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The project in numbers 
 

230 
participants 

62 
customers found work 

53 
are still in work 

0.6% 
Oxford’s JSA rate 

£197,699 
DHP awarded 

500 
DHP applications 

447 
DHP awards made 

3 
job fairs organised 

2,000+ 
people attended job 

fairs 

288 
referrals made to 

partners 

£728,856 
Projected NHS savings and 

increased earnings by customers 
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1. Executive Summary 
 
The aims of the project were to support unemployed and underemployed local 
people to find work or to increase their working hours, and to develop a 
comprehensive network of local delivery partners. In doing this, the project also 
aimed to establish an operational and sustainable Local Support Services 
Framework (LSSF, now called Universal Support – delivered locally), as 
envisaged by the government’s programme of welfare reforms and in preparation for 
the introduction of Universal Credit.  
 
The project was managed and delivered by the council’s Welfare Reform Team (“the 
team”), building on the learning of the successful Universal Credit LA Led pilot run in 
2013-14. We are now using the learning from the project to inform service planning 
and to help us make improvements to the service we deliver to our customers. 
 
 
Results and key lessons 
 
Results 
A total of 230 residents participated in the project. 62 of the participants found work 
or materially increased their hours of work during the project.  
 
27% of project customers found sustainable work, against a project target of 20%. 
The overwhelming majority (85%) of these were still in work at the end of the project. 
The project supported the team’s wider aims, as 81 project customers who were 
benefit capped had the cap removed – with 49% of these because working tax credit 
was awarded.  
 
The Department of Work and Pensions (DWP) estimates that savings to the NHS 
and increased individual earnings mean that the total public value added by 
customers moving into work was £728,856.     
 
Data analysis by the University of Oxford showed that customers who had been 
unemployed for between six months and a year were six times more likely to find 
work as a result of support provided. It also showed that the higher a customer’s 
weekly housing benefit shortfall, the lower the odds of their finding a job. Both these 
findings contradict conventional wisdom. 
 
Customer feedback 
We sent final evaluation surveys to project customers and delivery partners. 86% of 
customers who responded said the support we provided was useful or very useful. 
Customers were mostly very appreciative of our support, and identified ongoing 
payment of discretionary housing payment (DHP) as the major way we could 
improve our service.  
 
The loss of fixed-term staff and changes to DHP eligibility criteria meant that we 
stopped paying DHP and providing support to many customers as the project ended. 
We now recognise that this represented a cliff edge to these customers that they 



5 
 

found very difficult to cope with, and that we should have made better project exit 
plans for them.   
 
Partnerships 
It would not have been possible to deliver the project or achieve the range of 
outcomes we did without our partners. This project involved a significant expansion 
of our partnership network and this is an important legacy of European Social Fund 
(ESF) funding. 288 customer referrals were made to our partners during the project. 
 
Existing key partnerships supported project delivery through the network of job clubs 
run by Aspire and debt advice provided by a dedicated money adviser at Oxford 
Citizens Advice Bureau. During the project, we identified the need for better mental 
health support as a key need for our customers and negotiated a six month contract 
for a Restore employment coach to work with the team. We also commissioned the 
Workers Educational Association to deliver bespoke training for our customers.  
 
In particular, the project provided a step change in our relationship with Jobcentre 
Plus (JCP). This was largely due to having a member of JCP staff seconded into the 
team for most of the project, which allowed for a better mutual understanding of our 
roles, better information sharing and an improved support offer to customers. We 
continue to work with JCP to organise job fairs and in wider partnership with the 
DWP as Universal Credit is rolled out. 
 
93% of partners described their working relationship with us as good or excellent. 
Partners reported that our referrals were usually appropriate and communications 
were effective. Issues around the effectiveness of some referrals or patchy relations 
with a few partners could have been resolved with better two-way communication 
and a renewed commitment to joint working.   
 
Job fairs 
The development of job fairs was a major service initiative during the project. We 
worked in partnership with JCP to organise two job fairs in Oxford Town Hall. We 
shared the learning from these events with Aspire and Renaissance Coaching, 
who then took the lead with JCP in putting on community job fairs in Barton and 
Blackbird Leys1. We continue to provide logistical and marketing support to our 
partners, and to attend job fairs to promote the work of the team. 
 
We have learned from the job fair experience, and improvements to the way they are 
organised include commissioning pre-job fair workshops to prepare customers to 
apply for jobs at events, briefings to employers to promote engagement with 
customers, providing digital access and support at events so that customers can 
apply for jobs online and on the day, and better social media marketing.  
 
More than 2,000 people have now attended job fairs. Feedback given by attendees 
highlights the continued need for JCP to attract employers whose vacancies are 
relevant to customer needs and skills, and to invite support services which can help 
customers to develop the right skills to fill these jobs.  
 

                                            
1 The Blackbird Leys job fair was organised after the end of the project. 
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Other key lessons 
We did not achieve the target of supporting 120 customers into work although the 
proportion of project customers supported into work (27%) was significantly higher 
than the project bid (20%). We made assumptions about future project customers 
based on the limited experience of working with private sector tenants affected by 
the benefit cap and on an incomplete understanding of Oxford’s labour market.  
 
A significant fall in Oxford’s Jobseekers Allowance (JSA) claimant count also meant 
that there were far fewer potential participants than originally envisaged. 
 
Many new housing benefit claimants were able to move from job to job without 
support, and customers in the project often had multiple barriers to work which 
meant we couldn’t deliver high volume results in short timescales. Customers told us 
that the lack of suitable childcare was their most significant barrier to finding work. 
 
In many cases, support services we wanted to refer customers to were already 
funded by the ESF. Rules on double funding meant that we couldn’t include them in 
the project or that we had to negotiate with the other service about which of us would 
own those customers for ESF purposes. 
 
Several changes were made to the scope of the project to try and reach the initial 
target, and this posed a number of risks. It risked diluting the key message of 
support for private rented sector tenants, and the temptation to chase the target 
meant that the quality of service sometimes suffered – for instance, when we were 
temporarily forced to pause new referrals into the project because we could not cope 
with the volume of new referrals. 
 
Changes to the project also meant that it would come into conflict with the DHP 
policy when the project ended in June 2015. A 44% cut in the DWP DHP grant in 
2015/16 meant that we had to restrict DHP eligibility, and were no longer able to 
support most customers without children or with the unsustainable benefit shortfalls 
typically found in Oxford’s private rented sector. 
 
Context 
Whereas the LA Led pilot had focused mainly on customers affected by the 
introduction of the bedroom tax and the benefit cap, the project also identified people 
affected by a shortfall in their housing benefit attributable to the Local Housing 
Allowance (LHA) rate - a particularly severe problem in Oxford, a city with extremely 
high private sector rental costs. 
 
With housing benefit rates falling behind increasing private sector rents there is a 
growing need to find sustainable methods of paying rising rents and maintaining 
tenancies. Reducing reliance on housing benefit through finding work, improving 
personal budgeting and financial management skills, addressing barriers to work, 
and claiming other benefits or tax credits are just some of the potential outcomes 
that can materially improve customers’ situations. 
 
The key areas covered by the evaluation document are as follows: 
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Partnerships 
This section outlines how we identified participants’ support and training needs and 
how we then expanded our existing network of delivery partners to reflect the 
demands of our customers. 
 
The support and services provided by key partners in the project are detailed and we 
describe how the adjustments that were made as we identified shifts in the needs of 
a growing group of participants. 
 
The Customer Journey 
A detailed outline of how customers interacted with the team, the pathways available 
within the project to participants, and on referrals to training and support partners.  
 
This section includes an aggregated profile of the project group of participants 
including barriers to work, length of unemployment, skills needed, level of formal 
qualifications, and confidence in finding employment within three months.  
 
The utilisation of DHPs and organising city wide job fairs were key service initiatives 
developed and delivered in the project to participants and other team customers. 
 
Finally, there are a series of customer stories setting out customers’ circumstances, 
their journey through the project and activities undertaken, and their outcomes. 
 
Marketing and Communications 
This section outlines the range of communications tools and activities undertaken at 
the start and continuing across the length of the project, including physical (flyers, 
posters, and banners), traditional, digital, and social media.  
 
 Project Performance and Documentation 
Measuring and reporting activities and participant outcomes was a requirement of 
the original project submission, evidencing the project, submitting management 
information, progress reports, and making quarterly claims. This section outlines 
how the project was documented, and how project performance was reported. 
 
Outcomes and Lessons Learned 
How we used a range of quantitative and qualitative data collected during and after 
the project for this evaluation. This section explains some of the quantitative results 
of the results and the wider outcomes and lessons learned during and on completion 
of the project. 
 
 
 

This is an evaluation of Oxford City Council’s LSSF pilot project. The project 
was funded by the ESF Department of the DWP under Priority 1 of the Regional 

Competitiveness and Employment Objective 2007-2013 and co-funded by 
Oxford City Council.  

 
The project commenced in May 2014 and ran until the end of June 2015. 
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2. Introduction, aims & objectives 
 
The European Social Fund (ESF) project  
 

Project aims 
• To work with 600 private sector tenants, supporting 120 into sustainable work and 540 

into work-related training 
• To co-ordinate a sustainable network of partners to enable customers to access 

relevant training and support, and to help them into work 
• To identify customers’ need for support to access digital services and with personal 

budgeting, in order to make them more work ready and to help plan for the 
introduction of Universal Credit  

 
In the last decade, Oxford City Council (“the council”) has established a strong track 
record in meeting the challenges of welfare reform in a city with chronic and acute 
levels of housing stress. Housing in Oxford, whether to rent or to buy, has become 
more and more unaffordable; at the same time, successive cuts to housing benefit 
for private and social tenants have put increasing pressure on low income 
households to meet their rent costs out of other benefits or wages, or face eviction 
and homelessness. 
 
The introduction of Universal Credit2 also brings challenges as well as opportunities 
for people in Oxford. The move to a single monthly payment of all benefit entitlement 
represents a massive financial and cultural shift from the existing patchwork of other 
benefits paid on a weekly, fortnightly or four weekly basis – and, in the case of 
housing benefit, often paid direct to landlords so that a claimant is never (or more 
importantly, often never feels) directly responsible for paying their rent. 
 
The ESF Local Support Services Framework3 project (“the project”) aimed to build 
on a number of earlier council initiatives: 
 

• Housing Needs’ Enhanced Housing Options project, which aimed to promote 
work as a way of preventing medium or long term homelessness for those in 
precarious housing situations or applying for social housing; 

• the Direct Payment Demonstration Project, which trialled direct payment of 
housing benefit to council tenants to make them individually responsible for 
paying their rent, and the support that was needed to enable them to do this; 
and 

                                            
2 Universal Credit began in Oxford for single jobseekers on 20 April 2015. 
3 The Local Support Services Framework has now been rebranded nationally as “Universal Support – 
delivered locally”. 



9 
 

• the setting up of the Welfare Reform Team as a response to social housing 
underoccupancy for working age tenants (“the bedroom tax”) and the benefit 
cap. 

 
In particular, the project aimed to build on the work done by the Welfare Reform 
Team (“the team”) during the Universal Credit local authority pilot in 2013-14, which 
focused on supporting people affected by the bedroom tax and the benefit cap into 
work as the best response to welfare reform. The team had helped 54 customers 
into work by the start of the project. 
 
Aims of the project 
The project aimed to expand the work of the team into the private rented sector in a 
way that in 2013-14 had been piecemeal through support given to customers 
affected by the benefit cap.  
 
As the high cost of renting privately was the main driver pushing tenants into the 
benefit cap, the team had gained valuable experience helping them to take steps to 
sustain their tenancies in the face of high benefit shortfalls, and in using discretionary 
housing payments (DHPs) as an incentive to ensure that their rent was paid while 
they improved their employability and moved into or back into work. 
 
Based on the experience of supporting private sector benefit cap customers and 
through recruiting additional caseworkers to the team, the project initially aimed to 
work with 600 private rented tenants in the city to achieve the following outcomes: 
 

• 20% (120 tenants) into sustainable employment; and 
• 90% (540 tenants) into work-related training to improve their employability. 

 
Project eligibility rules meant that customers could only participate in the project if 
they weren’t already getting help from another ESF-funded project, or if they weren’t 
taking part in the Work Programme. 
  
Part of the team’s success in supporting customers into work ahead of the project 
was due to upskilling and jobsearch support provided by a small number of partner 
organisations. This meant that the work of the team was sometimes vulnerable to 
single points of failure, as happened when one partner withdrew from its ESF-funded 
contract and there was a gap in provision before a new partner emerged. 
 
The project therefore aimed to create a wider network of partners to help it to deliver 
a sustainable and individually tailored support package to customers. It also aimed to 
co-ordinate the support offered by a wider network to create relevant training 
opportunities needed for project participants – and, more widely, Oxford residents – 
to access jobs available in the city. 
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Applying for jobs is an activity which is increasingly conducted online. As part of the 
process of making customers in the project more work ready, the project aimed to 
identify their ability to access digital services and their need for support to do so. It 
also aimed to identify customers’ confidence in their money and budgeting skills and 
in their ability to manage a monthly payment of benefit or wages.     
 
This would help the council to plan digital access and personal budgeting support 
needs ahead of the introduction of Universal Credit. 
 
How the team worked to deliver the project 
The planning stage focused on project requirements and projected outcomes, and 
promotion of the overall themes of the project to internal and external partners.  
 
The team updated its management information and performance management 
framework to allow it to update and share customer data, assess DHP award 
conditions, monitor participants’ activities, and measure outcomes both during and 
on leaving the project. 
 
To enable this, the team restructured the customer triage process to focus on the 
project’s themes and data capture requirements. This included softer outcomes such 
as measuring confidence around digital skills, work readiness, and budgeting and 
money management. 
 
Governance structures were established. Within the team, a weekly project meeting 
measured customer enrolment against targets, routes into the project and significant 
project activity.  
 
Service level agreements and regular strategic and operational meetings were set up 
with key project partners4.  
 
Within the council, project progress was reported to a welfare reform officer group, 
which in turn reported into the council’s board structure. A separate member group 
was also established to inform councillors and to provide a feedback channel for 
members. 
 
Ahead of the project, the team had recruited a DHP Officer, whose role focused on 
supporting customers without a work option to sustain their tenancies. The project 
itself recruited four extra staff: 
 
                                            
4 Where necessary, service level agreements formalised working arrangements and ensured that 
project requirements were met. The team informed partners of customer eligibility, funding and 
referral routes into the project. 
 



11 
 

• two Welfare Reform Project Officers, to work directly with project customers 
to support them into work and training; 

• a Performance and Audit Officer, to measure outcomes and milestones, 
evaluate the project, control costs and ensure that auditing and reporting 
requirements were met; and 

• a Partnership and Communications Officer, to develop and maintain 
partnerships, be responsible for all project communications, and to have 
primary responsibility for managing expectations and alignment of local job 
clubs with the project. 

 
The team structure at the start of the project is shown below. Posts specifically 
recruited for the project are shown in blue. 
 

 
 
The team used its knowledge of existing and emerging gaps within service delivery 
to identify new partners to meet customers’ needs. When identifying new partners, 
the team aimed to work with organisations which could support customers through 
their “business as usual” sustainable model.  
 
Given the finite nature of the project, the intention was to build a legacy network 
which would endure after the end of ESF funding. 
 
Partnership development and engagement, and the role of partners in delivering the 
project are considered in more detail in the Partnerships section of this evaluation. 
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The team also identified potential customer routes into the project, as shown in the 
table below, and used these to inform project communications to internal and 
external partnerships.  
 

Entry routes into the project 
 
• Existing team customers 
• Customers newly affected by the benefit cap 
• Customer self-referral through DHP applications  
• Proactive identification of and contact with potential customers in the Home Choice5 

scheme 
• Proactive identification of and contact with potential customers from new housing 

benefit claims 
• Referrals from internal partners: Allocations, Benefits, Council Tax Recovery, Customer 

Service Centre, Home Choice, Housing Options, Tenancy Management, Tenancy 
Sustainment 

• Referrals through Jobcentre Plus (JCP) partnership 
• Referrals through two-way relationship with Oxford Citizens Advice Bureau (CAB), 

offering participants personal budgeting and financial management advice and 
receiving referrals from CAB of potential project customers needing support around 
benefits advice and moving into work 

• Referrals from job clubs 
• Referrals from Back To Work partnership with Oxford Homeless Pathways 
• Referrals through MP and councillor enquiries on behalf of constituents 
• Referrals from other external partnerships e.g. Aspire Oxford (“Aspire”), Crisis Skylight, 

City of Oxford College, Home-Start, Restore, MIND, EMBS, Connection Floating Support 

 
The Partnership and Communications Officer developed a project 
communications plan with accompanying key messages, stakeholder analysis and a 
detailed action plan. The team used this to ensure that partners had a good 
understanding of the project – including its scope, customer eligibility criteria and 
referral pathways – and to outline the support the team could offer. 
 
The role of communications in delivering the project, including partnership 
engagement and development, is considered in more detail in the Marketing and 
communications section of this evaluation. 
 
 
  
                                            
5 The council’s homelessness prevention scheme, which finds private rented accommodation for 
people threatened with homelessness as an alternative to providing temporary accommodation. 
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Project milestones and changes to project delivery 
Key project milestones and changes to project delivery are shown in the project 
timeline below. 
 

Milestones and highlights 
 
April 2014 
• Agreed project outcome and funding with ESF Department at the Department of 

Work and Pensions (DWP) 
• Recruited additional staff to support existing team caseworkers to deliver and 

manage the project 
 
May 2014 
• New team members started and inducted – 3 x Welfare Reform Officers (2 ESF-

funded and 1 funded by the council), Partnerships and Communications Officer, and 
Performance and Audit Officer 

• Contacted existing local partners and outlined the project, identifying potential 
needs around customer support and training 

• Scoped and contacted potential partners (e.g. training organisations such as Workers 
Educational Association (WEA) and EMBS) to provide bespoke short courses for 
project participants to improve employment readiness 

• Developed a series of initiatives with local JCP to encourage two way referrals of 
customers, and worked with JCP work coaches to co-deliver employment related 
support and activities 

• Developed an internally approved comprehensive communications plan for the 
project to promote the ESF project on various internal and external media channels 

• DWP ESF Baseline Meeting on 28 May where delivery and activity plans were 
outlined and feedback given on requirements for reporting and communications  
around the project  

 
June 2014 
• Began enrolling new and existing customers into the project. A redesigned triage 

form included a series of questions designed to capture project management 
information, customers’ confidence around budgeting, with IT, and employment 
readiness, and a customer declaration confirming their agreement to enrol in the 
project 

• Launched the project with a press release and articles in local press and community 
newsletters, and meetings with all internal and external partners 

  



14 
 

• Began two way referral relationship with Oxford CAB, offering participants personal 
budgeting and financial management advice, and receiving referrals from CAB of 
potential participants in the project needing further support around benefits advice 
and moving into employment 

• A JCP employment adviser began a secondment to the team to deliver a series of 
initiatives to help participants in the project to find employment and support 
opportunities 

 
July 2014 
• JCP employment adviser began meeting customers as internal team referrals, 

gauging needs and customer options prior to other activity or referrals 
• Delivered first quarterly claim and progress report to DWP outlining our early 

activities in the project 
 
August 2014 
• We commissioned WEA to run Communicating With Confidence courses for project 

participants. The courses were held  at Oxfordshire Community and Voluntary Action 
(OCVA) 

• Started monthly casework meetings with an employment coach from Aspire. Aspire 
run job clubs at a number of community centres in the city, and project participants 
are referred to Aspire for one-to-one support and to attend job clubs regularly 

 
September 2014 
• Submitted second quarterly claim and progress report to DWP outlining our activities 

and outcomes in the project  
• WEA ran Preparation For Work courses for participants at OCVA 
• Team attended Rose Hill Community Lunch, offering advice and support to residents 
• @OxWelfareReform Twitter account gets 13.8K impressions and 708 profile visits  
 
October 2014 
• The first job fair event was held in the Assembly Room at Oxford Town Hall on 1 

October. This was a successful collaboration between the team and JCP, with more 
than 40 employers with live vacancies, 700 attendees and extensive broadcast, print, 
and digital media coverage 

• EMBS employment coach started to meet selected participants and help them with 
advice and access to a range of English, IT and maths courses 

 
November 2014 
• The team had a stand at a Support Fair of local organisations at Oxfordshire County 

Council on 6 November 
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• ESF Department made an on the spot visit to the council on 27 November 
• @OxWelfareReform Twitter account reaches 200 followers  
 
December 2014 
• Submitted third quarterly claim and progress report to DWP outlining our activities 

and outcomes in the project 
 
January 2015 
• In response to an identified significant customer need, we signed a six month 

contract with Restore, a locally mental health support organisation, to provide 
specialist employment counselling service to participants  

 
February 2015 
• Pre-job fair workshops were held at the Town Hall on 18 and 25 February to help 

participants prepare for the event 
 
March 2015 
• Second job fair held at the Town Hall on 4 March. This was expanded to the Main 

Hall, with 50+ employers and support organisations and over 700 people in 
attendance 

• WEA started a series of bite size employment courses for participants on 16 March 
• Universal Credit: Supporting Residents Locally event held for partners and other 

council staff on 20 March  
• @OxWelfareReform Twitter account gets 14.2K impressions, 1K profile visits, and 

reaches 300 followers  
 
April 2015 
• Submitted fourth quarterly claim and progress report to DWP outlining our activities 

and outcomes in the project  
• Universal Credit in Oxford for new single claimants only started on 20 April 
• Met with Restore management for progress report and review on 24 April 
 
May 2015 
• Meet and greet/joint training event held with Restore coaching team on 13 May 
 
June 2015 
• The Barton job fair advert was launched on OCC’s YouTube channel, getting 4K views 

on Facebook in just 24 hours 
• The council and Restore held a Building A Resilient Workforce event in the Town Hall 

on 30 June 
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July 2015 
• @OxWelfareReform Twitter account has 18.7K impressions and 1.4K profile visits 
• The third job fair moved out of the Town Hall and into the community on 15 July, 

offering over a thousand live vacancies and attracting more than 400 local job 
hunters to Barton Neighbourhood Centre  

• Submitted final management information submissions, quarterly claim, and 
summary report of the project to ESF Department at the DWP 
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3. Marketing & Communications 
 
The team utilised a wide range of communications tools and mechanisms to promote 
the project and help to deliver the three key aims of the publicity and marketing 
activities: 
 

1. to attract a significant caseload of Oxford residents eligible to participate in 
the project; 

2. to build support for and recognition of the activities of the team and our 
project; and 

3. to improve learning in the team and to share examples of best practice and 
routes to successful outcomes for participants across our network of local 
support partners.  

