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Glossary 

Acronym/Key word Definition 

APB Area Planning Boards (APBs) were established in 2010 as part of 

the new arrangements to deliver the ‘Working Together to 

Reduce Harm’ strategy in Wales. APBs are responsible for 

planning, commissioning and managing the performance of 

substance misuse services in Wales. 

COSHH certificate Control of Substances Hazardous to Health certificate 

CPD Continuing professional development 

CQFW Credit and Qualifications Framework 

CSCS card Construction Skills Certification Scheme card 

CV Curriculum Vitae 

Dual disorders Co-occurring substance misuse and mental health issues 

ESF European Social Funding 

EU European Union 

GP General practitioner 

HR Human resources 

HWW Healthy Working Wales 

IT Information technology 

IWS In-work service 

JSA Jobseekers allowance 

MI Monitoring information, which is reported based on records of 

activities taking place in the programme. It is a process of 

routinely gathering information on all aspects of the project. 

NEET Not in Education, Employment or Training 

NVQ National Vocational Qualification 

OoWS Out of Work Service 

Outcome An outcome evidences the extent of change, measuring actual 

results against their intended or projected target. 

SMART goals Specific, Measurable, Attainable, Relevant and Timely goals. 

‘SMART’ is a mnemonic device giving criteria to guide in the 

setting of objectives to ensure they are well-defined, attainable 

and within reach, can be used to measure progress and are set 

within a clearly defined timeline. 

SPOC Single Point of Contact 

Target Targets are specific goals/objectives set to be achieved within a 

predefined timeframe to guide performance. 

WEFO Welsh European Funding Office 
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Executive Summary 

Introduction and Methodology 

In May 2018, ICF Consulting Services (ICF) and Arad Research were commissioned by 

Welsh Government to evaluate the Out of Work Service (OoWS), with specific areas for 

investigation including: 

• The performance of the service in reducing the number of 16-24 year olds Not in 

Education, Employment or Training (NEET), those aged over 25 long-term 

unemployed or economically inactive, and improving participant health and wellbeing; 

• The effectiveness of the delivery process - what is working well or could be improved; 

• Participants' experience of the service, and their outcomes and perceived impacts. 

The evaluation methodology comprises an inception/scoping stage, two rounds of 

qualitative case study fieldwork in five of the seven programme areas, and the analysis of 

programme monitoring information. This report presents interim findings, based primarily on 

qualitative fieldwork undertaken between November 2018 and February 2019, and focuses 

on project delivery, performance, and early insights into outcomes and perceived impacts to 

date. 

The Out of Work Service  

The OoWS is one component of the Together for Healthy Working Wales (HWW) strategic 

programme, launched in September 2016 and operating until August 2020. The project 

receives £8.8 million under ESF Priority 1 (aimed at tackling poverty through sustainable 

employment) and £2.7 million under ESF Priority 3 (aimed at youth employment), which 

combined with match-funding from Welsh Government gives a total budget of £17.3 million. 

The OoWS builds on the previous ESF Substance Misuse Peer Mentoring Project to offer 

holistic employment support to people aged between 16 and 24, and over 25, with 

substance misuse and/or mental health issues facing multiple challenges to accessing 

employment or further education. It is delivered across seven lots, aligned to Local Health 

Board Areas, and by two provider partnerships: Cyfle Cymru (responsible for delivery in five 

lots) and Platfform (previously Gofal) with NewLink Wales (responsible for delivery in two 

lots).  

The OoWS has several unique features, including the use of peer mentors to support 

participants engaging in activities to improve their skills, experience and qualifications. Peer 

mentors draw on their lived experience of substance misuse and/or mental health conditions 

to provide support, guidance and advocacy to participants – in a model which encourages 

an empowering approach where mentor and mentee work jointly to co-produce results 

Before setting out the key findings, it is important to reflect on the complex nature of the 

OoWS target group, which includes individuals facing severe challenges, singly and serially, 
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to finding and sustaining work. The service aims to target those furthest away from the 

labour market, and many participants will therefore have several unmet needs and complex 

barriers to employment, also include limiting qualifications and skills, little work experience, 

insecure housing or economic difficulties. The range in experiences, conditions and 

personal circumstances requires the OoWS to provide tailored support for each participant 

accessing the service. 

Key Findings 

Delivering the Out of Work Service 

Peer mentors play a central role in delivery, including: recruitment, mentoring, advocacy and 

practical support working with employers and stakeholders and maintaining participant 

records. The main stages of the OoWS delivery model are set out below. 

Referral and recruitment 

Individuals are referred to the service through a range of routes, most commonly via 

Jobcentre Plus, with other key sources including the probation service, community drug and 

alcohol teams, community mental health services, third sector partners and self-referrals. 

The referral partners interviewed reported positive experiences of working with the service, 

with many remarking that providers are quick to respond to referrals made to them.  

The main referral challenges included competition from other employment services targeting 

NEETs, a lack of awareness of the scope of the service among potential referral providers, 

high staff turnover among referral providers and within the service, and unsuitable referrals 

(e.g. when not at a point in their recovery to benefit from the service).  In response, the case 

study sites had made efforts to develop relationships with referral organisations at the start 

of the programme and on an ongoing basis. Good practice identified included the provision 

of introductory/marketing materials (e.g. newsletters) for referral partners and close working 

with local Jobcentre Plus offices to increase appropriate referrals. 

In both Platfform and Cyfle Cymru, peer mentors are responsible for recruiting potential 

participants, with 'long lists' of referrals being reviewed and individuals allocated to peer 

mentors at weekly meetings. In both lots, each case is assessed to understand how close 

they are to the labour market and what their individual circumstances are – this can help to 

inform peer mentor allocation. The peer mentors then contact and sign-up potential 

participants. Across the service, peer mentors are matched to participants based primarily 

on mentor availability, although where possible participants may be matched by condition or 

other characteristics.  

Overall, the matching process appears to be working effectively, and complaints or requests 

to change peer mentor were rare. In any case, participants are likely to see more than one 

peer mentor. In Cyfle Cymru, participants work with several peer mentors through group 

activities, and Platfform have recruited peripatetic workers to move towards a 'cross-
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mentoring' model, to ensure seamless transition in cases where there may be peer mentor 

vacancies and to ensure continuity of services.  

Initial assessment and action planning 

On joining the service an assessment of participants' needs, and how the service can best 

meet them, is undertaken, and an action plan is developed collaboratively between the 

participant and mentor. The action plan is tailored to the participant's history, aspirations, 

and needs/distance from the labour market, and reviewed either formally or, in most cases, 

informally in conversations with peer mentors. In the two lots covered by Platfform, the 

action planning process is centred around a ‘Foundation for Change’ and the SMART goal 

planning process, to help participants identify short and long-term goals, the support they 

need/would like to achieve these goals and any barriers they may have to overcome. In the 

Cyfle Cymru areas, the process includes using the Employment Wheel, a self-assessment 

tool measuring baseline and progress against eight categories relating to employment. 

Progress is reviewed regularly to identify on-going support needs, amend proposed 

activities and provide feedback on participants' progress. Interviews with peer mentors and 

participants highlighted that the assessment and action planning processes appear to be 

working effectively in both Cyfle Cymru and Platfform, in spite of differences in content. 

Peer mentor support and service provision 

The nature and intensity of peer mentor support varies based on the participant's needs, 

capabilities and progress to date. Those who have progressed well towards recovery, are 

confident and considered work ready, will receive low-intensity mentoring support (often on 

a weekly basis) and help with job search or CV preparation. Other participants see their 

peer mentors more frequently, at least at the outset, depending on their needs. However, 

even when individual progress has been strong, relapses and crises are possible, so the 

intensity of peer mentor support can change to reflect this.  

Reported average peer mentor caseloads were commonly between 30 and 40 participants, 

although this would vary at any one point. Most of the peer mentors interviewed considered 

their caseloads were manageable, as they were supporting participants whose levels of 

need varied. However, high peer mentor turnover and additional responsibilities (e.g. 

administrative tasks) has made it difficult for some to focus on providing high quality support 

as they have had to manage a higher caseload. To help prioritise and plan their workloads, 

the Cyfle Cymru sites had developed a Red, Amber and Green coding system to classify 

participants based on the level of support required and the challenges faced in terms of 

condition; this coding would change as participants progressed through the service 

depending on how much support they were received. 

Overall, the participants interviewed characterised their relationships with their peer mentors 

as positive and trusting, empowering, and engendering an environment of openness. They 

also reported that their peer mentors made efforts to keep in touch, treated them as equals, 
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and were available if needed. A few minor criticisms were raised about missed meetings or 

not keeping in regular contact – which may relate to the size of mentor caseloads. 

Peer mentors decide what employment-related support (and at what intensity) participants 

are offered, based on the participant readiness and ability. The delivery approach is 

consequently highly flexible and tailored to participant goals and needs. Participants 

responded positively when asked about their experiences of the services received, often 

comparing them favourably to previous experience of mainstream employability and 

employment support. The type of employment support offered includes: 

• Training courses, qualifications and work-related certifications - commonly a mix 

of informal, unaccredited courses (often around personal development, confidence, 

wellbeing and employability) and more formal, accredited courses and certification 

(such as First Aid, Food Hygiene, Health and Safety and Information Technology). The 

most popular work-related certificate appears to be the Construction Skills Certification 

Scheme (CSCS) card. Providers included peer mentors, online provision, college and 

third sector providers. Participants appear to enjoy the learning opportunities offered –

accredited or not – and tend to take more than one course whilst on the programme. 

• Employability/employment support - in the Platfform lots employability support is 

provided by peer mentors, whilst the Cyfle Cymru lots use specialist employment 

advisors. In both cases, employment support includes working directly with employers 

both before and after placement; preparing participants' CVs; and help with job search, 

applications and interview preparation.  

• Work experience and voluntary placements - challenges were reported across the 

service in finding suitable work placement opportunities for participants, and voluntary 

placements have tended to be short-term. These challenges will be explored further in 

the next round of fieldwork. However, given their potential value for helping participants 

onto longer-term or permanent employment, the low numbers experiencing work 

placements could suggest further efforts are needed (by both Welsh Government and 

providers) to enhance employer engagement with the programme. 

Additional financial support was also available, for example, to buy clothing and equipment 

required for work, which was seen as being important in removing barriers to progression.  

Exit from the OoWS 

Participants may leave the service on a planned or an unplanned basis, with the shares 

exiting by each route varying considerably between case study sites.  

In the case of planned exits, peer mentors, in consultation with participants, decide when 

they are ready to leave, based on the achievement of their education or employment 

outcomes and when they feel they have received all the support required. While there is no 

time limit for participation, the average duration of support is six to seven months, although 

some had been with the service for over two years. Participants progressing to work are 

offered additional ('soft landing') support for six months post-exit.  
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Unplanned and early exits are inevitable given the challenges facing the target group, with 

common reasons for early exit including leaving the area, mental health or substance 

misuse relapses, incarceration, participants concluding that the service is not for them, or 

where their lives remained too chaotic to continue to engage.  All lots described similar 

approaches to re-establishing contact with participants – exit procedures had been 

tightened across several lots in recent months to ensure files are closed more quickly. 

Performance to date 

At end January 2019, 8,391 individuals had registered with the OoWS, with recruitment 

increasing steadily in the first 18 months of delivery. While North Wales was the only lot to 

have exceeded their profiled participation target to the end of Quarter 10, the Cwm Taf, 

Gwent, Powys and Western Bay lots had achieved 90 per cent or more of their profiled 

targets. Participation is closest to the overall programme target for those aged 25 and over.  

Two-fifths of all participants were reported as having both substance misuse and mental 

health issues, slightly more (45 per cent) reported to only have mental health issues, and 

just 14 per cent reported a substance misuse issue alone. Around two-third of all 

participants are male, aligning to the target of two to one male to female which reflects the 

distribution of individuals receiving treatment for substance misuse.  

Overall, the service has made considerable progress against two key outcome measures 

but for all other outcomes less progress has been made than expected at this stage. 

Importantly, this may be because a number of outcomes have not yet been reported by 

providers, as they can only be claimed for when the participant leaves the programme (as 

opposed to when an outcome is actually achieved). 

• Entering paid employment upon leaving: Nine per cent of all participants leaving the 

service have entered employment within 28 days of exit (529 of the 5712 participants 

exiting so far) against the target of 15 per cent. Only three per cent of all participants 

(151 of 5712 participants) appear to still be in work after six months. Most interviewees 

indicated that the 15 per cent employment target was challenging, although data 

collected using the Employment Wheel across all five Cyfle Cymru lots shows that 

participants feel increasingly capable of being able to find work as they progress.  

• Work experience and voluntary placements: only 30 participants had completed a 

work experience placement by the end of January 2019. Whilst comparatively higher 

numbers of participants are recorded as completing volunteering opportunities (288 

participants), they are likely to vary from one-day events to longer-term roles. 

• Job searching, qualifications and work-related certifications upon leaving: the 

programme appears to be over-performing against its profiled targets for job-search 

and qualifications gained upon leaving, with the majority of accredited qualifications 

being mainly Credit and Qualifications Framework for Wales (CQFW) Level 1 or 2, 

although 25 participants were recorded to have left the service with a CQFW Level 3 

qualification (importantly, only one qualification per participant can be recorded on the 
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monitoring database). Around six per cent of those exiting also gained a work relevant 

certification (388 out of 5712 participants).  

• Entering education and training upon leaving (16-24 year olds only): the overall 

ESF target for the number of 16-24 year olds entering education and training is 332 

participants, with 125 (38 per cent of programme target) achieving this outcome.  

In addition to the outcomes above, the OoWS also contributes to improved health and 

wellbeing for participants, and to their recovery and re-integration through continued positive 

support and more effective referral to/engagement with appropriate support providers. 

Interviews with participants found that the service is seen as more than an employment 

support programme, with many reporting improved confidence and self-esteem.  

Softer outcomes are also captured in the participant Exit forms where these have been 

completed. Where this data is available, improvements in confidence and the ability to 

access additional support were reported in over half of the cases, with just under half 

reporting their mental wellbeing was either better or much better since joining the service.  

Perceived impacts – early outlook 

While perceived impacts will be explored in the next phase of fieldwork, the service appears 

to be filling a gap in provision across Wales. Early findings also suggest that the OoWS is 

achieving the aims of helping to improve labour market prospects for those furthest away 

from it – although this cannot be evidenced by progress against ESF targets alone. 

All project leads felt that the peer mentors were key to the success of the service. Despite 

the high levels of turnover in nearly all lots, high levels of job satisfaction were described in 

the peer mentor interviews – often because they felt they were making a difference to other 

peoples’ lives and are getting a chance to be on the ‘other side’.  

Interim conclusions and early recommendations 

Service performance and impact 

The rate of recruitment has increased after a slow start in year one, although considerable 

variation exists between lots. Recruitment rates in several lots will need to increase to 

achieve overall programme targets, particularly amongst 16-24 NEET participants, and may 

require redistributing resources or additional peer mentors for delivery.   

Participants are achieving a range of outcomes, including actively jobhunting on exit. In 

addition, they describe how the programme has contributed to a range of ‘soft’ outcomes 

including increased confidence, stability and motivation to move forward. While many 

positive examples were identified, data on ‘soft outcomes’ collected on the exit forms is not 

comprehensively captured and reported across the service, and more emphasis could be 

placed on what are key results for many OoWS participants. 
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Effectiveness of delivery – process evaluation 

The referral, recruitment and peer mentor allocation processes all appear to be working 

effectively. Whilst matching by participants and mentors by specific characteristic does not 

appear to be common, this does not seem to be an issue for participants – instead their 

mentor's ability to relate to them on the same level, with understanding and empathy, and 

being non-judgemental, appeared to be most important. 

The two providers follow different approaches to assessment and action planning, but in 

both cases the processes appear to be working well. Peer mentors play a central role in 

helping participants negotiate the programme and access the services available under it.  

The combination of personal development and accredited, work-focussed qualifications 

allows for a range of needs to be met and for participants to progress at their own pace. 

Early findings suggest that though employability support (e.g. CV development, job search 

assistance) is welcomed by participants, the share taking up volunteer and work placements 

is lower than expected. This matters as such placements can have positive benefits for 

participants away from the workplace for some time or seeking to find work for the first time.  

Interim recommendations 

Our interim recommendations focus on measures to help ensure the programme achieves 

its final participation and outcome targets and include: increasing the number of peer 

mentors; recruiting/redeploying staff to enable mentors to focus on their roles; and using 

employment specialists in all lot areas - to help meet the service employment targets.  

A more strategic approach to employer engagement is also recommended, to increase work 

placement opportunities and potential permanent opportunities, and Welsh Government 

could also play a role in addressing employer stigma surrounding mental health and 

substance misuse histories.  
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1. Introduction/Background 

1.1 In May 2018, ICF Consulting Services (ICF) and Arad Research were 

commissioned by Welsh Government to undertake an evaluation of the Out of Work 

Service (OoWS). This report presents findings at the interim stage of the evaluation 

and will be followed by a final report in February 2020. 

The Out of Work Service 

1.2 The OoWS employs and trains peer mentors to provide holistic employment support 

to people out of work and with substance misuse and/or mental health issues. The 

programme targets both 16-24 year olds Not in Education, Employment or Training 

(NEETs) and those aged 25 and over who are long-term unemployed or 

economically inactive. The OoWS builds on the previous Substance Misuse Peer 

Mentoring Project, which was funded under an earlier European Social Fund (ESF) 

programme and ended in 2014.  

1.3 The project receives £8.8 million in ESF Priority 1 and £2.7 million in ESF Priority 3 

funding (directed towards tackling poverty through sustainable employment and 

towards youth employment respectively). This is combined with match-funding from 

Welsh Government and the Substance Misuse Action Fund (a funding package 

ring-fenced to deliver the substance misuse strategy), totalling £17.3 million in 

planned project funding until August 2020. 

1.4 The service is delivered across seven 'lots' in Wales, each of which covers a 

specific geographical area aligned to the Local Health Board Areas. The service is 

delivered by two consortiums of providers covering five and two lots respectively. 

More detail on the service is provided in Chapter 2. 

Evaluation approach and methodology 

1.5 The overall aim of the evaluation is to evaluate the performance and perceived 

impact of the OoWS against the aims, objectives and targets set for it. Within this, 

there are specific objectives and areas for investigation, as outlined below. 

• The actual and perceived performance of the service in terms of reducing the 

number of 16-24 year olds NEET and those aged under 25 long-term unemployed 

or economically inactive; improving participant health and well-being; and 

supporting continued recovery. 



 

13 

• The effectiveness of the delivery process, exploring similarities and differences 

between areas, the influence of the local context, and what is working well or 

could be improved. 

• Participants' experience of the service throughout the participant journey, and 

their perceptions of outcomes and impacts achieved. 

