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Background

This toolkit has been developed by
organisations involved in the RESTART
partnership, a transnational network
supported by the European Union’s
EQUAL Programme. The partnership
involves members from four EU member
states, The Czech Republic, Germany,
Spain and the United Kingdom. Within
each of these countries the partnership
has a specific regional focus as follows:

Ostrava - Czech Republic

Berlin - Germany

The Basque Country - Spain

Scotland - UK

In each of these regions our partner
organisations are delivering services to
support workless people to move into
employment. This work targets a broad
range of clients and RESTART has
provided us with an opportunity to learn
from one another’s practice. It has also
allowed us to develop and pilot new
interventions based on this shared
experience. Exposure to new ideas and
to other approaches has raised questions
for each of us about our own practice
and the way we deliver our services. It
has also underlined the complex mix of
skills and experience our service
providers require to work effectively with
our target groups.

Consequently, we decided to capture the
essence of our work in a snapshot aimed
at front line workers delivering services
to some of the hardest to help groups
in labour market terms.

Aims of the toolkit

This toolkit is a practical resource aimed at
practitioners. It seeks to highlight the principal
elements of our work in a way that should be
useful for service providers. In particular, we hope
that it will be of value to newly qualified staff as
well as to those who are still developing their
skills. It is a frank and honest attempt to present
what works (and doesn’t work) with our clients.

It is not intended as a definitive guide to the work
being delivered through our EQUAL partnership.

Our focus has been on five key areas which are
central to the work we do with all clients, and our
aim has been to produce a resource which is
accessible, interesting and flexible. We hope that
it can be used as a training and development
resource by organisations working in the field,
and that it will provide a useful complement to
other skills development frameworks.

The Development Process

Producing the toolkit has been a complex and
challenging undertaking! Its origins lie in the work
of one of the RESTART sub-groups (New Models
of Intervention) which has focused on sharing
innovative and effective approaches for working
with our target clients. The NMI sub-group
contained members from each of the participating
regions, and much of its initial focus was simply
on learning about our respective approaches and
working environments.

As the group matured, a number of issues became
clear:

Although we share many of the same principles
there are some significant distinctions in our
practice which provide valuable learning 
opportunities

Successful approaches with our clients often
involve complex partnership structures which
straddle social and economic interventions

Working successfully with these clients 
requires a complex and distinctive skillset

Restart Partners
Launch Conference

January 2003, Scotland



05

Section One. Introduction

01

The toolkit reflects the principals established at an early stage in the project. These were that it:

Targeted practitioners

Was written in plain language

Focused on practical examples and case studies

Made some connections between the spheres of practice and policy

Was attractive and accessible

The format is divided into five key sections as follows:

Barriers

Assessment

Transitional Support Methods

Employer Engagement

In Work Support

This format follows ‘the client journey’ from unemployment and inactivity through to gaining a job.
Each section covers four fundamental questions, providing answers to twenty questions overall which
front line staff might find useful to know. Each section contains real case studies drawn from our
partners’ experience as well as practical tips, signposts to resources and details of additional
information sources. We also provide a full list of our participating organisations as an appendix.

The toolkit’s modular format is designed so that users can dip in and out of it in line with their own
needs. We have aimed for ‘bite sized chunks’ rather than creating a product that will be consumed
cover to cover in a single sitting! In each of our participating regions, the partners will be using the
toolkit in different ways to complement existing staff development frameworks. Finally, we are keen
to hear your feedback on what we have produced. Was it useful? Did it meet your expectations?
How could we improve it for future users? Through the RESTART web site (www.restart-equal.org)
you can pass on your thoughts and comments.

We hope that you will find it useful - and look forward to hearing from you.

It also became clear that workers providing these
services do not come from a single discipline.
Some have a health background, others are
trainers, whilst some may have previously worked
in drugs or homelessness. Once they are working
in a more generic ‘inclusion’ environment they
are often expected to acquire a much wider range
of skills - but often do so on the job. Whilst there
are positive aspects to ‘learning by doing’ it was
felt that some of these workers might welcome
a resource with a focus on practical aspects of
the job. This toolkit is the result.

The information assembled here has been drawn
together in a number of ways. Through the funding
provided by EQUAL we have been able to come
together through a series of events which have
been used to share experience, generate content
and discuss our priorities.

These events have been complemented by a
survey of partner’s activities, regular on line
communication and by the provision of case study
and project materials from across the partnership.
The content was written up in the summer of
2004 and refined by partners in the autumn of
that year.

It was launched as part of the EQUAL Action 3
phase, which focuses on product dissemination.

Format of the t      lkit

Restart Working Groups,
Launch Conference, January 2003, Scotland
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Introduction

The RESTART Partnership works with some of
the hardest to help groups in the labour market.
Across the four participating countries our partners
aim to support some of the most marginalised
groups into employment, some in times of
economic change and increasing unemployment.
Although the target groups are diverse across
the partnership, there is a great degree of overlap
in the barriers they face. Understanding these
obstacles, and developing effective ways to tackle
them, are important starting points for successful
work with these clients.

In this section we examine the range of target
groups the partnership engages with and explore
the barriers they face. The section takes us
through the risks they must overcome in moving
towards the labour market and explores
techniques for reassuring them at the front end
of the process.

We also draw upon the experience within the
partnership to consider how we get our clients
to stick with us. In many cases these are people
who have tried their hand at many things, but
have found it difficult to sustain their initial
commitment. How do we make sure that this is
not just another false start?

Finally, the section contains some real life case
study examples designed to help you and your
staff in your day to day work with clients.

Who are our clients - and what
barriers do they face?

The diversity of experience within our partnership
has been one of its strengths. Organisations
funded through the EQUAL programme in our four
member states have been working with a wide
range of clients, some of whom are amongst the
most disadvantaged in the labour market. In the
Basque Country our partners work primarily with
clients with learning disabilities. In Berlin, the
focus has been on women with disabilities, women
living with methadone substitution, people living
with HIV/Aids and autistic people. In Ostrava the
principal client group is long term unemployed
men with a background in heavy industry.

In Scotland the EQUAL partnership engages with
a variety of target groups. Our partners are working
with homeless people, clients with drug and
alcohol backgrounds, ex-offenders, people with
learning disabilities, clients with mental health
problems and older people - to name but a few!

Yet, despite this diversity, there is a remarkably
common set of barriers which these clients face
in entering the labour market. Amongst the four
member states and across this wide range of
target groups, we see the same recurring
obstacles facing our clients. In some cases these
are particular to the individual and are a
consequence of their background – such as poor
basic skills or low self-esteem. In other cases
they are structural barriers over which the
individual has little or no control. These include
high levels of local unemployment, industrial re-
structuring and negative employer attitudes.

From a survey of RESTART partners, the barriers
which our clients face in order of frequency are:

Employer prejudice

Poor core skills - communications, literacy, 
numeracy etc

Lack of self confidence and low self-esteem

The benefits trap (high welfare payments)

Lack of supportive work opportunities

Health issues

Economic climate

Negative work attitude

Lack of work experience

Homelessness

Drug dependency

Criminal record

Debt

Families’ low expectations

Often, clients present with a combination of these.
For example, drug users may have a criminal
record either as a consequence of drug possession
or from criminal activity to raise money for drugs.
They may also have mental health issues – a
common consequence of long term drug abuse.
In working with them at the early stages it is
important to hear the client’s own assessment
of the barriers they face - and how they prioritise
these. We discuss this further in the following
section on assessment.

Blue-sky Thinking Workshop, Scotland
Social Firms Scotland,
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Kursiv e.V. (Berlin, Germany)

Background:

Kursiv is a small not-for-profit organisation which works exclusively with people living with HIV
and Aids. These include ex-drug users, migrants and homosexuals. The project has a strong
employment focus, despite the fact that this client group faces a high level of employer prejudice.
In Berlin, where unemployment levels are currently around 20%, this presents particular challenges.

Features:

Kursiv’s clients face a number of labour market barriers. Often, their health is unstable and they
can be uncertain about managing aspects of their infection. They frequently have low levels of
qualifications, often combined with patchy career histories. Lack of confidence is a particular
problem of many participants, together with concerns about accessing work in the mainstream
labour market.

Initially, Kursiv pay particular attention to building motivation and confidence through group work
and one-to-one counselling. This is supplemented with an extensive profiling exercise which maps
the client’s competencies and aspirations, combined with a computer course.

The second important part of the training is a six month placement for the client, providing them
with an opportunity to gain work experience and build their confidence. At the same time the
model encourages employers to have contact with the client group to reduce its prejudices and
to test out the working relationship. Beyond that the employer is advised and supported by the
creation of a work placement and through state subsidies and employment funds.

Contact: s.freund@schwulenberatungberlin.de

For many, employment may not be on their radar
at the start of the process, and their route to our
services may start elsewhere. Establishing good
relationships with agencies providing these
services is an important element of our
engagement work with these clients.

Building these relationships with service providers
from other domains is becoming easier. Although
this remains hard work, it has been eased by
recognition of the value of employability in other
policy spheres. For example, in Scotland the
Health, Drug, Criminal Justice and Homelessness
policies now acknowledge the important role of
work and employability in the rehabilitation process.
The recognition that work is closely linked with
positive well-being and self-respect makes our
work easier than it may have been five years ago.

At the same time, we cannot overemphasise the
value of partnership working within our networks,
as we discuss throughout the toolkit.

casestudy

EmployAbility Project, Scotland



Make active links with agencies 
providing social support to your target
client group

Invest time in building these 
relationships

Identify and address any concerns they
have around employability

Stress the complementary nature of 
your services – you are not out to ‘steal’
their clients and will rely on them to 
provide specialist inputs (e.g. around
debt counselling, drug issues etc)

�toptips
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What methods can we use to
initially engage them?

Across the partnership we can see different
approaches for successfully engaging with our
clients, which can broadly be split into reactive
and proactive. For example, in Ostrava the clients
are mainly ex-steel workers who are keen to re-
train and re-enter the labour market. They are
highly motivated as a client group, with high levels
of skills and education (comparative to clients
in other RESTART countries). Consequently, the
challenge of initial engagement is less pronounced
and - as we discuss later - this also has an impact
on the type of materials and resources used.

Elsewhere the picture is quite different.
In Scotland, clients are less likely to beat a path
to our door. Consequently, although some projects
get a steady stream of clients self-referring, these
tend to be in the minority. More likely scenarios
are ones where:

Clients are referred by a third party - which 
could be a statutory agency (e.g. Job Centre
Plus) or a partner organisation

Clients are recruited through pro-active 
outreach activity

Third party referrals rely upon trust and confidence.
Colleagues in a referring organisation must feel
confident that we understand the issues their
clients face - e.g. drugs, homelessness - and that
we have the skills and wherewithal to meet their
client’s needs. Their reputation may rely on our
ability to deliver the right kind of service.

Investing in these relationships - at an individual
and organisational level - is an important part of
our work…and it may take time. Initially, there
may be suspicion that we are trying to ‘steal’
their clients or a doubt that an employment
outcome is in the interest of their client. It is
important, in developing the relationship, to identify
such fears and to deal with them.

One way of doing this is to stress how difficult it
is to achieve sustainable solutions for our clients
without taking on board the bigger picture. They
may need help with skills and confidence building
- but they often need specialist advice on housing,
debt, drugs and benefits which are beyond our
own skill sets.

It is only through working together that we can
achieve holistic solutions for our clients. Without
these, their chances of sustainable social re-
integration will be limited. From the start we
should stress the win-win component of
partnership delivery.

We also need to ensure that we listen to clients’
needs and have sufficient flexibility to meet these.
Our programme design must reflect client
requirements and be able to accommodate the
specific package of inputs each one requires.
The high volume ‘one size fits all’ approach will
not succeed with these groups, and many clients
will have previous experience of where it has
failed in the past.

Glasgow FEA Initiative, Scotland

Get On Project, Scotland
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In some communities the stigma attached to work
is such that the only way to get clients is to
physically go out and round them up! In Glasgow,
this is the approach which has been adopted by
the Full Employment Area (FEA) pilots. Here, we
see an emphasis on building a strong profile
within a defined neighbourhood in order to actively
engage and support prospective clients. Without
this approach these individuals would be unlikely
to consider work as an option.

The reasons for this are many - and include some
of the barriers set out above - but they also include
a stigma to work, partly a consequence of limited
exposure. These are often workless households
where we see second and sometimes third
generation unemployment. Life experience is
confined to welfare benefits and - in some cases
- involvement in the informal economy. The culture
of mainstream work is no longer there, and has
to be nurtured from scratch. The FEA approach
relies upon the recruitment and training of local
people who undertake this proactive role within
the community. Working as a team, the workers
(known as animators) have local credibility not
only because they are known in the area, but also
because they have often experienced
unemployment at first hand themselves.
Consequently, they speak from experience, which
can also help in terms of empathising with
prospective clients.

The Compass Project
NHS/The Wise Group, Glasgow, Scotland

Background:

This is a one year pilot project, launched in January 2004 (originally the Action Research Project)
linking into the Glasgow Equal Access to Employment Strategy.  It works through the referral of
GP patients, currently claiming Incapacity Benefit or Severe Disablement Allowance, to an intervention
which will support them in their progression towards work and training.

Features:

The assessment framework has a methodology that places clients at the centre of the process

The model recognises the need to balance issues relating to rehabilitation and progression 
with the need to get clients into work

It is based on a strong working partnership with GPs

The projects builds in links to other local service provision, to ensure a maximum level of 
support for the client to help them into employment

Further information can be obtained at the Wise Group Community Employment Centre,
00 44 141 810 1155; compass@thewisegroup.co.uk

casestudy

PartiSIPate Project, Scotland
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In tight knit communities word of mouth is often
the most effective referral method. Where local
networks are strong, people will hear of others
- friends, neighbours, family members - who have
successfully moved into employment. This will
provide a more powerful message than
standardised promotional materials. Engaging
successful clients - as animators, role models
and mentors - is an effective way of demonstrating
the positive effects of change.

What risks do they face
engaging with us?

Taking steps towards employability involves big
risks for our clients. Being aware of these risks
- and knowing how to help our clients deal with
them - are important tools to have in our bag.

We are asking them to make big changes to their
lives. In many cases change has not been a
positive experience for our clients. As a
consequence, they are wary of taking this risk.
It may involve a less stable financial position, a
shift in established lifestyles or even a need to
change the group of friends you spend time with.