 
The importance of effective communications to the success of the project was 
identified at the planning stage. The Partnership and Communications Officer 
was seconded to the project from our Communities and Neighbourhoods team to co-
ordinate partner relationships and also communications activities with internal 
council stakeholders, our external network, and the wider city community. 
 
A detailed communications plan outlined a proposed schedule of activity and 
identified key themes and messages. The plan was prepared in consultation with the 
wider team and the council’s communications department (a copy is attached at 
Appendix 1).  
 
A template framework marketing campaign factsheet was completed, and approved 
by the council’s communications department as consistent with the internal 
communications strategy and the wider aims and behaviours of the council. This 
factsheet was distributed to internal stakeholders at the beginning of the project. 
 
We engaged with internal partners, including front line Customer Service Officers, 
Benefits, Council Tax, and Housing teams. We attended departmental meetings and 
outlined the scope of the project, delivered key messages, explained the offer we 
make to participant customers, supplied teams with supporting documents such as 
leaflets/flyers (digital and print), and discussed how each team could make direct 
customer referrals to the team. For example: 
  

• by email to the team inbox welfarereform@oxford.gov.uk;   
• by phone to a new dedicated team group line;  
• giving customers an ESF project flyer/leaflet and suggesting they consider a 

self-referral to the team; 
• setting up casework meetings with customers to discuss their situation; and 
• sharing details of all new customer claims for housing benefit.  

mailto:welfarereform@oxford.gov.uk
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The team were featured in the weekly internal newsletter Council Matters, which is 
distributed via email to all staff. 
 

 
 

We contacted and met with our existing partners’ network and also identified 
potential gaps in provision in specific areas of support and/or in geographical 
neighbourhoods. There followed a short scoping and consultation period, engaging 
more external support partners, including the WEA, Restore and a selection of 
community based advice centres to deliver support services. 
 
The Partnership and Communications Officer and the casework team ran a 
series of outreach and information sessions in the community to promote our service 
offer to customers. These included a training session with support group Home-
Start, whose volunteers help families in the city who are experiencing a crisis, and 
also a Community Lunch event for families at Rose Hill Children’s Centre. 
 
We used a number of digital media platforms to communicate with participants and 
other stakeholders, primarily to promote support services, partner activities, and 
training or employment events. 
 
We expanded and consistently refreshed our webpages and used these pages to 
signpost activities via council social media accounts. Our Partners page highlights 
our local network, the Welfare Reform page explains government changes in 
benefits such as the benefit cap, bedroom tax and Universal Credit. Other pages 
explain how customers can access support services or training courses staged at the 
Town Hall. 

 

“Council Matters” July 2014 
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The team has an active Twitter account @OxWelfareReform and the feed is 
monitored in working hours on a rota system. Over the course of the project the feed 
had more than 130K tweet impressions and had a fivefold increase in followers. 
 

 
 Welfare Reform Team Twitter Page 
 
The team produced digital posters, banners, and original video content to promote 
the job fairs and to help promote future planned events with the JCP. 
 

 
 Job Fair 2m x 1m Banner 
 
A video filmed at the March job fair featured a selection of interviews with employers, 
the Welfare Reform Manager, and a local resident who secured a job with Gala 
Leisure at the October job fair and was then subsequently part of her employer’s 
recruitment team at the next event in March. 
 

https://twitter.com/OxWelfareReform
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The video was uploaded to 
the council’s YouTube 
Channel and Facebook page 
and promoted on Twitter and 
Facebook feeds.  
 
The job fairs were well 
covered by local media 
including BBC Radio 
Oxford, newspaper and 
online portal Oxford Mail, 
radio station Jack FM, and 
prominent local newsletters 
including Daily Info.  

 
 

ITV regional news sent film crews to both Town Hall events and broadcast reports on 
their evening round up and published on itv.com. 
  
In addition to an innovative digital strategy, the communications plan included more 
traditional graphic print elements – an introductory flyer, an explanatory leaflet, and 
posters that were distributed during the project to neighbourhood advice centres, 
libraries, and to partners across the city. 

 
At the launch of the project our communications 
activity focused on the aims described in the plan 
and went on to deliver a consistent description of 
our offer to customers and enabled us to make a 
clear call out to participants and delivery partners 
that was versatile and accessible to a diverse 
audience. 
 
 
 
 
 
 
 
   

Welfare Reform Team Digital Flyer 
 
  

Job Fair YouTube Video 

https://www.youtube.com/watch?v=WO19Q44m2NQ
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4. Partnerships 

 
A key aim of the ESF pilot project was to develop a local network of support and 
training partners who help participants with a bespoke set of training and support 
services. Engaging with these services helped the participants to address their 
individual needs and address the issues that are creating barriers to work. 
 
Caseworkers asked participants at their triage meeting to identify what they feel their 
personal support needs are, and what they think is stopping them from materially 
improving their situation - for example, problems with debt or housing, poor English 
language or numeracy skills, a lack of confidence about applying for a vacancy or 
being interviewed for a job. 
 
Having identified levels of need amongst the initial intake of participants, the team 
discussed potential gaps in provision being provided by the council’s existing partner 
network. The Partnership and Communications Officer led meetings with relevant 
existing local organisations with the potential capacity to provide the services. 
 
The expanded network of local partners comprises a number of existing delivery 
partners and a number of newly engaged organisations. We agreed service level 
agreements with delivery partners to formalise our working arrangements and also to 
ensure funding guidelines and requirements were met. 
 
Over the course of the project we continued to review participants’ needs and where 
gaps were identified we worked with partners to provide the support or training. 
 
On completion of the project delivery partners were sent a consultancy survey to get 
feedback on their involvement in the project and ask for their thoughts on how they 
could improve this (for a summary of this feedback please see Appendix 2). 
 
When identifying potential new partners, we engaged with organisations that could 
support customers through a “business as usual” delivery model. This helped us to 
sustain a network that continued beyond the lifetime of the project. 
 
Key Partners 
Local mental health charity Restore provided specialist employment counsellors to 
work with the casework team. The counsellor met with participants, offering 
specialist one-to-one support via meetings at the council’s contact centre and on the 
phone, offering practical help around mental health issues and addressing long 
underlying mental health conditions that are often a significant barrier to finding work. 
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Social enterprise Aspire Oxford ran a number of regular council funded Job Clubs 
that are located in well-defined pockets of social and economic deprivation across 
the city. Their employment coaches met with referred participants and offered one-
to-one support at community advice centres and children’s centres in Blackbird Leys, 
Rose Hill, Wood Farm, and Barton districts. 
 
The Citizens Advice Bureau met with participants with problem debts, supporting 
with personal budgeting guidance and bite size financial management training. 
 
The WEA delivered a series of workshops for small groups of customers providing 
training around employment readiness. These courses were delivered both in the 
Town Hall and at community centres around the city. WEA trainers also met with a 
selection of referred participants for one-to-one tailored career development 
sessions. 
 
Other training and support agencies the team worked with and referred participants 
to included Crisis, Shelter, local homelessness charity Oxford Homeless 
Pathways, and floating support agency Connection Floating Support. 
 

 
WRT Partners web page 

 
Jobcentre Plus 
The team established a productive and innovative working relationship with the local 
JCP. We partnered and jointly organised three successful and well attended job 
fairs, located in Oxford Town Hall in the city centre, and at a community centre on 
the Barton estate at the edge of the city. We facilitated co-working relationships with 
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nominated JCP work coaches, and a support fair comprising local training and 
support organisations. 
 
The JCP seconded three work coaches at different stages of the project to work 
within the team. We met and worked jointly with participants to help them improve 
their situation and move them closer to and into work. 
 
A JCP work coach joined the team on a full-time basis at the outset of the project 
and offered one-to-one employment adviser coaching sessions to participants. 
These meetings were set up by the participant’s caseworker in the council’s contact 
centre in a supportive environment and without the potential of sanctions. Work 
experience and career options were discussed in detail, and the customer had 
access to our partner network’s support opportunities and a wide range of currently 
advertised jobs in the city. 
 
The full-time work coach returned to JCP in March 2015 to work on Universal Credit 
implementation, and two JCP advisers were then seconded to work one day a week 
each with the team, to provide information and job support to customers. One 
adviser focused on younger Jobseekers Allowance (JSA) clients and the second 
specialised in over 50s, Employment and Support Allowance (ESA), and clients 
further from the workplace.  
 
Their insights and experience proved to be a valuable asset when identifying and 
addressing participants’ personal barriers to employment and pathways to improve 
their work situation. 
 
Project referrals 
During the project we recorded a total of 288 referrals to partners and other advice 
agencies, with many participants being offered multiple referrals for different types of 
support. Fifty five participants had no recorded referral to a partner, primarily 
because they found work without external referral or they did not take up the referral 
or failed to attend a referral meeting or activity. 
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5. The customer journey 
 
For the project, the team adapted the successful triage and customer engagement 
model developed during the Universal Credit local authority pilot in 2013-14. The 
triage process was subject to an earlier evaluation6 and we have not duplicated this 
for this project. Briefly, however, triage and engagement was designed on the 
following principles: 
 

• A proportionate and multi-layered approach 
The level of support offered to customers depends on needs identified during 
the triage process. It ranges from low level support where a customer is able 
to cope with welfare reform independently to high level intensive support, 
where the team has an ongoing casework relationship with customers. 

• Topical guidance 
Effective assessment of customer needs and ongoing support depends on 
building a relationship with the customer, and a scripted approach to 
customer engagement does not allow an effective relationship to develop. 

• Extensive and holistic support 
The team embraced the “one council” approach, with caseworkers focusing 
on building a relationship of trust with customers and providing a flexible, 
tailored offer (including partnership referrals) to meet individual customer 
needs. 

• Exclusive triage (an ongoing relationship) 
Customers with high support needs worked with one caseworker, bypassing 
the need for triage to be repeated and allowing caseworkers to develop a 
proactive approach to meeting their customers’ needs. 

 
As one of the key aims of the project was to support customers into work, the team 
redesigned the triage process and form to focus more clearly on customers’ barriers 
to work and the support needed to remove these. 
 
A copy of the revised triage process from April 2014 is included as Appendix 3. 
 
The table below shows customer routes into the project and the way in which the 
project assessed customer needs, made DHP awards and reviewed customer 
progress. DHP is typically awarded for three months at a time, so customers with 
high level support needs would usually have a case review in line with the DHP 
cycle. 
 
  

                                            
6 Oxford City Council (2014). Part 3 - Triage & Face-to-Face. In: Oxford City Council - LA Led Pilot 
Final Evaluation. Oxford: OCC 
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Team identifies 
customer from 
housing & new 

benefit claim data 

 Customer self-
refers through 

DHP application 

Referral from 
external 

partnership e.g. 
CAB, JCP  

Internal referral 
e.g. contact 

centre, Benefits, 
Home Choice  

Team assesses customer to decide whether 
they are eligible for the project and records 

the criteria on which the customer falls within 
scope 

Triage meeting with customer, assessing barriers to work, work experience and aspirations, confidence 
in finding work, digital access and personal budgeting support needs. Potential types of support 

identified, action plan of support and customer activity agreed. Team explains the ESF project and 
customer signs triage form confirming agreement to engage with the project 

Refer the customer to the relevant partner(s) to deliver the agreed activity plan. DHP assessed and 
customer notified in writing of award amount, duration and conditions of the award. Follow up with 

partner to confirm that customer has engaged with support 

Customer meets with partner(s) and begins the agreed course of support or training 

Customer has follow up meeting with team caseworker, usually around 
the review of a DHP award. Review points include customer feedback, 

agreeing further support needs and activity (if needed), review of triage 
form and reassessment of customer and project activity.  

DHP can be re-awarded 

Letter of 
introduction sent 

to potential 
customers, 

outlining the 
offer of help and 
inviting them to a 

triage meeting Team contacts customer to invite them to a 
triage meeting 

Team confirms with partner activity undertaken by customer and customer progress to agreed 
objectives. Regular operational meetings with close partners e.g. JCP, CAB, job clubs 

Customer finds 
work 

DHP to support 
transition into 

work 
Case closed 
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A customer with low level support needs may only need a DHP to pay rent shortfalls 
while they find work independently; in many cases, however, customers needed 
referral to one or more partners to help them deal with circumstances that were 
preventing them from finding work.  
 
Barriers to work 
As part of the triage process, customers were asked to identify their barriers to work, 
with caseworkers able to record up to three for project data capture requirements.  
 

The main barrier to work for customers in the project was childcare, representing 
more than a quarter (27%) of barriers to work mentioned by customers. As one 
customer told us in their final evaluation questionnaire, “it’s been hard due to having 
children and two that are not at full time school.” 
 
With no partner offer for childcare, this barrier remained largely intact. The provision 
of 15 hours’ free childcare for three and four year olds (and, depending on a 
household’s circumstances, for some two year olds) was often not enough to help, 
as parents frequently had little choice over the pattern of childcare offered. 
 
The team was able to reimburse some customers for childcare costs while they 
undertook training, and childcare was provided for customers attending the Barton 
job fair. We will consider the need for childcare provision as part of any training or 
support offer later in this evaluation. 
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Customers gave lack of experience, skills, qualifications and confidence as barriers 
to finding work: 
 

• nearly a third (31%) had been unemployed for less than six months; however 
more than four in ten (42%) lacked skills because they had been 
unemployed for three years or more; 

• a third (33%) of customers who identified themselves as lacking skills for 
work said that they needed vocational training; 

• nearly a third (32%) of jobs in Oxford are in professional occupations, nearly 
double the 17% average for England7. Perhaps unsurprisingly, customers 
with qualifications at Level 5  and above made up a fifth (20%) of the project 
cohort; 

• nearly a quarter (23%) of customers had no qualifications or qualifications 
below Level 1; 

• 15% of customers answered “don’t know” to a question about their 
qualifications. The team collected no more data about this; anecdotally, 
many of these customers had overseas qualifications not recognised in the 
UK or with no direct equivalent here; 

• more than half (52%) of customers felt that they had at best a 50:50 chance 
of finding work in the next three months; nearly a fifth (19%) said that they 
were not confident or were very unconfident about their chances of finding 
work in this period. 

 
     The full results of these questions are shown below.  
 

 
                                            
7 Oxford City Council (2015a). The Wheel of Work - Occupations in Oxford. [Online] Available from: 
www.oxford.gov.uk/Library/Documents/Statistics/2015_03_occupations.pdf [Accessed: 25 November 
2015] 
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Referrals 
Identifying customers’ needs is the first step to helping them to meet those needs 
and to support them into or back into work. 
 
The team would not have been able to deliver the project without developing a 
robust network of partners able to help customers surmount and remove their 
barriers to work. 
 
Of the 288 referrals for customers in the project the overwhelming majority (220) 
were made to ten partners8, and the breakdown of referrals to these partners is 
shown in the chart below. 
 
Other referrals were made to partners such as Connection Floating Support, 
Crisis Skylight and non-seconded work coaches at JCP. Customers were also 
referred to distance learning providers like Learn Direct, who did not directly take 
part in the project9. 
 
 

                                            
8 OBE/Fredericks give advice and help for people wanting to become self-employed and self-
employment start-ups. 
9 Indeed, Learn Direct would not have been able to take part in the project, as they are already funded 
by the ESF. 
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Discretionary housing payments (DHPs) 
DHP is a fund which the team can use to top up housing benefit (or Universal Credit 
housing costs element) payments where the benefit awarded does not cover a 
customer’s full rent. Most private tenants’ housing benefit is based on the local 
housing allowance (LHA), which sets limits on the benefit payable according to a 
household’s bedroom need10.  
 
Single people aged under 35 are usually only able to get LHA based on the cost of a 
room in a shared house. 
 
There has been a series of restrictions to LHA rates since 2011. As Oxford has high 
and rising rents making it one of the most unaffordable places to rent in the country, 
private tenants in the city are increasingly finding that they cannot find a home to rent 
within LHA rates. 
 
The team administers DHPs for the council, and can use DHP to meet LHA 
shortfalls. The potential award of DHP was the main incentive for customers to 
engage with the project. 
 
DHP payments are usually made for three months at a time and subject to an 
agreement with applicants that they take steps to remove or reduce their need for a 

                                            
10 Oxford City Council (2015b). Local Housing Allowance rates. [Online] Available from: 
www.oxford.gov.uk/PageRender/decCB/Allowance_Rates_occw.htm [Accessed 25 November 2015] 
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DHP in future11. For project customers, this usually meant that they needed to 
engage with the team and its partner organisations to find work or take steps to 
improve their employability.  
 
DHP grant from the DWP was cut from £514,496 in 2014/15 to £288,092 in 2015/16, 
and we will consider the implications of this for the team’s offer to customers, project 
exit and project legacy later in this evaluation. 
 
The table summarises DHP applications from project customers in 2014/15 and in 
the 2015/16 financial year to date. 
 
 2014/15 2015/16 Total 
Total applications received 404 96 500 
Number of successful applications 372 75 447 
Number of unsuccessful applications 32 21 53 
Success rate of applications 92% 78%  
Number of individual customers who have applied 182 88  
 
Changes to the recording and reporting of DHP awards in 2015/16 mean that we 
cannot report DHP spend from April to June 2016 for project customers. In 2014/15, 
we spent £197,699 on DHP awards for project customers. 
  
Job fairs 
The development of job fairs was a major service initiative for the team during the 
project. They aimed to bring employers with current vacancies together with project 
and other welfare reform customers together to help them into work. 
 
Three job fairs were organised during the project: 
 

• 1 October 2014 in Oxford Town Hall 
• 4 March 2015 in Oxford Town Hall 
• 15 July 2015 in Barton Neighbourhood Centre 
 

After the end of the project, a fourth job fair was held on 11 November 2015 in 
Blackbird Leys Community Centre. 
 
The first two job fairs were organised jointly with JCP, who also mandated many of 
their customers to attend. For the job fairs on Barton and Blackbird Leys, Aspire and 
JCP took the lead in organising and delivering the job fairs, with the team and other 

                                            
11 Oxford City Council (2015c). Oxford City Council’s Discretionary Housing Payment Policy. [Online] 
Available from: www.oxford.gov.uk/Library/Documents/Benefits/DHP%20Policy%202015%20v1.pdf 
[Accessed 25 November 2015] 

http://www.oxford.gov.uk/Library/Documents/Benefits/DHP%20Policy%202015%20v1.pdf
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service areas in the council providing logistical, financial and marketing support to 
our partners.  
 
The team also had a presence all four job fairs to promote our service, advise 
participants and provide support to our customers who attended the events. 
 
We will consider the role of the job fairs in the project later in this evaluation. The 
following customer story illustrates how job fairs have been able to help us to deliver 
the project’s aims. 
 

Justin 
 
In August 2014, Justin was referred to the team by JCP. He was long term unemployed and 
at risk of homelessness because he could not afford the shortfall between his rent and his 
housing benefit, which was due to LHA restrictions. 
 
A caseworker met Justin and together they came up with an action plan for him. While 
Justin was well qualified with a university degree, he had little work experience and this was 
identified as the thing holding him back. It also seemed the methods he was using of 
applying for work weren’t working, with few replies from his online applications.  
 
As a result of discussions with his caseworker, Justin agreed a referral to OCVA to get a 
volunteer placement and some experience in a workplace. Justin also agreed to approach 
some recruitment agencies to see if he could get some temporary work, and also to attend 
the job fair that JCP and the team were jointly organising at Oxford Town Hall.  
 
To support Justin while he looked for work, his caseworker gave him a DHP for three months 
to sustain his tenancy. 
 
As well as accepting a short voluntary stint, Justin went on to attend the job fair, where he 
was offered a job interview by Gala Bingo, one of the recruiting employers attending. Justin 
was then offered and accepted the job. 
 
Justin’s caseworker liaised closely with the Benefits team to help ease his transition into 
work. Because he had been unemployed for more than six months, Justin was entitled to an 
extended payment of housing benefit, and his caseworker made sure that DHP was paid 
until the extended payment was awarded. This meant that Justin didn’t need to worry about 
the rent before he got his first pay from Gala Bingo. 
 
Justin now works full time and no longer claims housing benefit or DHP because he can 
afford to sustain his tenancy himself. 
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Customer stories 
The best way to illustrate customer journeys in the project is by describing some of 
them.  
 