• Whether the recommendations from the evaluation of the previous Peer 

Mentoring Service (Maguire, Holloway and Bennett, 2014) have been adopted, 

and the service's contribution to the ESF cross-cutting themes of equal 

opportunity, sustainable development and tackling poverty/social exclusion. 

1.6 The evaluation methodology comprises:  

• an inception and scoping stage (to design the final approach, develop fieldwork 

tools and agree samples);  

• two rounds of qualitative case study fieldwork (in five of the seven service 

areas); and  

• the collection and analysis of monitoring information (MI). 

1.7 This report is based primarily on the first round of case study fieldwork, which was 

analysed using a narrative research approach. This focused on the process aspects 

of the evaluation and was undertaken between November 2018 and February 2019.  

1.8 The case study fieldwork comprised visits to five of the seven lots (North Wales, 

Dyfed, Western Bay, Cardiff and Vale, and Cwm Taf), and qualitative interviews 

with project leads, local service/project leads, peer mentors, participants and 

delivery partners in each area. Table 1.1 provides an overview of the interviews 

across the five areas.  

Table 1.1 – Qualitative interviews undertaken during the case studies 

Group Description Interview numbers 

Project leads 
Lead staff with overall responsibilities for the Cyfle 
Cymru and Platfform operations 

2 

Local service / 
project leads 

Project staff with responsibility for local or lot areas 5 

Project staff Project staff with administrative or other responsibilities 6 

Peer mentors 
Peer mentors active in each area – between 2 and 4 
per area 

17 

Delivery 
partners 

Between 2 and 4 individuals per area, to reflect the 
range of partners engaged across the areas 

16 

Participants Comprising participants aged 16-24 and over 25 30 
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1.9 An in-depth interview with the local service lead for the two remaining lots (Gwent 

and Powys) was conducted to triangulate findings from the case studies. Qualitative 

telephone interviews were also conducted with four Area Planning Board (APB)1 

representatives in North Wales, Cardiff and Vale, Cwm Taf and Western Bay. 

1.10 The report also presents analysis of the cumulative MI data available at the time of 

writing (up to the end of Quarter 10, January 2019), and of additional soft outcome 

data provided by the project teams.  

Report structure 

1.11 The role of this interim report is three-fold, namely, to provide: 

• insight into project delivery to date, including the experience and perspective of 

the participants, peer mentors and delivery staff with the view of informing how 

the service continues to develop (formative evaluation); 

• an overview of progress and performance to date (to end of January 2019); and 

• early insights into the perceived impact of the OoWS as perceived by those 

interviewed2, with potential impacts explored in greater detail in the second 

round of the case study fieldwork. 

1.12 The remainder of this report is structured as follows.  

• Chapter 2 provides an overview of the OoWS service, its origins and 

development, and the peer mentor function; 

• Chapter 3 reviews the service delivery process, drawing upon the experiences 

of providers, partners, stakeholders and participants to review its effectiveness; 

• Chapter 4 reviews the performance of the service to date, against the targets 

set for it, and an early review of the perceived impacts for participants, delivery 

partners and the wider support infrastructure; and    

• Chapter 5 provides our interim conclusions and recommendations. 

1.13 To preserve the anonymity of the individuals who participated in the study, any 

names cited in this report have been changed (if not removed). Where participants 

are quoted, this has not been attributed to their service lot.  

                                            
1 Substance Misuse Area Planning Boards (APBs) were established in 2010 as part of the new arrangements to deliver the 
‘Working Together to Reduce Harm’ strategy in Wales. APBs are responsible for planning, commissioning and managing 
the performance of substance misuse services in Wales. 
2 It is not possible to carry out a comparative outcome evaluation due to the absence of a control group or counterfactual. 
A process-based evaluation approach was designed facilitate an exploration of perceived outcomes and impact of the 
OoWS among those receiving/delivering support, as well as considering whether delivery is occurring as intended. 
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2. The Out of Work Service programme 

2.1 This chapter provides an overview of the OoWS programme, setting out its aims 

and objectives, structure and associated partnerships, and describing the 

development of the programme and the theory that underpins it.  

Programme aims and objectives 

2.2 The OoWS is one component of the Together for Healthy Working Wales (HWW) 

strategic programme. The HWW works with employers, health professionals and 

individuals across Wales to help working age people stay fit and healthy and to help 

employers improve their performance through creating healthy workplaces.  

2.3 The programme encompasses two elements: 

• The In-Work Service (IWS) - a vocational rehabilitation model which aims to 

increase job retention and reduce the risk of exit from work due to health-related 

issues. Targeted towards employees in small and medium businesses with 

musculoskeletal conditions, mental health problems, and/or drug and alcohol 

misuse issues, the IWS aims to reduce the impact of sickness absence and ill-

health on the Welsh economy;  

• The Out of Work Service (OoWS) – provides holistic employment support to 

two defined groups (young people aged 16-24 NEET, and the long-term 

unemployed/economically inactive aged 25 and above) with accompanying 

substance misuse and/or mental health issues. The service builds on the 

previous ESF-funded Substance Misuse Peer Mentoring Project, and uses peer 

mentors to support, advise and offer employment support.  

Programme structure 

2.4 The OoWS is delivered across seven lots, aligned to Local Health Board Areas as 

follows: 

• Cyfle Cymru Service: five of the seven lots are delivered by a consortium 

partnership of third-sector providers including Barod (formally Drugaid), CAIS, 

Hafal, Kaleidoscope, and WCADA. The five lots covered are North Wales, 

Gwent, Dyfed, Western Bay and Powys. 

• Platfform with NewLink Wales: the two remaining lots (Cardiff and Vale, and 

Cwm Taf) are delivered by a partnership between two providers, the mental 
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health and wellbeing charity Platfform (previously Gofal) and the substance 

misuse and wellbeing charity NewLink Wales. Part of the service in Cwm Taf 

(16-24 year old provision only) has also been subsequently subcontracted to 

Barod. For the purposes of this report, this partnership will be referred to as 

‘Platfform’. 

2.5 The lots are grouped by ESF area (i.e. the East Wales and West Wales and the 

Valleys Operational Programmes), with Figure 2.1 showing expected participants, 

and the expected results on exit and six months post-completion.  

Figure 2.1 – Overview of targets for the Out of Work Service 
 

 
 

2.6 Overall, some 14,134 participants are expected to participate in the programme 

(3,324 aged 16-24 and 10,810 aged 25 and over), of whom: 

• 2,340 (17 per cent of all participants) are expected to gain qualifications on exit, 

and an additional 1,564 (11 per cent of all participants) six months after exit; 

• 2,172 (15 per cent of all participants) are expected to enter education and 

training on exit, and an additional 332 (2 per cent of all participants) at six 

months; and 

• 2,122 (15 per cent of all participants) would be in work on exit, and an additional 

1,412 (10 per cent of all participants) six months after leaving. 
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Programme funding 

2.7 The OoWS service was launched in September 2016 and following an extension 

will operate until August 2020. The project receives £8.8 million under ESF Priority 

1 (aimed at tackling poverty through sustainable employment) and £2.7 million 

under ESF Priority 3 (aimed at youth employment). This is combined with match-

funding from Welsh Government and the Substance Misuse Action Fund, a funding 

package ring-fenced to deliver the Welsh substance misuse strategy. This gives a 

total of £17.3 million in project funding. The distribution of this funding, by ESF area 

and for 16-24 and over 25 strands, is shown in Table 2.1.  

Table 2.1 – Overview of funding for the Out of Work Service 

Project ESF Funding 
Welsh Government 
Funding 

Total Project cost 

East Wales 16-24 £700,000 £700,000 £1,400,000 

East Wales 25+ £2,167,696 £2,167,696 £4,335,392 

West Wales and Valleys 16-24 £2,000,000 £666,666 £2,666,666 

West Wales and Valleys 25+ £6,672,000 £2,224,000 £8,896,000 

Total £11,539,696 £5,758,362 £17,298,058 

Key features of the Out of Work Service 

2.8 The programme draws heavily upon the experience, and the underpinning 

principles of, the previous Substance Misuse Peer Mentoring Project – namely 

providing holistic support through a peer mentor model, based on voluntary 

participation, and with access to specialist employability and employment support 

tailored to the individual (Maguire, Holloway and Bennett, 2014). In addition, 

participants far enough in their recovery can also receive training and support to 

become peer mentors or work for the service themselves. The key features of the 

OoWS service are described below, with its effectiveness being discussed in 

Chapter 3. 

Peer mentors 

2.9 Peer mentors draw upon their own lived experience of substance misuse, mental 

health conditions or dual disorders (defined here as co-occurring substance misuse 

and mental health issues), and the barriers they present, to provide support, 

guidance and advocacy to service participants. In addition to the support provided 
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to participants, peer mentors can also benefit from improved confidence and the 

development of key skills in their role. In some cases, this may lead to future 

employment opportunities with other agencies supporting a range of vulnerable 

groups. 

2.10 The peer mentor role, according to the contract between Welsh Government and 

the OoWS providers, includes: 

• registering potential participants, either face-to-face or by telephone, and 

carrying out initial eligibility assessments; 

• delivering one-to-one and optional group peer mentoring sessions; 

• liaising with the OoWS team to ensure eligibility can be evidenced in line with 

ESF requirements; 

• providing advocacy and practical support to ensure effective referrals; 

• ensuring access to the service for participants with specific requirements, 

including language, physical or mental requirements;  

• working with employers, healthcare professionals and other stakeholders to 

support and promote the service; and 

• maintaining participant records, including interim and final exit reports. 

2.11 In the review of the research literature included in the evaluation inception and 

scoping stage3 as well as the OoWS business plans, emphasis was placed on the 

importance of peer mentoring being provided by competent peers to ensure 

judgement-free, constructive, structured support to help participants to sustain their 

recovery journey. When delivered well, peer mentoring approaches have been 

shown to offer a range of benefits, such as:  

• improving access to 'hard-to-reach' groups; 

• broadening access to support services for individuals with psychiatric disabilities 

(Davidson et al, 1999); and  

• achieving and sustaining recovery and rehabilitation for individuals with 

substance misuse problems (UK Drug Policy Commission, 2008). 

                                            
3 A bibliography of research literature reviewed during this stage is provided in Annex 1 
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2.12 The peer mentoring model is based upon the principle of ‘mutual aid’ – rather than a 

traditional carer-patient relationship, where a relationship between equals is 

underpinned by common experience, but with one partner having the skills and 

expertise to support the other. This also means that peer mentoring encourages 

more of an empowering approach, where mentor and mentee work jointly to ‘co-

produce results’. This transfers power towards the service recipient and away from 

the traditional ‘active’ provider/professional and ‘passive’ patient relationship, 

bringing additional benefits including: 

• promoting self-esteem, confidence, resilience, and associated soft skills; 

• recipients being more likely to engage, take advice from and consider their peer 

mentors as role models; and  

• showing clients that it is possible to build a new life whatever their previous 

background. 

2.13 A key influence on the OoWS service was the previous ESF Substance Misuse 

Peer Mentoring Project, (2009 – 2014) which focussed on individuals with 

substance misuse issues (Maguire, Holloway and Bennett, 2014). The project 

highlighted the benefit of combining peer mentoring with specialist employment 

support, with the key lessons for future provision (outlined below) identified in the 

project evaluation. 

• Provision is most effective when it achieves a balance between a ‘one size fits 

all’ approach and an open-ended/unstructured approach: where the direction 

and pace of interventions are tailored to the individual. A ‘standard' initial 

pathway involving one or more short courses can help with engagement and 

give some quick results. 

• Good quality one-to-one work carried out by staff and peer mentors is crucial for 

successful outcomes. Of particular importance are the skills, knowledge and 

personal qualities of the mentors and the kinds of relationships they develop with 

clients. 

• Good mentoring involves: the maintenance of motivation to engage, the creation 

of action plans, practical work to help people into employment, and effective 

partnership working with other agencies.  

Peer mentor capacity and caseloads 
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2.14 The number and characteristics of the peer mentors in place in each of the five case 

study areas at the time of the case study fieldwork is summarised in Table 2.2. As 

the table shows, the number of peer mentors in each lot varied considerably, from 

just five in Cwm Taf to 23 in North Wales. All of the Cyfle Cymru lots have dedicated 

'employment specialists' in place (described in detail at 2.31 below) and some have 

also recently established voluntary and paid assistant peer mentor roles for 

participants to experience being a peer mentor.  

Table 2.2 –Peer mentors and employment specialists by case study area 
Lot Peer 

Mentors 

Male Female Average 

caseload 

Assistant 

Peer Mentors 

Employment 

Specialists 

North Wales 23 11 12 30 4 3 

Dyfed 11 5 6 30 3 1 

Western Bay 18 9 9 35-40 0 3 

Cwm Taf 5 1 4 30-40 0 0 

Cardiff and Vale 7 3 4 30-40 0 0 

2.15 As the table illustrates, average caseloads reported by the peer mentors 

interviewed were commonly between 30 and 40 participants, although all reported 

that this would vary at any one point. In one case, a peer mentor reported to have 

as many as 70 to 80 participants to support in the first year of the programme. Most 

of the peer mentors interviewed considered their caseloads were manageable, as 

they were supporting participants whose levels of need varied (and could differ at 

any point in the programme). However, many of the peer mentors interviewed 

reported that additional responsibilities for both administrative and certain 

employability/employment tasks (such as identifying employers for placement 

opportunities) could divert their attention away from participant-facing work. 

2.16 Throughout the first two years of the programme the turnover of peer mentors has 

been high. Peer mentors have left the programme for a variety of reasons from 

finding employment elsewhere (e.g. another role within the provider organisation) to 

long-term sickness (sometimes related to previous substance misuse or mental 

health issues). In a few cases, project leads described peer mentors leaving as they 

were not the right fit for the programme or role. In some areas, for example Dyfed, 

high turnover rates have been accompanied by challenges in finding/recruiting new 

peer mentors – this has meant the service has been operating below capacity for 

sustained periods of time.  
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2.17 In the Cwm Taf and Cardiff and Vale areas, high peer mentor turnover was one of 

the reasons for the introduction of two 'peripatetic' mentors, who would work 

between the two areas to cover periods of absence due to vacancies, sickness and 

other absences in order to maintain service continuity. 

Mentor skills and competencies 

2.18 Based on research evidence (e.g. Chinman et al, 2012), the OoWS business plan 

sets out the following skills and competencies for peer mentors. 

• Ability to self-manage their own condition, and the ability to demonstrate 

strategies for maintaining good emotional health and wellbeing that can be 

shared; 

• Communication skills in terms of using their own experience productively and 

encouraging others to share their experiences; 

• Role modelling – using their experience of what has worked in terms of self-

management;  

• Ability to empathise and show understanding, with relationship management 

skills to establish boundaries; 

• Motivational skills; 

• Needs assessment and goal setting skills, including recognising when peer 

support is not appropriate; and 

• Knowledge of the care system. 

2.19 Training is provided to new peer mentors to enable them to:  

• utilise their 'lived experience' to best effect; 

• help them understand the theory and practice underpinning their role (including 

realising its limitations); and  

• allow them to protect their own recovery while sharing lessons from their 

experience in a non-judgemental manner. 

Peer mentor recruitment and training 

2.20 The consultations with peer mentors and other project staff found that the peer 

mentors currently in place came from a variety of backgrounds, and brought a range 

of skills, knowledge and experience to the role. In some cases, they had been 

recruited following direct involvement in the previous Peer Mentoring project. Other 

peer mentors had been recruited specifically for the current programme at the 
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outset or at later stages of delivery (where there has been significant peer mentor 

turnover).  

2.21 Where programme participants are sufficiently advanced in their recovery, they may 

be recruited into a peer mentor role. In these cases, additional support will be 

provided to help them settle into the role and to work effectively with participants. 

2.22 While some current peer mentors had previous experience of the role, others had 

not, and so brought different, complementary skills and experience. These included 

individuals who had worked as advisors on previous employment programmes or 

with similar target groups in a range of capacities, as well as others with armed 

forces and health service experience.  

2.23 Among all the peer mentors interviewed, the uniting factor is their 'lived experience' 

of mental health and/or substance misuse issues (either through having 

experienced this themselves or had close friends or family members who had faced 

such issues). In addition, a common motivator among peer mentors was an interest 

in 'giving something back' and to helping others to get through struggles similar to 

those they may have experienced themselves. While all peer mentors who had 

direct experience of mental health and/or substance misuse issues had progressed 

some way down their personal roads to recovery, project staff emphasised that 

relapse was always possible. As such, project leads, and their colleagues, have 

tried to provide an appropriately supportive environment for peer mentors to carry 

out their role and will regularly check-in with the peer mentors. 

2.24 The importance of appropriate training for peer mentors, particularly those 

recruited from existing project participants, was emphasised across the 

interviewees. However, differences were reported in the nature and intensity of 

training offered after recruitment between the Cyfle Cymru and Platfform lots. 

2.25 In the Cyfle Cymru lots, and following recommendations from the previous peer 

mentoring evaluation, a programme of continued professional development (CPD) 

training has been developed for peer mentors while in post. CAIS and Hafal have 

employed a Peer Mentoring Academy4 training and development model which sets 

out three tiers of training and qualifications (Agored Cymru certified where 

appropriate) through which peer mentors can progress. All training is delivered in-

                                            
4 Other Cyfle Cymru partners are also working towards the outcomes of the Peer Mentor Academy, but progress has been 
slower due to high turnover of staff. 
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house, and project staff reported that the programme ensures peer mentors are 

well-placed to apply for alternative jobs, and to demonstrate their capability and 

professionalism to potential future employers. 

 Tier 1 is completed within the first six months in post, before passing a 

probationary period, and includes induction training such as safeguarding, 

boundaries and ethics and data protection and data recording, as well as 

completion of 20 hours of peer mentoring and 20 hours of networking. 

 Tier 2 is completed within the first 12 months in post, and includes core 

training such as substance misuse awareness, mental health awareness and 

motivational interviewing, as well as the opportunity to study for a National 

Vocational Qualification (NVQ) Level qualification in Information, Advice and 

Guidance. It also requires completion of 100 hours of peer mentoring, 100 

hours of networking and developing a volunteer event. 

 Tier 3 involves completing an externally recognised qualification in their 

specialist area, for example NVQ Level 3 or 4 in Coaching, Health and Social 

Care - Substance Misuse focus / Mental Health focus or Train the Trainer. 

Qualifications relevant to other sectors are also available, for example 

Diploma's in Customer Service, Business Administration or Advice and 

Guidance. Tier 3 also includes 500 hours of peer mentoring, 500 hours of 

networking, developing a volunteer event and providing supervision to at 

least one team member. 

2.26 The Cyfle Cymru peer mentors interviewed reported that a range of training 

opportunities were available to them, and that they were actively encouraged to 

identify any additional training that they felt was required. For new staff, the 

initial/induction training was also complemented by opportunities to shadow more 

experienced peer mentors before taking on their own caseloads. 

