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[2.6.1] Participant Journey & Provision Content 

Please provide a detailed description of the design and content of the provision, 

including how this meets the requirements listed in section 3 of the specification. 

Your response should: 

 Provide an outline participant journey to illustrate how you will provide a 

structured intervention for each individual participant, including those who 

require a higher degree of support and the intended frequency of these 

interventions 

 Explain how you will ensure that each individual participant will receive regular 

reviews to ensure that they progress while participating in the provision and 

achieve a Job Outcome 

 Provide a detailed description of the design and content of the provision, 

including the duration of each element for individual participants and the 

method of delivery e.g. face to face, telephone, web based, individual, group 

work etc. 

 Provide a rationale to clearly demonstrate why the provision content is 

suitable for the specified eligibility groups 

 Explain how you will identify individual participants’ barriers to entering work 

(including  but not limited to child care and travel) and tailor the provision to 

overcome these  

 Explain what in-work support you will provide to both the participant and 

where appropriate the employer and how you will ensure that it meets their 

needs to support the achievement of job outcomes 

Insert your response in the pre-set, shaded space on the following pages.  

Your response MUST be limited to 5 sides of A4. 

PLEASE NOTE THE SCORE ATTAINED IN THIS SECTION MAY ALSO BE USED 

IN A TIE-BREAK SITUATION WHERE APPROPRIATE.  
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Reed in Partnership (Reed), REDACTED (REDACTED) & REDACTED will deliver 
the South London (SL) Troubled Families (TF) programme using a whole family 
approach to address individual’s needs & employment barriers in the context of their 
family situation. This will ensure we achieve DWP's critical success outcomes of 
REDACTED short & REDACTED sustained job outcomes (REDACTED & 
REDACTED of starts respectively). Our solution is based on: our experience 
supporting REDACTED individuals from London TFs on our ESF Families 
Programme, with REDACTED moving into sustained work (national performance 
was REDACTED); focus groups/surveys with TFs; & our REDACTED years’ 
experience supporting disadvantaged individuals in SL. Our delivery model benefits 
from: our active links with REDACTED London employers; links with all 7 Local 
Authorities (LAs) (e.g. Reed currently deliver the SFA BAME contract across SL); 
colleges & training organisations (e.g. REDACTED & REDACTED (REDACTED)); 
VCS providers (e.g. REDACTED); all 12 JCP offices; & direct delivery by a LAs 
(REDACTED). Caseworker (CW) Support: Following consultation with JCP TF 
Employment Advisers (TFEAs), LA TF Teams & directly with TFs we know 
participants suffer from very low confidence levels, are difficult to engage & have 
little or no work experience/qualifications & find it challenging to trust providers. This 
is further impacted by other factors e.g. health conditions, addiction, debt & complex 
family circumstances e.g. children who have a disability or a learning difficulty. It is 
therefore essential CWs co-ordinate with TF Teams & TFEAs to provide the range of 
support to address needs & continuity of support to maintain trust. Frequency: Our 
low average caseload of REDACTED (max REDACTED) enables CWs to provide 
intensive support including: IAG (e.g. advising ex-offenders on declaring 
convictions); signposting (e.g. drug/alcohol services); motivational support; & funding 
for childcare, equipment, training, clothing & travel (following JCP/DWP guidelines).  
1. INITIAL MEETING: Participants/families referred by LA TF teams/TFEAs will have 
an existing trusted relationship with their Keyworker who will introduce participants to 
our CWs & explain the specialist support they can provide, as part of a warm 
handover. All participants referred to the service (via TFs or other routes) will be 
contacted by their CW to arrange an initial REDACTED-minute meeting. CWs will 
energise potential participants by explaining our track record supporting families (e.g. 
on our REDACTED contract) & our links with employers who can provide flexible 
work which fits around family life. At the meeting the CW will: explain our service; 
develop participant/CW rapport; & enable initial barrier identification. CWs will 
address concerns (e.g. lack of work experience) & encourage sign-up. CWs will 
complete all activities to meet DWP/ESF requirements, e.g. check eligibility, 
complete the ESF1420 form (sent to DWP within REDACTED days), & issue the 
ESF2020 leaflet.  
2. INITIAL ENGAGEMENT MEETING (IEM): We will aim for the IEM to occur within 