Many project customers had been unemployed for three years or more, which 
presented challenges that the Work Programme had been unable to solve. Other 
customers had just signed on for benefits like JSA and housing benefit, and were 
much closer to the labour market. 
 
The team’s customer focus and emphasis on relationship building meant that we 
aimed to identify and meet customers’ specific needs – in many cases, long term 
support was needed to help them back into work, but this was not always the case. 
Sometimes a targeted intervention of the right advice at the right time was all that 
was needed. 
 
The team’s holistic approach also meant that we were able to identify and support 
customers with issues unrelated to finding work. The team’s role is a blend of work 
coaching, benefits advice, housing advice and homelessness prevention, and we 
were able to support customers to resolve their housing and benefits issues as well 
as to find work.   
 
The range of support we offered is shown in responses to the customer consultation 
survey we carried out at the end of the project. 
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Customers also made comments about the range of support we offered: 
 

Customer feedback 
 
“I was able to increase my hours of work to claim tax credits. I have been able to stay in my 
home while looking for more suitable accommodation.” 
 
“Help me get my confidence back. Was doing English course and maths course, went to job 
club.” 
 
“Receiving the DHP and providing advice on claiming Disability Living Allowance for my son, 
led us to receive this benefit. The DHP was extremely useful to us! Without the support of 
the DHP our family would have suffered dramatically.” 
 
“Helped financially and with help with WEA. Hoping to do permitted work and eventually 
confidence back to work.” 
 
“Got on Level 3 first aid course. DHP and advice on other courses available.” 
 
“Firstly they interviewed me how to manage my money and they tell me if there's any 
problem I have to let them know and they tell me to prepare to get a job in the future.” 
 
“It helped us pay our full rent on time. DHP helped us to avoid further debt when I was 
unemployed.” 

 
Customer feedback is also given in the Outcomes and lessons learned section of 
this evaluation. 
 
We have not used real names in these customer stories. 
 

Richard  
 
Richard is a single parent who had been on benefits for seven years when he contacted the 
team for help in early 2013, as the jobcentre had told him that he was going to be benefit 
capped later that year. 
 
Richard told us that he lacked work experience, that he struggled with job interviews and 
that he needed help with his CV, so we referred him to Skills UK for help with applying for 
jobs and finding work. 
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When Richard was benefit capped in August 2013, his housing benefit was cut by more than 
£75 a week. We agreed to give him a DHP for three months initially to help pay his rent 
while he found work. 
 
During this time, Richard was moved onto the Work Programme and we kept in regular 
touch. Because of the relationship we were building with Richard, we then were able to 
refer him to Aspire for specialist support when he told us about particular problems he was 
having finding work.  
 
We were able to help Richard pay his rent through DHP while he kept going to Aspire for 
training and work experience, and also liaised with our private sector housing team about 
repairs needed to his home. We had frequent catch ups with Richard and were also in 
regular contact with Aspire about his progress.  
 
Unfortunately, Richard stopped going to Aspire after several months. He told us that he now 
just wanted to look for work and was volunteering in a shop. Although he hadn’t stuck to his 
agreement with us, we agreed to give him a partial DHP because we recognised the 
progress he had made.  
 
We also offered to refer him to the Citizens Advice Bureau for money advice and kept open 
the offer of more support. 
 
Richard was applying for work but was getting deeper into debt and his landlord was 
threatening to evict him when he was offered a job. We advised him to claim working tax 
credit so he would no longer be affected by the benefit cap. We also agreed to give him a 
full DHP top up alongside his extended payment of housing benefit to help ease the 
transition into work. 
  
Richard is now working for the first time in over nine years, getting working tax credit and 
some housing benefit, and no longer needs to depend on DHP to pay his rent. He is £200 a 
week better off than he was when the benefit cap was applied to his housing benefit. 
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Marianne & Mark 
 
Marianne & Mark are council tenants with four children. They lost more than £45 a week 
from their housing benefit when they were benefit capped in October 2013. Mark had been 
on the Work Programme and was applying for ESA while he waited for surgery. 
 
Mark was keen to work again when he could, and we agreed to give him a discretionary 
housing payment (DHP) while he waited to hear about his ESA application. When Mark was 
put into the Work Group for ESA, we referred him to Barton Job Club for coaching to find 
work, to help sort out his CV and to improve his skills.  
 
We also arranged an appointment for Marianne and Mark to see an independent money 
adviser from Oxford CAB, and the CAB helped them to apply for debt relief orders to deal 
with their debts. 
 
Mark’s ESA ended and he moved back onto JSA. We kept in regular contact with Mark and 
the job club to check on Mark’s progress in moving back into work, and we were able to 
keep paying DHP as he was going to the job club and getting interviews. 
 
After nine months, Mark had not found a job and we discussed whether he would benefit 
from more direct support in finding work. Mark agreed to this. We arranged for him to go to 
a WEA career development session and made a new referral to Aspire to help him to get a 
job. 
 
Six weeks later, Marianne rang the council and told us that Mark was about to start a new 
job. We gave Marianne and Mark an extended payment of housing benefit and advised 
them to claim working tax credit so that they would be exempt from the benefit cap. 
 
Because Marianne and Mark claimed working tax credit, the benefit cap was removed in 
June 2015. Mark now works for 30 hours a week. 
 
Marianne and Mark still get some housing benefit, and they no longer need a DHP because 
they can afford to pay their rent themselves. They need no longer worry about not having 
enough money to pay the rent, and are more than £140 a week better off than when the 
benefit cap was applied to their housing benefit. 

  



37 
 

Ayesha 
 
Ayesha is a single parent with five children who called us in September 2013 when the 
benefit cap reduced her housing benefit by more than £180 a week. Although she had a 
degree, this was from her home country and was not recognised in the UK. At the time, she 
was studying to update her qualifications at Oxford Brookes University. 
 
Although her degree course and the difficulty of finding childcare placed heavy demands on 
Ayesha’s time, she was keen to avoid the benefit cap and agreed to work with us. We gave 
her a DHP to top up her rent and referred her to a job club for help finding work. 
 
We stayed in regular touch with Ayesha, speaking to her landlord when there were 
problems with her housing benefit claim because of her student finance. With the help of 
her job club adviser, she was actively applying for work despite her childcare worries. We 
often spoke with Ayesha about this. We also discussed the option of finding volunteer work 
as a way of gaining work experience. 
 
We carried on paying DHP while Ayesha continued with her course. She attended our job 
fair in March 2015, and began working with her course tutor and Brookes University to find 
appropriate internships and paid work once her course finished. Ayesha also kept seeing her 
job club adviser and we kept talking to her and her adviser about her progress. 
 
Ayesha found part time work in May 2015, when her course ended. We agreed to carry in 
paying DHP for a couple of months to support her while she claimed working tax credit and 
to help ease her path into work. 
 
Ayesha is now exempt from the benefit cap. She now gets over £260 a week more in wages, 
tax credits and housing benefit than when she was benefit capped in 2013. 

 
 

Karolina (and her son) 
 
Karolina is a private tenant in our Home Choice scheme. We wrote to her asking if she 
wanted to be part of our ESF project in June 2014. When we first met Karolina in July, she 
was very upset because she was in debt, her landlord was threatening to evict her, and she 
was worried that she would lose her job because of all the stress. 
 
Karolina applied for a DHP, which we agreed to give her for three months initially as she was 
already getting help from the CAB over her debts.  
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We also advised her to speak to Home Choice about finding a smaller home, as one of her 
children had left her home six months previously, and this meant that housing benefit no 
longer covered the cost of one of her bedrooms. 
 
Karolina was no longer working when we caught up with her in December. Shoulder 
problems meant that she had to give up her job; she was applying for ESA and was waiting 
for physiotherapy appointments. Karolina was keen to return to work as soon as possible 
and was feeling very emotional. We referred her to Go Active to improve her health and 
extended her DHP payment. 
 
Karolina was able to return to work part time in March, and we continued to support her 
while she looked for cheaper accommodation. She was offered a smaller property which she 
felt unable to take because it was in such poor repair she feared for her family’s health; at 
the same time, her landlord proposed to increase her rent by nearly £300 a month. 
 
We spoke to Home Choice about the unsuitable offer of a smaller home and the proposed 
rent increase, and also referred Karolina to Shelter for advice. Her landlord later agreed to 
increase the rent by only £80 a month. 
 
As it turned out, Karolina did not need a smaller home in the end. Her eldest son returned 
to live with her and she no longer had more bedrooms than she needed for housing benefit. 
Karolina’s son had been away because he had been in prison.  
 
Together with a work coach from JCP, we met with Karolina and her son in June 2015, and 
signed him up for the ESF project. We encouraged Karolina’s son to look for work and 
agreed to refer him to the job club and to Aspire for support with this. 
 
Karolina’s son found work in a coffee shop within six weeks. In September, he started a 
course at City of Oxford College. He is retraining as an electrician and still working at 
weekends. 
 
Helping customers into work and supporting them with DHP is far from the only thing we 
do. For Karolina, our work involved emotional support, helping her improve her wellbeing, 
advice about housing and benefits and a proactive approach to dealing with her housing and 
benefits issues with other teams in the council. As a result, she no longer needs a DHP and 
can sustain her tenancy without our help.  
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Laurence 
 
We helped Laurence as part of a Back To Work initiative we developed with Oxford 
Homeless Pathways to support homeless people moving from benefits into sustainable 
work. 
 
Laurence had been homeless since he was 17 and had spent nearly six years living in hostels. 
He was living in O’Hanlon House night shelter when he started an apprenticeship with our 
Parks department in March 2015.  
 
The combination of high hostel rent and lower housing benefit personal allowances for 
under 25s meant that Laurence was having to find nearly £65 a week towards his rent. 
Although we do not usually meet means tested shortfalls, we agreed to give Laurence a DHP 
to pay this. In return, Laurence agreed to save towards a deposit for private rented 
accommodation. 
 
When Laurence found private rented accommodation in May through our Home Choice 
scheme, we spoke to Laurence’s hostel support worker and our Parks department and 
agreed to extend his DHP award.  
 
Laurence had no qualifications and had been homeless for six years, and we wanted to 
support him into independent living and sustainable work, so we agreed to pay DHP to meet 
his means tested benefit shortfall for the rest of the financial year. Laurence would only 
need to pay £11 a week towards his rent out of his apprentice’s wages. 
 
Unfortunately, after eight months in his apprenticeship, Laurence lost his job, gave up his 
tenancy and returned to the streets. He is now living back in the night shelter and is claiming 
JSA again. 

 
 
Nasir 
 
Many of our cases involve long term support to help our customers back into work, but this 
is not always the case. Sometimes all anyone needs is the right advice at the right time. 
 
Nasir and his partner were expecting their fifth child when they applied for a DHP in late 
April 2015. They had not long moved into a four bedroom house, but were only entitled to 
claim for three bedrooms until their baby was born. This meant that their housing benefit 
was nearly £90 a week short of covering their rent. 
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Nasir was working part time, but not doing enough hours to qualify for working tax credit. 
His caseworker advised him that unless he increased his hours at work and claimed working 
tax credit, he would face the benefit cap and would not qualify for more housing benefit; in 
fact, he would lose even more benefit. 
 
We agreed to give Nasir and his family a DHP while he looked for somewhere cheaper to live 
and to increase his hours at work. Nasir was benefit capped at the start of June and his 
housing benefit was now nearly £100 a week less than his rent. 
 
Through friends and family who interpreted for him, we were able to advise Nasir again 
what he needed to do to be exempt from the benefit cap. Within a fortnight, Nasir found a 
new job with more hours and claimed working tax credit. 
 
This meant that Nasir was only benefit capped for a month. As a result, he could now get 
housing benefit for the extra bedroom he needed for his baby son, and no longer needed to 
think about moving.  
 
We helped Nasir to sort out his housing benefit claim when he was having problems getting 
a P45 from his old employer. Once he had given us proof of his tax credits, we agreed to 
extend Nasir’s DHP to cover his rent for the month he was benefit capped. 
 
Nasir now gets full housing benefit and we are not supporting him with DHP, as he can 
afford the difference between his housing benefit and his rent out of his own pocket. Our 
timely advice means that Nasir and his family now have an extra £250 a week in the family 
kitty than they did when they were briefly benefit capped. 

 
    

Mel & Ian  
 
Mel is a housing association tenant who lived with her partner and children when she was 
benefit capped in June 2015, losing more than £80 a week from her housing benefit and 
putting her at risk of rent arrears and eviction.  
 
We contacted Mel and asked her to come and see us. She told us that she had recently had 
twins and that Ian had given up his job to help her care for the children. The family were 
also severely overcrowded, with two adults and five children living in a two bedroom home. 
 
As one of her sons was being assessed as potentially autistic, we advised Mel and Ian that 
they had two possible exemptions from the benefit cap: to apply for Disability Living 
Allowance (DLA) for their son, and to find paid work and claim working tax credit. 
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Mel and Ian agreed to follow both of these options. As part of our ESF project, we referred 
Ian to Aspire for help getting a Construction Skills Certification Scheme (CSCS) card. Mel 
agreed to apply for DLA for her son. We also referred them to Oxford CAB for help with Ian’s 
former tenancy debts, which meant that they could not transfer to a larger home. 
 
We then agreed to give them a DHP to cover the benefit cap. 
 
Mel missed three CAB appointments because of summer childcare problems, but she 
confirmed to us that she had applied for DLA. We agreed that we could reschedule her CAB 
appointment for after the school holidays as long as Ian went to Aspire regularly. 
 
On Ian’s first Aspire placement day, Mel rang us to say that she had been awarded DLA for 
her son. We told her to give us a copy of the DLA decision letter as this would exempt the 
family from the benefit cap altogether. 
 
Our proactive intervention and Mel’s quick DLA application meant that the family were 
benefit capped for less than a month. Unfortunately for Mel, her relationship with Ian 
ended and he left the property after being arrested for domestic violence. While she still 
needs a bigger home, she is £80 a week better off than when the benefit cap was applied 
and housing benefit covers all her rent again. 
 
Following the award of DLA for Mel’s son, we closed her case. However, we have left open 
the offer of help with any debt, benefit or work-related issue if she needs this in future.  

 
 

Debbie 
 
While the ESF project ran for 14 months and focused on helping private tenants into work, 
we helped a number of customers who came into the project long after it had finished, and 
with a wide range of issues other than work-related ones.  
   
We first met Debbie in June 2014, shortly after she applied for a DHP, and signed her up for 
the ESF project. Debbie worked part time despite some health problems, and she also 
suffered from panic attacks. To boost her income and be able to afford her rent shortfall 
herself, Debbie agreed to speak to her employer about getting more hours.  
 
She also agreed that we could refer her to the job club for help finding other work that 
would give her more hours. To help her to do this, she also wanted support to improve her 
CV and to write better job applications. 
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Almost immediately, her situation worsened as her son moved out to live with his partner, 
and she lost nearly £35 a week more from her housing benefit. Debbie’s rent shortfall was 
now around £100 a week, and we agreed a DHP to cover the part of it that was down to the 
difference between her maximum LHA and her actual rent – around £60 a week. 
 
Debbie wanted to move to a council or housing association home, and we spoke to our 
Housing Needs team so that she could start bidding for properties on the housing register. 
When her DHP came up for renewal, we also arranged for her to see the JCP adviser 
seconded to us to support her efforts to find more work. 
 
Within a few months, Debbie’s employer agreed to give her more hours at work and she 
claimed working tax credit. We then agreed to extend Debbie’s DHP to give her some 
breathing space while she found somewhere cheaper to live by bidding on the housing 
register. 
 
This could have been the end of the matter, but Debbie was about to face a personal 
housing crisis. Her landlord was required to undertake works to her home by our 
Environmental Development department, and he served her with notice to quit. We 
referred Debbie to Shelter for help. Debbie’s landlord took her to court to evict her, and the 
case was thrown out because he hadn’t followed the right procedure.  
 
As she was under notice to quit, Debbie should have been given extra priority on the 
housing register. This didn’t happen because her landlord claimed she was in rent arrears 
and refused to give a rent statement to Housing Needs. Debbie disputed this, as her 
landlord refused to give her a rent book, receipts or indeed any acknowledgement that she 
was paying her rent. Although Debbie was bidding on the housing register, she wasn’t 
getting anywhere. 
 
With support from Shelter, we asked Housing Needs to review Debbie’s case, and kept 
paying her DHP. Housing Needs agreed that there was no evidence that she was in rent 
arrears and gave her Band 2 priority on the housing register because of the condition of her 
home.  
 
In November 2015, nearly a year after her landlord first served her with notice to quit, 
Debbie was offered a council home. She is now a council tenant and although she is waiting 
for her housing benefit to be assessed, Debbie’s rent is more than £125 a week lower than 
in her former tenancy. 
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6. Performance & Documentation 
 
Measuring and reporting activities and participant outcomes was a key element of 
the original project submission and has informed the evaluation of the project and 
the development of future provision of support for residents by the Council.  
 
The Performance and Audit Officer was recruited for the duration of the project to 
collate and report activities and outcomes within the team, to other stakeholders 
within the council, and to the network of external partners. The Performance and 
Audit Officer was responsible for recording all financial expenditure on the project 
and reporting this back to the ESF department of the DWP as part of a quarterly 
claim and progress report.  
 
Project performance was reviewed by the team on a weekly basis at scheduled ESF 
project meetings. This was the regular forum to discuss the success or otherwise of 
activities around recruiting participants, working with new and existing support and 
training partners, and planning bespoke training and support needs suggested from 
trends in the information we were given by new participants.  
  
Three specific performance measures were included in the bid submission and 
agreed prior to the commencement of the project. The first measure was a target 
number of participants in the project, the second measure was the proportion of 
those participants who then found work or increased their working hours, with the 
third being the number of participants who are referred by the team to local partners 
for training courses and other customised support. 
 
Participants 
A total of 230 participants enrolled in the project, which is 38% of the original target 
number of 600 participants. The number of participants who either found work or 
increased their working hours was 62, against an initial target of 120.  
 
Although the number of registered participants was significantly below the original 
target, the percentage of participants who then engaged with the team and who 
found work during the period was 27%, well above the target of 20%. 
 
A number of project participants have also found work since the end of the project. 
 
Profile of project participants   
Total number of participants 230 
Number of participants moved into work 62 
% of participants who moved into work 27% 
% still in work as at 30th June 2015 85% 
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Source: Oxford City Council Sep 2015 

 
There are particular circumstances in Oxford relating to the local employment market 
and the cost of housing that contributed to the challenges we had recruiting the 
target number of participants into the project. 
 
Oxford has a fast diminishing JSA count, which has recently fallen to a record low of 
735 people, or just 0.6% of the total workforce. Oxford JCP has reported that there 
is frequently a very fast turnaround with new claimants, many of who find 
employment within a few days of making a claim for JSA. The number of active 
jobseekers who were referred to the project and therefore eligible to access the 
support on offer was much lower than originally envisaged and decreased markedly 
across the life of the project.  
 

People Claiming JSA in Oxford – January 2006 to September 2015 

 
Source: Office for National Statistics Oct 2015 
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People on JSA who have not found work in 6 months are routinely referred to the 
Work Programme by JCP and come off the JSA count. This also takes these people 
out of scope for the purposes of our project and further reducing the pool of 
candidates available to the project. 
 
The high cost of local housing has made Oxford the least affordable place to live in 
the UK with the average house price some 16 times the average earnings of people 
living in the city. This has had a knock on effect on the cost of private rented 
accommodation, with many residents relocating out of the city to find cheaper 
accommodation, reducing the number of people claiming housing benefit in Oxford 
and in turn the number of potential candidates to the project.  
 
Customer confidence 
In addition to the data required for management information reporting, caseworkers 
also asked participants four questions around the key themes of the project and 
participants assessed their own relative confidence in each on a scale of 1 – 5, from 
1 being very unconfident to 5 being very confident. 
 
The questions were: 
 

1) Is the customer confident they will find work/ more work in next 3 months? 
2) Is the customer confident with money management and budgeting? 
3) Does the customer feel they can manage monthly payments? 
4) Is the customer confident with information technology? Including internet 

access, Microsoft Office and online job search? 
 

  
Participants’ Confidence around key themes 
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Overall the participants were most confident about managing monthly payments of 
their bills and least confident about their chances of finding employment or 
increasing their hours in the near future. 
 
As part of our customer consultation at the end of the project we asked participants 
three of the questions again and compared the average before and after to help us 
measure any noticeable trends around key themes of personal budgeting and 
financial management and IT skills and internet access.  
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Overall there was a decrease in the reported levels of confidence in these areas at 
the end of the project. 
 
We do not know why customers reported lower confidence levels at the end of their 
participation in the project, and we will be asking customer focus groups for 
Customer Service Excellence re-accreditation for their thoughts. We cannot discount 
the possibility that customers overstated their confidence levels at the start of the 
project because they thought we would be more likely to give them a DHP. 
 
All participants confirmed their agreement to be included in the project by signing a 
short acknowledgement paragraph that was incorporated in the triage form that was 
completed at their first meeting with one of the Welfare Reform Team’s caseworkers, 
usually at the council offices. 
 
Each caseworker recorded all activities undertaken with each participant in personal 
customer casework files and added each referral to one or more of the network of 
partners to the team’s ‘performance management framework’ spreadsheet. This 
enabled the team to monitor the frequency and direction of referrals to partners both 
on a real time basis and as part of progress assessment and reporting. 
 
