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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 priority 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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Working Links’ (WL) Community Hub (CH) model builds support around the 
participant, co-locating with the best services in the Northamptonshire LEP (NEP) 
area so participants get the right support at the right time. WL and our partners are 
embedded in the local area delivering support e.g.: WL is the REDACTED prime 
contractor supported by REDACTED – part of REDACTED deliver the REDACTED; 
and operate REDACTED. The benefits of CH are: 1) Improved access: Providing 
services at convenient locations; 2) Intense support: From REDACTED qualified 
Key Workers (KW); 3) Integrated delivery: Providing co-located access to 
employability, skills, health, rehabilitation and housing support, integrated and 
coordinated to deliver sequenced progression towards employment; 4) Building on 
local assets: We have selected a network of the best local partners to integrate with 
CH, building on public, private and voluntary sector strengths, putting the participant 
at the heart of the service; 5) Better value: We will reduce costs through a) better 
integration of services to achieve high performance; b) not duplicating services by 
working with local partners and our steering group of key local stakeholders to 
understand existing local services and encourage cross-referrals for the participant’s 
benefit. We will deliver REDACTED starts; each receiving an in-depth individual 
assessment (IA) and an individual Action Plan (AP) to identify and overcome barriers 
to work; REDACTED (REDACTED %) of participants will achieve a Short Job 
Outcome (SJO); REDACTED (REDACTED %) will achieve a Sustained Job 
Outcome (Sustain). Our participant journey is based on: 1) Our 16 years’ experience 
supporting REDACTED people, incl. REDACTED into work; 2) Research from our 
high performing (REDACTED % SJOs) REDACTED contract; 3) Our REDACTED 
contract where we supported REDACTED offenders towards work (REDACTED % 
into work); 4 REDACTED where we supported REDACTED people into or towards 
work. PARTICIPANT JOURNEY: Referral and On-Boarding: Participants will first 
contact the service via our Customer Contact Centre (CCC) which will handle partner 
referrals and self-referrals via phone, online, email or in person at one of our 16 local 
delivery locations. CCC will arrange an Initial Eligibility Check (IEC) between 
participant and an assigned KW at a suitable location and time incl. evenings and 
weekends. The IEC will take REDACTED and the KW will: check the participant’s 
eligibility; explain provision (incl. that it is ESF funded); issue an ESF 2020 leaflet; 
gain data consents; and arrange a provisional date for their Initial Assessment (IA). 
The KW will complete an ESF1420 Form, upload it to CRM, and submit it to the 
DWP ESF Admin Team (DEAT). We will acknowledge referrals on the Provider 
Referrals and Payments system (PRaP) within REDACTED, before confirming the IA 
date with the participant. 100% of IAs will be within REDACTED of accepting the 
referral. We will notify people who are ineligible by DEAT within REDACTED and 
signpost them to alternative provision. Anyone we engage will be supported to 
access relevant local provision. IA & Action Plan (AP): KWs will conduct a 
REDACTED in-depth, face-to-face needs assessment with 100% of starters at one 
of our 16 identified premises across NEP. Our approach to IA, REDACTED, 
developed with the REDACTED, assesses participants across 12 employability 
themes including skills, health and lifestyle. KWs use the assessment results to 
identify relevant evidence-based interventions and agree a tailored AP with the 
participant, containing specific, measureable, achievable, relevant, time-bound 
objectives to address barriers and move the participant into work. The KW and 
participant will sign the AP, with a copy uploaded to PRaP within REDACTED of the 
participant’s initial referral. The KW and participant will review the AP (min.) 
