover everything.

There was a mixed reaction from LPAs on whether introducing QWFIs was a good
idea, although generally they thought it was aiding the encouragement of lone
parents into work. Some advisers felt the QWFI was valuable as it reinforced the
message that Income Support (IS) will come to an end and allowed the adviser
to work with the lone parent, preparing them to move into work. Other LPAs felt
that they were ‘unfair’ for those whose children are under 15 years and who do
not have to start thinking about returning to work. However, it has recently been
announced that from October 2007, lone parents may no longer be eligible for IS
shortly after the youngest child turns 12 years old."”

LPAs preferred to have consistency and to see the same lone parents; which
helps to build up a rapport and trust with the customer. In most offices, they
tried to book interviews with the same LPA that the lone parent saw previously.
However, there were generally a high number of FTAs amongst this client group.
The administrative team did not have time to call customers before interviews to
remind them of their attendance. Staff in both districts felt that the pilot had no
impact on FTAs. One of the Jobcentre Plus offices in the South East Wales pilot
area was trialling a new system called the ‘Luton Model’. WFIs are arranged for
a certain time, but lone parents are not allocated a personal adviser; they will see
whoever is available at the time. If six advisers are working, interviews for eight
advisers are arranged to compensate for the FTAs. Although LPAs use the time
available from an FTA constructively for other activities, the LPA has a target for
the number of lone parent interviews they need to achieve each day.

7 DWP(2007) ‘Ready for work: full employment in our generation’, Department
for Work and Pensions Command Paper, p.48.



Tools for engagement

29

3.3.2 Pressure to meet targets

It was generally felt across both districts that the quality of engagement with lone
parents has not improved as a result of the pilot:

‘I would like to say that it has improved, but it has stayed the same.’
(Childcare Partnership Manager (CPM))

If anything, LPAs felt that quality of interaction with lone parents has decreased due
to the number of targets they need to meet, including the number of interviews
they complete, the number of Work Trials they organise, BOCs undertaken,
submissions for interviews and caseloading onto NDLP. At wave two, we identified
issues with recording tasks on the Adviser Activity Tool (AAT) that monitors adviser
performance. If an adviser fails to meet the required targets set, they are put onto
Adviser Improvement where they are monitored more closely. By wave three, most
of the issues appeared to have been resolved in terms of process, although it was
reported that this sometimes meant an LPA may push what was needed in relation
to their target, rather than the most appropriate tool for that lone parent.

‘We are primarily working to AAT at the expense of doing what is best for
the customer.’

(LPA)

3.4 Marketing

The marketing package was designed to sell the benefits of an overall package
of interventions, bringing together all elements in the pilot using a distinctive
‘chocolate box' motif. In addition to large brochures and smaller leaflets,
other material such as videos, audio and posters are also available. Material
has been produced in translation in a range of languages including Bengali,
Urdu, Gujarati, Hindi and Punjabi.

3.4.1 Chocolate box leaflets

The main marketing tool associated with the ND+fLP pilot is that of the chocolate
box leaflets. As in the English ND+fLP pilot districts,'® the design of the leaflets was
liked by both lone parents and advisers as it was different to the usual Jobcentre
Plus branded materials.

‘I picked this up myself just before the meeting with the adviser. It was the
picture of the chocolates that made me pick it up. I liked the pictures. It's
really colourful. It made it easy to read.’

(Lone parent)

'8 Hosain, M. and Breen, E. (2007) ‘New Deal Plus for Lone Parents qualitative
evaluation’, Department for Work and Pensions Research Report No.
426, p.37.
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There was a mixed reaction from advisers as to whether they preferred the smaller
or larger leaflet. However, many advisers and managers felt that the large leaflet
was too large to fit in a bag or handbag and therefore, awkward to carry. This was
particularly so in the South East Wales pilot area where the leaflet was twice the
thickness due to the need to have the leaflet available bilingually. In one office in
the Scottish ND+fLP pilot district, they had adapted the questionnaire at the back
of the large leaflet into a letter and sent this out to customers when they invited
them for a WFI. They have found that many customers came to their interview
with the questionnaire completed and with some thoughts about the type of
work they would consider. As identified in the England ND+fLP pilot evaluation,'™
Advisers highlighted the fact that the leaflets do not outline the eligibility criteria
for the elements, sometimes inappropriately raising lone parents’ expectations.
This was particularly noted with regards to In Work Credit (IWC) and training
options.

In wave one, some Jobcentre Plus offices were running low on leaflets and district
managers commented that the leaflets were expensive to purchase. As a result,
advisers were not necessarily giving every lone parent a ND+fLP leaflet. However,
as a result of changes in the elements being offered under the pilot from April
2007, there had been a new purchase of leaflets to update and replenish stock.

Advisers indicated that they had no need for leaflets to be available in languages
other than English and Welsh. In fact, advisers were unsure if the leaflets were
even available in other languages.

ND+fLP leaflets were given out in less than a third of the interviews observed.
Around a half of the lone parents that were interviewed after their meetings with
their advisers recalled seeing the chocolate box brochure, either through their
advisers at some stage or having received the material by post. Most LPAs had the
marketing material displayed on their desks, even if they did not proactively give
them to lone parents.

Due to the various sources of support available for lone parents, advisers felt
that there were too many leaflets, all of them full of information which can be
difficult for a lone parent to digest. Advisers in the Scottish ND+fLP pilot district
have recently received a short and concise ‘Thinking About Work’ leaflet that
summarises much of the support available to lone parents, including elements that
are not part of the pilot, such as Job Grant, Work Trials and Up-Front Childcare
Costs.?? LPAs have found this leaflet extremely useful and many are now using this
leaflet rather than the ND+fLP chocolate box leaflets.

1 lbid., p.36.

20 The Scottish ND+fLP pilot district is using the Adviser Discretionary Fund to
help lone parents to pay for up-front childcare costs. This is separate to the
Up-Front Childcare Costs pilot that is being piloted in London from April
2008.
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3.4.2 Additional marketing material

In addition to the chocolate box leaflets, both district areas conducted additional
marketing initiatives. In Scotland, there was a national lone parent campaign
which included multimedia advertising and the production of DVDs with stories
from lone parents who had been helped by Jobcentre Plus to move into work.
Advisers were encouraged to show sections of the DVD to customers during their
interviews but they felt there was not time to do this. Administrative staff also sent
a copy of the DVD to every lone parent they invite for an event, such as the regular
coffee mornings that every Jobcentre Plus office in Scotland holds. Lone parents
living locally were invited to the Jobcentre Plus office to find out what support
Jobcentre Plus is able to offer them. Unfortunately, all offices experienced a low
turn out, with an average of more than 160 invitations being sent out for each
coffee morning and fewer than ten people attending or making an appointment
as a result. These events were a lot of work for the Diary Administration Support
Officers (DASOs) who were organising two a month, including one for Incapacity
Benefit (IB) customers, with the perception of little reward.

The South East Wales pilot area produced separate leaflets for their Discovery
Event and a similar Look to the Future course which they procured for lone parents.
They have also produced a voucher for IWC saying ‘Don’t start work without me’,
which was sent out to all lone parents who have been on IS for 12 months when
they are invited into the Jobcentre Plus office for an interview.

There was an additional marketing budget specifically allocated to the pilot and
districts are encouraged to be innovative in the way they use it to promote ND+fLP.
Both districts have come up with a variety of ideas; however, almost all ideas
have been rejected by head office. For example, radio advertising was considered
too expensive and marketing focused on parents with children who have Special
Educational Needs (SEN) was not felt to be cost effective.

‘What’s the point in having a marketing budget if we are not allowed to
spend it?’

(CPM)

‘All ideas we put to Sheffield [Head Office] they knock back with the same
corporate excuse.’

(ASM)

In addition, the procurement for ordering marketing materials was deemed to be
bureaucratic and slow (taking between six and ten weeks). The slow procurement
process can mean that some opportunities are lost. One district put together a
proposal in March to order parasols for parents’ buggies during the summer.
Head office sourced a cost for procurement that was thought to be twice what
it would have been to procure them locally. A manager described how it took
several months to negotiate the ability to procure them locally, ‘by which time it
was August, when it was too late for parasols, and there was more of a need for
umbrellas!’
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Negative experiences surrounding the procurement of marketing materials have
deterred management in both districts from trying to be innovative with the
marketing budget; instead they have decided to stick to the list of NDLP branded
goods available from head office such as pens and filofaxes, yet procuring these
has also been problematic. One district had tried to procure NDLP pens three
times and had not received them and the other district had to wait more than two
months for them to arrive. One district ordered filofaxes to be distributed to lone
parents. However, they came in several parts and needed to be assembled before
they could be sent out to Jobcentre Plus offices for distribution. As a result they sat
in the district office for many months. Shortly after the filofaxes were distributed
to the local offices, the pilot changed and the filofaxes were out of date. LPAs now
go through the filofax manually and cross out Work Search Premium (WSP), but
they still had lone parents asking about it and why they are not entitled to receive it.

3.5 Action Plans

Action Plans areamandatory requirement foradvisers during each WFI. Advisers
are expected to complete one at the initial WFI and then regularly review and
update the Action Plan. From October 2005, it has been a requirement for
lone parents to agree on the Action Plan as part of participating in a WFI.
Since April 2005, changes to the LMS data entry and recording system used
by Jobcentre Plus have supported this requirement.

Action Plans were introduced as a way of engaging lone parents to actively
participate in their WFI and are encouraged to view the document as an agreement
between themselves and Jobcentre Plus. The use of Action Plans was variable
across both districts and across staff within offices. At the beginning of the pilot,
advisers indicated that they were using Action Plans more frequently than in wave
three. Throughout the evaluation it was clear that Action Plans were being used
more as a record for advisers than a mutually agreed document to encourage lone
parents to actively participate in their WFI.

Due to the amount of information that needs to be shared in a short period of time,
advisers felt that it was useful to document, clarify and summarise conversations
in an Action Plan. In theory, the Action Plan can then be followed up at the
subsequent interview. However, in practice, because actions are not mandatory,
tasks were not always completed by the lone parent, especially if they were not
yet ready to think about entering into employment. Advisers therefore felt that,
depending on the lone parent’s circumstances, it was not always appropriate to
conduct a full Action Plan on every occasion. However, when they are updated
regularly, advisers find them a useful tool to gain background on a customer,
especially if it is a customer they have not seen previously.
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‘The information is in front of you, you don’t need to ask the customer to
recap what they have been up to. This gives us more credibility.”

(LPA)

Most advisers said that they thought printing out the Action Plan was unnecessary
and that it was only printed and signed if there was a specific action, for example,
referral to training or WSP. Only a handful of lone parents interviewed had
been given an Action Plan to take away from their interviews; however many
had agreed to undertake actions following their meeting. This included such
activities as applying for three jobs before the next meeting, calling a couple of
childcare providers or putting together a CV to bring to the next meeting. One
LPA completed an Action Plan at every interview and felt that ‘it makes people feel
like the interview is more structured and they take it more seriously if they have to
sign it’. Lone parents were not observed to be referring to Action Plans following
interviews with their adviser.

A couple of advisers felt that typing an Action Plan while conducting an interview
was disruptive and felt it was more important to gain the trust and confidence of a
customer, so they preferred to take notes and type them up later. Some LPAs also
identified that the Labour Market System (LMS) was not always working properly,
which could make completing Action Plans difficult.

3.6 More Voluntary Contact

This initiative involves the provision of named advisers to work with lone
parents through the duration of their benefit claim. The rationale is to apply a
more intensive regime, but without the conditionality that accompanies other
regimes such as Jobseeker’s Allowance (JSA). This allows for more frequent
and sustained contact to reach a broader cross-section of lone parents and
encourage them to participate in NDLP and move into work.

Advisers were encouraged to use More Voluntary Contact (MVC) where a lone
parent was not ready to be caseloaded onto NDLP, but were willing to stay in touch
with Jobcentre Plus to consider their options with a future intent of returning to
work. Despite initially indicating that MVC was something that they would have
done anyway, but which is now formally recognised, there were some initial issues
with MVC that did not appear to have been clarified through the course of the
evaluation. Management also felt that MVC had not been successful and should
be removed from the pilot.

‘MVC has been confusing right from the start, we got mixed messages and
it wasn't clear to us or to advisers.’

(ASM)
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Lone parent case study

One lone parent is on the pilot, although she is not currently looking for
employment. Her children are 14 and 15 years old and currently on alternative
teaching curricula, meaning that they are at home most of the time. The lone
parent was undertaking MVC and popped in to see her adviser every few
weeks. The lone parent has been discussing a tiling and plastering course
with her adviser, and will return to the Jobcentre to discuss this further when
she feels she is ready to start work.

3.6.1 Understanding of MVC

There was a general lack of understanding about MVC amongst advisers in terms
of what constitutes MVC, how often it should be undertaken and how time spent
on MVC should be recorded.

For example, in one district, advisers identified four NDLP caseload markers but
were unable to agree amongst themselves if one of these was the right one or
if MVC was in fact for customers who were not caseloaded. In the other district,
LPAs thought that there was no credit for spending time on MVC and, therefore,
no incentive to do it. However, some advisers suggested that they could not see
the difference between MVC and putting the lone parent directly onto NDLP
caseload and so were not using MVC.

Overall, although undertaking MVC, many advisers did not grasp why MVC was
necessary. Some LPAs felt that an MVC interview was:

‘an interview for the sake of an interview. It's a waste of time and there is no
point to it. If customers were interested they would become caseloaded.’

(LPA)

One adviser had no idea what MVC was and did not know how to record that
time because they had never used it.

‘We are under pressure to convert one in six customers. As far as [the LPAS]
are concerned, if they get any level of engagement from the customer, they
will convert them to caseload.’

(ASM)

Conducting MVC, rather than caseloading a customer onto NDLP, was usually
addressed when a Discovery Event was due to be held. Advisers used MVC
for those customers they were referring to the events, as customers who were
caseloaded were unable to attend Discovery Events.

There is also a lack of clarity amongst management in both ND+fLP pilot districts
regarding MVC. In one district, one of the managers saw a document from head
office that outlined that MVC was not required as it offered customers the same
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as NDLP. As a result, she indicated that LPAs were told to no longer conduct MVC,
but were to caseload customers onto NDLP. Guidance issued from head office in
May 2007 suggested that customers who have more than one meeting between
WFIs should be caseloaded.?’ In an interview with another member of the same
district management team, we were informed that only a few weeks previously
the district team told the ASM that not enough MVC was being conducted, which
had to be addressed with LPAs.

3.6.2 Time to undertake MVC

Since the introduction of QWFIs for lone parents who have children aged 11-13
years (QWFIs 11-13) in pilot areas from 30 April 2007, advisers have had less time
to undertake MVC and are often reliant upon FTA rates to release the time to
undertake other tasks. In addition, due to the voluntary nature of MVC, advisers
described how MVC interviews could result in a high number of FTAs, leaving
spaces where caseload interviews could have been done. This impacts on the
number of lone parents LPAs see.

‘I can see the logic behind everything else, but not behind the voluntary
contact. Because it isn’t mandatory then there is no purpose to the meeting
so there is low attendance and they don’t follow up on any of the actions.’

(LPA)

IMVC] is one thing that takes a back seat when they are busy.’
(ASM)

As a result of the above difficulties, managers in both districts felt that MVC was
not being fully utilised.

3.7 Outreach including Jobpoints in Children’s Centres

This initiative involves the installation of a remote access Jobpoint in one
Children’s Centre in each pilot district. This would allow better information
about the availability of jobs and the take up of other services such as NDLP.
CPMs are expected to raise awareness about the Jobpoints and handle enquiries
through regular contact with Regional Sure Start teams and Children’s Centre
managers.

21 The guidance states ‘Lone parents in reqular contact (i.e. more than one
interview) with a personal adviser are receiving the same support as under
NDLP Therefore in these circumstances the NDLP marker should be used in
preference to the MVC marker. In other words, one interview between WFls
should be counted as MVC, more than one interview as NDLP caseloading’.
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Placing a Jobpoint in a Children’s Centre has had differing success in the two
district areas.

Inthe South East Wales ND+fLP area, the installation of the Jobpointin the Children’s
Centre has been successful and has led to further outreach work from Jobcentre
Plus. In addition to the Jobpoint there was a warm phone to enable customers
to call employers directly. The Jobpoint was used mainly by young parents. A
high proportion of those using the Jobpoint were lone parents, however, it was
certainly not accessed exclusively by them.

The Children’s Centre Manager felt that hosting the Jobpoint had made minimal
demands on the Children’s Centre. Whenever there have been any problems with
the Jobpoint, for example if a change of paper is needed, these issues were usually
dealt with on the same day. Occasionally, parents had asked to be shown how to
use the Jobpoint, but they felt it was fairly self-explanatory. The Children’s Centre
Manager would like to see the Jobpoint advertised more so that more parents
knew it was there.

In addition to the Jobpoint, Jobcentre Plus provided an outreach worker on a
Thursday morning and on Thursday afternoon ‘Want 2 Work’ (a Welsh Assembly
Government and Jobcentre Plus initiative) was run. Jobcentre Plus also attended job
fairs and had a mobile job unit that they shared with other partner organisations.
This Jobcentre Plus support helps parents with their individual needs, such as
writing CVs and applying for jobs. Despite initial problems with gaining access
to broadband and providing a laptop for the LPAs to use, this outreach has been
deemed successful by all those involved.

Outreach was also conducted in other areas of the district, where LPAs did regular
office hours in three community centres, conducting WFIs with lone parents.
One estate had a high number of lone parents and regular outreach work was
conducted there. Jobcentre Plus, in association with the council, held a ‘Money
Matters’ event that covered information on money management, debt control
and how the lone parents would be better off in work than on benefits. The event
was open to all parents who lived on the estate but a high proportion of attendees
were lone parents. There were 80 people who attended the event, 40 of whom
moved onto NDLP caseload. This outreach was felt to be important in terms of
reaching the client group and reducing the number of FTAs. Word-of-mouth has
worked well in these communities, generating referrals to Jobcentre Plus.
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Lone parent case study

The LPA had been advising a 56 year old customer for two years. The woman
had never worked and had lost her husband. She had no confidence or self-
esteem and could not read or write. The LPA referred her to a literacy and
numeracy course in the local college. She spent 18 months studying and
attending every session. The LPA saw the lone parent regularly through that
period. At a recent meeting the LPA thought she seemed to exhibit more
confidence and could read and write better. However, the customer also had
health issues and was diabetic as well as deaf in one ear. The LPA referred her
to support for her disability and caseloaded her for six to eight weeks. She
is now working and the LPA thinks that this outcome would not have been
achieved outside of the outreach centre.

The Jobpoint in the Scottish ND+fLP pilot district has been problematic. The
foyer to the Children and Family Centre was chosen as the initial location for the
Jobpoint. However, this was changed to an annex building where there was more
space for Jobcentre Plus staff to potentially hold clinics and provide leaflets. Once
the contract for the Jobpoint had been signed, there was a change in use of the
annex building: the council was going to be using the office space and so access
to the Jobpoint would be restricted. The Jobpoint was put in the hallway of the
building. Marketing posters were provided to outreach facilities and local schools;
however, there was no signage to locate the Jobpoint on the premises. A lack of
awareness of its existence, combined with restricted access to the building, has
led to very low usage.

The district team decided to move the location of the Jobpoint from the Children
and Family Centre to a local council office. It was felt that this would increase the
number of people who may access the Jobpoint. However, it took 14 weeks for
the contractor to move the Jobpoint and costs were incurred by the district. When
it was eventually moved, there were further installation issues. The Jobpoint was
eventually up and running in its new location seven months after initiating the
request for it to be moved.

The effectiveness of the Jobpoints in outreach locations is difficult to determine, as
it is impossible to establish how many of those using the Jobpoint are lone parents.
However, the number of jobsearches in each district gives an indication of level of
usage. In the South East Wales pilot area the Jobpoint had 1,684 jobsearches,??
whereas in the Scottish ND+fLP pilot area the figure was 38.%

Little additional outreach work was done in the Scottish ND+fLP pilot district. ASMs
in rural locations believed that outreach was important and where possible, tried

22 Up to 12 October 2007.
23 Upto 1 October 2007.
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to attend local groups, for example, parent and toddler groups and community
centres. They took example BOCs and talked about the support that Jobcentre
Plus was able to offer. This outreach work was done on an ad hoc basis, despite
the belief that it is important; the main constraint is time.

3.8 Conclusion

Overall, the tools for engaging lone parents have had a limited success. In
agreement with findings from the England ND+fLP evaluation,?* the chocolate
box motif on ND+fLP leaflets was liked because it was different from the usual
Jobcentre Plus branding. However, as the pilot has progressed, developing
additional innovative marketing has been identified as problematic due to slow
procurement procedures. This has led to managers in both pilot districts ‘giving
up’ on trying to be innovative and using existing NDLP branded goods, which had
its own problems.

When completed on a regular basis, Action Plans and MVC were deemed useful
for Jobcentre Plus staff but a lack of conditionality led to a lack of action and
high FTAs. As established in the England ND+fLP evaluation,? LPAs did not feel
it necessary to print out the Action Plan on every occasion, doing so only when
there was a definite commitment to undertake an action by the lone parent.
Advisers, therefore, found the document more useful for themselves, rather than
for the lone parents. A lack of understanding of MVC and its value throughout
the evaluation means this element is underutilised and lone parents tended to
be caseloaded onto NDLP. For these reasons, staff raised questions over the
effectiveness of these elements in engaging customers.

The Jobpoint and outreach in the Wales ND+fLP pilot area has led to engagement
with customers who perhaps would not have accessed Jobcentre Plus services; but
this has not been reflected in the Scottish ND+fLP pilot district where difficulties
with the location of the Jobpoint have meant its utility could not be assessed.

24 Hosain, M. and Breen, E. (2007) ‘New Deal Plus for Lone Parents qualitative
evaluation’, Department for Work and Pensions Research Report No.
426, p.36.

% pid., p.42.



Training

4 Training

4.1 Introduction

The training provision associated with the pilot consisted of two elements: Discovery
Events and Flexible Provision. Discovery Events are a two-day course designed to
help lone parents overcome issues of low confidence and self esteem, making
them aware of the support available to help them move into employment. Flexible
Provision is a source of funding that can be used to cover training provision that is
not available through other mainstream provision.

4.2 Summary of main points

e Discovery Events have had differing success in each district area. In the Scottish
New Deal Plus for Lone Parents (ND+fLP) pilot district, they were generally
considered successful, with many lone parents achieving a positive outcome. In
the South East Wales ND+fLP pilot area, they were under-subscribed and felt to
be ineffective.

e Many Lone Parent Advisers (LPAs) in both districts were unaware of what
the Discovery Events offered to lone parents and who would benefit from
attending. Many advisers, therefore, felt unable to promote Discovery Events to
customers.

e Both districts have used Flexible Provision funding to procure additional courses
similar to the Discovery Events. These courses are longer in length and aimed at
lone parents who are on New Deal for Lone Parents (NDLP).

e Flexible Provision was considered by all staff to be one of the most useful elements
of the pilot but there was acknowledgment by all that it was underused.

e Barriers to using Flexible Provision included a lack of clarity about what it can
be used for and a lengthy and complicated application procedure that has put
advisers off using this element.

e The application process for Flexible Provision involved a duplication of tasks
carried out by the LPA, the Third Party Provision Manager (TPPM) and the
Operation Procurement Unit (OPU).
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4.3 Discovery Events

Discovery Events are a form of support for lone parents who have not yet
joined NDLP. The objective is to build confidence, engage with employers,
explore career paths and address concerns and limitations to entering
employment. Their aim is to help lone parents move closer to the labour
market by encouraging them to take up NDLP or Employment Zone provision
or through work-related training.

The Discovery Events have had differing success in the Scottish and Welsh ND+fLP
districts. In the Scottish ND+fLP district, those lone parents that have attended
the events have given very positive feedback and many have subsequently signed
up for NDLP or entered training shortly after the event. In the South East Wales
ND+fLP pilot area, numbers attending events have been very low, feedback has
been negative and consequently advisers have been reluctant to refer any new
customers to future courses.

In the South East Wales ND+fLP pilot area three Discovery Event courses had
been delivered in three different locations. Overall, the Discovery Events were not
considered to be successful by LPAs, management or the external training provider
themselves. LPAs were, therefore, reluctant to refer lone parents to the events.

The external provider felt that they had experienced difficulties from the start
when they gave a presentation to Lone Parent Advisers. LPAs told the provider that
they did not feel lone parents would attend such a course. Overall, the provider
felt that they received a negative response from LPAs and have found it hard to
get them on-board to promote the Discovery Events.

The number of people who have attended the course in the South East Wales
ND+fLP pilot area was low. The provider had been expected to draw lone parents
who were not already engaged with Jobcentre Plus onto the event, with Jobcentre
Plus also referring a few customers who were not caseloaded. Despite using a
variety of methods to promote and advertise the course, such as putting posters
in schools and shops, contacting parent and toddler groups, handing out leaflets
at lone parent events and knocking on doors, the provider had not been highly
successful in getting participants on the course, thus relying mainly on Jobcentre
Plus referrals. In order to ensure those lone parents who were referred actually
attended the course, provider staff offered to transport lone parents to and from
their homes to the event. Even so, they have had only 17 people attend the three
Discovery Events.

Despite low numbers attending the first course, all participants were referred to
attend an NDLP interview. The provider felt this was because the first course was
attended by the Childcare Partnership Manager (CPM). The provider feels that
the CPM managed to engage with the lone parents and get them motivated. In
addition, she booked lone parents interviews with an LPA while they were on the
course.
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‘This kept the momentum going.’

(Discovery Event Provider)
Although invited, no one from Jobcentre Plus attended subsequent courses.

Neither the Jobcentre Plus staff nor the external provider were aware of any
feedback from those customers who had attended the event but the general
feeling from staff was that Discovery Events were too short to be able to make any
difference. Advisers also felt that one of the main reasons for low attendance was
that customers were not caseloaded and were, therefore, unlikely to attend an
event as it was not mandatory. The South East Wales ND+fLP pilot area was also
running a similar course to the Discovery Event called ‘Look to the Future’ where
lone parents need to be on the NDLP caseload to be able to attend. This course
has received much higher attendance rates.

‘If you get them to an event, you might as well send them on a Look to the
Future course.’

(LPA)

There was one final Discovery Event to be delivered in the South East Wales ND+fLP
pilot area in February 2008. The district team were keen that the final event was
successful and has asked the provider to put a contingency plan together to run
two courses in February if enough customers sign up. Jobcentre Plus has agreed to
send out a mail shot to all lone parents, and the provider was thinking about the
incentives they would be able to provide to encourage attendance, such as Easter
eggs, goodie bags or high street vouchers.

With the announcement that ND+fLP is to be extended in pilot areas to 2011,%¢
the Discovery Event provider contract was up for renewal. Initial Discovery Event
providers were procured through head office without consultation with the district.
The district felt that they should have a say in who is chosen to deliver the events
as head office are unaware of the history associated with working with any one
given provider, ‘they simply see a quote’. The district team strongly believe that
they should be involved in the procurement of the provider.