These are major considerations, so how can we
help our clients deal with them?

Glasgow Full Employment Area
Glasgow City Council, Scotland

Background:

The Full Employment Area (FEA) approach is currently being piloted in different parts of the UK.
In Glasgow it is operating in three defined areas (each of between 400 and 800 households)
where employment rates are below 50%. The initial target is to reach the city average of 58%.

Features:

The FEA approach is distinctive in a number of respects. It acknowledges the importance of
adopting an individual approach to clients and to investing time and energy in building one to
one relationships. The emphasis is on working with ‘hard to reach’ clients who may not be
attracted onto mainstream support programmes. Many of these individuals face multiple barriers
to the labour market, including health, childcare and debt/benefits issues.

The Glasgow FEA model consists of a team of locally based ‘animators’ who are central to the
project ethos. These are local people who know the territory, know the community and have
personally experienced worklessness. They have credibility within the community and are respected
for having a degree of independence - it is not their role to ‘sell’ programmes to clients. Their
task is to establish a rapport with target clients within the community. This can include befriending,
mentoring, advocating, encouraging and, in some cases, challenging. The approach is highly
proactive, going out and literally knocking doors and engaging with residents wherever they feel
comfortable. It feeds into the existing employment support infrastructure within the city, but is
reaching clients who have often been disengaged before now.

Successful animators are those who can connect with clients, starting a conversation and following
up with exemplary listening skills. Building trust has been a key element of the project so that
now through word of mouth their local networks are growing.

Contact: james.arnott@drs.glasgow.gov.uk

ca
se

st
ud

y

Glasgow FEA Initiative, Scotland

Glasgow FEA Initiative,
Scotland



Segregate the market
...to find our real clients

A huge amount of energy is wasted working
with clients who have no real desire to go
to work. Most of us who have worked in
front line services have come across clients
who have been referred - usually by a
government agency - but who have no real
interest in working.  In seeing us they are
‘going through the motions’ merely in order
to satisfy the system’s requirements.

However, in most cases we have an open
policy about seeing clients and also, it’s
not always easy to identify the time wasters
at the initial stage of the process. The
amount of time we spend with them is
time we could better spend on those clients
who really want a job.  So, the faster we
can identify them and weed them out the
better.

One way of doing this is to set them a
task to complete between the first and
second contact sessions. An experienced
service provider tells us that those who
are really committed will make the effort
to complete the task. The time wasters
can go back to their referral point having
satisfied their requirement - and we won’t
see them again.

11
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The money thing

At the point where we meet our clients, many of
them are on state benefits. These vary amongst
participating member states, but the features
and the effect on our clients are similar. For
example, in Scotland a high proportion of RESTART
clients are on health related benefits (e.g.
Incapacity Benefit) which links into Housing Benefit.
For them, benefits are predictable and stable -
allowing for a degree of financial planning. Although
not high, combined benefit levels are often more
than the individual could expect to earn in the
local labour market.

As the benefits are not time limited there is little
incentive to ‘rock the boat’. Indeed, changes to
the benefits regime in the UK mean that clients
already in receipt of benefit are especially wary
of coming off them as their conditions would be
worse if they had to re-apply.

These are significant barriers.

However, spending the rest of your life on low-
income benefits is not an appealing prospect for
everyone. Research at various levels suggests
that a significant proportion of UK benefits
claimants would like to work, given the opportunity.
In mental health, those who would like full-time
work in Scotland were found to be around 20%,
with another 30% wanting part-time work, 58% of
the total wanted to work) So how do we get around
this dilemma?

Exposure to other systems has shown our partners
that although barriers me be the same, there are
alternative approaches to overcoming them. For
example, in the Basque Country all individuals
with a disability receive some form of wage subsidy
from the Spanish government. Workers receive
50% of the National Minimum Wage, with the rest
made up from business income.

All disabled people are recorded on a register
which qualifies them for an appropriate ‘pension’
(welfare benefit). Consequently, if they move into
work but have to discontinue, they automatically
qualify for the pension payments. This reduces
the risk of taking a job, removing the biggest
barrier disabled people in the UK face.

Our partnership experience has shown that in
Spain a combination of employment quotas (for
disabled workers), funding mechanisms and
business models work in favour of disabled people
entering the labour market. There is also greater
scope, within this model, for the development of
social firms, as we see from the survey returns
in the following section.

So, what have we learned from our experience in
terms of overcoming barriers? Successful front
line work in this area indicates a number of key
principles to bear in mind.

01

Leona McDermid - SFS, Sheila Durie - SDCMH.
Blue-sky Thinking Workshop, Scotland



Be honest
...tell them how it really is

But how do we reassure those who are serious about wanting to go back to work?  Most of us
do this job because we are committed to helping our clients. We want what is best for them.
So, at the front end it is really important to act as an advocate for them and to make sure that
they are able to make informed choices. When it comes to money, this is especially important.

Right at the start we need to work with them to undertake a financial assessment. This involves
looking at their living costs and current income sources in order to assess their required earnings
levels. Levels of debt will also be an issue here. This may not be a service we can provide
ourselves, so many organisations work closely with agencies - such as Welfare Rights advisers -
who can undertake this type of support work.

Once this information is available we can sit down with the client and talk it through. As well as
the client’s financial details, we will need to have:

An understanding of the local labour market - available jobs and pay rates

An understanding of the benefits and tax credit system - what are the options for financial 
packages that we can assemble

Clarity around the client’s availability for work - e.g. full/part time

At this point it is important to be frank. Although we will be keen to assist our clients into
employment, our primary concern is to encourage our clients to take responsibility for their own
lives - developing their skills and making best use of resources. Then, in those - hopefully rare -
cases where they are better off not working, they will have made an informed decision by
themselves.  In many cases work may offer the same or a little more money - but with less security.
There are practical things we can do to help the client understand these - which are discussed
Section 4.

In North Lanarkshire and in the Basque Country, RESTART partners have refined their approach
to these challenges working with clients with learning disabilities.

12
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Getting out of their comfort zone

A big part of the fear of change is clients having
to move out of their established patterns. For
many of our client groups, their existing lifestyle
is incompatible with the world of work, so the
transition involves commitment and requires
support.

For example, long periods without work can lead
to lifestyles of sleeping in late and staying up
late is hard to reconcile with most work
environments. Clients with a background of drug
and alcohol misuse will have established patterns
of behaviour which they will have to break. They
may also be used to spending time with peers
who share this lifestyle. Ex-offenders face similar
challenges. On release it is easy for them to fall
back into bad habits once they settle back into
their previous environment.

Breaking these pattern often involves changing
these social networks - but moving away from
that comfort zone can be frightening. It takes a
big leap of faith and a fair amount of courage.
For many it may mean leaving the communities
and networks they have grown up with, which can
lead to feelings of isolation and doubt.

Making sense of their past lives, and deciding
how to sensitise others - particularly employers
- to this, is a huge problem for many of our clients.
Our German partners, ISB, are producing work
looking at client biographies - how they come out
about their past lives in a constructive way. At
the time of writing this work is ongoing, but can
be obtained from ISB once completed.

EASEI Project,
Advance Windows,
Scotland
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At the initial stage we can help by making ourselves
available to listen and by offering reassurance
and support. Techniques which help them to
establish goals - discussed in the next section -
are also helpful and it is important to clearly
identify the client’s aspirations.

Creating a sense of group identity and teamwork
between clients is also important in the early
stages. Fun activities which encourage groupwork
help to break down barriers and encourage clients
to regard each other as sources of support. This
is particularly valuable at the outset when some
clients will be asking themselves whether they
have made the right decision to participate.
Discovering that others share this concern - and
share their previous lifestyle - can also form a
strong bond at this important phase.

RESTART projects adopt different approaches to
the issue of clients’ past lives. One project working
with ex-drug users forbids them to discuss their
previous lifestyles whilst on the premises. Others
adopt a different approach, encouraging clients
to share their previous lives as part of the
progression process.

North Lanarkshire Equal Access
Supported Employment Initiative
North Lanarkshire Council, Scotland

Background:

North Lanarkshire Council (NLC) provides an innovative approach to supported employment which
has successfully supported over seventy clients into sustainable employment. The primary target
client group is young people with learning disabilities, and the majority of job outcomes have been
secured in the private sector.

Features:

NLC Social Work staff work closely with their Welfare Rights colleagues to provide a ‘better-off-
assessment’ for clients. The introduction of the National Minimum Wage in the UK, combined
with the recently established Disability Working Tax Credits has improved the prospect of their
clients increasing their income through employment. As clients retain disability benefits such as
Disability Living Allowance (DLA) whilst in work, the combined financial package can be attractive
even to those on relatively high levels of benefit.

An examination of North Lanarkshire service user income prior to employment showed an 
average weekly figure of £106.41 (€154.30). Following employment this rose to £167.15 
(€242.37) an average increase of over £60 (€87) per week. (Based on income and 
benefit levels, July 2002)

For people on disability benefits - particularly in areas like North Lanarkshire where unemployment
levels are relatively high - there is a common assumption that work does not pay. The 
experience of this project shows that by working with benefit experts it is possible to overcome
the benefits trap to provide sustainable jobs which lead to higher levels of income.

Contact: WhiteJo@northlan.gov.uk   www.northlan.gov.uk/caringforyou

casestudy

EASEI Project,
Advance Windows,

Scotland
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The ‘Sorted’ Project
Work Track, Edinburgh, Scotland

Background:

Work Track is a not-for-profit organisation working with clients who have histories of drug and
alcohol misuse. It works in Edinburgh, where the buoyant economy means that levels of
unemployment (around 2%) are low. Work Track has placed a strong emphasis on successful
partnerships with referring agencies combined with a clear focus on employment and close links
with employers. Traditionally, the latter have displayed high levels of fear, prejudice and ignorance
about this client group. Referral agencies have had limited experience of moving clients on and
little experience of assessing employability levels. Work Track’s focus has been on addressing
these issues to ensure a flow of clients and defined pathways into employment.

Features:

Work Track’s clients present with many of the issues shared by other RESTART groups. Typically,
they have low skill levels, limited work experience and low levels of self esteem. They may have
childcare barriers and relatively high levels of benefit which act as a deterrent to seeking
employment. It is not uncommon for clients to have a criminal record. Leaving behind their
previous lifestyle represents a big shift. Change is intimidating and uncomfortable for many.
Establishing new relationships with their new peers is an important part of this transition process.
However, although Work Track facilitate collaboration and teamwork between clients, the organisation
discourages them from dwelling on their previous lifestyles. Talking about issues around drugs
is not encouraged and clients are supported to make a clean break from their previous experiences.

Work Track’s lessons for overcoming client barriers are to:

Listen to the needs of your clients and design the programme accordingly

View employers as clients

Address issues of personal efficacy alongside core and vocational training

Build effective relationships with referring agencies

Work in partnership

Contact: martin@worktrack.co.uk
www.worktrack.co.uk

What works well at establishing
the front end relationship?

Given that many clients may be unsure when they
initially come into contact with us, what can we do
to build the relationship at the front end? Clients
will often have had experience of other projects
which did not work out - so how do we make it
different for them this time around?

Across the RESTART partnership there is a range
of experience in successfully engaging with hard
to reach clients on a sustainable basis. Asking
them what works for their clients, they underline
the following as being important:

Make getting onto the project an 
achievement

Clients who drift onto projects without much thought
are just as likely to drift off. By requiring some
degree of commitment from them up front is more
likely to screen out time wasters, but will also give
them a sense of value once they are accepted
onto the project. Gaining entry to the project should
be celebrated as their first achievement – a big
step for many who will not have achieved much in
the past.

Ability to empathise with the client

Understanding client’s backgrounds and being able
to anticipate their concerns can go a long way
towards making them feel supported at the initial
stage. Knowing about the pitfalls they face will
help to cement the relationship and build up trust.

Sorted Project, Scotland
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Encourage them to take responsibility

Setting out boundaries at this stage is important.
Although we are there to help, at the end of the
day the client’s progress is down to them. From
day one we have to promote and encourage them
to take responsibility for their own development
and to make positive choices.

Involve significant others

Where the client has others involved in their lives
- for example family and/or carers - it is important
to involve them from the start. Establishing a
positive relationship with them can be the key to
building a sustainable relationship with the client.

Show them real jobs

Clients who have made the decision to work want
to know that there are real prospects and real
employers involved. As this is the end goal, stressing
our links to work - and contact with employers -
can be a motivator from the start. Involving
employers in your project shows that this is not
training for the sake of it and that employers are
interested in giving jobs to clients like yours.

ISB Berlin, Germany

Background:

ISB gGmbH is a non-profit organisation. Through EQUAL-RESTART DP the company provides advice
and vocational training to women with disabilities in order to prepare them for employment.
Additionally ISB promote the employment of people with disabilities to small and medium-sized
enterprises ensuring they are viewed as reliable and diligent employees.

Features:

From the beginning of the project we offered theme-oriented group discussions with a play leader
in order to improve participants‘ self-esteem and self-confidence and to develop problem-solving
strategies and pathways into work. There are some key advantages of this kind of approach:

Normally in a group there is more experience to be drawn on than is available to the individual!
Each participant can benefit from this knowledge

A group can have stimulating effects on each member and may encourage the individual to 
pay attention to different kinds of problem-solving and strategies of re-integration into work 
apart from those he/she is familiar with

A group can promote the acceptance of decisions: If people are involved in decision-making 
on their own, they are better prepared to put the decision into practice.

The success of the group work depends heavily on the member mix (Can the individuals work
together? Do they know the language? Are they capable of reading and writing?) as well as on
the leader. The leader’s task consists of:

moderating the group

choosing the appropriate tools (mind mapping, working with pictures) for the target group

finding out the background knowledge of the members according to the theme under discussion
and promoting further discussions of special matters that might result from what has
been found

reviewing the discussed theme critically

What the leader has learned in these group meetings from participants’ informs the individual
counselling sessions.

Further information can be found under
www.equal-restart.de
or +49(0)21508710,
Christine Braunert-Rümenapf,
braunert-ruemenapf@isb-berlin.de

casestudy

Sorted Project, Scotland
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Introduction

It is difficult to underestimate the importance of
high quality assessment in effective interventions.
From the early stages of client engagement, we
need to begin to build an understanding of client
background, needs, barriers and motivations.
Only by doing this can we work with clients and
map a measurable and paced process of labour
market engagement that is right for the client.