Economic Impact of project 
The DWP has modelled an illustrative estimate of the costs and benefits that accrue 
if some hypothetical typical claimant (who would otherwise have remained on 
benefits) were to move into employment for one additional year. The in-work wages 
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and working hours of typical claimants are assumed to be consistent with those 
reported by relevant former benefit claimants to the DWP. 
  
For the financial year 2015-2016 the fiscal value12, the economic value13, and the 
total public value14 to the UK economy of each person who moves into 
employment, expressed as benefits not paid out and the saving to the NHS as a 
result of improved health, are estimated by the DWP as follows. 
 

Moving Into Work Unit Saving 2015/16 

 
 

Source: DWP Unit Cost Database v1_4 
 
Using these illustrative values the total public value added as a result of the 62 
participants in the project who moved into work is calculated as £728,856. This 
calculation makes the assumption that all of the participants in the project who move 
into work remain in work for exactly 12 months. This reasoning is supported by the 
fact that 85% of those who found work were still in employment at the end of the 
project and more participants will remain in work for more than 12 months than less. 
For the detailed breakdown of this calculation see Appendix 4. 
 

                                            
12 The Fiscal Value comprises savings in benefits payments accruing to the DWP's Annually Managed 
Expenditure, and savings to the NHS related to a reduction in health care costs associated with being 
out of work. Source: DWP Unit Cost Database v1_4 
13 The Economic Impact relates to increased earnings as a result of entering employment.  Note that 
when considering the overall public value relating to a JSA claimant entering work, the fiscal saving 
from benefits payments should be excluded, as this is effectively a transfer payment (non-payment of 
a social security benefit just moves money from one place to another). Source: DWP Unit Cost 
Database v1_4 
14 Total Public Value comprises the fiscal benefit to health agencies plus the economic benefit to the 
individual. Source: DWP Unit Cost Database v1_4 
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Management information 
There was a requirement to collect and report management information (MI) on all 
participants in the project. MI was collated and reported to the managing authority on 
a quarterly basis in accordance with the guidelines supplied to the team by the ESF 
department at the DWP. 
 
Primarily this information was recorded by caseworkers at the initial face to face 
meeting with each participant in the project. In certain instances this information was 
collected at a subsequent meeting, on a phone call, or was reported to us by a 
referring local partner with the participant’s permission.  
 
The participants’ questions fall into two distinct categories: 
 

i) MI that was required by the DWP to aggregate the outcomes of the pilot 
projects and measure the diversity and demographics of the participants 

ii) A series of questions on entering the project expressing the participant’s 
confidence around work readiness, personal budgeting and financial 
management, IT skill levels and access to the internet. 

 
The required MI is date of birth, post code, level of qualifications passed, 
employment status on entering the project and ethnicity. 
 
Documentation 
Day to day project management was documented on Excel spreadsheets with drop 
down fields and standardised data capture. 
 
Participant data was collected in two ways. First, data from the participant when we 
first interviewed them (the triage process). Secondly, with consent we obtained data 
from the partners that participants are referred to. 
 
Performance data was captured in Excel files so validation could be carried out (e.g. 
ensuring all variables add up to the total number of participants). Participant data 
was also separately collated in our case management records. 
 
Data was held on a dedicated server within the City Council’s intranet, which can 
only be accessed by authorised users with a password. Any data provided by way of 
evaluation was anonymised for reporting purposes. 
 
Physical copies of all documents are stored in logged and tagged storage boxes in 
the secure document storage facility at the council offices in St Aldate’s. 
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7. Key outcomes and lessons learned  
 
 

We used a range of quantitative 
and qualitative data collected 
during and after the project for 
this evaluation. This includes: 
 
• Data collected from project 
  participants as part of their 
 initial triage into the project 
• Referral and outcome  
 recording by project  
 caseworkers 
• Management information  
 compiled throughout the  
 project 
• Quantitative data analysis by 
 the University of Oxford 
• Project discussions  
 at team meetings 
• A postal and email  
 consultation questionnaire  
 sent to project customers 
• A postal and email 
 questionnaire sent to 
 partners who helped to  
 deliver the project 

t 
 
 

Data analysis 
We asked Mahima Mitra, a DPhil in social policy at the University of Oxford, to 
conduct quantitative data analysis on information collected by caseworkers about 
project customers. 
 
This included customer details given during triage, as well as referral and outcome 
recording. 
 
Although the triage form was designed to provide structure to customer interviews, 
the customer-focused triage process meant that customer information was frequently 
not collected where it was not relevant to their circumstances. As a result, it was not 
possible to draw many conclusions from the data available. 
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The team should consider whether data collection for future projects should be 
conducted separately from caseworker triage meetings, and who would be the most 
appropriate person to do this. 
 

Regression analysis results: What are the odds of customers finding work? 
 
• The odds of finding work for customers who had been unemployed for between six 

months and a year were more than six times (620%) higher than for customers with 
any other duration of unemployment. 

 
Conventional wisdom suggests that it is easier to find work if you are already working or if 
you have just lost a job. Our analysis says that the provision of support services to project 
customers experiencing unemployment for between 6 months and a year increased their 
chances of finding work by a factor of six. This indicates a clear benefit in providing 
dedicated services (including support with confidence and motivation) for this group, which 
may help them into work soon. 
 
• The higher a customer’s weekly housing benefit shortfall, the lower were the odds of 

them finding a job. 
 
For every pound increase in a customer’s weekly loss, the odds of getting employed at the 
end of the project reduced by 2%. Again, conventional wisdom suggests that taking money 
off benefit claimants (e.g. by sanctions or cutting benefit rates) acts as a financial incentive 
to get a job.  
 
Our analysis says that the opposite is in fact true, at least for this project cohort. Higher 
benefit losses may correlate with higher rent and larger families, and financial hardship; as 
childcare and debt15 are established barriers to work, it is perhaps unsurprising that 
customers with higher benefit losses are less rather than more likely to get into or back into 
work.  
 
This is corroborated by Citizens Advice research16 into how people are likely to deal with tax 
credit cuts proposed by the government in the July 2015 budget. Citizens Advice asked 
people how they felt they would be able to cope with a notional £100 a month cut to their 
household finances; over half (52%) said that they would find it very difficult to cope, rising 
to 96% of all respondents with an annual household income of under £14,999.  
 
When asked how they would respond to a cut of £100 a month to their household budget, 
only 28% told Citizens Advice that they would try and increase their income through work.  

                                            
15 Just under half (48%) of project customers who answered this question at triage admitted to being 
in debt; of these, two thirds (65%) owed less than £2,500, a fifth (19%) had debts of between £2,500 
and £4,999, and the rest (15%) owed more than £5,000 to their creditors. 
16 Citizens Advice (2015). Cutting Back: Dealing With Changes in Income.[Online] Available from: 
www.citizensadvice.org.uk/Global/CitizensAdvice/welfare%20publications/Taxcreditbarometer.pdf 
[Accessed: 25 November 2015] 

http://www.citizensadvice.org.uk/Global/CitizensAdvice/welfare%20publications/Taxcreditbarometer.pdf
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Benefit losses for project customers – whether as a result of the benefit cap, LHA or tapers 
due to other income – can be considerably more than £100 a month. In the worst case, 
customers may lose nearly £300 a week LHA and only be left with entitlement to 50 pence a 
week. 
 
Weekly housing benefit losses for project customers are shown in the chart below. 
  
• Debt, ethnicity and the type of welfare reform faced by customers all had a bearing 

on whether they found a job or not. 
 
Although a Fisher’s Exact Test of Significance indicated an association between customers’ 
ability to find work and debt, ethnicity and the type of welfare reform, insufficient data 
meant that it was not possible to establish the direction of relationship between these 
factors and a customer’s ability to move into employment. These are all important factors 
that any future evaluation should consider. 
 
 
A data summary and analysis is included as Appendix 5 to this evaluation. 
 

 
Customer and partner questionnaires 
We carried out questionnaire surveys for customers in the project and partners who 
helped us to deliver the project. These are included as Appendix 6 and Appendix 2 
to this evaluation respectively. 
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There were 38 responses to the customer questionnaire, a return rate of 17%. We 
offered a draw for a £25 shopping voucher to customers who returned the survey, 
and subsequently decided to send out a reminder to customers who hadn’t replied to 
the initial questionnaire17.   
 
The range of support we offered these customers is outlined in The Customer 
Journey section of this evaluation. We also asked customers how useful this 
support was and whether we could improve our offer to them. The results are shown 
below. 

 

                                            
17 The team has begun to look at nudge theory as a way of promoting customer engagement, 
particularly in our preparation for the benefit cap being reduced in 2016. The reminder mailshot 
offered the chance of another £25 shopping voucher and made prominent reference to a “Miss K from 
Blackbird Leys” who had won the first shopping voucher. We can only speculate whether this made 
much of an impact; however, a 17% consultation return rate is getting on for double our original 
expectation.  
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We also asked customers for their general comments about our work with them. 
 

Customer comments (including suggestions for improvement) 
 
“I was in a very difficult situation with rent when I contacted the WRT, and the help I 
received was of great benefit.” 
 
“They re-engaged me with housing officer who I had not seen for years and helped with my 
rent.” 
 
“In positive way it was helpful but it didn't last much longer. My situation was still the same 
and then my DHP stopped.” 
 
“Brilliant service - very helpful a lot of advice.” 
 
“I am still looking for job, doing my best and still worried for my situation later, afraid to get 
worse and afraid for not being able to pay the rent later.” 
 
“Without this support I would have been in debt or worse.” 
 
“Allowed me to manage my money with getting into rent arrears.” 
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Could the Welfare Reform Team improve its offer of 
support to help your current situation? 

Yes

No
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“Want to do permitted work and need to know if I can keep housing and ESA18 without 
being affected. I am engaging with mental health service and want to work gradually, when 
treatment finished.” 
 
“Richard was really good and like to say thank you again for the help.” 
 
“I did feel that there was more interaction needed when approaching the end of the DHP 
arrangement. When it was renewed it could have been done so quicker to save my landlord 
waiting payment.” 
 
“I really need more support as DHP till I can get a job as I am struggling now.” 
 
“They have always kept me informed of any actions I need to take to help me with any 
problems I have had. I know if I have any worries I can usually call and speak to someone 
who will advise me what to do.” 
 
“I'd want to say that I was very impressed with Nicola Lambourn, who was assigned to my 
particular case. She was always very ready to help, friendly, and a very welcome presence at 
a difficult time for me.” 
 
“All I would like to say is thank you, if it wasn't for the Welfare Reform Team I wouldn't be 
where I am now and I think we would be all confused and messed up. Thank you.” 
 
“My case worker Vicky she is very nice and helpful. Thank you.” 
 
“I would just like to say a very big thank you to your team. Everyone was so very helpful. 
And I managed with your help to keep my head above water in that time in need. Thank you 
all once again.”19 
 
“I did not know anything about the Welfare Reform Team, they contacted me. If you let 
people know the help is there before their rent arrears built up.” 
 
“The Welfare Reform Team are very kind to me, the person who is contacting me is very 
kind and trying her best to help and I am doing everything for that, hope to get more 
support for my family. Thank you.” 

  

                                            
18 As this customer gave us her name to be entered into the customer survey prize draw, we phoned 
her and gave her the advice she was asking about.  
19 Not included in Appendix 6 as this customer returned the questionnaire after the data summary had 
been compiled. 
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“I am very happy that I could work with WRT, they help me with my rent and help me to 
prepare for looking for job in future. Very professional service, and very nice people. Highly 
recommended!” 
 
“While the Welfare Team helped me initially, all that help has disappeared and I struggle to 
cope with everything.” 
 
“I have 7 children and without the support our family situation would have been in a 
complete mess. The adviser I dealt with was knowledgeable, extremely helpful and 
respectful. She was a godsend to us and we are extremely grateful for her support. Please 
pass on our eternal gratitude. She pointed us in the direction that has changed our lives for 
the better. Thanks ever so much! You're a superstar!” 

 
 
While most feedback was very positive, customers indicated that we could improve 
our offer, and many customer comments referred to the ending of their DHP awards. 
We will consider this later. 
 
Fifteen responses were received from partners. We asked them how they viewed 
their working relationship with us. 
 

  
The partner questionnaire was mostly qualitative in nature, and we also asked 
partners about the quality of referrals, communications and for any observations 
about the challenges of partnership working. 
 
The following is a representative sample of their comments. 
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Appropriateness of referrals 
“Yes, and we are grateful of having a service that complements ours and is able to offer such 
a comprehensive service to clients.” 
 
“Yes, they were all appropriate – although we felt we could have done a better job of 
generating referrals.” 
 
“Not all, but this is very difficult to do, as it depends on a trusted relationship with an 
individual, so that the potential client can feel safe in discussing their barriers, and also for 
agencies to be able to share information. We would be surprised for WRT to be able to 
develop this trusted relationship so quickly with complex clients.” 
 
“The needs identified were appropriate to the customer, but sometimes had overlapped 
with what the Jobcentre had asked them to do. Conversations between JCP Work Coach and 
WRT Case Worker would prevent the customer being asked to do the same thing twice.” 
 
“Yes we were confident that Welfare Reform team have carried out the correct and 
thorough assessment of the client’s needs and presented this to our team so that we could 
provide the appropriate support to the tenant quickly.” 
 
Communications 
“Yes, I was kept up to date about jobs fairs & courses clients could attend.” 
 
“Yes, we have had regular updates from the team and met often to discuss service provision 
and getting the best support for clients.” 
 
“We received leaflets for Job Fairs however we feel that more could be done. Regular slots 
at Comms Time could be a good way forward.” 
 
“We attended the Job Fair organised by the Welfare Reform Team which was very well 
organised.” 
 
“Yes, regular meetings and communications have helped to build excellent working 
relationships.” 
 
“The welfare reform team have a regular monthly agenda item slot at our monthly team 
meetings, allowing our team to hear what is happening in their team and for them to share 
problems, solutions & initiatives.” 
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“I feel the WRT benefited from the knowledge and interview skills of the DWP staff. The 
DWP staff were able to use their colleagues as a filter to ask questions. Relationships 
between Coaches and Caseworkers have been starting to form, which will support better 
communication.” 
 
The challenges of partnership working 
“The liaison meetings have re-started and are going very well. We hope for much better 
working relationship and information sharing.” 
 
“No issues, just very grateful to have the team available as they provide a great service to 
our clients. The only issues that would arise are if their funding is cut. They have helped 
many of our clients examine their finances and look to see if they can claim other benefits. 
They also have administered Discretionary Housing payments which can help those of our 
members whose rent now exceeds their Housing benefit. I also know that a good number of 
our clients attended their job fairs and found them useful.” 
 
“On our side we could have been more involved in goal setting but with a short timescale 
this was difficult.” 
 
“…more placements both ways to gain a greater understanding.” 
 
“We did have a few students with challenging behaviour and if we had been given some 
information beforehand, this could have helped the tutors and we could have signposted 
the students to other services in Oxford. We didn’t really know whether the Welfare Reform 
Team have access to personal information about clients eg mental health conditions etc, If 
we knew this, we could have signposted students to other services in the City. It would have 
been good , time permitting, to have more face to face meetings with the Team, giving 
feedback and evaluations on courses and students.” 
 
“The reverse shadowing was very successful and hopes are to get new staff to do it soon.” 
 
“The challenges are for all the agencies working with the clients to be able to share more 
information about the clients, particularly their journey so far, given the constraints of each 
organisation; for the clients to be involved in the decisions, and for a mechanism to support 
“stuck cases” of clients who are not progressing. The challenge is to make the work that the 
agencies do “more joined up” as we can all be contradicting each other because we don’t 
realise what’s been said by another agency to the client. This adds to the client confusion. 
WRT are doing more than other agencies to counter this and it demonstrates the strength 
and utility of our partnership.” 
 
“Duplication may be an issue, ie of benefit advice/DHP etc. Also clients may have support 
workers from other organisations. Can be confusing for client to know who to go to – 
Welfare Reform Team, Advice Agency, Connections FS for example.” 
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“We supplied members of staff from JCP twice a week to work in the Welfare Reform Team. 
This was to build relationships and share ways of working. We agreed, in return, to have a 
member of staff from the Welfare reform team working in our office a couple of days a 
week. Unfortunately this did not happen. This was really disappointing as we wanted them 
to come in and work with us to build continuing relationships.” 
 
“We appreciate you help people to find work to avoid the benefit cap. When families find 
16hours work, the impact on Home Choice is that these families then become exempt from 
possible offers of accommodation outside of Oxford resulting in longer waits in temporary 
accommodation as properties within Oxford are declining over time.” 
 
“Keeping up with benefit changes can be a challenge , especially given that we do not 
primarily work with benefit claimants , our client base is vulnerable tenants with complex 
issues some of who are affected by benefit changes. So making information on any changes 
in benefits & training to make our team understand the changes could be investigated.” 
 
“I feel both parties need to take responsibility for better partnership working, both teams 
are under a lot of stress and pressure…” 
 
“In future projects, having a structured approach and targets to aim for to support both 
organisations would be beneficial.” 
 
Job fairs 
The development of job fairs was a major service initiative. We organised the two 
Town Hall events in partnership with JCP, and shared the learning from these first 
two events with Aspire, who then took the lead with JCP in putting on the 
community-based job fairs in Barton and Blackbird Leys20.  
 
The team and other service areas in the council provided logistical, financial and 
marketing support to our partners for the Barton and Blackbird Leys events. We have 
now developed a delivery model for job fairs which project partners can lead. 
 
A number of improvements were made to the organisation and marketing of 
successive job fairs.  
 
At first, there was a mismatch between employer expectations and the readiness of 
participants to seek work on the day. This is partly borne out in responses to the 
customer questionnaire carried out for this evaluation – of the customers who 
attended a job fair, three quarters (75%) said it was “useful to encourage to me to 
find a job in the future”, and only one customer said that they were offered a job by 
an employer they met at a job fair21.  
 
                                            
20 The Blackbird Leys job fair was not funded by the ESF project.  
21 Reporting on job fair outcomes is difficult because we do not hold the data from events and it is not 
publicly available at this time. 
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Equally, attendees frequently lacked the confidence to approach and engage with 
employers, and some also found the venue (in the case of the Town Hall) large and 
intimidating. 
 
In response to these concerns, we commissioned pre-job fair workshops from the 
WEA to coach job fair customers in what to expect on the day, employers’ 
presentation expectations, and how to apply for actual jobs at the events. Pre-job fair 
workshops are now offered to prospective attendees as a matter of course.  
 
We also now brief employers to better understand the circumstances of customers, 
to encourage a less formal approach (for instance, standing in front of their desks 
rather than behind them) and to improve their engagement with customers. We also 
ask them to display actual vacancies more prominently. 
 
Customers clutching a sheaf of CVs at job fairs often told us that they could not 
apply for jobs at the events, as they were told to apply online. This raises questions 
for employers and for organisations offering jobsearch support.  
 
Employers attending job fairs should have a process for taking applications directly; 
telling customers “go to our website and apply” can be unhelpful and may actively 
dissuade customers from applying for any jobs on offer. 
 
Equally, as recruitment is increasingly conducted online, jobsearch support providers 
may need to consider how relevant CV-related activity is, and whether they are 
offering appropriate support to their customers around making online job 
applications.         
 
Although asking customers to apply online can be a disincentive, the lack of any 
digital access at the Town Hall was also problematic. There was wifi access at both 
the community-based job fairs. At the Blackbird Leys job fair, National Careers 
Service advisers and Blackbird Leys Information Technology Zone (BLITZ) 
volunteers were available to help customers make job applications in the community 
IT hub. 
 
Marketing of the job fairs improved. We produced a YouTube video to promote the 
Barton event, which was posted to the council Facebook page. We also made 
extensive use of the @OxWelfareReform Twitter account to link to the promotional 
video and for other marketing material.  
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We met with our Communications team to ensure there was better synergy between 
the various council Twitter accounts22 with a potential interest in the job fairs. We 
developed tweeting schedules to facilitate cross promotion through retweeting and 
favouriting, and also shared these with JCP and Aspire to encourage them to do the 
same.  
 
As we developed our social media promotion of the job fairs, we started to engage 
with attending employers both before and after events, and we undertook live 
tweeting from the events themselves. 
 
Renaissance Coaching analysed feedback from attendees and employers at the 
Barton job fair, and this feedback is included as Appendix 7 and Appendix 8 
respectively. 
 
One of the common themes in customer feedback from the Barton job fair is the lack 
of relevant vacancies on offer – both by type of job and by the level of qualifications 
needed for some vacancies.  
 
JCP approaches and books employers to attend the job fairs, and part of the 
planning of events now includes consideration of the needs of jobseekers, finding 
employers with current and local vacancies, and also inviting support services who 
can provide relevant training to customers.   
 
Other reflections and interpretation 
Feedback from customers and partners (including feedback given to JCP from 
recruiting employers and non-project customers at job fairs) about our work has 
been encouraging and very welcome.  
 
We are committed to providing the best service we can, and are always keen to think 
about what we could do better as well as acknowledging what we have done well. 
 
The project bid stated that we would work with 600 private sector tenants throughout 
the lifetime of the project, and this proved to be overly optimistic. The DWP’s short 
timescale to bid for the project meant there was not enough time to properly scope it 
out. We made assumptions about all private sector tenants based on the limited 
picture afforded us by private rented benefit cap customers and on a limited 
understanding of the Oxford labour market. 
 