In the Scottish ND+fLP pilot district, the Discovery Events have been deemed to
be successful. With the exception of the first event, the courses have been almost
full, and the provider has exceeded the 70 per cent positive outcome?’ target for
each course. The combination of seeing the success of the first course and the
positive feedback from customers has spurred advisers to ‘sell’ the course to other
lone parents. The provider felt that the positive feedback had ‘given advisers a
bit more confidence to refer people to it’. These feelings were echoed by some
advisers:

26 Department for Work and Pensions (2007) ‘Working for Children’.

27 A positive outcome is considered to be attendance at an NDLP interview or
a movement into education or training within 13 weeks of attending the
course.
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‘[Discovery Events] are an excellent thing, one of the best things to come
out of this.’

(LPA)

The provider felt that the Discovery Events had gone ‘very well’, and that the
Discovery Event is ‘a nice short provision that is achieving what Jobcentre Plus
want to achieve which is getting them onto NDLP’. The provider believed their
success was been due to:

e flexibility in the delivery of the course — the provider has adapted the course
depending on the type of customer who has attended. For example, ‘if three-
quarters of lone parents on the course are over 35 years, then we would
shorten the amount of time we spend talking about childcare and do more of
the motivational and confidence work’,

e the staff delivering the course enjoy what they do and this came through to the
parents;

e they tried to find a fun way to deliver every aspect of the course —the provider is
conscious not to simply talk at the lone parents for a long time, so they include
group work and discussion sessions wherever possible;

e the provider regularly looked at the evaluation forms — every parent completed
an evaluation form at the end of the event, and the provider discussed every
comment made with the CPM when considering future courses. A copy of the
evaluation forms was given to the CPM; and

e consistency of staff delivering the courses — the provider felt that this enabled
the staff to learn and develop from each event.

Alllone parents who completed the course received a ‘goodie bag’ which contained
a £20 high street voucher and a pamper kit. The provider acknowledged that lone
parents tend to spend every penny on their children and this was to give them
something for themselves. It was also felt to be a reward for the lone parents. The
provider felt that ‘if you do something you get a reward, that’s what work does’.
Plus, the provider prepared a CV for each parent after they have attended the
course which allowed them to start applying for jobs straight away.

4.3.1 Common issues between the pilot districts

Despite the differences identified in the districts, there were some common issues
that have been identified.

The current guidance is for two Discovery Events to be held a year. This was not
felt to be enough as advisers were only targeting lone parents they see in the
weeks leading to an event. Staff felt that if the events were more regular, for
example, every two to three months, then advisers would be able to continually
look for appropriate customers, rather than pushing only those they see in the
weeks preceding an event. In the Scottish ND+fLP pilot district, they procured
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some additional Discovery Events using Flexible Provision. Due to the geographical
nature of the district, Discovery Events had not been held in every location. Lone
parents were unable or unwilling to travel to these events, leaving LPAs in some
locations feeling that they have had no events to which they are able to refer lone
parents.

Providers in both districts have tried to meet with lone parents before they attend
the course. It was felt that this would give lone parents the opportunity to ask
guestions and a face to recognise when they turned up on their first day. In the
Scottish ND+fLP pilot district, this has been a positive experience and has given
the provider the opportunity to establish if lone parents had any particular issues
they wanted the course to cover. In the South East Wales ND+fLP pilot area, no
one turned up for the session before the first course, so the provider has not
offered this opportunity at future events.

There have been issues in both districts regarding the provision of childcare during
the Discovery Events. In the Scottish ND+fLP pilot district, the provider believed it
was in their contract to provide childcare for those lone parents requiring it. The
provider said that ‘providing childcare is the most difficult aspect of providing the
course’. This is because they need to book childcare provision three to four weeks
in advance but they do not meet the lone parents to establish childcare need until
the week before the course.

‘Providing a creche for two days can cost between £400 and £500, however
Jobcentre Plus will only refund £27 per child per day.”

(Discovery Event provider)

In some locations in Scotland, the provider was able to apply to Working for
Families (WFF) to cover the cost of providing childcare. However, when they had
to provide the childcare themselves, they did not recover the full expense. In the
South East Wales ND+fLP pilot area, the provider was not contracted to provide
childcare, however, the provider indicated that Jobcentre Plus felt childcare may
be one of the barriers for lone parents attending the event. When lone parents
were referred to the course, the provider asked them about their childcare needs
and often childcare was already arranged or a family member was able to look
after the children for the two days. The provider therefore felt that childcare was
not a barrier to attendance.

In both districts there were a number of LPAs who felt they did not know enough
about the Discovery Events to be able to ‘sell” them to customers. In the Scottish
ND+fLP pilot district there appeared to be a handful of advisers who were
knowledgeable and proactive about Discovery Events, other advisers said that they
would like the provider to give them a presentation on what they are and who
would benefit from attending them. In the Wales ND+fLP pilot area, advisers were
generally negative about Discovery Events and had very little interest in them.
Consequently, very few advisers knew the content of the events. One Adviser
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Service Manager (ASM) said: ‘I've never really understood how the Discovery
Events sit with the rest of the pilot or NDLP'.

The contract that has been issued to Discovery Event providers in both districts is
identical. However, as highlighted there has been local variation in its interpretation.
In the Scottish ND+fLP pilot district, the provider was expected to make childcare
available on site for the duration of the Discovery Event. In the South East Wales
ND+fLP pilot area, the provider offered help to lone parents to find childcare. In
the South East Wales ND+fLP pilot area, the provider was expected to identify the
majority of attendees for the course, whereas in the Scottish ND+fLP pilot district
most referrals came from Jobcentre Plus.

4.4 Flexible Provision

This resource is intended to allow District Managers the flexibility to purchase
training courses or provision which is currently unavailable and they believe
will make a difference to lone parents’ employment opportunities. This would
allow advisers greater opportunity to address specific needs.

Advisers and managers in both districts felt that Flexible Provision was a useful and
effective tool in helping lone parents move closer to the labour market and one
of the key elements of ND+fLP. However, as also identified in the England ND+fLP
evaluation,?® it was underused.

Advisers stated that Flexible Provision enabled them to address the individual needs
of a customer. Where Flexible Provision has been used, it has funded qualifications
in book keeping, driving licences, proof-reading, classroom assistant training, sign-
writer training, nursing, holistic therapies and yoga instruction.

Lone parent case study

Alone parent expressed an interest in undertaking the qualification to become
a classroom assistant. The course cost £900. The Individual Learning Account
covered £200. Having gone through an interview with the college the
customer had already been accepted onto the course. The LPA put together
an application for the remaining £700 using Flexible Provision.

28 Hosain, M. and Breen, E. (2007) ‘New Deal Plus for Lone Parents Qualitative
Evaluation’ Department for Work and Pensions Research Report No.
426, p.54.
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Lone parent case study

A Pakistani Muslim woman wanted to become self-employed as a childminder.
Through Flexible Provision, the pilot funded her qualification to enable her to
meet the social services criteria. It was felt that by doing this, they were not
only helping one lone parent but would also be helping her peer group as she
was going to be providing childcare amongst her own community.

Lone parent case study

A lone parent had been on the NDLP for approximately one year. She became
interested in work as a teaching assistant and started applying for vacancies.
Unfortunately, she was unable to secure employment and it was felt that
a relevant qualification would help her to secure permanent employment.
Although she has no previous experience working as a teaching assistant,
the lone parent did have previous experience of working with children and
wanted to find employment that fitted in with term-time hours.

She identified the training she wished to complete and visited Jobcentre Plus
to discuss the course. The Personal Adviser explained that Jobcentre Plus could
provide help with childcare costs and travelling costs while she completed the
training. ‘I was aware of the course | wanted to do. | knew | needed to get the
qualification to get the job | wanted. They were really helpful. They helped
with the childcare costs while | was training and helped to pay for my travel.
I really needed them. | would not have been able to do the course without
them.’

Despite feeling it was an essential element of the pilot, both districts felt that
they did not use the Flexible Provision as much as they could. The reasons for this
are summarised as a lack of clarity on what it can be used for, coupled with a
complicated and time consuming application procedure.

4.4.1 Lack of understanding

During wave one fieldwork, advisers demonstrated a lack of clarity about what
Flexible Provision could be used for. This was still the case at wave three of the
evaluation. Each LPA appeared to have a different understanding, some being
clearer than others. Advisers and management felt that there were no clear
guidelines or instructions set out from the start. Advisers were confused with
many questions that management were unable to answer.

‘We were simply told there was mainstream funding; and now there is
Flexible Provision to pay for other things.’

(LPA)
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Additionally, advisers were not clear about what the standard procurement route,
mainstream funding, could be used for and consequently, were not clear when
Flexible Provision should be used.

‘I am not sure what is available under mainstream.’
(LPA)

In addition, LPAs expressed an interest in receiving regular presentations from
training providers and partners about the provision that is available and suitable
for lone parents.

Lack of understanding has led to a lack of confidence in referring lone parents
amongst almost all LPAs in both districts. One ASM felt "LPAs are shying away
from Flexible Provision’. Some advisers felt that it had been so long since they
received training on procuring Flexible Provision that they did not remember what
to do. Other advisers have put together applications that have been rejected,
leaving them reluctant to apply again.

4.4.2 Application procedure

One of the main barriers to using Flexible Provision was the time it takes to complete
and process an application. Asidentified in the England ND+fLP evaluation,? access
to funding for training, whether mainstream or Flexible Provision, was viewed as
bureaucratic and this acted as a deterrent to making funding applications. The
advisers indicated that they have to find time to research and collect multiple
guotations before putting together the application. Adviser diaries were often
booked up with back-to-back interviews and they had little time to undertake
the research and put together an application for Flexible Provision. Advisers were
dependent upon FTAs to release the time they need. It was felt that applying for
Flexible Provision was a complicated process and one that was not fully understood
by the advisers or ASMs.

‘They need to simplify the process of obtaining Flexible Provision.’
(ASM)

‘It can be a lot of hard work to pull all the evidence together.’
(LPA)
The lack of understanding by LPAs was reflected in the proportion of applications

for Flexible Provision that have been rejected due to a lack of information provided
on the application form, estimated by one district to be approximately 50 per cent.

29 Hosain, M. and Breen, E. (2007) ‘New Deal Plus for Lone Parents qualitative
evaluation’, Department for Work and Pensions Research Report No.
426, p.55.



Training

47

In order to support advisers with the administration required, the CPMs in the
Scottish ND+fLP pilot area have taken on responsibility for conducting the research
to get quotes for provision. As a result, requests for Flexible Provision have slightly
increased. Through discussions with TPPMs and the Operational Procurement
Unit (OPU), it became evident that a different number of quotations is required
depending on the value of the procurement and that the LPAs and ASMs did not
know this.

It was the responsibility of the ASM to approve the funding and confirm that the
lone parent would benefit from the training. It was the responsibility of the TPPM
to decide if the training procured was value for money. If accepted, the request
was passed to the OPU to also source the necessary quotations and procure the
provision. In one district, advisers felt that the ASM was acting as a gatekeeper
for Flexible Provision funds. It was the responsibility of the TPPM to judge the
suitability of the training course; however, at the local level one ASM would reject
many applications before they were sent to the TPPM because they did not feel
that the course was value for money, or that the lone parent would have little
chance of gaining employment in that field once they have completed the course.
Some LPAs felt they were doing the job of the OPU in order to get the application
approved by the ASM. The ASM felt that some requests for Flexible Provision had
not been adequately justified:

‘There are a number of cases that come to me, but once | investigate further
and looked at the job outcome and the cost of the course, there are issues
about authorising it.’

(ASM)

The ASM felt that LPAs needed to use their knowledge of the area, the labour
market and what jobs are available, to judge how realistic it is that the lone parent
would get a job at the end of it.

‘Flexible Provision is great, but we need to get our heads around using the
fund.’

(ASM)

In order to try to increase the uptake of Flexible Provision, management in the
Scottish ND+fLP pilot district circulated a list of all applications that have been
successful, in the hope that by giving LPAs examples of when Flexible Provision
has been used, it would encourage them to think about which customers would
benefit. Advisers explained that the process of application for Flexible Provision
could take up to ten weeks. As identified in the England ND+fLP evaluation,?° this
sometimes meant that lone parents have missed the start date of their course.

The process of application for Flexible Provision appeared to involve duplication.

30 Hosain, M. and Breen, E. (2007) ‘New Deal Plus for Lone Parents qualitative
evaluation’, Department for Work and Pensions Research Report No.
426, p.55.
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The adviser, the ASM and the TPPM all checked to see if the training was available
through mainstream provision. The adviser and the OPU both spent time sourcing
provision and gathering quotations. Putting the form in the post added to an
already slow process and advisers expressed the desire to conduct the process
electronically. One OPU felt strongly that LPAs should not be charged with
obtaining quotations: ‘They are not procurement experts, it is dangerous to get
them involved in procurement’. Both districts identified a need to simplify the
application and consequently speed up the time it takes to process an application
for Flexible Provision.

During a workshop session with advisers and managers, the staff developed an
ideal process identified for the procurement of all training provision, including
Flexible Provision as identified by LPAs, TPPM and OPU in both districts. This new
application process was estimated by staff involved to take approximately three
weeks, a significant reduction on the current time required, and is a much simplified
process compared with the existing procedures. A diagram of the ideal process for
providing training provision for lone parents can be found in Appendix C.

Both districts have used Flexible Provision to procure a course similar in its aims
and objectives to the Discovery Events, but longer. At the very beginning of the
pilot, the South East Wales ND+fLP pilot area procured a two-week training course
for lone parents who were on the NDLP caseload. This course was called ‘Look to
the Future’ and has been designed specifically to tackle issues of low self esteem
and confidence amongst lone parents by assessing individual circumstances
and working with lone parents over a two-week period. This course is similar to
previously trialled Discovery Weeks®' except that they were available to customers
who had already been caseloaded. This course received positive feedback from
customers and the training provider. Advisers were keen to refer customers to
the course and felt that this was a good tool to encourage customers onto their
caseload. By the end of the wave 3 fieldwork, 46 lone parents had attended the
Look to the Future course, with 21 achieving a positive outcome by either moving
into work or onto training.

The Scottish ND+fLP pilot district has also recently procured a five-day ‘Steps to
Work’ course for lone parents on the NDLP caseload. They were using the same
provider for the Discovery Events. The five-day course would be of similar content
to the two-day Discovery Event but with the ability to spend longer on each topic.
For example, in the two-day course they have a 30-minute slot to discuss money
management. In the five-day course this will become two hours.

3 Family, Poverty and Work Division (2006) ‘Work Works’ final evaluation
report’, Working Paper No. 35, p. 10-11.
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4.5 Conclusion

The training provision has had mixed success in engaging lone parents. In the
Scottish ND+fLP pilot district, the success of Discovery Events has increased with
time as providers and LPAs become more knowledgeable of what the course
provides and how to meet lone parent needs. In the South East Wales ND+fLP
pilot area, the Discovery Events have failed to engage large numbers of advisers or
lone parents from the start and this has not improved with time. Where Discovery
Events have been successful, there were a number of elements of good practice
that should be shared for future delivery. The different local interpretations of the
same centralised contract seems to have provided one of the main sticking points
in delivery, namely, the recruitment of participants and provision of childcare.
As identified in the England ND+fLP evaluation,® the effectiveness of Discovery
Events in addressing entrenched confidence issues was questioned by advisers,
management and providers, who noted that a much longer course was needed.

It was clear that LPAs and ASMs within, and across, districts had a differing
understanding of what Flexible Provision could be used for and of the application
procedure. The current process presented duplication of tasks and results in a
slow turn-around of applications, resulting in lone parents missing the start of
their courses. As established in the England ND+fLP evaluation,®® the process
of applying for Flexible Provision was deemed complex and deterred LPAs from
using this resource. There needs to be clear communication to LPAs on identifying
potential needs and referrals, for a lack of clarity has led to both elements being
underutilised.

32 Hosain, M. and Breen, E. (2007) ‘New Deal Plus for Lone Parents qualitative
evaluation’, Department for Work and Pensions Research Report No.
426, p.53.

3 |bid., p.54.
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5 Financial support

5.1 Introduction

The financial offer available through the pilot has been central to its effectiveness.
The financial elements offered in the pilot districts include: Work Search Premium
(WSP), which incentivised customers to search for work, and In Work Credit (IWC),
which was considered by all to be the element in the pilot which engaged lone
parents and motivated them to think about employment. These elements were
frequently combined with other financial support elements available through
Jobcentre Plus, such as the Adviser Discretion Fund (ADF) and Job Grants, and
presented to lone parents through a Better Off Calculation (BOC) so they could
see what impact all the financial incentives will have on their total income. Other
financial elements of the pilot offered access to an In Work Emergency Fund
(IWEF) and payment for childcare for the week prior to the lone parent entering
employment through Childcare Assist. These latter elements are discussed
elsewhere: see Chapters 6 and 7 respectively.

5.2 Summary of main points

e \WSP was removed from the pilot on 1 April 2007. Most advisers felt that this
element did not achieve the impact it was designed to: rather, it sustained
existing jobsearch and so added little value.

e The financial benefits of IWC remain the most persuasive element in getting a
lone parent to think about work.

e In order to manage the transition off IWC at the end of 12 months, advisers
felt there should be an early warning or reminder issued to lone parents or a
tapering of funds towards the end.

* Financial elements are often packaged with non-pilot support and presented to
the customer in a BOC.
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5.3 Work Search Premium

WSP offered £20 per week extra support for up to six months payable to lone
parents who had been on benefit for more than one year but who agreed
to actively and consistently look for work. This initiative was introduced in
October 2004 and was piloted in all the Extended School areas except one.
This exception was due to the area also being an Employment Zones area and
the WSP was not compatible with Employment Zones. To qualify for WSP the
lone parent had to be participating in the New Deal for Lone Parents (NDLP)
programme. WSP was discontinued from 1 April 2007.

The uptake of WSP was slow in both districts. Advisers in one district were given
targets and were able to count searches and submissions under WSP on the
Adviser Activity Tool (AAT). As a result, the volume of WSP activity did increase.

Advisers had mixed feelings on whether WSP acted as an incentive to encourage
lone parents to undertake jobsearch or whether it was paid to those lone
parents who were either already conducting jobsearch or seriously committed to
jobsearch.

‘Work Search Premium is seen as another source of income.’
(Lone Parent Adviser (LPA))

Generally, it was felt that WSP was not being used as an incentive to start jobsearch,
but rather as a tool to sustain action. In addition, advisers felt that the condition
of attendance at the Jobcentre every two weeks was too much like Jobseeker’s
Allowance and put lone parents off. One LPA felt that WSP was a good tool but
only “if it is targeted right, for a genuine customer’.

‘Just being on Work Search Premium can get people used to the extra money,
and that provides an incentive to look for work.’

(LPA)

For those lone parents who were receiving WSP and who then moved into work,
issues were highlighted. One set of payments had to be stopped and another
started with concerns over the scheduling of these. One adviser pointed out that
when there was overpayment of WSP, the ‘customer starts work with a debt’.

From 1 April 2007, WSP was no longer available to lone parents on the pilot.
Few advisers felt that their customers had moved into employment as a result of
undertaking jobsearch through WSP. As identified in the England New Deal Plus
for Lone Parents (ND+fLP) evaluation,3 some advisers felt that the paperwork

3 Hosain, M. and Breen, E. (2007) ‘New Deal Plus for Lone Parents qualitative
evaluation’, Department for Work and Pensions Research Report No.
426, p.58.
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and eligibility criteria for WSP were too complicated and that if lone parents were
interested in looking for work then they would do it without the £20 additional
payment.

‘I am relieved it has gone. | did use it, but | think those that were motivated
would have looked for work anyway.”

(LPA)
‘There was a lot of paperwork and hassle for no outcome. | had no one

move into work as a result of Work Search Premium.”’

(LPA)

5.4 In Work Credit

£40 per week (or £60 per week in London districts) is payable to lone parents
who have been claiming Income Support (IS) for 52 weeks or more when they
get a job of more than 16 hours per week. This allowance is paid for the first
year of work.

IWC had been in place in both districts since 2005 and was deemed a powerful
and effective tool. It was the foremost element of the pilot that advisers and
managers felt was crucial in engaging lone parents and getting them motivated
to think about employment. LPAs felt that ‘without question’ it helps to engage
the lone parent. The impact of IWC was more often than not, illustrated by a BOC.
One lone parent said:

‘The benefits are very helpful for those in my position. Lone parents are
always concerned about their children — who are looking after them, how
they can afford to pay for it — the benefits help with this. | think the extra
£40 a week for the first year of work is a really good idea. It encourages
people to stay in work.’

(Lone parent)

Advisers felt that presenting IWC in a BOC was when it made sense to lone parents
and they can really see how much better off they are going to be by going to
work.

‘It makes a huge difference.’
(LPA)

‘It changes the tone of the interview straight away.”
(LPA)
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‘IWC is the main tool.’
(Project Manager)

Lone parents recalled conversations with their adviser about IWC more than other
elements of ND+fLP.

Lone parent case study

This lone parent attended the Jobcentre for her Work Focused Interview (WFI).
She was initially somewhat hesitant about working as she was worried about
whether she would be financially better off because she has five children.
Her adviser conducted a BOC, which showed she would be £160 per month
better off in work (including the IWC). On receiving this information the
parent stated:

‘This is excellent, especially the extra £40 a week. | would be so much better
off in work. I still worry about not receiving free school meals and having
to pay for glasses and the dentist, but £160 better off is excellent.’

The lone parent decided to look for 16 hours a week during term time. She
was also thinking about training to be a paramedic or a qualified nurse.

In both pilot districts, administrative support teams conducted much of the
paperwork associated with IWC. The administrative team felt that one of the
benefits with IWC was that the process of administration for the element is
considered straightforward.

‘Although there may be a lot of paperwork, it is easy to administer.’

(Administrative Support)

As identified in the evaluation of ND+fLP in English pilot districts,® one of the
main concerns expressed by advisers related to the transition off IWC at the end of
the period. Advisers explained that many parents have not realised that they have
got to the end of their 52 weeks and there is no warning or reminder for them.
One adviser made a point of writing a note in the final letter requesting payslips,
to remind the lone parent that this would be their last payment. Advisers have
suggested that perhaps the IWC payment should be tapered towards the end, to
help lone parents become less dependent on the money. A recent Command Paper
from DWP3¢ announced the piloting of different ways of paying IWC through a
combination of weekly payments and lump sums linked to meetings with advisers
with the expectation that these would assist lone parents in the transition off IWC.

3 Hosain, M. and Breen, E. (2007) ‘New Deal Plus for Lone Parents qualitative
evaluation’, Department for Work and Pensions Research Report No.
426, p.61.

3% DWP(2007) ‘Ready for work: fullemployment in our generation’, Department
for Work and Pensions Command Paper.
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Another initial concern from staff with IWC was that lone parents would move
from work back onto benefit once the IWC payment finished. ASMs felt that this
concern was not justified. Although a few customers had returned to benefits, this
was mainly as a result of changes in personal circumstances. An adviser described
one of her customers who is about to return to IWC for the second time. She
previously went into employment and received IWC for the full 52 weeks. The
lone parent later became pregnant and left her employment to look after her
child. She was then ready to return to work and would receive IWC for the second
time.

‘Very few people come back onto benefit once their IWC has stopped. Once
they have been working they want to continue.’

(LPA)

‘No one has ever said they have come back to Income Support because IWC
has run out.’

(LPA)

Some advisers and managers felt that the eligibility criteria for claiming IWC was
too long. By the time lone parents have been on IS for 12 months, there were often
more barriers to entering work. Some advisers, therefore, felt that the eligibility
criterion should be reduced to six months on IS. There have been some cases
where, out of sympathy for the lone parent, some LPAs would encourage a lone
parent close to the 12 months’ eligibility criterion to put off job entry until they
could collect IWC. One Adviser Service Manager (ASM) said she had witnessed
incidents of advisers not starting to look for work with a customer at the earliest
opportunity; rather, they waited for the customer to qualify for IWC.

IWC has now been extended beyond ND+fLP pilot areas and a recent report
from the Department of Work and Pensions proposed that it should be rolled out
nationally.” For lone parents in Jobcentre Plus London districts, IWC is now worth
an additional £60 a week; outside London it remains £40 a week.

5.5 Other non-pilot financial support

The adviser would often talk with lone parents about additional elements of
financial support that are available through Jobcentre Plus such as Job Grants,
Work Trials, ADF, benefit run-ons and Working Tax Credit (WTC). This level of
information could be daunting and confusing for lone parents, so it was usually
presented in a BOC to help clarify what it all meant for the lone parent.

7 bid., p.141.
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Lone parent case study

One lone parent attended the Jobcentre for her WFI. She was feeling anxious
as this was her first meeting and she didn’t know what to expect. She had a
lot of concerns about not being better off in work, especially as she needed
childcare.

‘I had decided not to look for work because | was worried about childcare.
After meeting with [my adviser] they made me see how much | could
be getting if | went back to work. It was really useful to see it all on the
screen.’

Most LPAs conducted BOCs with their customers at WFIs even when the lone
parents were not interested in pursuing work. This was usually done based on a job
that the lone parent was interested in, rather than a minimum wage calculation.
The rationale was to try and help these customers to focus on their future goals
and highlight how, by being employed, they could offer their children a better
future. For customers whose children were older and closer to the age when the
lone parent would have to leave IS, the approach was more focused on ensuring
the customer was aware of this imminent change and encouraging them to start
looking for work.

The fear of not coping financially once off benefits was highlighted by lone parents
in a number of interviews. The focus on the financial benefits of returning to work
had the most persuasive power in reassuring lone parents that they would be
better off going to work.

‘The extra financial benefits have been really useful. They are particularly
helpful when | started work as they bridged the gap between coming off
benefits and my first salary.”

(Lone parent)

‘I've mentioned this to a few friends. Even though | have to pay full rent and
council tax I am much better off. And not just financially,; it is much better
than sitting at home all day.’

(Lone parent)

‘I am a bit worried about how much | will shell out at the beginning as |
don’t have any spare cash...l didn’t realise that there were so many extra
benefits.’

(Lone parent)

Often ADF was used to purchase clothes for interviews or work. However, one
customer was using it to buy petrol for their first few weeks in work until they are
paid. Another was using it to pay an agent to get their book published.
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‘I think the benefits discussed are very helpful for people going to work.
The extra money for clothes is a really good idea. | haven’t got any suitable
clothing for work.’

(Lone parent)

Some examples of the use of BOCs in WFls are illustrated below.

Lone parent case study

The adviser started the interview by introducing herself and asking the lone
parent if she had seen an adviser before. The adviser ran through the features
of ND+fLP, providing a general overview of the different pilot options. She
then reviewed the lone parent’s job goals and history, as well as qualifications
and experience. She checked the lone parent’s housing arrangements and
discussed childcare and the hours the lone parent would be able to work.
The younger child is in nursery, which means that the lone parent has some
availability but would need to return home early enough to pick up her
child.