REDACTED. Personalised Intensive Support: Participants will be provided a 
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package of intensive, personalised interventions informed by their IA, including: High 
quality KW support: Participants will receive up to REDACTED (REDACTED for 
complex cases) of direct support from their named KW.  Health support: clinically 
trained Health Advisors (e.g. Occupational Therapist, Physio) within WL’s Central 
Health & Wellbeing (HWB) team act as a reference for KW to access and co-
ordinate appropriate HWB interventions to provide effective support. Training: 
Qualified Tutors (REDACTED) will run group and individual training e.g. digital skills; 
Jobsearch skills; vocational/sector-specific skills; and sessions for any 
sector/employer specific “Routeways”. Online provision: Participants will have 
online access to: local jobs boards; interview preparation; comprehensive online 
training; their AP; and their KW allowing them to discuss issues as they arise. In-
Work Support (IWS): The KW will agree in work support with the participant during 
the first REDACTED of their employment (or up to the 52 week period), transitioning 
to remote IWS Consultants (IWSC) over time. The IWSC will flag any issues to the 
KW who will address them early to keep the participant in work. Higher support 
needs: To support those with higher, complex needs we will provide: Specialist 
health provision provided by our expert partners e.g. REDACTED, REDACTED; 
Increased KW contact time we estimate the REDACTED % hardest to help 
participants will receive REDACTED direct support from their KW; Expert Support 
from our Senior KW (SKW) who will be trained to REDACTED and have REDACTED 
experience, offering insight/advice in complex cases; Advocacy support provided 
by KWs to help participants access other services and tackle other barriers e.g. 
discussions with landlords about rent arrears; Employer engagement provided by 
KWs and our Employer Services Consultants (ESCs) to make recruitment suitable 
for participants e.g. ‘job carving’ to make jobs more accessible; Intensive IWS with 
KWs providing more contact for a longer period of time to help participants remain in 
work. Programme Exit: Support will run for max. 52 weeks or if the participant 
completes early (e.g. SJO). 100% of completers will receive an Exit Review (ER) 
which will identify: participant progress (e.g. skills gained); outcomes; and actions 
required to continue progression. The ER will be REDACTED words free prose and 
signed by the KW and participant and uploaded to PRaP via CRM by the KW. All 
leavers not in work will be tracked for REDACTED to monitor if they find work. 
REGULAR REVIEWS: Participants will have REDACTED contact and min. 
REDACTED face-to-face reviews with their KW. These will be used to review APs 
and participant’s progress towards work, discuss issues/new barriers, agree changes 
to AP (e.g. adding financial management support if a need is identified) and setting 
targets for achievement/progression by the next review. CRM will remind KWs to 
arrange a date for the next AP review weekly; appointments will be available at 
evening/weekends and at suitable locations for the participant. KWs will confirm the 
next AP review date during REDACTED contact with participants. KWs will have 
individual KPIs to ensure min. REDACTED AP reviews are scheduled, completed 
and recorded on CRM, and to deliver participant progression and outcomes. All KPIs 
are monitored by the Performance Manager (PM) for quality and training purposes.  
KWs will complete a reassessment with the participant every REDACTED to monitor 
participant progression and identify any new employment barriers. DESIGN & 
CONTENT OF PROVISION: Provision centres on intensive support from an 
experienced KW, the participant’s named contact enabling a trusting relationship. 
KWs will provide mentoring and encouragement around which personalised 
interventions will be co-ordinated. KWs will be informed about Labour Market 
Information (LMI), employer needs, sector opportunities and other local provision 
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through: 1) Our Partnership Manager who will liaise with NEP representatives, our 
Steering Group, local employer bodies e.g. REDACTED; and 2) Our ESCs, with 
contacts to REDACTED + NEP employers and who gather sector intelligence and 
source vacancies. Support provided by the CH model is designed to tackle 
participant’s barriers to work, empowering them towards labour market self-
sufficiency and progression into employment. Interventions available to participants 
will include: Soft skills and Independent living skills: KWs will provide participants 
with e.g. time management, public transport use and meal budgeting skills in face-to-
face 1:1 sessions lasting REDACTED. Motivation and confidence: Tutors will run 
confidence building groups sessions in groups, which will include peer support and 
positive framing. Basic Skills: Tutors will run group sessions, providing accredited 
basic maths and English, IT and other basic skills, supported by 1:1 KW support and 
online training resources.  Digital Literacy Skills: We will provide digital skills and IT 
training in Tutor led group sessions, covering safe internet use, using programmes 
e.g. word processing, email and social media. Money & Debt Management skills: 
Tutor led money management, debt advice, online banking and budgeting group 
sessions, supported by KWs in their regular face-to-face contact with participants, 
who will also support participants to access other benefits e.g. Child Tax Credit. KWs 
will signpost participants to existing support e.g. money management sessions via 
REDACTED. Employability Skills: Tutor led employability skills group sessions, 
covering e.g.: work appropriate behaviour; communication; and building good 
working relationships. Careers advice: REDACTED KWs will provide careers advice 
informed by LMI and our ESC activity, delivered in 1:1 face-to-face sessions lasting 
REDACTED helping participants identify realistic development and job opportunities. 