REDACTED days of receiving the PRaP referral (max REDACTED days). It will last 
for REDACTED at a Reed, SC or local JCP/LA offices. It will be arranged around 
participant needs (e.g. childcare) & CWs will use our established assessment tools 
to identify participant barriers & appropriate support. The IEM & assessment 
includes:  
a. Our Barrier Diagnostic was developed by our Work Psychologist (WP) based on 
sector best practice & our experience. It has been adapted to incorporate barriers 
faced by TFs which negatively impact progress to work, for example: Health 
Conditions, REDACTED of families on Phase 1 of the DCLG TF programme were in 
poor health (DCLG, REDACTED); Anti-Social Behaviour, On Phase 1 of the DCLG 
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TF programme each family had on average REDACTED police call-outs to the family 
home in a REDACTED-month period; Low Qualifications & Confidence, REDACTED 
(REDACTED) of Progress Measures delivered on our ESF Families programme 
were linked to achieving qualifications & confidence identified as barriers in 
participants’ APs (REDACTED). On our ESF Families programme, our effective 
diagnostic tool determined appropriate Progress Measures for participants, which 
made them twice as likely to move into work as compared with the national 
programme average. Each barrier in the diagnostic is rated low, medium or high 
enabling CWs to determine employment readiness on an A (job ready) to E (not job 
ready) scale. In liaison with TF Teams & TFEAs we will determine diagnostics 
undertaken & adapt ours to avoid duplication.  
b. A Health & Work Assessment will be delivered by the CW if the diagnostic 
discussion between the CW & participant identifies health conditions/a disability as 
an employment barrier. The assessment, developed by our health professionals, will 
assess the impact of the participant’s condition on their employment goals, e.g. 
limitations due to physical health conditions. It will review current support/treatment 
received & how participants manage their condition/disability. This will enable CWs 
to identify support required & job roles which will not negatively impact on health. 
c. A Learning & Skills Assessment will be undertaken if a lack of functional skills is 
identified as a barrier in the diagnostic. This assessment helps CWs to identify: 
Literacy, Numeracy & IT literacy levels; additional learner needs (e.g. dyslexia); & 
participant learning style, to inform support required & how this is best delivered.                                                                    
d. Better off Calculations (BOC) will incorporate the impact of work on whole family 
income to motivate participants & CWs will work with TFEAs, JCP & LA teams to 
help participants identify any additional benefits they could be entitled to.                                                                                          
The Action Plan (AP) will be developed jointly by the participant & CW based on the 
diagnostic, IEM outcomes & will be updated monthly. CWs will avoid duplication of 
previous support received & develop SMART (Specific, Measurable, Attainable, 
Relevant & Time-bound) activities, directly linked to job goals. Activities will be 
prioritised based on the low/medium/high rating for each barrier in the diagnostic. 
CWs & participants will both complete activities, with participants becoming more 
accountable as they gain confidence & move towards work. Activities will be tailored 
to each participant e.g. shorter sessions for those with health conditions/disabilities. 
After the IEM, participants will have: a signed copy of the AP; future appointment 
details, planned activities; & a welcome pack. CWs will motivate participants using 
case studies of families with similar barriers who have accessed sustainable work.                    
3. PERSONALISED SUPPORT FOR TFs: Our model includes interventions proven 
to support individuals from TFs into sustainable employment/self-employment. CWs 
will use Barrier Diagnostic results & TF Assessment (for those from the DCLG TF 
programme) to determine job readiness & identify the stage the participant enters the 
programme. Our three stages (Foundations for Work, Skills for Work & Ready for 
Work) will provide participants with the right combination of support to meet their 
level of need (determined by their TF RAG rating if applicable) & job readiness. 
Participants may progress through each stage, or enter at stage 2 or 3 & can revisit 
support if required. Activities will be delivered by CWs & Trainers or community 
providers (e.g. REDACTED REDACTED). CWs will coordinate activities & measure 
participant progress using the AP, liaising with TF Keyworkers & TFEAs. Our three 
stage model is outlined below:  
1. Foundations for Work: Individuals from TFs have multiple & complex needs & 
this stage will help them address those needs before applying for work. Participants 