This section of the toolkit draws on some of the
experiences of the RESTART partners in relation
to this part of the intervention process and
highlights the key elements of what we see as
good assessment practice.

Ensuring a high quality assessment process is
not straight forward.  A number of key issues need
to be understood and addressed:

The need to recognise assessment as an 
ongoing process, stretching in a consistent 
manner from initial engagement to aftercare
support

The need to bring together a range of 
assessment processes and mechanisms, and
understand the different languages and cultures
behind these

The need to develop assessment as a 
partnership process with the client, ensuring
joint ownership and buy-in

It may be obvious, but it is important to be clear
on the objectives of initial assessment, and 
what it is ideally likely to achieve.  At the least
it must include some process to map the next
stages of the client’s journey - commonly through
some form of Action Plan.  But initial 
assessment, by its very nature, also has 
limitations.  As indicated above, assessment 
must be an ongoing process - circumstances 
change and an increased and more fully rounded
picture of clients can often only be gained 
through an extended period of contact.  A good
process will recognise this and build in flexibility
and changes where necessary

Where and when

The timing of the initial assessment is critical.
This should be as early as possible, but should
recognise that it is dependant on some level
of client commitment to engagement

The style and location of initial assessment 
needs careful thought. It should be in an 
accessible location for the client and relatively
informal - perhaps in premises with which the
client is already familiar. But equally there is a
need for some level of privacy, and there should
be discussion with the client on whether they
would prefer somewhere where they are not 
known.  Like many aspects of good practice, 
consultation and involvement of the client is 
preferable.

The need to ensure assessment is undertaken
by suitably skilled, resourced and confident 
staff, with a clear understanding of and empathy
with the client group(s)

The need to use good resource materials and
select those most appropriate to individual 
clients needs and circumstances

Assessment processes should be inseparable
from ongoing review and mechanisms to measure
“distance travelled”.  In short, they are the core
element in addressing the following key questions:

What are we trying to do?

How are we going to do it?

How will we know if we have got there?

Do we need to do more?

There are a number of specific issues which are
central to achieving this:

How do we ensure good initial
assessment?

Our section on Barriers has looked at good practice
in client engagement, and ways of developing an
appropriate “front-end” relationship.  This should
form the “bridge” into initial assessment.
There is no “right” way to do this.

Individual circumstances, opportunities and
resources will all impact on what is practicable.
But a number of generic features of good practice
in terms of approaches are apparent:

Wisemove Project, Scotland

HAK Project, Berlin
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The time when the assessment takes place 
is also important.  It should be at a time of 
day that suits both client and assessor and 
should take place very quickly after the client
has agreed to participation - time delays can
easily “lose” some of the more disengaged 
client groups

The length of the initial assessment should 
again be negotiated, whilst recognising that 
some mechanisms cannot be rushed.  This 
may require initial assessment split over more
than one session

Good initial assessment must find a balance
between aspirations and realism.  In short, it
should focus on seeking to map a course which
progresses clients to attainable outcomes in
the shortest period required. But, for many 
particularly disadvantaged groups, this may in
fact be a long period of time, and trying to 
“fast track” assessment in this case is likely
to fail

Preparation

It is essential that all information on the client
is made available and reviewed before 
undertaking the assessment.  The practicalities
of sharing information across (and even within)
organisations can be difficult to overcome, but
a very common complaint from clients is being
asked the same questions again and again.  
Information which is available should be used 
to minimise this understandable client 
frustration. One possible solution is to gain 
the client’s written permission for agencies to 
share information about them

Initial assessment requires to fully bring out 
and understand barriers to labour market 
progression.  These barriers may need to be 
categorised, or grouped as explained in more 
detail in the previous section.  In particular, 
there is a need to distinguish between perceived
and real barriers, and the scale of the problem.
All of these are very real challenges, and require
different responses. The initial assessment 
process alone will not resolve all of these but 
is the starting point which begins to identify 
an appropriate response

A further issue which can arise in initial 
assessment is where unexpected wider 
information on clients’ background is disclosed.
This can in some circumstances reveal facts 
which the assessment officer can perhaps not
deal with, but also cannot ignore.  It is important
that staff are trained to recognise these 
situations and know where to seek advice and
assistance on how to respond to them. This 
will often involve understood protocols of referral
to more specialist sources of support and advice

Staff

Which staff undertake initial assessment is a
further key issue.  They need to be suitably 
skilled, resourced and supported. They also 
should combine a practical outlook with a 
positive perspective that all clients can progress
in some way regardless of their starting points

In terms of the ongoing role of staff involved 
in initial assessment, good practice commonly
suggests there should be as much continuity
as possible between this and ongoing 
assessment and aftercare. This is helpful in 
building trust and strong relationships with 
clients.  It also avoids delays in new staff 
getting up to speed.  It may not always be 
practicable, but where different staff have to 
undertake these functions, the process should
be as seamless as possible and the information
transfer smooth and comprehensive.  Clients
very often notice when this is not the case, 
and can be rightly critical

Initial assessment must map the next stage.
This is likely to involve some form of Action 
Planning, which is returned to below.  In addition,
the initial picture should seek to establish the
baseline indicators for whatever systems of 
distance travelled/soft indicator measurement
are applied

Renfrewshire Full Employment
Area Initiative, Scotland
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Edinburgh Common Employability
Assessment (ECEA) The Wise Group, Edinburgh, Scotland

Background:

Developed by the Wise Move project - an employability initiative for homeless people in Edinburgh,
this Assessment Framework was developed by and piloted with a group of homeless people involved
with the project.  Having been re-worked and tested again, the approach is currently being used
successfully within the project to gain an understanding of client background, issues, motivations
etc and incorporates a review process and Action Plan which are undertaken jointly by the worker
and service user.

Features:

the assessment gathers a range of information relating to accommodation, health, benefits, 
education, training, skills, assets, motivations and barriers

it asks for details of key contacts and other workers to ensure access to as wide a range of 
information as possible - the client’s written permission to contact staff from other agencies 
is requested

the client is asked to fill out a “weekly routine” form.  This can give a good overall picture of 
where the client is currently at in terms of interests, hobbies, social networks, drug or alcohol
misuse problems, and contact with other agencies

a review sheet, completed by both worker and client, records very simply whether a client is 
“ready” or whether “work is needed” in terms of a number of key areas.  It avoids “scoring”, 
as staff were uncomfortable about doing this, but instead allows a picture of the clients job 
readiness and the action required in particular areas

be clear on the objectives of the 
assessment - what are we trying to
find out?

get the timing right, and consult the 
client on what location would suit them

prepare well - review all background 
information and avoid asking the same
questions of clients over and over again

it helps if staff have a positive outlook,
as well as being suitably trained and 
supported

�toptips

casestudy

Wisemove, Scotland

PartiSIPate Project,
Scotland
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Further information, The Wise Group: 00 44 141 557 3131 or www.wisemove@wisegroup.co.uk

Initial Assessment of Learning and Support Needs and Planning Learning
to Meet Needs. DfEE, Good Practice Series, May 2001

a guide for providers, funding organisations and staff responsible for undertaking initial 
assessment and producing individual learning plans with government funded work based learning
programmes, including New Deal

it provides guidance on what initial assessment is, what information should be collected, roles
and responsibilities, when and how it should take place

it covers methods available and how the outcomes of initial assessment should be used

The focus of this document is on “learners”, but is useful in setting out some of the basic principles
in building a profile and determining a client’s starting point

http://quality.wwt.co.uk/quality/qual_map/gpsrs4.pdf

Diagnostic Profiling: A Support Pack for Initial Assessment. DfEE, 2000

a support pack for assessors to meet the broad needs of those involved in the guidance of 
clients, to appraise previous background, achievements, experiences and aspirations, key skills
or life skills competencies

it accompanies the Diagnostic Profiling (part1) award designed to meet the needs of staff 
involved in initial assessment

This is a detailed and comprehensive guide through the stages of initial assessment and the
support/skills needs of staff involved in the process

http://www.Iscdata.gov.uk/quality/pdf/Diagprof.pdf

How do we determine the
best assessment mechanisms
for our clients?

A large range of specific mechanisms and tools
are available to assist assessment.  They are far
too numerous to list in this toolkit.  In general,
they include one or a combination of individual
face to face discussions, small group discussions,
self assessment questionnaires, and specific
tools or “games” to informally gather key
information.  It is necessary to research the
options and screen these against circumstances
and practicalities.  These include:

Likelihood of client engagement

Front end engagement activities will have provided
information on how prepared clients are to
meaningfully engage in assessment.  For some,
there will be clear enthusiasm, for others suspicion,
and even some resentment.  Client circumstances
will often suggest the likely nature and severity
of barriers to labour market engagement and
should link to an understanding of the time they
can be expected to devote to meaningful
assessment activity.

Time availability

Two things are important here: (a) the projected
time which clients will devote to the initial
assessment process linked to their motivation
and circumstances, and (b) the time which the
assessment staff can realistically input.  Options
to split assessment over more than one session
may be a way of extending the range of possibilities
available.keysources
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Staff skills and style

Individual staff involved in the assessment process
must be skilled, comfortable and convinced of the
merits of the chosen approaches.  A common
distinction in this regard is between staff who
prefer to operate in a more informal relaxed manner,
and those who prefer a more precise framework.

Resources

Some of the more innovative mechanisms and
tools can be relatively expensive in terms of both
licensing and relevant staff training.  Individual
interventions need to consider the merits of utilising
resources in this way within an opportunity cost
framework.

Location

Some tools and approaches have certain
requirements with regard to the location of the
assessment process. These include for example,
the need for privacy, the ability to undertake group
work, and access to IT. Consistency between the
availability of these features and the chosen
approaches requires to be considered at an
early stage.

Connections to wider distance travelled
measurement systems

As we consider further below, good initial
assessment should link to systems to measure
distance travelled.  Consequently, the approaches
used need to produce the information demanded
at the front end of the measurement systems
agreed. The two processes should be considered
simultaneously.

Lantegi Batuak, The Basque Country

Suitability of the Task to the
Person Profile Method
Background:

Lantegi Batuak is a non-profit making organisation in the Basque Region of Spain which generates
employment opportunities for people with disabilities (mainly mental health).  It has a number of
Occupational Centres, Special Employment Centres and various training programmes as well as an
Employment Transfer programme.  The type of work offered includes electronic machining and
assembly, publicity, gardening, cleaning, paintwork, and operating service stations. The Profile tool
was developed to assess individual’s needs and attributes to help assess and adapt suitable posts.

Features:

The Profile Method uses a series of record cards with information about the client and work post

It provides a “common language” and easy to use tool for staff to progress action and strengthens
teamwork through a common format for obtaining information

2 profile “types” are given - a profile of the client and a profile of the work post, with a graphic 
illustration of the capabilities and requirements of both person and job

A wide range of variables are grouped into four main “families” relating to: personal autonomy, 
information processing, attitude to work, physical aptitudes

In addition, two other “families” relate to environmental factors and personal “capacity”/health
issues (mobility, vision, hearing and speech etc..)

Each of the variables is then divided in to five “scales” which rank client’s capabilities against 
the requirements of the post

All information gathered is managed via a computer application - SIGTA - which compiles and 
presents data of over 1,600 clients

Further information: Lategi Batuak, Txorierri Etorbidea, 12, 48180 Loiu (Bizkaia), Spain
comminicacion@lantegi.com

casestudy

Study Visit
Basque Country
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include a section which enables information
inherited from previous assessment processes
to be summarised

be agreed and formally endorsed by the client

detail a clear review process with associated
timescales

include clearly detailed progression milestones,
linked directly to the indicators used to 
measure distance travelled

be sufficiently flexible to reflect changing 
circumstances, and client progression which
does not follow the initially anticipated path

link as appropriate to any evidence based 
requirements on client progress which trigger
payments to provider agencies

In addition:

Staff responsibilities for completing the Plans
should be clearly allocated, and good practice
templates should be prepared as part of a 
comprehensive training and development 
programme

Identifying Learning and
Support Needs: a digest of
assessment tools.
The Centre for Guidance,
Careers and Personal and Social
Development, July 2001

This is a resource produced for
practitioners, commissioned by the Scottish
Executive in response to one of the Beattie
Report recommendations.  It presents a
detailed listing and explanation of a wide
range of assessment tools, with information
which allows potential users to decide on
the suitability of particular tools.

The tools are grouped under the
following headings:

Basic skills profiling

Core/key skills

Personal effectiveness

Personal style

Vocational interests and databases

Aptitude and abilities

Personal development programmes

Trainability and work samples

Synthesisers of assessment information

Support materials for assessors

Users can access the digest directly at:
www.scotland.gov.uk/library3/
education/ilsn-00.asp

How do we create and use
Action Plans?

Some form of Action planning is an essential
ingredient of the assessment process.  These
have a number of key functions:

They provide a clear framework through which
the client and assessment officer can plan, 
detail and jointly agree the progression journey

They provide the basis for a consistent process
of review

They should contain critical milestones to 
evidence progression, providing both practical
information for the monitoring of progress and
contribute to further building client motivation

They provide evidence of tangible impact to 
wider project stakeholders including funders

They can provide useful information to onward
labour market progression points such as 
potential employers and the providers of 
training or further education

The Action Plan should be an output of the initial
assessment process.  Again, there are many
varieties of “product” but the following key generic
features are suggested as good practice:
The Plan should:

be well presented, relatively simple and 
designed to enable continual review
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make it simple and easy to follow - 
both the adviser and the client will need
to work with it, and sometimes other 
stakeholders

it has to be flexible - client’s 
circumstances often change

the design has to allow for continual 
review, with progression milestones

remember this will link to measuring 
distance travelled
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The circulation/availability of the Plan to 
relevant stakeholders should be clear - whilst
recognising the requirements of confidentiality,
it will be important that the providers of 
associated interventions understand the 
context of the client’s progression from the 
Plans details.  Within this, the clients 
themselves require to be informed on the 
intended circulation of the Plan, and their 
consent gained where appropriate

Wherever practicable, the Plan should be 
completed in electronic format

How do we link assessment
processes and indicators of
client progression?