2.27 In Platfform, peer mentors recruited at the start of the project reported receiving a 

two-week induction and initial training programme at the outset and continued to 

receive training on an ongoing basis over the first two years of the programme.  

2.28 However, those recruited more recently described receiving only minimal 

induction/training at the outset – one peer mentor reporting that they had not 

experienced any form of induction on recruitment apart from a couple of hours 
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shadowing a more experienced colleague. It was felt more training and initial 

support would have been useful, although all peer mentors interviewed described 

receiving valuable support from their fellow mentors. 

2.29 At the time of qualitative fieldwork (September 2018 – January 2019) Platfform was 

redeveloping the peer mentor training offer to both improve initial training and 

induction and to develop in-house training expertise – particularly packages around 

service delivery and mentoring, and for ongoing training on topics such as resilience 

in the workplace. 

2.30 Finally, the peer mentors in all five case study areas reported benefiting from 

ongoing support from their colleagues, informally or through more structured 

debriefing sessions, and particularly following any distressing experiences. As two 

peer mentors described: 

‘Sometimes we see or hear things we are not trained to deal with. Sometimes it can 

resonate with you – especially if you know someone that age, or you have a child 

that age or something’.  

‘This job can be tough at times; with the things you hear. This morning we had 

someone who swore and punched the table but the fact we can all talk about it – we 

all get along, and that makes a difference with workplace stress. I can pick up the 

phone to anyone’. 

Employment specialists and employment support 

2.31 A considerable body of evidence exists that being in work can significantly 

contribute to substance misusers' recovery, foster their reintegration and reduce the 

likelihood of relapse (UK Drug Policy Commission, 2008). Similarly, individuals not 

in work have been shown to be more likely to suffer from mental health conditions 

than those in work; mental health is seen as both a consequence of and a risk 

factor for unemployment (Ford et al., 2010). However, OoWS participants face a 

series of external barriers to securing employment including: negative employer 

attitudes towards individuals with histories of alcohol or drug misuse (UK Drug 

Policy Commission, 2008); and limiting qualifications and previous work experience. 

This means it is important to engage employers who are willing to offer work 

opportunities and enable them to manage any (actual and perceived) risks of 

working with this target group. In doing so, it will be possible to address the stigma 

associated with problem drug use and provide more opportunities to participants. 
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2.32 One of the important lessons and recommendations from the previous Peer Mentor 

project was that employment results were strongest when peer mentor support is 

combined with specialist employment support (Maguire, Holloway and Bennett, 

2014). The use of employment specialists offered a range of potential benefits, 

including bringing their specific understandings and experience of the issues facing 

the target group in finding work. They also helped provide a dedicated resource to 

focus on employment issues so that peer mentors could focus on engaging and 

supporting participants.  

2.33 In the current programme, each of the Cyfle Cymru lots had recruited employment 

specialists from the outset, with seven employment specialists being in place across 

the case study lots at the time of visit5 and three employment specialists in Gwent 

and Powys (at the time of the triangulation call).  

2.34 In each area the employment specialists work alongside the peer mentors, who 

refer participants to them once they are considered ready for work. This has allowed 

peer mentors to focus their attentions on recruitment, providing ongoing support, 

and developing participants' social and emotional skills. In turn, the employment 

specialists can focus on 

• providing employability skills (curriculum vitae (CV) development, interview 

practice, etc); 

• engaging with employers to secure and set up work and/or voluntary 

placements; 

• accessing additional work specific training for participants; 

• assisting with job applications and supporting participants into work; and 

• providing employment-related support to those in work.  

2.35 Peer mentors continue to maintain contact with participants after they are referred 

to the employment specialists, to allow any continued support needs to be 

addressed. 

2.36 The employment specialists came from a range of backgrounds, including working 

on 'mainstream' employment programmes, working as a peer mentor, and others 

with recruitment, careers advice and human resource (HR) backgrounds. Previous 

                                            
5 Three in North Wales, three in Western Bay and one in Dyfed. 
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experience of working with individuals considered 'hard to reach' was also a 

common factor across the employment specialists in each area. 

2.37 In the two Platfform lots, employability and employment support was provided by 

the peer mentors, as an extension of their core engagement and support role. Some 

mentors have relevant employment support backgrounds, for example, one peer 

mentor used to be an Employment Advisor for those participating on the Work 

Programme. At the time of case study visit, a peer mentor with the Cwm Taf lot had 

been promoted into a specific employment support role (similar to that of the 

employment specialists in Cyfle Cymru) with the Cardiff and Vale project to help 

improve progress against employment targets. 

2.38 As outlined in greater detail in Chapter 3, the peer mentors described offering 

participants a range of support to progress towards and into work, when they were 

considered ready to do so. This included helping draft or update CVs, helping with 

job searches, and arranging access to training provision either on-site or at the 

provider's premises. 

Additional support 

2.39 The previous peer mentoring project also showed the importance of access to 

complementary sources of support in achieving employment and employability 

outcomes (Maguire, Holloway and Bennett, 2014). These ranged from practical 

support with transport, childcare and care arrangements, to making referrals to 

specific healthcare provision beyond the remit of the service – including wider 

awareness raising amongst healthcare professionals and others offering potential 

referral routes to the service. As explored in greater detail in Chapter 3, being able 

to offer additional support remains an important component of the OoWS service 

offer to help participants overcome external barriers preventing their progress 

through the service. 
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3. Delivery of the Out of Work Service 

3.1 This chapter employs a narrative research approach to describe the key features of 

the delivery models followed in each of the five case study areas, following a 

'participant journey' approach (a participant’s journey from the beginning of their 

engagement with the OoWS until they leave the programme). While a broadly 

common model was followed in each area, differences in approach are highlighted, 

and the overall effectiveness of the model explored. 

The OoWS delivery model 

3.2 This common model features five stages, as shown in Figure 3.1, beginning with 

identification and referral, through recruitment, assessment and action planning, 

peer mentor support and service delivery, to exiting the programme. Each of the 

stages in the model are reviewed in more detail below. 

Figure 3.1 – Summary of the Out of Work Service delivery model 
 

  

Identification and referral 

Eligibility criteria and their application 

3.3 The common eligibility criteria developed for the programme were followed across 

all five case study areas (and the remaining two lot areas), with participants being: 

 A resident of Wales and living within the specific lot area; 

 At a stable point in their recovery from mental health or substance/alcohol 

misuse issues; and 

 Either aged between 16 and 24 and NEET or aged 25 and above and either 

unemployed for over 12 months or economically inactive (i.e. not actively 

looking for work). 



 

28 

3.4 Other considerations reported in assessing the initial suitability of potential 

participants included any safeguarding issues (i.e. whether a potential participant 

could pose a risk to other participants), and whether potential participants were 

experiencing severe mental health issues. However, across the five sites there was 

a reluctance to turn people away, notably as in most areas there was no equivalent 

provision for the specific target groups. This was coupled with the understanding 

that many participants recruited can be some way from the labour market and 

unlikely to be ready for work even with the support of the programme. Whilst most 

participants were happy with the quality of support, the reluctance to turn people 

away could still have an impact on service efficiency. This will be explored more in 

the next stage of the evaluation.  

3.5 In cases where individuals were found to be unsuitable for the programme, each 

service reported making efforts to refer them to alternative external or internal 

provision more appropriate to their needs. However, in several cases it was noted 

that referral options could be limited, particularly for individuals with mental health 

conditions, and existing waiting lists meant that referrals could not always be acted 

upon immediately.  

3.6 In most cases potential participants are responsible for evidencing their eligibility, 

which comprised providing proof of address and National Insurance numbers. In 

some areas, where relationships with referrers are particularly strong, information 

on participant eligibility could be provided in advance (for example, by work coaches 

in the case of Jobcentre Plus referrals). 

3.7 Since participants were able to disclose issues at a later point to their peer mentors, 

services may not fully know/understand the breadth of challenges a participant may 

face upon entry into the service and at the time of eligibility checking. This related 

primarily to participants who did not disclose previous or ongoing drug and alcohol 

issues, as sometimes participants would perceive this as carrying more stigma than 

mental health issues, especially in the eyes of potential employers. 

3.8 Processes followed to raise and maintain awareness of the service have included 

visiting potential referral partners and existing referrers to ensure awareness is 

maintained, producing newsletters and 'factsheets', and establishing specific referral 

arrangements with individual providers (for more detail on these processes please 

see 3.3). 
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Referral sources 

3.9 In all five case study areas, considerable time and effort had been invested in 

proactively developing relationships with potential referral organisations both at the 

outset of the project and on an on-going basis throughout it. These efforts were 

aided in several cases by pre-existing relationships, often developed during the 

previous peer mentoring project, between both organisations and individual 

members of staff. In other cases, the requirement to make new links, and changes 

in staff, meant that relationship building needed to start afresh.  

3.10 While the share of referrals received by source varied between the five projects, 

Jobcentre Plus offices emerged as the most common recruitment route for many 

(e.g. accounting for approximately 80 per cent of all referrals received in Western 

Bay). Other key sources of referrals across the five areas included: 

 The Probation Service – a key source in North Wales, Cardiff and Vale and 

Cwm Taf Community drug and alcohol and community mental health 

services/teams; 

 Third sector partners – for example Remploy, and a range of local and 

national partners with drug, alcohol and mental health remits; 

 Internal referrals – for example from different partners in accordance with 

their individual remits; and 

 Self-referral – emphasising the importance of promoting the service to the 

general public. 

3.11 The range of partners was exemplified by the North Wales project, which described 

receiving referrals from 168 different partner organisations, with over half (91, 

representing 54 per cent) making just one or two referrals since the start of the 

project.  

3.12 Elsewhere efforts were being made to expand potential referral sources. For 

example, the Cardiff and Vale project is seeking to establish links with the Prison 

Service, to provide support to prisoners fitting the project eligibility criteria on 

release. If found to be effective, this approach could be considered more widely 

across the programme. 

3.13 However, in some cases potential referral routes anticipated at the outset had been 

less effective than expected. In Dyfed, for example, relatively few referrals were 

received from general practitioners (GPs) and the wider health sector (although they 
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were received from the more specialist drug and alcohol and community mental 

health teams). The reasons for this were unclear, although one potential reason 

was difficulties experienced by peer mentors and service leads 'getting past 

receptionists' in GPs surgeries. Elsewhere, for example in North Wales, it was 

reported that local organisations responsible for wider health issues had started to 

provide similar befriending and mentoring services to the OoWS, and so did not 

refer potential participants on. The OoWS remains the only service providing 

employment based support according to this model, and to this scale, for this 

particular cohort of individuals.  

3.14 More widely, a series of common issues influencing the effectiveness of the referral 

approach were cited, including: some potential referral providers not being aware of 

the detail of the service or its eligibility criteria; high staff turnover (in the projects 

and amongst potential referral providers) meaning that promoting the service 

required continued effort. 

3.15 A final issue for referrals was competition from other services targeting similar target 

groups. This was raised as a particular issue for the 16-24 service in Cwm Taf, 

which had experienced competition from other services for young people NEET. It 

was also explained that as 16 to 18 year olds cannot claim jobseekers’ allowance 

(JSA), they could not be referred through the Jobcentre Plus route. To counter this 

the project described trying to establish links with local schools as a potential source 

of younger participants. 

Effectiveness of the referral process 

3.16 Overall the quality of referrals, in terms of the participants' suitability for the projects, 

was commonly reported as being of a high quality. The main reason reported for 

why a participant may not be offered support through the OoWS was that they had 

not yet reached a sufficiently stable point in their recovery to be able to participate 

and benefit from their involvement. In some other cases, the effect of entrenched 

long-term unemployment also presented as additional barriers to engagement. 

Even in such cases, it was common practice for the participant in question to be 

referred back/to another organisation to provide support until they can fully engage 

with the project.  
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3.17 As in the example below, not all of those referred onto the OoWS find the support to 

be suitable for their needs. However, even in these cases, the service will try to 

refer or signpost participants to more suitable support. 

Participant experience – Cyfle Cymru 

A Masters’ degree student who suffers from anxiety was referred to the service by a 

local Mental Health Resource Centre. An OoWS peer mentor contacted her, 

explained in detail what the service was about and offered the opportunity to meet 

and discuss further. The participant declined the offer as she didn’t feel the service 

could offer what she wanted, which was counselling support and practical help with 

driving - ‘They offered me a lot of volunteering events and a chance to get involved 

in things like that, but I’m a full-time student and I didn’t have time for that.’ 

Although she was not interested in joining the service, the peer mentor nevertheless 

put her in contact with a driving instructor offering lessons to individuals suffering 

from anxiety. Though the peer mentor initially tried to keep in weekly contact, they 

eventually reached mutual agreement that the service was not for her. 

While the individual could see the value of the service, it wasn’t a service she 

needed at that time. While this example reflects the wider findings that some referral 

sources may not fully understand what the service offers (and so how suitable 

candidates referred may be), it also reflects the peer mentor's willingness to offer 

support to all of those referred to the service even if their needs do not match the 

support the service can offer. This might also suggest implications for service 

efficiency, will be explored further in the next stage of the evaluation. 

3.18 The referral partners interviewed reported that their experiences of the referral 

process were positive, with the process being described as very efficient – in their 

experience the projects responded rapidly to referrals made to them. The efforts 

made to engage on the ground were appreciated, notably amongst Jobcentre Plus 

staff where project staff either visited their offices to recruit or engaged through a 

single point of contact. 

3.19 The participants interviewed also viewed the referral process positively, reporting 

that time had been taken by the referrer to explain the project to them and the 

potential benefits that it could offer. In several instances the use of peer mentors 
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was clearly an attractor, alongside wanting to access support to help them progress 

through their recovery journeys, as the example below illustrates. 

Effectiveness of the referral process – participant experiences 

One participant with one of Platfform projects described how he became engaged 

with the service, after struggling with his home life. He described how he ‘went into 

the Jobcentre and broke down about everything with the kids. They put me in touch 

with Platfform to help get more support.’ He reported that the service was explained 

to him clearly at the outset: ‘Yes, they explained everything. It’s about getting back 

to work and getting through tough times.’ Having support from a peer mentor was 

the primary reason that he wanted to join the service - ‘At the time I was doing 

another course, but I just wanted someone to speak to. I was feeling rough about 

the kids. And I’d just given up drinking.’ 

3.20 Previously referral quality had not always been high. The current position has been 

the result of great efforts in each area to introduce the programme and develop 

awareness and understating of its content and eligibility criteria. Maintaining 

awareness of the service amongst actual and potential referral partners was seen 

as key to ensuring a continued flow of appropriate referrals. 

3.21 One issue associated with referral quality was described in the Cardiff and Vale 

area, where individuals referred by the Probation Service often declined to join the 

service after being referred to it. Two reasons for this were suggested – first, that 

participants agree to be referred because it is what they believe their probation 

officer expects of them, only to not attend due to anxiety/concerns about accessing 

formal, structured support. A second reason is that participants referred from the 

Probation Service believe that the OoWS is mandatory, and part of court 

requirements, rather than attendance being voluntary. This was felt to have led to 

some participants dropping out of the service early, once they understood that they 

did not need to attend. 

3.22 The lack of understanding of the voluntary nature of participation was also reported, 

in a small number of cases, in association with referrals from Jobcentre Plus. Here 

the concern lay with how the service was introduced by work coaches, and whether 

potential participants were aware of its voluntary nature or assumed that attendance 

was mandatory like some other Jobcentre Plus services. 
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3.23 Finally, while in general enough information was received on potential participants 

in advance, this was not always the case. Two issues emerged from this – first, and 

as already discussed, where referrals might disclose a mental health issue on 

engagement, they might take time to reveal other issues, primarily substance 

misuse which was felt to carry a greater stigma than mental health issues. This 

emphasised the importance of the relationship with the peer mentors, where 

establishing trust was important in allowing participants to disclose further issues 

and for peer mentors to respond to them. The second issue related to the potential 

risks associated with receiving incomplete information on participants, primarily 

around histories of violence. While the case study interviewees were not aware of 

any instances where this had been an issue, they were aware of the potential 

safeguarding risks to their staff and other participants and felt in some cases that 

the information received on referral could be more comprehensive. 

Good practice 

3.24 Several examples of good practice were identified in the context of the referral 

process. These included: 

 Establishing working links with Jobcentre Plus offices – as described in the 

example below; 

 Visiting other partners, and meeting participants, in advance of recruitment - 

to raise awareness of and interest in the programme;  

 Increasing the visibility of the service and peer mentors among 

voluntary/third sector providers, to improve coordination of local services; 

 The provision of additional introductory materials (e.g. a newsletter), to 

inform referral partners about the range of options available to participants; 

and 

 Continuing to promote the service to new and existing referrers – to account 

for staff turnover as well as providing a general reminder. 

3.25 Across the case study areas links had been developed with individual Jobcentre 

Plus offices, to both raise initial and ongoing awareness of the service and improve 

the effectiveness of the referral and sign-up process. Examples of such links within 

the case study areas are provided in the box below. 
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Establishing links with Jobcentre Plus 

In Western Bay, referrals from the Jobcentres were initially slow until peer mentors worked to 

develop a more structured approach to engagement with the Jobcentres in their area. The 

challenges encountered included: 

• Engaging Jobcentre Plus staff, due to a high staff turnover, which meant that knowledge 

of the programme amongst work coaches was frequently lost; 

• Work coaches having a range of programmes they can refer people to; and 

• A lack of understanding of the programme amongst Jobcentre staff.  

To ensure the referrals from the Jobcentre are eligible, a letter has been developed setting out 

the evidence required to meet the ESF funding. Recently, the letter from the Jobcentre has 

been updated to ensure it ‘ticks every box’.  

A specific process has also been introduced where Jobcentre Plus staff make appointments on 

specific days for peer mentors to meet potential participants and start the recruitment process.  

Each peer mentor is responsible for a Jobcentre and have established relationships with 

Jobcentre Plus staff. They also attend Jobcentre Plus team meetings, send leaflets and a 

newsletter to work coaches, to ensure they get feedback from staff. According to one 

interviewee, ‘that’s [networking] really helped to build up the relationship there’.  

One negative aspect, which needs to be carefully managed by the peer mentors, is when 

potential participants have had negative experiences of Jobcentre Plus provision, which may 

influence their initial perception of the OoWS. When this happens, the peer mentors emphasise 

the benefits of the service, where direct communication with the individual is helpful. 

In North Wales, partner organisations like Jobcentre Plus operate from several sites across a 

wide area, so maintaining links can be challenging. To address this Cyfle Cymru links with the 

Jobcentre Plus network in North Wales via a single point of contact (SPOC). According to the 

Jobcentre Plus interviewee, this works well and ensures clear communication and consistency 

in relation to referrals. Peer mentors also make a concerted effort to call in on Jobcentre offices 

regularly to keep work coaches ‘up to date’ with their services, although formal communications 

and referrals remain via the SPOC. As the Jobcentre Plus interviewee commented: 

‘It’s the active element the Cyfle Cymru team members, their presence at our centres that 

works particularly well. Their enthusiasm and genuine desire to help the people they work with 

is clear. We all know each other on first name basis now and this means we’re comfortable to 

refer clients over to them.’  