The adviser next explored job goals and how the lone parent could use
her NVQ qualification in hotels and catering. The lone parent stated that
her parents have a laundrette and she has thought about working there
but needed to know if she will actually be better off in work than if she
stayed on benefit. The LPA conducted a BOC and discussed IWC as part of
the BOC. She informed the lone parent that she would lose the free school
meals but that 80 per cent of childcare will be paid. The lone parent currently
receives child maintenance and they discussed if that would be affected. The
lone parent decided, after the conversation with the adviser, that she will
actually be better off working at the laundrette part-time and decides to take
the job.

Lone parent case study

This lone parent was on the NDLP caseload and had been looking for work.
She told her LPA that she had applied for several positions over the past two
weeks and had attended two interviews. She explained that she had not
heard anything from either of the companies and had left messages to try
and gain feedback.

During her interview she raised concerns about going off benefits and
returning to work. She was anxious about the initial costs of starting work,
such as paying deposits for nurseries for her son and travelling to work. Her
adviser outlined the different forms of financial support, such as Childcare
Assist and IWC. This was illustrated to her through a BOC. She was pleasantly
surprised at her potential income once she started work.

Continued
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‘lam a bit worried about how much | will have to shell out at the beginning
for the little one’s nursery, as | don’t have any spare cash. | didn’t realise
that there were so many extra benefits available to me once | started

work.’

Her adviser provided her with further jobsearch support, citing three
vacancies in hotels within the city, making telephone enquiries on her behalf
and providing Jobcentre Plus application forms. She had booked a follow-up
appointment with her adviser two weeks later to review the jobs she intended

to apply for.

5.6 Conclusion

The financial support on offer to lone parents was the same in both ND+fLP pilot
districts. As identified in the England ND+fLP evaluation,*® IWC was seen to be
the most effective tool for engaging lone parents. However, IWC alone did not
completely remove the concerns that lone parents had about making the transition
and truly being financially better off in work. It was the presentation of a BOC
with the IWC alongside additional financial support, such as WTC, ADF and Job
Grant, that highlighted the impact of this element and gave the lone parent much
more confidence in their ability to go into work.

WSP was felt to involve too much paperwork and time commitment from advisers,
with little evident benefit. Lone parents did not like the conditionality attached to
the element which required them to attend the Jobcentre Plus office every two
weeks. WSP was, therefore, felt to sustain existing jobsearch activity rather than
incentivise new jobsearch.

3% Hosain, M. and Breen, E. (2007) ‘New Deal Plus for Lone Parents qualitative
evaluation’, Department for Work and Pensions Research Report No.
426, p.82.



Follow-up support

6 Follow-up support

6.1 Introduction

The pilot offered lone parents follow-up support once they have a job in order
to help ease the transition into work and sustain their employment. This support
consists of In Work Support (IWS), where the adviser offers help during the
period of transition between claiming benefits and work should the lone parent
need it, and the In Work Emergency Fund (IWEF), which is there to help pay
for any emergencies that may prevent a lone parent from continuing in their
employment.

6.2 Summary of main points

e Advisers felt that they have always offered IWS; the difference is this became
a formalised procedure. However, such support was not limited to the first 60
days in work but was available for as long as the lone parent needs it.

e Advisers did not promote the existence of the IWEF in case false emergencies
were created.

e Advisers were unclear of the guidance concerning the circumstances in which
the IWEF can be used.

6.3 In Work Support

IWS allows advisers to maintain contact with lone parents who require
additional support within the first 60 days after they have started work. The
aim is to ease the transition to work and prevent the lone parents returning
to Income Support (IS). To claim IWS, lone parents must be or have been on
New Deal for Lone Parents (NDLP).
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As in the England New Deal Plus for Lone Parents (ND+fLP) evaluation,3 advisers
felt that IWS was something that they had been doing anyway but that the pilot
formalised the procedure. In one district, LPAs felt that as IWS is now officially
recognised as an activity under the pilot, they were able to book IWS interviews
onto the Adviser Activity Tool (AAT).

‘We are justified in doing it now.’

(LPA)

However, in the other district, some advisers felt that as they were not assessed
on how much IWS they did and chose to spend their time on activities with clear
targets, such as conversions to NDLP, Work Trials and submissions for jobs.

The level of IWS offered to customers varied across districts from adviser to adviser.
Support ranged from simply telling customers that if they have any problems to
get in touch, to one phone call a fortnight for 12 weeks. Mostly advisers simply
told the customer that if they have any problems to get in touch because they
were there to help them. This was a general invitation, not limited to 60 days,
and examples were given of where IWS was provided one or two years after a
customer had moved into work. Advisers described how customers would contact
them with enquiries regarding Job Grants, organising benefit run-ons and getting
help with organising tax credits. For example, if an adviser had built up a good
rapport with the lone parent they may look to that adviser for support when they
struggle to understand forms for Council Tax or Working Tax Credit (WTC).

‘I particularly feel the IWS is really important — knowing you can go back to
someone if you need help and support. This is really important for me when
I go back to work.”

(Lone parent)

Lone parent case study

This lone parent had been on the ND+fLP for about a year. When we spoke
with her at wave two, she was looking after her daughter full-time and told
us that she was not ready to think about returning to work for health reasons
and had, therefore, not considered any of the support available through the
pilot. By wave three she informed us that she had started to look for work
two months earlier and had found a job within a couple of weeks. She had
previous experience as a waitress and managed to find a full-time position in
a local restaurant.

Continued

39 Hosain, M. and Breen, E. (2007) ‘New Deal Plus for Lone Parents qualitative
evaluation’, Department for Work and Pensions Research Report No.
426, p.45.
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‘My PA sorted out all of my benefits for me — my Working Tax Credit,
Childcare Tax Credit, the Job Grant and the In Work Credit — making sure
it was all set up really quickly so | could start work’. [The lone parent
explained that some of the additional benefits, such as the Job Grant,
were not processed very quickly. She telephoned her LPA and they were
very helpful, resolving the issue very quickly.] The lone parent stated that:
‘The extra financial benefits have been really useful. They were particularly
helpful when | first started work as they bridged the gap between coming
off benefits and my first salary.” [The lone parent’s motivation to work was
to be able to provide for her daughter, but she now feels that she has
gained much more.]

A few advisers felt that there ‘there has to be a cut off point somewhere’ and that
moving into work was the time that their support should finish. Due to demands on
their diary, advisers felt they had very little time to be proactive about conducting
IWS. Often, IWS was fitted into the beginning or end of the day or when Lone
Parent Advisers (LPAs) had a Failure to Attend (FTA).

A few advisers reported that there were some customers who were not happy to
be contacted after they have moved into work, sometimes becoming irritated by
the on-going contact. This reinforces the idea that IWS should be discussed and
the degree of contact should be agreed with the customer before they move into
work.

‘This will vary from person to person, but the minimum it should be is a
phone call after the parent has been in work two or three days to see how
things are going.’

(Project Manager)

6.4 In Work Emergency Fund

The IWEF was introduced to help lone parents meet the cost of emergencies
during the first 60 days in employment and overcome issues that might
otherwise make it difficult to remain in work. The purpose is to help lone
parents remain in work rather than returning to a life on benefits.

Although it was not regularly used, the IWEF was felt to be an essential element
of the pilot. Having spent a long time working with a lone parent to get them
into employment, it ‘gives the adviser confidence’ to know that should anything
happen in the first few weeks the lone parent is in work, they have some support
they can offer if needed.

LPAs described how the IWEF has been used to good effect to cover delayed tax
credit payments, childcare, transport and domestic appliance emergencies.
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6.4.1 Telling customers about the IWEF

Advisers were wary of openly telling the customers about IWEF for fear that they
were going to create false emergencies to access the fund. Instead, advisers gave
customers a vague notion that funding may be available should something come

up.
‘An element of customers would definitely use the funding if they knew it

was available. There is a grapevine and it would get round so that it is used
by lots of parents.’

(LPA)

Some advisers recalled being told by their managers not to inform lone parents
about IWEF. However, other advisers felt that if lone parents knew of IWEF, they
would have more confidence in going out to work knowing that if there were an
emergency, there would be support available to them.

‘Lone parents are not abusing the IWEF. | think it is a bit of a relief for them
knowing it is there if they need it.’

(LPA)

Towards the end of the evaluation period, the guidance was updated and now
states: ‘as the IWEF is a discretionary payment, it should not be formally publicised
or advertised. However, advisers must ensure that all eligible lone parents are
made aware of this fund’. One ASM felt that advisers should tell lone parents
about the IWEF but in such a way that they do not refer to ‘a pot of money’.

‘You need to inform customers smartly.’
(Adviser Service Manager (ASM))

6.4.2 IWEF guidance

Advisers in both districts expressed a lack of clarity and understanding about what
IWEF could and could not be used for. Advisers and one ASM cited the examples
that were provided in the guidance as being car maintenance and clothes but felt
that these were not the type of emergencies that lone parents face in the first 60
days. It was felt by LPAs and ASMs that the majority of issues faced concerned the
payment of bills but that the IWEF could be used for this.

In addition, the associated paperwork was felt to be lengthy and time consuming.
The guidance indicates that the customer should be able to receive the necessary
funds immediately; however, a new financial system meant that they have to wait
four days for payment and ‘by then it can be too late’. One adviser explained how,
in the absence of the ASM, he had to coerce the Jobcentre Plus office manager
to sign the paperwork. Any delays in the process can take away from the concept
that it is to help out in an emergency.
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LPA case study

One adviser talked about a lone parent who had been on IS for less than six
months, so they were not entitled to receive a continuation of some of their
benefits for four weeks after they have moved into work (a ‘benefit run-on’).
The customer was moving into work and was required to pay rent from day
one but their IS was stopped and they would not receive a salary for a month.
The LPA wanted to be allowed to use IWEF to help cover a couple of weeks’
rent for the customer and put together an application. However, they were
told that this was not an appropriate use of the IWEF. As a result, the lone
parent immediately went into debt when they started work.

6.5 Conclusion

Variation in the volume and use of IWS was evident within and between districts.
The IWS on offer will depend on the LPA attitude to support once a lone parent
has moved into employment, the time available to undertake IWS and an
understanding of what constitutes IWS. To ensure consistency of delivery, clear
guidance needs to be issued to advisers on what was expected, together with the
promotion of good practice.

As in the England ND+fLP evaluation,*® the IWEF was regarded as an important
part of the ND+fLP package, despite it being underutilised. There was variation in
levels of understanding of what the fund can be used for within the pilot districts,
with some advisers being more open with their lone parents about the fund than
others.

Although not currently the case, IWS and IWEF could be packaged and presented
to customers as support to aid the sustainability of their employment.

40 Hosain, M. and Breen, E. (2007) ‘New Deal Plus for Lone Parents qualitative
evaluation’, Department for Work and Pensions Research Report No.
426, p.63.
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7 Childcare

7.1 Introduction

Childcare is often seen as one of the main barriers preventing lone parents from
entering into employment. One element of the pilot was specifically aimed at
helping lone parents with their childcare needs. Childcare Assist was available
to enable lone parents to settle their children into childcare before they start
work. Furthermore, the provision of the extra resource for an additional Childcare
Partnership Manager (CPM) enabled advisers to have access to support in
addressing lone parents’ childcare needs.

7.2 Summary of main points
e Childcare Assist was used very rarely, as it was not felt to be an appropriate offer
for lone parents returning to work.

e Up-front childcare costs present one of the biggest barriers for lone parents
taking up formal childcare places.

e Some lone parents are reluctant to use formal childcare.

* The same issues were reported with regard to the limitations of childcare supply
in Scotland and Wales as in England: mainly cost and hours of availability.

e Staff felt that if Childcare Assist was available for childcare provision during the
first week the lone parent moves into employment, there would be an increased
take-up of this element.

7.3 Childcare Assist

Childcare Assist allows for the payment of formal childcare during the week
immediately before the customer starts work.
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There have been few reported uses of Childcare Assist in either district. Advisers
and managers felt that the low uptake of Childcare Assist was due to a number
of factors: Firstly, lone parents did not want to leave their children in care the
week before they started work because they wanted to make the most of the
time they were able to spend with them. Secondly, many providers offered a ‘trial
period’ where a parent was able to leave their child with the provider without
charge, allowing the provider to ensure they settle in. CPMs and advisers continue
to believe that if Childcare Assist was offered for the first week in employment,
rather than the week before, it would be much more valuable. Thirdly, many lone
parents will go into the Jobcentre Plus office on a Friday to inform the Lone Parent
Adviser (LPA) they were starting work on the Monday. This meant that Childcare
Assist would not be an option for them.

‘It either needs to be changed so that childcare is purchased for the first
week in work, or scrapped altogether.’

(Project Manager)

These factors were also identified and presented in the England New Deal Plus for
Lone Parents (ND+fLP) evaluation.*'

7.4 Other childcare issues

Lone parents identified other childcare issues, similar to those faced by all parents,
and which were not addressable within the remit of the pilot. These were: finding
out about childcare options; not wanting to use formal childcare; and the payment
of up-front childcare costs.

Some lone parents were not keen to use childcare because they did not know
about the childcare options that were available to them. Although advisers
may not know about all local availability, they were able to refer to the CPM
for help or provide the lone parent with details of who could help such as the
Children’s Information Service or Working for Families (WFF).#> One lone parent
with experience as a hairdresser found a vacancy advertised in a shop window.
She applied for the job and visited Jobcentre Plus to discuss with her LPA how this
would affect her benefits. She had some issues around childcare but was able to
solve these with her adviser’s help. The lone parent said,

‘The adviser is very good. He was really helpful today. It is worrying going
back to work, childcare is a problem, but I think I've got it sorted now.’

41 Hosain, M. and Breen, E. (2007) ‘New Deal Plus for Lone Parents qualitative
evaluation’, Department for Work and Pensions Research Report No.
426, p.66-72.

42 WEFF is an organisation that is available in Scotland but not in Wales.
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Lone parent case study

This lone parent attended the Jobcentre Plus office for her Quarterly Work
Focused Interview (QWEFI). She felt ready to go back to work. However, she
had concerns about childcare as she had never used it before. Additionally, she
had only recently moved to the area and was unsure about what was available.
She thought it was helpful to receive information about local provision as she
had limited knowledge. ‘I feel more confident about childcare after meeting
with my adviser. They have given me a number and I'm going to phone it
later. Hopetully, they will tell me about childcare and | can have a look around
before | send my kids’.

Some lone parents were reluctant to use formal childcare, and often did not want
to leave their children until they were at least of nursery age* if not older.

‘My biggest worry is childcare. It would have to be someone who | knew
really well. | don’t want to leave him with just anybody. | don’t think it would
be safe.’

(Lone parent)

Some lone parents told us that the adviser had discussed childcare issues during
their interview, but that they were definitely not interested in going to work until
their child was in school. One lone parent explained that she was not happy to use
childminders because ‘I don’t know who they are’. As a result of not wanting to
use childcare, those lone parents who were considering finding work, would only
consider term-time, part-time employment. This was often low paid but highly
sought-after work.

Staff and lone parents in both pilot areas, with the exception of rural areas in the
Scottish ND+fLP pilot district, felt that there was an ample supply of childcare in
their areas. The childcare barrier was not one of supply per se, but often cost or
opening hours. Both management and LPAs in both district areas highlighted the
lack of childcare provision for children with disabilities.

The cost issue frequently refers to paying up-front childcare costs to get a place
with a provider. If a provider required a month’s payment in advance, this could be
in excess of £800 per child. In the Scottish ND+fLP pilot district, advisers use WFF
for help to locate childcare and pay for any up-front childcare costs. WFF gave a
presentation to the LPAs about the services they were able to offer and LPAs felt
that WFF ‘have their finger on the pulse more” with childcare across the district. The
payment of up-front childcare costs is something that the Government recognises
as an issue. In order to address this barrier, London Jobcentre Plus districts are

4 In both ND+fLP pilot districts, children aged three to four years have access
to free voluntary part-time nursery education. Children start compulsory full-
time primary education aged five years.
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piloting the payment of Up-Front Childcare Costs for NDLP participants from April
2008.4

It is felt that the paperwork associated with the pilot could be complicated. For
example, there were several different forms for childcare, depending on the type
of provision being sought. Management and LPAs would like to see one form.

7.4.1 The additional CPM

The presence of an additional CPM means that advisers should have access to
additional support to source suitable childcare provision for lone parents. In the
Scottish ND+fLP pilot district the CPM has given advisers a pro forma to fill in on
a lone parent’s childcare needs and then the CPM will spend the time sourcing
childcare provision. The adviser will receive a response from the CPM even if they
have been unable to source the childcare requested.

One CPM felt that the childcare offer within the pilot could be improved if advisers
were able to source and purchase childcare for lone parents, for example a booking
for the initial 13 weeks of work, allowing lone parents to get used to childcare
and then take over responsibility for payment once they have been in work for a
while.

The CPMs did not feel that the pilot had added to the workload associated with
the role of CPM. In both pilots, childcare partnerships had been established for
many years, and have continued through the pilot. New partnerships have been
established with childcare providers, but this has been manageable within their
role.

Lone parent case study

One lone parent felt that there was very little available to meet her needs as
the availability of childcare options outside office hours was thought to be
quite limited. This, combined with the cost of childcare discouraged the lone
parent from looking for work. The lone parent felt that advisers held limited
knowledge on available childcare provision and that the interview focused too
greatly on the financial support available and less on exploring the lone parent’s
personal needs and interests. After their meeting, the lone parent said:

‘I don’t really feel any more confident about the childcare options available
to me. My adviser did talk to me about a number of options but none of
them meet my needs. They told me they can help with the money but |
want more information about the type of childcare. | feel like | have to find
out everything myself. | want to find work as a fitness instructor. There is
limited childcare available for these working hours. | felt that my adviser
had a small amount of knowledge on the provision and | need to know it’s
ok. | want my son to be safe.’

4 DWP(2007) ‘Ready for work: full employment in our generation’ Department
for Work and Pensions Command Paper, p.46.
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7.5 Conclusion

All staff would like to see the childcare offer improve. As identified in the England
evaluation,* it was widely felt that lone parents need support for their childcare in
the first couple of weeks after they return to work, rather than before they enter
employment, hence the low take-up of Childcare Assist.

Lone parents have identified other childcare issues that they need support to
address. Many lone parents were not happy to consider using childcare options;
but in some cases, advisers were able to inform lone parents of childcare options
they had not been aware of, with the result that they felt more positive about
using formal childcare. The future increased visibility and accessibility of the CPM
in Jobcentre Plus offices may help increase awareness of childcare provision and
provide the opportunity to find suitable options for lone parents.

4 Hosain, M. and Breen, E. (2007) ‘New Deal Plus for Lone Parents qualitative
evaluation’, Department for Work and Pensions Research Report No.
426, p.71.
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8 Conclusions and
recommendations

8.1 Introduction

This evaluation has followed the set-up and delivery of New Deal Plus for Lone
Parents (ND+fLP) in two district pilot areas in Scotland and Wales over its first year.
During this time the elements on offer to lone parents have changed and the mode
of delivering some elements has evolved. Where possible, comparisons have been
made with the England evaluation of the ND+fLP pilot in England,*® however,
it is important to remember that there are geographical variations between the
districts and delivery models have varied.

ND+fLP delivers a new way of working with lone parents that is both challenging
and flexible. In order to support this, the policy move from a voluntary regime
delivered through New Deal for Lone Parents (NDLP) to a greater emphasis on
rights and responsibilities needs to be accompanied with a parallel shift in attitudes
from advisers and lone parents. Although participation on ND+fLP is voluntary,
as it is for NDLP, from October 2008 lone parents will experience an increased
conditionality, with the removal of Income Support (IS) for many lone parents
when their youngest child is 12 years old, reducing to seven years old in 2010.#

8.2 Management, delivery and staff training

The two district areas have chosen differing ways in which to manage and deliver
the ND+fLP pilot. The Scottish pilot district operated a mostly decentralised model,
with small elements of administration conducted by a centralised resource, while
the Wales ND+fLP pilot area has moved from a decentralised to a centralised model

4 Hosain, M. and Breen, E. (2007) ‘New Deal Plus for Lone Parents qualitative
evaluation’, Department for Work and Pensions Research Report No. 426.

47 DWP(2007) ‘Ready for work: fullemployment in our generation’, Department
for Work and Pensions Command Paper.
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of management. The administrative team has been centralised throughout delivery
of the pilot in Wales. Both district areas felt that their model of delivery worked best
for them and there was no clear evidence to suggest that one mode of delivery is
more effective than the other. A centralised team allows for consistency in delivery
and an efficiency of resources. Moreover, a centralised team allows staff to gain
an increased knowledge of the needs particular to lone parents. A decentralised
model ensures access to management to resolve issues and authorise paperwork
and the ability to monitor administration. Staff within both district areas expressed
the importance of meeting regularly with other Lone Parent Advisers (LPAs) in
their district to share knowledge, ask questions and determine best practice. This
also ensures consistency in delivery across the district.

The guidance issued to the districts for setting up the pilot was deemed useful and
clear, if a bit lengthy. However, there appears to be some contradictory messages in
the guidance issued. For example, Jobcentre Plus Local Payment System guidance
indicates that all customers are to complete a form for their expenses and have
it paid direct into their bank account or by cheque within four days. However,
Jobcentre Plus guidance for lone parents asserts that lone parents are not to be
left out of pocket and should be able to claim their expenses immediately.

‘Why is there not one set of quidance?’
(Childcare Partnership Manager (CPM))

LPAs wanted to see a change in the way that guidance and information was shared
with them from district. Guidance was forwarded to Adviser Service Managers
(ASMs) and LPAs by district management, however, the guidance is lengthy and
staff said they did not have the time to read large documents to establish what
had changed. It is felt that head office should either provide a summary for staff or
the Project Manager should read the guidance and summarise it for the relevant
staff, rather than simply forwarding it on.

‘Advisers and ASMs are too busy to read pages and pages of complicated
quidance.’

(ASM)

LPAs would like more face-to-face interaction with district management and
delivery partners. They felt that ‘it is a one way flow of emails’, and would like to
have more face-to-face interaction to allow them to ask questions and get clarity.
In addition, they would like some of the partners (e.g. Discovery Event providers,
local training providers, etc.) to come and give informal presentations to them, to
inform them of what they provide and which lone parents may benefit and should
be referred on.

Advisers in both districts felt there could be improvements with the training
provided prior to the pilot going live, with greater focus on the needs and barriers
of lone parents. The final guidance for More Voluntary Contact (MVC) and Flexible
Provision had not been finalised at the point of training, so advisers were left
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unclear on the details of these aspects of the pilot. This created confusion for LPAs
and ASMs and led to inconsistency in levels of understanding amongst staff. Staff
who joined the lone parent team after the pilot went live, did not receive formal
training for the pilot; rather, they shadowed other staff and worked it out as they
went along. Moreover, administrative staff did not receive any training on the pilot
as a whole or the tasks that they would be undertaking. Administrative staff have
tried to work things out as they went along, which in some cases led to teething
problems for the pilot and variations in the degree of support offered to the lone
parent teams.

If individual elements of the pilot were not used on a regular basis (for example
Childcare Assist and the In Work Emergency Fund (IWEF)), advisers lost knowledge
and confidence in their ability to deliver it and therefore, shied away from offering
it to lone parents.

CPMs, ASMs and LPAs in both pilot district areas could see a benefit to regular
district-wide meetings for all staff involved in delivering the pilot to meet and
share good practice. Since moving to a centralised model, the South East Wales
ND+fLP pilot area had created this opportunity bimonthly. LPAs in the Scottish
ND+fLP pilot district expressed a desire to at least have regular cluster meetings to
meet with local colleagues.

‘Every office has a different perception on the same things but we're still
supposed to be delivering a universal service.’

(LPA)

8.2.1 Recommendations on management, delivery and staff
training

e Guidanceissued can be lengthy and complex. A summary version of the guidance
should be produced to make it more accessible to LPAs. The summary should
specify what is new, what has changed and the impact this has on delivery of
ND+fLP. This should then be disseminated to the staff involved. Where possible,
this should be done in a face-to-face setting allowing staff the opportunity to
ask questions and clarify understanding.

e Regular meetings should be held with all staff involved in delivering ND+fLP.
This could be done in a series of cluster meetings or in a district wide event.
This would allow for the sharing of knowledge and good practice and ensure
consistency of delivery of the programme across the district.

e Provide enhanced training to newly recruited advisers and refresher training
for advisers. The regular district meetings could be considered an opportunity
to conduct refresher training for staff. Introduce structured quality assurance
processes to ensure skills are being utilised.
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e Provide all staff with a reference pack containing definitions of pilot elements
with concise instructions on who is eligible for each and how to access it. Provide
staff with the contact details of a member of staff who can answer questions
and guide the adviser through the process.

e Ensure a structured and formal approach to the training of administrative staff.
Modules focused on different duties could allow the course to be tailored to
different roles.

8.3 Tools for engagement

The chocolate box leaflets associated with the pilot have been received well by
both lone parents and Jobcentre Plus staff. The larger leaflets were often deemed
too large, particularly in the Wales ND+fLP pilot area where the leaflet was
bilingual. However, the amount of support available for lone parents meant that
there was a large number of leaflets on advisers’ desks and a lot of information for
lone parents to digest. The Scottish ND+fLP district recently received one concise
leaflet that summarises a lot of the support available to lone parents, which proved
popular with both advisers and lone parents.

The additional marketing budget available for promoting the pilot to lone
parents has proved problematic due to the need to remain within the Jobcentre
Plus brand and the bureaucratic and slow procurement process. This has stifled
innovation and management have had to use NDLP branded goods available from
head office, which have also proved difficult to procure.

When Action Plans were completed on a regular basis, they were deemed more
useful for the adviser than the lone parent. Due to the voluntary nature of agreed
actions, advisers said that lone parents rarely complete them; thus, the document
has become meaningful as a record of the conversation for the LPA rather than a
tool for the lone parent to use.

Although not directly related to the pilot, the introduction of Quarterly Work
Focused Interviews (QWFIs) for lone parents whose youngest child is 11-13 years
old and who had been on Income Support for at least one year increased the level
of engagement with some lone parents. LPAs had a mixed response to the impact
of QWFIs. Some advisers have seen lone parents who previously had no intention
of returning to work move into employment. Other advisers felt that the increased
demand on their time means that adviser resources are often ‘juggled” to meet
demand. ASMs described how they try, where possible, to maintain resource
capacity for the pilot. In one Jobcentre Plus office, the ASM was looking to train
Incapacity Benefit advisers so that when the lone parent team are short staffed,
‘we will be able to pull people in to cover the busy times. Basically we are just
moving people around to maintain the capacity’.