4 
 

can access multiple interventions simultaneously including: Health Support (1:1/ 
group, duration dependent on need): REDACTED of TFs had a mental health 
condition (REDACTED) & there are health inequalities even within LA areas e.g. 
REDACTED of residents in REDACTED, Bromley, are claiming ESA, compared to 
the LA average of REDACTED. Our CWs will use the Health & Work (H&W) 
Assessment to jointly develop a plan with participants to develop & maintain healthy 
lifestyles e.g. provide nutrition advice, promote regular exercise. Our existing H&W 
programmes are proven to result in a REDACTED increase in moderate to vigorous 
physical activity & to improve quality of life, anxiety, depression & self-esteem & 
reduce stressors (REDACTED). This is essential as people who class themselves as 
having poor health are far less likely to remain in work than those with good health 
(REDACTED). CWs will liaise with specialist providers to support participants to 
manage existing conditions, e.g. REDACTED provide a Memory Service in 
REDACTED for participants with long-term health conditions. We will also refer to 
existing local health providers, e.g. REDACTED deliver low-mood & anxiety 
sessions. Money Management (1:1/group, REDACTED duration): With the roll-out of 
Universal Credit (UC) & the UC Full Digital Service across many LAs & JCPs (e.g. 
Croydon) have spoken to us about the need for TFs to improve money management 
skills. Our UC-adjusted BOC will highlight the net benefit of work & our money 
management course will cover budgeting, setting financial goals, money saving 
ideas, prioritising debts/bills; & applying for benefits & Tax Credits (including UC).  
Functional Skills: There are now far fewer jobs for which employers are willing to 
recruit people without a basic level of English, Maths, ICT & employability skills 
(REDACTED). While ESOL need in South London BAME communities is low 
compared to the London average, there are wards where English not being the first 
language of anyone in the household is much higher than the Local Authority 
average e.g. REDACTED, Croydon (REDACTED). CWs will work closely with 
participants to sensitively diagnose functional skills, additional learning & ESOL 
needs & identify appropriate community learning provision, e.g. ESOL provided by 
REDACTED, & literacy & numeracy support for adults provided by REDACTED, 
REDACTED. Digital Inclusion (4 modules, each REDACTED hours): To support TFs 
with the roll out of the UC Full Digital Service & access the Universal Jobmatch tools 
available to them via JCP, we will run advanced & basic level courses. Modules will 
also cover: the internet, using email, security, searching for local services, accessing 
benefits & online jobsearch. Family Support: CWs will work with TF Keyworkers to 
support participants referred from LA TF teams or TFEAs & use our networks in SL 
to help families access support including: parenting classes; relationship support; & 
support for families suffering abuse & domestic violence. For example, REDACTED 
has links to all Children’s Centres & can refer directly to parenting classes. We 
delivered REDACTED Progress Measures in Improved Parenting, Removing 
Barriers to Work for Parents, & Reducing the Impact of Domestic Violence on our 
previous ESF Families programme. Participants completing Improved Parenting 
Progress Measures were REDACTED more likely to move into work than the 
average participant (REDACTED).  
2. Skills for Work: is designed for participants who lack confidence/motivation or 
are unsure about job options. It includes support to identify skills, develop positive 
character traits & gain qualifications. Participants can begin at this step or progress 
on to it from Step 1 depending on needs identified in the Barrier Diagnostic. 
Interventions will include: Character Building (group, REDACTED per module): 
Modules are based on academic research & a survey of REDACTED employers on 
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what makes people successful at work. We identified six core character traits to 
secure & sustain work, including: resilience, integrity, self-awareness, confidence, 
pro-activity & working with others. Participants will complete an assessment 
measuring the extent they exhibit traits & if they exhibit low visibility, will complete 
workshops to develop behaviours, e.g. the Resilience workshop builds positivity, 
perseverance & patience, essential for those long-term unemployed to remain 
positive during jobsearch. Sector based introductory courses (group, REDACTED) 
will give participants a greater understanding of jobs in local growth sectors (e.g. 
retail) & encourage broad job search. The course will include: sector overviews; 
types of jobs; progression; & the skills & qualities employers look for. Identifying 
Realistic Job Goals (group, REDACTED): Trainers will support participants to identify 
job goals appropriate to their skills & experience, help identify transferable skills & 
employment which works around family life. To provide access to the National 
Careers Service, we have agreed referral protocols & co-location with REDACTED 
to provide participants with professional careers advice. Short accredited courses 
(group, REDACTED dependent on course): We will deliver a range of short 
accredited courses, including Food Hygiene, Health & Safety & SIA delivered by 
Trainers or through referral to SFA or local funded training providers. Work 
experience/trials & volunteering: (individual, REDACTED): support participants to 
build work-skills (e.g. organisation & interpersonal), & are particularly useful for ex-
offenders who may have limited work history (REDACTED). Our Recruitment 
Manager (RM) & CWs will use Reed's employer links (e.g. REDACTED, 
REDACTED) & the third sector (e.g. REDACTED), to arrange placements. Reed 
holds the REDACTED for quality of work experience placements, maximising 
benefits for TFs. Where necessary CWs will accompany participants to work 
experience placements on the first day to ensure participants are comfortable with 
the work they will be completing.  
3. Ready for Work: Participants closest to work (Green on the TF RAG ratings) will 
be fast-tracked to this stage to move them into work at the earliest opportunity. 
Interventions are focused on finding/applying for jobs, interview practice & having the 
right attitude: Mindset (group, REDACTED): Mindset is an employability course 
based on a survey of REDACTED employers which will build confidence & the 
employability skills local businesses value (e.g. communication) & will support 
participants to market these skills. The course will directly challenge participant 
perceptions, providing case studies of individuals from similar families supported into 
work by Reed, & inviting them to speak, alongside local employers. Employability 
Workshops (each 1:1 REDACTED): delivered by CWs that provide/refresh the tools 
to find work & develop attributes such as self-presentation, time-keeping & working 
with others. Subjects will include: CV building, application forms, identifying job 
goals, Modern Jobsearch Skills (e.g. creating a Universal Jobmatch account), 
Interview Skills Time Management & Working in a Team. Participants will complete 
one or more workshops depending on need. Supported Jobsearch: Participants will 
be expected to attend at least REDACTED session per week in our jobsearch area, 
which includes IT & WiFi. Our online jobsearch portal, REDACTED, provides a range 
of tools (e.g. coaching videos, CV builder, job alerts) via secure log-in. CWs will 
maintain participant confidence & motivation for jobsearch, help with CVs & 
applications & provide job-specific interview preparation, e.g. mock interviews (face-
to-face/video conferencing). CWs will also encourage participants to use peer 
networks & collaborate during jobsearch - identified by Work Programme participants 
as key to future service design (REDACTED). Employer Services: Our employer 



