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from the European Social Fund.



Working Wales is a new service that 
will deliver streamlined and efficient 
employability support that is 
responsive to an individual’s needs.

It’s the Welsh Government’s brand 
new approach to delivering free, 
impartial, employability and careers 
advice. We’re making it easier 
for individuals to get to the right 
support at the right time to meet 
their needs.

The new service, delivered by 
Careers Wales, will simplify access, 
tailor advice and join up available 
support to help people reduce and 
overcome barriers to getting  
into work.

It will deliver an all-Wales entry 
point to employability support 
for individuals 16+, which will 
complement existing support 
networks in regions and those 
operating at the heart of 
communities.

Working Wales will be the sole 
entry assessment and referral point 
for Job Support Wales, the Welsh 
Government’s new employability 
support programme which will be 
launched in April 2020.

Working Wales
Core Brief



This is the right place to
get the help you need.
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Why are we introducing a new service? 

• The Welsh Government’s 
Employability Plan outlines our 
proposals to reduce complexity 
and create a more efficient and 
easily accessible support system. 

• We are committed to delivering 
an individualised approach to 
employability support by creating 
a more streamlined and efficient 
system of support to help people 
into work. 

• We are championing a fresh 
approach to delivering 
employability support by working 
in a smarter, more joined up 
way that cuts across traditional 
boundaries, both inside and 
outside government.

• This vision is rooted within 
Prosperity for All, part of the 
Welsh Government’s long-term 
strategy to create more and 
better jobs.

The service will deliver:

• comprehensive and impartial 
employability advice and 
guidance for young people and 
adults based on the needs and 
circumstances of the individual, 
to identify and overcome 
barriers to progressing towards 
employment;  
 

• a national service, which supports 
and complements existing 
channels operating in regions, 
and at the heart of communities;

• a smoother customer journey 
with robust assessment of need 
and consistent advice to enable 
referral to the right support at the 
right time.

• flexible delivery with the ability 
to adapt the delivery model and 
work in partnership with existing 
support networks.
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What’s different and how does it add value?

• A service for people aged 
16+ regardless of location, 
accessibility or personal 
circumstances.

• A new name, brand and ‘always 
on’ multichannel marketing 
campaign to create a strong 
market presence.

• Greater advisory capacity to work 
with people 16+ through a face-
to-face high street presence, 
online services and web chat, a 
telephone helpline and access 
through every job centre across 
Wales.  

• Light-touch support where 
customers have less intensive 
support needs, but still require 
careers advice/guidance to take 
next steps.

• Expanded marketing, stakeholder 
engagement and accessible 
regional teams to work with 
partners to manage the smooth 
referral and transition of clients, 
particularly those at risk of 
disengagement. 
 

• An improved digital gateway 
through a new web presence, 
enhanced social media, digital 
marketing campaigns, and a new 
online Support Finder to enable 
individuals to self-help and for 
other practitioners to streamline 
access and referral to available 
support.

• Improved data transfer processes 
that maximise new data sharing 
agreements with Department 
for Work and Pensions to enable 
better digital connectivity and 
referral. 

Advice is tailored to
individual needs.
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Who will it support and where will it be delivered?

Working Wales will support:

• all customers who have left 
compulsory education, regardless 
of location, accessibility or 
personal circumstances;

• customers needing support to 
enter employment, or move on to 
full-time employment;

• unemployed and economically 
inactive people.

Working Wales will be delivered:

• at Careers Centres across Wales;

• through a telephone helpline;

• through an online web chat;

• at partner premises and ‘hubs’;

• at community hubs;

• at libraries and other outreach 
venues.

Visit Working Wales at
various drop-in centres.
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How will it operate?

Professional careers information, 
advice and guidance, needs-
based assessment and referral 
to appropriate support through a 
variety of channels that respond to 
customer requirements, including:

• face-to-face information and 
guidance; 

• group delivery;

• digital platforms (microsite, 
online interactions, telephone, 
Careers Wales TV channel, social 
media platforms);

• events, webinars, open days, 
employer events;

• a focus on the needs of the 
customer to ensure support 
requirements are met.

Access a wide range of
specialised support.