We did not properly consider the differences between the original tranche of benefit 
cap customers and those we targeted in the new project. There was a narrower 
range of potential outcomes in the project, and less of a sense of urgency in the 
                                            
22 There are 23 council Twitter accounts, the most relevant being ours (@OxWelfareReform), 
Communities & Neighbourhoods (@OxCityCoummunity), Oxford Town Hall (@OxfordTownHall) and 
the main council account (@OxfordCity). 
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target customers, as most had been living with the LHA reforms for at least two 
years.  
 
In 2013-14, the bedroom tax and benefit cap were new reforms which created a 
sense of crisis for many customers, and this helped to provide a way in for a new 
team proactively reaching out to them. 
 
There are more job vacancies in Oxford than there are people on JSA, and many 
people are able to transition from job to job with only brief periods of unemployment 
and without the need for support. Although we started to proactively contact new 
housing benefit claimants during the project, in many cases their engagement was 
fleeting or non-existent because they moved back into work independently.    
 
It also meant that many project customers had been on benefits long term and 
therefore needed intensive support to return to work. 
 
Project customers sometimes had unrealistic expectations about the type of work 
they would be able to do, and their aspirations were not always matched by their 
experience, skills or qualifications – or, sometimes, by the availability of particular 
types of job vacancy. For these customers, managing their expectations sometimes 
proved to be a barrier to engagement and progression. 
 
During the project we recorded a total of 288 referrals to partners and other 
agencies, with many customers being offered multiple referrals for different types of 
support. Fifty five participants had no recorded referral to a partner, primarily 
because they found work without external referral, they did not take up a referral or 
they failed to attend a referral meeting or activity. 
 
As a result of these factors, take up of project support was much less than 
anticipated, and we attracted significantly fewer project participants than we had 
planned for.  
 
Despite these difficulties, more than a quarter (27%) of project customers found 
sustainable work. Customers whose employment status was known when they left 
the project are shown below.   
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The work of the project contributed to the wider aims of the team. For example, 
81project customers who were subject to the benefit cap have had the benefit cap 
removed. Forty (49%) were exempted from the benefit cap because they claimed 
working tax credit, with a further nine (11%) gaining disability exemptions when DLA 
or Personal Independence Payment (PIP) were awarded to a member of the 
household.    
 

 
 
The initial project target proved to be problematic for several reasons, although the 
challenge of aiming for a target that proved to be unachievable did present a number 
of opportunities for us.  
 
When initial take up was slow, we were proactive in identifying new or inactive 
referral channels. For example, we began to write to new housing benefit claimants 
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and began to have a regular presence in the Customer Service Centre, in the latter 
case to help generate more referrals from contact centre staff.  
 
We also changed project eligibility criteria so that we could include more customers 
within the project – offering support to all tenants and not just those in the private 
rented sector. 
 
During the course of the project we identified the need for mental health support as a 
significant issue for project customers. As a result, we negotiated a six month 
contract with local mental health charity Restore, with a member of their 
employment coaching team joining us to offer employment support to our customers. 
 
Restore offers a range of help to people with mental health issues. This help 
includes recovery groups, benefits advice, volunteering and employment coaching – 
their holistic service is of great potential benefit to customers affected by all welfare 
reforms, and not just those within this project.  
 
To help cement our partnership, we held a joint introduction and learning session 
with Restore’s workers, and also worked together to deliver a resilience workshop 
open to organisations across the city. 
  
Flexibility can have its downsides. While we aimed to help anyone who needed help, 
this risked diluting the unique selling point of the project and the key message of 
support to tenants in the private rented sector – this was sometimes confusing for 
those delivering the project as well as for internal and external audiences. Several 
partners commented on the risk of duplication or the challenges posed by lack of 
clarity as to all partners’ aims. 
 
There were several other risks involved in expanding the scope of the project in 
order to try and hit participant targets, not the least of which was the temptation to 
chase numbers at the expense of quality; at one point we were forced to pause all 
new referrals into the project because we were unable to cope with the referral 
workload and deliver an effective service to customers.  
 
There was also the risk that project changes would bring conflict with DHP policy 
intent, and this proved to be the case when the project ended. The most common 
suggestion for service improvement from our customer consultation was that we 
should continue paying them DHP.  
 
In hindsight, the division of roles within the casework team may have contributed to 
the need to exit some customers from the team’s caseload in June 2015.  
 
The three caseworkers who had been in the team before May 2014 transferred their 
existing benefit cap customers into the project. The two new caseworkers who were 
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funded by ESF to deliver the project were on fixed-term contracts and responsible for 
delivering the majority of new project casework. 
 
This division led to workload imbalances between caseworkers. Existing benefit cap 
customers23 frequently had high support needs because of their personal 
circumstances and their distance from the labour market, even when benefit cap 
exemption through working tax credit was their only chance of achieving self-
reliance.  
 
This put pressure on the ESF-funded project workers to deliver high volume results 
in short timescales, and this was not always possible given that the project’s 
assumptions did not survive contact with its customers.  
 
That said, the main reason why many project customers only had financial support 
with their rent during the lifetime of the project was for a reason outside our control: a 
huge cut in our DHP budget. 
 
DHP is funded by the DWP. In recent years, the DHP allocation from central 
government has increased as housing benefit has become subject to increasing 
reform.  Oxford’s DHP allocation peaked at £525,369 in 2013-14, the year that the 
bedroom tax and benefit cap were introduced. 
 
In 2014-15, our DHP allocation was £514,496. In this financial year, it is £288,092. 
This is a cut of 44% on last year. 
 
This cut forced us to make difficult choices about which customers we could use 
DHP to support in 2015-16. We revised our DHP policy so that eligibility now largely 
excludes people without children, and we also prioritise awards for tenants who can 
plan to improve their situation.  
 
For many project customers, the high cost of private renting in Oxford means there is 
little they can do, and we were also unable to support many single customers in the 
project after it ended.  
 
The loss of fixed-term staff and changes to DHP eligibility criteria meant that we 
stopped paying DHP and providing support to many customers as the project ended. 
We now recognise that this represented a cliff edge to these customers that they 
found very difficult to cope with, and that we should have made better project exit 
plans for them. 
 
Oxford’s DHP allocations since 2010-11 are shown below. 

                                            
23 If these customers had work conditionality as part of their DHP award, they could be enlisted in the 
project.  
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It would not have been possible to deliver the project or achieve the range of 
outcomes we did without our partners. The project involved a significant expansion 
of our partnership network and this is an important legacy of ESF funding. 
 
As a result, we learned a great deal about the extent of employment support 
available in Oxford, and also about how we can best direct our customers to the 
most effective support. Our work with Restore is an obvious example of how we 
were able to improve our offer to customers with mental health issues. Caseworkers 
also held regular customer review meetings with key partners and attended 
employment support practitioner meetings across the city.  
 
In many cases, support services we wanted to refer customers to were already 
funded by the ESF. ESF rules about no double funding meant that we were unable 
to include them within the project or had to negotiate with the other service provider 
about which of us would own the customer for ESF purposes.  
 
As outlined above and in Appendix 2, we generally had good or excellent working 
relationships with project partners, our referrals were usually appropriate and 
communications effective. 
 
Where there were issues about the effectiveness of referrals or, more generally, 
patchy relations with a few partners, these could have been resolved with better two-
way communication and a renewed commitment to joint working. For example, the 
partner organisation most critical of referrals and communications was the one that 
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we felt least likely to engage with us and keep us informed about the work they were 
doing with customers. 
 
The project provided a step change in the nature of our relationship with JCP, and 
this was because we had a member of JCP staff seconded into the team for most of 
the project. This helped us both to develop a better mutual understanding of our 
roles and an appreciation of what each could offer. We were able to share customer 
information and to make referrals to each other. Being able to refer project 
customers to an experienced work coach enabled us to improve our offer to them. 
 
Plans for our team to work in the jobcentre on a regular basis were frustrated by ICT 
issues, which also eventually led to withdrawal of JCP staff back to the jobcentre. 
We have however continued with shadowing arrangements with JCP. 
 
More widely, the rollout of Universal Credit means that we are continuing to work in 
partnership with the DWP and the jobcentre itself to ensure that the needs of Oxford 
residents are met. 
 
A recurring theme during the project was the need for customers to access financial 
support other than help with rent costs to help them to return to work. We identified 
the JCP’s Flexible Support Fund as a potential way of doing this. This fund can be 
used to support customers into training or work by paying for things like training, 
travel to work or interviews, childcare costs, tools, uniforms and clothing for work or 
for job interviews. 
 
Childcare was the most common barrier to work mentioned by our customers, and 
this is likely to remain the case at least until 30 hours free childcare for three and four 
year olds is available from late 2016. For parents with children aged two to three, 15 
hours free childcare may be available, depending on their circumstances, and there 
is no free childcare for children younger than two. 
 
There was no childcare offer in the project, although we were able to reimburse 
some customers for childcare costs while they undertook training, and childcare was 
provided for customers attending the Barton job fair. 
 
A more coordinated approach to the award of DHP and training or jobsearch support 
via the Flexible Support Fund could provide a partial answer to meeting childcare 
needs that are preventing customers from training or working.  
 
More generally, if focused on support to get people off benefits altogether, the 
coordination of the two funds could be effective and sustainable. However, we 
recognise that this would be difficult to achieve. 
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We continue to work with JCP locally on wider service initiatives in the shape of job 
fairs. We believe that together we have developed a successful model which we are 
now taking into Oxford’s communities, supported by key partners like Aspire and 
Renaissance Coaching. 
 
The ESF project involved one-to-one customer support and wider initiatives like 
resilience events, joint training and service initiatives like job fairs. None of this would 
have been possible without the council and our partners working together, and no 
single organisation would have been able to deliver this broad range of support 
adequately. 
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Appendix 3 Revised customer triage process (April 2014) 

Appendix 4 DWP unit savings calculations 

Appendix 5 Data summary and analysis by Mahima Mitra, University of Oxford 
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we
1.1 Internal teams refer cases to WRT
1.2 External partners refer cases to WRT

1.3 Members of the public self-refer to WRT
2.1 Promote WRT pilot as a good news 
story internally
2.2 Promote the WRT pilot as a good news 
story externally
2.3 Build support for WRT's approach 
towards customers and why it is different to 
other models
2.4 Promote the WRT's partnership with a 
secondee from Job Centre Plus Our work is part funded by the European Social Fund

Aim 3: Improve learning in WRT and beyond 3.1 Share best practice learnt from the pilot 
within the WRT, internal teams and 
external partners and promote partnership 
with ESF

Aim and Activity Target audience Key messages Comms tools Officer responsibility Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun Status (RAG) Notes

3.1 - pre-launch
Customers, internal colleagues, external 
partners

This project is part funded by the European 
Social Fund

Updated letter templates and email 
signatures Helen Thompson 01.06.2014

1.1 - Launch Benefits team
Support private rented tenants to find work via 
the Welfare Reform Team's ESF pilot Benefits weekly update

Helen Thompson with David 
Cavill 19.06.2014

1.1, 2.1 - Launch Internal staff

Support private rented tenants to find work via 
the Welfare Reform Team's ESF pilot; The 
WFT supports customers in the city who are 
eligible to Discretionary Housing Payments; 

Attend team meetings- tenancy 
sustainment, Environmental 
Development, Home Choice, Housing 
Options, Housing Allocations, Tenancy 
Management, Rents, Council Tax; 
Others to consider include 
Communities and Neighbourhoods

James Pickering, Helen 
Thompson,Dave Lansley

Attending 
range of 
meetings 
each month

Attending 
range of 
meetings 
each month

Attending 
range of 
meetings 
each month

Attending 
range of 
meetings each 
month

Attending 
range of 
meetings 
each month

Buddy set-
up - who is 
with who

1.1, 2.1 - Launch and early stages in project Internal staff

The Welfare Reform Team is here to help 
private rented tenants into work and can offer 
DHPs - please refer anyone you think may 
improve their situation by working with us: call 
01865 252755, email 
welfarereform@oxford.gov.uk or see us on the 
1st floor in SAC Team training (linked to action above) Dave Lansley

Attending 
range of 
meetings 
each month

Attending 
range of 
meetings 
each month

Attending 
range of 
meetings 
each month

Attending 
range of 
meetings each 
month

Attending 
range of 
meetings 
each month

Team 
training 
planning 
session

1.2, 2.2 - Launch Existing partners

The Welfare Reform Team is undertaking a 
new pilot project funded by the European Social 
Fund to support people within the private rented 
sector who are struggling to pay their rent into 
work

Outline email to introduce new project; 
meeting in person to explain changes in 
detail plus information specifically 
relating to monitoring, evaluation and 
publicity requirements as part of the 
ESF bid requirements; follow up email 
to confirm discussions and agreed 
outcomes

Helen Thompson with Geoff 
Foulkes from 9.6.14

Update 
email due 

Email 
mailchimp 
to partner 
contacts

See if this 
could be 
repeated 
monthly

1.3, 2.1, 2.3, 2.4, 3.1 - Launch Councillors

The Welfare Reform Team is undertaking a 
new pilot project funded by the European Social 
Fund to support people within the private rented 
sector who are struggling to pay their rent into 
work

City Briefing (June/July), Labour 
Group?

Helen Thompson to write 
article with Eva Oliver for 
June/July edition; James 
Pickering/Paul Wilding to 
deliver messages to Cllrs 14.7.14 14.11.14 Speak to Paul

1.1, 1.3 - Attract customers to the pilot Home Choice customers

The Welfare Reform Team could help you get 
into or back into work; The Welfare Reform 
Team could offer you DHP to help you pay your 
rent

Letter to identified customers explaining 
the programme and details about DHP 
with follow up phone calls

Helen Thompson (case 
workers follow up with 
phone calls) 16.06.2014

Follow up 
letter for 
new HC 
customers

Follow up 
letter for 
new HC 
customers

Follow up 
letter for 
new HC 
customers

Follow up 
letter for 
new HC 
customers New claims

1.1, 1.3 - Attract customers to the pilot Home Choice customers

The Welfare Reform Team could help you get 
into or back into work; The Welfare Reform 
Team could offer you DHP to help you pay your 
rent Home Choice Newsletter

Helen Thompson with 
Justine Longford Pending TiNTS

What other 
newsletters
?

1.1, 1.3 - Attract customers to the pilot Housing Benefit customers

The Welfare Reform Team could help you get 
into or back into work; The Welfare Reform 
Team could offer you DHP to help you pay your 
rent. Team can support people to Manage their 
Money Monthly, get online and find work (3 
topics)

Letter to identified customers explaining 
the programme and details about DHP 
with follow up phone calls

Helen Thompson (case 
workers follow up with 
phone calls)

09.07.2014 
draft letter

14.07.2014 
start to 
send New HB claims?

1.3, 2.2, 2.3, 2.4 - Duration of the project

Customers in our target areas plus wider 
public acknowledgement of OCC's 
commitment to 'Meeting Housing Needs'

Award winning welfare reform team at OCC 
secure £xxK European Social Funding to 
support people into work. Oxford Mail Aim for monthly coverage Helen Thompson Job Fair Job Fair

Planning 
Guardian 
Comment is 
Free

100th 
customer Job Fair UC

1.3, 2.2, 2.3, 2.4 - Duration of the project

Customers in our target areas plus wider 
public acknowledgement of OCC's 
commitment to 'Meeting Housing Needs'; 
partners wanting to see best practice 
examples

Award winning welfare reform team at OCC 
secure approx. £250K European Social 
Funding to support people into work. The team 
are doing this by supporting customers to 
access training and employment opportunities, 
with the incentive of DHPs. The team can give 
examples of best practice in the field via this 
innovative pilot study Webpage regular updates Helen Thompson

Monthly (plus 
additional 
when required)

Monthly (plus 
additional 
when 
required)

Monthly (plus 
additional 
when 
required)

Monthly (plus 
additional when 
required)

Monthly (plus 
additional 
when required)

Monthly (plus 
additional 
when 
required)

Monthly (plus 
additional 
when 
required)

Monthly (plus 
additional 
when 
required)

Monthly (plus 
additional 
when 
required)

Monthly (plus 
additional 
when 
required)

Monthly (plus 
additional 
when 
required)

Monthly (plus 
additional 
when 
required)

Monthly 
(plus 
additional 
when 
required)

Big refresh 
December 2014

1.3, 2.2, 2.3, 2.4, 3.1 - Duration of the project Partners plus any interested customers

Active twitter account following trends re: 
housing, benefits, welfare reforms, promote 
case studies in Oxford and good press, link to 
other councils etc to build network and shared 
learning Daily Twitter tweets Helen Thompson Daily Daily Daily Daily Daily Daily Daily Daily Daily Daily Daily Daily Daily

1.1, 2.1, 2.3, 2.4, 3.1 - Duration of the project Internal staff

Award winning welfare reform team at OCC 
secure approx £250K European Social Funding 
to support people into work. Examples of best 
practice, excellent customer service, 
partnership working Bi-Monthly Council Matters update Helen Thompson 26.06.2014 20.08.2014 20.10.2014 20.12.2014 20.02.2015 20.04.2015 20.06.2015

Requests sent but 
not always 
completed

1.3, 2.2, 2.3 - To attract new customers to Welfare Reform 
Team to self-refer Residents

Welfare Reform Team support people into work 
and can offer Discretionary Housing Payments 
to help people who are struggling to pay their 
rent. Community newspapers

Helen Thompson with CAN 
team colleagues

Leys, Cowley, 
Barton, Rose 
Hill, Wood 
Farm

New Year 
article UC article

1.3, 2.2, 2.3 - Case studies and progress of project so far
Oxford City residents; ESF publicity and 
monitoring requirements

Welfare Reform Team is working on an ESF 
funded pilot to support people in the private 
rented sector into work. Since the launch of the 
pilot in June 2014, the team has supported x 
people into training, x in work and adminitstered 
£x in DHP payments. If you or someone you 
know could benefit from working with us, 
please get in touch.

Your Oxford; ESF website and other 
publicity/monitoring info

Helen Thompson with 
Campaigns Manager

ESF comms 
updates sent 
through

Job Fair info 
etc sent 
through

Webpage 
update due

1.1, 1.2, 1.3 - Suite of marketing materials to promote the 
support of the welfare reform team Internal staff, external partners, public

Welfare reform team can help you if you are 
struggling to pay your rent. Can help you find 
work and training, seek debt and money advice, 
and help you with  housing issues. Call 01865 
252755 or email welfarereform@oxford.gov.uk.

Leaflets, roller banner, postcards - all in 
branded suite so that it creates a strong 
brand people associate the team with

Helen Thompson with 
external designer

Quotes 
being 
sought

Designs 
finalised and 
printed. 
Distributed 
amongst 
internal, 
external etc

Keep 
replenishing 
partner 
stocks

1.1, 1.2, 1.3 - DHP leaflet Internal staff, external partners, public

Welfare reform team issues DHPs. This is what 
they aer, this is what they cover, this is how to 
apply. 4 sided A5 flyer

Helen Thompson, Ewelina 
Jankowska with external 
designer

Quotes 
being 
sought

Designs 
finalised and 
printed. 
Distributed 
amongst 
internal, 
external etc

Keep 
replenishing 
partner 
stocks

2.1, 2.2., 2.3, 3.1 - ESF case studies
Internal staff, external partners, public, ESF 
auditors

Our work has a real and lasting impact on 
people living in Oxford. Here are some of their 
stories which have particularly inspired us.

Online on our webiste, shared at ESF 
audit meetings, 

Helen Thompson with case 
workers

Now that project 
has produced 
some results, 
starting to collate

Collating 
periodically

Sent 
through to 
ESF 
auditors 
following 
check

Uploaded 
anonomise
d case 
studies to 
website

Collating 
periodically 

1.2, 1.3, 2.2, 2.3, - community outreach work External partners, members of community 

We recognise that being based in city centre 
location isn't where our customers/prospective 
customers live. We are working out in carefully 
selected locations to ensure we raise the profile 
of the team where it is most needed, and 
engage with people who otherwise might not 
access our support.

1.5 - 3 hour sessions in community 
locations e.g. children's centres, advice 
centres, doctors surgeries, learning 
provider venues

Helen Thompson to 
organise, case workers to 
deliver.

Start to 
consider 
best 
community 
locations 
based on 
community 
profiles

Organise 
dates with 
specific 
community 
venues e.g. 
Barton 
children's 
centre, Agnes 
Smith

Ongoing 
outreach 
sessions at 
these 
locations, 
plus assess 
need for 
other 
places

2015

Welfare Reform Team ESF Pilot: Supporting people to be better off in work

Aim 1: Generate case load

Aim 2: Build support and recognition for the WRT 
and ESF pilot
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Questionnaire Summary Results
This page shows the summary of the responses that have been received.

1

What is the name of your organisation or council department?

This question has been answered 15 times.

2

How would you describe your working relationship with the Welfare Reform Team?

Excellent 53% (8)
Good 40% (6)
Average 7% (1)
Not very good 0% (0)
Poor 0% (0)

3

Were the client referrals the Welfare Reform Team made to your organisation appropriate to
the support and/or training you offer?

Yes 100% (13)
No 0% (0)

4

Were you confident that we had correctly identified each referred client’s support and/or
training needs?

This question has been answered 15 times.

5

Were the team’s activities, events, and courses communicated effectively to your
organisation/team?

This question has been answered 15 times.

Option Results

Count

Option Results

Count
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6

Could you outline any challenges faced in partnership working with the Welfare Reform Team
and suggest how this could be improved in the future?

This question has been answered 15 times.

Skip
to
actions

Actions



Questionnaire: Partner survey - Welfare Reform Team ESF project

Question: [4] Were you confident that we had correctly identified each...