In Cardiff and the Vale, the project initially held weekly drop-in sessions at the Jobcentre in 

Barry, split by age group, to sign-up participants. While this worked well initially, attendance 

dropped off, so the model was changed so work coaches now make initial referrals and peer 

mentors visit their offices to formally sign individuals up. The project follows a similar approach 

with the probation service, where probation officers can refer individuals directly as well as 

holding drop-in days to visit and sign-up clients. 
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Participant recruitment and allocation to peer mentors 

Participant recruitment 

3.27 Once referred, the peer mentors are responsible for formally signing potential 

participants up to the service. In both areas (and both age groups) a similar 

approach is followed, with a long list of referrals being developed and allocated to 

peer mentors at weekly allocation meetings, who are then responsible for contacting 

and signing-up potential participants. If enough information is available in advance, 

potential participants may be allocated to specific peer mentors. 

3.28 A variation of this approach was followed in some areas with organisations referring 

to the projects on a regular basis, such as Jobcentre Plus and the Probation 

Service. This featured peer mentors making scheduled visit to referrers to engage 

and sign-up participants in person, which could also include completing the initial 

assessment process. 

Peer mentor allocation 

3.29 Participants are allocated to peer mentors at the start of the recruitment process, 

although they have the option to change their mentor on request. However, 

interviews with both peer mentors and participants suggested that requests to 

change peer mentors are rare, and if made comprehensive hand-over procedures 

are in place. 

3.30 In most cases, it appears that peer mentors are matched to participants primarily 

based on mentor availability, largely because of the high levels of staff turnover in 

most lots. Where possible, participants might be matched by condition or other 

characteristics. If any participant is known to the peer mentor, they will however be 

allocated to another peer mentor to maintain professional boundaries, and in some 

lots lead mentors/project leads also described stepping in to take a peer mentor role 

if required. Other considerations include when female participants specifically 

request to be matched with a female peer mentor, and risk factors known at this 

point may also influence mentor allocation, e.g. if potential participants have 

histories of violence against women, they will not be allocated to a female peer 

mentor. 

In the Platfform lots, participants were initially split into two categories of 

‘conditions’ – substance misuse and dual diagnosis, and mental health issues only, 
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with their initial mentor complement having specific experience in these areas. Only 

participants over 25 in Cwm Taf with a history of substance abuse are allocated to a 

peer mentor with relevant lived experience. In all other cases, allocation in both 

Cwm Taf and Cardiff and Vale is based on more practical factors, such as peer 

mentor availability, participant work readiness, existing caseloads and individual 

performance targets, to ensure an even caseload distribution. As a Cardiff and Vale 

peer mentor described, a person-centred approach is followed throughout: 

‘We have to adapt to each person and not their condition, we take an informal 

approach. It’s a lot about relationship building with each person, and everyone is 

different, you have vulnerable women and then tough guys from probation who are 

quite cocky and confident, but once you get to know them you see their needs. We 

take it person by person, depending on what they need help with."  

3.31 In the Cyfle Cymru areas, projects were more able to match by condition given that 

Hafal works with substance misuse agencies across all five lots and takes 

responsibility for the mental health support. For example, in North Wales peer 

mentors are allocated based on their area of expertise and experience (substance 

misuse or mental health), and the case load capacity of individual mentors. 

Commonly participants with mental health issues (or dual diagnosis where mental 

health is judged the main factor) are allocated to peer mentors from Hafal, with 

those with substance misuse issues being allocated to CAIS peer mentors, to 

enable individual specialisms to be applied.  

3.32 However, even in Cyfle Cymru workload and mentor capacity can also be an issue. 

The peer mentors interviewed in North Wales felt that either process works well and 

that mismatches between participant and peer mentor were rare. In Western Bay 

challenges finding suitably skilled/experienced mentors and high levels of peer 

mentor turnover has meant that peer mentors are allocated based on existing 

caseloads and/or location. In Dyfed, allocations were based primarily on mentor 

caseloads, although participants' ages and conditions were also a consideration.  

Cross mentoring 

3.33 Both the Platfform projects are considering moving from a 'one-to-one' to more of a 

'cross-mentoring' model, with a view to preventing participant dependency and 

allowing mentor caseloads to be more evenly distributed. In addition, two peripatetic 

mentors had recently been recruited to work with participants aged over 25 across 
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the Cwm Taf and Cardiff and Vale lots, to allow flexibility and enable more balanced 

caseloads.  

3.34 This approach is already being followed in Cyfle Cymru, where participants are 

likely to see more than one mentor as they progress through the programme due to 

the group support provided by peer mentors (discussed later in this chapter). 

However, while one-to-one contact remains with their allocated mentor, this was not 

always clear to the participants interviewed.  For example, one participant noted: 

‘This bit confuses me as I worked with everyone, so I am not sure if I had one peer 

mentor, or if I had three’ – before stating ‘Yes, I was happy really, if someone else 

was about I would speak to them, I registered with Michael*, and I did the personal 

development with Frank, and had a chat with Jane* all the time, and then David* 

was on my volunteer training, so I met him for 12 weeks before I met [Frank]’.   

Effectiveness of the recruitment and peer mentor allocation process 

3.35 Overall, peer mentors and project staff interviewed felt that the matching process 

was working effectively, and that complaints or requests to change peer mentor 

once allocated were rare.  

3.36 The participant interviews reflected this view, and it appeared that while matching 

participants with peer mentors having 'condition specific' lived experience was an 

ideal, matching with participants with whom they were able to relate on the same 

level, are not judgemental, and are able to understand and empathise with the 

issues they face were more important factors. 

3.37 Participants were also confident that any issues arising during their relationship 

would be managed effectively, and the majority felt comfortable raising issues with 

them. For example, a group discussion with participants in North Wales explored if 

they had ever had any disputes or disagreements with their peer mentor. While 

none reported any disagreement, they were confident that if such an issue arose it 

would be easily resolved, even if this meant changing the peer mentor: 

‘You could’ve said if you weren’t happy with anything or if you wanted to change 

peer mentor. That wouldn’t have been a problem, all you had to do was mention it.’  

‘You can be quite straight with them [peer mentors] as well, like if you had a 

problem with one of them’. 
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Initial assessment and action planning 

3.38 Once initial eligibility has been confirmed, a more formal assessment of participants' 

suitability for the service and how it can best meet their needs is undertaken, and an 

action plan developed. Both tasks are undertaken by the allocated peer mentor, 

with the assessment taking place face to face or by telephone, and the action 

planning face to face. 

3.39 The assessment discussion includes providing additional detail on the project, 

exploring their ambitions, gauging their understanding of the service and what it can 

offer them, and confirming compliance with the eligibility criteria. The process also 

allows the peer mentor and participant to get to know each other and start to 

establish trust.  

3.40 In the Cyfle Cymru areas the assessment process includes the use of the 

'employment wheel', a self-assessment tool designed to measure baseline and 

ongoing progress against eight categories measured on a scale of one to ten, 

namely: Basic Skills, Recovery Capital, CV, Interview Skills, Life Skills, 

Qualifications & Training, Voluntary & Work Experience, and Information 

Technology (IT) & Job Search. With assistance from their peer mentor as required, 

each participant completes a baseline assessment, which forms part of the 

subsequent action planning process.  

3.41 In the Dyfed lot, the peer mentors described how after initial meeting new 

participants, they would also be invited to attend a group activity, which allows the 

peer mentors to assess whether the participant is best suited to a group or 

individual environment, and for the participants to get to know other people also 

joining the programme. In Western Bay, an Employment Strategy Checklist is also 

completed for participants referred from Jobcentre Plus (and who are closest to the 

labour market), which is passed to the project employment specialists for review 

with the participant and to provide specific employment support. 

3.42 As part of this process peer mentors complete a series of forms6, to ensure a full set 

of information is available and to trigger the payment process. If after further 

assessment participants are found to be unsuitable for the programme, or if they 

decline the offer, efforts will be made to refer them on to more suitable provision.  

                                            
6 P1 Initial Eligibility, P2 Full Needs Assessment, P2.1 Participant Monitoring Matrix and P2.2 Risk Assessment 
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Action planning 

3.43 Once participants have formally joined the service, they develop individual action 

plans in collaboration with their peer mentor. Led by the peer mentor, the action 

plan and the support package developed as part of it is tailored to the participant's 

history, ambitions/goals and distance from the labour market.  

3.44 The intent is that the action plan is reviewed on an ongoing basis throughout the 

project. While the participants interviewed were not always aware of the action 

planning process per se, nearly all stated that they had discussed their goals or 

targets on joining the project.  

3.45 Some differences in approach were identified by area/cohort. In the Platfform lots, 

participants (particularly those lacking in confidence, out of work for some time, or 

who experienced a difficult recovery) may be invited to attend a ‘Foundation for 

Change’ course. This is intended to help them identify short and long-term goals 

and any barriers to achieving them, with the course outcomes allowing the peer 

mentor to identify opportunities for supporting the participant. Other participants 

may be asked to work on SMART goals, where short and long-term goals are 

discussed with their mentor to ensure targets are specific, measurable, attainable, 

realistic and timely. Where participants are more ‘work-ready’ the action planning 

process is shorter and focuses on identifying the support needed to find work (or 

education/training as appropriate).  

3.46 In the Cyfle Cymru areas the employment wheel is used to initially assess / 

baseline participants and subsequently to provide a structure for an action plan, 

which is updated after each interaction with participants. As well as demonstrating 

progress made, the updates also allows their peer mentor to identify on-going 

support needs and amend any proposed activities accordingly. This approach was 

reported by the peer mentors as being particularly useful in providing positive 

feedback to participants on progress made, which in turn could be a powerful 

motivator for them to continue to build upon their achievements so far. 

3.47 Irrespective of the model followed, the common principle across the case study 

areas was that action planning, and subsequent service delivery, should be 

delivered at a pace that best suits the participant. Most participants interviewed 

agreed that the peer mentors invested time to get to know them as individuals, and 
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to find out what their needs were, before directing them towards any particular 

support – as the following quotes emphasise:  

‘They [peer mentors] take everything slow - baby steps really, you just gradually got 

to know everyone and their routines’. 

‘They get to know you as a person and advise you to do what would be best for you 

to go on. So, for example, I’ve always struggled with IT, never been able to get my 

head around it. But then they told me not to worry about it and that they’ll put me on 

a course to help me out’. 

‘After we did the form filling, they [peer mentors] would just text you to let you know 

what was happening and when. They normally text you on a Monday telling you 

what’s on the following week. It was up to you to decide what and when you wanted 

to do something – there was no pressure’. 

3.48 In all areas the results of the action planning process are documented on a P3 form, 

which participants are asked to sign. Each time a peer mentor meets their 

participant, the previous P3 forms are reviewed and updated by the peer mentor. 

Participants may also be asked to review their action plans, which allows them to 

update their goals and ambitions based on progress made. 

Effectiveness of the assessment and action planning process 

3.49 The interviews with peer mentors and participants found that the assessment and 

action planning processes followed by each provider, although different in content, 

both appear to be working effectively. 

3.50 In some cases, the participants did not always recall having an action plan that 

could be described as a 'live record', which questioned whether the process was 

being used to best effect. In other cases, however, participants recalled discussing 

progress in their meetings with their peer mentors, and it appeared that while the 

updating of action plans was not necessarily always a formalised process, it 

appeared to include the key elements of collaborative review and discussion of 

progress, and revised goal setting.  

3.51 In other cases, however, participants described a more informal planning process, 

where they received information on available opportunities from which they were 

able to select which interested them. This appeared to be most common with 

participants who were either new starters to the programme or those facing more 
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profound challenges, where a more informal approach was followed which sought 

not to overwhelm the participants. 

Peer mentor support and service provision 

3.52 Once participants are recruited, matched to a peer mentor, and have an action plan 

in place, the main stage of service delivery can begin. Across all five areas services 

comprised: 

 Peer mentor support – provided throughout participants' time with the project 

(and beyond through soft-landing support for six months post-exit); 

 Training courses and qualifications – both training to aid recovery/support 

personal wellbeing and confidence building, and specific training to prepare 

for work; 

 Employability and employment support – including specific support around 

CV preparation, interview skills, and direct support searching and applying 

for work; and 

 Work experience and volunteering placements – providing the opportunity for 

short voluntary or employment placements to familiarise participants with 

working routines and provide experience of the work environment. 

3.53 Each service area is reviewed below, with indicative comments on their 

effectiveness from a process perspective, with Chapter 4 focusing on the outcomes 

achieved and early indications of perceived impact. 

Peer mentor support 

3.54 The nature and intensity of support provided by the peer mentors varies based on 

the participant's needs, existing capabilities and progress made under the projects 

to date. All offer support with 'wider wellbeing', which takes a variety of forms and 

can extend, for example, to helping participants register with a GP or dentist, 

helping them find housing, taking nervous participants to attend the first day of 

training courses, and in more extreme cases helping negotiate transport routes. 

3.55 Participants who have progressed well towards recovery, are confident and 

considered work ready, will receive low-intensity mentoring support such as 

signposting, job searching, CV writing from their peer mentor (or employment 

specialist). In other cases, the intensity of mentoring will be higher, at least at the 
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outset, based on the needs of the participant in question. However, and even where 

progress towards recovery has been strong, relapses and subsequent crises are 

possible, so the intensity of the peer mentor input can change based upon current 

circumstances.  

3.56 Across the sites peer mentors described trying to contact their participants on a 

weekly basis, although this varied depending on their individual needs and their 

progress through the programme. Each recognised the balance between participant 

numbers and the ability to support them appropriately, particularly in cases where a 

relapse or set-back could mean that more intense support would be required.  

3.57 To help prioritise and plan peer mentor workloads, the Cyfle Cymru sites had 

developed a Red, Amber and Green coding system, which was used to classify 

individual participants based on the level of support required and the challenges 

faced in terms of condition. Those allocated red status require more in-depth 

support, and frequent contact, while those allocated to green require a lower level of 

support, such as weekly telephone calls. 

3.58 Participants were asked to describe the nature of their relationship with their peer 

mentor, and what they thought of them. Responses were in the majority of cases 

positive, with relationships perceived as being positive and trusting, empowering 

and engendering an environment where both parties could be open with each other. 

The participants interviewed also reported positively that their peer mentors would 

make the effort to keep in touch, would be available if needed, send reminders for 

appointments, while also treating participants as equals, as exemplified in the 

participant quotes below: 

‘[My relationship with my peer mentor] is good.  Really helpful, I can be honest with 

him and I’ve felt comfortable with him. He’s always on time.’ 

 ‘What I like about it was that I would have an upcoming appointment to check 

in and see how things are going, and even during the busy times when there 

perhaps wasn’t always a time for a catch up, there was always a phone call or 

at the very least a text. And at the same time then, when something came up, 

I know I could ring straight away and say this has happened, and know that 

they would say that’s fine, I can fit you in’. 

 ‘They [peer mentors] don’t have a suit or anything like that, they’re just like you, 

and they treat you as an equal’ 
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‘If I was struggling, I know I could ring my peer mentor, and they’d be at the end of 

the phone and they’d organise something for me to do. They’ll even come onto a 

course with you as well, so it’s like nothing is ever too much’. 

3.59 Peer mentors could also help participants suffering a relapse or a setback, both to 

address the immediate issue and help them to re-establish forward momentum – as 

exemplified in the participant quote below: 

‘For me personally, it’s been having someone who I can talk to… and that is 

so important. So, for an instance the first interview I went for and didn’t get hit 

me very hard, and my anxiety had a field day… and then the mentor is 

actually able to sit there and say well come on now, that’s crap. It’s the first 

application form that you’ve filled in in ten years, give yourself a break. And 

with the mentor’s help I was able to apply for a second job, which I got an 

interview for but didn’t get the job. On my own I would have focused on the 

fact I didn’t get it and that would have been all I’d seen… but the mentor being 

there was able to make me focus on the progression… it’s the second 

application form I filled in and I got an interview. And that help got me filling 

out a third form.’ 

3.60 While many participants interviewed were positive about their relationships with 

their peer mentors, a small number of criticisms were raised. These were mainly 

related to peer mentors missing scheduled appointments, although two reported not 

hearing from their peer mentor or the service in over two months: 

‘To be completely honest… I’m not 100 per cent sure [if I’m still signed up to the 

service]. I haven’t spoken to [my peer mentor] now for about three months or so.  

So, whether or not I’m still registered on the service I honestly couldn’t tell you.’  

3.61 Overall, the peer mentor role in supporting participants seemed to be working 

effectively, with relationships being characterised as open and trusting, and with 

many examples of peer mentors being prepared to 'go the extra mile' to support 

their mentees with day to day challenges.  

Service provision 

3.62 As well as supporting their mentees on an on-going basis, peer mentors are central 

to deciding what support participants receive, and at what intensity, from a range of 

potential activities. For some this could comprise involvement in group activities to 
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'get people out of the house' and begin the process of confidence and resilience 

building, while for others there may be a more specific focus on securing work from 

the outset. Peer mentors were acutely aware of the dangers of setting too 

challenging expectations for their mentees and followed the participant’s judgement 

of when they were ready to progress forwards. Options included training (both 

informal/unaccredited and accredited), employment/employability support (working 

with employment specialists in the Cyfle Cymru areas) and volunteering or 

employment placements, with selection being based on peer mentors' judgements 

on what is realistic for participants based on their histories, needs assessments and 

action plans.  

3.63 The participants interviewed described how their peer mentor introduced them to, 

and helped them negotiate, the services available in each area, including 

accompanying participants to courses, events etc if required and providing ongoing 

social and wellbeing support. For example: 

 ‘[The main benefit of my peer mentor to date has been] "setting me on the right 

direction.  Finding out where to look for a job, how to word things and how to go 

about it [job hunting] generally.’ 

 ‘He generally just asked me what I wanted to do.  I was just focused on CSCS 

card.  Whatever I asked for they helped me with.’ 

 ‘They [peer mentors] are not just there job-wise but also in terms of support, which 

is so helpful to have when things aren’t great. Being able to just pick up the phone 

to get that reassurance or whatever you need at any time is brilliant’. 

Having a peer mentor support the participant as they accessed service provision 

increased confidence and motivation in several cases. After being encouraged to 

start an IT course, one participant said: ‘So, I bought myself a laptop and I started to 

practice stuff. I was worried that I was going to fail the courses and whatever, but 

they [peer mentor] just told me not to worry and that they’ll put me on the next one if 

I couldn’t manage this one." 