CV Building: Tutor led CV building group sessions covering how to write a CV and 
adapt it for different job opportunities. Jobsearch: Tutors will run group sessions 
containing advice on searching for job opportunities including using Universal Job 
Match. Volunteering/Work experience brokerage: Our ESCs will provide specialist 
work experience brokerage. On REDACTED we successfully placed individuals into 
REDACTED volunteering opportunities. Volunteering/work experience will last up to 
REDACTED and be focused on local growth sectors. Local ESCs (LESCs) will 
identify mentors from local employers, including former project participants to provide 
peer support via 1:1 face-to-face, phone or online contact. Work/sector specific skills: 
We will provide participants with skills training, supported by access to online training 
materials, to include: short courses to provide necessary accreditations such as 
Health & Safety, Food Hygiene or Manual Handling lasting REDACTED; sector 
specific skills support delivered part-time including: Health & Social Care; 
Construction, Retail, and Childcare. Skills provision will be supported by our partners 
REDACTED and REDACTED; Employer specific ‘Routeways’ into work provided by 
our Tutors/LESCs, the content of which is agreed with particular employers and will 
last REDACTED equipping participants with employer/sector specific work skills and 
qualifications and guaranteed interviews with the relevant employer. WL successfully 
delivered routeways in partnership with REDACTED, REDACTED and REDACTED. 
Jobs brokerage: Our ESCs will provide specialist jobs brokerage to match 
participants to vacancies based on their career choice and support needs. KWs will 
advocate for participants to support them to gain suitable working arrangements e.g. 
flexible working for participants with care responsibilities. We have links with 
employers e.g. REDACTED, REDACTED and REDACTED with which ESCs will 
engage and promote suitable candidates from our participant caseloads. Signposting 
& Specialist Support: Participants will be signposted to external provision and 
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specialist support where the KW determines a need following the IA. For example, 
where the participant wishes to explore self-employment but is not sufficiently 
advanced with their self-employment plans and thus ineligible for New Enterprise 
Allowance (NEA), they will be signposted to our partner REDACTED;  participants 
with a health related barrier will be referred to one of our specialist partners e.g. 
REDACTED who work participants to understand their health needs, abilities and 
limitations, supporting the individual to acknowledge their strengths, manage the 
health condition and empower them to access employment; participants with 
accommodation needs will be signposted to the REDACTED; where the participant 
is a carer or has childcare requirements we will provide funding to cover care and 
childcare costs for participants and will provide specialist support from organisations 
like REDACTED and REDACTED. KWs will also signpost and support participants to 
access other suitable DWP and non-DWP provision, including: ESOL, 
Apprenticeships, the NCS and other ESF provision e.g. SFA, BBO. SUPPORTING & 
ASSISTING PRIORITY GROUPS: Our provision content has been specifically 
designed to tackle the barriers experienced by the priority groups, supporting them to 
progress into employment. Our tailored support for the priority groups includes: 
Young People (YP) (18-24): life skills training (e.g. budgeting, healthy eating) and 
supporting them develop independent living skills. KWs will coordinate basic skills 
training for those with low or no qualifications. We will integrate support with Local 
Authority Leaving Care services and our partners e.g. REDACTED for Work who 
deliver support to YP across NEP. People aged 50+: Internal data indicates that 43% 
of this group have been unemployed for 6+ years, and 50+ Works found that they 
often lack relevant skills (e.g. IT). KWs will co-ordinate e.g. digital skills training, and 
ESC will identify ‘age-friendly’ employers and sectors e.g. retail (WL has links with 
employers REDACTED and REDACTED). Vulnerable adults with complex barriers: 
Our CH model will provide an integrated and flexible service which facilitates access 
to appropriate agencies and services e.g. KWs will arrange skills support for 
participants with disabilities e.g. basic skills from REDACTED (disabled people are 
3x as likely to have no qualifications compared with non-disabled (DWP and the 
Office for Disability)); specialist interventions from professional substance misuse 
practitioners and support for KWs to tailor employability provision to those recovering 
from addiction will be provided by e.g.   REDACTED has found individuals with 
learning disabilities can face barriers due to a lack of appropriate training and 
employer attitudes. We will offer Occupational Psychologist neurodiversity 