Respondent
Name

Respondent
Email
Address

User's response: Free-Text (formatted) Response
Creation
Date (dd
mmm
yyyy)

ESFP1 Yes, all those referred had issues that benefited from the help & advice I
provide.

19 Oct
2015

ESFP2 Yes, and we are grateful of having a service that complements ours and
is able to offer such a comprehensive service to clients.

19 Oct
2015

ESFP3 Yes, they were all appropriate – although we felt we could have done a
better job of generating referrals

19 Oct
2015

ESFP4 Yes, we are confident in the role Welfare Reform Team takes with
customers referred to them.

19 Oct
2015

ESFP5 N/A 19 Oct
2015

ESFP6 Please see above 19 Oct
2015

ESPF7 Not all, but this is very difficult to do, as it depends on a trusted
relationship with an individual, so that the potential client can feel safe
in discussing their barriers, and also for agencies to be able to share
information. We would be surprised for WRT to be able to develop this
trusted relationship so quickly with complex clients.

19 Oct
2015

ESFP8 Each referral requires different parts of our service, but referrals have
been focused

19 Oct
2015

ESFP10 All referrals have been appropriate and issues correctly identified 19 Oct
2015

ESFP11 Yes, subject to answer in no. 3 19 Oct
2015

ESFP12 N/A 19 Oct
2015

ESPF13 Yes. We are confident that you do whatever is possible to help
customers better their own circumstances.

19 Oct
2015

ESFP13 Yes we were confident that Welfare Reform team have carried out the
correct and thorough assessment of the client’s needs and presented this
to our team so that we could provide the appropriate support to the
tenant quickly.

19 Oct
2015

ESFP16 This information is not usually shared with us, however it would be
useful if it was.

20 Oct
2015

Page 1 of 2
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Respondent
Name

Respondent
Email
Address

User's response: Free-Text (formatted) Response
Creation
Date (dd
mmm
yyyy)

esfp18 The needs identified were appropriate to the customer, but sometimes
had overlapped with what the Jobcentre had asked them to do.
Conversations between JCP Work Coach and WRT Case Worker would
prevent the customer being asked to do the same thing twice

20 Oct
2015

Report run at 18 Nov 2015 14:48:58. Total records: 15.
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Questionnaire: Partner survey - Welfare Reform Team ESF project

Question: [5] Were the team’s activities, events, and courses communicated...

Respondent
Name

Respondent
Email
Address

User's response: Free-Text (formatted) Response
Creation
Date (dd
mmm
yyyy)

ESFP1 Yes, I was kept up to date about jobs fairs & courses clients could
attend.

19 Oct
2015

ESFP2 Yes, we have had regular updates from the team and met often to
discuss service provision and getting the best support for clients

19 Oct
2015

ESFP3 They were communicated very well. 19 Oct
2015

ESFP4 No. We received leaflets for Job Fairs however we feel that more could
be done. Regular slots at Comms Time could be a good way forward.

19 Oct
2015

ESFP5 Yes, the training sessions/events run by the Welfare Reform team were
very good.

19 Oct
2015

ESFP6 We attended the Job Fair organised by the Welfare Reform Team which
was very well organised.

19 Oct
2015

ESPF7 Yes 19 Oct
2015

ESFP8 Yes, we receive emails in advance 19 Oct
2015

ESFP10 Yes 19 Oct
2015

ESFP11 Yes, you made yourselves known to us. In particular we knew that you
would help with DHP for clients. We have referred clients direct to you
and you have been very responsive. We know you help support people
back to work but we have no real involvement with this. We did receive
emails about events/courses but did not attend these.

19 Oct
2015

ESFP12 Yes, regular meetings and communications have helped to build
excellent working relationships.

19 Oct
2015

ESPF13 Yes. 19 Oct
2015

ESFP13 The welfare reform team have a regular monthly agenda item slot at our
monthly team meetings, allowing our team to hear what is happening in
their team and for them to share problems, solutions & initiatives.

19 Oct
2015

ESFP16 Unfortunately not. 20 Oct
2015

Page 1 of 2
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Respondent
Name

Respondent
Email
Address

User's response: Free-Text (formatted) Response
Creation
Date (dd
mmm
yyyy)

esfp18 I feel the WRT benefited from the knowledge and interview skills of the
DWP staff. The DWP staff were able to use their colleagues as a filter
to ask questions. Relationships between Coaches and Caseworkers have
been starting to form, which will support better communication

20 Oct
2015

Report run at 18 Nov 2015 15:00:37. Total records: 15.
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Questionnaire: Partner survey - Welfare Reform Team ESF project

Question: [6] Could you outline any challenges faced in partnership working...

Respondent
Name

Respondent
Email
Address

User's Response: Free-Text (formatted) Response
Creation
Date (dd
mmm
yyyy)

ESFP2 No issues, just very grateful to have the team available as they provide a
great service to our clients. The only issues that would arise are if their
funding is cut. They have helped many of our clients examine their
finances and look to see if they can claim other benefits. They also have
administered Discretionary Housing payments which can help those of
our members whose rent now exceeds their Housing benefit. I also
know that a good number of our clients attended their job fairs and
found them useful.

19 Oct
2015

ESFP3 On our side we could have been more involved in goal setting but with a
short timescale this was difficult.

19 Oct
2015

ESFP4 Communication as mentioned above. In addition, more placements both
ways to gain a greater understanding.

19 Oct
2015

ESFP5 N/A 19 Oct
2015

ESFP6 We did have a few students with challenging behaviour and if we had
been given some information beforehand, this could have helped the
tutors and we could have signposted the students to other services in
Oxford . We didn’t really know whether the Welfare Reform Team have
access to personal information about clients eg mental health conditions
etc, If we knew this, we could have signposted students to other services
in the City. It would have been good , time permitting, to have more
face to face meetings with the Team , giving feedback and evaluations
on courses and students.

19 Oct
2015

ESPF7 The challenges are for all the agencies working with the clients to be
able to share more information about the clients, particularly their
journey so far, given the constraints of each organisation; for the clients
to be involved in the decisions, and for a mechanism to support “stuck
cases” of clients who are not progressing. The challenge is to make the
work that the agencies do “more joined up” as we can all be
contradicting each other because we don’t realise what’s been said by
another agency to the client. This adds to the client confusion. WRT are
doing more than other agencies to counter this and it demonstrates the
strength and utility of our partnership.

19 Oct
2015

ESFP8 Better understanding of the way that Oxfordshire Mind will be changing
and organising our service under new OCCG contracts and how to best
refer clients.

19 Oct
2015
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Respondent
Name

Respondent
Email
Address

User's Response: Free-Text (formatted) Response
Creation
Date (dd
mmm
yyyy)

ESFP10 We haven’t identified any challenges with working with the Welfare
Reform Team.

19 Oct
2015

ESFP11 Duplication may be an issue, ie of benefit advice/DHP etc. Also clients
may have support workers from other organisations. Can be confusing
for client to know who to go to – Welfare Reform Team, Advice
Agency, Connections FS for example.

19 Oct
2015

ESFP12 We supplied members of staff from JCP twice a week to work in the
Welfare Reform Team. This was to build relationships and share ways
of working. We agreed, in return, to have a member of staff from the
Welfare reform team working in our office a couple of days a week.
Unfortunately this did not happen. This was really disappointing as we
wanted them to come in and work with us to build continuing
relationships.

19 Oct
2015

ESPF13 We appreciate you help people to find work to avoid the benefit cap.
When families find 16hours work, the impact on Home Choice is that
these families then become exempt from possible offers of
accommodation outside of Oxford resulting in longer waits in
temporary accommodation as properties within Oxford are declining
over time.

There is no real solution that we can think of other that trying for full
time work to widen ability to access housing over a wider area as
families could possibly afford to commute.

There is no question about good things from working with the WRT that
need to continue so I would like to say the following:
• The liaison meetings have re-started and are going very well. We hope
for much better working relationship and information sharing
• The reverse shadowing was very successful and hopes are to get new
staff to do it soon
• The WRT always seem happy to help answer questions we have
thrown at them from Home Choice and we are very grateful for this.

19 Oct
2015

ESFP13 Keeping up with benefit changes can be a challenge , especially given
that we do not primarily work with benefit claimants , our client base is
vulnerable tenants with complex issues some of who are affected by
benefit changes. So making information on any changes in benefits &
training to make our team understand the changes could be investigated.

19 Oct
2015

ESFP16 I feel both parties need to take responsibility for better partnership
working, both teams are under a lot of stress and pressure, whoever it
would be useful if we have a proper briefing on the individuals that we
take on at EMBS. In addition if a member of staff can meet with our
point of contact periodically to request updates on any learners your
team is working on, and to provide us with updates.

20 Oct
2015
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Respondent
Name

Respondent
Email
Address

User's Response: Free-Text (formatted) Response
Creation
Date (dd
mmm
yyyy)

esfp18 In future projects, having a structured approach and targets to aim for to
support both organisations would be beneficial. A defined job
description could also support.

20 Oct
2015

Report run at 3 Dec 2015 13:24:02. Total records: 14.
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Customer affected by Welfare Reform  

Customer is 
referred to pilot by 

other agency due to 
support need 

Project Officer identifies need, likely LT solutions and conditionality 
 

Pilot Team directly 
approaches customer 

identified to be affected 
by WR. 

Customer refers 
themselves to 
Pilot for help 

Customer has low 
support needs, 

transitions 
independently 

Caseworker conducts Phone Triage 

Customer found to 
require a medium 
level of support, 
signposted to 

support services or 
to apply for DHP 

Customer identified as 
having employability 
or intense support 
needs, invited for 
face-to-face triage 

interview with WRPO 

Problems and barriers 

Customer’s options/ Change readiness 

Explanation of Welfare Reforms and purpose of meeting 

Officer prepares for meeting, welcomes customer. 

ESF measures – Work/ FI and DC 

Providers 
 

Customer has high support needs - enters casework, DHP assessed, relevant 
partner organisations notified. On-going relationship and follow up. 1.16 
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DHP and conditionality 
 

Conclusion and goodbye 
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OCC Revised 
Triage 
Process Apr 
14 

• Please refer to attached explanatory notes for further detail 

New customer applies 
for a DHP 

DHP turned down or 
awarded. LT solution and 
conditionality not involving 

employability set. Potentially 
passing to support services/ 

on-going relationship. 

DHP Officer identifies 
need, likely LT 
solutions and 
conditionality 

DHP Officer conducts 
Phone Triage 

Customer identified as 
needing F-to-F for 
help with options 
unlikely to involve 

employability. Invited 
for face-to-face triage 
interview with DHPO 
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Appendix 4
DWP Unit  Cost Savings for people moving into work
ESF Oxford City  LSSF Pilot 2014 - 2015

Source: DWP Unit Cost Database v1_4

Level 1 Level 2
Estimated 

cost/saving
Year

Updated 
cost/saving

Estimated 
cost/saving

Year
Updated 

cost/saving

Job Seeker's Allowance 
Fiscal and economic benefit from a workless claimant entering work

Per claimant per year Multiple DWP  £          9,800 2015/16  £          9,800  £        14,044 2015/16  £        14,044 

Job Seekers' Allowance
Fiscal benefit from a workless claimant entering work - benefits payments

Per claimant per year DWP HM Treasury  £          9,234 2015/16  £          9,234 2015/16   

Job Seekers' Allowance
Fiscal benefit from a workless claimant entering work - improved health

Per claimant per year NHS  £              566 2015/16  £              566 2015/16   

Employment and Support Allowance / Incapacity Benefit
Fiscal and economic benefit from a workless claimant entering work

Per claimant per year Multiple DWP  £          8,632 2015/16  £          8,632  £        12,568 2015/16  £        12,568 

Employment and Support Allowance
Fiscal benefit from a workless claimant entering work - benefits payments

Per claimant per year DWP HM Treasury  £          7,500 2015/16  £          7,500   

Employment and Support Allowance
Fiscal benefit from a workless claimant entering work - improved health

Per claimant per year NHS  £          1,132 2015/16  £          1,132   

Income Support
Fiscal and economic benefit from a workless claimant entering work

Per claimant per year Multiple DWP  £          7,570 2015/16  £          7,570  £          8,701 2015/16  £          8,701 

Income Support
Fiscal benefit from a workless claimant entering work - benefits payments

Per claimant per year DWP HM Treasury  £          7,004 2015/16  £          7,004 2015/16   

Income Support
Fiscal benefit from a workless claimant entering work - improved health

Per claimant per year NHS  £              566 2015/16  £              566 2015/16   

Into Work Numbers and Values
ESF project participants into work 62
Main benefit before starting work Fiscal Economic Total Public
ESA 3 25,896£        37,704£        41,100£        
Incapacity Benefit 0 -£                   -£                   -£                   
IS 8 60,560£        69,608£        74,136£        
JSA 42 411,600£      589,848£      613,620£      
Tax credits 1 -£                   -£                   -£                   
Other - not on JSA/ESA/IC 8 -£                   -£                   -£                   
Total number of customers into work 62 £498,056 £697,160 £728,856

Assumptions
1) Each person into work for a full 12 month period
2) 'Tax Credits' and 'Other' assumed nil saving

Fiscal value Economic value

Cost / saving detail Unit

Agency bearing the cost / 
making the fiscal saving
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OCC DATA ANALYSIS & RESULTS  
 
Notes: 

1. All data for those employed has been excluded from the analysis 
2. PRS = Private Rented Sector; RSL = Registered Social Landlord 

 
SUMMARY OF DATA 
 
. tab Gender 
 
     Gender |      Freq.     Percent        Cum. 
------------+----------------------------------- 
       Male |         65       39.39       39.39 
     Female |        100       60.61      100.00 
------------+----------------------------------- 
      Total |        165      100.00 
 
. tab Age2 
 
  RECODE of | 
    Age2014 |      Freq.     Percent        Cum. 
------------+----------------------------------- 
17-25 years |         18       10.91       10.91 
26-35 years |         60       36.36       47.27 
36-45 years |         44       26.67       73.94 
46-55 years |         35       21.21       95.15 
56-65 years |          8        4.85      100.00 
------------+----------------------------------- 
      Total |        165      100.00 
 
. tab Gender Age2 
 
           |                   RECODE of Age2014 
    Gender | 17-25 yea  26-35 yea  36-45 yea  46-55 yea  56-65 yea |     Total 
-----------+-------------------------------------------------------+---------- 
      Male |         7         17         18         17          6 |        65  
    Female |        11         43         26         18          2 |       100  
-----------+-------------------------------------------------------+---------- 
     Total |        18         60         44         35          8 |       165  
 
 
. tab Gender EmpStatus2 
 
           |   EmploymentStatus 
    Gender | Economica  Unemploye |     Total 
-----------+----------------------+---------- 
      Male |         3         62 |        65  
    Female |        21         79 |       100  
-----------+----------------------+---------- 
     Total |        24        141 |       165  
 
 
. tab Age2 EmpStatus2 
 
  RECODE of |   EmploymentStatus 
    Age2014 | Economica  Unemploye |     Total 
------------+----------------------+---------- 
17-25 years |         0         18 |        18  
26-35 years |        14         46 |        60  
36-45 years |         7         37 |        44  
46-55 years |         2         33 |        35  
56-65 years |         1          7 |         8  
------------+----------------------+---------- 
      Total |        24        141 |       165  
 
 
. tab Gender UnempMths 
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           |                    UnemployedMonths 
    Gender | 12 - 23 M  24 - 35 M  36 Months  6 - 11 Mo  Less than |     Total 
-----------+-------------------------------------------------------+---------- 
      Male |         7          4         16         10         25 |        62  
    Female |         3          8         45          8         20 |        84  
-----------+-------------------------------------------------------+---------- 
     Total |        10         12         61         18         45 |       146  
 
 
. tab UnempMths 
 
  UnemployedMonths |      Freq.     Percent        Cum. 
-------------------+----------------------------------- 
    12 - 23 Months |         10        6.85        6.85 
    24 - 35 Months |         12        8.22       15.07 
 36 Months or more |         61       41.78       56.85 
     6 - 11 Months |         18       12.33       69.18 
Less than 6 Months |         45       30.82      100.00 
-------------------+----------------------------------- 
             Total |        146      100.00 
 
. tab Age2 UnempMths 
 
  RECODE of |                    UnemployedMonths 
    Age2014 | 12 - 23 M  24 - 35 M  36 Months  6 - 11 Mo  Less than |     Total 
------------+-------------------------------------------------------+---------- 
17-25 years |         1          3          4          3          7 |        18  
26-35 years |         1          4         25          5         14 |        49  
36-45 years |         3          5         19          4          9 |        40  
46-55 years |         4          0         10          5         14 |        33  
56-65 years |         1          0          3          1          1 |         6  
------------+-------------------------------------------------------+---------- 
      Total |        10         12         61         18         45 |       146  
 
 
. tab Ethnicity3 UnempMths 
 
 RECODE of Ethnicity2 |              UnemployedMonths 
          (Ethnicity) | 12 - 23 M  24 - 35 M  36 Months  6 - 11 Mo |     Total 
----------------------+--------------------------------------------+---------- 
Asian or Asian Britis |         0          2          9          2 |        17  
Black or Black Britis |         1          2          8          2 |        21  
                Mixed |         0          1          2          1 |         6  
                White |         6          3         23          8 |        60  
                Other |         0          1          2          1 |         5  
           Not stated |         3          3         17          3 |        36  
----------------------+--------------------------------------------+---------- 
                Total |        10         12         61         17 |       145  
 
 
                      | Unemployed 
 RECODE of Ethnicity2 |   Months 
          (Ethnicity) | Less than |     Total 
----------------------+-----------+---------- 
Asian or Asian Britis |         4 |        17  
Black or Black Britis |         8 |        21  
                Mixed |         2 |         6  
                White |        20 |        60  
                Other |         1 |         5  
           Not stated |        10 |        36  
----------------------+-----------+---------- 
                Total |        45 |       145  
 
 
. tab EmpStatus 
 
     EmploymentStatus |      Freq.     Percent        Cum. 
----------------------+----------------------------------- 
Economically Inactive |         24       14.55       14.55 
           Unemployed |        141       85.45      100.00 
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----------------------+----------------------------------- 
                Total |        165      100.00 
 
. tab UnempMths 
 
  UnemployedMonths |      Freq.     Percent        Cum. 
-------------------+----------------------------------- 
    12 - 23 Months |         10        6.85        6.85 
    24 - 35 Months |         12        8.22       15.07 
 36 Months or more |         61       41.78       56.85 
     6 - 11 Months |         18       12.33       69.18 
Less than 6 Months |         45       30.82      100.00 
-------------------+----------------------------------- 
             Total |        146      100.00 
 
. tab Ethnicity3 
 
  RECODE of Ethnicity2 | 
           (Ethnicity) |      Freq.     Percent        Cum. 
-----------------------+----------------------------------- 
Asian or Asian British |         18       10.98       10.98 
Black or Black British |         23       14.02       25.00 
                 Mixed |          6        3.66       28.66 
                 White |         74       45.12       73.78 
                 Other |          5        3.05       76.83 
            Not stated |         38       23.17      100.00 
-----------------------+----------------------------------- 
                 Total |        164      100.00 
 
. tab Disability2 
 
 Disability |      Freq.     Percent        Cum. 
------------+----------------------------------- 
         No |        144       87.80       87.80 
        Yes |         20       12.20      100.00 
------------+----------------------------------- 
      Total |        164      100.00 
 
. tab QualHeld 
 
              QualificationHeld |      Freq.     Percent        Cum. 
--------------------------------+----------------------------------- 
                  Below level 1 |          7        4.29        4.29 
          Level 1 or equivalent |         17       10.43       14.72 
          Level 2 or equivalent |         27       16.56       31.29 
          Level 3 or equivalent |         17       10.43       41.72 
          Level 4 or equivalent |          7        4.29       46.01 
Level 5 or equivalent or higher |         33       20.25       66.26 
                           None |         30       18.40       84.66 
                      Not Known |         25       15.34      100.00 
--------------------------------+----------------------------------- 
                          Total |        163      100.00 
 
. tab LeavingStat 
 
             LeavingStatus |      Freq.     Percent        Cum. 
---------------------------+----------------------------------- 
                         . |         55       33.33       33.33 
     Economically Inactive |          6        3.64       36.97 
                  Employed |         39       23.64       60.61 
Into education or training |          3        1.82       62.42 
                Unemployed |         62       37.58      100.00 
---------------------------+----------------------------------- 
                     Total |        165      100.00 
 
 
. tab LeavgStat2, sort 
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  RECODE of | 
  LeavgStat | 
(LeavingSta | 
       tus) |      Freq.     Percent        Cum. 
------------+----------------------------------- 
 All others |        126       76.36       76.36 
   Employed |         39       23.64      100.00 
------------+----------------------------------- 
      Total |        165      100.00 
 
 
. tab FindWork2 
 
  RECODE of FindWork | 
          (FindWork) |      Freq.     Percent        Cum. 
---------------------+----------------------------------- 
    Very Unconfident |         15       12.82       12.82 
       Not confident |          7        5.98       18.80 
               50/50 |         38       32.48       51.28 
Reasonably Confident |         38       32.48       83.76 
      Very Confident |         19       16.24      100.00 
---------------------+----------------------------------- 
               Total |        117      100.00 
 
. tab Budgeting2 
 
 RECODE of Budgeting | 
         (Budgeting) |      Freq.     Percent        Cum. 
---------------------+----------------------------------- 
    Very Unconfident |          5        3.70        3.70 
       Not confident |         12        8.89       12.59 
               50/50 |         32       23.70       36.30 
Reasonably Confident |         62       45.93       82.22 
      Very Confident |         24       17.78      100.00 
---------------------+----------------------------------- 
               Total |        135      100.00 
 