Advisers felt that QWFIs were not suitable for all lone parents, specifically those
with long-term care responsibilities or disabled children. Advisers would like some
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flexibility to defer QWFIs for those customers whose circumstances were not likely
to change in the immediate future.

Advisers indicated a lack of understanding about what constitutes MVC and
how time spent undertaking it should be recorded. In addition, advisers have
recognised little benefit in undertaking MVC and felt that if a lone parent was
happy to undertake voluntary contact then they should be caseloaded onto NDLP.
As there was no time allocated in the diary for undertaking MVC, advisers were
dependent upon Failure to Attend (FTA) in order to deliver this element.

It was generally felt that there is a strong focus on job outcomes and Adviser
Activity Tool (AAT) targets which did not provide credit for ‘soft outcomes'.
Advisers had targets for the number of interviews they must achieve each day,
such as the number of lone parents they convert to the NDLP caseload, submission
for jobs, Work Trials, etc. Advisers expressed concerns that they were being pushed
to meet all their targets, sometimes at the detriment to what might be the most
appropriate outcome for the lone parent.

8.3.1 Recommendations on tools for engagement

e Review the rules surrounding marketing associated with ND+fLP with a view
to speeding up the procurement process and encouraging local innovation to
promote the programme.

e Examine the ways in which advisers can apply discretion to QWFIs for those lone
parents whose situation is not going to change in 12 weeks.

e Give consideration to what constitutes MVC and how it should be recorded
on the AAT. Guidance should be effectively communicated to advisers and
managers about this element.

e Review the action planning process with a view to identifying when it is
appropriate for a lone parent to sign and take away a copy of their Action
Plan.

e Examine the role of the AAT in determining LPAs" work. Review the use of targets
for LPAs with a view to allowing flexibility in addressing individual customer
needs.

8.4 Improving pilot support

Overall, it was felt that there was a lot on offer to support lone parents in moving
into work. It was broadly felt that the pilot offers ‘an excellent menu’ (LPA) of
support for lone parents, and advisers were confident that they have the tools
to support lone parents in moving them back to work. However, some of that
provision needs further tailoring. The evaluation has identified that:
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e enhanced adviser training should be made more applicable to working with
lone parents;

e Childcare Assist should be offered for the first week in employment;

* Flexible Provision should have a simplified application process that will also
speed up the procedure;

e clearer guidelines should be made available on the use of IWEF;

e consideration should be given to how to support lone parents towards the end
of In Work Credit (IWC) provision;* and

e time should be made available for advisers to deliver In Work Support (IWS).

IWC, Flexible Provision and the IWEF were felt by staff to be the main strengths
of the pilot. Despite the latter two elements being underused, having all the
elements available was felt to be a comfort to advisers in being able to help
address any barriers that lone parents may present. Lone parents appeared to
recall conversations about IWC above other elements.

Staff felt that the loss of the Work Search Premium (WSP) from the pilot is
the right thing given the level of paperwork involved for little evident benefit in
moving lone parents into employment.

One CPM and a Discovery Event provider who has experience of working with this
customer group recognised that lone parents responded well to being in a group
with other lone parents and would like more opportunity to work with them in
groups.

‘This is a good opportunity to get them onside and engaged.’

(Discovery Event Provider)

Lessons learned from experience of engaging with groups of lone parents during
the pilot, giving the opportunity for customers to share experiences with peers,
has already begun to influence wider lone parent engagement policy. Options
and Choices Events, aimed primarily at lone parents in the run-up to changes to
their IS entitlement when their youngest child reaches a trigger age, are due to be
introduced nationally in 2008.

Although the majority of staff believed that current provision for lone parents
was adequate in being able to support their transition into employment, staff
did highlight some issues associated with the transition period of moving into
employment.

4% Department for Work and Pensions (DWP) has recently suggested piloting
a number of different ways of paying IWC in a mix of weekly and lump
sum payments linked to attendance at a meeting with an adviser to discuss
their job and identify any future support needs. (See DWP (2007) ‘Ready
for work: full employment in our generation’, Department for Work and
Pensions Command Paper, p.14.)
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One of the primary concerns that lone parents had when moving into work was
that they would immediately incur a lot of expenses as they move off benefits.
Lone parents face an uncertain time when moving to a monthly salary, which can
be difficult for them to manage. In addition, they need to negotiate the complex
web of paperwork and the payments of benefit run-ons, Working Tax Credit
(WTC), Council Tax, childcare and travel. Advisers and management would like
to see formal money management support available for lone parents who are
making the transition from benefit into work.

When a lone parent moves into work they lose benefits, such as free school meals.
Losing this entitlement can mean a large additional expense, particularly for those
with three or more children. Staff felt the continuation of these other support
benefits could be offered as part of the IWS package.

8.4.1 Recommendations for improving pilot support

e Address the management of adviser workload to enable LPAs to deliver QWFIs
and caseload interviews without lone parents needing to wait up to three weeks
to be seen. Ensure that time is made available for advisers to carry out MVC and
IWS without being reliant upon FTAs.

e Review the childcare offer available under the pilot and reconsider the rules
associated with Childcare Assist. We are aware that an Up-Front Childcare Costs
pilot is being run in London districts from April 2008.4°

e Improve adviser knowledge on training provision available through Jobcentre
Plus and its partners: specifically, that which fits in with lone parents’ needs. This
includes the content of Discovery Events and guidance on who would benefit
from attending.

e Simplify the process for application of Flexible Provision to ensure applications
are processed smoothly and efficiently and are delivered within a time frame
that meets the needs of lone parents.

e |ntroduce a more structured approach to helping lone parents with financial and
debt management. Consider the provision of money management workshops
for lone parents who are making the transition into employment. This could be
delivered through referrals to a specialist agency and offered as part of the IWS
package offered to lone parents.

8.5 Impact and outcomes

A move into employment is viewed as the ultimate outcome from any intervention
that Jobcentre Plus offers, including ND+fLP. However, with lone parents, many
staff felt that lone parents are generally ‘further away from the labour market

4 DWP(2007) ‘Ready for work: fullemployment in our generation’, Department
for Work and Pensions Command Paper, p.46.
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than a JSA customer’ and that ‘there are many steps in the journey’. Many LPAs
felt that most lone parents needed lots of support and hand-holding to help them
see beyond the barriers they initially present and to get them ready for work.
Thus, LPAs felt that getting a lone parent to think about entering into employment
is also a positive outcome, particularly if they have been out of work for a long
time and initially had no intention of moving into work. Measures of success need
to capture the distance travelled as well as employment outcomes.

Both district management teams expressed frustration at the lack of Management
Information (MI) available in order to assess the progress of the pilot. Informal
communicationwithotherpilotareashasprovedvaluableinreassuringmanagement.
One ASM feels that ‘Unfortunately we have such low MI on lone parents | feel like
I am treading water and looking for the light, but the light never comes’. Through
collation of clerical data by each Jobcentre Plus office, both districts have noted
that different Jobcentre Plus offices are achieving different results with different
elements of the pilot. The MI provided an indication to district management on
how they were delivering different elements. However, the Scottish ND+fLP pilot
district were keen to enforce the importance of understanding the stories behind
the Ml as it became evident that some advisers were using different markers and
some not recording certain activities at all.

8.6 Overall conclusions

The extension of ND+fLP to districts in Scotland and Wales has confirmed many
of the findings of the evaluation of ND+fLP in England.>® Staff felt that the pilot
offered lone parents the much needed support to address the multiple barriers
that lone parents face in entering employment but with the need to fine tune
some of the elements to make them more appropriate to customer needs. Some
elements of the pilot have been deemed more effective than others at engaging
lone parents but it was the availability of the package of support which aided LPAs
in their role of moving lone parents into sustainable employment.

Many lone parents were genuinely surprised at the volume of support available
through NDLP and the ND+fLP pilot. Once lone parents became fully engaged and
aware of the opportunities available, through the work of Jobcentre Plus Personal
Advisers, there was a marked impact in levels of confidence and enthusiasm.
The positive evaluation findings from the pilot in Wales and Scotland illustrate
further the published evaluation of the five ND+fLP pilot districts in England,®' that
increased engagement with lone parents using an integrated package of support
and incentives can be valuable in helping them return to work.

0 Hosain, M. and Breen, E. (2007) ‘New Deal Plus for Lone Parents qualitative
evaluation’, Department for Work and Pensions Research Report No. 426.

> Ibid.
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Appendix A

Summary of New Deal
Plus for Lone Parents Pilot
elements

Action Plans

Action Plans are a mandatory requirement for advisers during each Work Focused
Interview (WFI). Advisers are expected to complete one at the initial WFI and then
regularly review and update the Action Plan. From October 2005, it has been a
requirement for lone parents to agree on the Action Plan as part of participating
in a WFI. Since April 2005, changes to the Labour Market System (LMS) data entry
and recording system used by Jobcentre Plus have supported this requirement.

Discovery Events

Discovery Events are a form of support for lone parents who have not yet joined
New Deal for Lone Parents (NDLP). The objective is to build confidence, engage
with employers, explore career paths and address concerns and limitations to
entering employment. Their aim is to help lone parents move closer to the labour
market by encouraging them to take up NDLP or Employment Zone provision or
through work-related training.

Childcare Assist

Childcare Assist allows for the payment of formal childcare during the week
immediately before the customer starts work.
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Work Search Premium

Work Search Premium (WSP) offered £20 per week extra support for up to sixmonths
payable to lone parents who had been on benefit for more than one year but who
agreed to actively and consistently look for work. This initiative was introduced in
October 2004 and was piloted in all the Extended School areas except one. This
exception was due to the area also being an Employment Zones area and the WSP
was not compatible with Employment Zones. To qualify for WSP the lone parent
had to be participating in the NDLP programme. WSP was discontinued from
1 April 2007.

In Work Credit

£40 per week (or £60 per week in London districts) is payable to lone parents who
have been claiming Income Support (IS) for 52 weeks or more when they get a
job of more than 16 hours per week. This allowance is paid for the first year of
work.

In Work Emergency Fund

The In Work Emergency Fund (IWEF) was introduced to help lone parents meet
the cost of emergencies during the first 60 days in employment and overcome
issues that might otherwise make it difficult to remain in work. The purpose is to
help lone parents remain in work rather than returning to a life on benefits.

Additional Administrative Support

Each district was provided with an additional administrative resource to help
them deliver the pilot. The resource could be distributed across the district at the
discretion of the Project Manager.

More Voluntary Contact

This initiative involves the provision of named advisers to work with lone parents
through the duration of their benefit claim. The rationale is to apply a more
intensive regime, but without the conditionality that accompanies other regimes
such as Jobseeker’s Allowance (JSA). This allows for more frequent and sustained
contact to reach a broader cross section of lone parents and encourage them to
participate in NDLP and move into work.

Additional Childcare Partnership Manager

An additional Childcare Partnership Manager (CPM) resource was provided as part
of the pilot. Responsibilities have either been shared between the CPM and the
additional CPM or the additional CPM has had full responsibility for the pilot area
of the district.
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Flexible Provision

This resource is intended to allow District Managers the flexibility to purchase
training courses or provision, which is currently unavailable and they believe will
make a difference to lone parents’ employment opportunities. This would allow
advisers greater opportunity to address specific needs.

In Work Support

In Work Support (IWS) allows advisers to maintain contact with lone parents who
require additional support during the first 60 days after they have started work.
The aim is to ease the transition to work, and prevent the lone parents returning
to IS. To claim IWS, lone parents must be or have been on NDLP.

Jobpoints in Children’s Centres

This initiative involves the installation of a remote access Jobpoint in one Children’s
Centre in each pilot district. This would allow better information about the
availability of jobs and the take up of other services such as NDLP. CPMs are
expected to raise awareness about the Jobpoints and handle enquiries through
regular contact with Regional Sure Start teams and Children’s Centre managers.

Marketing package

The marketing package was designed to sell the benefits of an overall package
of interventions, bringing together all elements in the pilot using a distinctive
‘chocolate box' motif. In addition to large brochures and smaller leaflets, other
material such as videos, audio, and posters are also available. Material has been
produced in a range of languages including Bengali, Urdu, Gujarati, Hindi and
Punjabi.
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Qualitative approach and method

Approach and sample

The methodology for the qualitative evaluation was developed on the basis of the
research specification and initial discussions with the Department for Work and
Pensions (DWP) to ensure consistency with the qualitative methodology for the
evaluation of the Pilot in England.>?

The approach is longitudinal, consisting of observation of the live running of the
Pilot over time to identify and feedback promptly on development of the Pilot,
specifically on: the policy offer, changes to delivery and practice and organisational
management.

The Pilot was initially set up in five English districts in April 2005 and has been
extended to two further Jobcentre Plus Districts, one in Scotland (Edinburgh,
Lothian and Borders) and one in Wales (South East Wales, specifically the former
Cardiff and Vale district). The Pilot district in Wales includes five Jobcentre Plus
offices; three in Cardiff City, one in the Vale of Penarth and one in Barry. The
area covered by this district is fairly compact. In Scotland, the district covers a
large geographical area including Edinburgh, the Lothians (East and West) and the
Borders (five local authority areas). There are 13 offices across the district (four in
Edinburgh, six in the Lothians and three in the Borders).

The Pilot went live in Scotland and Wales on 2 October 2006 and the fieldwork
was planned in three waves:

e wave one (February 2007) was towards the beginning of the Pilot and was
intended to examine the process of setting up and rolling out the Pilot across
the district, identifying any issues with implementation;

e wave two (June 2007) was midcourse of the evaluation and was set up to
explore the running of the Pilot and identify any emerging impacts; and

e wave three (October 2007) after the Pilot had been running for one year to
allow the evaluation to pick up final reflections of the Pilot and any impacts it
may have had.

In all waves of the research, detailed written guidance was prepared for researchers.
In addition, team briefings were held to discuss the approach and methodology
before each wave of fieldwork. The main components of the evaluation are:

® a scoping visit to each district;

e interviews with the district and Pilot management within the two Pilot districts.
Interviews with the Childcare Partnership Managers (CPMs) and Additional
Childcare Partnership Managers (ACPMs) in each district;

52 See Breen, E. and Hosain, M. (2007) ‘New Deal Plus for Lone Parents
qualitative evaluation’, DWP Research Report 426.
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e interviews with Adviser Service Managers (ASMs) and Lone Parent Advisers
(LPAs), and administrative support staff;

e observations interviews between lone parents and their advisers;

e initial and follow-up interviews with lone parents following their meeting with
their adviser; and

e interviews with Discovery Event providers and the Children’s Centre Manager
where the Jobpoint was located.

The evaluation tools included in-depth interviews, focus groups, telephone
interviews and observations.

Scoping

A scoping exercise preceded fieldwork and was conducted in August 2006. In
order to minimise the burden on districts, the visits were coordinated to coincide
with DWP baselining visits. The purpose of the visit was to establish: initial plans
for delivery of the Pilot; if all the elements would be in place when the Pilot went
live; and to set up the communication strategy for the evaluation. The scoping
visit also allowed us to agree logistics and details for the evaluation with district
staff. During the scoping visits, the case study offices were agreed based on a
combination of factors including size, location (rural and urban) and the volume
of customer traffic.

Fieldwork

Interviews

During waves one and two, the main evaluation tools used with staff were in-
depth interviews. This allowed for individual perceptions and opinions to be
explored at all grades. Wave one focused on the initial set up of the Pilot including
guidance, training and initial delivery issues. Wave two explored delivery issues in
more detail, and the impact of each of the Pilot elements. During wave three, a
combination of focus groups and interviews were used with staff to reflect back
on the pilot, consider what worked well and any areas of improvement.

Topic guides where the depth interviews were developed for all categories of staff
and external partners and are included in Appendix D. In each wave of fieldwork,
new topic guides were developed to capture the progression through the pilot
and issues specific to particular stages of implementation.

Table B.1 summarises the number of interviews undertaken with Jobcentre Plus
staff during the course of research.
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Table B.1 Summary of interviews with staff

Wave 1 Wave 2 Wave 3’ Total

Wales Scotland Wales Scotland Wales Scotland
District 3 4 3 4 3 2 19
Management
Adviser Service 4 2 2 2 12 N/A 11
Managers
Lone Parent 7 6 8 9 N/A N/A 30
Advisers
Administrative 5 4 4 4 N/A N/A 17
support
Discovery Event 2 1 1 1 2 1 8
Provider
Children’s Centre 1 1 1 1 1 N/A3 5
Manager
Total 22 18 19 21 7 3 90

' Focus groups were conducted with many staff in wave three, therefore, removing the need
for in-depth interviews.

2 The structure of the team had changed by wave three and one ASM has responsibility for all
LPAs. The ASM was unable to join the focus group for managers, so was interviewed
separately.

3 As the Jobpoint was not in use at wave three, and had not been moved to its new location, it
was felt inappropriate to speak with either the old or new contact.

Focus groups

Six focus groups were conducted during the wave three fieldwork. The Table B.2
outlines the focus of the topics and the attendees.

Table B.2 Description of focus groups undertaken and the
number of attendees

Number of attendees Total

Topic of focus group Who attended Wales Scotland
Overall delivery of the pilot LPAs and administrative 9 7 16
support
Flexible Provision and LPAs, Third Party Provision 7 6 13
Mainstream Provision Manager (TPPM) and
Operational Procurement
Unit (OPU)
Management and impact  Pilot Management and 2 4 6
of the pilot ASMs

Total 18 17 35
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Many of the participants in the fieldwork were involved at all three stages, except
where staff had moved on. This enabled an examination in any shifts in perspective
over the course of the pilot.

Observations

Observations were conducted with the intention of capturing the dynamic between
frontline staff and lone parents. Delivering the appropriate information at the
right pace for the lone parent to understand was considered key to engaging lone
parents and therefore, the delivery of the Pilot.

The sample of observations was dependent on the bookings for the day.
Observations included first Work Focused Interviews (WFls), Quarterly Work
Focused Interviews (QWFIs), exploratory discussions with advisers, New Deal Plus
for Lone Parents (NDLP) interview/follow-up and lone parents informing their
adviser that they were starting employment.

The sampling for the interviews was opportunistic. Two or three researchers
would visit an office to undertake interviews with staff, observations and lone
parent interviews. Wherever possible, one researcher would observe the interview
between the adviser and lone parent, while another would subsequently interview
the lone parent to determine their response. This was particularly useful to gain
differing perspectives and for the interview with the lone parent not to be tailored
around what the researcher had just witnessed in the interview. This, therefore,
allowed for an examination of the interaction both from the perspective of the
interviewer and the interviewee.

Researchers prepared for the observation by discussing the forthcoming interview
with the adviser, while also observing the preparation for the interview. During
the interview, researchers sat unobtrusively behind LPAs, but close enough to
see what was being entered in the Labour Market System (LMS), and during the
action planning process. As non-participant observers, no comments were made
during the interview. Following the interview, the researcher again interviewed
the adviser to discuss the content and outcomes from the interview.

There were some methodological concerns that the observations would influence
the advisers’ behaviour, prompting them into presenting text-book behaviours,
which would deviate from their normal mode of interaction. Moreover, there were
fears that the observations could be intrusive and invade privacy; both for the
adviser and the customer.

These concerns were mitigated to some extent by gaining the permission of
both staff member and customer prior to the observation. It was also stated
that the information gathered about the lone parent’s circumstance would be
kept anonymous and, in the case of staff, the fact that it was unrelated to any
assessment of performance. In all cases, customers were open to having their
interview observed.

Observation templates are included in Appendix E.
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Table B.3 Number of observations of lone parent interviews

Wave 1 Wave 2 Wave 3 Total
Wales Scotland Wales Scotland Wales Scotland
Lone parent/LPA 8 8 2 4 N/A N/A 22

observations

Interviews with lone parents

Face-to-face interviews

During waves one and two, lone parents were interviewed face to face after their
interview with their LPA. During wave one, we experienced a high number of
Fail to Attends (FTAs) for interviews, and did not achieve the number of face to
face interviews we were hoping for in Scotland. This was due to the fieldwork
taking place during a school holiday and lone parents are less likely to attend
their interviews. In order to ensure this was not repeated during wave two, the
Jobcentre Plus staff provided the contact details of lone parents who had attended
an interview the week prior to our visit. If there was a FTA during our time in the
Jobcentre Plus office, a researcher would telephone a lone parent from the contact
list and conduct the interview over the phone.

Lone parents were recruited to the study after their interview with their adviser.
As such, the sample was opportunistic rather than scientific and, therefore, only
indicative conclusions may be drawn from the lone parent interviews. The purpose
of the qualitative evaluation was to capture process, perceptions and responses,
rather than measure impact and outcomes.

Two topic guides were developed, one for those lone parents in employment, and
one for those not yet in employment. The topic guides for the interviews can be
found in Appendix F.

Telephone interviews

A panel of lone parents who could be tracked throughout the evaluation was set
up. During the Jobcentre Plus office visits in wave one, as part of the interviews,
lone parents were asked if they would be willing to be contacted over the period
of the next few months through a phone interview. Those who agreed to the
follow up were then called during wave two. The panel was built on in wave two
with a new group of lone parents who, combined with those remaining from
wave one, were followed up during wave three.

The purpose of the telephone interview was to establish if anything had changed
since we last spoke to them, what engagement they had had with Jobcentre
Plus, and if they had moved into employment. Different topic guides were used
depending on whether the lone parent was in employment or not. The topic
guides used for the interviews can be found in Appendix F.
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As is common in most longitudinal exercises, the issue of attrition was experienced,
with many lone parents dropping out of the panel from one wave to the next. This
was not always due to unwillingness to be interviewed, frequently it was found
that mobile numbers had changed or calls were not answered. During each wave
of the research, at least four attempts were made to contact each lone parent on
different days of the week, at different times of the day.

Tables B.4 and B.5 below summarise the number of lone parent interviews
conducted and the number of lone parents tracked throughout the waves of the
evaluation.

Table B.4 Summary of interviews with lone parents

Wave 1 Wave 2 Wave 3 Total
Wales Scotland Wales Scotland Wales Scotland

Face-to-face lone 20 8 17 16 N/A N/A 61
parent interviews

Telephone lone N/A N/A 3 8 N/A N/A 11
parent interviews

Follow up N/A N/A 4 3 7 10 24
telephone

interviews

Table B.5 indicates the number of lone parents we tracked through the different
waves of research during the evaluation.

Table B.5 The number of lone parents tracked during the
evaluation

Waves 1, 2 and 3 Waves 1 and 3 Waves 2 and 3 Total
0 4 13 17
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Staff topic guides

4.1.1  Wave one ND+fLP Pilot Project Manager/District
Manager

Delivery and practical issues

What is the current status of roll-out for the pilot? Are all elements now in place?
How long has each element been running?

How have additional resources been deployed? Where were the additional
resources recruited from?

How are the advisory and administrative resource managed (centralised or
decentralised)? What benefits do you see to this approach?

Have any new external relationships been put in place for implementing
the pilot (formal or informal)? Do you envisage any issues in managing these
partnerships?

How important do you feel outreach is in delivery of support to lone parents?
How do you view the partnerships with children’s centres?

Do you have any forms of on-going support for implementing the pilot (examine
support from the project team, guidance, training, workshops, etc.)? Has there
been any knowledge sharing with districts where the pilot has already been
implemented? If so, has this helped in planning delivery?

Has the guidance material on the pilot been adequate and clear?

Are headcount issues at the district level impacting on the implementation of the
pilot in any way?
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Are there any new management mechanisms you are considering (or have put
in place) for the pilot (e.g. Steering Groups)? Who is represented in the Steering
Group (if present)? How frequently are meetings held to discuss issues around the
pilot?

Were any specific workshops or events undertaken to enhance understanding of
the pilot? Who attended these events? How effective were they?

How do you propose to monitor progress and outcomes? Have you put any specific
measures in place?
The Package

What are your expectations from the pilot?
In what ways do you feel the pilot enhances existing provision?

How important do you feel the different elements in the pilot are? Is there any
element which you expect will help address the barriers in your district more than
others?

Do you perceive the pilot as a ‘package’ or as a set of individual elements? Is it
viewed as a ‘menu’ at the district, local office and lone parent levels?

If perceived as a ‘package’ — do you feel the concept is a useful one, rather than
promoting individual strands?

To what extent has it been possible to flex the implementation of parts of the
package? How and why have you used that flexibility?

Which elements do you think work well together?

Which elements have advisers and lone parents perceived as most important?
Have advisers promoted any elements with greater enthusiasm than others? Has
this related to preference or availability of resources?

What change in existing processes of delivery to lone parents has the delivery of
the pilot entailed, if any?

Have any specific measures been put in place to enable local offices/advisers
market the pilot? Have you made any local adaptations?

Outcomes and effectiveness

What are the key indicators used for measuring performance related to lone
parents? What was your performance on these indicators prior to the pilot going
‘live’? Has there been any difference since then?

How was performance affected when IWC and WSP were initially introduced?
What do you think made the difference?
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Are there any customer groups who are particularly difficult to reach? Do you
think the pilot will help in reaching them?

Who do you feel are the key stakeholders/partners in making the pilot work?
What has the initial reaction of these key stakeholders been?

Doyou feelthattherightelementsareincludedinthe packagetorespondtodemand
in your district? If not, which parts of the service offer need enhancement?

Has there been any initial feedback from advisers and Adviser Managers on which
elements are proving to be particularly effective?

Has the full ‘package’ of interventions had any visible impact on participant’s
attitudes and motivation to work, which is over and above to their response to
the individual elements previously in place?
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4.1.2 \Wave one ND+fLP Pilot Lone Parent Adviser
Manager

Delivery and practical issues

When were you told about the pilot? Who introduced the pilot to you? What
information was provided? Is the guidance for all elements of the pilot clear?

What marketing material was provided? Do you feel the material is clear and
relevant to the local context? Do you have enough materials?

How did you cascade down the information to your staff?
Have you put in place any specific management arrangements for the pilot?

Were any initial workshops or events undertaken for understanding the pilot?
Were they effective?

Has there been any exchange with other offices on the implementation? If so, has
this been helpful?

What support/guidance is provided at the district level? Have you had to approach
the district for support in certain areas? If so, what was the outcome?

Was sufficient time provided for the roll out? Have other initiatives or pilots
impacted on the roll out of this pilot?

What existing staff resources did you have for lone parents in your office?
What additional resources have been provided as part of the pilot and are these
viewed as adequate for delivery of the pilot? When were the additional resources
provided?

Have there been any specific issues in setting up the pilot in your office/district?
Have you had to make any local adaptations?

Have all elements of the package been available from the outset, or were some
being phased in?

How do you propose to monitor progress and outcomes? Have you put any specific
measures in place?

Training
Has all staff now undergone the enhanced training? How did it work?
Did you also attend the training? If not, do you feel this would have helped?

Has the training helped advisers in delivering the ‘package’ as a whole? Has it
helped them in better understanding lone parent needs?

How do you monitor whether the training is being used?
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Has the administrative support been trained in any way to help them support the
advisers in delivery of the pilot? Has this training been any different from the usual
training that is imparted to administrative support staff? Do feel this training has
been adequate (if relevant)?