3.64 Participants are free to engage with as many or as few activities as they want, and it 

is not uncommon for some participants to engage with many activities at the outset 

while others are slower to commit. The overall delivery approach is consequently 

very flexible and delivered at a pace that the participant is comfortable with. As one 

participant accessing the Cyfle Cymru service described: 
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‘Your peer mentor will text you on a Monday to let you know what’s going on during 

the week. And you can contact them any time if you need any help with anything’. 

3.65 Peer mentors commented that participants generally have a realistic view of what 

they are capable of and what they need to achieve their goals, although in some 

cases specific requests are turned down if they are considered inappropriate. 

3.66 The participant and peer mentor interviews highlighted that the peer mentors are 

crucial to helping participants progress through the service and to get closer to the 

labour market, although the scale of the challenges faced by many participants 

meant that their support may not always result in observed outcomes. Similarly, the 

project leads felt that the success of the programme rested on the ability of peer 

mentors to build rapport with participants, by sharing similar life experiences and 

inspiring/encouraging them to access employment support. 

Training courses and qualifications 

While the most recent programme management information (to end January 2019) 

does not report the number of participants starting an education or training 

intervention, some 708 had achieved an accredited qualification and 388 a work- 

related certificate on leaving. 

3.67 While the detail of the specific training 'offer' varied slightly by area, each featured a 

combination of informal, unaccredited courses (often around personal development, 

wellbeing and wider employability topics) and more formal, accredited courses and 

certification. Providers also varied, and included peer mentors themselves, online 

provision, as well as college and third sector providers. 

3.68 In the Cyfle Cymru lots, training and qualifications were options introduced to 

participants if and when they were considered appropriate, to avoid overwhelming 

them at the outset. Available opportunities included First Aid Training delivered by 

St Johns Ambulance; a ten-week IT course; Maths and English provision; as well as 

a range of online provision. The training offered to participants is designed to 

provide accredited provision that can be added to a CV, and is transferable to 

employment, with specific qualifications secured by participants including:  

 Food Hygiene;  

 Safeguarding in a Health and Social Care Certificate;  

 An introduction to Health and Safety Certificate;  
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 An overview of Control of Substances Hazardous to Health (COSHH) 

Certificate;  

 Customer Service; and  

 Manual Handling in the Workplace.  

3.69 Overall, feedback on the training provision from the participants interviewed was 

positive, with participants enjoying the additional learning opportunities. Many of the 

participants often progressed onto other courses once they had completed their first 

accredited course and were slowly building up their confidence. As one participant 

described:  

‘I am doing my food hygiene course and I am waiting to do a health and safety 

course with them – they sort of gave me the confidence to apply for jobs. And they 

helped me a lot with my CV’ and a second participant noted ‘I’ve just completed an 

NVQ L2 in building maintenance – partly through here and partly Kaleidoscope. So, 

I’ve actually got a proper qualification, I wouldn’t have had that if I hadn’t used these 

services’. 

3.70 In the Platfform areas, the most commonly accessed accredited courses were First 

Aid, Food Hygiene and Health and Safety, which could be delivered through 

different modes – either face to face at the project sites, on the provider's own 

premises, or online. Other unaccredited courses include: Confidence Training, 

Stress & Anxiety Management, Exploring Your Options, Drug Awareness, 

Budgeting, and Motivation Training. These training sessions were written by a 

previous staff member and may be delivered on a more informal and supportive 

basis. Participants who are the closest to work mainly request support for their 

CSCS card application (for which the service provides unaccredited preparation and 

training).  

3.71 The type and length of courses that the Platfform participants can access varies 

according to the participants’ own motivation and needs – for example one 16-24 

participant had been referred to a 12-week course with The Prince’s Trust (as part 

of the Fairbridge Programme), whilst another participant (aged over 25) had 

undertaken a one-day training refresher course to renew his general forklift license.  

3.72 One issue identified across all the case study areas is the influence of participants' 

continued chaotic lifestyles, with some providers showing more tolerance to non-
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attendance and low-level behavioural issues than others. For example, some 

providers do not ask for advance payments for course attendance, which is helpful 

as drop-out levels can be high, whereas where advance payment is required the 

project can lose out if participants fail to attend. 

3.73 Many of the participants interviewed had progressed onto other courses having 

completed their first accredited course and were slowly building up their confidence.  

3.74 One participant had previously been employed and therefore already had the 

qualifications she needed to gain employment. However, she welcomed the 

opportunity to redo some training to regain her confidence: ‘For me it [the course] I 

found most useful was the refreshers course. Everything I was doing here was what 

I would’ve been doing in my job and training before anyway. So, I’m just refreshing 

on everything, quite nice to go in there with a bit of knowledge already and figure 

out what I missed’. 

Employability/employment support and work/voluntary placements 

3.75 In the Platfform lots employability support is provided by the peer mentors. Until 

recently in Cwm Taf participants aged over 25 received employability support 

mainly through a single peer mentor who combined this with their mentor caseload, 

although from January 2019 they had moved into an employment-focused post for 

the Cardiff and Vale service.  

3.76 Employability support delivered by Platfform is tailored to participant need, and 

includes: preparing CVs and cover letters, job searching and help with writing job 

applications, as well as interview preparation and mock interviews when requested. 

For those aged 25 and above in Cwm Taf, the former dedicated peer mentor role 

was primarily organising for participants to attend training courses, engaging with 

employers, and supporting participants in their preparation for the CSCS 

qualification.  

3.77 In the Cyfle Cymru areas employability and employment support is provided by 

employment specialists (as detailed in Chapter 2), who will engage with participants 

once they are considered sufficiently confident and able to start to look for work. 

Having been introduced to the employment specialist by their peer mentor, 

participants will work with the employment specialist to develop their CVs, 

undertake job searches, and prepare for interviews. This may also be the point at 

which any specific work-related training needs are identified and appropriate 
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provision accessed. Throughout participants' engagement with the employment 

specialists their peer mentors will maintain contact to provide emotional and 

wellbeing support as required. 

3.78 The availability of specialist employment support was valued by both peer mentors 

and participants across the Cyfle Cymru case study areas, particularly as it meant 

participants often received a range of employment support:  

‘I knew they offered a lot of different things – it’s what I want at the moment, I like 

the weekly meetings, job search now and again, in the new year I will be doing a lot 

more with them as I think the courses are brilliant to get a few certificates on the CV 

– I am going to go along to get me a job". 

3.79 Work experience and voluntary placements can provide participants with beneficial 

exposure to the world of work, including establishing a daily routine as well as 

providing valuable experiences to include on their CVs. However, while the service 

MI does not capture the number of work experience and volunteer placement starts, 

the latest data shows that just 30 participants had completed a work placement, 

while 288 had completed a volunteer placement.  

3.80 The interviews with peer mentors and staff across the five case study areas 

identified that finding and arranging work experience placements for participants 

had been and remained challenging. Issues cited included: difficulties finding 

organisations prepared to consider the target group and with suitable roles 

available, an overall lack of both part-time and full-time work opportunities 

(experienced to different extents between areas, but a factor for all), and particularly 

limited opportunities for those with few qualifications or previous work experience.  

3.81 In some areas peer mentors working with over 25 year olds in particular felt that 

they needed to spend more time training and upskilling participants while they are 

on the service, to give them the best chance of finding a job locally, or to increase 

their confidence to travel for a job. These difficulties were shared between areas 

with, and without, employment specialists in place. 

3.82 While more opportunities for volunteering placements were reported, with the 

numbers participating exceeding those involved in work placements, these tended 

to be short-term (e.g. a few days) rather than longer-term and more structured 

placements. However, in some cases the service has been successful in finding 

opportunities that match participant's specific interests. For example, one 16-24 
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participant in Cardiff reported expressing an interest in gaming and was found a 

volunteer placement with a local gaming company to work on a specific event. In 

another example, a participant aged over 25 who enjoys being outside was able to 

volunteer clearing up a forest with Actif Woods Wales, a woodland-based health 

and wellbeing social forestry project. 

3.83 Several of the participants interviewed had been involved in a voluntary placement, 

with the majority considering that their placements had kept them occupied, given 

them a sense of purpose, and in some cases extended their sense of self-worth. 

For example: 

"I feel like I’m giving a little bit back. For example, when we’ve been to help old 

people and stuff, it really feels like I’m giving a bit back to the community which I 

really enjoy. Self-rewarding, when I come here, I call it my medicine. I feel good 

when I’m here’.  

"We clear out some trees and branches, and fences and that. Moving furniture, 

delivering and cleaning up furniture. I enjoyed it, I enjoy manual work, it gets you fit 

and it’s good for you’. 

3.84 The participant case study below emphasised how a voluntary placement had 

contributed to a participant finding work and attending a college course. 
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Participant Case Study (Cyfle Cymru) 

Francis* described first hearing about the service from Barod, after a history of substance 

misuse issues. She described how she had joined the project:  

‘My family worker set up a meeting in Barod, and that’s when I found about them, 

and what I could do, and what they offer – because I wanted to do some 

volunteering. My worker said well try these people because I suffer with anxiety, 

and I am just on the other side of my recovery – I’ve been into my recovery a long 

time, but I am just integrating back into work and normal life with normal people, so 

she pointed me in their direction, and we had a meeting, and we went from there’. 

Francis* explained that she was looking to do some volunteering to ease her back into 

work:  

‘… it was more about the volunteering; I wasn’t looking for work. So, I did 

volunteering within the organisation, and they do trips once a week, they go to the 

Gower, do some weeding, and things like that – so I was getting involved with 

that… I found it really helpful, to be with people in my situation. A lot of time I find, 

you are either on the drugs and in that environment or you are with company when 

you are out the other side and you never look back – so it was sort of being 

involved with people going through the process of recovery …. and it helped my 

confidence to be with these people’.  

Francis* has not previously had support similar to that received in Cyfle Cymru, stating: ‘In 

terms of volunteering and encouragement to find a job, I’ve never really had any support 

like that in the past’.   

Francis's* satisfaction with the service was high - ‘I would give them a 9, just because 10 

is like, nobody gets a 10 – there is always room for improvement’.  

When asked what improvements she would make, Francis* replied ‘I don’t know – they 

were fab, they have loads of things going on there, they have access to the computers – I 

don’t know [how it can be improved]’.  

She felt that her involvement in the project had helped her with her recovery and to move 

forward, with the support of her peer mentor giving her the confidence to attend college 

and find work.   

For Francis* the most helpful elements of the service were ‘...probably the volunteering 

and being around people helped me with my confidence, the help with my CV was a 

massive help – it got me my job, I wouldn’t say there was one thing, it’s all really good’. 
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Effectiveness of service provision 

3.85 The effectiveness of the employment and employability support will be explored 

with participants who have exited the service in the second fieldwork round, to 

determine both the perceived impact on them and the mechanism by which this was 

achieved. However, in the context of its contribution to individual outcomes and 

perceived impacts, the first round of fieldwork allowed an initial assessment to be 

made. The low number experiencing a work placement, given the potential 

importance of such placements for the target group, is a concern. Our interim 

recommendations reflect this point and suggest how employer engagement with the 

programme can be enhanced.  

3.86 In terms of the training provision, while the numbers achieving qualifications are 

known the numbers of participants who start accredited training is not – which 

means that effectiveness cannot be assessed at this point. However accredited 

training represents only a part of the overall range of provision available across the 

lot, with the (unaccredited) personal development training providing the basis for 

additional help to progress participants forward. 

3.87 The majority of the current participants interviewed responded positively when 

asked about their experiences of the services received, and in several instances 

compared them favourably to previous experience of mainstream employability and 

employment support. Key factors were the support offered by their peer mentor and 

the flexible delivery of the programme - for example: 

 ‘I just felt like I’d go [to Careers Wales] and they’d never really help me, I felt like I 

was applying for jobs wrong, they were expecting you to do it off your own back, so 

they didn’t really help me… With [my peer mentor from the OoWS] we went through 

everything to make sure I understood.’ 

Additional support 

3.88 In addition to the activities listed above, additional support was available from the 

projects. This included a budget to pay for clothing and equipment required for 

work, as well as other items to help participants get back on their feet, such as 

helping pay for debt relief orders and paying to attend a family activity day. It was 

clear from both the peer mentor and participant interviews that what might be small 

financial payments, alongside the flexibility to offer further direct support, were 

important in retaining participants and helping them move forward. 
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Exit from the OoWS 

3.89 Participants can leave the service on a planned or an unplanned basis, with the 

shares exiting by either route varying considerably between the case study sites. In 

both planned and unplanned cases, peer mentors are expected to fill in P4-1 Exit 

form to close a participant record. This records information to reflect the results 

made by the participant against their initial assessment and is an opportunity to 

reflect on progress or issues. It also helps to provide evidence for ESF claims. 

3.90 The procedures around participant exits also varied between the sites, and in some 

cases the peer mentors and other staff interviewed described how exit procedures 

had been revised in recent months. 

3.91 On the basis of the latest MI, 29 per cent were recorded in the programme MI as 

leaving on a planned basis and 39 per cent as early leavers/unplanned exits. At the 

lot level considerable variations emerged in the shares leaving on a planned or 

unplanned basis, which are likely to be as much to do with how exits, planned or 

unplanned, have been recorded by the projects previously.  

Planned exits 

3.92 Across the case study lots the share of participants exiting the projects on a 

planned basis was reported as ranging from 15 per cent in Dyfed to 35 per cent in 

Gwent. However, project staff emphasised that no one would be ‘forced’ to leave 

their project unless there was a serious breach of conduct or behaviour.    

3.93 In each area peer mentors make the decision on when participants are ready to 

leave, based on the achievement of their education or employment outcomes and 

following a discussion with the participant. For participants progressing to 

employment, each area also offered a 'soft landing' approach where peer mentors 

keep in touch with participants for up to six months post-exit, commonly checking in 

on them at least twice and assessing how frequently to make contact on a case-by-

case basis.  

3.94 Planned exits all take place following discussion/mutual agreement between the 

peer mentor and participant. Project staff emphasised that they wait until the 

participant is sufficiently empowered to progress by themselves, including being 

completely settled in their new situation before closing their case file. This means 
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that participant files are only closed after careful discussion, and agreement they 

have received all the support they want and need.  

3.95 The average duration of participation for those leaving on a planned basis was 

reported as varying considerably – commonly an average of six to seven months 

although this could be for as long as over two years. The commonly held view 

across all sites was that time limits for participation should not be set, as 

participants start from very different points and may require different frequencies of 

contact as they progress through the programme. 

3.96 Planned exit routes also varied, from progression to employment and training for 

some, while for others involvement could end with a referral to another programme 

or provider based on their continued needs. In other cases, participants recognised 

that they had achieved all they could with the OoWS and left without a set 

destination but with the intention of consolidating the benefits of their involvement in 

the future. Peer mentors reported that it was not uncommon for former participants 

to 'drop in' for an informal chat, commonly when they had found work or achieved 

another outcome of which they were particularly proud. 

Unplanned exits 

3.97 In some areas exits on an unplanned basis represented the exit route for most 

participants. Unplanned exits to date have ranged from 58 per cent of all 

participants registered with North Wales to 7 per cent in Cardiff and Vale. Again, 

this variation may be influenced by the different practices for closing files across the 

lots, with a view emerging that unplanned exits were more common than the data 

suggested. Amongst the peer mentors and other staff interviewed, there was a 

feeling that early and unplanned exits are inevitable given the nature of the target 

group and the multiple and complex challenges they face. 

3.98 Unplanned exits most commonly occurred when participants disengaged from the 

service, either by withdrawal or for more specific reasons such as incarceration, 

leaving the area, mental health or substance misuse relapses, or, commonly after 

just one or two contacts, having concluded that the service is not for them.  

3.99 Views differed on the participant groups most likely to exit on an unplanned basis. 

For some, unplanned exits tended to be most common amongst participants with a 

history of alcohol or drug misuse, as relapses are not uncommon even for those in a 

seemingly stable stage of recovery. This can be compounded with participants often 
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being in and out of the criminal justice system. Others felt that peer pressure, 

particularly amongst the 16-24 group, could also be a cause, alongside the 

recognition that they were not yet ready to commit to the project or that their lives 

remained too chaotic to allow them to do so. One project lead reported that 

participation could have a seasonal dimension – with a tendency for participation to 

decrease during the summer months – and that failing to attend their first 

appointment was a strong predictor of whether they will continue to engage with the 

service or if they will engage more sporadically.  

3.100 When disengagement from the projects was suspected, the sites described similar 

approaches to re-establishing contact with participants and closing their file if this 

was unsuccessful. In both Platfform lots, peer mentors attempt to contact 

participants three times (through telephone calls and finally a letter), and if no 

response decide whether the participant file should be closed or left open (but 

inactive) if the participant returns to the service. In all contacts the peer mentors 

emphasise the opportunity to rejoin the service, and if they do so a new needs 

assessment may be completed depending on their reason for leaving and the time 

since they left. 

3.101 In the Cyfle Cymru areas procedures were also in place to manage unplanned 

exits, which in at least one area had recently been reviewed to reduce the amount 

of time that peer mentors were spending trying to contact infrequent or lapsed 

attenders, at the expense of their other responsibilities. In each case, the process 

followed allowed participants exiting on an unplanned basis to return to their project 

without completing the recruitment process again, with the overwhelming ethos 

being to not turn anyone away. 

3.102 Across the three case study lots in Cyfle Cymru (North Wales, Dyfed and Western 

Bay) participant case files could be either open, suspended or closed. Files are 

suspended when participants either temporarily seek support elsewhere, are not 

ready to engage with the service, are difficult to engage and do not respond to 

communication. If a participant disengages, multiple attempts will be made to 

contact them, ending in a letter notifying them that their case will be closed unless 

they respond within seven days.  
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3.103 In Western Bay interviewees described how they had recently developed a 

procedure to manage those no longer engaging with the service. To rationalise the 

time spent by peer mentors trying to contact them, the project instigated a ‘three 

strikes and out’ procedure for closing files: 

 A participant will be contacted by phone and left a voice message/sent a text 

message; 

 A participant will be contacted by phone again and left a voice message/sent 

a text message; and 

 A participant will be sent a letter to respond to within seven days.  

3.104 If the peer mentors do not hear from the participants at any of these points, the case 

file will be closed. When participants disengage shortly after joining their files are 

suspended, and regular attempts made to contact them for six months, after which 

their file will be closed. 

Effectiveness of exit planning 

3.105 The effectiveness of exit planning from the participant perspective will be explored 

in the second round of case study fieldwork, where interviews with participants will 

focus on those exiting/who have exited the service. This will include exploring the 

'soft landing' model, from the participant and peer mentor perspectives, and its 

contribution to sustaining employment outcomes achieved. 
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4. Performance to date – participation and outcomes achieved 

4.1 This chapter reviews the performance of the OoWS across Wales up to the end of 

Quarter 10 of the programme (January 2019). For the purposes of this Interim 

Report, the focus has been to assess progress against participation targets 

(considering both numbers and characteristics) and key ESF outcomes. A 

comprehensive assessment of the full set of outcomes, successes and perceived 

impact of the service will be provided in the final evaluation report. 