The processes of assessment and the
measurement of client progression should be
closely linked.  If this is not built in during the
initial stages of project design, providing meaningful
and aggregated data is made very difficult.
In short, initial assessment should be based on
an understanding of the key distance travelled
indicators and provide the baseline data. Thereafter,
ongoing assessment should inform movement
against the measurement indicators established.

These indicators, in most circumstances where
more disadvantaged client groups are involved,
need to capture both “hard” and “soft” outcomes.
The former are relatively easier to measure and
include things which can tangibly be counted, such
as the number of people progressing to jobs.
It is the soft outcomes which are trickier and are
most reliant on a link to assessment processes.

Good practice in ensuring this link includes:

The soft indicator system used must be 
practical and fit for purpose.  It should focus
on the key distance travelled issues, and not
seek to capture every element of participant
progression.  Systems need to clearly 
understand and detail who is expected to 
operate them, and clarify that those involved
are suitably skilled and have appropriate time
allocated within their workloads

There are a range of “stakeholders” who need
to buy in to distance travelled indicators, and
be assured that they are meaningful, credible,
consistent, and linked to labour market 
requirements.  These stakeholders include;
the clients; the assessment staff; potential
employers, and funding agencies.  Time should
be spent promoting and refining systems in
consultation with each of these

Soft indicator systems need to be capable 
of producing simple, robust and aggregated
management information reports.

Within the systems, the role of who measures
will always be significant.  For example, when
information suggests that client A is more 
confident, the question which will always be
asked is “says who?” For many soft indicator
measurements, there will always be an 
element of subjectivity - a balance requires 
to be struck between the degree to which it
is the subjectivity of the client, the assessment
officer, or an entirely independent observer. 
Often, systems should seek some combination
of all of these.

�toptips

Sorted Project, Scotland
PartiSIPate Project, Scotland
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EQUAL PartiSIPate project
Careers Scotland, Airdrie, Scotland

mock up of client Action Plan

Background:

The PartiSIPpate project works with young people from remote
rural parts of Airdrie who are disengaged from any form of
labour market activity.

Further information can be obtained from the project by
contacting: Vicki.waugh@careers-scotland.org.uk

casestudy
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A wide range of soft indicator measurement
systems are now available. Their suitability 
to individual circumstances will depend on a
range of factors similar to those detailed with
regard to assessment mechanisms - skills, 
time, resources and client circumstances.  
In determining which to use, projects must 
determine from the outset why they are 
measuring distance travelled, what they must
discover from the processes, and who they 
plan to use results with.  Front end time 
invested in this can avoid much soul searching
further down the line

Bridges to Progress, East & Midlothian, Scotland

A Model for Measuring
Individual Progression
Background:

The Bridges Project in East and Midlothian works with young people, offering a range of services
designed to make them more self reliant.  The project has developed, in partnership with other
agencies, an approach for measuring soft outcomes and distance travelled, and is commonly
cited as an example of best practice.  It has been used by a number of organisations who have
modified it to suit their own particular needs, but generally suits interventions where clients
attend for between 6 months and 2 years

Features:

It identifies 49 “standards” in 7 core skill and knowledge areas, covering all aspects of self
reliance and employability

It stresses the importance of a thorough initial assessment, which can take up to several 
weeks, during which time staff identify a selection of standards relating to individual needs 
and circumstances

With the client’s agreement, a realistic and achievable set of goals are established, and 
progress against these is measured on a regular (weekly or fortnightly) basis

It is an evidence based system, i.e. measuring achievements or ability, not perceptions of progress

It recommends creative and flexible ways of measuring progress, such as the use of videos,
presentations etc

Client’s progress is graded against certain criteria, and data used to produce graphs of 
performance over time

Further information and a full guide to the system can be found at:
www.scottishroughcare.org.uk/Bridges.html

need to capture both hard and soft 
outcomes

measurement systems should be fit 
for purpose, and linked to labour market
requirements

need to be clear on who is to operate
them, who will be using them, and who
the information will be shared with

link which system to use to appropriate
skills, time, resources and client 
circumstances

Need to capture both hard and
soft outcomes

Measurement systems should be fit 
for purpose, and linked to labour  
market

Need to be clear on who is to operate
them, who will be using them, and who
the information will be shared with

Link which system to use to appropriate
skills, time, resources and client 
circumstances

�toptips
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A valuable source of further information is...

A Practical Guide to Measuring Soft Outcomes and
Distance Travelled. DWP 2003.

This has been written for projects interested in monitoring soft outcomes and distance travelled,
with a focus on employability. It covers a range of different approaches and systems which have
been used and developed by projects, giving step-by-step guidance on the various approaches
and how to develop a measurement system that best suits the needs of individual interventions.

It also includes a series of case studies, highlighting some examples of where different systems
have been used successfully.

It can be viewed and downloaded at:
www.esf.gov.uk/evaluation/documents/distance%5B1%5D.pdf

PartiSIPate Project, Scotland
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What methods are in place
across the partnership?

Our review suggests a fair degree of consensus
amongst partners working with these hard to
reach clients. There is agreement that ‘one size
fits all’ approaches are unlikely to be successful,
and that it is necessary to tailor services as
individually as we can. Standard programme
approaches are often unattractive to these clients,
and we are more likely to get positive results
from an approach which has been described as
‘Whatever it takes.’

Directly contacting clients - using the type of
approaches outlined in Section 2 - is widely
identified as the most effective means of front
end engagement and during the initial period
there is often a heavy emphasis on motivational
development and lifestyle alteration. With the
exception of clients in Ostrava - most of whom
have long work histories in heavy industry - our
clients have fragmented work records and low
levels of motivation.

The chart opposite shows the proportion of
RESTART partners in each country adopting the
principal support methods identified within the
partnership.

The chart shows that there are highest levels of
consensus over job search and occupational
guidance interventions - reflecting the focus on
individual 1x1 support. Transitional employment
and work placements with employers also
represent popular support methods, prior to
entering the labour market, providing an
opportunity for clients and employers to test
things out.

Aftercare is almost universal in every partner
country except the Czech Republic, where it is
not practiced by any of the responding partners.
We consider approaches to in-work support in
the following section.

Another notable variation relates to Social Firms.
The use of these organisations is widespread in
the Basque Country, and much more prevalent in
Germany and the Czech Republic than it is in
Scotland. This is a key learning point arising from
the RESTART project, and developments are under
way to increase the use of Social Firms in Scotland
based on the experience of our partners.

What successful approaches
address clients’ lifestyle and
motivational issues?

Clients coming into our projects do so from different
starting points. In Ostrava, they have good levels
of education and a strong work ethic, which is
reflected in the materials and tools used at the
front end. An example of this is the Brain Jogging
package, which helps rebuild core skills in a way
that is designed to be enjoyable and interesting.

Introduction

In this section we look at the central pathway
which takes our clients from unemployment - and
in some cases a feeling of unemployability - to
sustainable jobs. For many, this is a long road,
and the length of time required to make this
transition varies hugely from client to client.

Within the RESTART partnership there are many
different types of organisation, and their support
methods are shaped by a number of contextual
factors, which include:

The nature of their client group

The local labour market environment

Wider complimentary provision available
to clients

Funding regimes

Our partner survey has identified the range of
approaches in place and we present these on
the next page. We consider methods which work
well with particular client groups and discuss the
important work conducted at the front end to
address lifestyle and motivational issues.

Throughout the section we make reference to the
work of our partners and present case studies
of the approaches in use with clients.

West Lothian Council Project, Scotland

Get On Project, Scotland
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Brain Jogging
PRiC, VIP, Ostrava, Czech Republic

Background: 

This product has been developed in Ostrava, where it is use with long term unemployed clients.
The region is experiencing industrial restructuring which has involved significant numbers being
made redundant from steel and other heavy industries. Brain Jogging has been informed by research
showing the effects of long term unemployment, indicating the importance of retaining confidence,
identifying and nurturing key skills and being prepared for recruitment processes. It takes the form
of a pack of worksheets which are constantly being improved and updated.

Features:

Brain Jogging appeals to our love of quizzes and tests. It combines a variety of word and number
exercises including content which develops verbal dexterity, memory, attention span and logic.

Participation is voluntary and the feedback from clients has been very positive. Experience has
shown that clients do not require any additional support with the product, suggesting that it is
appropriate for this client group.

Individual results are continuously recorded in a workbook which feeds into their progress
assessment. This product has been shown to refresh client’s ability to approach and tackle different
tasks and provides good preparation for the recruitment tests commonly used by employers.

Contact: Evamicka@mujmejl.cz 

Source: RESTART Partner Survey 2003

Aftercare

Transitional
Employment

Work Placements
from Employers

Social Firms
Employment

Work Experience
in Organisation

Job Search

Occupational
Guidance

Vocational
Training

Pre-Vocational
Training

0% 20% 40% 60% 80% 100% 120%

RESTART
Partners’ Support Methods

Czech Republic

Germany

Scotland

Basque Country

casestudy
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These materials, although perfectly adapted for
clients in Ostrava, would be difficult to use in a
transnational context. Certainly, few of the clients
in Scotland would have the core skills to cope
with this level of exercise, and would probably
be deterred by the rather formal presentation -
which would remind them of their schooldays.

In the other three member states there is a much
greater emphasis on building confidence and
motivation at the start of the process. The
standard approach in Scotland - which is also
reflected in Berlin and the Basque Country - is
to modularise content in the following order:

Motivation/Confidence Building

Personal Effectiveness

Core Skills

Vocational Skills

For the most disaffected clients, building
motivation and commitment at the start is an
important part of the overall engagement process.
Across the partnership we can see various ways
of doing this.

Look at your experience and view
change as a positive process

We can start by looking at where our clients are
and what path they have taken to get there. This
can be a painful and difficult process for some
client groups, but sharing experience helps to
bond the group and builds up trust between
participants.

Peer support is an important element of the
integration process so, with careful facilitation,
discussing their past life is a valuable starting
point.

By committing to participate in our project they
have taken the first early steps in the change
process. For many, change is an uncomfortable
experience - which has often led to negative
outcomes. Consequently, it can be safer to stick
with what you know, and as integration workers
we have to challenge this assumption early on.
Identifying areas of clients’ lives where change
has been a positive feature will help kick start
this attitudinal change.

Make Use of Existing Resources

There is now a wealth of excellent material
dedicated to developing positive attitudes. Some
of these - such as the Self-Assessment grid
developed by Worktrack as part of the Sorted
project - is home grown and a hybrid of the most
appropriate techniques for their client group.
There are also a number of well-known off the
shelf products which are widely employed by the
RESTART partners. The STEPS and GOALS
motivational programmes, developed by The Pacific
Institute (www.pac-inst.com) are amongst these.
These programmes, which have been extensively
delivered throughout the world, encourage clients
to set their own goals and to recognise the skills
and talents that they have.

Another interesting tool which focuses on building
positive self esteem has been developed in
Scotland but is now been pioneered in Ostrava,
as a consequence of the links developed through
the RESTART partnership. This approach is known
as ‘Value The Person’ and again it focuses on
building the potential of individuals.

Make clients feel that getting onto the
programme is their first achievement

Facilitate group support and peer 
learning

Encourage and promote goal setting

Encourage clients to see change as a
positive process

�toptips
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Value The Person
Scotland

Background:

Overcoming low self esteem is an important support area for the Equal client group. Providers
increasingly recognise the importance of addressing these ‘softer’ competence areas in order
to support clients into employment. In recent years a number of initiatives have been developed
to address this issue, and one of the most interesting of these is the Value The Person programme.

Originally developed in the private sector - banking, construction and insurance - this approach
is increasingly being applied to support marginalised groups (long term unemployed and disabled
people) and in developing countries including Albania and Rwanda.  In Scotland, Value The Person
has been successfully introduced to New Deal clients, and its development has been supported
by the Scottish Council for Voluntary Organisations (SCVO). Through Equal, a partnership agreement
has recently been signed with RPIC, the partners in the Czech Republic.

Detail:

Value The Person consists of three steps.

1: Add Knowledge.
Using the Gallup organisation’s ‘Strengthsfinder’ tool clients identify their five ‘talent themes’
out of a total of thirty four.

2.  Build Skills.
Through the application of newly developed communication tools individuals are assisted to 
‘see things differently’. The focus here is on building confidence and equipping them with 
skills to react to different situations.

3. Create Strengths.
The process brings together a number of theories on practical brainstorming and has developed
a module to equip clients with a practical toolkit of these techniques.

Contact: gavin@navyblue.com or visit www.valuetheperson.com

Create Reward Milestones
as motivators

Practice within our partnership suggests that
building in incentives at significant milestones
acts as a major motivator for clients. Many of our
clients will have experienced limited positive
feedback from their previous learning experiences.
Consequently, many respond well to their efforts
being recognised and acknowledged.

Using incentives - which can be financial but can
be other rewards - is an appropriate way to
acknowledge clients’ achievements at key stages.
It is also an opportunity for staff to think creatively
about what rewards would generate the most
positive response!

Providing work experience

Particular client groups, such as people with
mental health problem and substance use issues
often need a period of simulated work experience,
to help them practice work skills, develop physical
attributes such as concentration and stamina and
to learn how to work in teams. The strength of
the Social Firms, Intermediate Labour Market and
Social Enterprise models is that they offer work
experience which is commercially oriented but
still provides the personal support that those
furthest from the labour market need. For other
people, volunteering can be a viable way of
rehearsing work skills in a non-commercial
environment, and moving gradually towards
employability.

casestudy
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HAK Berlin, Germany

Background:

HAK/Equal RESTART is a project of the registered
charity Help for the autistic child in Berlin. It
aims at creating new ways of vocational integration
and qualification for young adults with autism.
There is a big demand for support of the transition
from school to vocational training and from
vocational training to occupation, as well as for
support in the course of vocational training and
of working. Many autistic adults are either
unemployed, in danger of unemployment or work
in sheltered workshops, although this is not
corresponding to their capability. The young autistic
adults represent a clientele with very specific
problems and a special demand for support and
because there is less specific knowledge in
existing institutions the project was found in
2002. It offers the opportunity to shape the
conditions of training and work in a way which
opens up a long-term perspective for work.