. tab Payments2 
 
  RECODE of Payments | 
          (Payments) |      Freq.     Percent        Cum. 
---------------------+----------------------------------- 
    Very Unconfident |          3        2.24        2.24 
       Not confident |          9        6.72        8.96 
               50/50 |         27       20.15       29.10 
Reasonably Confident |         59       44.03       73.13 
      Very Confident |         36       26.87      100.00 
---------------------+----------------------------------- 
               Total |        134      100.00 
 
. tab DigitalIT2 
 
 RECODE of DigitalIT | 
        (Digital/IT) |      Freq.     Percent        Cum. 
---------------------+----------------------------------- 
    Very Unconfident |          7        5.22        5.22 
       Not confident |         16       11.94       17.16 
               50/50 |         25       18.66       35.82 
Reasonably Confident |         48       35.82       71.64 
      Very Confident |         38       28.36      100.00 
---------------------+----------------------------------- 
               Total |        134      100.00 
 
 
. tab TenancyType 
 
      TenancyType |      Freq.     Percent        Cum. 
------------------+----------------------------------- 
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   Council Tenant |         12        8.33        8.33 
              PRS |        110       76.39       84.72 
PRS (Home Choice) |         16       11.11       95.83 
           RSL/HA |          6        4.17      100.00 
------------------+----------------------------------- 
            Total |        144      100.00 
 
. tab PrivateHousing, sort 
 
  RECODE of | 
TenancyType | 
(TenancyTyp | 
         e) |      Freq.     Percent        Cum. 
------------+----------------------------------- 
        PRS |        110       76.39       76.39 
 All others |         34       23.61      100.00 
------------+----------------------------------- 
      Total |        144      100.00 
 
 
. summ WklyLoss 
 
    Variable |       Obs        Mean    Std. Dev.       Min        Max 
-------------+-------------------------------------------------------- 
    WklyLoss |       142    39.92479    49.55709          0     308.43 
 
 
. tab WklyLoss2, sort 
 
     RECODE of | 
      WklyLoss | 
  (WeeklyLoss) |      Freq.     Percent        Cum. 
---------------+----------------------------------- 
   0-50 pounds |        105       73.94       73.94 
 51-100 pounds |         25       17.61       91.55 
101-150 pounds |          8        5.63       97.18 
301-350 pounds |          2        1.41       98.59 
151-201 pounds |          1        0.70       99.30 
201-250 pounds |          1        0.70      100.00 
---------------+----------------------------------- 
         Total |        142      100.00 
 
 
. summ Age2014 
 
    Variable |       Obs        Mean    Std. Dev.       Min        Max 
-------------+-------------------------------------------------------- 
     Age2014 |       165    37.56827    10.37164   17.76591   61.62902 
 
. tab SeekingJob, sort 
 
IsCustomerC | 
urrentlyJob | 
   seeking? |      Freq.     Percent        Cum. 
------------+----------------------------------- 
        Yes |         42       63.64       63.64 
         No |         21       31.82       95.45 
       #N/A |          2        3.03       98.48 
 Unemployed |          1        1.52      100.00 
------------+----------------------------------- 
      Total |         66      100.00 
 
. tab OrgnSupport, sort 
 
What organisations | 
       already the | 
       support the | 
 customer with job | 
            search |      Freq.     Percent        Cum. 
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-------------------+----------------------------------- 
        Job Centre |         35       87.50       87.50 
    Work Programme |          2        5.00       92.50 
              #N/A |          1        2.50       95.00 
          Job Club |          1        2.50       97.50 
Recruitment Agency |          1        2.50      100.00 
-------------------+----------------------------------- 
             Total |         40      100.00 
 
.  
. mrtab Barrier1 Barrier2 Barrier3, poly include sort abbrev 
 
                       |             Percent of     Percent 
                       |  Frequency   responses    of cases 
-----------------------+----------------------------------- 
 11  Lack of education |          1        1.20        1.82 
 13              Other |          1        1.20        1.82 
  1            A carer |          2        2.41        3.64 
  2                Age |          2        2.41        3.64 
  5  Cultural barriers |          2        2.41        3.64 
  4    Criminal record |          4        4.82        7.27 
 10 Lack of Confidence |          4        4.82        7.27 
  8    Lack Experience |          6        7.23       10.91 
  9        Lack Skills |          6        7.23       10.91 
 12           Language |          6        7.23       10.91 
  6 Health/ disability |         12       14.46       21.82 
  7            Housing |         15       18.07       27.27 
  3          Childcare |         22       26.51       40.00 
-----------------------+----------------------------------- 
                 Total |         83      100.00      150.91 
 
Valid cases:         55 
Missing cases:      110 
. mrtab SkillSought SkillSought2, poly include sort 
 
                       |             Percent of     Percent 
                       |  Frequency   responses    of cases 
-----------------------+----------------------------------- 
 3     Language skills |          3        5.88        7.89 
 2   Job search skills |          7       13.73       18.42 
 4               Other |          7       13.73       18.42 
 1     English / Maths |          8       15.69       21.05 
 5   Specialist skills |          9       17.65       23.68 
 6 Vocational training |         17       33.33       44.74 
-----------------------+----------------------------------- 
                 Total |         51      100.00      134.21 
 
Valid cases:         38 
Missing cases:      127 
 
. tab BankAccount 
 
WorkingCurr | 
entACForDir | 
  ectDebits |      Freq.     Percent        Cum. 
------------+----------------------------------- 
         No |          6       10.53       10.53 
        Yes |         51       89.47      100.00 
------------+----------------------------------- 
      Total |         57      100.00 
 
. tab debt, sort 
 
DoesCutsHaveD | 
        ebts? |      Freq.     Percent        Cum. 
--------------+----------------------------------- 
           No |         28       51.85       51.85 
Less than £25 |         17       31.48       83.33 
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 Less than £5 |          5        9.26       92.59 
 More than £5 |          4        7.41      100.00 
--------------+----------------------------------- 
        Total |         54      100.00 
 
. mrtab TypeDigital TypeDigital2, poly include sort 
 
                            |             Percent of     Percent 
                            |  Frequency   responses    of cases 
----------------------------+----------------------------------- 
 1 Friends/ family computer |          3        4.62        5.77 
 4                    Other |          3        4.62        5.77 
 5          Public computer |          9       13.85       17.31 
 3          Mobile internet |         13       20.00       25.00 
 2    Home computer/ Laptop |         37       56.92       71.15 
----------------------------+----------------------------------- 
                      Total |         65      100.00      125.00 
 
Valid cases:         52 
Missing cases:      113 
 
. tab InternetAccess, sort 
 
InternetAcc | 
  essAtHome |      Freq.     Percent        Cum. 
------------+----------------------------------- 
        Yes |         36       70.59       70.59 
         No |         10       19.61       90.20 
    3G only |          5        9.80      100.00 
------------+----------------------------------- 
      Total |         51      100.00 
 
 
. tab Work, sort 
 
       Work |      Freq.     Percent        Cum. 
------------+----------------------------------- 
  Part Time |          9       45.00       45.00 
        Yes |          8       40.00       85.00 
         No |          2       10.00       95.00 
  Full Time |          1        5.00      100.00 
------------+----------------------------------- 
      Total |         20      100.00 
 
. tab Training, sort 
 
WorkRelated | 
   Training |      Freq.     Percent        Cum. 
------------+----------------------------------- 
        Yes |          8       88.89       88.89 
        yes |          1       11.11      100.00 
------------+----------------------------------- 
      Total |          9      100.00 
 
. tab HealthCon 
 
HealthCondi | 
       tion |      Freq.     Percent        Cum. 
------------+----------------------------------- 
         No |         47       85.45       85.45 
        Yes |          8       14.55      100.00 
------------+----------------------------------- 
      Total |         55      100.00 
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CHI SQUARE TESTS OF ASSOCIATION 
 
 
. tab LeavgStat2 UnempMths, row col exact 
 
+-------------------+ 
| Key               | 
|-------------------| 
|     frequency     | 
|  row percentage   | 
| column percentage | 
+-------------------+ 
 
Enumerating sample-space combinations: 
stage 5:  enumerations = 1 
stage 4:  enumerations = 9 
stage 3:  enumerations = 79 
stage 2:  enumerations = 761 
stage 1:  enumerations = 0 
 
 RECODE of | 
 LeavgStat | 
(LeavingSt |                    UnemployedMonths 
     atus) | 12 - 23 M  24 - 35 M  36 Months  6 - 11 Mo  Less than |     Total 
-----------+-------------------------------------------------------+---------- 
All others |         9          7         55         10         28 |       109  
           |      8.26       6.42      50.46       9.17      25.69 |    100.00  
           |     90.00      58.33      90.16      55.56      62.22 |     74.66  
-----------+-------------------------------------------------------+---------- 
  Employed |         1          5          6          8         17 |        37  
           |      2.70      13.51      16.22      21.62      45.95 |    100.00  
           |     10.00      41.67       9.84      44.44      37.78 |     25.34  
-----------+-------------------------------------------------------+---------- 
     Total |        10         12         61         18         45 |       146  
           |      6.85       8.22      41.78      12.33      30.82 |    100.00  
           |    100.00     100.00     100.00     100.00     100.00 |    100.00  
 
           Fisher's exact =                 0.001 
 

 
 
 
 
Interpretation: There is an association between leaving status 
(i.e. whether a customer gained employment or not) and number 
of months of unemployment. WHAT this relationship is will be 
clearer below. 
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LOGISTIS REGRESSION 
 
. logistic LeavgStat3 i.UnempMths 
 
Logistic regression                               Number of obs   =        146 
                                                  LR chi2(4)      =      18.87 
                                                  Prob > chi2     =     0.0008 
Log likelihood =  -73.20934                       Pseudo R2       =     0.1142 
 
------------------------------------------------------------------------------ 
  LeavgStat3 | Odds Ratio   Std. Err.      z    P>|z|     [95% Conf. Interval] 
-------------+---------------------------------------------------------------- 
   UnempMths | 
          2  |   6.428571    7.75161     1.54   0.123     .6049653    68.31223 
          3  |   .9818182   1.117704    -0.02   0.987     .1054439    9.141991 
          4  |        7.2     8.3225     1.71   0.088     .7471818     69.3807 
          5  |   5.464286   5.999898     1.55   0.122     .6351798    47.00782 
             | 
       _cons |   .1111111   .1171214    -2.08   0.037     .0140771    .8770063 
------------------------------------------------------------------------------ 
 
 
Interpretation: The odds of getting employed for those 
experiencing 6-11 months of unemployment were 620% higher than 
all others. 
 
 
LOGISTIC REGRESSION 
. logistic LeavgStat3 WklyLoss 
 
Logistic regression                               Number of obs   =        142 
                                                  LR chi2(1)      =       4.01 
                                                  Prob > chi2     =     0.0453 
Log likelihood =  -76.15744                       Pseudo R2       =     0.0256 
 
------------------------------------------------------------------------------ 
  LeavgStat3 | Odds Ratio   Std. Err.      z    P>|z|     [95% Conf. Interval] 
-------------+---------------------------------------------------------------- 
    WklyLoss |   .9893518   .0061967    -1.71   0.087     .9772808    1.001572 
       _cons |   .4521292   .1216258    -2.95   0.003       .26686    .7660225 
------------------------------------------------------------------------------ 
 
Interpretation: For every pound increase in weekly losses, the 
odds of getting employed at the end of the study reduced by 
2%.  
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. tab LeavgStat2 Ethnicity3, row col exact 
 
+-------------------+ 
| Key               | 
|-------------------| 
|     frequency     | 
|  row percentage   | 
| column percentage | 
+-------------------+ 
 
Enumerating sample-space combinations: 
stage 6:  enumerations = 1 
stage 5:  enumerations = 5 
stage 4:  enumerations = 22 
stage 3:  enumerations = 165 
stage 2:  enumerations = 1021 
stage 1:  enumerations = 0 
 
 RECODE of | 
 LeavgStat | 
(LeavingSt |            RECODE of Ethnicity2 (Ethnicity) 
     atus) | Asian or   Black or       Mixed      White      Other |     Total 
-----------+-------------------------------------------------------+---------- 
All others |        15         20          2         58          5 |       126  
           |     11.90      15.87       1.59      46.03       3.97 |    100.00  
           |     83.33      86.96      33.33      78.38     100.00 |     76.83  
-----------+-------------------------------------------------------+---------- 
  Employed |         3          3          4         16          0 |        38  
           |      7.89       7.89      10.53      42.11       0.00 |    100.00  
           |     16.67      13.04      66.67      21.62       0.00 |     23.17  
-----------+-------------------------------------------------------+---------- 
     Total |        18         23          6         74          5 |       164  
           |     10.98      14.02       3.66      45.12       3.05 |    100.00  
           |    100.00     100.00     100.00     100.00     100.00 |    100.00  
 
           | RECODE of 
 RECODE of | Ethnicity2 
 LeavgStat | (Ethnicity 
(LeavingSt |     ) 
     atus) | Not state |     Total 
-----------+-----------+---------- 
All others |        26 |       126  
           |     20.63 |    100.00  
           |     68.42 |     76.83  
-----------+-----------+---------- 
  Employed |        12 |        38  
           |     31.58 |    100.00  
           |     31.58 |     23.17  
-----------+-----------+---------- 
     Total |        38 |       164  
           |     23.17 |    100.00  
           |    100.00 |    100.00  
 
           Fisher's exact =                 0.073 
 

 
Interpretation: There is an 
association between leaving 
status (i.e. whether a 
customer gained employment 
or not) and the customer’s 
ethnicity. WHAT this 
relationship is was not 
possible to establish from 
the data collected. 
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. tab LeavgStat2 WelReform, row col exact 
 
+-------------------+ 
| Key               | 
|-------------------| 
|     frequency     | 
|  row percentage   | 
| column percentage | 
+-------------------+ 
 
Enumerating sample-space combinations: 
stage 4:  enumerations = 1 
stage 3:  enumerations = 4 
stage 2:  enumerations = 20 
stage 1:  enumerations = 0 
 
 RECODE of | 
 LeavgStat | 
(LeavingSt |                WelfareReform 
     atus) | Bedroom T  Benefit C        LHA      Other |     Total 
-----------+--------------------------------------------+---------- 
All others |         8         32         66          3 |       109  
           |      7.34      29.36      60.55       2.75 |    100.00  
           |     72.73      91.43      69.47     100.00 |     75.69  
-----------+--------------------------------------------+---------- 
  Employed |         3          3         29          0 |        35  
           |      8.57       8.57      82.86       0.00 |    100.00  
           |     27.27       8.57      30.53       0.00 |     24.31  
-----------+--------------------------------------------+---------- 
     Total |        11         35         95          3 |       144  
           |      7.64      24.31      65.97       2.08 |    100.00  
           |    100.00     100.00     100.00     100.00 |    100.00  
 
           Fisher's exact =                 0.040 
 
 
 
. catplot WelReform LeavgStat2, percent(LeavgStat2)subtitle(Leaving Status by 
Welfare Reform Affected by) 
 

 
 
Interpretation: There is an association between leaving status 
(i.e. whether a customer gained employment or not) and the 
welfare reform that the customer was affected by. WHAT this 
relationship is was not possible to establish from the data 
collected. 
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. tab LeavgStat2 debt, row col exact 
 
+-------------------+ 
| Key               | 
|-------------------| 
|     frequency     | 
|  row percentage   | 
| column percentage | 
+-------------------+ 
 
Enumerating sample-space combinations: 
stage 4:  enumerations = 1 
stage 3:  enumerations = 4 
stage 2:  enumerations = 14 
stage 1:  enumerations = 0 
 
 RECODE of | 
 LeavgStat | 
(LeavingSt |             DoesCutsHaveDebts? 
     atus) | Less than  Less than  More than         No |     Total 
-----------+--------------------------------------------+---------- 
All others |        15          3          1         25 |        44  
           |     34.09       6.82       2.27      56.82 |    100.00  
           |     88.24      60.00      25.00      89.29 |     81.48  
-----------+--------------------------------------------+---------- 
  Employed |         2          2          3          3 |        10  
           |     20.00      20.00      30.00      30.00 |    100.00  
           |     11.76      40.00      75.00      10.71 |     18.52  
-----------+--------------------------------------------+---------- 
     Total |        17          5          4         28 |        54  
           |     31.48       9.26       7.41      51.85 |    100.00  
           |    100.00     100.00     100.00     100.00 |    100.00  
 
           Fisher's exact =                 0.013 
 
 
. catplot debt LeavgStat2, percent(LeavgStat2)subtitle(Leaving Status by Amount 
of Debt) 
 

 
 
Interpretation: There is an association between leaving status 
(i.e. whether a customer gained employment or not) and the 
customer’s debt. WHAT this relationship is was not possible to 
establish from the data collected. 
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. logistic FindWork4 DigitalIT4 
 
Logistic regression                               Number of obs   =        114 
                                                  LR chi2(1)      =       3.60 
                                                  Prob > chi2     =     0.0577 
Log likelihood = -77.200475                       Pseudo R2       =     0.0228 
 
------------------------------------------------------------------------------ 
   FindWork4 | Odds Ratio   Std. Err.      z    P>|z|     [95% Conf. Interval] 
-------------+---------------------------------------------------------------- 
  DigitalIT4 |   2.173626   .9020643     1.87   0.061     .9636794    4.902721 
       _cons |   .5652174   .1961242    -1.64   0.100     .2863241    1.115766 
------------------------------------------------------------------------------ 
 
Interpretation: The customers who felt confident (‘Reasonably 
Confident’ or ‘Very Confident’) about finding work in the next 
three months had 117% (or 1.117 times) higher odds of also 
being confident (‘Reasonably Confident’ or ‘Very Confident’) 
with using information technology including Internet access, 
Microsoft Office and online job search.  



Questionnaire Summary Results
This page shows the summary of the responses that have been received.

1

Have you been contacted by and engaged with a caseworker from the Welfare Reform Team
between May 2014 and June 2015?

Yes 78% (29)
Yes, contact with more than
one caseworker

8% (3)

No 14% (5)

2

What support or services did the Welfare Reform Team offer to you? (Please tick all that
apply)

Help with benefits advice 37% (13)
A Discretionary Housing
Payment (DHP) to help pay
the rent

83% (29)

Referral to the Citizens
Advice Bureau or a local
advice centre for help with
debts and financial
management

26% (9)

Referral to a local Job Club
for help finding work or
employment training

43% (15)

Referral to courses/
educational opportunities in
the city

34% (12)

Other support (please
describe in the space below)

20% (7)

3a

How useful was this support?

Very useful 75% (27)
Quite useful 11% (4)
Not very useful 6% (2)

Option Results

Count

Option Results

Count

Option Results

Count

dlansley
Text Box
APPENDIX 6



Not at all useful 0% (0)
Don't know 8% (3)

3b

How did this support affect your situation?

This question has been answered 31 times.

4a

Could the Welfare Reform Team improve its offer of support to help your current situation?

Yes 46% (13)
No 54% (15)

4b

If yes, please let us know how?

This question has been answered 14 times.

5

Please let us know which, if any, of the recent Job Fairs you have attended in either the Town
Hall or in Barton?

Town Hall 35% (11)
Barton Neighbourhood
Centre

23% (7)

I haven't attended an Oxford
Job Fair

58% (18)

6

If you have attended a Job Fair, which would you say of the following was true? (Please tick
one option)

I was offered a job by an
employer I met at the Job Fair

8% (1)

Option Results

Count

Option Results

Count

Option Results

Count



The Job Fair was useful to
encourage me to find a job in
future

75% (9)

The Job Fair was not at all
useful

17% (2)

7

How confident are you with managing your money and budgeting?

Very confident 22% (7)
Reasonably confident 28% (9)
50/50 38% (12)
Not confident 6% (2)
Very unconfident 6% (2)

8

How confident do you feel about managing your monthly payments?

Very confident 22% (8)
Reasonably confident 35% (13)
50/50 24% (9)
Not confident 5% (2)
Very confident 14% (5)

9

How confident do you feel about using computers, Microsoft Office and the internet?

Very confident 43% (16)
Reasonably confident 22% (8)
50/50 11% (4)
Not confident 19% (7)
Very unconfident 5% (2)

10

Option Results

Count

Option Results

Count

Option Results

Count



Is there anything else you would like to tell us about your experience of working with the
Welfare Reform Team?

This question has been answered 24 times.

Skip
to
actions

Actions



Questionnaire: Customer survey - Welfare Reform Team ESF project

Question: [3b] How did this support affect your situation?

Respondent
Name

Respondent
Email
Address

User's response: Free-Text (formatted) Response
Creation
Date (dd
mmm
yyyy)

WRT01 A lot of changes 16 Oct
2015

WRT03 I was able to increase my hours of work to claim tax credits. I have
been able to stay in my home while looking for more suitable
accommodation.

16 Oct
2015

WRT04 It helps us to manage our daily life. It supports us very much. It
contributes to make our life easy - better than before.

16 Oct
2015

WRT05 Help me get my confidence back. Was doing English course and
maths course, went to job club.

16 Oct
2015

WRT06 I was in a very difficult situation with rent when I contacted the WRT,
and the help I received was of great benefit.

16 Oct
2015

WRT07 Made me feel less depressed. 16 Oct
2015

WRT07 Support a little bit my situation 16 Oct
2015

WRT08 Helped me afford to live short term while I found solutions to my
financial problems.