The Package

In your view how does the ‘package’ now available to you differ from existing
provision?

Has implementation of the pilot entailed any changes in processes of delivery?

Do you view the offer as a ‘package’ or as separate elements? Have the advisers
been able to deliver the offer as a ‘package’, or are individual elements being
offered selectively to customers?

How are the pilot’s elements used in conjunction with existing offers such as BOCs,
ADF, training premium, etc.?

Has the package been linked to any other service offers to enhance its value to
customers?

Outcomes and effectiveness

What are your existing performance figures on lone parents?

Has there been a change since the pilot went ‘live’? What do you hope the pilot
will achieve?

How have the different stakeholders/partners reacted to the pilot?

How effective do you feel the different elements are in the package in addressing
the barriers faced by lone parents?

Do you feel the package contains the right elements to respond to the demand in
your catchment? If not, what is missing?

Do advisers perceive some elements or combination of elements to be more
effective than others?

Has there been any sense in this initial stage that lone parents are responding
positively to the offer (incremental to their response to individual elements)? Is the
package appealing to a broader range of lone parents?

Has the package had any impact on participant’s attitudes and motivation to work
which differs from the previous response to various strands?

Do you feel that the package offers a sequenced ‘pathway’ towards employment
over time?



98

Appendices - Staff topic guides

4.1.3 Wave one ND+fLP Pilot Lone Parent Advisers

Delivery and practical issues

What are your roles and responsibilities? How long have you been a lone parent
adviser?

When were you informed about the pilot? What information was provided to
you? What questions did you have? Do you feel the guidance is clear?

Were you given sufficient time to prepare for the implementation?

Have you had to make any changes in implementation or introduce any specific
administrative measures?

Do you feel the pilot adds to your existing work-load? In what way?

What support did you have prior to the pilot? What additional support have you
been given and do you feel it is adequate for you to deliver the pilot?

What do you feel the pilot introduces which is incremental (over and above) to
your existing service offer?

Do you feel you have sufficient resources (other than staff) and knowledge to
implement the pilot?

Have you been provided with adequate marketing material (quantities, languages)?
Do you feel it is well designed?

Training
How do you feel about the enhanced training you received?

Do you feel the training provided has helped you in better understanding and
responding to the complex needs of your customers?

Are there any specific areas in which you feel you require further training?

The Package

How do you view the pilot? Is it a ‘package’ or ‘'menu’, or simply a lot of different
strands?

Do you present the whole ‘package’ to lone parents, or do you inform them about
what you feel is most relevant? Is there any value in presenting a ‘package’ to lone
parents? Does the availability of a ‘package’ of support containing many different
things help in making lone parents more comfortable?

How does it differ from your existing service offers such as what you had available
through NDLP?

Have you linked the package to any other service offers to enhance its value?
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Which elements do you feel are the most important in helping you to address lone
parent barriers? Are there any elements which work particularly well when you
use them together?

Are there any elements which you have found are not particularly effective in
addressing lone parent barriers? How do you feel their effectiveness could be
improved?

What kind of a customer profile do you have, and how does this influence what
is delivered?

Have you bundled different elements of the ‘package’ towards different groups
of customers? Why do you feel they will work especially well for these different
groups?

How have lone parents responded to the offer? Do they view it as a ‘package’?
Has there been any noticeable difference in their response to this package in
comparison to the elements offered individually before?

Outcomes and effectiveness

How do you think the pilot will impact on your performance? Have you seen any
changes as yet?

What do you think the key benefits of the pilot will be?
Has the pilot allowed you to tailor interventions better to your customers needs?

Has the availability of options and resources available influenced which elements
of the package you have been able to deliver?

In what ways have the additional staff resources helped? (If relevant)

Are there any elements you feel should be included in the package to address the
barriers lone parents face in your area?

Have you tried to access other provision to overcome those barriers not addressed,
and how effective has this been?

Do you feel the marketing effort and materials have been adequate for engaging
customers and conveying the ‘message’?

Has there been a difference in the response of lone parents to the package? Has
it appealed to a broader range of customers?

Has the ‘package’ had any impact on customer’s attitudes and motivation to work,
which seems to be different from their response to the individual elements?

Have you been able to have more voluntary contact with lone parents between
WFIs as yet? What effect does this have?

Do you feel that the package offers a ‘pathway’ towards employment over time?
Do you feel you can progressively offer them the support from the different
elements of the package to urge them towards employment?
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4.1.4  Wave one ND+fLP Pilot: Administration Manager

Delivery and practical issues

What are your duties in relation to the lone parent team? Who do you coordinate
with on the lone parent team?

When and how was the pilot introduced to you? Were your duties clear to you?
Do you feel you got sufficient guidance on the pilot elements?

Have you received any additional guidance since? Where do you receive support
and guidance from when issues related to the pilot arise?

How many administrative staff do you manage? What are their central tasks?
What kind of coordination arrangements are in place with the advisory staff?
Are the administrative staff centrally located or decentralised to local offices?

Which tasks related to the pilot are perceived as over and above normal
administrative duties?

Which pilot elements require the most administrative support?

Were the additional resources provided through the pilot adequate? How are
these additional resources being used?

Was any training provided to the administrative staff? What was the nature of the
training? Was it adequate for preparing them for pilot delivery?

Are there areas of further training that would be beneficial for the administrative
support staff?

Have you experienced any issues with the delivery of the pilot?

Are any backlogs in any area? How are these being managed? Is the work-load
manageable? Has the pilot added to work-loads? Which specific tasks or pilot
elements generate the most workload?

Do you see the pilot as a ‘package’, or do you feel that it is a lot of separate
elements?

Outcomes and effectiveness

Do you feel the administrative resources are adequate for supporting delivery of
the pilot?

In your view how have lone parents responded to the pilot?
Are there any aspects of the pilot which could be improved?

Has the pilot impacted on the performance of the administrative staff? How are
you measuring performance?



Appendices - Staff topic guides

101

4.1.5 Wave one ND+fLP Pilot: Administrator

Delivery and practical issues

What is your previous experience in Jobcentre Plus? When were you integrated
into the lone parent team?

Who is your line manager?

What are your duties as part of the lone parent team? What tasks do you have
to undertake? (e.g taking phone queries, sending out letters, completing forms
and getting them authorised, sending them to finance, booking appointments for
lone parent advisers, following up FTAS/DMA)

When were you told about the pilot? Were your duties clear to you? Do you feel
you got sufficient guidance?

Are you fully aware of all the parts of the pilot? Do you feel you need more
information about any particular element? (Probe for awareness around the
different pilot elements)

Do you feel you have the confidence to carry out your new duties, or are there
certain areas you feel you need mentoring and support in?

(If newly inducted to the team) Do you feel the work in the lone parent unit is
more complex than your previous duties? In what way?

Do you occasionally get drawn into other activities not related to lone parents?
How does this affect your ability to support the lone parent team?

Do you deal with any enquiries from lone parents? What sort of enquiries? Do you
feel confident to respond?

Which parts of the pilot package do you provide administrative support on? Are
there any issues related to the administration of the pilot elements? If so, how
have these been resolved?

Do you do any administration for the Work Search Premium? How are you finding
it?

Do you do any administration for the In Work Credit? How are you finding it?
Do you do any work on the More Voluntary Contact?

Do you support the QWFIs? How? How are you finding it?

Has the volume of administration increased since the pilot began?

Have there been any specific problems related to the pilot elements?

Who do you coordinate with in performing your duties?
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How is your relationship with the advisers? How do you feel that your role has
supported the advisers? Have there been any issues in your relationship with the
advisers? Describe.

Training
Were you provided any training? What kind of training was it? Was it adequate?

Overall, has the introduction and training provided given you confidence in your
ability to deliver support to advisers and lone parents?

Have you received any additional guidance since?

Outcomes and effectiveness

Do you feel the resources in the unit are adequate for delivering the pilot?

Do you feel you have the right roles and responsibilities in the team? (Probe
for whether they feel they have too much or would like to take on further
responsibilities).

Are the marketing materials proving to be adequate in guiding lone parents?
In your view how have lone parents responded to the pilot?
Which elements do you feel work well?

Are there any aspects which could be improved?
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4.1.6  Wave one ND+fLP Pilot: Childcare Partnership
Manager/Additional Childcare Partnership Manager
(CPM)

Delivery and practical issues

What are your role and responsibilities? Who do you report to?

How are responsibilities shared between the CPM and additional CPM? (Probe for
whether they have the same responsibilities with geographical delineation or if
they have different responsibilities)? How do you interact with each other? (Probe
for whether they have regular meetings, feedback, planning sessions).

How long have you been working in this district and this role?

How do you interact with district staff and Jobcentre Plus staff? Are there any
specific management and coordination arrangements in place (e.g. regular
meetings)?

How is experience shared with CPMs from other districts?

How many childcare providers are there and how do you interact with them?
What is your relationship like? Do you view it as a ‘partnership’?

How was the pilot introduced to you? Was sufficient training and guidance
provided? If not, what would you have liked?

Has the pilot resulted in any changes in your work or any additional workload for
you?

Are there any new management arrangements for the pilot and do they allow
sufficient coordination?

Have the new elements been available at the outset, or were they phased in?

Who are the main partners you work with regard to childcare? Has any additional
work been done in setting up new partnerships and lining up resources to
implement the pilot?

How do you interact with children’s centres? Do you hold ‘clinics’ or any other
types of sessions? How are these working out? Do you have sufficient logistical
and other support in carrying out your duties in children’s centres?

Do you feel the resources provided and implementation time-frame, are
adequate?

The Package

Do you view the pilot as a ‘package’ or as individual strands?

Do you feel that it is being delivered as a ‘package’, and if not, why?
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How do you feel the pilot differs from what was on offer previously?

What do you view the Jobcentre Plus role in childcare? How important do you feel
the childcare elements of the package are?

How important do you feel the relationships with children’s centres are and why?
What kind of a relationship does Jobcentre Plus have with children’s centres?
(Probe for whether it is formal/informal, joint planning, monitoring, logistics/space
issues, common vision and goals, synergies/complementarities).

Do you think the relationship could be improved? How?
What are the main concerns of lone parents with regard to childcare?
Do you feel the childcare offer in the pilot adequately addresses these concerns?

Are there any other childcare initiatives which mesh with those included in the
pilot? How are these used in conjunction with the pilot?

Do you feel the financial incentives work well to encourage lone parents to
work?

Is there sufficient and appropriate childcare provision available to meet demand?
If not, what are the issues? (Probe for whether there are any specific gaps in
childcare, quantity, quality, location of childcare).

Are there any affordability issues around childcare? Is this something Jobcentre
Plus is able to help with?

Are there issues with securing places and up-front payments for childcare? How is
Jobcentre Plus able to help with this?

What kind of coordination is there between the different childcare providers and
the Jobcentre Plus?

Do you feel that lone parents will be responsive to the enhanced pilot offer?

What do you hope to focus on in delivering the pilot over the course of the year
and why? What impact do you anticipate this will have?

How do you intend to monitor specific areas? Do you anticipate any issues in
monitoring and evaluating outcomes?

Outcomes and effectiveness

Are the childcare resources available in your area of sufficient quality to instil
confidence in lone parents and to cater to their differing needs?

How do you feel the ND+fLP offer helps lone parents in accessing childcare?

What has been the initial lone parent response to the childcare element in the
pilot?
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Has there been any change in take up or interest since the offer was introduced?

Do you feel that the offer for lone parents is responsive to their childcare needs?
If not, how do you feel it should be enhanced?

Do you feel that any changes are needed in the design of the childcare offer?
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4.1.7  Wave one ND+fLP Pilot: Manager of Children’s
Centres (with Jobpoints)

Delivery and practical issues

What services are provided here and for whom?

Who are the key partnersin the delivery of these services? What are the coordination
mechanisms in place between the various stakeholders involved? Do you feel these
are adequate?

Which services are provided in collaboration with Jobcentre Plus? How are you
contracted for these services? When were they initiated?

How was the ND+fLP pilot introduced to you?

How do you perceive the pilot? What is different about the service offer? (Probe
for levels of awareness around the pilot elements)

Do you see yourself as a ‘partner’ in the pilot, or as a service provider?
Do you feel there are competing demands on your services?
How do you plan for services that will be jointly offered?

What are the coordination and management arrangements with Jobcentre Plus?
Is the CPM your main point of contact? How frequently do you meet with the
CPM?

Are there other staff from Jobcentre Plus who are also involved in delivery (e.g.
advisers)? How well does this work?

Has any training or guidance been provided to your staff for implementing the
pilot? Do you feel this would have helped?

What resources have been provided to you for implementing the pilot? Are you
providing any resources towards the delivery of the pilot?

Do you feel the resources provided for the pilot have been timely and adequate?
Is delivery being constrained in any way by resource availability (space, IT, CPM/
adviser time)?

Are there any monitoring mechanisms in place? What specifically are these, and
who is responsible for them? Do you feel they are adequate?

Outcomes and effectiveness

What are the main concerns of lone parents with regard to childcare? To what
extent does the pilot address these barriers?

What do you feel the role of Jobcentre Plus should be in childcare?
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What do you feel are the main gaps in childcare provision?
Which elements of the pilot do you feel have been particularly effective?

How is the Jobpoint working out? (Probe for awareness around levels of usage,
who is using it, how it enhances the Children’s Centre offer)

If ‘clinics” are held by Jobcentre Plus in the Children’s Centre, what has the response
been?

How and where are these ‘clinics’ publicised? What is offered through these
‘clinics'? (Check of awareness around content, regularity, quality)

How does the Jobcentre Plus offer mesh with the wider services you offer?
What do you feel is achieved through the collaboration?
Are there any other complementary services which you feel should be offered?

Has there been a greater level of interest from children’s centre users since the pilot
offer came into place? Is the new service offer engendering greater confidence in
and demand for the childcare facilities available?

Have the ‘work’ focused elements delivered here had a positive impact? Do you
feel the offer is indeed an enhanced one?

Are there ways in which you feel the offer could be improved?
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4.1.8 Wave one ND+fLP Pilot: Discovery Event Provider

Guidance and delivery

How did you get involved with the Discovery Event provision?
What are your roles and responsibilities?

Please describe the design of your event and the rationale behind each
component.

What kind of guidance did you receive for the events?

How was the event designed? Was there any flexibility to adapt the event adapted
to local circumstances? How was this done?

Has any experience from events delivered elsewhere been shared with you?

Are you clear on what outcomes are expected from these events? Do you feel the
Jobcentre Plus expectations and targets are reasonable?

What would your expectations be from an event of this nature?
Are the resources provided for delivery adequate?

Have you been a provider on any other services for Jobcentre Plus? If so, which
ones? How has that experience been?

Are you aware of other elements in the ND+fLP pilot? (Probe for levels of awareness
around elements)

Do you deliver similar events or courses for other clients? Who are the main
participant groups you deal with?

How many Discovery Events have you delivered? How many are you contracted
to deliver?

Who is your main point of contact in Jobcentre Plus? Do you feel the coordination
arrangements with Jobcentre Plus are effective?

How do you organise events? (Probe around timing, choice of venue, logistics,
background materials etc) Who do you work with in Jobcentre Plus in preparing
for events?

Who is responsible for monitoring outcomes? How are outcomes being monitored
(probe for indicators and processes)? Did you receive any guidance on monitoring
from Jobcentre Plus? Have you encountered any issues in monitoring outcomes?

s the event differentiated for different types of clients, or is the same event offered
to all? How do you feel this works?

Is there any guidance on the type of participant who would benefit most from the
event?
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Do you feel the right participants have been referred to the event(s)? Do you have
any role in the referral process?

How do you liaise with Jobcentre Plus in follow-up of customers who have been
referred and not attended?

How many participants have been referred to the events that have run? How
many have attended?

If participants have not attended, are you aware of the reasons?

Do most participants complete the event? Please provide details of whether any
have not and why?

Where have the events been delivered and who determined the venue? Do you
feel the venue worked well? If not, why?

How many trainers are involved in delivery? What experience do they have with
this customer group?

Do you feel that the event is pitched correctly at the range of participants who
attend? Do you attempt to adapt the event for any particular client or groups of
clients? How?

Are there any specific issues related to any customer group? If so how would they
best be addressed?

Do you refer participants with any issues to specialised provision? Do you attempt
to provide further support of any form?

Arethere anyissuesin the design or delivery of the event that you have encountered?
How have you attempted to overcome them?

What guidance and support have you received from Jobcentre Plus in addressing
issues that arise?

Outcomes and effectiveness

Do you track what happens to participants following the events?
Have you been able to meet targets? If not, why?
What do you feel are the key issues for this customer group?

How adequate do you feel the design of the event is in addressing these issues
(content, length, delivery modes)?

Do participants evaluate the events? What has the feedback been?

How have the participants reacted to the events? Are there any parts of the event
which you think have particularly benefited clients and why? Are there any parts
that you think have not been as effective?
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Can you give examples of the type of client who you think has especially benefited
from the event?

Can you give examples of clients who do not particularly benefit from the
events?

Do you feel that anything in the way you have delivered the events represents
innovative/best practice? If so, what?

How would you change the events? Do you have any further comments?
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4.2.1  Wave two ND+fLP Pilot: District Manager/Project
Manager

Overall

1. Generally, how are things going with the pilot?

2. Has there been any knowledge sharing between Districts? If so, has this helped
adopting best practice or improving delivery?

3. What is the best method for communicating best practice? Can you give
examples?

4. Has there been support from Headquarters? How has this helped?

Delivery
1. Has any further guidance or changes in procedures been introduced? Has this
helped? Has it resulted in any changes in delivery arrangements?

2. How is the management of the pilot working? Are Steering Groups meeting?
If so, what issues are being resolved through these forums?

3. Has there been any flexibility in how you have been able to structure delivery
of the various strands?

4. Have any local adaptations been necessary or been introduced to improve
delivery?

Partnership
1. Have any new relationships been put in place for implementing any strand of
the pilot? How are these working?

2. Is there a common understanding amongst all partners of the objectives of the
pilot?

3. Who are the key stakeholders you are working with to deliver the pilot? Are
there any issues that have emerged in the partnerships?

Staff
1. Are all AO and PA resources currently in place and fully trained?

2. Since the pilot started, have there been any changes to the structure of delivery
and roles and responsibilities of staff, including additional staff resources?

3. How are the additional resources (headcount) being used? Have the additional
resources provided through the pilot helped in releasing time for LPAs to focus
on the offer to lone parents and a more in-depth engagement?

4. Are headcount issues impacting on the implementation of the pilot in any
way?

5. Have District staff been able to work effectively with the local offices in delivery
of the pilot?



112

Appendices - Staff topic guides

Training
1. Apart from the initial training prior to the pilot going live, has any further
training or mentoring been provided?

2. Are any further training events been planned? Has there been any follow-up
to ensure the enhanced training is being utilised?

3. As a result of the enhanced training. Are advisers being more persuasive to
encourage lone parents into work?

Elements

1. Are all elements now in place and fully functional? Including the Jobpoint in
the Children’s Centre?

2. What has been the take-up of various elements in the Package?

3. Haveyou received any feedback that LPAs finding that customers are responding
to certain elements of the package more than others? If so, which ones? Why
do you think this is?

4. Have any offices struggled to deliver any particular elements? Why?
5. Has there been any impact as a result of the introduction of QWFIs?

6. What is the status of the QWFI's? Are there any backlogs? If so, how is this
impacting on the delivery of the other elements?

7. Has More Voluntary Contact and case-loading increased?

8. Has the Flexible Provision been used? In what way? Do you feel that there are
sufficient funds and flexibility to meet the needs of lone parents?

9. What other forms of training provision are available to lone parents? Are there
gaps which are not covered by Flexible Provision?

10.Have any specific measures been taken to promote elements for which there
has been low take-up?

11.Is there any element which you are currently focusing on more than others in
your District? Why?

12.At this stage, how important do you feel the different elements are in the
package? Which ones?

13.Which elements do you think are working well together?

14.Which elements have PAs and lone parents perceived as most important?
Have PAs promoted any elements with greater enthusiasm than others?
Has this related to preference or availability of resources and administrative
complexity?

15.Have any specific measures been put in place to enable local offices/PAs market
the ‘package’? Have you made any local adaptations?
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16.Do you feel that the right elements are included in the package to respond

to demand in your District? If not, which parts of the service offer need
enhancement?

Marketing

1.
2.

What marketing materials are available? When are they being used?

Has the marketing been effective? Have there been any additional marketing
materials produced to localise the offer?

. Have there been any recent marketing efforts for the pilot? What has been the

response?
What are your current monitoring arrangements?

Has feedback from monitoring resulted in any adjustments to delivery
modalities?

Outcomes and effectiveness

1.

What is your existing performance on indicators related to lone parents? Has
this changed since the last quarter?

. Are you able to relate outcomes to any particular elements or to the package

as a whole?

. How has the pilot impacted on advisers ability to meet targets set on the

AAT?

Has there been a change in customers motivation and confidence as a result of
the package?

. What has been the impact of the QWFIs? Have there been more conversions

on to NDLP?

Has the package appealed to a broader range of lone parents as demonstrated
by take-up. Are there any groups with specific needs which are not catered to
by the ‘package’?

Has the package had any visible impact on participant’s attitudes and motivation
to work, which is over and above to their response to individual elements
previously in place?
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4.2.2 Wave two ND+fLP Pilot: Childcare Partnership
Manager (CPM) and Additional Childcare
Partnership Manager (ACPM)

Delivery and practical issues
1. In general, how is the pilot going?

2. Can you describe your main activities in relation to the pilot? How much of
your time is spent working on the pilot?

3. How are the management and coordination arrangements for the pilot working
(e.g. regular meetings)?

4. Have you interacted with other CPMs with regard to the pilot and shared
experiences?

5. How many childcare providers are there and how do you interact with them?
What is your relationship like? Do you view it as a partnership?

What outreach services are you providing?
Has the pilot resulted in any changes or incremental work in delivery?

What is the status of the various services related to childcare within the pilot?

v K N O

How is the Jobpoint in the Children’s Centre working out? Are you providing
any other services at the Children’s Centre other than the Jobpoint? E.g. an
Adviser having office hours, conducting QWFls.

10.Has any additional work been done in setting up new partnerships and lining
up resources to enhance delivery of the Pilot?

11.Do you feel the resourcing and time-frame are adequate?

Project management
1. Are you undertaking any project management tasks for the pilot?

2. If so, what? How much of this time does this take?

3. Do you feel you have adequate knowledge to undertake this role?

The Package
1. What are the main concerns of lone parents with regard to childcare?

2. Do you feel the childcare offer in the pilot is adequately addressing these
concerns?

3. Do you feel that the package of elements work well together to the address
multiple barriers that lone parents face in returning to work?

4. Which elements of the package are the most/least useful in addressing lone
parent needs? How could the support be improved?
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9.

Are there any other childcare interventions which mesh with those included in
the pilot? How are these used in conjunction with the pilot?

Do you feel the financial incentives are well worked out to ‘persuade’ lone
parents towards the path to employment?

s there sufficient and appropriate childcare provision available and if not, what
are the issues?

Do you feel that there is sufficient coordination between the different childcare
providers and the Jobcentre Plus?

Have lone parents been responsive to the offer?

10.What are you focusing on in the delivery of the pilot? Are there any areas

where you feel more support is needed?

11.Have you had any feedback from monitoring?

Outcomes and effectiveness

1.

uohs WN

Are the childcare resources of sufficient quality to instil confidence in lone
parents and to cater to their differing needs?

What do you feel the benefits of this pilot are?
What has been the initial lone parent response to the childcare provision?
Has there been any change in take up or interest?

Which elements of the childcare offer have elicited the most positive response
and why?

How have the schools and childcare providers responded? What are the gaps
and concerns? Do they have any specific comments or suggestions?

. Doyou feel that any changes are needed to meet lone parent childcare barriers?

If so, what recommendations would you make to meet the childcare needs of
lone parents?
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4.2.3 Wave two ND+fLP Pilot: Lone Parent Adviser Service

Manager

Overall

1.

Generally, how are things going with the pilot?

2. Are other initiatives or pilots impacting on the implementation of this pilot?

3. Have you had to make any local adaptations for the pilot?

Guidance

1. Have any changes been made to roles and responsibilities of the additional
staff?

2. Has any further guidance been provided on the pilot since the pilot started?
Has it helped?

3. If further guidance has been provided, how did you cascade down the
information to your staff?

4. What support/guidance is provided at the District level? Have you had to
approach the District for support in certain areas?

Delivery

1. How are the management arrangements working?

2. Has there been any exchange with other offices on the implementation? If so,
has this been helpful?

3. Are the additional resources fully in place and operational now? Since when
have they been in place? Are the resources proving to be adequate?

4. Have you had any referrals from Children’s Centres?

5. Have you made any alterations/additions to the pilot in order to localise it and
meet the needs of your population? (probe: differences in rural/urban nature)

6. How does the additional administrative support help the team of advisors? Is
the admin team based in your office, or centrally? How does this work? Could
the admin team be more efficient, if so, how would this be done?

7. Is there enough admin support to aid the team? If not, how much more would
you want, and what tasks would they undertake?

Staff

1. Are all staff currently in place and operational?

2. Do you have any new staff from a non LPA background? If so, are they fully

operational or are they in need of continued guidance?
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Elements
1. How important do you feel the different elements are in the package?

2. Do you feel that the package of elements work well together to the address
multiple barriers that lone parents face in returning to work?

3. Do you feel that particular elements of the package work well together?
4. What has been the take up of various elements?

5. Do PAs perceive some elements or combination of elements to be more effective
than others? If so, which ones and why?

6. Are there any elements that are not being used as much as others? If so, why?
(probe for level of LPAs understanding). Have your LPAs struggled to deliver
any of the elements? If so, why?

7. Is the pilot being offered in conjunction with other provision to enhance the
offer (probe: jobtrails in Scotland)?

8. Has IWC remained a powerful tool in persuading lone parents to enter
employment? Do lone parents always receive IWC for the full 52 weeks? If
not, why not?

9. What has been the impact of the QWFIs? How are the QWFI's proceeding? Are
there any backlogs? If so, how are they impacting on other elements?

10.With the introduction of QWFIs, how are lone parents reacting to mandatory
interviews?

11.Are action plans always being undertaken? Are they printed out and given to
lone parents?

12.Have action plans proved to be a useful tool? How have staff and lone parents
reacted to them?

13.Have you noticed any impact as a result of WSP stopping?

14.What constitutes MVC? Is it being undertaken? How do LPAs record the time
they spend undertaking MVC?

15.What arrangements are in place for More Voluntary Contact? How has this
proceeded?

16.Has the package been linked to any other service offers to enhance its value
to customers? How is the ‘package’ being supported by complementary offers
such as Adviser Discretionary Fund/Jobtrails?

17.Do you feel the package contains the right elements to respond to the demand
in your catchment? If not, what is missing?