Features:

The range of our service covers the
following activities:

Search for suitable measures and sites for 
training and work

To try out work-assistance which has been 
created as a labour market instrument for 
work support wherein people with severe 
disabilities have a vested interest according
to the German Government’s Social Code 
Book IX (SGB IX)

To train, advise, coach and accompany
work-assistants

To conduct accompanying measures for the
participants and their social area

Providing employers and training centers with
advice and information about autism

Providing counselling and information of 
employers and organisations for qualification

Co-operation with the providers of funds

The work of the project rests on a bundle of 
several tight-knit measures:

Profiling

Individual goal planning

Vocational assessment

Application training

Social training

Counselling

To date the project has gathered much valuable
information and provided promising experiences
relating to the vocational integration of persons
with autism. Our conclusion so far is that our
participants are capable of carrying out the
activities they were expected to do in the
companies they work for.

But nevertheless it is an arduous task to persuade
companies of the business case of taking on
people with autism. Furthermore, work sites have
to be adapted to autistic people’s needs and
colleagues have to be provided with advice and
information about autism. On the other hand
autistic people bring positive attributes to the
workplace - besides their vocational skills our
participants have demonstrated good motivation
and high reliability.

Further Information can be found at
www.autismus-berlin.de or Autismus Ambulanz
Berlin (Germany) +0049(0)30 8529046
Natascha Gieringer,
equal-restart@autismus-berlin.de

Other Useful links:
www.autismus-berlin.de
www. autismus.de

casestudy
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Involve employers and role
models at the earliest stage -
show clients there are real jobs

Clients who have crossed the line and have made
the commitment to our projects are interested in
real work that pays. From the start it is encouraging
for them to see that their pathway leads to
employment - and that there are real jobs for
people like them.

Involve employers as much as possible in the
project. This might include holding Open Days,
inviting employers to be involved in mock interviews
and asking them to make brief presentations to
clients. In the past, integration projects have too
often failed because the world of work bears little
connection to their content and approach. Good
relationships with employers have a beneficial
impact on all aspects of our work.

Similarly, involving positive role models can be a
powerful motivator for clients. By asking ex-clients
to visit the project and relate their experience we
can show that the potential is there for our current
clients. We have also got partners who involve
these ex-clients as mentors - and again this can
be a very positive experience.

The low employment rates of lone parents are
central to the high levels of child and family
poverty in such families in the UK. Their insertion
into the labour market, however, is not
straightforward. A complexity of social and personal
factors is involved and there are a number of
barriers that constrain entry into the labour market.

It is important to find a form of support at this
stage that lone parents trust, that builds up their
confidence and that is able to recognise the
complexities they face. Mentoring – i.e. the
provision of advice, support and guidance by
individuals who have had similar life experiences
is one way in which this can be done. It is however
important to find a way of establishing a
relationship that empowers lone parents, and one
that allows the measurement of soft and hard
dimensions of the ‘distance travelled’ when people
are involved in mentoring.

How do we introduce the
vocational / labour market focus?

This is an area where we have learned from our
past mistakes. Several of our participants’ projects
have altered their approach as a consequence of
their unsuccessful experience in this area.
Primarily, the problem has occurred where the
initial discussions around vocational options have
taken place with insufficient reference to the local
labour market situation.

This has led to clients electing to follow vocational
routes which had little or no prospect of gaining
them employment.

Consequently, we need to be working with clients
so that they can make informed vocational choices
based upon the opportunities available to them in
the local labour market. This is as true of projects
in Edinburgh as it is in Berlin, Bilbao and Ostrava.

With our projects, the introduction of the labour
market focus tends to come after the initial work
around building motivation and, where necessary,
core skills. By this time we will have an established
rapport with the client. We will know about her/his
skills and employment background and should
have some understanding of her/his aspirations.

The next stage will involve considering the labour
market opportunities available in the local area.
This requires the integration worker to:

Have an understanding of the industrial sectors
where there are likely to be opportunities

Have knowledge of the types of jobs available
in these sectors - and the terms and conditions
that apply to them

Be aware of any recruitment priorities within
these sectors

Be aware of the access issues relevant to 
the client - e.g. transport, childcare, support
facilities etc.

For many workers this will be a tall order. Again,
the existence of strong local area networks, which
include statutory services with a responsibility or
interest in developing the local labour market, is
invaluable in providing and updating this
information.
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In terms of service credibility it is important that
we have access to real time intelligence so that
we are working with the most recently available
data. Models such as the Edinburgh Academies
provide a particularly valuable way of aligning
these requirements within an approach that
simultaneously addresses labour market supply
and demand issues.

Lone Parent Peer Mentoring Project
One Plus, Glasgow, Scotland

Background:

One Plus is the largest not-for-profit organisation serving lone parents in Scotland. The organisation
has a wide remit that includes a strong employment focus but also focuses on providing support
to lone parents and their children at significant points of household transition. Mentoring has
been developed as a tool to assist lone parents since 2000.

Features:

Lone parents may have lost confidence in their role outside the family as a consequence of time
spent in childcare, They may also face difficulties in finding out about and accessing the financial
and childcare support they need as they move into work. They frequently have low levels of
qualifications, combined with patchy career histories. Lack of confidence is often a particular
problem, together with concerns about accessing work that fits with their family responsibilities..

The mentoring project provides six months one to one support for lone parents who have some
interest in future employment but who do not feel ready to enter into more structured programmes
available at One Plus. It seeks to re-engage participants in preparation for entry to the labour
market. Participants are able to contact their mentor on a wider range of issues and at times
that suit them. This ranges from once a week to once a month. They are encouraged, but not
obliged to engage with the more employment focused activities at One Plus. The key feature of
the project is that mentoring is provided by lone parents to lone parents. Mentors are volunteer
lone parents who are keen to develop their own skills as well as assist others whose experience
they have shared.

The model fulfils an important function for volunteer mentors who are economically inactive lone
parents who have a desire to increase their skills prior to moving into the labour market. They
are carefully recruited, trained and supported in their role. Using project funding the organisation
focuses on developing the skills of the mentors, providing them with an opportunity to gain work
experience and build their confidence. A full time mentor support worker matches mentor and
client, provides ongoing support to the mentors and is engaged, with an outside academic
institution in evaluating the project and its development.

Contact: J.M.Scott@gcal.ac.uk
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Use relevant and up to date labour 
market intelligence

Develop case studies based on real 
life success stories

Involve employers from the start

Get clients out and into real work 
environments

Use role models and mentors

casestudy

Gill Scott
Glasgow Caledonian University

Scotland
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Lantegi Batuak Job Coaches
Lantegi Batuak, Basque Country

Background:

Lantegi Batuak is part of a network of Basque organisations which provide employability support
to clients with learning disabilities and poor mental health.  The network majors on offering
sheltered employment opportunities, providing almost 90% of all such opportunities in the
autonomous Basque Region. The emphasis is on providing appropriate levels of support to clients
to enable them to work, and sheltered employment is seen as a key stage in the pathway to open
employment.

Government subsidies and benefits redistribution mechanisms form an essential part of this
overall package.

Detail:

The role of the job coach is a vital part of the Lantegi Batuak approach. The job coach acts as a
mentor, buddy and skills coach rolled into one. Their role involves conducting a job analysis on
behalf of the client, a study of compatibility with the client, followed by intensive on the job training.
This covers practical issues (such as travel) vocational competencies and social skills. S/he also
provides advice and support services to the employer. Consequently, the job coach provides a
trusted resource for both clients - the disabled person and the employer - and offers an important.

A critical part of the job coach’s role is to effectively manage the exit strategy, ensuring that levels
of support taper off in a way that suits client and employer.

Experience has shown that providing this transitional continuous support from the training
environment into the workplace is a very positive resource for clients and employers.

Contact: Zabalan@lantegi.com

What is the role of employers
at this stage?

As we all know, the concept of a job for life is long
gone. A key part of building our client’s employability
is to develop their ability to identify and access
work opportunities. So it’s not just about getting
them into that first job - although that may be the
hardest part - but about giving them the skills to
move onto other things when the time comes.

Research in Scotland suggests that on the whole,
employers are more concerned to see good core
skills in prospective employees - communication,
presentation, adaptability and a problem-solving
approach - than detailed technical skills. Support
in the workplace, which we discuss in detail in the
following sections, is a vital ingredient for successful
client transition into employment.  Increasingly
however, we can see that the earlier the employer
is involved the greater the likelihood of success.
Where the employer has a role in shaping the
training provision, and where s/he can input at key
stages of the process is where we are more likely
to find sustainable outcomes.

In some areas, particularly where employers face
recruitment problems, we can see models emerging
where the relationship is genuinely a three way
partnership between the individual client, the
employer and the service provider.  In areas like
North Lanarkshire the supported employment
model has established such a relationship primarily
with private sector employers. In other places -
particularly cities where the public sector faces
recruitment challenges - the public sector is adopting
similarly positive attitudes to recruiting from
disadvantaged groups within the community.

casestudy
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EASEI Project
Advanced Windows

Scotland

Introduction

Engaging employers is recognised as a critical
part of the intervention package. For labour market
initiatives it is the dimension which makes it “real”.
In terms of the client journey, it is towards the
end, but it is also important from the beginning
of the intervention process.  For example,
experience often indicates that clients can only
be attracted in the first instance if they can be
convinced there are “real jobs” at the end of
the process.

However, it is not always easy.  Across labour
market interventions for disadvantaged groups,
employer engagement has often been an area
of historical weakness with many projects trying,
but failing to get it right.  Encouragingly, in recent
years there are examples of good practice to
build upon.  The message from these is simple:
it is difficult, requires thought and investment,
but it’s far from impossible.  We have evidence
of this from a number of our RESTART partners,
as highlighted in some of the case studies
throughout this section.

So, what have we learned?

Three key factors should be considered:

1. local labour market circumstances matter
even in buoyant labour market economies 
there are still significant geographic areas of
disadvantage.  This clearly impacts on the 
extent to which interventions can expect to 
tap into economic as opposed to social 
motivations to employers to get involved

2. the respective roles of three generic
sectors require to be understood and 
fully investigated:
the private sector, the public sector, and the
growing social economy sector.  The 
motivations and preparedness of these 
sectors to engage varies.

3. “disadvantaged clients” are not homogenous
Some employers will be more concerned 
about certain groups than others - this can 
often be frustrating, but it is a reality which 
has to be understood and worked through.

So what are the key questions which interventions
need to consider in practically working with
employers?

How do we select and initially
engage the employers we want
to work with?

This question has two key dimensions: (a) what
employers do we think can meaningfully help our
client group? and (b) what employers realistically
are going to get involved?  In taking both of these
forward, there is no substitute for thorough
research and networking.  Good practice features
include:

Identifying where applicable, the types of jobs
which clients realistically aspire to.  Often 
these will be entry level positions which 
demand relatively low initial skill levels.  
Consequently, projects need to establish 
contact with employers with these personnel
requirements

Recognising which employers are likely to be
more sympathetic to working with our client
groups.  Information on these is likely to be
available through main public sector agencies
such as the local authorities and enterprise
companies and through private sector support
structures such as Chambers of Commerce
or business support groups.  In addition, 
individual projects or organisations will often
have a direct track record or relationship with
specific employers which should be built upon.
Pursuing these sources is a very obvious 
starting point, but in the bigger picture has 
limitations.  Employers engaged through these
processes can often be swamped with similar
requests - and there is a danger of 
concentrating solely on the “usual suspects”.
This narrows options and is not sustainable
it requires other actions which we consider 
below

Projects should connect to wider sources of
local labour market intelligence.  Again, most
immediate sources are likely to be the local
authority or enterprise/development agency,
and projects should also become familiar with
the growing body of useful information 
produced by specific agencies (such as Future
Skills Scotland www.futureskillsscotland.org).
In addition, projects themselves and their 
wider networks are likely to be aware of 
significant local employers with new 
employment opportunities or recruitment 
difficulties who may become interested if 
appropriately approached



WHIGG Pre-Employment
Training Programme
NHS Greater Glasgow, Scotland

Background:

The Care Careers Programme in NHS Greater Glasgow is designed to address labour market
shortages in the sector, while providing employment opportunities in healthcare for people with
multiple barriers to employment.  WHIGG (Working For Health In Greater Glasgow) is one of three
elements of the programme, which specifically attracts and prepares recruits from disadvantaged
areas not usually targeted in terms of NHS recruitment.  The programme is joint funded by Scottish
Enterprise Glasgow (via Training for Work) and Jobcentre Plus (through New Deal), and is carried
out by the Wise Group.  The Programme demonstrates a high success rate, with over 75% of
clients completing the programme and entering employment.

Features:

WHIGG offers a series of 10 six-week programmes of classroom based training in job-search,
interview skills and personal social development, for 15 individuals at any one time

Short work experience placements in NHS Greater Glasgow

A dedicated support worker supports participants into employment, all of whom are guaranteed
an interview with NHS Greater Glasgow

Over 70% of completers of the programme have found employment and are now working in 
a range of NHS jobs including administration, personnel, portering, catering and domestic 
services. All are guaranteed a starting salary of at least 8 euros per hour.

Further information on the programme can be obtained from the
Wise Group’s Skills and Learning Team on 00 44 0141 303 3131 or
www.wisegroup.co.uk
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Projects also have to understand who the 
main employers are in the local areas in which
clients will realistically access work. The 
balance of this between the public and private
sector will often vary considerably.  In general,
in the more depressed local labour markets,
public sector employers are likely to be more
dominant and may need to be prioritised in 
terms of approaches

A useful way to use but not over-burden the 
usual suspects amongst employers is to seek
their support and advice in recruiting others
who may be convinced through some form of
peer group endorsement.  This could involve
formally recruiting “sectoral champions” 
prepared to be used as practical employer 
case studies promoting the benefits of 
employer engagement

In general, the research of the type suggested
above should lead to the creation of a 
prioritised list of target employers.  Focussing
attention on these is much more likely to be
effective than random “cold calling” which 
may lead to limited return on the time invested,
and can be particularly de-motivating for the
staff involved.

casestudy
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Once organisations are identified, it is then
necessary to target the key individuals who 
are directly involved in staff recruitment.  
Quite simply, who makes the day to day 
personnel decisions.  In smaller organisations,
this is often very obvious, but more research
may be needed for the larger employers.  
This can become particularly complicated 
within public sector employers - whilst contact
with supporting policy based officers can be
useful, direct connection with people involved
in directly hiring staff is also essential.
It would be foolish to assume that both types
of officers have identical views

find out what types of jobs clients are
looking for - and be realistic about this

focus on a targeted number of 
employers - start with those we know 
work with our clients groups already

link to sources of local labour market
intelligence - be aware of new 
opportunities

try to get the support and advice of 
employers to help recruit others

key staff are crucial - target those 
directly involved in recruitment /
personnel

�toptips

Employment Academies
Edinburgh and the Lothians, Scotland

Background:

Developed as part of the Joined up for Jobs Strategy, by the Capital City Partnership, 9 sector
employment academies have been established to broker the link between those inactive in the
labour market and employers with unmet labour market demands

Features:

9 Academies: Construction Services; Creative Industries; Retail; Financial & IT; Healthcare;
Public Administration; Care Sector; Tourism, and Source (West Lothian)

link closely to and feed into local labour market intelligence

they are driven by the demands of local employers

they promote employment and career opportunities and facilitate the process of
getting people into jobs

operate a shared client and job vacancy database

they offer a client selection process and job specific training

the academies are very much a partnership approach to jobs access, working with a range 
of agencies, local interventions and with strong employer input

Further information on employment academies can be found at
www.employmentacademies.co.uk

casestudy
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How do we make the deal
attractive to employers?