4.2 The participant targets have recently been reprofiled to reflect slower than expected 

recruitment at the outset of the programme and the initial challenges experienced. 

In consultation with the two providers, Welsh Government have agreed reprofiled 

quarterly participation targets with the aim of ensuring the final programme targets, 

which have not been amended, can be achieved. 

4.3 The chapter primarily draws on programme MI collected by Welsh Government and 

routinely submitted to the Welsh European Funding Office (WEFO) to monitor 

progress and performance against key targets for the OoWS overall, and for each of 

the seven lots.  

4.4 In addition, this chapter also reviews outcome data captured in P4-1 Exit forms, 

which provide information on personal outcomes (including those relating to health 

and wellbeing, improved confidence, etc). Whilst this is available in full for the five 

Cyfle Cymru lots, Cwm Taf and Cardiff and Vale have previously not stored the full 

set of data from Exit forms electronically. Therefore, as agreed at the inception and 

scoping stage, a random sample of records (100 each for the two lots) have been 

copied into an electronic format by Welsh Government to enable some assessment 

and comparison. 

4.5 Finally, this chapter also draws on interviews with project leads, peer mentors, 

delivery partners and participants across all seven lots. 

Participation 

4.6 By the end of January 2019, 8,391 individuals had registered with the OoWS across 

Wales7. The number of individuals registering across the programme period 

increased steadily in the first 18 months of the programme, as illustrated in Figure 

                                            
7 15 participants were removed from the analysis due to having February 2019 start dates. This error is likely to have 
occurred as the MI data is submitted to Welsh Government in the first week of February. 
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4.1 below. Nearly all the sites explained that much of the first year of the 

programme was spent trying to embed various processes and structures to increase 

participant recruitment and the visibility of the Service. This included investing time 

in brokering relationships with referral agencies like Jobcentre Plus and improving 

marketing. 

4.7 Over the last year, the number of participants registering stayed fairly constant (in 

Powys and Cardiff and Vale) or decreased at varying levels (North Wales, Western 

Bay, Dyfed and Gwent). Only two sites (Dyfed, Cwm Taf) saw a slight increase in 

participants in the last quarter (Quarter 10), although still experienced decline in 

participation in the preceding quarters. 

Figure 4.1 – Number of participants registering to the OoWS over time 

 
Source: Out of Work Service programme MI for Q1-10 

4.8 Comparing participation to date against final and profiled programme targets for 

each lot, as summarised in Table 4.1 below, North Wales is the only lot to have 

exceeded their re-profiled target (recruiting 44 more participants than expected) for 

the period to the end of Quarter 10. Of the remaining lots Cwm Taf, Gwent, Powys 

and Western Bay have achieved 90 per cent or more of their profiled target for the 

same period. Dyfed and Cardiff and Vale have the highest shortfall of participants 
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against their profiled targets to date (both achieving 88 per cent of the re-profiled 

target, with shortfalls of 99 and 115 participants respectively).  

4.9 Table 4.1 also provides an overview of progress towards full programme 

participation targets. This shows a greater variation between lots in terms of 

progress towards their overall programme targets, with North Wales achieving 70 

per cent of their target of 4,318 to date, compared to Cardiff and Vale (40 per cent 

of their overall target of 2,154 participants).  

Table 4.1 – Overview of progress against ESF participation targets 

Lot 
Participation 
to date 

End of 
Quarter 10 
target 

% of end of 
Quarter 10 
target 

Overall 
programme 
targets 

% of overall 
programme 
targets 

North Wales 3,038 2,994 101% 4,318 70% 

Gwent 979 992 99% 1,583 62% 

Dyfed 730 829 88% 1,258 58% 

Western Bay 1,708 1,793 95% 2,813 61% 

Cwm Taf 785 796 99% 1,526 51% 

Powys 300 320 94% 480 63% 

Cardiff and Vale 851 966 88% 2,154 40% 

Source: Out of Work Service programme MI for Q1-10 

4.10 Table 4.2 below provides a further breakdown of progress towards full programme 

participation targets by ESF area and lot. This shows that in both East Wales and 

West Wales and the Valleys ESF areas, participation is closest to the overall 

programme target for those aged 25 and over (who are economically inactive or 

long-term unemployed).  

4.11 Though participation among 16-24 NEETs is lower in both ESF areas, there is a 

larger difference between the two operations in West Wales and Valleys compared 

to East Wales. This may suggest that the focus to date has been on recruiting to the 

over 25 operations given the higher targets overall, though it may also indicate 

challenges of identifying and recruiting suitable participants aged 16-24 to the 

service.  Some project leads are employing new strategies to improve performance 

against the 16-24 targets, such as recruiting an additional 16-24 peer mentor in 

Cwm Taf and reallocating existing resource in Gwent. 
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Table 4.2 – Progress against participation targets according to funding allocations 

Programme Lot 
Participation 
to date 

End of 
Quarter 
10 target 

% of end 
of Quarter 
10 target 

Overall 
target 

% of 
overall 
target 

East Wales 
16-24 

North Wales 252 202 125% 310 81% 

Gwent 80 106 75% 191 43% 

Powys 66 72 92% 117 58% 

Cardiff and Vale 179 198 90% 526 34% 

Total 577 578 100% 1,144 51% 

East Wales 
25 and over 

North Wales 704 686 103% 960 73% 

Gwent 466 392 119% 590 79% 

Powys 234 248 94% 363 65% 

Cardiff and Vale 672 768 88% 1,628 41% 

Total 2,076 2,094 99% 3,541 59% 

West Wales & 
the Valleys 
16-24 

North Wales 426 447 95% 703 61% 

Gwent 71 101 70% 185 38% 

Dyfed 166 182 91% 290 57% 

Western Bay 250 364 69% 649 39% 

Cwm Taf 155 159 97% 352 44% 

Total 1,068 1,253 85% 2,179 49% 

West Wales & 
the Valleys 
25 and over 

North Wales 1,656 1,659 100% 2,345 71% 

Gwent 362 393 92% 617 59% 

Dyfed 565 647 87% 968 58% 

Western Bay 1,458 1,429 103% 2,164 68% 

Cwm Taf 630 637 99% 1,174 54% 

Total 4,670 4,765 98% 7,268 64% 

Source: Out of Work Service programme MI for Q1-10 

Participant characteristics 

4.12 Out of the individuals recruited to the programme up to the end of January 2019, 80 

per cent (6746 participants) were aged 25 and over (either economically inactive or 

long-term unemployed) and 20 per cent (1645 participants) were aged 16-24 (and 
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not in education, employment or training). However, there are higher participation 

targets for those aged 25 and over in all lots, as described above, there has been 

more progress made with recruiting participants aged over 25 against programme 

targets compared to those aged 16-24. 

4.13 Two-fifths (40 per cent, 3401) of all participants recruited to the OoWS to date were 

reported as having both substance misuse and mental health issues, whilst slightly 

more (45 per cent, 3817) reported to only have mental health issues. Just 14 per 

cent (1173) of all participants reported that they had a substance misuse issue only. 

Slightly higher numbers of participants recruited to the service in Dyfed and Cardiff 

and Vale were recorded to have a substance misuse issue only (21 per cent in both 

areas), though in the latter case there were less participants recorded as having a 

dual diagnosis overall (26 per cent only).  

4.14 As shown in Figure 4.2, the number of participants recorded as only having a 

substance misuse issue has been consistently low since the programme started, 

whilst the participation of those with mental health conditions only and with dual 

diagnosis considerably increased, particularly after the first year of the programme. 

Figure 4.2 – Overview of participant recruitment by condition 

 

Source: Out of Work Service programme MI for Q1-10 

4.15 In terms of participant by gender, around two-third of all participants have been 

male (66 per cent, 5,539 participants) and the remainder have been female (34 per 
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cent, 2,852). This aligns to the target of two to one male to females based upon the 

distribution of substance misusers in receipt of treatment for substance misuse.  

4.16 Other participant characteristics recorded for the programme further illustrates the 

diverse mix of participants. 

• Ethnicity - 3 per cent (247) participants were from a Black or Minority Ethnic 

background (of which around half (117 participants) were based in Cardiff and 

Vale), which is representative of the demographic of Wales8. 

• Qualifications - around a third of participants did not have any pre-existing 

qualifications (37 per cent, 3,146). Of those with pre-existing qualifications, 19 

per cent (1,563 participants) had a qualification below Credit and Qualification 

Framework (CQFW) Level 1; 37 per cent (3,067) had a pre-existing 

qualification equating to CQFW Levels 1-3; and around 7 per cent (615 

participants) had a pre-existing qualification equating to CQFW Levels 5-7. 

• Household status - over a third of participants (37 per cent, 3,146) were from a 

single adult household, two-thirds (67 per cent, 5,627) from a jobless 

household, and six per cent (476 participants) were recorded as being 

homeless or affected by housing exclusion. 

• Children and care responsibilities - around 13 per cent (1,102 participants) had 

dependent children and 14 per cent (1,154 participants) had care or childcare 

responsibilities (i.e. were a primary carer). 

• Other limiting health conditions and disabilities - 16 per cent (1,347 

participants) had a work limiting health condition and six per cent (505 

participants) had a disability. 

Duration of support and exit from the service 

4.17 At the end of January 2019, 29 per cent of all participants (2,413) were recorded as 

having a planned exit from the programme, and 39 per cent (3,299 participants) 

were defined as leaving early. Of those that left early, nine participants had no 

completion date.  

4.18 Table 4.3 shows that to date over half of all participants in North Wales have left the 

service early, and close to half have left early in Powys. The number of early 

                                            
8 According to 2011 census data, 95.6% of the population in Wales is White. 



 

62 

leavers appears to be considerably lower in the two Platfform lots, but there appear 

to be a larger number of ‘live’ participants. Dyfed has the lowest percentage of 

planned exits; only 15 per cent of all participants who had exited the programmed 

as of the end of January 2019 had a planned exit. 

4.19 The duration of the support for participants can vary from participant to participant 

and is handled flexibly in most cases. Based on the recorded start and end dates, 

the average duration of support appears to be six to seven months9. This appears to 

be broadly consistent across all lots, apart from in Powys where the average 

duration of support appears to be much higher (as noted below in Table 4.3).  

Table 4.3 – Length of participation and duration of support10 

Lot 

Current, former and total participants Average duration of Support 

Planned 
exits 

Early 
exits 

Live 
participants 

Total Mean  Median Range 

North Wales 28% 58% 14% 3,038 
216 days 
7 months 

173 days 
6 months 

0-29 
months 

Gwent 35% 37% 27% 979 
214 days 
7 months 

181 days 
6 months 

0-26 
months 

Dyfed 15% 39% 46% 730 
228 days 
8 months 

197 days 
7 months 

0-26 
months 

Western Bay 32% 35% 33% 1708 
219 days 
7 months 

185 days 
6 months 

0-26 
months 

Cwm Taf 30% 13% 57% 785 
192 days 
6 months 

148 days 
5 months 

0-23 
months 

Powys 26% 43% 31% 300 
315 days 

10 months 
280 days 
9 months 

0-26 
months 

Cardiff and Vale 29% 7% 63% 851 
179 days 
6 months 

161 days 
5 months 

0-18 
months 

Total 29% 39% 32% 8,391 
217 days 
7 months 

179 days 
6 months 

0-29 
months 

Source: Out of Work Service programme MI for Q1-10. 

4.20 There was no change in duration based on whether a participant was an early 

leaver or not – this aligns to the finding that historically peer mentors would invest 

considerable time chasing participants and would not ‘close’ files even if a 

participant was not actively pursuing support. As several lots have now 

                                            
9 The median duration of support appears to be 179 days (around six months) and the mean duration of support appears 
to be 217 days (around seven months). 
10 22 completion dates were inaccurately recorded as being prior to the start dates and were therefore omitted from the 
analysis of duration of support presented in this chapter.   
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implemented stricter procedures to close files, it will be interesting to see whether 

this changes in the final stage of evaluation. 

Headline achievements and outcomes 

4.21 Outcomes are formally recorded for participants leaving the programme using 

several measures relating to employment, qualifications and certifications and 

education and training destinations. Table 4.4 provides an overview of outcomes 

achieved by participants to date for each lot, and Table 4.5 shows how much 

progress has been made (for the service as a whole) against the ESF targets set for 

these outcomes to the end of Quarter 1011.  

4.22 Overall, the service has made considerable progress against two key outcome 

measures (job searching upon leaving and qualification or work relevant certification 

gain upon leaving). For all other outcomes, and particularly those related to 

employment, the programme has made less progress than expected. Importantly, 

not all achieved outcomes may have yet been reported by providers, as outcomes 

can only be claimed when the participant leaves the programme (as opposed to 

when an outcome is actually achieved). 

Table 4.4 – Number of participants achieving ESF outcomes by lot 

 North 
Wales 

Gwent Dyfed 
Western 
Bay 

Cwm 
Taf 

Powys 
Cardiff 
& Vale 

Total 

Job searching upon leaving 190 127 25 172 44 40 57 655 

Entered employment, including 
self-employment, upon leaving 

175 113 24 65 73 19 60 529 

In employment, including self-
employment, six months after 
leaving 

26 34 10 44 22 4 11 151 

Qualification/work relevant 
certification gained upon leaving 

453 131 43 129 178 26 136 1,096 

Entering education or training 
upon leaving (16-24s only) 

32 9 7 62 11 2 2 125 

Completing a work experience 
placement or volunteering 
opportunity 

126 34 6 27 59 10 56 318 

Source: Out of Work Service programme MI for Q1-10 

  

                                            
11 As the MI data was submitted to Welsh Government in the first week of February 2019, 23 participants have completion 
dates after Q10 (and from these participants four achieved one or more outcomes which have not been omitted from the 
analysis). 
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Table 4.5 – Progress made against the ESF outcomes to date 

  
Number of 
outcomes 
recorded 

Programme 
target 

% of 
programme 
target 
achieved 

End of 
Quarter 10 
target 

% of end of 
Quarter 10 
target 
achieved 

Job searching upon 
leaving 

655 1,049 62% 397 165% 

Entered employment, 
including self-employment, 
upon leaving 

529 2122 25% 779 68% 

In employment, including 
self-employment, six 
months after leaving 

151 1,412 11% 313 48% 

Qualification or work 
relevant certification 
gained upon leaving 

1,096 2,430 45% 972 113% 

Entering education or 
training upon leaving (16-
24s only) 

125 332 38% 131 95% 

Completing a work 
experience placement or 
volunteering opportunity 

318 2,474 13% 876 36% 

Source: Out of Work Service programme MI for Q1-10 

4.23 Importantly, it is not possible to record more than one outcome for the same 

category. For example, it is only possible to record one qualification outcome even if 

a participant has completed more than one accredited course. As one project lead 

noted: ‘The outcomes often don’t relate at all to the journey people have had. It may 

look like someone has had a lot more support when they have actually been a lot 

less engaged, and similarly, it underplays how much support some participants 

have had’. 

4.24 From the information available, as well as from interviews with project staff and peer 

mentors, the amount and duration of support that a participant will receive will 

depend on what stage of recovery they have reached. In this sense, the service is 

tailored to every individual, and participants can stay with the service as long as 

they need or want to. This will therefore influence the extent to which peer mentors 

are able to record outcomes for participants – the fewer participants officially leaving 

the service, the fewer ‘upon exit’ outcomes (such as entering in employment or 

entering in education) can be recorded.  
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Entering paid employment upon leaving 

4.25 This outcome is relevant to participants who engage in a paid employment 

opportunity up to four weeks after their exit date. 

4.26 To date, just nine per cent of all participants have entered employment within 28 

days of leaving programme (529 out of the 5712 participants who have left the 

service) against the WEFO target of 15 per cent, and only three per cent of all 

participants leaving the programme (151 of 5712 participants) appear to still be in 

employment after six months12. The low numbers of participants still in employment 

after six months suggests that the service may need to readjust the ‘soft landing’ 

support offer provided to participants who are in work up to three months after they 

leave the service. However, it was also recognised that there have been difficulties 

across all lots in keeping touch with participants when they leave the service, which 

may mean that the number of participants in employment after six months is higher 

than stated. This is something that will be examined further in the next round of 

qualitative fieldwork to assess whether or not this is the case. The sustainability of 

employment outcomes achieved by participants leaving the service will be explored 

further in the next phase of this evaluation. 

4.27 Overall, the Platfform lots currently have the highest proportion of participants 

entering employment after leaving the service (21 per cent of the 342 participants in 

Cwm Taf, and 19 per cent of 312 participants in Cardiff and Vale). However, as both 

lots (and particularly Cardiff and Vale) are behind their overall programme targets 

for participant recruitment, a continued focus on employment is required to meet the 

absolute targets set at the start of the programme. 

4.28 In Cyfle Cymru, Gwent has the highest proportion of participants entering 

employment after leaving the service (16 per cent of the 710 participants who have 

exited the Gwent service to date) as well as the highest number of participants in 

employment six months after leaving the programme (34 participants). However, the 

Gwent project lead reflected that much of the progress has been made in East 

Gwent, as they have exceeded expectations for participant recruitment for the over 

25 provision and have more work-ready clients in Newport and Monmouthshire. In 

this case, East Gwent is currently on track to achieve the ESF target for 

                                            
12 This includes both planned and unplanned exits. Out of those leaving on a planned basis, 22 per cent have been 
employed upon leaving and 6 per cent are still in employment after six months. 
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employment (15 per cent or 80 out of the 546 participants registered with East 

Gwent have entered employment), whilst only eight per cent (33 out of the 433 

participants) have achieved the same in West Gwent. One explanatory factor is the 

high staff turnover in West Gwent, which has disrupted the progress made by 

participants. 

4.29 Currently, little information is available about the destination of those who have 

been employed upon leaving the service. It is likely that some participants may 

already have an idea of the type of job they want when they leave the service or 

have previous qualifications/experience that make them suitable for a certain job. 

For example, according to interviews with the Platfform project leads, many of their 

participants know they want to obtain a CSCS card whilst they are engaged with the 

service which in turn can help them to obtain a job in construction. 

4.30 One employment option for participants is to join the OoWS in a voluntary or paid 

role. Three participants interviewed in different lots said that they had either joined 

or were joining the service in a paid role (as a peer mentor, assistant peer mentor 

and even a project assistant in one case). Several other participants highlighted that 

they would consider being a peer mentor if the opportunity arose: 

"I have been through a lot myself, and that’s something I would like to do, like a 

peer mentor, or some sort of support worker’.  

[Being a peer mentor] ‘is something I have thought about – it does look great to help 

people out of the hole they are in and more power to them – I would like a job like 

that’. 

‘I want to be a fully qualified proper peer mentor. Absolutely’. 