18.Do you tell customers about the IWEF or do you wait for them to come to you
with a problem first?
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19.Have you received any guidance on communicating the existence of the IWEF

to customers? If so, what impact has this had on its use?

20.Do you feel that customers knowing about the IWEF has lead to a higher take

up of the fund, or an increased security of moving into work, knowing that
there would be support if they needed it?

Training

1.

Have any further workshops or events been undertaken? What issues were
they structured around? Were these resolved?

2. Have any further training events been undertaken?

3. Do you feel the PAs are able to utilise the training in their work? How?

4. Has there been any follow up to the training e.g. quality assurance/
observations?

5. Are staff recruited from a different background being supported or mentored
in any way?

6. Has the training provided to Administrative Support been adequate to allow
them to carry out their new functions?

7. As a result of the enhanced training are LPAs being more persuasive in
encouraging lone parents into work?

Marketing

1. What marketing materials are available? When are they being used?

2. Has the marketing been effective? Have any additional marketing materials
been produced to localise the offer?

3. Have you made the marketing materials available in any other languages (other
than English or Welsh)? What has been the demand/use for the translated
versions?

4. Have any additional marketing efforts been undertaken? What has been the
response?

Outcomes

1. How are you monitoring progress and outcomes? Have you received any
guidance?

2. What are your existing performance figures on lone parents? Has this changed
since the last quarter?

3. Do you think targets are influencing the way in which the pilot is being
delivered?

4. s the pilot achieving the results you had hoped it would? If not, why?
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. Are lone parents responding positively to the offer (incremental to their
response to individual elements)? Is the package appealing to a broader range
of lone parents?

. Has the package had any impact on participant’s attitudes and motivation to
work which differs from the previous response to various strands?

. Doyou feel that the package offers a sequenced ‘pathway’ towards employment
over time?

. Has there been a change in customers’ motivation and confidence, over and
above that achieved through previous offers?

. What do you feel works about the pilot? The number/variety of elements that
are available? The flexibility that the pilot allows or the financial incentives?
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424 \Wave two ND+fLP Pilot: Lone Parent Personal

Advisers

Overall

1.
2.

What are your roles and responsibilities? How long have you been a LPA?

Is the pilot allowing you to tailor interventions better to your customers
needs?

What kind of a customer profile do you have, and how does this influence
what is delivered?

Training

1.
2.

Was the training and guidance provided to you for the pilot adequate?

Are you able to continue to use the enhanced training? If not, why? Is it helping
you in responding to your customers? In what way?

Has there been any follow-up to the training? If not, would it be useful? What
would you like further training on?

Delivery

1.

Since the pilot started, has any new guidance been issued? Have there been
any changes in processes? If so, have they helped?

2. Have you had to make any changes in implementation or introduce any specific
administrative measures?

3. Do you feel that you have any additional support to help you to deliver the
pilot? What kind of support is being provided?

4. Do you feel the additional admin support you have been given is adequate for
the pilot? Does it release time? How are you spending that time?

5. Do you feel that the additional administrative support is effective in aiding you
to deliver the pilot? If not, how could this be improved?

6. Have you bundled different elements of the package towards different groups
of customers? Why do you feel they will work especially well for these different
groups?

Elements

Overall

1. Do you feel that the package of elements work well together to the address
multiple barriers that lone parents face in returning to work?

2. Do you feel that some elements are more effective than others? If so, which

ones and why?
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3. Are there some elements that you do not use as often as others? If so, which
ones and why? (probe for level of understanding, and any barriers faced in
using some elements)

4. Are there any elements which you have found are not particularly relevant/
effective? If so, how could these elements be improved?

5. Are you linking the package to any other service offers to enhance its value
e.g. ADF/Jobtrails?

6. Are there any elements you feel should be included in the package to address
the barriers lone parents face?

7. Do you feel the Pilot adds to your existing work-load? In what way/which
specific elements?

8. Please explain the administrative elements associated with each strand of the
pilot (probe IWC)? How does this influence the way in which you are able to
deliver the pilot?

9. What other administrative functions take your time?
10.1s there any value in presenting a ‘package’ to lone parents or do you feel it is
important to present individual strands?

Flexible Provision

1. What is your understanding of Flexible Provision? What is the availability of
Flexible Provision for your offices? What kinds of training are being used for
customers? Is Flexible Provision being used? What are the gaps?

2. Are you aware of the funds available? Are you aware of which providers you
can purchase training courses from?

3. Has flexible provision been used in any way to overcome specific barriers/
gaps?
4. Is there any way in which FP could be improved to be more effective?

More Voluntary Contact
1. What do you consider More Voluntary Contact to be in practical terms?

2. Are you able to undertake More Voluntary Contact? What have been the
outcomes?

3. Have you been able to have More Voluntary Contact’ with lone parents between
WEFIs? How has this helped?

4. How do you record your time spent undertaking MVC?
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QWFls

1.

What effect have the QWFIs had on your workload? Does this impact on the
delivery of other elements? What effect have they had on review meetings?

Have QWFIs had any impact? Have you seen an increase in the number of lone
parents converting to NDLP?

Action Planning

1.

4.

How is the Action Planning process going? Are you doing anything differently?
How have lone parents responded to it?

. Has Action Planning proved to be effective? What effect has it had on the lone

parent response?

While undertaking Action Planning, do you write it up at the same time as
talking to the lone parent, or talk first then write up afterwards? What impact
do you think this has?

Do you always print out the action plan and give a copy to the lone parent?

In Work Support

1.

Are you delivering support to customers once they move into work? If so, for
how long after they have moved into employment?

2. What activities are you undertaking for IWS?

3. How often are you in contact with customers once they have moved into
work?

IWEF

1. Do you tell customers about the IWEF or do you wait for them to come to you
with a problem first?

2. Have you received any guidance on communicating the existence of the IWEF
to customers? If so, what?

3. Do you feel that customers knowing about the IWEF has lead to a higher take
up of the fund, or an increased security of moving into work, knowing that
there would be support if they needed it?

4. What has the take-up been for IWEF? What examples are there of what it has

been used for? What has it been used for? Has it helped with issues related to
tax credits?

Discovery Events

1.

2.

Have you participated in made many referrals to Discovery Events? How do
you feel about them?

What is the reaction from lone parents?



Appendices - Staff topic guides

123

Childcare
1. How do you refer customers to childcare provision? Is it easy and accessible?

2. Do you feel that the childcare offer available with the pilot is the right offer
to meet the needs of lone parents? If not, what recommendations would you
make to improve the support?

3. What is the uptake of Childcare Assist? Why? Do you feel it could be improved
in any way?

4. Do you feel that lone parents have any childcare barriers that the pilot is
unable to address? If so, what recommendations would you make to meet the
childcare needs of lone parents?

Other

1. Are you able to effectively use the pilot elements with other offers such as ADF
(Scotland — Jobtrials)? If not, why?

2. Have you tried to access other provision to overcome those barriers not
addressed, and how effective has this been?

Staff

1. Do you feel you have sufficient resources (other than staff) and knowledge to
implement the Pilot?

2. In what ways have the additional staff resources helped?

Marketing
1. What marketing materials are available? When are they being used?

2. Do you market the pilot as a package or push the individual elements?
3. Has the marketing been effective?

4. Do you feel the marketing effort and materials have been adequate for
engaging customers and conveying the ‘message’?

5. Has there been any demand for marketing materials to be made in any
languages other than English (or Welsh)? Have you been provided with
adequate marketing material (quantities, languages)?

6. Have any additional marketing materials been produced to localise the offer?

7. Have you undertaken any other form of marketing? What has been the impact/
response to this?
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Outcomes

1.

How has the pilot impacted on your performance? Have there been any
changes over the past months?

. How have lone parents responded to the offer? Do they view it as a package?

Has there been any noticeable difference in their response to this package in
comparison to the elements offered individually before?

What do you feel are the benefits of the pilot?

Has there been a difference in the response of lone parents to the package?
Has it appealed to a broader range of customers?

Has the ‘package’ had any impact on customer’s attitudes and motivation
to work, which seems to be different from their response to the individual
elements?

Do you feel that the package is offering a pathway towards employment
over time? Do you feel you can progressively offer them the support from the
different elements of the package to urge them towards employment?

Has there been a change in customers’ motivation and confidence, over and
above what has been achieved through other offers?
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4.2.5 Wave two ND+fLP Pilot: Administration Manager

Delivery and practical issues

1.
2.
3.

.

What are your duties as part of the lone parent team?
How many administration staff do you manage? What are their central tasks?

How was the Pilot introduced to you? Were your duties clear to you? Do you
feel you got sufficient guidance?

Have you received any additional guidance since the pilot has started?

Which tasks related to the Pilot are perceived as over and above normal
administrative duties?

6. Were the additional resources provided through the Pilot adequate?

7. Was any training provided to the administrative staff? Was it adequate?
8.
9

Have you experienced any issues with the delivery of the pilot?

. Are any backlogs in any area? Is the work-load manageable?

10.1f based in the District, how do you provide support to PA's in offices (if relevant)?

Are there any coordination issues? Does the nature of the support to different
staff members vary?

11.Do you see the Pilot as a package, or do you feel that it is a lot of separate

interventions?

Outcomes and effectiveness

—_

. Do you feel the resources in the unit are adequate for delivering the Pilot?

Are the marketing materials proving to be adequate in guiding lone parents?
In your view how have lone parents responded to the pilot?
Are there any aspects which could be improved?

Has the pilot impacted on performance? How are you measuring
performance?

Are you tracking the lone parents on the Pilot? If so, are there any interesting
findings?
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426 \Wave two ND+fLP Pilot: Administrator

Delivery and practical issues

1. What is your previous experience in Jobcentre Plus? When were you integrated
into the lone parent team?

2. Who is your line manager?
3. What are your duties as part of the lone parent team?

4. How was the Pilot introduced to you? Were your duties clear to you? Do you
feel you got sufficient guidance?

5. Do you feel you have the confidence to carry out your new duties, or are there
certain areas you feel you need mentoring and support in?

6. Do you feel the work in the lone parent unit is more complex than your previous
duties?

7. Do you occasionally get drawn into other activities not related to lone
parents?

8. Do you deal with any enquiries from lone parents? What sort of enquiries? Do
you feel confident to do so?

9. Which parts of the Pilot package do you provide administrative support on?

10.Do you provide support for FTA or DMA action? What tasks does this
involve?

11.What tasks do you have to undertake? (e.g sending out letters, completing
forms and getting them authorised, sending them to finance, booking
appointments for lone parent advisors)

12.Do you support the advisors by booking some interviews?

13.Do you do any administration for the In Work Credit? How are you finding
it?

14.Do you do any work on the More Voluntary Contact?
15.-Do you support the QWFIs? How? How are you finding it?
16.Has the volume of administration increased since the pilot began?

17.Who do you provide support to? Does the nature of the support to different
staff members vary? If based in the District, how do you provide support to PA's
in offices (if relevant)? Are there any co-ordination issues?

18.How do you feel that your role has supported the PAs? Have you experienced
any issues liaising with the advisors on the pilot package elements?
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Training

1.
2.

3.

Were you provided any training? Was it adequate?

Overall, has the introduction and training provided given you confidence in
your ability to deliver support to PAs and lone parents?

Have you received any additional guidance since?

The Package

1.

Do you understand fully what the different elements of the package are?

Outcomes and effectiveness

1.
2.
3.

Do you feel the resources in the unit are adequate for delivering the Pilot?
Are the marketing materials proving to be adequate in guiding lone parents?
In your view how have lone parents responded to the pilot?

Are there any aspects which could be improved?
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4.2.7 Wave two ND+fLP Pilot: Children’s Centre Manager

(with jobpoint)

Delivery and practical issues

1.
2.

9.

What services are provided here and for whom?

Who are the key partners in the delivery of these services? What are the
coordination mechanisms in place between the various stakeholders involved?
Do you feel these are adequate?

Are there any new services you are providing in collaboration with Jobcentre
Plus or with other agencies?

Which services are provided in collaboration with Jobcentre Plus? How are you
contracted for these services?

What are the coordination and management arrangements with Jobcentre
Plus?

. How was the pilot introduced to you (if relevant)? How do you perceive the

pilot? What is different about the service offer? (if relevant)

Do you feel there are competing demands on your services?

. What additional resources have been provided to you for implementing the

pilot, and are these sufficient?

Has any training been provided to your staff for implementing the pilot?

10.Are you being constrained by resource availability currently?

11.Are there any monitoring mechanisms being put in place?

The Package

1.
2.
3.

What are the main concerns of lone parents with regard to childcare?
What have been the constraints in childcare delivery previously?

Do you feel the childcare offer within the pilot meets the needs and demands
of lone parents in your area? If not, what needs to be enhanced?

Are the financial incentives for childcare in the package adequate? (Childcare
Assist, and ADF and IWEF)

How is the Jobpoint working out? How do you inform people that it is there?
(probe for any marketing) How many people are using it? What sorts of cliental
are using the jobpoint? E.g. lone mothers or other parents? Is the Jobpoint
used more when a member of staff is present?

Have you experienced any problems with the Jobpoint? If so, how where they
resolved? Who is your contact if there are problems?
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Are there any clinics or additional services provided from the centre as a result
of the Jobpoint being installed?

If ‘clinics’ are held in the Children’s Centre, what has the response been?

If ‘group WFI sessions’ have been conducted in the Centre, how effective have
these been? Have lone parents been responsive? What has been the specific
role of the Centre in delivering these (has it just provided a venue)?

Outcomes and effectiveness

1.

Do you see yourself as a partner in the pilot, or as a service provider?

2. Has the resourcing been sufficient and timely?

3. Is your staff sufficiently trained to deal with the service offer?
4.
5

Are there any complementary services which you feel should be offered?

. Has there been a greater level of interest from lone parents? Is the new service

offer engendering greater confidence in and demand for the childcare facilities
available?

Have the work focused elements delivered here had a positive impact?

Do you feel the offer is indeed an enhanced one?
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4.2.8 Wave two ND+fLP Pilot: Discovery Event Provider

Guidance and delivery

1.

Can you briefly describe what provision you have delivered so far. e.g. how
many courses have you run, where were they held, how long are the courses,
who are they aimed at, how many places?

. How did those events go?

Are there any learning points/issues that have had to be addressed? How were
these addressed?

How much communication do you have with Jobcentre Plus on the organisation
and delivery of the events?

Has any aspect of the event changed since the first one was delivered? If so,
what and what impact has this had?

. Do you have flexibility to adapt the courses to meet the needs of the

participants?

How many Discovery Events are you contracted to deliver? How many have
you delivered so far? Have you got future dates agreed?

. Is there any guidance on the type of participant who would benefit most from

the event?

Where have the events been delivered and who determined the venue? Do
you feel the venue worked well? If not, why?

10.Do you refer participants with any issues to specialised provision? Do you

attempt to provide further support of any form?

11.When we spoke last time, there were some issues raised about the provision

of childcare. Have these now been resolved?

Organisation

1.

Do you feel the right participants have been referred to the event(s)? Do you
have any role in the referral process?

. How do you liaise with Jobcentre Plus in follow-up of customers who have

been referred and not attended?

Have you had an appropriate number of referrals from Jobcentre Plus to the
Discovery Events?

Have you done any recruitment/marketing yourself to get people to attend the
Events?

If participants have not attended, are you aware of the reasons?

Do most participants complete the event? Please provide details of whether
any have not and why?
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Awareness of the pilot

1.

Are you aware of other elements in the ND+fLP pilot? (Probe for levels of
awareness around elements)

Outcomes and effectiveness

1.

Who is responsible for monitoring outcomes? How are outcomes being
monitored (probe for indicators and processes)? Did you receive any guidance
on monitoring from Jobcentre Plus? Have you encountered any issues in
monitoring outcomes?

. Do you track what happens to participants following the events?

Are you clear on what outcomes are expected from the events you deliver?
Have you had any feedback?

Have you been able to meet targets? If not, why?
What do you feel are the key issues for this customer group?

How adequate do you feel the design of the event is in addressing these issues
(content, length, delivery modes)?

Do participants evaluate the events? What has the feedback been?

How have the participants reacted to the events? Are there any parts of the
event which you think have particularly benefited clients and why? Are there
any parts that you think have not been as effective?

. Can you give examples of the type of client who you think has especially

benefited from the event?

10.Can you give examples of clients who do not particularly benefit from the

events?

11.Do you feel that anything in the way you have delivered the events represents

innovative/best practice? If so, what?

12.How would you change the events?

13.Do you have any further comments?
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4.3.1  Wave three ND+fLP Pilot: District Manager and
Project Manager

Overall

Generally how have things gone with the pilot?

Overall, do you feel that the pilot has been effective in addressing the needs of
lone parents in your district?

Resources and roll-out

Do you feel that the guidance received for the pilot was adequate? Is there
anything that you would add to the guidance?

Do you feel that the time frame for the roll out of the pilot was adequate? Do you
feel that you had enough time to prepare for delivering the pilot?

Besides the initial Enhanced Adviser Training, has there been any additional or
follow up training delivered to staff? Has there been any follow up or monitoring
to see if the Enhanced Training has been utilized?

What training has been provided to those staff that have started since the pilot
has been running?

Do you feel that you had the appropriate capacity and resources to deliver the
pilot effectively?

Have headcount issues impacted on the implementation of the pilot in any way?
Has the headcount available to the pilot changed through delivery of the pilot?
(probe increase or decrease in resources).

Has the pilot impacted significantly on workloads? Has this been manageable?

What proportion of your time has been spent on working with the pilot? What
has the focus of your time been? (probe increase or decrease in time spent by
Project Manager)

What kind of support have you received from head office? Has this been useful?

Delivery

How has the delivery of the pilot been structured — have there been any changes
in roles and responsibilities? (probe effectiveness of centralised and decentralised
models)

Have the district staff been able to work effectively with local offices in delivering
the pilot? What has the structure of communication been?

Please describe any changes to the way in which the pilot has been delivered over
the year? (probe changes in processes, rules etc.)
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Which elements of the pilot have been particularly effective?

Which elements have LPAs and lone parents perceived as most important? Have
LPAs promoted any elements with greater enthusiasm than others? Has this been
related to preference or availability of resources and administrative complexity?

What gaps are there in the provision? What support would you like to see
available?

Have there been any ‘local’ adaptations in delivery or content?
How have you marketed the pilot? What impact has this had?
Have you used any outreach activities to promote the pilot?

What partnerships have you established to aid delivery of the pilot and its elements?
Have the partnerships worked well?

How has the management of the pilot worked? Has there been a steering group?
How regularly has it met?

Has there been any knowledge sharing or best practise shared between offices?
How has this been organised?

What have been the main forums for resolving issues related to the pilot? Can you
give any examples of issues that have been addressed and worked through?

Do you feel that the pilot is now embedded and being delivered as a ‘package’?
Does any element of the pilot not sit well with other processes?

Which elements of the pilot do you feel work well together?

Outcomes and monitoring

What has been the take up of the various elements of the pilot? Do you feel that
particular elements have been instrumental in achieving positive outcomes, or the
pilot overall?

Have any specific measures been taken to address elements that have had low
take up? If so, what? (probe Flexible Provision and Childcare Assist)

Have different offices been more successful in take up of different elements than
others? If so, why do you think this is? Are there elements of good practise that
have been shared?

Do you feel that the pilot is flexible to be adapted to meet the needs of all lone
parents or does it work better for specific groups of lone parents? Are there any
groups with specific needs that are not catered for with the pilot?

What monitoring of the pilot have you done as a district? Has this been useful to
you?

What changes/efforts did you make as a result of the monitoring data?
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Has there been any knowledge sharing with other pilot districts? If so, has this
helped in adopting best practice or improving delivery? Please give examples.

To what extent do you feel that the lone parent team now has the tools and skills
to effectively engage with this customer group?

For which lone parents do you feel the pilot is most effective?

Are there any groups with specific needs which are not catered for by the package?
What are the specific gaps relating to this customer group?

Have there been any other pilots or initiatives in the district that may have affected
the performance of the pilot.

Do you have any further comments or suggestions that you would like to make in
relation to New Deal Plus for Lone Parents?

Thank you very much for your time
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4.3.2 Wave three ND+fLP Pilot: Focus Group with Adviser

Service Managers, CPM and ACPM

Introduction

Introduction of staff and the aims of wave three of the evaluation. This will cover
a brief synopsis of waves one and two.

Wave three aims to:

reflect back on the implementation of the pilot to consider what worked well
and any areas for improvement;

capture any learning and best practice;

understand the effectiveness of each of the pilot elements and how they work
together as a package; and

consider overall outcomes and impacts achieved through the pilot.

The focus group will be split into two sessions: session one will think about
the strengths and weaknesses of the pilot; and session two will cover what
improvements could be made to New Deal Plus for Lone Parents. Each session will
last approximately 45 minutes, and we shall be having breaks in between.

Explain confidentiality and anonymous reporting of findings

Get group to introduce themselves

Session One — Learning from the Pilot — Strengths/\Weaknesses of ND+fLP (approx
45 mins)

1.

N o A WN

Additional Resources (CPMs, LPAs, Admin support)
Delivery structures — centralised/decentralised models
Marketing

The package and its elements

The wider offer with partners and providers

Quality of engagement with lone parents

Outcomes (job outcomes; FTA rates; ability to support those lone parents
furthest from the labour market)

Seven flip chart pages are spread around the room titled with the following
headings. Participants are asked to share what they feel are the strengths and
weaknesses of each one.

Group discussion: Identify common issues for both strengths and weaknesses.
Establish who agrees/disagrees — identify if process or location variations (e.g.
urban/rural).
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Break

Session Two — Learning from the Pilot - How could ND+fLP be improved? (approx
45 mins)

Having identified the weaknesses of ND+fLP in the previous session — participants
are asked to think about improvements that could be made

1.

A

Jobcentre Plus/DWP policy

Local management

Delivery and the role of CPMs/LPAs/Administrators
The package and its elements

The role of partners and providers

Group discussion: discuss the improvements that have been suggested and the
impact that they may have on the delivery of the pilot and the outcomes it may
achieve.

Conclusion

Summary of discussion and identify the three key factors that work well, and the
three key areas for improvement for New Deal Plus for Lone Parents

Thank you for your time



Appendices - Staff topic guides

137

Facilitator notes

1. The pilot provided additional staff resources, how was the extra resource
used?

Was the additional resource enough? Was the resource ring fenced? What
difficulties have there been in ensuring resources were ring fenced? Has there
been any increase or decrease in resource allocation?

2. Can you describe how the pilot has been delivered in your district?

What has been the management structure? How is information disseminated?
What are the day to day roles and responsibilities? How are the management and
coordination arrangements for the pilot working (e.g. regular meetings etc)? Note
differences in centralised and decentralised model. Have there been any changes
to the way in which the pilot has been delivered over the year? Has there been
any changes in processes? Why did these changes come about? Does the pilot run
more efficiently now?

3. What marketing/promotion of the pilot has there been?

What do you think of the chocolate box leaflets? Has there been any demand for
the leaflets to be in any other language than English? What are the differences
between the large and small leaflet, which is better and why? Has any other
marketing been done? (probe: coffee mornings, DVDs, outreach, partnerships)

4. Are there any elements of the pilot that have proved difficult or less used than
others?

Which elements are less used and why? Has anything been done to try and
increase the use of this/these elements? To what degree is it not used due to lack
of demand from lone parents, or LPAs not offering/being comfortable with the
element? Which elements have been very effective in engaging lone parents and
supporting their move into work?

Has there been any additional push or training to increase the use of particular
elements? Which elements have received additional attention and why? What has
been done to increase the take up, has it worked?

5. The wider offer with partners and providers

What partnerships have been developed? Have partnerships been successful in
aiding delivery of the pilot?

6. Quality of engagement with lone parents

Do you feel that the pilot is flexible to be adapted to meet the needs of all lone
parents or does it work better with specific groups of lone parents? Who does
the pilot help most, and who does it help least? What about harder to reach
customers — what support would be necessary to help them? What gaps are there
in provision for customers?
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7. How has the pilot impacted on the following
Job outcomes
FTA rates

Client confidence

o 9

d. Quality of engagement with lone parents

e. Ability to support those lone parents who are far from the labour market
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4.3.3  Wave three ND+fLP Pilot: Focus group with Lone
Parent Advisers and administrative support

Introduction

Introduction of staff and the aims of wave three of the evaluation. This will cover
a brief synopsis of waves one and two.

Wave three aims to:

e reflect back on the implementation of the pilot to consider what worked well
and any areas for improvement;

e capture any learning and best practice;

e understand the effectiveness of each of the pilot elements and how they work
together as a package; and

e consider overall outcomes and impacts achieved through the pilot.

The focus group will be broken into two main sessions: session one will consider
the strengths and weaknesses of different aspects of the pilot; session two will
consider how the pilot can be improved to increase engagement and positive
outcomes with lone parents. Each session will last approximately 45 minutes with
a break in between.

Explain confidentiality and anonymous reporting of findings
Get the group to introduce themselves

Session One: Learning from the Pilot — Strengths/Weaknesses of ND+fLP (approx
45 mins)

1. Pre-pilot training and implementation
2. Additional resources

3. Marketing

4. The package and the elements

5. Quality of interaction with lone parents

6. Outcomes

Six flip chart pages are spread around the room titled with the following headings.
Participants are asked to share what they feel are the strengths and weaknesses
of each one.

Group discussion: Identify common issues for both strengths and weaknesses.
Establish who agrees/disagrees — identify if process or location variations (e.g.
urban/rural).
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Session Two — Learning from the Pilot - How could ND+fLP be improved? (approx
45 mins)

Working groups: The group will be split into two groups; Lone Parent Advisers and
administrative support

In your role, what do you think can be improved?

1. What can you do/what processes can be improved to make delivery of ND+fLP
more effective and efficient?

2. What can Jobcentre Plus do to improve delivery of ND+fLP?
3. What can providers and partners do to improve ND+fLP?
Group discussion: Report back from working groups.

Conclusion

Summary of discussion and identify the three key factors that work well, and the
three key areas for improvement for New Deal Plus for Lone Parents

Thank you for your time
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Session one facilitator notes:
1. How effective was the pre-pilot training?

Was the pilot introduced clearly to you? Was the training you received prior to
the pilot going live sufficient/effective? Do you feel that you received the training
and information that you needed? Did the training change the way that you did
things? Have you been able to apply the training? What questions/issues did you
have after the training was delivered? What gaps in knowledge or skills existed?

2. The pilot provided additional staff resources for LPAs and administrative
support. How was the extra resource used?

Was the additional resource enough? Was the resource ring fenced?

3. What marketing/promotion of the pilot has there been?

What do you think of the chocolate box leaflets? Has there been any demand for
the leaflets to be in any other language than English? What are the differences
between the large and small leaflet, which is better and why? Has any other
marketing been done? (probe: coffee mornings, DVDs, outreach, partnerships)

4. What do you think of each of the elements?

Has the element been a success? What have been the barriers associated with
the element? Do you think the element is effective in addressing the needs of
the customer? What would they change about the element? Is the process of
administering the element difficult? Have there been any elements of the pilot
that have not worked as well, if so, why not? How would you make improvements
to these elements? Are there any learning experiences that they want to share and
examples of successes.