Some employers will have a commitment to
supporting disadvantaged labour market groups
through corporate/community responsibility
policies.  But these will be few and far between
and focusing solely on this basis is likely to lead
to very limited outcomes.  Rather, employers must
be sold the practicalities of engagement on the
basis of a “win-win” partnership.  Effort must
therefore go into identifying what employers will
gain from involvement, and in constructing a
credible ‘business case’ which seeks to present
the potential in our clients, but in a realistic
manner.

The dimensions which this could include are:

The way in which work with the project will 
address recruitment needs and labour market
supply issues

The attributes of the staff which the project 
can supply to the employer - fronting this with
the individuals’ strengths rather than focusing
on their barriers, ie “accentuate the positive”

A clear statement of the pre-vocational barrier
removal work that will have been undertaken
prior to clients being presented to potential 
employers, including: the quality standards 
which will apply to this and the measurement
systems on progress

Clear acknowledgement in all publicity of 
employer support for the initiative - on the 
basis of employer consent

The development and communication to 
employers of a clear and ongoing support 
package with guarantees of an immediate 
response to any difficulties which arise in 
particular placements or wider policy issues.
There should be strong lines of communication
between the project and employer

Support to employers in providing information
and access to wider support which their 
involvement may trigger, for example 
employment grant type subsidies, and access
to childcare and training grants in both the 
short and longer term

The offer of training support to key staff, 
including access to ad-hoc mechanisms such
as confidential help-lines

Provision to employers of dedicated training
materials and resource packs with the offer 
of associated training support

How do we manage employer
and client expectations?

A key problem in many previous initiatives has
been a sense amongst both clients and employers
that the agreed deal was not stuck to – promises
were not kept.  This can arise through an initial
misunderstanding of the offer made, or where
initial guarantees were never likely to be realistic.
Breakdown in trust of this nature can be very bad
for interventions.

sell the “business case” - make it a 
“win-win” partnership which will help 
address employers needs

reassure employers of the pre-voc work
that will be done prior to any placement

keep strong lines of communication at
all times

highlight the support package that will
be available throughout, including 
training and resource materials, relevant
grants/subsidies, help-lines and the 
guarantee of immediate help, should 
problems arise

�toptips

Equip Project, Scotland
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This can be avoided by:

Simple statements of expectations and 
responsibilities on each side of the deal, 
prepared for and made available to all - with
the option of a formal “sign up” by each 
partner.  There should be clear statements 
of when something is guaranteed rather than
aspired to, with support mechanisms designed
to remove the perceived “risk” to both 
employers and clients.  This places the primary
responsibility on projects as the broker, with
the guarantee that they will deal quickly with
any difficulties that arise

Clarification of the precise detail of job 
specifications and what the expectations are
of employees

Selection processes for employment 
placement opportunities which are robust, 
transparent and inclusive.  These must link
back to high quality assessment and ensure
clients are not progressed to inappropriate 
opportunities and/or at inappropriate points
in their development

The opportunity for both employers and clients
to opt for trial periods in placements - enabling
both sides an opportunity to pull out of the 
deal if significant problems arise

The provision of ongoing aftercare support 
available to both employer and employee and
where appropriate the brokering of joint 
meetings to resolve difficulties

Private Sector Partnerships
The Wise Group, Scotland

Background:

The Wise Group operate a number of Private Sector Partnership programmes which deliver
training and work experience to unemployed people. Key to these programmes is that they are
very much demand led – based on the development and design of tailored approaches which
suit the needs of employers.  They currently operate in a number of growth sectors of the market.

Features:

This approach gives employers the opportunity to shape the delivery of training within their
particular sector.

The aim is that employers can draw from a pool of well trained and motivated job-ready 
individuals with the required skills for that sector

All programmes have a requirement for placements within their business sectors

Current PSP programmes are: Office & ICT Plus; Social Care; Classroom Assistants 
(Renfrewshire) and Call Centre and are based on employers receiving the following common
features:

Staff member for £75 (€190) based on 32.5 hours per week

Access to well trained, motivated recruits

Reduction in resources spent on recruitment

Management and administration of wages, attendance, etc. by the Wise Group

Access to Wise Group support to overcome problems

Guaranteed interview for the job seeker

Further details on each of these programmes can be found on the Wise Group website:
www.thewisegroup.co.uk under the section for employers, or from the Wise Group’s employment
resources team on 00 44 141 303 3131 or employers@thewisegroup.co.uk

casestudy
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Provide an opportunity at regular intervals for
employers to feed back and comment on their
experiences, and for projects to guarantee 
they will respond to any concerns or future 
suggestions for improvements in the support
package

How can we raise the profile and
engage other employers?

We have spoken about the danger of working with
a small number of supportive employers.  In
widening the net it is important to think about a
number of things - employer type; labour market
growth areas - the relative significance of employers
in terms of scale and research on the type of
disadvantaged groups which some employers may
“favour” (and those they will not consider).
Another consideration is the number of other
organisations working with clients in the
geographical area and whether competition for
employers can become partnership networking.
Some of the work involved in this again comes
down to good research and collaboration.

A number of more specific activities may also
be of use:

The use of real life case studies - written in 
an honest and straight forward fashion and 
emphasising what clients are capable of with
appropriate support

Formal endorsement by “employer champions”
with the option of linking this to sectoral 
targeting ie employers in the same sector 
(e.g. Council departments or with the same 
generic job types - e.g. call centres)

Invitations to targeted employers to project 
open days including maximum contact
with clients

set parameters - be clear on 
expectations and responsibilities, on 
both sides
link any process of selection to 
assessment - make sure clients are 
ready for this stage of progression

trial periods can be a good idea -
they give comfort to employers
and clients

aftercare support must be available - 
again for both the employer and client,
as well as the opportunity for regular 
feedback

�toptips

Clear simple statements on the pre-vocational
inputs, pre-employment screening/assessment
mechanisms and ongoing risk management 
support

Simple statements on what an employer will
gain from employment - framed entirely from
an employer labour market perspective

EASEI Project
Advance Windows, Scotland
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ISB
Berlin, Germany

Background:

The ISB gGmbH is a non-profit organisation. It
has three roles. First, the company conceives
plans and runs projects for and with people with
disabilities. Second, it provides vocational training
for people with disabilities and for professionals
who work in the area of social and vocational
integration of people with disabilities. Third it
carries out studies in the area of social research.

In the context of the EQUAL-RESTART development
partnership in Berlin the company provides advice
and vocational training to women with disabilities
(mainly physical and learning disabilities as well
as chronic illness) in order to prepare them for
employment. Additionally the ISB sensitize staff
members of small and medium-sized enterprises
around taking on people with disabilities as
reliable and diligent employees.

Features:

Employers are only willing to take on people with
disabilities if they gain an advantage from doing
this. This means initially contacting employers
to persuade them of the business case of
employing people with disabilities.

In order to build contacts with employers we...

1. Participate in closed networks of employers
These are closed in the sense that they are 
invitation only. These networks are small, with
only one employer from each industry sector 
to avoid the risk of competition damaging the
network balance.

The advantages: membership continuity makes
it easier to address remarks about employing
people with disabilities to the audience, to 
win the confidence of the employers and to 
build a reputation as a reliable organisation 
which cares about the employment of
disabled people;

The disadvantage: it is not easy to get an 
invitation to these networks; you cannot 
participate regularly without becoming a member
of the network and there is a charge for 
membership.

2. Participate in open networks of employers

advantage: access is easy, but you have to pay
for every meeting; at the end of the meeting 
everybody has the opportunity to make a short
statement to the audience; so these meetings
can yield lots of contacts;

disadvantage: in the long run it’s expensive to
participate in these meetings; winning the 
confidence of employers is not so easy because
you will not meet the same employers at each
meeting, nevertheless ISB has gained some
training opportunities from these sessions.

3. Participate in women specific networks

advantage: normally women are more open to
the problems of our participants and more 
prepared to run a risk in this respect.

disadvantage: often closed networks, limited 
membership.

4. Use individual contacts

It is not so easy to discuss labour market integration
of disabled people to employers participating in
such meetings. Therefore it can be useful to speak
to individuals in advance or to initially talk about
themes of common interest. Presenting best
practice examples of companies that employ people
with disabilities is a good way to introduce the
theme to employers. An even better way is for the
employer do this.

The strategy of acquisition of networks is a very
promising way to make contact with companies
especially if you succeed in getting entrepreneurs
as disseminators of your services. Other companies
will be more prepared to demand your services -
and in the end: take on people with disabilities -
on recommendations of other companies.
The next step is to organize a meeting of
entrepreneurs yourself. But be aware: at first you
have to offer a crowd-puller - only then can you talk
business.

Further Information can be found under
www.equal-restart.de, Cornelia Heinemann,
cornelia.heinemann@isb-berlin.de,
+0049(0)3021508710

casestudy

Christine Braunert
ISB, Berlin

Dirk Momper
ISB, Berlin
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The Edinburgh Common Employability 
Assessment, completed by participant and 
Wise Move worker was used to assist in 
determining “work readiness” and identifying
any barriers to participation.  Gavin had a 
strong work ethic having served in the Armed
Forces for 4 years and had recent experience
in the fishing industry.  He was very motivated
to work but lacking in confidence at that time.
He identified warehousing at M&S as his 
preferred placement choice

The 2-day work preparation course was well
received by participants and accompanying 
staff members and was a valuable part of 
the programme, building esteem and 
confidence before the placements began

Wise Move took the role as liaison officers 
between participants and employer, also 
assisting with any unforeseen problems.  
Some clients had difficulties with benefit 
payments due to their participation on the 
course.  This was largely due to a breakdown
in communication at Jobcentre Plus, which 
has since been remedied.  Jobcentre Plus 
was very keen to implement new systems to
ensure that this will not happen on future 
programmes.

All participants were encouraged to apply for
vacancies at the end of the placements, and
were given advice and hints on telephone 
interview techniques.  All participants received
a comprehensive reference at the end of the
placement, referring to their employability 
skills e.g. reliability, teamwork and problem 
solving.  Buddies and participants completed
a programme evaluation form

Gavin went through the mainstream application
process and was offered a permanent position
working 20 hours a week, after investigating
how this would affect his benefits and 
accommodation costs.  As Gavin had been 
unemployed for less than 26 weeks, he was
not eligible for discretionary payments to help
with his costs during the first weeks of 
employment

He commenced employment with M&S at the
beginning of March and coped well with the 
changes to his lifestyle

Further information: The Wise Group’s
Employment Resources Team:
00 44 141 030 3131 or
www.thewisegroup.co.uk

Background:

Wise Move run a work placement programme
with a variety of employers and providers including
City of Edinburgh Council Local Housing Offices,
ASDA, Halfords, Ster Century and Simmers
Biscuits. Wise Move has produced a
comprehensive Placement Pack which guides the
employer or provider through the whole process.

One of the programmes is a partnership with
Marks and Spencer, KPMG, Jobcentre Plus and
Scottish Business in the Community and is known
as ‘Marks & Start’.  The programme provides a
2-week work placement, preceded by a 2-day
motivational work preparation course run by
‘Training for Life’ and a registration day, during
which a current CV is produced for each
participant.  At the end of the placement, a follow
up day gives the opportunity for participants to
explore their next steps towards employment or
further training.

Prior to registration day, Wise Move delivered
an Awareness Raising session to management
and employees of KPMG and Marks & 
Spencer, to prepare previously identified 
‘buddies’ for their role as mentors during the
placements

Having met the participation criteria, Gavin, 
a 48yr old male, was referred to the 
programme by his hostel key worker

Employer Placement Programme
Wise Move, Edinburgh, Scotland

casestudy

Wise Move Project, Scotland
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Introduction

Once our clients have got into employment, our
own work isn’t over. Given the nature of our client
group - and all the barriers they face getting into
work - we can’t assume that once they’ve found
a job that they’ll stay there. Of course we hope
that we’ll have helped them acquire the tools to
stick it out, but their chances of doing so are
greater if we can anticipate the support they
might need once in work.

But this is a tough one. For although everyone
agrees that aftercare is important, there are often
insufficient resources available to deliver it.
In addition, there are questions about who is
best placed to provide it - and how the different
roles combine.

Also, let’s be clear about what we are offering
here. We cannot give limitless support to ex-
clients - and if that’s what they need then either
we have failed or they shouldn’t be in the labour
market in the first place! In reality, clients have
differing levels of support, and part of our job is
to assess what we can provide and anticipate
how we will allocate this resource amongst our
client base.

So, in this section we ask some of the key
questions about supporting clients in work, and
provide some examples of how this is being done
across the RESTART network.

EmployAbility
Stirling Council, Scotland

Background:

This project was established by Stirling Council in 2000 with an aim to raise employability levels
amongst residents in deprived areas. The interim project evaluation highlighted issues around
employer engagement. Specifically, it pointed to a need to engage more proactively with a wider
range of clients in the public and private sectors. It also suggested a need for more direct
contact with employers and a requirement for a staff member who had specialist skills in
marketing combined with experience of business practices.

Features:

The project appointed an Employer Liaison Officer with this profile. The job specification includes
developing and proactively managing employer relationships, liaising with them around their
requirements and producing local labour market intelligence.