4.31 The idea of becoming a peer mentor themselves or to support the delivery of the 

OoWS in the future was felt to be an appealing prospect for them, as it would 

enable participants to gain work experience and continue their personal growth, 

whilst also mainlining contact with the service itself. 

‘These people know about my mood swings and stuff, and I don’t want to go to work 

for someone who doesn’t know me as a person. That’s why I don’t want to leave 

this place because it’s like having a little family here’. 
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4.32 However, one concern expressed by the manager of an APB was that the ‘default’ 

option for employment would be the voluntary sector, because they would be most 

likely to employ the participant group. It was felt that as an employment project, the 

OoWS needed to be promoting routes into ‘mainstream life’, which required 

engagement with employers. 

4.33 The Head of Service for Platfform recognised that a weakness of the service in 

Cwm Taf and Cardiff and Vale is that links with employers are made on an ad-hoc 

basis and often something peer mentors are left to do on top of their usual support 

role as there are no employment specialists working for the service. One peer 

mentor working for the Platfform highlighted that they had invested a lot of time into 

finding opportunities. 

‘I sometimes physically go to local pubs and shops etc. and say… I work with 

young people who’d like to get experience. Would you be willing to take 

someone on? I’ve sent letters as well, asking [employers] to contact me if they 

can provide an opportunity. I’ve sent emails and I’ve made phone calls. I also 

have done google searches to do some research to see what opportunities 

there are in the local area and then contact them in different ways. A lot of 

them don’t get back to me which is quite frustrating’. 

4.34 A representative of an APB in Wales also recognised that engagement with local 

businesses and large employers would be a challenge, particularly given that the 

service may have to do this on a case-to-case basis. The same representative later 

reflected that there was a currently unexplored opportunity here for the APBs across 

Wales to help strategically influence engagement with employers and support the 

OoWS to deliver on their employment outcomes. 

4.35 The Cyfle Cymru operation appears to have been more successful at finding work 

opportunities for participants, which is likely linked to the recruitment of employment 

specialists who are able to invest more time/resource in engaging employers. For 

example, a major supermarket retailer recently notified the North Wales service that 

there were twelve available jobs and they would consider current participants for 

these jobs. However, in this case, the North Wales service struggled to find suitable 

participants to put forward. This raised concerns that this may hinder other 

employers hiring potential candidates from the service in the future. 
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4.36 One interviewee from Western Bay highlighted that peer mentors must try work out 

the extent to which employment is a feasible outcome for those they are signing up, 

and to ensure a structured action planning process, which will facilitate their 

engagement with the labour market and not hinder it. 

‘The majority of those we work with aren’t ready to go to work, and we have to be 

mindful of who we put into work – whether they are ready, whether they will cope… 

whether they will relapse, and we have to think about the reputation of the project.’ 

4.37 Given the challenges described, most interviewees indicated that the 15 per cent 

target for employment was quite high (or even unrealistic) for the target group. 

Appropriateness of targets within the service will be examined in the next stage of 

the evaluation. One interviewee noted that any failure to meet this target needed to 

be taken in context – for example, in some areas of Wales there are a lack of 

(suitable) jobs for the participant group. Several participants also highlighted that 

the service was helping them to improve their employability prospects, even if they 

did not obtain paid employment straight after they left the service. Many recognised 

that they still had health or other external barriers to finding work but felt that the 

service was supporting them to enter into employment when they were in ‘a better 

place’.  

4.38 For example, one participant noted: ‘Now is the time, or at least hopefully next year 

I’ll be ready to get back into the workforce. After coming here I’m no longer held 

back by my addiction’. Another participant reflected: 

‘For the last few years, I’ve just been a delivery driver, whether it is takeaways 

or parcels and before then I was working in retail or working in warehouses… 

and well there is not much challenge to that really. Something like being out 

and about and new challenges, that’s what I would like to do in the future… 

Looking ahead, I’m hoping that I will actually have a career, not just a job, but 

a career… to start something that I will really like doing and want to build 

myself up in.’ 

4.39 However, data collected using a self-reporting tool (the Employment Wheel) across 

all five Cyfle Cymru lots reinforces that participants do feel increasingly more 

capable of being able to enter paid employment as they progress through the 

service. A report supplied by Cyfle Cymru states that as of the end of May 2018, 96 

per cent of participants (170 out of 177) had made progress against at least one of 



 

69 

these categories since they first started the programme (and the last time they filled 

out the form). In particular, participants felt more competent about their CV and 

Qualifications and Training, and Volunteering and Work Experience. This suggests 

the service is helping to improve how participants view their own ability to enter paid 

employment, which in turn helps participants to get one step closer to entering 

employment. 

Work experience and voluntary placements 

4.40 According to ESF guidance, a work experience placement is defined as “a paid 

placement or short period of fixed duration spent in a workplace with the aim of 

providing an insight into what it is like to do that kind of work and to develop skills, 

understandings and attributes which will increase employability” whilst a voluntary 

opportunity is “a placement or activity whereby a participant works for an 

organisation without being paid, both helping that organisation and developing 

skills, understandings and attributes which will increase employability”13. 

4.41 According to MI programme data, only 30 participants have completed a work 

experience placement as of the end of January 2019. There may be several 

reasons for the low number of completed work placements – including the 

difficulties with engaging employers and ensuring participants are ‘work-ready’ (as 

described above). In some cases, work-ready participants may prefer to focus on 

finding paid employment than gaining experience through a short-term placement. 

4.42 On the other hand, as one participant summarised, the opportunity to go into work 

on a trial basis might be important to ensure participants could ‘handle’ (going back 

into) work: 

‘Going into employment when you’re not ready, will just put you under so 

much stress again, which will eventually just lead you straight back here. Or 

you’re going to be even more vulnerable to go back to addictions. You need a 

period where you get paid, doesn’t have to be fantastic pay, but for a 3-month 

period, where you’ve got a safety net to fall back to if you’re not happy with 

where you are’. 

  

                                            
13 European Social Fund (ESF): participant's data requirements  

https://gov.wales/european-social-fund-esf-participants-data-requirements
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4.43 Whilst comparatively higher numbers of participants are recorded in the MI data as 

completing volunteering opportunities (288 participants), they are likely to vary from 

one-day events to longer-term roles. Participants across all lots appear to be 

encouraged to participate in one-off community events or unstructured activities 

(such as beach cleaning, dog walking, weed clearing, and serving tea and coffee in 

the homeless shelter). The opportunity to take part in these volunteering activities 

helped to introduce a structured, working routine back into the lives of participants 

and was felt to be worthwhile.   

4.44 The Cyfle Cymru project has also made it possible for participants to become 

volunteer peer mentors in three lots (North Wales, Dyfed and Western Bay). One of 

the participants considered this to be a means by which they could gain future 

employment within the organisation.  

‘I’m hoping to climb the ladder from the volunteering position and then hopefully 

become a case worker for other people who are struggling like me. My job was care 

previously so I’ve got all the training and everything there, I just need to find an 

opening and get back into it to show how willing I am’. 

4.45 Finding external voluntary placements for participants remains a challenge, though 

some progress has been made in certain lots (for example, the Western Bay service 

works with Age Connect). Nevertheless, it was recognised that such voluntary 

placements are still not enough to meet the overall ESF targets. 

Job searching, qualifications and work-related certifications upon leaving 

4.46 According to ESF definitions14: 

 "Engaged in job searching" refers to economically inactive participants “usually 

without work, available for work and actively seeking work” four weeks after exit.  

 “Qualifications upon leaving” relates to participants gaining a CQFW qualification 

within four weeks of exit (with the highest level of qualification reported) 

 Work relevant certifications are “units working up to a full qualification or 

unaccredited training which is necessary for work” e.g. a CSCS card or a food 

hygiene certificate. These are also achieved within four weeks of exit. 

                                            
14 European Social Fund (ESF): participant's data requirements 

https://gov.wales/european-social-fund-esf-participants-data-requirements


 

71 

4.47 The programme appears to be over-performing against profiled targets for job-

searching and qualifications gained upon leaving. According to the programme MI, 

11 per cent of all participants (624 out of 5712 participants) who have exited the 

service to date have engaged in job searching upon leaving the programme and 12 

per cent of all participants exiting the service gained a qualification upon leaving 

(708 out of 5712 participants). Overall, the service is over halfway to meeting the 

ESF programme target set for both outcomes. 

4.48 According to the MI provided, a range of courses are undertaken by participants – 

including accredited courses (e.g. in Health & Safety and Food Hygiene) and non-

accredited courses (e.g. Stress and Anxiety, Healthy Living, Foundations for 

Change). The majority of accredited qualifications upon leaving appear to be mainly 

CQFW Level 1 or 2, though 25 participants were recorded to have left the service 

with a CQFW Level 3 qualification. Importantly, any additional qualifications 

undertaken by a participant cannot be recorded on the WEFO database, as only 

one course can be inputted. 

4.49 Around six per cent of those exiting the service also gained a work relevant 

certification upon leaving (388 out of 5712 participants). The Platfform project has 

made particular progress against this outcome with both lots overperforming against 

profiled targets up to Quarter 10, which aligns with the fact that many participants 

have obtained a CSCS card with the service. 

4.50 Several examples of training directly linked to gaining employment were also 

provided during the interviews. For example, a participant in North Wales noted they 

had completed an NVQ Level 2 in building maintenance to get a ‘proper 

qualification’, which would lead into work. Another participant in North Wales also 

reflected: ‘The majority of courses that we do, usually lead to qualifications’.  

Entering education and training upon leaving (16-24 year olds only) 

4.51 This outcome is achieved when participants who have received OoWS support 

become newly engaged in education (lifelong learning, formal education) or training 

activities (off-the-job/in-the-job training, vocational training, etc.) up to four weeks 

after their exit date15. 

                                            
15 European Social Fund (ESF): participant's data requirements 

https://gov.wales/european-social-fund-esf-participants-data-requirements
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4.52 The overall ESF participant target for the number of 16-24 year olds entering 

education and training upon leaving is 332 participants. The service has achieved 

38 per cent of its target (125 participants). Interviews with participants suggested 

that the types of education or training courses that participants wanted to go on 

varied. For example, a participant from Western Bay wanted to go to college to do a 

motor vehicle course, whilst another from Cwm Taf wanted to do an IT course to 

help him find employment. 

4.53 Some participants indicated that they wanted to go directly into employment after 

leaving the service and therefore were not interested in further education and 

training – for example, one 16-24 participant from Cwm Taf noted he had not done 

very well at school and had no desire to return back to education. Others already 

had qualifications (including university degrees) which meant that going back to 

education and training was not a priority or appropriate for them. 

Soft outcomes 

4.54 In addition to the employment, qualification and entry to education outcomes, the 

service also contributes to improved health and wellbeing for participants, and to 

their successful recovery and re-integration through continued positive support and 

more effective referral to and engagement with appropriate support providers. 

4.55 As one APB representative described, the OoWS ‘is the next step after people have 

been through treatment and are more stable in their substance use, it kind of gives 

them a next step to move onto. Therefore, it is broader than just helping them into 

employment, it is giving them skills, giving them hope, building back some of their 

dignity and respect. One of the issues we find is that drugs and alcohol have been 

their world for many, many years and once they’re not using anymore there is a 

huge hole in their life, so what can they do to keep themselves meaningfully 

occupied during the day. So hopefully it is leading to a more enriched life where 

they can start building this recovery capital where they can move on in life’.  

4.56 Some of these ‘soft’ outcomes are captured in the participant Exit forms where 

these have been completed. As noted earlier, soft outcome data from the Exit forms 

is only available for participants in Cyfle Cymru, and though a sample of participant 

records were provided for the Platfform lots, not all these participants had soft 

outcomes recorded for them. Table 4.6 below provides an overview of the progress 

made against 13 soft outcome indicators relating to a participant’s recovery, health 
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and wellbeing, confidence, and employment prospects, aggregating the data 

available for all lots. 

4.57 This shows that for over half of the participants for whom the data was available for, 

the OoWS had helped to improve their confidence and their ability to find and use 

support/help available to them. Just under half of all participants reported that their 

mental wellbeing was either better or much better since they joined the service (49 

per cent, 200) and felt they could better or much better manage their condition (48 

per cent, 194). 

4.58 Whilst a high proportion of participants reported ‘no change’ against the soft 

outcomes shown in Table 4.6 (with over half reporting no change against ten of the 

soft outcomes including how they felt about their position in the labour 

market/prospects of obtaining employment), in very few cases did participants 

appear to be regressing. Most notably, four participants were recorded as being 

‘worse’ in maintaining their recovery and avoiding relapse. There was consensus 

among project leads across all lots that this is to be expected to a certain degree as 

participants are all at different stages of recovery when they start the programme 

and may not find the service to be suitable for them. A number of project leads also 

reflected that a key factor in participants leaving the programme early was relapse. 

4.59 Importantly, the soft outcome data provided does not provide an indication of when 

the assessments were made for each participant or what their ‘baseline’ was – and 

therefore it is difficult to assess how much progress (if any) each participant has 

made against the soft outcome indicators listed. This lack of data might contribute to 

a bias in reporting as a full picture cannot be presented or analysed. 
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Table 4.6 – Overview of progress made against soft outcome indicators 

 Much 
Better 

Better 
No 
Change 

Worse 
Much 
Worse 

Total 

Their own confidence 21% 30% 49% 0% 0% 404 

Being able to find and use support 
and help available to them 

18% 33% 49% 0% 0% 397 

Their mental wellbeing  20% 29% 50% 0% 0% 410 

Being able to manage their condition 18% 30% 52% 0% 0% 405 

Being able to maintain recovery and 
avoid relapse 

15% 29% 55% 1% 0% 395 

Their position in the labour market / 
prospects of obtaining employment 

23% 20% 57% 0% 0% 422 

Their physical health 17% 19% 63% 1% 0% 393 

Communicating with employers 13% 23% 64% 0% 0% 395 

Communicating with other official 
institutions 

10% 23% 67% 1% 0% 380 

Understanding benefit rules, rights 
and obligations 

10% 23% 67% 0% 0% 392 

Communication with the Jobcentre 12% 18% 70% 0% 0% 388 

Retaining a job they obtained 18% 9% 72% 0% 0% 382 

Progressing in a job they obtained 11% 10% 79% 0% 0% 372 

Source: Out of Work Service soft outcome data for all lots 
 

4.60 However, interviews with participants revealed that many saw the service as more 

than just an employment support programme. This was helped by the number of 

unaccredited courses offered in both the Cyfle Cymru and Platfform projects on 

topics such as anxiety, anger management, depression. Some participants explicitly 

noted that the OoWS is therefore supporting their recovery and fills a gap in existing 

provision: 

‘Anxiety is something I have been living with for 30 years… I don’t really come 

under ‘bad enough’ to be considered for help from mental health services or 

from my GP apart from my medication. This is quite similar for my partner… 

he went through the recovery stage and then the Drugaid support wasn’t what 

he needed anymore but that is when it finishes. So, for people who are 
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managing day to day but haven’t got that extra support to get them back out 

into work… they tend to fall into the cracks. There is barely enough funding for 

those in serious trouble these days, so for people who are doing okay, there’s 

nothing there for you’. 

4.61 Other participants also noted that the service had improved their confidence and 

self-esteem, which in turn was helping to support their rehabilitation and motivation 

to find work. 

‘My confidence has grown – before I was happy to stay in the house and not do 

anything with my life, now I do want to get out more, and I am more confident in 

speaking to people. Even now, I do more job search myself, as I know all the 

different websites – now I can go on indeed, fish for jobs- there is millions of them – 

I am now more able to do that on my own, so that has got to be good’. 

4.62 Interviews with peer mentors and project staff in Dyfed highlighted that some 

participants were often socially isolated because of their condition. Examples were 

given of a participant who had not left their house for two years prior to accessing 

the Dyfed service, and of a participant who was too anxious to access any public 

transport on their own. For these participants, the service was invaluable in helping 

them to engage in social activities and support recovery.  

4.63 It felt that peer mentors, especially those who had similar lived experiences, could 

understand the countless barriers faced by participants and provide opportunities to 

overcome them – which set the programme apart from other employment support 

programmes.  

‘It feels like everyone’s the same as everyone else here. No one is judging anyone, 

doesn’t matter what they’ve done or what’s happened to them’. 

‘The people here are very approachable whereas people in the jobcentres aren’t 

quite as easy to talk to’. 

‘…you can go there and nothing you say will get laughed at, it’s hard to pinpoint 

what it is – it’s just having the support of people who are quite friendly, they are 

totally inoffensive’.  ‘It’s probably that, the people, and there is nothing to worry 

about, I won’t be judged.  If you don’t want to go one week, if you feel ill, you don’t 

have to, so I feel it’s totally voluntary, so I end up going all the time now’. 
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4.64 A training partner in Cardiff and Vale highlighted that this also increased the 

likelihood of participants getting closer to the labour market: 

‘[Participants] are coming into a classroom environment not sure what to 

expect and maybe having other issues to contend with e.g. around literacy or 

coming into a building with other strangers and learning… What I have seen is 

that the peer mentors sometimes bring participants to [the organisation] before 

the training so they know what to expect and are less anxious, sometimes 

they accompany them on the day of the training. Peer mentors have even 

come along and attended the training themselves so they can understand the 

experience that their participant will be undertaking so that they can give them 

that clear heads up about what to expect. That ultimately helps participants 

attend and complete the training.’ 

Perceived impacts – early outlook 

4.65 While the perceived impact of the programme on participants will be the focus of the 

second round of fieldwork in the case study project areas, consultations during the 

first case study fieldwork identified a series of perceived impacts for participants and 

peer mentors as described below. 

Perceived impacts for participants 

4.66 Early indicative findings suggest that the OoWS has helped to improve labour 

market prospects for many participants - although in many cases this cannot be 

evidenced by looking at progress against ESF targets alone. For many participants 

recruited onto the programme, employment will not be feasible short-term outcome. 

However, even in these cases, the service appears to be offering support otherwise 

not available to this target group. The appropriateness of offering this support to 

people not able to reach employment will be explored further in the next stage of the 

evaluation. 

4.67 A training partner working with Platfform service perceived that the OoWS had the 

potential to have a significant impact for participants by not only helping improve 

their labour market prospects but also supporting them at a crucial point in their 

recovery: 

‘The thing that is not always measured is distance travelled. If I have a client 

who has mental health issues, or drug or alcohol misuse issues, the boost of 



 

77 

passing a course, especially if they’ve never passed any form of exam or test 

is immeasurable. I’ve had clients come in with certificates and the boost in 

their confidence is clear. They might not get a job straight away, but it might 

be six months down the line or twelve months down the line… [but] the CSCS 

card, for instance, is usually valid for 3-5 years. That’s where the peer 

mentoring comes in, because once they have qualifications, they can back it 

up with a good CV and interview prep. Peer mentors can build on that 

confidence.’ 