Write a list of all the elements on a flip chart:
Action Plans

In Work Credit

Work Search Premium

In Work Support

More Voluntary Contact

In Work Emergency Fund

Flexible Provision

Discovery Event

Childcare Assist

QWFIs for lone parents who's youngest child is 11-13 years
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Jobpoint in Children’s Centre (note how many know about this and Children’s
Centre work)

Were there any other offers or provision from outside the package used to enhance
the offer? (probe for Job Trials, ADF etc.)

5. How has the pilot affected the way in which you interact with lone parents?

Do you feel that you are able to help them more than before the pilot? Are you
able to spend more time with customers? Do you feel that you are able to address
the individual needs of lone parents/are you able to offer the support that lone
parents need?

6. How has the pilot impacted on the following
a. Job outcomes
b. FTA rates
Client confidence
d. Quality of engagement with lone parents

e. Ability to support those lone parents who are far from the labour market

Session two facilitator notes
Questions for Lone Parent Adviser working group

1. Has the pilot affected your workload?

Do particular elements add more to your workload than others? Are there
processes that could be streamlined/centralised to be more efficient? Does your
workload impact on the quality of your engagement with lone parents? How does
your workload impact on your ability to undertake In Work Support and More
Voluntary Contact? What is the current status of QWFIs? Any backlogs?

2. To what extent have the admin support been able to help you in the delivery
of the pilot and releasing your time for client engagement?

Which elements do the admin team provide you with support? How well does the
relationship work with the admin team? Have there been any problems or barriers
that have needed to be addressed? Do you feel that the admin team could provide
more support? If so, how/which elements?

Questions for the administrative support working group

1. How has the pilot affected your workload?

What are the additional roles and responsibilities you have undertaken for the
pilot? Do you feel that you have received the right training and have the right
skills to undertake the tasks asked of you? Are there areas in which you would like
additional training/support? Do you feel that there are additional tasks that you
would like to undertake to help further support the LPAs?



Appendices - Staff topic guides 143

2. How effective is your relationship with the LPAs?

Do you feel that you have enough and the right type of dialogue with the LPAs
to be able to support them in the best way? Do you feel that you have conflicting
demands on your time from different LPAs — how do you manage this? Is there
any way in which you feel that this relationship could be improved?

3. How comfortable are you interacting with customers?
Do you feel that you have enough understanding of the pilot as a whole to

confidently approach customers? Do you feel that you have the information you
need to respond to customer questions and concerns?
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4.3.4  Wave three ND+fLP Pilot: Discovery Event provider

Can you briefly describe what provision you have delivered so far. E.g. how many
courses have you run, where were they held, how long are the courses, who are
they aimed at, how many places?

How many Discovery Events are you contracted to deliver? How many have you
delivered so far? Have you got future dates agreed?

How have the events gone? Have there been any learning points that have had to
be addressed? Have these now been addressed?

How much communication do you have with Jobcentre Plus on the organisation
and delivery of the events?

Has any aspect of the event changed since the first one was delivered? If so, what
and what impact has this had?

Do you have flexibility to adapt the courses to meet the needs of the
participants?

s there any guidance on the type of participant who would benefit most from the
event?

Where have the events been delivered and who determined the venue? Do you
feel the venue worked well? If not, why?

Do you refer participants with any issues to specialised provision? Do you attempt
to provide further support of any form?

There have previously been some issues raised about the provision of childcare.
Have these now been resolved?

Have there been any other issues/barriers that have had to be resolved?

Organisation

Do you feel the right participants have been referred to the event(s)? Do you have
any role in the referral process?

How do you liaise with Jobcentre Plus in follow-up of customers who have been
referred and not attended?

Have you had an appropriate number of referrals from Jobcentre Plus to the
Discovery Events?

Have you done any recruitment/marketing yourself to get people to attend the
Events?

If participants have not attended, are you aware of the reasons?

Do most participants complete the event? Please provide details of whether any
have not and why?
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Awareness of the pilot

Are you aware of other elements in the ND+fLP pilot? (Probe for levels of awareness
around elements)

Outcomes and effectiveness

Who is responsible for monitoring outcomes? How are outcomes being monitored
(probe for indicators and processes)? Did you receive any guidance on monitoring
from Jobcentre Plus? Have you encountered any issues in monitoring outcomes?

Do you track what happens to participants following the events?

Are you clear on what outcomes are expected from the events you deliver? Have
you had any feedback?

Have you been able to meet targets? If not, why?
What do you feel are the key issues for this customer group?

How adequate do you feel the design of the event is in addressing these issues
(content, length, delivery modes)?

Do participants evaluate the events? What has the feedback been?

How have the participants reacted to the events? Are there any parts of the event
which you think have particularly benefited clients and why? Are there any parts
that you think have not been as effective?

Can you give examples of the type of client who you think has especially benefited
from the event?

Can you give examples of clients who do not particularly benefit from the
events?

Do you feel that anything in the way you have delivered the events represents
innovative/best practice? If so, what?

How would you change the events?

Do you have any further comments you would like to make about the discovery
events?

Thank you for your time
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435 Wave three ND+fLP Pilot: Interview with Children’s
Centre Manager or appropriate Jobpoint person

Services offered
What services are provided from here?
Who are the key partners in delivering these services?

What services are provided in collaboration with Jobcentre Plus? How are you
contracted for these services?

You host the Jobpoint here, do you know anything more about New Deal Plus for
Lone Parents? Do you feel you would like more information about the pilot?

The Jobpoint

How do you feel that the Jobpoint adds to the services you offer?

Are there restricted opening hours for using the Jobpoint, or is it available whenever
the centre is open?

Has the Jobpoint being here been advertised? If so how and where?
Are there any demands on your time or resources to host the Jobpoint?

Have you been provided with any training that has been needed to host the
Jobpoint or other services that you offer on behalf of Jobcentre Plus? If so, do you
feel that the training has been adequate or would you have liked more?

Have there been any issues/problems relating to locating the Jobpoint here?

How effective do you feel that the Jobpoint has been in engaging parents to think
about work?

Do you feel this is an appropriate location for the Jobpoint?
Other services
Do Jobcentre Plus staff regularly visit this location?

Do Jobcentre Plus staff hold regular office hours from this location (probe holding
QWFIs). If so, what do you feel the benefit is of doing so?

Monitoring
Who do you feel uses the Jobpoint? (probe for use by lone parents).
How frequently do you feel it has been used, and by whom?

How are you monitoring services related to lone parents? Have there been any
monitoring mechanism been put in place with Jobcentre Plus?
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If clinics or outreach are held in the Children’s Centre by Jobcentre Plus, what has
the response been?

Overall
What are the main concerns of lone parents with regard to childcare?
Are there any complementary services which you feel should be offered?

Do you have any further comments or recommendations you would like to make
about the Jobpoint location or the pilot?

Many thanks for your time
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4.3.6  Wave three ND+fLP Pilot: Focus group with Lone
Parent Advisers, TPPMs and OPUs

Introduction

The New Deal Plus for Lone Parents pilot offers Flexible Provision as a way of
funding one off training for customers if it will help them move into a job or make
them more employable. During this session we want to talk to you more about
Flexible Provision, and the mainstream funding that is available for training in all
Jobcentres.

The focus group will be broken into three sessions; session one will be looking at the
choice of training funding source; session two explores the application processes
and session three will identify the barriers and consider what improvements could
be made to Flexible Provision and mainstream funding. Each session will last for
approximately 30 minutes, and we will have breaks.

Explain confidentiality and anonymous reporting of findings
Get the group to introduce themselves
Activity One: Ballot Box (approx 30 mins)

Each attendee will be given a pack of slips of paper — each slip will have a training
course/need written on it (for example, driving licence, yoga teacher, childcare
qualification, basic skills,). Participants will be asked to put each slip of paper into
the relevant ballot box, one labelled ‘Flexible Provision’, one labelled ‘mainstream
funding’, the other labelled ‘other or no funding’, depending on what funding
source they would use.

Group discussion: look at what training application was put into each box. Identify
any mismatches. Have a group discussion on why they chose the source they
did.

Break
Activity Two: Process charts (approx 30 mins)

Split group into two groups (TPPM and OPU in different groups) — one group will
draw a process chart for Flexible Provision, the other for mainstream funding. The
chart should identify all stages from when a customer identifies a training need
through to when the customer attends their first day on the training.

Group discussion to look at the procedures exploring differences.

Break
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Session Three: Barriers and Improvements (approx 30 mins)

Facilitator: Summarise from previous discussions what works and doesn’t work
with Flexible Provision and mainstream funding. Highlight the barriers that have
been identified throughout the session.

Group: Identify how the barriers can be overcome or improved to aid the delivery
of training to lone parents.

Use the flip chart — one titled ‘Flexible Provision’ the other ‘mainstream funding’

Synopsis and Conclusion

Round up what has been covered in the discussions

Close and thank participants for their time
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Activity one facilitator notes:

Identify awareness of what each source can and cannot be used for. If both
sources can be used — identify determining factors in choosing which one.

Does the eligibility for each funding source differ?

Are there any targets set or guidance issued for using one source of funding
over the other? What impact does this have? Who has set the target — national,
district, set my line manager?

Are there budget implications?

Examples of training that has/would been rejected from each source (TPPM and
OPU can guide on this)

What about associated costs such as travel and childcare? Can the funds cover
these costs, or do alternative funding sources have to be sought for these? Is
this a barrier to accessing the training?

What are the barriers/issues with using Flexible Provision and mainstream
funding? Consider timing of turnaround for applications

Activity two facilitator notes:

Awareness of both procedures
Which is easier and why?

Are you more confident in using one source of funding than the other? If so,
why?

How long does it take to put together an application for Flexible Provision
compared with mainstream funding? Does this influence your enthusiasm to
use one funding source over the other?

How could the process for applying for Flexible Provision and mainstream
funding be improved?

What issues continually come up with applications for Flexible Provision and
mainstream funding applications? Note the typical errors or missing information
on applications for both funding sources.
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5.1.1  Wave one lone parent interview observation template

Interviewer name:

Jobcentre district:

Jobcentre office:

Date of Interview:

Length of interview Start time End time
Name of NDLP adviser
Name of lone parent
Age of Children
Length of time had been
employed previously
Child accompanying Yes No
lone parent
Other family or friend Yes No
accompanying lone
parent
If Yes, who
Reason for visit to Jobcentre today:
Tick all that Comments
apply/as

appropriate

Exploratory discussion

First WFI

Follow up visit

Quarterly WFI

NDLP - on the
programme

Other- details
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Preparation for interview

Preparatory activities

Tick as
appropriate

Comments

Check LMS

Read previous notes

Familiarise with customer
and children’s details

Other

Introduction
Is this a first visit?

Yes \ No

If first visit, does adviser introduce themselves to lone parent at the start

of the interview?

Yes ‘ No

Does the customer have English language issues?

Yes ‘ No

If yes, check the following as appropriate.

Tick as
appropriate v

Comments

Customer brings
interpreter (please
specify who)

Adviser uses Jobcentre
Plus support — describe
(translation facility, other
adviser with language
skills, other support)

Adviser uses no support

Note impact on
interview:

Does adviser explain/discuss the purpose of the interview/meeting.

Yes ‘ No

Does adviser explain mandatory WFI re

quirements (if applicable)?

Yes ‘ No
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Does adviser highlight that customer will no longer be eligible for
Income Support once youngest child is aged 16?

Yes No

Explore history
Does adviser explore/review any of the following?

Tick if Comments
appropriate

\/

Customers goals

Employment history

Education

Qualifications

Transferable skills

Experience

Barriers
Does adviser discuss any relevant potential barriers or issues?

Tick if Comments
appropriate

\/

Caring responsibilities

Need for specialist
provision

Childcare

Basic skills

Language

Incapacity

Debt

Other- specify
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Options

Which of the following does the adviser discuss/explore with the client?

Tick as
appropriatey

Note Customer response:

Pilot Options

Action Plan

Childcare Assist

Work Search
Premium

In-Work Credit

Discovery Events

In-Work
Emergency Fund

More Voluntary
Contact

In-Work Support
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Other forms of support/options offered?

Comments and customer response:

Options Tick as
appropriatey

Adviser

Discretionary

Fund

Better off in work
calculation (BOC)

Childcare
assistance

Childcare subsidy

Disability
Employment
Adviser

ESOL

Financial
management or
debt
management

Job grant (£250)
for salary delays

Job search

Mentoring

NDLP case-load

Other assistance

Referrals to
specialist support/
agencies-
describe

Training

Training premium

Other — describe

Action Plan

Does the customer bring in an existing Action Plan for review?

Yes

‘No

Is a new Action Plan made/existing plan discussed?

Yes

‘No

|
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If yes tick all that is appropriate.

Tick if
appropriate

\/

Comments

Purpose of Action Plan
explained to customer

Is the Action Plan specific

Time bound - step
specific and time phased

Realistic — potential
barriers reviewed?

Measurable

Additional comments

Copied for lone parent

Just adviser signs

Just lone parent signs

Lone parent and advisor
sign

Does lone parent actively engage in preparing the Action Plan?

Yes \ No

Are the marketing materials given to the customer or previously
distributed material discussed during the interview?

Yes \ No

If yes, what was the customer response?

Interested \ Not interested

If no please explore reasons with adviser after interview).
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Re-evaluation

Does the adviser re-evaluate with lone parent earlier discussions,
progress and any options taken up?

Topic/Options Tick if Comments
appropriate

\/

Job search activity

Revisit BOC

Examine tax credits

Job grant
Adviser Discretionary
Fund (ADF)
Action Plan
Other
Are next step clearly identified and elaborated by adviser?
’ Yes \ No \
Next appointment set up?
’ Yes \ No \
If yes, when?
’ In next week ‘ In next 2 weeks ‘ In next month In next 6 months

After lone parent has left:

How did the adviser feel about the interview? Ask following interview.

Went well, LP is positive about LP thinking it LP not on board
programme over not

What immediate actions or notes does the adviser make for follow up
themselves or by administrative staff?

Topic/Options Tick if Comments
appropriate
\/
None

Updates LMS

Follows up on agreed
actions

Looks into childcare

Looks into training

Looks into a job

Other
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Additional comments by reviewer:

Notes to reviewer -

Reflections once interview is complete.

Is there is any interactive dialogue?

Yes ‘ No

Is the interview correctly paced?

Yes ‘ No

Is the lone parent comfortable enough to ask questions?

Yes ‘ No

Is the adviser responsive to concerns?

Yes ‘ No

Note any other reflections not addressed above.
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5.2.1 Wave two lone parent interview observation template

Interviewer name: SJ NS JP MH SB
Jobcentre district: Wales Scotland
Jobcentre office: Welsh Office 1 Scottish Office 1
Welsh Office 2 Scottish Office 2
Welsh Office 3 Scottish Office 3
Welsh Office 4
Date of Interview: 4" 5 6" 7" 8" Other
June June June June June

Name of NDLP adviser

Name of lone parent

Age of Children 0-2 3-5 6-11 11-18 18+
years years years years years
Number of children of
each age
Length of time had 0-6 6 2-5 5+
previously been months months years years
employed -2
years
Child accompanying Yes No
lone parent
Other family or friend Yes No
accompanying lone
parent
If Yes, who Relative Friend Other
Reason for visit to Jobcentre today:
Tick all that Comments
apply/as

appropriate

Exploratory discussion

First WFI

Follow up visit

Quarterly WFI

NDLP — on the
programme

Other- details

* The names of the offices mentioned in the observation templates and topic
guides have been anonymised to protect the confidentiality of informants.
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Preparation for interview

Preparatory activities Tick as Comments
appropriate
\/
Check LMS

Read previous notes

Familiarise with customer
and children’s details

Other
Introduction
Is this a first visit?
Yes No
If first visit, does adviser introduce themselves to lone parent at the start of
the interview?
Yes No
Does the customer have English language issues?
Yes No
If yes, check the following as appropriate.
Tick as Comments
appropriate
\/

Customer brings
interpreter (please
specify who)

Adviser uses Jobcentre
Plus support — describe
(translation facility, other
adviser with language
skills, other support)

Adviser uses no support

Note impact on
interview:
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Does adviser explain/discuss the purpose of the interview/meeting.

’ Yes \ No \
Does adviser explain mandatory WFI requirements (if applicable)?

’ Yes \ No ‘
Does adviser highlight that customer will no longer be eligible for Income
Support once youngest child is aged 16?

Yes ‘ No
Explore history
Does adviser explore/review any of the following?
Tick if Comments
appropriate
N

Customers goals

Employment history

Education

Qualifications

Transferable skills

Experience

Barriers
Does adviser discuss any relevant potential barriers or issues?

Tick if Comments
appropriate

Caring responsibilities

Need for specialist
provision

Childcare

Basic skills

Language

Incapacity

Debt

Other- specify
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Options

Which of the following does the adviser discuss/explore with the client?

Pilot Options

Tick as
appropriatey

Note Customer response:

Action Plan

Childcare Assist

In-Work Credit

Discovery Events

In-Work
Emergency Fund

More Voluntary
Contact

In-Work Support
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Other forms of support/options offered?

Options Tick as Comments and customer response:
appropriate
Adviser
Discretionary
Fund

Better off in work
calculation (BOC)

Childcare
assistance

Childcare subsidy

Disability
Employment
Adviser

ESOL

Financial
management or
debt
management

Job grant (£250)
for salary delays

Job search

Mentoring

NDLP case-load

Other assistance

Referrals to
specialist support/
agencies-
describe

Training

Training premium

Other — describe

Does the advisor use the term ‘New Deal’ when talking about the pilot?

Yes

No
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Action Plan

Does the customer bring in an existing Action Plan for review?

Yes ‘ No

Is a new Action Plan made/existing plan discussed?

Yes ‘ No

If yes tick all that is appropriate.

Tick if
appropriate

\/

Comments

Purpose of Action Plan
explained to customer

Is the Action Plan specific

Time bound — step
specific and time phased

Realistic — potential
barriers reviewed?

Measurable

Additional comments

Just adviser signs

Just lone parent signs

Lone parent and advisor
sign

Does lone parent actively engage in preparing the Action Plan?

Yes ‘ No

Are the marketing materials given to the customer or previously distributed
material discussed during the interview?

Yes ‘ No

If yes, what was the customer response?

Interested ‘ Not interested

If no please explore reasons with adviser after interview).
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Re- evaluation
Does the adviser re-evaluate with lone parent earlier discussions, progress
and any options taken up?

Topic/Options Tick if Comments
appropriate

\/

Job search activity

Revisit BOC

Examine tax credits

Job grant
Adviser Discretionary
Fund (ADF)
Action Plan
Other
Are next step clearly identified and elaborated by adviser?
Yes No
Next appointment set up?
Yes No
If yes, when?
In next week In next 2 weeks In next month In next 6 months

After lone parent has left:
How did the adviser feel about the interview? Ask following interview.

Went well, LP is positive about LP thinking it LP not on board

programme over not
What immediate actions or notes does the adviser make for follow up
themselves or by administrative staff?

Topic/Options Tick if Comments
appropriate

None

Updates LMS

Follows up on agreed
actions

Looks into childcare

Looks into training
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Other
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Appendix F
Lone parent topic guides
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6.1.1  Wave one ND+fLP Pilot: Lone parents not in employment (face to face)

Interviewer Name:

Jobcentre District:

Jobcentre Office:

Date of Interview:

Name of NDLP adviser

Information to be collected from
LMS record:

Lone parent name

Lone parent contact details
(please take address)

Telephone numbers

(landline and mobile numbers
where possible)

Reason for visit today:

Exploratory visit

First WFI

Follow up visit

Quarterly WFI

NDLP- on the programme

Other-describe

In last year what are the number
of adviser meetings
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Resources

Which of the following sources of income are you currently receiving?

Tick as appropriate V

Income Support

Housing Benefit

Child Benefit

Council Tax Benefit

Disability Living Allowance

Free School Meals/Milk
Tokens

Employment

Working Families Tax Credit

Savings

Loans from Family

Childcare Tax Credit

Maintenance/other

Credit cards or personal loans

Other

Private Insurance

How long have you been receiving Income Support?

Tick as appropriate

0-6 months

1 year-5 years

6 months-1 year

On and off for 10 years

Employment history

Have you worked before?

Yes No

If yes, what types of jobs have you held?

How do you feel about moving off benefits and going (back) to work?

Ready Somewhat | Not ready

hesitant

If you have concerns about returning back to work, what worries you most?

Tick as appropriate V

Childcare

Finding an appropriate job

Skills

Being better off

Caring responsibilities

ESOL issues

Other please specify
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Plans and aspirations
If not looking for work: Is there any reason why you would rather not work right
now?
Tick as appropriate

Caring responsibilities Not ready

Childcare ESOL issues

Disability Training issues

Other please specify

If looking for work: What sort of work are you looking for (occupation, hours, pay
eto)?

Please specify

How are you looking for work? How have you found the process?

Tick as appropriate
Jobcentre Local newspaper and job
postings
Jobpoint Friends/family
Other, please specify

What do you feel you need to help to find employment?

Tick as appropriate
More training More Jobcentre support
Childcare There needs to be more jobs
for LPs
Other, please specify

Are you receiving any support in finding employment? Who have you been able to
get support from? If no, do you know where to find support?

Tick as appropriate

Support from adviser Support from training
provider

Support from family and Support from other

friends organisation

Other, please specify

Are there suitable job opportunities for lone parents in this area?

Yes No
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Childcare

Do you have any concerns about using childcare?

Yes No

If yes, what are your concerns?

Tick as appropriate V

Cost Feeling confident to leave my
children with strangers

Availability (hours) Location

Other, please specify

Do you have family and/or friends nearby who help or can help you with childcare?

Yes No

If you have used childcare in the past, what types of childcare have you used?

Tick as appropriate V

Family/friends Childminder
Children’s Centre Playgroup

Other, please specify

Have you been offered any advice about childcare by your adviser? Was it helpful?

Yes No

Do you feel more confident about the childcare options available to you? Why?

Yes after The same as | feel less

meeting with my | before | met with confident after

adviser my adviser meeting my
adviser

Meeting with adviser

Why did you come in for today’s meeting?

Adviser asked | came in on my
me to or QWHFI own to discuss
something

How often do you come in?

Tick as appropriate V

Fortnightly or more Once a month

Once every 6 months Once a year

Other, please specify
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How do you feel about coming in at this frequency?

It's a good It's ok | prefer to come in
frequency less

You have just had meeting with an adviser, what did you discuss?

Tick as appropriate V
Job search BOC
Childcare Training
Other, please specify

Was today’s meeting to follow up on anything specific?

Yes No

Did you get an Action Plan to take away with you?

Yes No

Did you agree to do something as a result of today’s meeting? Why?

Yes No

If yes, please specify

Were some things offered to you that you would like to think about? Why?

Yes No

If yes, please specify

Were there some things offered that you are definitely not interested in? Why?

Yes No

If no, please specify

What kind of financial support have you been offered through Jobcentre Plus?

Tick as appropriate V
Job grant Money for childcare
ADF Money for training
Nothing Work Search Premium
Other

How do you feel about the financial support offered by Jobcentre Plus?

It's useful It's ok It's not enough
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Have you been offered any help with training?

Yes

No

Are you happy with what you have been offered?

Yes

No

Are there some things which you did not understand or could have been explained

better?

Yes

No

As a lone parent, is there anything which you feel you need which you were not

offered?

Yes

No

If yes, please specify

Were you happy with the answers you received if you had any questions during the

meeting?

Yes

No

Do you feel that there were a number of options you were offered from which you

can choose the ones you need most yourself?

Yes

No

Do you feel more confident after this meeting about being able to find work that

you would be happy with?

Yes

No

How did you feel the meeting went overall?

[t went well

[t went ok

It did not go well

Do you think you will be coming back to Jobcentre Plus?

Yes

No

If yes, please specify why and

when

Marketing material

Have you seen these booklets before?

Yes

No

(Note to interviewer — if they don’t have material — show them the booklets)

If yes, where did you get the booklets from?
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If you got the booklets in a meeting with the adviser, did the adviser explain the
purpose of the booklets to you?

Yes No N/A

Have you had a chance to read through the booklets?

Yes No N/A

Do you find it useful in any way?

Yes No N/A

If you picked up the booklets elsewhere, did it give you an idea of which options you
wanted to follow up?

Yes No N/A

Do the booklets make it clear which options are available and how to get them?

Yes No N/A

Was there anything missing from the information as provided, or anything you
would like to know more about?

Yes No N/A

If yes, please specify

Final

Has what you have been offered met your expectations?

Yes No

Do you think there was anything missing in the support offered?

Yes No

What would you change? Is there anything which you feel should be done
differently?

Yes No

Do you have any other comments or suggestions which you would like to make?

Yes No

If yes, please specify
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Background:

RECORD THE FOLLOWING INFORMATION:

Sex

Age

Ethnic Group
(note if prefer not
to state)

White
-British
-Irish
-Welsh
-Scottish
-Other

Black or Black
British
-Caribbean
-African
-Other Black

Asian or Asian
British

-Indian
-Pakistani
-Bangladeshi
-Other Asian

Chinese or
Other Ethnic
Group
-Chinese
-Other Ethnic
Group

Mixed

-White and
Black
Caribbean

-White and
Black African

-White and
Asian

-Other Mixed

Age of children

Do you/your
children have a
disability that
affects the type
of work you can
undertake?

Lone parent

Child(ren)

Housing tenure

Home owner

Renting public

Renting private

Living with family

Any care
responsibilities
other than own
children

Does anyone else
share the
upbringing of the
children with
you?

What educational
skills/
qualifications
including
vocational
training do you
have?
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6.1.2  Wave one ND+fLP Pilot: Lone parents already in employment (face to face)

Interviewer Name:

Jobcentre District:

Jobcentre Office:

Date of Interview:

Name of NDLP adviser

Information to be
collected from LMS
record:

Lone parent name

Lone parent contact
details

(please take address)

Telephone numbers

(landline and mobile
numbers where possible)

Reason for visit today:

Exploratory visit

First WFI

Follow up visit

Quarterly WFI

NDLP- on the programme

Other-describe

In last year what are the
number of adviser
meetings
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Resources

Which of the following sources of income are you currently receiving?

Tick as appropriate V
Income Support Housing Benefit
Child Benefit Council Tax Benefit
Disability Living Allowance Free School Meals/Milk

Tokens

Employment Working Families Tax Credit
Savings Loans from Family
Childcare Tax Credit Maintenance/other
Credit cards or personal loans Other
Private Insurance

Employment & pre employment support

What kind of a job are you currently doing?

Please specify

How long have you been in work?