16 Oct
2015

WRT09 It's been hard due to having children and 2 that are not at full time
school. But the welfare team have been very helpful and
understanding.

16 Oct
2015

WRT10 It provided me with information & knowledge that I could choose to
use in future.

16 Oct
2015

WRT11 DHP was good until it was stopped, now I can't afford rent...Help me
when I need pay rent. Now I can't pay.

16 Oct
2015

WRT12 Allowed me to manage my money with getting into rent arrears. 16 Oct
2015

WRT13 They re-engaged me with housing officer who I had not seen for years
and helped with my rent

16 Oct
2015

WRT14 In positive way it was helpful but it didn't last much longer. My
situation was still the same and then my DHP stopped

16 Oct
2015

WRT017 I feel to some extent we are surviving, as we missed a lot of things 19 Oct
2015

Page 1 of 2
18 Nov 2015 14:46:40



Respondent
Name

Respondent
Email
Address

User's response: Free-Text (formatted) Response
Creation
Date (dd
mmm
yyyy)

WRT018 It helped me a lot, it top up my rent. 19 Oct
2015

WRT019 It will be very much helpful as I was unable to pay my full rent but
now with help of DHP they help me and pay my rent. Many thanks to
DHP.

19 Oct
2015

WRT020 Quite useful. 19 Oct
2015

WRT021 Staff were very helpful, explaining things and were attentive and
understanding.

26 Oct
2015

WRT025 Made sure we didn't fall back on rent 04 Nov
2015

WRT0001 It helped us pay our full rent on time. DHP helped us to avoid further
debt when I was unemployed.

09 Nov
2015

WRT0002 Very good 09 Nov
2015

WRT0003 Receiving the DHP and providing advice on claiming Disability
Living Allowance for my son, led us to receive this benefit. The DHP
was extremely useful to us! Without the support of the DHP our
family would have suffered dramatically.

09 Nov
2015

WRT0004 Helped financially and with help with WEA. Hoping to do permitted
work and eventually confidence back to work.

09 Nov
2015

WRT0005 Help me to increase my qualification, help with underpayment with
my rent.

09 Nov
2015

WRT0006 Got on Level 3 first aid course. DHP and advice on other courses
available.

09 Nov
2015

WRT0007 I am still looking for job, doing my best and still worried for my
situation later, afraid to get worse and afraid for not being able to pay
the rent later.

09 Nov
2015

WRT0008 Quite well 09 Nov
2015

wrt00011 Without this support I would have been in debt or worse 09 Nov
2015

WRT00015 They helped me to top up my rent payments while on housing benefit 09 Nov
2015

WRT000001 Brilliant service - very helpful a lot of advice. 13 Nov
2015

Report run at 18 Nov 2015 14:46:40. Total records: 31.
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Questionnaire: Customer survey - Welfare Reform Team ESF project

Question: [4b] If yes, please let us know how?

Respondent
Name

Respondent
Email
Address

User's response: Free-Text (formatted) Response
Creation
Date (dd
mmm yyyy)

WRT04 Providing advice and support. Helping with my monthly rent. 16 Oct 2015

WRT05 Richard was really good and like to say thank you again for the
help

16 Oct 2015

WRT08 I did feel that there was more interaction needed when
approaching the end of the DHP arrangement. When it was
renewed it could have been done so quicker to save my landlord
waiting payment.

16 Oct 2015

WRT11 DHP. I need desperately as I am long term sick, with depression,
panic and anxiety.

16 Oct 2015

WRT13 I would have liked help during this stressful period of my son's
illness and threat of eviction but thought my case was closed.

16 Oct 2015

WRT14 My housing benefit has been suspended since August 17, 2015 16 Oct 2015

WRT017 I really need more support as DHP till I can get a job as I am
struggling now.

19 Oct 2015

WRT018 A bit longer. 19 Oct 2015

WRT020 No, I am working now. 19 Oct 2015

WRT0001 \by help finding employment according to skills of individuals.
More guidance on employment.

09 Nov 2015

WRT0004 Want to do permitted work and need to know if I can keep
housing and ESA without being affected. I am engaging with
mental health service and want to work gradually, when
treatment finished.

09 Nov 2015

WRT0008 In help with job clubs where they are running. 09 Nov 2015

WRT00001 I have got a medical condition therefore did not attend the job
fair.

10 Nov 2015

WRT17112015 They paid all the housing benefit and council tax benefit 17 Nov 2015

Report run at 18 Nov 2015 14:46:00. Total records: 14.

Page 1 of 1
18 Nov 2015 14:46:00



Questionnaire: Customer survey - Welfare Reform Team ESF project

Question: [10] Is there anything else you would like to tell us about your...

Respondent
Name

Respondent
Email
Address

User's response: Free-Text (formatted) Response
Creation
Date (dd
mmm
yyyy)

WRT03 They have always kept me informed of any actions I need to take to
help me with any problems I have had. I know if I have any worries I
can usually call and speak to someone who will advise me what to
do.

16 Oct
2015

WRT04 I think Welfare Reform Team are very essential to help us especially
for citizens who are coming from abroad like us (European Union).
They make life tidy and organised.

16 Oct
2015

WRT05 Just to say thank you again to Richard from Oxford City Council
DHP. Thank you.

16 Oct
2015

WRT06 I'd want to say that I was very impressed with Nicola Lambourn, who
was assigned to my particular case. She was always very ready to
help, friendly, and a very welcome presence at a difficult time for
me.

16 Oct
2015

WRT07 I have found them a wonderful bunch of people. 16 Oct
2015

WRT08 Job fairs - gave me ideas of what I could look into. However at both
fairs the employers were looking for drivers or full time staff, neither
of which are suitable for myself.

16 Oct
2015

WRT09 All I would like to say is thank you, if it wasn't for the Welfare
Reform Team I wouldn't be where I am now and I think we would be
all confused and messed up. Thank you.

16 Oct
2015

WRT10 No. The support offered was adequate for my needs. 16 Oct
2015

WRT11 While the Welfare Team helped me initially, all that help has
disappeared and I struggle to cope with everything.

16 Oct
2015

WRT13 Richard was very helpful and got some other workers involved. 16 Oct
2015

WRT14 It improved my situation to get confidence for looking or job
application by training. My reference on my housing benefit was
paid for the period of about 9 months. At the end I managed to get a
part time job, but I don't know how long will it last

16 Oct
2015

WRT017 I appreciate all the help & support which I got it from the WRT,
looking for further support till getting a job.

19 Oct
2015
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WRT018 My case worker Vicky she is very nice and helpful. Thank you. 19 Oct
2015

WRT020 I did not know anything about the Welfare Reform Team, they
contacted me.

If you let people know the help is there before their rent arrears built
up.

19 Oct
2015

WRT021 More staff would help deal with the complex requirements of many
individuals who need support at difficult times.

26 Oct
2015

WRT0001 It is useful. I believe it should stay. It could be further improved by
helping individuals find employment and advising them on various
issues.

09 Nov
2015

WRT0003 I have 7 children and without the support our family situation would
have been in a complete mess. The adviser I dealt with was
knowledgeable, extremely helpful and respectful. She was a godsend
to us and we are extremely grateful for her support. Please pass on
our eternal gratitude. She pointed us in the direction that has changed
our lives for the better. Thanks ever so much! You're a superstar!

09 Nov
2015

WRT0004 I am in receipt of ESA and housing benefit, although still in
treatment would like to do permitted work in future (15 hours).
I am also having group work therapy in mental health Warneford
Hospital but feel working 15 hours may help my mental health in
future.

09 Nov
2015

WRT0005 I am very happy that I could work with WRT, they help me with my
rent and help me to prepare for looking for job in future. Very
professional service, and very nice people. Highly recommended!

09 Nov
2015

WRT0007 The Welfare Reform Team are very kind to me, the person who is
contacting me is very kind and trying her best to help and I am doing
everything for that, hope to get mre support for my family. Thank
you.

09 Nov
2015

wrt00010 I find head to reading this could I can't reading and white. Thank you 09 Nov
2015

wrt00011 Excellent help advice and support throughout. Thank you. 09 Nov
2015

WRT00015 They are very helpful. Thank you! 09 Nov
2015

WRT17112015 Firstly they interviewed me how to manage my money and they tell
me if there's any problem I have to let them know and they tell me to
prepare to get a job in the future.

17 Nov
2015
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Barton Neighbourhood Job Fair 15th July 2015 

Analysis of data from feedback forms returned by attendees 

Data regarding attendees post codes 

Total attendees who registered at reception = 376 or 326* 
 
*Unfortunately there appears to be a series of registration sheets missing or, at a point 
where the reception desk was overwhelmed with people queueing the sequence of 
numbers from sheet to sheet went awry.  As the difference between the two figures is 
exactly 50, I think it’s a reasonable assumption to make that five sheets have been lost 
during the day as each sheet lists ten people.  The higher figure would also fit with the 
number of feedback sheets issued. 

Where did they all come from? – The post code data 

Of those that attended 312 gave their post code so attendees have been broken down to 
the first part of the Oxford post code in order to highlight specific geographical areas e.g. 
OX3, OX4, OX1 etc. 

In the case of the OX3 post code which covers Headington it has been broken down further 
in order to try and identify how many people from Barton (OX3  9)attended. 

The largest area represented was OX3 (Headington, including Marston and Northway) with 
45% (140) of the attendees from this area.  Next was OX4 (East Oxford - Cowley and 
Littlemore) with 29% (92) of attendees from that post code. 

Of the Headington attendees it would appear that 68, a total of 22% of all attendees were 
actually from Barton so almost one in four attendees. 

There were 29 attendees from OX2 which covers Oxford City north and west including areas 
such as Botley, Summertown and Cutteslowe.  We then had 19 from central Oxford City 
from the OX1 post code. 

The remainder were in one’s and two’s with the furthest afield coming from Faringdon, 
Watlington and Thame. 

A full breakdown of the attendees by post code is shown in appendix 1. 

The registers also illustrated that more than half of the attendees appeared to arrive in pairs 
or in small groups judging by how they were clustered on the registers. 
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Data from the feedback forms 

The first question asked how people heard about the job fair.  The highest response here 
was 50 people being referred by Job Centre Plus.  The posters seem to have a had a positive 
effect with 22 people saying they’d been attracted by the poster and similarly the local press 
with 21 people saying they’d seen it in the newspaper. 

Leaflets apparently brought it to the attention of 17 people with Daily Info being slightly 
higher at 18.  Direct Mail/invitation accounted for 12.  In the “Other” category which 
accounted for a total of 18 the biggest referrers were friends and neighbours with 5, 
children’s centres with 4 and Barton Job Club with 3 attendees. 

Over and above the obvious success of having Job Centre with 50 referrals it would seem 
the local press, leaflets and posters worked effectively as did Daily Info. 

It’s very likely that people will have seen at least two sources of information, it’s quite 
possible for example that many of those who listed a leaflet, poster or local press were also 
referred by the Job Centre.  We have to consider therefore would they have attended 
having already noticed the event was taking place via publicity if they hadn’t then also had it 
brought to their attention by the Job Centre? 

Attendees were then asked to answer five questions about the event and its location. 

a) Was the location accessible? 
Of the 165 who replied 77% (127) agreed it was accessible, with 16% saying they slightly 
agreed.  Only 3 people disagreed that it was accessible. 

b) Was the day of the week suitable? 
A total of 86% (141) agreed that the day of the week was suitable with less than 4% either 
disagreeing or slightly disagreeing. 

c) Was the time convenient? 
Of all respondents 88% agreed that the time was convenient 

d) Was the information/help/advice appropriate? 
Only one attendee disagreed with this statement whereas 128 (78%) agreed and 26 (16%) 
slightly agreed. 

e) Did the event meet your individual needs? 
In all 57% (92) agreed saying it met their expectations, with 25% (41) slightly agreeing. A 
total of 10 people disagreed (6%) and 19 (12%) slightly disagreed. 

The full response figures are shown at appendix 2 
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General comments on the above feedback 

Clearly the feedback is very positive in relation to the event location, timing and 
convenience.  That level of agreement reduces slightly in relation to the appropriateness of 
the advice/information/help provided but reduces significantly when it comes to the 
question did the event meet attendees individual needs. 

Overall in terms of execution and attendance the event can be seen as a success, but given 
the relatively modest levels of satisfaction in terms of meeting individual need there is 
clearly room for improvement.  Obviously the main aim of the event was to help people into 
employment and if their needs in that respect aren’t being met then this aspect needs to be 
discussed in some depth before the next event. 

Listed at appendix three are the comments written by attendees on their feedback sheets 
which may throw some light on why needs weren’t met in some cases.  A rough thematic 
analysis of those comments coupled with verbal feedback on the day would suggest the 
main failings were; 

• Employers didn’t engage enough 
• There were very few basic administration roles on offer  
• A high proportion of the jobs required some degree of specific qualification or recent 

relevant experience.   
• Lack of obvious or previously provided information about jobs/employers 
• Long queues and lack of seating may have resulted in people not being overly 

positive when they then met employers 

The job/employer related aspects above show a mismatch between what employers had on 
offer and how they presented it, and the skills, experience and confidence of many of the 
clients who attended. 

This mismatch is however a gap that could be bridged over time if more extended 
introductions were made to employers with, and on behalf of clients and if employers were 
helped to be more flexible in terms of their recruitment criteria.  This mismatch of people 
and jobs was also illustrated by some of the employers both verbally and on their feedback 
forms. 

Verbal feedback on the day, having spoken to other staff in attendance, would also suggest 
that rather than coaching attendees at workshops before the event it may in future be 
worth coaching employers as to how to effectively engage with the client group. 

Certain employers didn’t create an air of approachability and with many of our client group 
lacking confidence particularly in group situations barriers of this nature have to be broken 
down.  It was also felt that a more relaxed approach from the employers, i.e. dressing less 
formally and perhaps standing in front of their tables not behind, might have helped put 
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clients at ease.  Another suggestion was making it more obvious what jobs were on offer by 
each employer through their display material or prior to the event. 

There were however a large amount of very positive comments from attendees and virtually 
all of the negative comments were constructive in their nature. 

Clearly there is both a need and an appetite for such events and with this feedback we 
would be able to make some significant improvements should another event take place. 

 

Martin Ousley 
Renaissance Coaching 
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Barton Job Fair July 2015 –      Appendix 1 

Summary of data from client feedback forms 

Post Code data 

 

Post Code Total attendees 
OX3 9 68 
OX3 8 42 
OX3 7 14 
OX3 0 16 
OX3 Combined 140 
OX4 92 
OX2 29 
OX1 19 
OX5 7 
OX26 7 
OX33 5 
OX9 3 
OX11 2 
OX14 2 
OX10,OX19, 
OX49,OX44,SN7, 
HP18  

 
1 from each 
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Barton Job Fair July 2015 -      Appendix 2 
Summary of data from client feedback forms 

Was the location accessible?   Was the day of the week suitable? 

 

 
     

 

Was the time convenient? Was the help/advice/information appropriate? 

Reply Total % 
Agree 144 88 
Slightly Agree 15 10 
Slightly Disagree 2 1 
Disagree 2 1 
 
Did the event meet your individual needs? 

Reply Total % 
Agree 92 57 
Slightly Agree 41 25 
Slightly Disagree 19 12 
Disagree 10 6 
 
How did you hear about the event? 

 

 

Reply Total % 
Agree 127 77 
Slightly Agree 27 16 
Slightly Disagree 8 5 
Disagree 3 2 

Reply Total % 
Agree 141 86 
Slightly Agree 17 11 
Slightly Disagree 4 2 
Disagree 2 1 

Reply Total % 
Agree 128 78 
Slightly Agree 26 16 
Slightly Disagree 8 5 
Disagree 1 1 

Source Total 
Job Centre 50 
Poster 22 
Local press 21 
Other 18 
Daily info 18 
Leaflet 17 
Staff 15 
Direct Mail 12 
Radio 2 
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Barton Job Fair July 2015 –      Appendix 3 

Summary of data from client feedback forms 

Written comments added to client feedback forms 

- Maybe more written information 
- Best jobs fair I have attended 
- Should be places to sit down and fill in job applications 
- Please could employers/recruiters have definite info re rates of pay for all positions 

available for attendees to use for comparison VERY IMPORTANT 
- I enjoyed the ambience and willingness of exhibitors 
- Not much of what I needed, no admin roles or receptionist, only 2 customer roles less 

than 30 hours 
- Everything was fine only the drinks machine broke 
- Would have been better at the weekend and the recruitment teams weren’t very 

engaging 
- Thought the event included vacancies re new build at Barton – Nothing! 
- Not enough driving opportunities 
- Nice to be offered drink and food and good to have a wide range of jobs to suit everyone 
- More approach from the employers 
- Some of the employer representatives seemed cold and they wanted to get rid of me 
- Have this more than once 
- There wasn’t many jobs I would be able to do without qualifications 
- Excellent service from all companies with stalls 
- Venue could have been larger, seemed a little cramped/crowded 
- Thank you – Great! 
- A large variety of employers 
- Considering the need to fill in forms more seating and table, very cramped and makes it 

difficult for those of us with mobility issues 
- More information on health i.e. promoting good health due to increase in obesity 
- Useful, friendly, well run and organised 
- Good, very good 
- This event was really good and helpful 
- Seems to be a lot of retail and construction, not many data admin or techy jobs 
- It was good 
- Would have been helpful to have the list of employers beforehand 
- Happy to be here 
- Staff seemed reluctant to engage me I had to ask for info despite it being obvious that I 

was interested, no-one seemed to want to provide info 
- Well organised, good idea to have food and drink, thank you! 
- The staff from Oxford City Council were very helpful 
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- Very good organisation, nice and professional staff, a nice place to leave your children, 
very nice staff there too, everything exceeded my expectations! 

- Bigger rooms would have been better, good to have food and drink 
- Please consider specialist jobs like science and medical 
- More tables and chairs 
- No vacancies in my field 
- I was expecting to see more in the catering business 
- More jobs/companies would be helpful 
- I would love to attend one regularly 
- Too much retail and service industries 
- Most exhibitors were offering jobs to which I was not suited or aimed at younger people.  

More seating would be better 
- It was very crowded so not enough space to move 
- Some jobs did not start soon 
- Didn’t have a lot of companies that I was looking for (Admin jobs) 
- Queue too long.  People all nice 
- Graduate jobs required 
- A good job fair!  Some jobs to apply for! 
- Too much of a queue 
- I found the experience very helpful, encouraging 
- I have enjoyed the experience, the employers were very helpful 
- I think it was worth coming 
- There were no summer jobs for teenagers 
- More places to sit 
- More information about the companies 
- I think it was really helpful with all the different job areas 
- Was a bit small, not a lot to look at 
- Like the last one at the town hall too many jobs require drivers 
- More variety in employers 
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Barton Job Fair July 2015 -       
Summary of data from exhibitor feedback forms 

Was the location accessible?                           Was the day of the week suitable? 

 

 
     

 

Was the time convenient?                                                       Were the facilities good? 

Reply Total % 
Agree 26 90 
Slightly Agree 3 10 
Slightly Disagree 0  
Disagree 0  
 
Did you meet the right kind of candidates?               Did the event meet your business needs? 

Reply Total % 
Agree 15 52 
Slightly Agree 11 38 
Slightly Disagree 3 10 
 Disagree 0  
 
Interest in receiving information about other initiatives? 

 

 

 

 

 

 

 

 

Reply Total % 
Agree 24 83 
Slightly Agree 5 7 
Slightly Disagree 0  
Disagree 0  

Reply Total % 
Agree 29 100 
Slightly Agree 0  
Slightly Disagree 0  
Disagree 0  

Reply Total % 
Agree 22 76 
Slightly Agree 7 24 
Slightly Disagree 0  
Disagree 0  

Reply Total % 
Agree 17 58 
Slightly Agree 10 34 
Slightly Disagree 2 8 
Disagree 0  

Topic Total 
Work experience 6 
Open days/Job fairs 20 
Sector based work academies 8 
Universal job match 6 
Work trials 4 
Employment of people with 
disabilities/health issues 

6 
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Martin Ousley – Renaissance Coaching Ltd 
 

Summary of the data 

A total of 29 exhibitor feedback forms were received from 27 different organisations.  As the 
figures show there was almost universal agreement about the accessibility of the location 
and day of the week chosen along with the timing and facilities. 

The positivity drops in relation to exhibitors meeting the right kind of candidates and 
whether the event met their business needs.  This feedback fits with the feedback from 
attendees and illustrates the bridging work that needs to be done between our main client 
group and the employers/type of vacancies available.  It may also be further evidence of the 
need to run a pre-job fair event for employers on recruiting people who have additional 
barriers to employment. 

Of the 29 feedback forms submitted 18 included written comments; 10 of those comments 
were very complimentary in terms of the event being “good”  “excellent” and “well 
organised” with the negative comments related to parking, lack of space in the hall for some 
stands, and the feeling that some attendees had been “forced” to attend by the job centre.  
There were also three negative comments about the catering but conversely four positive 
comments about the catering. 

Three exhibitors suggested condensing the event to three hours whilst 20 indicated that 
they would like to hear about future job fairs/open days. 

 

Martin Ousley 
Renaissance Coaching 

 
 



 
  



 

Welfare Reform Team 
Oxford City Council 
109-113 St Aldate’s 

Oxford OX1 1DS 
 

01865 252755 
welfarereform@oxford.gov.uk 

@OxWelfareReform 
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