This has been a successful development, a bi-product of which has been collaboration amongst
three service providers in relation to their employer links. This has cut down on duplication and
enabled a more consistent approach to employers.

Having a staff member with a commercial background, able to promote to employers in their
own language has proved to be a real asset for the project.

Contact: Brian Morrison morrisonb@stirling.gov.uk

casestudy

EmployAbility Project, Scotland
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Once in work, what needs do our
clients have and how can we
support them?

Our starting point is with the client. Across the
RESTART partnership we can identify two different
types of client groupings in relation to support
needs.

1. Clients whose needs are stable and unlikely
to change - for example people with physical
disabilities or learning difficulties

2. Clients whose needs may fluctuate from 
time to time - for example people with mental
health problems, ex-offenders and people 
with a history of substance abuse

These needs should be clearly identified prior to
the client entering the workplace, and our
assessment process should have identified any
key support issues.

Where we can anticipate the client’s needs, and
where they are unlikely to vary from day to day,
we can work with the employer to ensure that the
work environment is appropriate. For example,
people with physical disabilities may need
adaptations within the workplace that will enable
them to make a full contribution. These may
include:

Re-configuring the physical layout

Reviewing communications - e.g. visual signs
rather than auditory ones for people with 
hearing impairments

The use of technologies - for example the use
of voice recognition software for visually 
impaired people

Broadly speaking, people with fluctuating problems
need help with problem-solving around the
workplace, whether it be on relationships at work,
creating more flexible working hours, or
accommodating periods of under-performance
that arise from health or other issues, and
negotiating these ‘adjustments’ with managers.
They can also need support with issues which
arise outside of work, but which are having an
impact on their work performance, e.g.
relationships, housing, debt and so on.

From experience, we know that the transition into
the culture of work can be a gradual process.
Although clients may start work on Day 1, aspects
of their previous life will continue during the early
days in employment. For example, they may
experience financial hardship prior to receiving
their first wage and may also have to deal with
residual issues around benefits. We can help
smooth this process by being alert to potential
problems and by ensuring that links with benefits
agencies are well-established so that issues can
be anticipated.

The best way to provide this kind of support is
through the client having a dedicated integration
advisor to speak to, to discuss these issues with,
and someone who then has the authority to help
the individual negotiate with management to
secure any necessary adjustments. Some issues
may require the integration advisor to find an
additional appropriate service that the person
can access e.g. debt counselling.

Maintaining regular contact may be helpful in some
cases in the early days. This need not be formal,
and successful approaches include staying in touch
by text message or by dropping in at lunch times.
However, we’d stress that every case is unique,
and for some clients once they have left ‘the project’
and moved into work they may no longer welcome
our intervention - and that’s fine, so long as they
know it’s there if they need it.

What can employers do at
this stage?

The key to successful in-work support however is
commitment and understanding from the employer
to retain the individual in their job.

There is an emerging ‘business case’ for employers
to pay more attention to providing in-work support,
and to create strategies to help retain employees
during periods of difficulty. These strategies benefit
the entire workforce, not just excluded individuals
who have been placed into jobs through the
auspices of the integration advisor. Employers
who understand that staff retention benefits their
business or organisation are more likely to put
policies and procedures in place to support the
work of integration advisors.

Increasingly, employers see the value of retaining
staff in whom they have invested, rather than
having a regular churn of employees. This provides
continuity within the organisation and reduces
recruitment costs. In areas where the labour
market is tight – for example in Edinburgh where
unemployment levels are currently around 2% - it
makes commercial sense to retain existing staff.

EmployAbility Project
Scotland
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GUREAK, the Basque Country

Gorka’s pathway to open employment
Background:

the GUREAK Group is an organisation which has a number of centres throughout the Basque
Country. It specialises in supporting people with learning disabilities and mental health problems
to enter the labour market and provides a number of job-entry models. In 1995 Gorka submitted
a job application to GUREAK. His previous work experience in the media (radio programming) had
ended after his diagnosis with paranoid schizophrenia in 1993.

After interviewing Gorka, his family and delegates from an advocacy organisation supporting him,
GUREAK offered him a position on their occupational programme. This was designed to re-
introduce him to work culture, providing a twelve month support framework.

Before the end of this GUREAK was approached by an industrial pastry-maker with four vacancies
for operators. The organisation agreed to help on the basis that satisfactory performance would
lead to ‘open’ jobs with the company. GUREAK then analysed the vacancies, identifying the key
competencies which informed the joint recruitment process with the employer. Gorka attended
interview and was offered one of the positions.

Gorka was initially employed by GUREAK to render services to the employer. His duties included
dough handling, cutting and packaging and he was accompanied by a job coach who supported
him in this work. Throughout this initial period there were regular review meetings with the
employer.

In 1999 the pastry company, satisfied with their performance, hired Gorka and his three colleagues
directly, on identical conditions to other staff, and they became employees of the company.
Gorka’s story offers a good example of the transition individuals can make from supported to
mainstream employment with appropriate levels of support.

However, the marketing of this business case to
employers, and the creation of advice and support
structures whereby employers can access
information and advice, is still in its infancy.

How can employers help in practical terms? Across
the RESTART partnership we have examples of
all types of organisations involved in employing
our clients. These range from multi-national
organisations with significant HR resources to
micro businesses which have a commitment to
investing in their local community. Size doesn’t
matter - what’s important is that employers bring
a positive attitude and a willingness to look at
flexible approaches in order to get the best out
of their employee. This is not a plea for special
status, as a growing body of evidence shows that
in a supportive climate clients coming through
our programmes can make a positive contribution
to the workplace - including an impact on the
bottom line.

In Spain, Germany and the Czech Republic,
financial support is available to employers for in
work support to some of our target groups. In
the UK, the principle of reasonable adjustments
is central to the Disability Discrimination Act,
although as a principle its application has wider
potential. Integration advisers can point to example
of good practice in the disability field, which have
an application with other client groups.

casestudy

EHLABE Partners, Basque Country
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There are three principles to be aware of around
reasonable adjustments:

1. None may be required

2. Negotiate them on an individual basis

3. The employee is the best judge of
what is required

In the mental health field there are many
adjustments that clients have found to be helpful,
which may be of benefit to other client groups:

Supervision and Performance Management

allow the person to work at their own pace 
within the overall requirements of the job

train managers or supervisors to give clear 
direction and constructive feedback

draw up guidelines on giving negative feedback

adjust supervision methods e.g. put work 
requests in writing, hold more frequent 
planning meetings if the individual needs more
support or structure

assign the employee to a line manager 
with good communication skills, high degree
of empathy or even a specially trained manager

provide additional feedback and/or 
reassurance to increase confidence and 
reduce anxiety

allow more time for planning the employee’s
work in order to take their problems into 
account

The Job Itself

provide extra training

restructure the job

temporarily reallocate some of the duties
(For example, remove the individual for a period
from direct customer contact, which could be
adding stress.)

Hours and Schedules

offer flexibility in hours to accommodate 
treatment or difficulties with morning starts

allow flexi-working when not tired or when the
workplace is quiet

offer a gradual return to work (For example, 
starting with visits, then part-time then build
up to full hours)

allow more frequent breaks

allow employees to manage their own breaks

Ways of Working

if face-to-face contact is stressful, allow use
of voice mail or emails for communication, 
especially with in-coming calls

provide a quiet workspace to improve 
concentration

provide access to a quiet room if the person
becomes distressed

allow working from home

some medications cause thirst and 
restlessness - provide access to drinks and 
allow movement from time to time

Unusual Behaviours

set limits for behaviour and strategies for 
dealing with behaviour that breaks the
agreed limit

increase tolerance by speaking to key staff 
(Remember whatever is revealed to other staff
members must be agreed in advance with the
employee experiencing difficulties.)

increase personal space

think before you speak - be precise to avoid 
confusion (Persons experiencing paranoia can
easily misinterpret sarcastic, oblique and 
allusive remarks.)
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Barlinnie prison construction pilot
Laing O’Rourke, Scotland

Background:

Barlinnie Prison is a high security jail located in Glasgow, Scotland. It is Scotland’s largest
custodial institution, housing a mixture of long and short term male offenders. Managed by the
Scottish Prison Service (SPS), Barlinnie has seen a number of new interventions designed to
improve the employability of inmates. This has included the introduction of Careers Scotland
and Job Centre Plus services on site.

Details:

The Laing O’Rourke pilot is a unique partnership project which has established a pathway to
employment for prisoners due for release. It also addresses recruitment challenges facing the
construction industry whilst providing employment opportunities for one of the hardest to help
groups.

The model consists of clients undertaking an accredited construction training course whilst in
prison. As well as industry specific competencies this includes core skills such as Communications,
Problem Solving and I.T. skills. The pilot involved a group of ten carefully selected participants,
with the promise of a job on site for completers. Clients entering work through the programme
can expect to earn up to (£400) €563 per week. On release trainees are provided with ongoing
vocational support in the job, as well as having access to pastoral support from an agency that
works closely with offenders. Four of the initial cohort of trainees are now in jobs on site. The
second group is now about to start.

A huge amount has been learned from the development of this pilot. The clear identification
of all partner expectations and the importance of well defined boundaries with clients are two
key points. As the project enters its second year it now has a wider range of employers on board
and is an important employment pathway for a group facing significant labour market barriers.

Contact: Alexis.mcFadyen@sps.gov.uk  www.sps.gov.uk

What ‘danger signals’ do we
need to look out for - and how
do we deal with them?

Our aim is to work with our clients - individuals
and employers - to improve the chances of
sustainable employment. Of course we hope that
during their time with us our clients will have
acquired the rounded skills required to cope with
the pressures of the work environment.

Promote the concept of ‘talk don’t walk’
- encourage clients to discuss their 
concerns and problems

Make sure communication lines in work
are clear - do they know who to
speak to?

Maintain regular contact, even if it’s 
only by telephone

Be alert to signals that all is not well

�toptips

casestudy
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But moving into a real work environment can be
challenging and we need to be mindful of signals
clients send out which suggest they might be
struggling. Colleagues and employers might notice
behavioural changes which indicate that there
may be a problem. These might include:

Poor concentration levels

Lateness

Lower productivity levels

Lowered ability to handle stress

Higher levels of anxiety

Withdrawal from social contact in the workplace

If someone goes off sick or fails to turn up for
work this may be indicative of a more serious
problem. If the individual has an integration
advisor, then they may pick these issues up first,
but normally, it is the person’s work colleagues
and managers who will notice changes first.
How the workplace responds then becomes critical
to a successful resolution of the difficulties the
individual is experiencing and to a return to full
participation in the workplace.

Ideally, we will have emphasised the importance
of the client facing up to problems and
communicating with others when they arise. In
the past, they may often have opted out when
problems arose, internalising them in a way that
makes them appear insoluble. During their time
with us, we will hopefully have addressed these
issues and equipped our clients with the tools
required to work problems through more effectively.

At the top of this list is the principle ‘Talk, don’t
walk’, where we encourage our clients to share
their problems at an early stage - with a colleague,
a manager or an integration adviser. In Edinburgh,
Worktrack have promoted this approach to working
with ex-drug users, within an approach which places
clear responsibility on the individual client to take
the initiative in order to sort problems out.

But what other principles can we apply to so that
we are alert to these danger signals and can help
promote sustainable employment? Some tips are
set out in the following:

Intervene early when someone goes off sick

Research from the Netherlands shows that within
six weeks of being off work, an employee begins
to assume the lifestyle of someone who is
unemployed. They stay in bed longer, lose contact
with friends, can become withdrawn and
uncommunicative, stop taking physical exercise
and lose positive attitudes. At this point, it
becomes far less likely that the employee will
return to work.

Make and maintain contact

Some people will want their workplace to be in
touch, others may not. Who makes contact is
often important – should it be the team leader,
a colleague in the team, the occupational health
department (if there is one), the personnel
manager, another line manager?

Who makes contact will be determined partly by
the way the company generally does things, which
is often a function of size, but if it is clear that
the issue causing the employee to be off is mental
health related, then it will be beneficial to consider
who the best person is to make the first contact,
so that conversations and discussions are handled
sensitively, and ideally by someone who has
undertaken mental health awareness training.

Where the integration advisor is involved, then
they are the best placed to make contact with the
individual, and employers should be made aware
that they can call on an integration advisor if
someone is off sick.

Get the right information

Employees need to give their consent if you want
to get more information from say, their GP. This
will not always be necessary, but may be particularly
helpful if someone has a serious mental illness,
where the employer will need an idea of how long
their recovery might take. Integration advisors
must not rely on their own assumptions, or hearsay,
but ask for information with the employees’
consent. Neither the integration advisor nor the
employer’s role is to diagnose the person’s mental
health problem.
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Offer help and support

The company may be able to pay for appropriate
help e.g. counselling, particularly where it could
be some time before such help can be offered
by the health service. The company could also
look at offering practical support, say with
childcare, or some other form of assistance that
will reduce the impact of the mental health problem
on other aspects of the employee’s life, and which
will reassure the individual that the company
values them. In some cases, the source of the
problems will lie in the employees’ home life e.g.
bereavement, and although employers might feel
it is not their responsibility to help in these
situations, if they can assist, then the individual
is more likely to return. The integration advisor’s
role is to understand what help the individual would
find useful, and then to help them access it.

Keep others informed

This needs to be done sensitively, with respect
for confidentiality, but it is necessary to avoid the
employee becoming detached from the workplace.
Research shows that this emotional detachment
can happen surprisingly quickly. One successful
tactic is for the integration advisor to identify a
‘buddy’ - someone in the workplace that the
employee is friendly with and who is understanding,
and who is prepared to meet the employee outside
of work, and communicate what is happening to
the individual to other team members with their
consent, so that they understand and are prepared
to offer their support to the employee when
they return.

Employer perspective
Leeds City Council, UK

Background:

Leeds City Council is one of the largest local authorities in Britain. It employs 32,000 people,
including school staff, and fills around 3,000 vacancies per year. Average unemployment levels
in the city are low - around 2.6% - although there are deprived pockets where levels are
much higher. Forecasts estimate that over the next decade economic growth will bring an
additional 30,000 jobs to Leeds. It is expected that this will create recruitment problems for
the public sector.