4.68 Some participants reflected that a factor in the success of the service, compared to 

previous experience of other employment provision, was that it was flexible and 

tailored to the participant, and allowed them to progress at their own pace. As one 

participant described: 

‘Some days I feel fine and I want to get on with things, other days my anxiety and 

depression is so bad I just want to hide away. I’d be overwhelmed if I had a six-

month plan, I had to follow’.  

This point was also emphasised by the peer mentors interviewed, for example, a 

peer mentor in Dyfed explained: 

‘The plan needs to evolve and change around the individuals. It can vary week 

on week, they [participants] could be having a really good week, and the next 

day they’re having a really bad day and have lost all hope… You need to feel 

your way with individual service users. You gently nudge them in the direction 

they need to go. Aim for little conquests. It’s not a case of coming up with a 

plan that says you’ll do this and this and this and then get a job – it’s subtler 

than that.’ 

Impacts for peer mentors 

4.69 All project leads felt that the peer mentors were key to the success of the service. 

Despite the high turnover of peer mentors in nearly all lots, high levels of job 

satisfaction were described during the interviews – often linked to the fact they 

believe they are making a difference to other peoples’ lives and are getting a 

chance to be on the ‘other side’. Overall, the peer mentors interviewed also felt that 

they were given sufficient autonomy and responsibility, which had in most cases 

improved their confidence and the way they worked. 



 

78 

4.70 Several project leads noted that this was the first paid job for many of their peer 

mentors. One peer mentor who had recently been employed in the Platfform 

service highlighted that the role gave her the opportunity to consider whether she 

wanted a long-term career in a similar field e.g. as a support or social worker. 

According to project staff in North Wales, several peer mentors involved in the 

previous Peer Mentoring Project were able to move into other forms of employment 

(e.g. running a local shelter, working for the local authority) and training (e.g. 

attending university) when the funding had ended. The Cyfle Cymru service 

provides peer mentors with access to training and other career development 

opportunities to ensure that they would be able to move onto another role at the end 

of the project. 

Wider perceived impacts 

4.71 The OoWS appears to be filling a gap in provision in many areas of Wales. One 

referral partner in Cardiff and Vale highlighted that the service could respond rapidly 

to the needs of the target groups in a way that other provision was not often able to 

do due to funding and resource pressures.  

‘Because of our cohort, due to disruption with housing, benefits and health etc. you 

have to hit when the iron is hot. So, you need rapid initial engagement and rapid 

continuous engagement and Platfform provides that. They are also very easy to 

contact, and we have a good two way process. They are very good at getting back 

to me within one - two hours if I leave a message. Overall they are a very good 

service.’ 

4.72 Positive feedback was collected during interviews with stakeholders connected to 

the OoWS including training and referral partners. Some project leads have tried to 

disseminate ‘success stories’ to wider stakeholders to illustrate the impact the 

service has been having – for example, Cyfle Cymru publish a newsletter which 

includes case studies of participants and their journey through the programme.  

4.73 However, all four of the APB representatives interviewed still felt they were unable 

to discuss how the service might have an impact as they had little oversight of how 

the service is performing. Likewise, a representative of a substance misuse support 

organisation, that refers individuals to the Cyfle Cymru project noted that they would 

appreciate more performance data and feedback in relation to the progress 

achieved by the individuals they refer to the project. 
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‘At the moment we don’t know how many individuals are successfully referred to 

Cyfle Cymru let alone how many gain a successful outcome. We don’t know 

therefore whether we are doing well with our referral rates or whether we need to 

invite Cyfle Cymru back in to refresh the memories of our staff as to what they do’. 

4.74 The perceived impacts of the OoWS will be explored in more detail in the next 

phase of evaluation. This will include assessing the extent to which the programme 

has contributed to the primary objectives of the 2014-2020 ESF programme in 

Wales, as well as the achievement of the ESF cross-cutting themes. 
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5. Interim conclusions and early recommendations 

5.1 This chapter provides our interim conclusions and early recommendations, based 

on the findings of the study to date.  As the first round of fieldwork focused on the 

process by which the OoWS is delivered, our conclusions focus on the 

effectiveness of the delivery processes across the five case study sites, and 

more broadly across all seven programme lots. 

5.2 The OoWS aims to build on the successes and recommendations of the Substance 

Misuse Peer Mentoring Project to offer holistic employment support to people with 

substance misuse and/or mental health issues, who face multiple challenges to 

accessing employment or further education. Unlike other employability interventions 

across Wales, the OoWS is led by peer mentors who provide ongoing support for 

participants as they engage in several activities to help improve their skills, 

experience and qualifications. In this sense, the programme fills an important gap in 

provision by primarily focusing on improving the outcomes for those furthest away 

from the labour market.  

5.3 Before setting out our interim conclusions, it is important to reflect on the nature of 

the OoWS target group, which includes individuals facing severe challenges, singly 

and serially, to finding and sustaining work. Our research has confirmed and 

provided many examples which illustrate the nature and scale of these challenges, 

and how the programme has been structured to respond to them, which include the 

use of peer mentors, a focus on flexible and person-centred services, and the 

recognition that individuals may face both successes and relapses on their road to 

recovery. 

Interim conclusions 

5.4 Our conclusions are structured around the programme evaluation framework, 

developed in the evaluation inception and scoping phase, and address the study 

objectives as far as possible at the interim point. Programme outcomes, perceived 

impacts, and the mechanisms by which they are achieved will be the focus of the 

next round of fieldwork, as well as areas identified for further investigation in this 

round16. 

                                            
16 These include the work of the employment specialists and links with employers, and experiences of the 'soft landing' 
support amongst former service participants. 
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Objective 1: Service performance and impact 

Participation 

5.5 As Chapter 4 described, some 8,391 individuals had registered with the service 

at end January 2019, with the rate of recruitment increasing after a slow start in 

year one. This represents 59 per cent of the overall programme target, although 

considerable variations exist between lots and between the 16-24 and 25 and over 

strands. The available MI, and interviews with participants and project staff, suggest 

that each lot is recruiting from their intended target groups. 

5.6 At the lot level, while performance against the revised Quarter 10 profiles shows the 

projects to have achieved between 101 per cent and 88 per cent of their reprofiled 

targets to end Quarter 10, their performance against their overall programme 

targets ranged between 70 per cent and 40 per cent. As an additional 5,743 

participants must be recruited for the programme participation targets to be met, this 

suggests that recruitment rates in several lots will need to increase if this is to be 

achieved. 

5.7 To date, the service has made more progress with recruiting those aged 25 and 

over, and several project leads have recognised the need to redistribute resource to 

help increase NEET participants. One important finding is that several sites have 

only one or two dedicated peer mentors responsible for the delivery of the 16-24 

provision, which may therefore limit the number of participants they can recruit and 

support at any given time. 

5.8 MI analysis suggested that the average duration of service was six to seven months 

but could be more than two years. Completers exiting on a planned basis accounted 

for 29 per cent of all those leaving the service to date, compared to 39 per cent 

leaving unplanned – although recent improvements in exit planning may account for 

the variations observed overall and at the lot level.  

Outcomes 

5.9 The latest MI also shows that participants have achieved a range of intended 

outcomes, with 529 entering employment on exit (151 of whom were still in work 

after six months, although this may be an underestimate in the absence of 

formalised follow-up routines across the service). This represents six per cent of all 

participants who have registered with the service to date (and nine per cent of all 
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participants who have left the programme to date) against a target of 15 per cent. 

Some 708 individuals were reported as achieving a qualification and 388 a work-

related certification - although only one qualification could be reported per 

individual.   

5.10 Other reported outcomes showed that 655 participants were actively jobhunting on 

exit, and 125 progressed to additional education and training on exit. Across all 

outcomes, performance against final programme target ranged from 65 per cent 

(job search on leaving) to just three per cent (those completing a work experience 

placement). 

5.11 One important consideration here is that for most participants, the main benefits of 

the programme will be soft outcomes such as increased confidence, stability and 

motivation to move forward, which are not captured by the existing outcome 

measures. While many positive examples were identified, data collected on the exit 

forms is not comprehensively captured and reported across the whole service, and 

while the challenge associated in capturing such data are recognised, more 

emphasis could be given to what are the key results for many OoWS participants. 

Objective 2: Effectiveness of delivery – process evaluation 

5.12 The first round of fieldwork focussed on the delivery process, following the steps in 

the delivery model and considering differences between providers/lots. The 

fieldwork identified that: 

 The referral process was working well, with the majority of participants referred 

matching the eligibility criteria and being considered suitable for the programme. 

Efforts had been made to establish relationships with key referral partners, which 

include working closely with key partners such as Jobcentre Plus and the 

Probation Service.  

 The recruitment and peer mentor allocation process also appeared to be 

working well, although matching by specific characteristic appears to be less 

common than based on mentor availability. This does not seem to be an issue 

for participants, where their mentor's ability to relate to them on the same level, 

display understanding and empathy, and be non-judgemental, appeared to be 

the key factors. 
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 While the two providers followed different approaches to assessment and 

action planning, and used different tools, in both cases the process seemed to 

be working well. The extent to which action plans were perceived as 'living 

documents' varied between participants interviewed, although in the majority of 

cases they were able to describe a process of ongoing progress review taking 

place on a more informal basis. 

 The peer mentor model also appeared to be working effectively, with few 

difficulties being experienced and requests to change mentors being rare, and 

peer mentors playing a central role in helping participants negotiate the 

programme and access the services available under it. However, the number of 

peer mentors in some areas in effect restricted the number of new participants 

that could be managed – an important consideration given the number of 

additional recruits that will be needed across the service to reach the overall 

programme target. 

 While the effectiveness of the training and employability/employment 

support will be explored in detail in the second fieldwork round, the combination 

of personal development and accredited, work-focussed qualifications allows for 

a range of needs to be met and for participants to progress at their own pace. 

However, qualification achievements, while being broadly in line with the revised 

quarterly profiles, show there is some way to go if the programme targets are to 

be met. 

 In terms of the employment and employability support, early findings suggest 

that while the support for CV development and assistance with job search are 

appreciated by participants, the share taking up work or volunteer placements is 

lower than expected. This matters as such placements can have positive 

benefits for participants away from the workplace for some time or seeking to 

find work for the first time. Our recommendations propose a more strategic 

approach to employer engagement across the programme, with a view to 

increasing the number of placements and potential employment opportunities 

going forward.  
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Adoption of previous recommendations 

5.13 The current OoWS delivery model draws heavily on many aspects of the previous 

peer mentoring project, including considering the recommendations made for future 

services in the project evaluation report. Three recommendations related 

specifically to the delivery model, and the first fieldwork allowed the extent to which 

each have been adopted to be explored. 

Establishing formal links with employers and employment agencies 

5.14 While efforts were being made to engage with employers both to provide work 

placements and potential permanent employment opportunities, the previous 

paragraphs described how this remained an area of challenge across the lots. Our 

interim conclusion is that there remains work to be done in terms of improving 

employer engagement, with our recommendations suggesting that a more strategic 

approach to employer engagement be instigated.  

Career development route/clear progression routes for peer mentors 

5.15 This recommendation has been implemented to greatest effect by the Cyfle Cymru 

consortium, where a tiered, accredited approach has been introduced to provide a 

comprehensive peer mentor training and development programme. The 

effectiveness of this programme will be explored in the second round of project 

fieldwork, when impacts for peer mentors will explore their experiences of it and the 

benefits resulting for them.    

Continuing support for participants on exit/in the workplace 

5.16 Here the introduction of the 'soft landing' approach, where participants exiting the 

service are offered an additional six months of peer mentor support, responds 

directly to this recommendation. The nature and coverage of this continued support 

will be explored in the second fieldwork round with participants exiting the 

programme, to identify their experiences and the contribution of the extended 

service to helping sustain their achieved outcomes. 

Contribution to the ESF crosscutting themes 

5.17 The interviews with project staff and peer mentors also included an initial 

exploration of the contribution of the project to the ESF cross cutting themes of: 

tackling poverty and social exclusion; equal opportunities and gender 
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mainstreaming; rural communities and environmental sustainability / sustainable 

development.  

5.18 In terms of the poverty and social exclusion objective, interviewees reported that 

tackling poverty, and particularly promoting social inclusion, were central to the 

programme and specific lot objectives. The programme's role in both referring from 

and directing individuals to wider support if not suitable for the OoWS service, were 

also felt to contribute in this regard.  

5.19 In terms of equal opportunities and gender mainstreaming, the programme 

target set of a two to one ratio between male and female participants has been 

achieved. This target reflects the make-up of individuals with substance abuse 

issues in the wider population. However, whilst overall rates of mental disorder are 

almost identical for men and women, common mental health disorders (e.g. anxiety 

and depression) are more prevalent in women than in men, and so this target might 

not reflect mental health patterns in the wider population17. More broadly, gender is 

a consideration in matching participants with peer mentors, but it is not an absolute, 

in that if a 'matched gender' mentor is requested efforts are made to ensure this is 

offered. 

5.20 In terms of environmental sustainability and sustainable development, project 

leads in each lot showed an awareness of the objective and several described 

measures by which they sought to contribute towards it. These included trying to 

minimise travel by supporting drop-in facilities and co-locating with other services 

where sites are more distributed (which also contributed to the rurality theme). 

5.21 Finally, and although not frequently requested, each site described how provision in 

the Welsh language could be made available if participants expressed a 

preference. Although some peer mentors could speak Welsh, it was not clear to 

what extent each project could offer a fully bilingual service across their whole lot – 

though this also related to the lack of demand for provision in Welsh. This, and the 

impact of the programme in terms of contribution to the other cross-cutting themes, 

will be explored in the final visits. 

                                            
17 Gender and women's mental health 

http://www.who.int/mental_health/prevention/genderwomen/en/
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Interim recommendations 

5.22 Our interim recommendations focus on changes to the current delivery model in the 

context of helping ensure the achievement of the programme recruitment and 

outcome targets. 

5.23 Recommendation 1: increase the number of peer mentors – given the centrality of 

the peer mentors to all aspects of service delivery, it is recommended that steps are 

taken by providers to increase the number of peer mentors in areas facing the 

greatest challenges (which is defined as being at 60 per cent or below against their 

final participation targets). This should be through a combination of external and 

internal recruitment, with the additional work associated with internal recruitment 

being a consideration in establishing a balance in each area. This will also help to 

ensure that all funded peer mentor posts are filled where there have been 

recruitment challenges to ensure each service is operating at full capacity. In the 

case where it is not possible to redirect funding to employ additional peer mentors, 

assistant and voluntary peer mentors could be recruited as is already the case in 

Cyfle Cymru. 

5.24 Recommendation 2: explore whether additional support staff are also required to 

enable mentors to focus on their mentoring role – in several areas mentors reported 

that much of their time was spent on admin or form completion, and in some on 

identifying and brokering work placement opportunities, which distracted from their 

core roles. It is recommended that each provider considers the 

recruitment/redeployment of other staff to lead on these activities – including extra 

admin staff to distribute the load. 

5.25 Recommendation 3: use of employment specialists across the whole service – 

although the impact of their role will be reviewed in the final fieldwork round, 

sufficient evidence was collected on the benefits resulting from providers recruiting 

separate employment specialists working alongside the peer mentors. Given the 

employment targets that still need to be met across the service, all providers should 

consider investing in specialist employment support. In particular, employment 

specialists can help to facilitate strategic relationships with employers and to 

increase the number and quality of jobs available to participants as they leave the 

service.  
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5.26 Recommendation 4: improve employer links – one of the weaknesses of the 

current service offer is that the share of participants participating in work experience 

placements is low. This was the result of a combination of factors, including limited 

opportunity for placements, a reluctance to consider the target group amongst 

employers, and limiting qualifications, skills and previous work experience amongst 

participants. To improve this, and improve employer engagement more widely, it is 

suggested that a more strategic approach is followed. Providers need to forge better 

links with varied groups of employers and employment agencies to ensure that, at a 

local level, the service is not reliant on the same subset of employers who are 

willing to take on people with a history of substance misuse and mental health 

issues. It will also help to ensure a steady flow of opportunities for clients, though at 

the same time, the service must make sure the participants accessing work 

placements are at the right stage to do so.  

5.27 Led by the employment specialists, this strategic approach could comprise the 

following elements: 

• Establishing a bank of employers – at the lot/cross-lot level, who have been 

made aware of the service, the support offered to support placement 

providers, and who are prepared to take a placement from the service target 

group; 

• Establishing a bank of placement-ready participants – employers often want 

placements at short notice, and the service should keep a live record of 

participants who are placement ready; and  

• Working collaboratively to maximise placement opportunities – while placing 

participants with employers within their lot area may be the most 

straightforward approach, projects should also consider cross-lot placements, 

especially where lot areas are adjoining. 

5.28 At a national level, Welsh Government may also be able to play a role in tackling 

any myths or stigma among employers surrounding mental health and substance 

misuse histories, e.g. through developing specific guidance for employers, or 

targets as part of wider strategies or action plans. This will help to facilitate 

conversations at a local level with employers, and ensure they feel able to manage 

any perceived/actual risks. Additionally, Welsh Government could lead by example, 
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offering placements in low risk areas of the organisation and publicising that they 

offer such placements to other employers.  

5.29 Recommendation 5: referral information – while in most cases the information 

received about participants upon referral is adequate, it is recommended that steps 

are taken to ensure that in all cases referrers pass on any information which might 

make a participant a safeguarding risk, with a similar duty on the OoWS when 

referring participants onto other services themselves. 

5.30 Recommendation 6: continue to market and promote the service – given the high 

turnover of staff both within the service and across partner organisations, it is 

recommended that efforts made by each provider to promote the service continue 

on a rolling basis. This will help increase referral numbers, notably where new 

opportunities (such as referrals from the Prison Service in Cardiff and Vale) are 

identified. Involving wider partners, such as the APBs and healthcare providers 

should also be considered to increase the awareness of the service within the local 

community. 

5.31 Recommendation 7: standardise peer mentor training – given the importance of 

peer mentors to the service, and the importance of adequate training, induction and 

progression routes to them, it is recommended that all providers offer new recruits 

and existing staff the opportunity to access a standard set of provision. Providers 

should ensure that, as far as possible, training is tailored to the individual learning 

needs of each peer mentor. Providers should also consider protecting time for peer 

mentors to address their own personal and professional development needs. At the 

same time, Welsh Government should review the provision across lots to ensure all 

peer mentors are receiving suitable levels of support (particularly when first starting 

their role) and similar training and development opportunities.  

5.32 Recommendation 8: improve current MI data collection and recording systems – 

although making major changes to the MI system are unrealistic at this stage of the 

programme, it is recommended that providers are encouraged by Welsh 

Government to: 

• Record the full set of exit data electronically – to provide a more detailed 

picture of participant achievements and capture additional 'soft outcomes' 

achieved; and 
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• Collect data on individual outcomes at the six month point after project exit – 

first to enable performance against the six month targets to be collected and 

assessed, but also to offer support to former participants struggling to sustain 

their achievements. 
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