Started the past A month Under 6 months
week
6émonths-a year Over a year

How many hours a week, are you working?

Part-time 15 or Over 16 but not Full-time
under 35

How do you feel about going back to work?

Happy, it is good to It's ok | do not feel very
be back in work good about it

Have you seen any benefits about being back in work?

Tick as appropriate

Increased confidence Better off

More variety in the day Learning new skills

Other, please specify
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How did you get the job?

Tick as appropriate ¥
Jobcentre posting Adviser
Jobpoint Friend/family
Newspaper listing Training provider
Other, please specify

What do you feel helped you most in finding the job?

Tick as appropriate ¥

Adviser Training provider

Support from family/friends Previous work experience

Other, please specify

Did you receive any financial support when looking for work?

Tick as appropriate
Job grant Money for childcare
ADF Money for training
Nothing Work Search Premium
Other

What difference did the additional money make? (Probe around Work Search
Premium, training premiums, ADF etc)

Made a big Didn’t make a Was not enough
difference, helped difference either
me go back to work | way

Is there any support you did not get that you would have liked?

Yes No

If yes, please specify

Post-employment support

Has your adviser called you since you were in work?

Yes No

If yes, please specify how often, what you discussed and if you found the
conversations helpful

How often have you come to the Jobcentre since starting work?

Have not come at all Once Twice or more
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If you have come, what was the purpose of the visit(s)?

Tick as appropriate

Process change of
circumstance paperwork

Get ADF money

Discuss childcare options

Get support/advice for new
job

Other, please specify

Have you had any financial support whilst in work?

Yes No

If yes, please specify which type of support

Tick as appropriate V

IWC

Tax credits

ADF

Other

If you have received IWC, please answer the following:

Has it been helpful?

Yes No

How have you used the extra money?

Tick as appropriate

Childcare

Buy clothes for work

Pay bills between now and
when | receive first salary

Other

Yes No

How do you feel about this?

Are you aware that this support is only available for one year?

A year is enough Do not care either It should be available
way

for longer

Yes No

Have you had any issues with payments?

If yes please specify how these have been resolved?

Any further comments on the financial support you receive?
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Have you had any problems or emergencies since starting work?

Yes ‘ No

Did the Jobcentre Plus help in any way?

Yes ‘ No

Do you have any additional comments? (Explore if IWEF has been used in any way or
whether adviser has been able to help in any other way)

Childcare

What types of childcare are you currently using? (Probe around formal versus
informal childcare)

Tick as appropriate

Family/friends Childminder

Children’s Centre Playgroup

Other, please specify

How easy was it to find suitable childcare?

Easy Not easy but not Difficult
difficult

Has anyone helped you arrange the childcare?

Yes ‘ No ‘

Did you get any financial support with childcare just before starting work?

Yes ‘ No

If yes, how was it helpful? (Explore if Childcare Assist used)

Did you ever have any meetings with childcare providers or anyone else to help you
find suitable childcare?

Yes No

If yes, who were these with? When did you have them? Who arranged it? (Explore
referrals to providers or discussions with local authority)

Please explain

Do you receive any financial assistance for childcare payments currently?

Yes No
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Do you have any comments about the level of financial support you receive for
childcare?

Yes No

If yes, please specify

Do you have any current concerns regarding your childcare arrangements?

Yes No

If yes, please specify

Meeting with aadviser

Why have you come in to talk to the adviser today?

Tick as appropriate V

Your current job BOC

Childcare To fill out paperwork for
change of circumstance

Other, please specify To ask for financial assistance

What did you talk about with your adviser today?

Tick as appropriate V
Your current job BOC
Childcare Change of circumstance
Other, please specify Financial assistance

Is there anything which you feel you need as a lone parent, which you were not
offered by the adviser?

Yes No

If yes, please specify

Are there things which you did not understand or could have been explained better?

Yes No

If yes, please specify

Do you think you will be coming back to the Jobcentre? If so why? Do you know
when that will be?

Yes No

If yes, do you know when that will be?

This week In a fortnight Next month

In 6 months In a year Never
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Final

Has what you discussed today met your needs/expectations?

Yes No

Is there any other kind of support you feel you need while in work?

Yes No

If yes, please specify

Would you recommend this programme to other lone parents?

Yes No

Do you have any other comments suggestions which you would like to make?
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BACKGROUND:
RECORD THE FOLLOWING INFORMATION:

Sex
Age
Ethnic Group (note if | White Black or Black | Asian or Asian | Chinese Mixed
prefer not to state) -British British British or Other “White and
_Irish -Caribbean -Indian étrhontjc Black
“Welsh -African -Pakistani —ChinZse Carlpbean
Scottish | -Other Black | -Bangladeshi ~White and
. -Other Black African
-Other -Other Asian | £ hic White and
Group Asian
-Other Mixed
Age of children
Do you/your children | Lone parent Child(ren)

have a disability that
affects the type of
work you can
undertake?

Housing tenure

Home owner

Renting public

Renting private

Living with family

Any care
responsibilities other
than own children

Does anyone else
share the upbringing
of the children with
you?

What educational
skills/qualifications
including vocational
training do you have?
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6.2.1 Wave two ND+fLP Pilot: Lone Parent Not In Work Telephone Topic Guide

Interviewer Name: SJ NS JP MH SB

Jobcentre District: Wales Scotland

Jobcentre Office: Welsh Office 1 Scottish Office 1
Welsh Office 2 Scottish Office 2
Welsh Office 3 Scottish Office 3
Welsh Office 4
telephone

Date of Interview: 4th 5th 6th 7th 8th other

June | June | June | June | June

Name of NDLP adviser
Information to be collected from LMS record:
Lone parent name

Lone parent contact
details

(please take address)

Telephone numbers 8.1. Home landline
(landline and mobile 8.2. Work
numbers where possible) 3.3 Mobile

8.4. Other

Reason for visit today:

Exploratory visit

First WFI

Follow up visit

Quarterly WFI

NDLP- on the programme
Other-describe

In last year what are the First meeting 1-3 meetings
number of adviser
meetings

4-8 meetings 8+ meetings
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Resources

Which of the following sources of income are you currently receiving?

Tick as appropriate V

Income Support Housing Benefit

Child Benefit Council Tax Benefit

Disability Living Allowance Free School Meals/Milk
Tokens

Employment Working Families Tax Credit

Savings Loans from Family

Childcare Tax Credit Maintenance/other

Credit cards or personal loans Other

Private Insurance

How long have you been receiving Income Support?

Tick as appropriate V

0-6 months 1 year-5 years
6 months-1 year On and off for 5+ years
Employment history

Have you worked before?

Yes No

If yes, what types of jobs have you held?

How do you feel about moving off benefits and going (back) to work?

Ready Somew Not
hat ready
hesitant

If you have concerns about returning back to work, what worries you most?

Tick as appropriate V

Childcare Finding an appropriate job
Skills Being better off

Caring responsibilities ESOL issues

Other please specify
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Plans and aspirations
If not looking for work: Is there any reason why you would rather not work right
now?
Tick as appropriate

Caring responsibilities Not ready

Childcare ESOL issues

Disability Training issues

Other please specify

If looking for work: What sort of work are you looking for (occupation, hours, pay
etc)?

Please specify

How are you looking for work? How have you found the process?

Tick as appropriate
Jobcentre Local newspaper and job
postings
Jobpoint Friends/family
Other, please specify

What do you feel you need to help to find employment?

Tick as appropriate
More training More Jobcentre support
Childcare There needs to be more jobs
for LPs
Other, please specify

Are you receiving any support in finding employment? Who have you been able to
get support from? If no, do you know where to find support?

Tick as appropriate
Support from adviser Support from training
provider
Support from family and Support from other
friends organisation
Other, please specify

Are there suitable job opportunities for lone parents in this area?

Yes No Don't know
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Childcare

Do you have any concerns about using childcare?

Yes No

If yes, what are your concerns?

Tick as appropriate V

Cost Feeling confident to leave my
children with strangers

Availability (hours) Location

Other, please specify

Do you have family and/or friends nearby who help or can help you with childcare?

Yes No

If you have used childcare in the past, what types of childcare have you used?

Tick as appropriate V

Family/friends Childminder
Children’s Centre Playgroup
Other, please specify

Have you been offered any advice about childcare by your adviser? Was it helpful?

Yes No

Do you feel more confident about the childcare options available to you? Why?

Yes after The same as | feel less

meeting with my | before | met with confident after

adviser my adviser meeting my
adviser

Meeting with adviser

Why did you come in for today’s meeting?

Adviser asked | came in on my
me to or QWHI own to discuss
something

How often do you come in?

Tick as appropriate V

Fortnightly or more Once a month

Once every 6 months Once a year

Other, please specify
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How do you feel about coming in at this frequency?

It's a good It's ok | prefer to come in
frequency less

You have just had meeting with an adviser, what did you discuss?

Tick as appropriate V
Job search BOC
Childcare Training
Other, please specify

Was today’s meeting to follow up on anything specific?

Yes No

Did you get an Action Plan to take away with you?

Yes No

Did you agree to do something as a result of today's meeting? Why?

Yes No

If yes, please specify

Were some things offered to you that you would like to think about? Why?

Yes No

If yes, please specify

Were there some things offered that you are definitely not interested in? Why?

Yes No

If no, please specify

What kind of financial support have you been offered through Jobcentre Plus?

Tick as appropriate V
Job grant Money for childcare
ADF Money for training
Nothing Other

How do you feel about the financial support offered by Jobcentre Plus?

It's useful It's ok It's not enough

Have you been offered any advice with training today?

Yes No
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Have you been offered any advice with training previously?

Yes

No

Are you happy with what you have been offered?

Yes

No

Are there some things which you did not understand or could have been explained

As a lone parent, is there anything which you feel you need which you were not

better?

Yes No
offered?

Yes No

If yes, please specify

Were you happy with the answers you received if you had any questions during the

meeting?

Yes

No

Do you feel that there were a number of options you were offered from which you
can choose the ones you need most yourself?

Yes

No

Do you feel more confident after this meeting about being able to find work that

you would be happy with?

Yes

No

How did you feel the meeting went overall?

[t went well

It went ok

It did not go well

Do you think you will be coming back to Jobcentre Plus?

Yes

No

If yes, please specify why and when

Marketing material

Have you seen these booklets before?

Yes

No

(Note to interviewer — if they don’t have material — show them the booklets)
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If yes, where did you get the booklets from?

Jobcentre Adviser Pick it up myself in the
Jobcentre
Children’s Centre Other, please specify

If you got the booklets in a meeting with the adviser, did the adviser explain the
purpose of the booklets to you?

Yes No N/A

Have you had a chance to read through the booklets?

Yes No N/A

Do you find it useful in any way?

Yes No N/A

If you picked up the booklets elsewhere, did it give you an idea of which options you
wanted to follow up?

Yes No N/A

Do the booklets make it clear which options are available and how to get them?

Yes No N/A

Was there anything missing from the information as provided, or anything you
would like to know more about?

Yes No N/A

If yes, please specify

Final

Has what you have been offered met your expectations?

Yes No

Do you think there was anything missing in the support offered?

Yes No

What would you change? Is there anything which you feel should be done
differently?

Yes No

Do you have any other comments or suggestions which you would like to make?

Yes No

If yes, please specify
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Background:
RECORD THE FOLLOWING INFORMATION:
Sex Male Female
Age 0-25 26-25 36-45 46-55 55+
Ethnic Group (note | White Black or Black | Asian or Asian Chinese or | Mixed
if prefer not to _British British British Other “White and
state) JIrish -Caribbean -Indian EGth”'C Black
Welsh -African -Pakistani ro.up Caribbean
- -Chinese -White and
_Scottish -Other Black | -Bangladeshi
: -Other Black
-Other -Other Asian Ethnic African
Group -White and
Asian
-Other
Mixed
Age of children 0-2 years 3-5 years 6-11 years 11-18 years | 18+ years
Number of children
of each age
Do you/your Lone parent Child(ren)

children have a
disability that
affects the type of
work you can
undertake?

Housing tenure

Home owner

Renting public

Renting private

Living with family

Any care Relative Friend other
responsibilities

other than own

children

Does anyone else Relative Friend other

share the
upbringing of the
children with you?

What educational
skills/qualifications
including vocational
training do you
have?

GCSEs/O-levels A-levels
NVQ Degree
Basic skills ESOL
Other

‘Thank you very much for taking part in this interview today. We would like to know about
the Jobcentre services that you use in the future, and would therefore like to phone you in
a few months and see how you are getting on. This will help us learn more about how to
improve services for lone parents and whether certain programmes of support are helpful
or not. If this is okay, could you please check the phone number | have for you is correct,

and sign below to indicate we may call you.’
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6.2.2 Wave two ND+fLP Pilot: Lone Parent In Work Interview Telephone Topic Guide

Interviewer Name: SJ NS JP MH SB

Jobcentre District: Wales Scotland

Jobcentre Office: Welsh Office 1 Scottish Office 1
Welsh Office 2 Scottish Office 2
Welsh Office 3 Scottish Office 3
Welsh Office 4
telephone

Date of Interview: 4th 5th 6th 7th 8th other
Jun Jun Jun Jun Jun
e e e e e

Name of NDLP adviser
Information to be collected from LMS record:
Lone parent name

Lone parent contact
details

(please take address)

Telephone numbers 8.1. Home landline
( landline and mobile 8.2. Work
numbers where 3.3 Mobile
possible)

8.4. other

Reason for visit today:

Exploratory visit

First WFI

Follow up visit

Quarterly WFI

NDLP- on the programme
Other-describe

In last year what are the First meeting 1-3 meetings
number of adviser
meetings

4-8 meetings 8+ meetings
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Resources

Which of the following sources of income are you currently receiving?

Tick as appropriate V

Income Support

Housing Benefit

Child Benefit

Council Tax Benefit

Disability Living Allowance

Free School Meals/Milk
Tokens

Employment

Working Families Tax Credit

Savings

Loans from Family

Childcare Tax Credit

Maintenance/other

Credit cards or personal loans

Other

Private Insurance

Employment & pre employment support

What kind of a job are you currently doing?

Please specify

How long have you been in work?

Started the past A month Under 6 months
week
6months-a year Over a year

How many hours a week, are you working?

1-15 hours (mini job) |  16-30 hours (part- | 30+ hours (full-time)

time)

How do you feel about going back to work?

Happy, it is good to It's ok

be back in work

| do not feel very
good about it

Have you seen any benefits about being back in work?

Tick as appropriate V

Increased confidence

Better off

More variety in the day

Learning new skills

A social network

Other, please specify
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How did you get the job?

Tick as appropriate

Jobcentre posting Adviser

Jobpoint Friend/family
Newspaper listing Training provider
Other, please specify

What do you feel helped you most in finding the job?

Tick as appropriate
Adviser Training provider
Support from family/friends Previous work experience
Other, please specify

Did you receive any financial support when looking for work?

Tick as appropriate

Job grant Money for childcare

ADF Money for training

Work Search Premium Nothing

Other
What difference did the additional money make? (Probe around training premiums,
ADF etc)

Made a big Didn’t make a Was not enough

difference, helped difference either

me go back to work way

Is there any support you did not get that you would have liked?

Yes No

If yes, please specify

Post-employment support

Has your Adviser called you since you were in work?

Yes No

If yes, please specify how often, what you discussed and if you found the
conversations helpful

How often have you come to the Jobcentre since starting work?

This is my first time Once Twice or more
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If you have come, what was the purpose of the visit(s)?

Tick as appropriate V

Process change of
circumstance paperwork

Get ADF money

Discuss childcare options

Get support/advice for new
job

IWEF

Other, please specify

Have you had any financial support whilst in work?

Yes No

If yes, please specify which type of support

Tick as appropriate V

In Work Credit

Tax Credits

Advisor Discretionary Fund

In Work Emergency Fund

Other

If you have received ADF, please answer the following:

Did you know about this fund before you went to the Jobcentre on that visit?

Yes No
What was the ADF used for

Tick as appropriate V

Interview clothes

Travel arrangements

Childcare

Other, please specify

If you have received IWC, please answer the following:

Has it been helpful?

Yes No

How have you used the extra money?

Tick as appropriate V

Childcare

Buy clothes for work

Pay bills between now and
when | receive first salary

Savings

Other

Are you aware that this support is only available for one year?

Yes No
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How do you feel about this?

A year is enough Do not care either It should be available
way for longer

Have you had any issues with payments?

Yes No

If yes please specify how these have been resolved?

Any further comments on the financial support you receive?

Have you had any problems or emergencies since starting work?

Yes No

Did the Jobcentre Plus help in any way?

Yes No
Did you know about IWEF before you contacted the Jobcentre when you had your
emergency?

Yes No

Do you have any additional comments? (Explore if IWEF has been used in any way or
whether adviser has been able to help in any other way)

Childcare

What types of childcare are you currently using? (Probe around formal versus
informal childcare)

Tick as appropriate V

Family/friends Childminder
Children’s Centre Playgroup

Other, please specify

How easy was it to find suitable childcare?

Easy Not easy but not Difficult
difficult

Has anyone helped you arrange the childcare?

Yes No
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If yes, who?
Jobcentre Adviser Friend/Family
Other professional Other

Did you get any financial support with childcare just before starting work?

Yes No

If yes, how was it helpful? (Explore if Childcare Assist used)

Did you ever have any meetings with childcare providers or anyone else to help you
find suitable childcare?

Yes No

If yes, who were these with? When did you have them? Who arranged it? (Explore
referrals to providers or discussions with local authority)

Please explain

Do you receive any financial assistance for childcare payments currently?

Yes No

Do you have any comments about the level of financial support you receive for
childcare?

Yes No

If yes, please specify

Do you have any current concerns regarding your childcare arrangements?

Yes No

If yes, please specify

Meeting with aaviser

Why have you come in to talk to the adviser today?

Tick as appropriate
Your current job BOC

Childcare To fill out paperwork for
change of circumstance

Other, please specitfy To ask for financial assistance
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What did you talk about with your adviser today?

Tick as appropriate V
Your current job BOC
Childcare Change of circumstance
Other, please specify Financial assistance

Is there anything which you feel you need as a lone parent, which you were not
offered by the adviser?

Yes No

If yes, please specify

Are there things which you did not understand or could have been explained better?

Yes No

If yes, please specify

Do you think you will be coming back to the Jobcentre? If so why? Do you know
when that will be?

Yes No

If yes, do you know when that will be?

This week In a fortnight Next month
In 6 months In a year Never
Only when | next Other
need help
Final

Has what you discussed today met your needs/expectations?

Yes No

Is there any other kind of support you feel you need while in work?

Yes No

If yes, please specify

Would you recommend this programme to other lone parents?

Yes No

Do you have any other comments suggestions which you would like to make?
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BACKGROUND:
RECORD THE FOLLOWING INFORMATION:
Sex Male Female
Age 0-25 26-25 36-45 46-55 55+
Ethnic Group (note if | White Black or Black Asian or Asian | Chinese or | Mixed
prefer not to state) _British British British Other “White and
Irish -Caribbean -Indian Ethnlc Black
‘Welsh -African -Pakistani CrE,Up Caribbean
- In .
_Scottish -Other Black -Bangladeshi e -White and
. -Other Black
-Other -Other Asian Ethnic African
Group -White and
Asian
-Other
Mixed
Age of children 0-2 years 3-5 years 6-11 years 11-18 years | 18+ years
Number of children of
each age
Do you/your children Lone parent Child(ren)
have a disability that
affects the type of
work you can
undertake?
Housing tenure Home owner Renting public Living with family

Renting private

Any care Relative Friend other
responsibilities other

than own children

Does anyone else Relative Friend other

share the upbringing
of the children with
you?

What educational
skills/qualifications
including vocational
training do you have?

GCSEs/O-levels A-levels
NVQ Degree
Basic skills ESOL
Other

"Thank you very much for taking part in this interview today. We would like to know about
the Jobcentre services that you use in the future, and would therefore like to phone you in a
few months and see how you are getting on. This will help us learn more about how to
improve services for lone parents and whether certain programmes of support are helpful or
not. If this is okay, could you please check the phone number | have for you is correct, and
sign below to indicate we may call you.’
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6.3.1  Wave three ND+fLP Pilot: Lone Parent Not In Employment Telephone Topic Guide

GHK are conducting a survey on behalf of Jobcentre Plus to find out what you think
about the package of options available for providing support to lone parents who
might need help in finding work.

You may remember speaking to us back in (month of previous contact and location
of Jobcentre office if face to face). You previously said that it would be okay for us to
call you to follow up on some of the things we asked you before and see how you
have been getting on.

All of your answers will be treated with confidence, any claims to benefits you
receive will not be affected in any way, whether now or in the future. This survey will
take about 10 minutes of your time, are you happy to take part?

Does the lone parent agree to be Yes No
interviewed?

If no, please explain why not e.g. no
longer on pilot, not happy to take part,
cannot get in contact with customer

etc.
Background
Name of interviewer SB MH
Jobcentre Plus district Wales Scotland
Jobcentre Plus office Welsh Office 1 Scottish Office 1
Welsh Office 2 Scottish Office 2
Welsh Office 3 Scottish Office 3

Welsh Office 4

Date of previous interview(s)

Lone parent name

Date of interview

Lone parent contact details Home landline
Work
Mobile

Duration on ND+fLP
Start date on ND+fLP
Number of PA meetings
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If working at previous interview

When we last spoke to you, you were
in work, can you tell me when you left
work

Can you describe your reason for
leaving work

Personal circumstances changed
and | had to give up work

| did not like the people | worked

with

| was unable to get to work
(transport issues)

My hours changed and | was no
longer able to work those times

Other:
Future work
Are you currently looking to go back to | Yes No
work?
If no, why not Children too young
| don’t want to work
Other:
How do you feel about going back to Positive | Neutral Negative
work?
Do you have concerns about returning Yes No
to work?
If yes, what are they? Is this something
you feel JCP can help you with?
If you are thinking about going back to
work, why do you want to?
What type of work are you looking for?
Occupation, pay, etc.
What hours do you want to work? Part-time Full-time
Note any conditions e.g. term time
only, while children are in school etc.
Has JCP offered you any Yes No

training?

If yes, what type and do you want to take it up?

What do you feel will help you most in finding a job




204

Appendices - Lone parent topic guides

Training

Have you attended any training to Yes
help you move into work?

No

If yes, what training did you attend
and who organised the training?

Do you think the training will be Yes
helpful for you to get a job?

No

If no, would you have wanted Yes
training?

No

If yes, what type?

The Package

Which pilot options has the In Work C
lone parent taken up?

Be aware that the lone parent
may not know the name, you
may need to describe

redit

Work Search
Premium

Be aware this is
no longer
available, but they
may have received
it previously

In Work Support

In Work
Emergency Fund

Contact

More Voluntary

Flexible Provision

Discovery

Event

Childcare Assist

Do you feel that the support is | Yes
helpful in getting you ready for
work?

No

If yes which ones were specifically
helpful?

If no, what else would you have wanted?

Childcare

Do you have any childcare issues that
need addressing before you could go
into work?

Yes

No

If yes has JCP been helpful in resolving
them?

Yes

No

If yes, please describe how

If no, please explain how you would
address the childcare issues

Is there anything else you would have
wanted with respect to childcare?




Appendices - Lone parent topic guides

205

Overall

Would you recommend
the help you have
received from JCP to
other lone parents?

Yes

No

If no, why?

Do you have any other
comments you would
like to make?

Thank you very much for taking part in this interview today.
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6.3.2 Wave three ND+fLP Pilot: Lone Parent In Employment Telephone Topic Guide

GHK are conducting a survey on behalf of Jobcentre Plus to find out what you think
about the package of options available for providing support to lone parents who
might need help in finding work.

You may remember speaking to us back in (month of previous contact and location
of Jobcentre office if face to face). You previously said that it would be okay for us to
call you to follow up on some of the things we asked you before and see how you
have been getting on.

All of your answers will be treated with confidence, any claims to benefits you
receive will not be affected in any way, whether now or in the future. This survey will
take about 10 minutes of your time, are you happy to take part?

Does the lone parent agree to be Yes No
interviewed?

If no, please explain why not e.g. no
longer on pilot, not happy to take part,
can not get in contact with customer

etc.
Background
Name of interviewer SB MH
Jobcentre Plus district Wales Scotland
Jobcentre Plus office Welsh Office 1 Scottish Office 1
Welsh Office 2 Scottish Office 2
Welsh Office 3 Scottish Office 3

Welsh Office 4

Date of previous interview(s)

Lone parent name

Date of interview

Lone parent contact details Home landline
Work
Mobile

Duration on ND+fLP

Start date on ND+fLP

Number of PA meetings
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6.3.2  Wave three ND+fLP Pilot: Lone Parent In Employment Telephone Topic Guide

GHK are conducting a survey on behalf of Jobcentre Plus to find out what you
about the package of options available for providing support to lone parents
might need help in finding work.

You may remember speaking to us back in (month of previous contact and loc
of Jobcentre office if face to face). You previously said that it would be okay for
call you to follow up on some of the things we asked you before and see how
have been getting on.

All of your answers will be treated with confidence, any claims to benefits
receive will not be affected in any way, whether now or in the future. This surve
take about 10 minutes of your time, are you happy to take part?

Does the lone parent agree to be Yes No
interviewed?

If no, please explain why not e.g. no
longer on pilot, not happy to take part,
can not get in contact with customer

etc.
Background
Name of interviewer SB MH
Jobcentre Plus district Wales Scotland
Jobcentre Plus office Welsh Office 1 Scottish Office 1
Welsh Office 2 Scottish Office 2
Welsh Office 3 Scottish Office 3

Welsh Office 4

Date of previous interview(s)

Lone parent name

Date of interview

Lone parent contact details Home landline
Work
Mobile

Duration on ND+fLP

Start date on ND+fLP

Number of PA meetings
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Training

Did you attend any training before Yes
you went into work?

No

If yes, what training did you attend
and who organised the training?

Do you think the training helped you | Yes
to get a job?

No

If no, would you have wanted Yes
training?

No

If yes, what type?

The Package

Which pilot options has the In Work C
lone parent taken up?

Be aware that the lone parent
may not know the name, you
may need to describe

redit

Work Search
Premium

Be aware this is
no longer
available, but they
may have received
it previously

In Work Support

In Work
Emergency Fund

Contact

More Voluntary

Flexible Provision

Discovery

Event

Childcare Assist

Do you feel that the support is | Yes
helpful in getting you ready for
work?

No

If yes which ones were specifically
helpful?

If no, what else would you have wanted?

Childcare

Did you have any childcare issues that
needed addressing before you could go
into work?

Yes

No

If yes has JCP been helpful in resolving
them?

Yes

no

If yes, please describe how

If no, please explain how you addressed
the childcare issues

Is there anything else you would have
wanted with respect to childcare?
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Overall

Would you recommend
the help you have
received from JCP to
other lone parents?

Yes

No

If no, why?

Do you have any other
comments you would
like to make?

Thank you very much for taking part in this interview today.
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