The local authority has adopted a proactive approach to recruiting from harder to reach groups
in order to address its own recruitment problems and to address the risk of having a ‘two-tier’
employment profile in the city.

Detail:

Traditionally in the UK, local authorities have not proactively recruited from disadvantaged groups.
It has been commonplace to assume that legislation prevented any such ‘positive action’
approach. However, Leeds City Council has adopted a more flexible approach to recruitment
which, critically, has involved all parts of the authority.

Its approach consists of three defined phases. Phase 1, which involved strategic partnerships
with large local employers (e.g. the supermarket chain TESCO), Phase 2 which used existing
funds to target potential employees from regeneration areas, disabled people and Black and
Minority Ethnic people and Phase 3 which raised awareness of council job opportunities and
created a programme of job guarantees and work placements.  This approach is a good example
of the scale of the scale of the public sector as an employer, and of the benefits of adopting a
positive approach to recruiting from marginalised groups. It has required clear leadership and
commitment from the Council, which offers a good example of how the business efficiency and
social equity agendas can be successfully combined.

Contact: Alison.Holt@leeds.gov.uk  www.leeds.gov.uk

casestudy
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Support the rest of the team

If someone is off, someone else has to take on
their work if a temporary worker cannot be taken
on. The additional workload can lead to a number
of consequences - other staff become resentful
of the manager, and/or the absent employee,
stress can accumulate, leading to other people
taking time off work, the team may feel it is failing
to meet targets, and lose motivation, people’s
performance related pay may feel under threat.

Managers need to have a range of options they
can use to manage their way through this situation,
ranging from employment of temporary staff,
shelving projects or work that is not critical,
spreading the work fairly between team members
or asking for temporary secondment of staff from
another team.

The integration advisor can play a role in advising
the employer, but can possibly also offer temporary
employees to cover for the individual’s job from
amongst the pool of individuals being assisted
into employment.

�toptips

Promote diversity as a business asset

Address employer misgivings head on

Offer support and training to staff

Keep informed of legislative changes
affecting employers - e.g. EU and 
national government equalities 
directives

What do we do if it doesn’t
work out?

As we all know, the concept of a job for life is
long gone. A key part of building our client’s
employability is to develop their ability to identify
and access work opportunities. So it’s not just
about getting them into that first job – although
that may be the hardest part – but about giving
them the skills to move onto other things when
the time comes.

Increasingly, the type of work our clients access
may be fixed term contracts with little in the way
of long term security. In some cases they may
come back to us for additional support when the
work runs out. For some clients this may only be
after a matter of months, for others it may be years.

In the past, projects were judged to have failed
if their clients returned for additional support
beyond that initial job. There is evidence that
attitudes to this are changing, and where clients
deem it to be necessary and helpful, returning
for additional support at these transition stages
can be viewed more positively. It is evidence of
the strength of the support relationship and
testament to the quality of service provided by
these projects. It also means that we can track
our outcomes in the longer term - and are more
likely to be able to see multiple positive episodes
into the labour market.

Is it a signal that we have failed first time around?
We would say that this is only the case where
clients are coming back to us no further forward
than they were in the first instance. In most cases
they are returning with a broader base of skills
and experience, and are looking for top up levels
of support - perhaps around specific job seeking
skills or CV enhancement input.

It is important for clients to know that this support
is there and that once they move into employment
the support mechanisms remain in place.

The Wise Group, Scotland
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St George’s Mental Health NHS Trust
London, UK

Background:

Mental health services are major employers.  If other employers are to be encouraged to offer
jobs to people who experience mental health difficulties then it is important for health services
to lead by example. Established in 1995, the Pathfinder User Employment Programme, was
designed to adapt and extend some of the successful US supported employment models to
provide access to employment within South West London & St. George’s Mental Health NHS
Trust in London. The first step was to look at job descriptions through the Trust, to identify where
experience of mental health problems would be considered an asset in providing frontline care
services, and to change the job descriptions to ask for this. Instead mental health problems
being seen as an issue, they were turned into an asset, and overcame the barriers that had
prevented individuals in the past from accessing employment.

Detail:

Between 1995 and 2001 the programme supported 64 people with mental health problems to
enter employment in existing clinical and non-clinical positions within the Trust, on the same
terms and conditions as other staff. With the support available, 86% of these people successfully
sustained their employment or moved on to unsupported positions, and their sickness absence
was found to be 3.8%, which was below average. The Programme also developed a work experience
programme which enabled people to gain the experience and references they need to move on
to open employment, and pioneered efforts to decrease employment discrimination against
people who have experienced mental health difficulties within the Trust.

These latter efforts lead, in 1997, to the Trust adopting a ‘Charter for the Employment of People
who have Experienced Mental Health Problems’. This states that the mix of employees within
the Trust should reflect the nature of the local community, and therefore the proportion of
employees with mental health problems should be 25%. Equal opportunities monitoring data
showed that the proportion of all people recruited by the Trust who had themselves experienced
mental health problems rose from 9% in 1997 to 27% in the first half of 2000. The cost of the
programme was found to be offset by the reduction in benefit payments paid, and taxes collected,
as a result of employment: the programme produces a net direct cost saving to the government
of some £1900 (€2,767) per person per year.

Contact: Miles Rinaldi 004420 672 9911  www.healthaction.nhs.uk/doc.asp?doc=173&cat=167

Introduction

Throughout this toolkit we have tried to share
the most important elements about our work
within the RESTART partnership. We have
systematically worked our way through the barriers
clients face to their eventual (re) integration in
the workplace.

We have talked about the work going on in
Scotland, the Basque Country, Ostrava and Berlin
and we hope that there have been learning points
for toolkit users from each of our regions.

What have we learned as
a partnership?

Anyone who has worked on a transnational project
will know how exciting it can be - but will also be
aware of the challenges! For us, the process of
getting to know one-another, and understanding
our different working environments took much
longer than we expected. We were pleased to
discover that there were so many shared
perspectives and priorities amongst our partners.
We were also pleased that our network supported
the transfer of ideas and the development of new
project activity.
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However, our experience highlighted the amount
of time and effort required to simply reach a
common level of understanding – before we can
even begin to consider meaningful sharing and
transfer of experience. We are also aware that
although our work has shared features, it has
been developed in culturally specific contexts
which means that direct transfer is not always
possible.

We are therefore delighted to see that there has
been genuine collaboration within our network,
which has led to tangible changes in practice and
new joint project activity amongst our partners.

If you want to find out more…

As we say in our opening section, we could not
hope to capture all of our network activities in
this brief overview. But we hope that the toolkit
contains something of interest for most
practitioners, and that it will encourage further
networking and sharing of practice as agencies
follow up the leads we include in this document.

In Appendix 2 we provide a more thorough list of
the participants who have contributed to this
project. We would like to take this opportunity to
thank them all for their contributions and we look
forward to working with them again in the future.

Thanks…

The group would also like to acknowledge and
thank Eddy Adams of Eddy Adams Consultants
Ltd. for his support to the Restart Transnational
Partnership in compiling this toolkit.

Section Seven. In Conclusion
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AMORRORTU Itziar
EHLABE

APRAIZ Ane
Fundacion Gokai

BEHALOVA Zuzana
RPIC-ViP s.r.o.

BLACK Raewyn
West Lothian Council

BLUMENTHAL Michaela
BOA e.V. Jugend- und Suchthilfe (BOA)

BRAUNERT-RUMENAPF Christine
ISB, Berlin

CORTEZ Mariano
Grupo Gureak

DOBIAS Marian
Vitkovice, a.s.

DURIE Sheila
Scottish Development Centre for
Mental Health

EGGINS Lisa
The Wise Group

FREUND Susanne
Kursiv

GIERINGER Natascha
Hilfe für das autistische Kind e.V.
(HAK EQUAL-Restart)

GOULD Val
The Wise Group

SMITH Martin
Worktrack

STONES Sue
Department for Work and Pensions

STRACHAN Shiona
Stirling Council

THOMSON Joyce
Scottish Council for Voluntary Organisations

UHROVA Marketa
Labour Office In Frydek-Mistek

VALKOVA Vera
Nova Hut Employment Agency

WALLACE Margaret
Scottish Council for Voluntary Organisations

WALTERSOVA Jennifer
RPIC ViP (Regional Employment Agency)

WARD Lynne
North Lanarkshire Council (EQUAL Team)

WAUGH Vicki
Careers Scotland

WENDENBURG Burkhard
Visteon Deutschland GmbH

WHITE John
North Lanarkshire Council
(Social Work Department)

ZAJDLIKOVA Miroslava
Employment Services

Partner Websites

HEINEMANNN Kornelia
ISB, Berlin

HILGENDORF Manuela
ISB – Gesellschaft für Integration, 
Sozialforschung und Betriebspädagogik 
gGmbH (ISB Berlin)

KALINNA Vera
BOA e.V. Jugend- und Suchthilfe

LINTON Margaret
The Wise Group

LISTVAN Josef
KaPa Employment Agency

MARTIN Brian
Edinburgh City Council

McDERMID Leona
Social Firms Scotland

McINALLY George
North Lanarkshire Council
(Social Work Department)

MICKOVA Eva
RPIC-ViP (Regional Employment Agency)

MORRISON Brian
Stirling Council

PATTERSON Brian
Renfrewshire Council

PIEDA Bernd
ISB Berlin

SERRANO Unai
Lantegi Batuak

EQUAL NEW MODELS OF INTERVENTION GROUP
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North Lanarkshire Council:
www.northlan.gov.uk

City of Edinburgh Council:  
www.edinburgh.gov.uk

Capital City Partnership:
www.capitalcitypartnership.org

Glasgow Caledonian University:
www.gcal.ac.uk

Glasgow City Council:
www.glasgow.gov.uk

Stirling Council: 
www.stirling.gov.uk

North Ayrshire Council: 
www.north-ayrshire.gov.uk

Renfrewshire Council:  
www.renfrewshire.gov.uk

West Lothian Council: 
www.wlonline.org.uk

Scottish Council for Voluntary Organisations:
www.scvo.org.uk

Scottish Development Centre for

Mental Health:
www.sdcmh.org.uk

The Wise Group:  
www.thewisegroup.co.uk

Scottish Prison Service: 
www.sps.gov.uk

Social Firms Scotland: 
www.socialfirms.org.uk

Department for Work and Pensions:  
www.dwp.gov.uk                                
www.agepositive.gov.uk

Ehlabe:
www.ehlabe.org/english/directorio.htm

Grupo Gureak SA: 
www.grupogureak.com

Fundación Lantegi Batuak: 
www.lantegi.com

Fundación Gokai: 
www.gokai.com

Katea & Legaia:
www.ketea-legaia.ne 

Eragintza:
www.eragintza.org 

Restart Partners in Czech Republic:
www.rza.cz

Restart Partners in Germany:
www.equal-restart.de

Equal, European and
Transnational Links

Scotland EQUAL Support Unit: 
www.objective3.org

GB Support Unit website:
www.equal.ecotec.co.uk

EQUAL Welfare Benefits extranet:    
www.communityzero.com/welfarebenefits

DfEE EQUAL homepage:
www.esfnews.org.uk/equal

European Commission - Questions and 
Answers on the EQUAL Programme:
www.europa.eu.int/comm.employment_
social/equal/equal.cfm

Restart: 
www.Restart-equal.org

Scotland Objective 3 Programme: 
www.objective3.org

Scotland Europa:  
www.scotlandeuropa.com

 Highlands & Islands Special
Transitional Programme:
www.hipp.org.uk

Download the approved EQUAL Community
Initiative Programme:
www.europa.eu.int/comm/employment_
social/equal/data/document/cipukgb.pdf

Empowerment: A new way of looking at 
inclusion and strategies for employment

APPENDIX 2

USEFUL WEB SITES FOR ADDITIONAL INFORMATION
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European Commission document: 
www.europa.eu.int/comm/equal

Labour Market Intelligence

Future Skills Scotland: 
www.futureskillsscotland.org.uk
www.keyindicators.org.uk

 www.researchonline.org.uk

NOMIS: for detailed labour market statistics:
www.nomisweb.co.uk

East of Scotland European Partnership: 
www.esep.co.uk

West of Scotland European Partnership:
www.wsep.co.uk

South of Scotland European Partnership:
www.sosep.org

Scottish Labour Market Information
Service (SLIMS):
www.slims.org.uk

Other Useful Links, Sites
and Documents

Scottish Executive: 
www.scotland.gov.uk

Careers Scotland:
www.careers-scotland 

Jobcentreplus:
www.jobcentreplus.gov.uk 

Department for Education & Employment:
www.dfee.gov.uk

New Deal for Disabled People: 
http://www.newdeal.gov.uk

National Development Team (focus on 
inclusion for people with learning difficulties):
www.ndt.org.uk

The WAGE Project (promoting easier access
to information on Education, Training and 
Employment within the Greater Glasgow 
area for people with disabilities/mental 
health problems/benefits issues etc):
www.wage.eu.com/index.html

Good Practice Profile on Breaking the Cycle,
Person Centred Supported Employment:
www.wage.eu.com/downloads 

Towards an empowerment approach:
a guide for projects
Employment Support Unit Document: 

www.employment.ecotec.co.uk

Guide to assessing eligibility for benefits
and tax credits:
www.entitledto.co.uk

Learning and Skills Development Agency: 
www.lsda.org.uk/home.asp

NHS Mental Health website: 
www.isdscotland.org/isd/info3.jsp

Scottish Development Centre for
Mental Health ExchangeNet:
www.sdcmh.org.uk/wwwboard/wwwboard.html

Mind the Gaps (report on improvements in 
ways to provide services for people with co-
occurring substance misuse (including 
alcohol) and mental health problems:  
www.scotland.gov.uk/library5/health/
mtgd-00.asp

Drug Misuse Information Scotland:
www.drugmisuse.idscotland.org

Employment and Homelessness: 
www.nationalhomeless.org/jobs.html

APEX (working with ex-offenders):
www.apexscotland.org.uk
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if you want to know more contact us:

Restart Secretariat
Equal Access
North Lanarkshire Council
Department of Planning & Environment
Fleming House, 2 Tryst Road
Cumbernauld G67 1JW

T: +44 (0) 1236 616 336
F: +44 (0) 1236 616 283
E: equalaccess@northlan.gov.uk

www.equal-access-scotland.org.uk
www.restart-equal.rza.cz