6 
 

engagement will be driven by the need to identify vacancies appropriate for TFs. 
Poor health & caring responsibilities are two major factors that push TFs out of the 
labour market & better access to flexible working is critical in addressing this. Our 
RM will use our links with REDACTED London employers to source appropriate 
vacancies (including flexible working) in growing sectors. The RM will pre-screen & 
coach participants for interviews & work with employers to develop sector & 
employer specific training, preparing participants to directly meet employer’s needs. 
CWs will use our existing relationships with SMEs (e.g. REDACTED) & provide 
participants with coaching to access vacancies. Self-Employment: We expect 
REDACTED of job starts to be via self-employment which we know can be suitable 
for lone parents & those with health conditions. We have supported REDACTED 
people into self-employment on our Work Programme contract with REDACTED 
sustaining activities for 26wks+. CWs will provide IAG, help develop a realistic 
business plan & signpost to services for finance /tax/legislation support. To access 
financial support & mentors, we will signpost participants to New Enterprise 
Allowance. Regular Participant Reviews/ Contact: Participants will receive an 
average of REDACTED hours support, including: REDACTED hours 1:1 CW time; & 
REDACTED hours group training. In addition, participants can access up to 
REDACTED hours CW facilitated training via REDACTED, our online employability 
tool. CWs will meet participants at least monthly to review APs (REDACTED), with 
this taking place REDACTED for those who are less work-ready & need more 
intensive support. This allows CWs to assess progress, update the AP, identify 
emerging needs/agree activities to support progression. In addition, participants will 
be expected to attend at least 1 jobsearch session a week. CWs will be managed 
against KPIs on a REDACTED basis by Team Managers to ensure participants 
receive appropriate support. CWs will send reminder text/emails the day before 
appointments to support attendance.    
4. EXIT REVIEW/INTO WORK MEETING (1:1, REDACTED): All completers will be 
offered an Exit Review or Into Work Meeting (IWM) & completion status recorded via 
PRaP. The IWM will set the foundation for supporting sustained work & cover travel 
(e.g. the first week of work), care commitments, contact details & agreement of time 
& method of In-work Support. Participants with health conditions will be offered an 
Occupational Health (OH) Assessment, delivered by an OH Nurse, which will inform 
the support provided by the CW & employer. For early completers, CWs will 
summarise achievements in the AP with next steps & an updated CV.                                                                                                                                                     
5. IN-WORK SUPPORT (IWS): To achieve REDACTED short & REDACTED 
sustained job outcomes, participants starting work will have access to 26 weeks of 
IWS. IWS will be coordinated with support delivered by TF Keyworkers & TFEAs. 
CWs will provide advice on negotiating flexible working & reasonable adjustments, 
calling participants the day before & on the first day of work, & maintain REDACTED 
contact for the first REDACTED weeks. This is when a high proportion of participants 
leave, making regular contact critical. CWs will identify financial barriers & provide 
funding for: clothing, equipment & caring costs while they await their first wages. IWS 
after month one is determined via a RAG rating (based on the likelihood of falling out 
of work) applied by the CW following employer, TF team & participant feedback. 
Contact will be a minimum of REDACTED calls & employer visits, with those at high 
risk receiving more frequent & intensive contact. High risk participants will meet CWs 
(& employers if appropriate) to discuss strategies to retain (or seek new) work. Our 
employer survey identified REDACTED of employers would like more training to 
support people with health conditions (REDACTED). The RM will support managers 
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to ensure participants access adjustments & help employers use the Access to Work 
scheme. Our approach in SL achieved 26 week outcomes of REDACTED (of job 
starts) for TFs. At week 13, participants will be offered an REDACTED 1:1 CW 
meeting to discuss progression (e.g. increased hours, promotion). CWs/RMs will 
resolve in-work issues via mediation & signpost employers to workplace training 
schemes.  

 