assessments and specialist careers guidance through our partner, REDACTED; 
KWs will work closely with Probation Officers from the Bedfordshire, 
Northamptonshire, Cambridgeshire and Hertfordshire Community Rehabilitation 
Company (REDACTED) to align interventions for ex-offenders and support 
rehabilitation. Our ESCs will identify ex-offender friendly employers and work with 
KWs to match participants with suitable opportunities. Long term unemployment: 
KWs will deliver 1:1 and group interventions to address the sense of futility and 
resistance to change often demonstrated by this group, enabling them to better 
benefit from our provision. We will rapidly reverse negative mind sets in relation to 
work – working with our partner REDACTED through positive framing to elicit 
strengths and abilities, matching these to appropriate opportunities. KWs will co-
ordinate relevant skills training, e.g. digital skills, and ESCs will identify employers 
and sectors appropriate for specific, often latent, skills. Troubled Families (TF): KWs 
will work with TF teams, arranging warm-handovers and co-ordinating support. We 
will provide e.g. intensive employability support to progress unemployed adults into 
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employment, parenting classes to give parents the skills and confidence to 
effectively support their children to stay in education and support them to become 
positive role models. Lone Parents & Carers: We will advertise the availability of 
childcare and care funding via the service, and working with specialist partners e.g. 
REDACTED, KWs will provide advocacy for participants to gain flexible working 
arrangements. Unemployed people considering self-employment: Participants may 
lack the confidence to progress their business ideas, and be unclear about 
risks/rewards involved. KWs will work with participants to enhance self-esteem and 
confidence in relation to their business idea, and develop the necessary planning 
and organisational skills. Tutors will deliver basic skills provision to improve literacy, 
numeracy and IT skills, often a barrier to self-employment, or refer them to partner 
organisations for intensive enterprise support e.g. REDACTED. This will prepare 
participants for referral to NEA where they will be provided with a dedicated business 
mentor, weekly allowance and access to business loan facilities to aid their business 
start-up and growth. Our partner REDACTED, self-employment specialists will also 
work with participants to provide dedicated support to help develop their ideas and 
grow their fledgling businesses. IDENTIFYING BARRIERS & TAILORING OF 
PROVISION: Our process for ensuring we identify participants’ barriers and deliver 
appropriately tailored support is: 1) Getting referrals right: Referral routes are in 
place e.g. via JCP through our REDACTED contract across NEP, co-location e.g. 
REDACTED operate in Wellingborough JCP. Along with our partner REDACTED 
who deliver health related support across NEP and have established referral links 
with GPs and other local health services. We will provide referral partners with 
training and guidance so they understand participant eligibility; 2) REDACTED 
approach to IA: WL’ unique approach to assessment links to a support catalogue 
ensuring each identified barrier has a suite of suitable interventions to overcome it; 
3) Co-design of AP: KWs will work with participants to coordinate and sequence 
activities in the AP; 4) Addressing barriers: Participants’ progress will be monitored 
via regular KW reviews and PM checks to ensure interventions are relevant and 
effective in progressing participants closer to employment. IWS: To ensure 
participants sustain employment: 1) KWs will agree content of IWS prior to them 
starting work, with a min. REDACTED phone or email contact to identify potential 
issues early; 2) KWs & IWSC will provide an average of REDACTED respectively to 
participants. High in-work contact time was a key part of WL’s success on 
REDACTED where we delivered REDACTED % SJO. 3) Budgeting to cover costs 
prior to first pay e.g. travel expenses. 4) KWs will provide benefits transition advice 
and money management support, as experience of delivering similar services shows 
vulnerability during the initial 5 weeks of employment as they become more 
financially independent. 5) KWs will advocate for participants to secure the support 
needed from employers e.g. reasonable adjustments through Access to Work or 
flexible working arrangements and will mediate between employer and participant if 
issues occur at work. 6) Employers will have KW contact details as single point of 
contact. Participants will receive an IWS pack upon starting work containing e.g.: 
relevant contact details; IWS contact schedule; travel to work details; pre-start 
checklist ensuring they are ready for day 1 including start time, who to report to, any 
required documentation /equipment/clothing; guidance on vocational training and 
progression options; and in-work benefits and employee rights guidance. 

 


