Research report

DWP Department for
Work and Pensions



Department for Work and Pensions

Research Report No 823

Evaluation of Mandatory Work
Activity

A report of research carried out by ICF GHK and TNS-BMRB on behalf of the Department for
Work and Pensions



© Crown copyright 2012.

You may re-use this information (not including logos) free of charge in any format or medium, under
the terms of the Open Government Licence.

To view this licence, visit http://www.nationalarchives.gov.uk/doc/open-government-licence/

or write to the Information Policy Team, The National Archives, Kew, London TW9 4DU,

or email: psi@nationalarchives.gsi.gov.uk.

This document/publication is also available on our website at:
http://research.dwp.gov.uk/asd/asd5/rrs-index.asp

Any enquiries regarding this document/publication should be sent to us at:
Central Analysis Division, Department for Work and Pensions, Upper Ground Floor, Steel City House,
West Street, Sheffield, S1 2GQ

First published 2012.

ISBN 978190852303 8

Views expressed in this report are not necessarily those of the Department for Work and Pensions
or any other Government Department.



Contents iii

Contents

ACKNOWLEAGEMIENTS ...ttt ettt e e s snsenas IX
ADDIEVIALIONS .ttt s s et e b e s s et et et e st et et s s s s s e e e enenenens X
SUMIMIATY 1ottt ettt b ettt b e sttt s bbbt b e b b e b ettt et e b e b e ettt et e b sene et ebebebene 1
1 INEFOAUCTION ettt 11
1.1 Overview of Mandatory WOrk ACHIVILY .....cccceereieernnieeerceeie e 11
1.2 AIM Of the STUAY o 12
1.3 Study MethOdOlOgY ..ot 12
1.4 The qUALITAIVE rESEAICN ...ttt bbb s 13
1.4.1  Fieldwork With DIStrCt OffICES ...cmueeeieerevereieereeereiererseeese s sesaan 13
1.4.2  Fieldwork with Jobcentre Plus LOCAl OffiCES .....cvvuerverreeereereeeriererevereveras 14
Ti4.3  PrOVIAEIS oottt sttt sttt 14
144 MWA HOSES .ottt sttt 14
1.4.5  ClAIMANE INEEIVIEWS ..ottt sttt 14
1.5 The telephone survey of partiCipaNTS.......ccceeiieeeireceeree e 15
1.6 SErUCTUIE Of the rEPOM ... 15
2 Understanding of Mandatory WOork ACHIVIEY ......ccercceeiricceeeeeeseeetesse e 16
2.1 INTFOAUCTION ..ttt 16
2.2 District and Jobcentre Plus staff perspectives ........cceeernieeeneeeeeee e 16
2.3 ProVIders’ PEIrSPECLIVES ......cceieiiiieieeieeetee ettt se et s bbb b s sssnaes 16
2.4 Hosts’ understanding of Mandatory Work ACHIVITY ......cveeerieeenieeeeeceesenes 17
2.5  Claimants’ understanding of Mandatory Work ACtiVItY .......ccceevvenieeiieeneeireeinens 17
3 THE rEfrrQl PrOCESS ...ocvveieiecveieecee ettt bbbttt b b anae b s 21
3.1 INErOAUCTION ettt 21

3.2 Jobcentre Plus experience of claimant selection and
FETEITAL PrOCESS. ...ttt se et snsnas 21
3.2.1 ClAIMANE SELECTION ..ottt 21
3.3 Introducing Mandatory Work Activity to claimants........ccceveeeevnnnnnnrrerereeenee 22

3.4 Advisers’ perceptions of the referral proCess.......eeeeeeeeeseseee e 22



iv Contents

3.5 Provider perceptions of the referral proCess ... ieceeeeeeeeeeee e
3.6 Claimants’ experiences of the referral ProCess ........ceeeieeeeeseeee e
3.6.1 INErOAUCING MWA ..ottt
3.7  Claimants’ perceptions of the reason for referral........ceieeeeeeceeeeeeeeas
3.8 Pre-referral diSCUSSIONS ......cicieirieieieiceise ettt
3.9 Advantages of Mandatory Work Activity discussed
WIER CLAIMIGNTS ettt
3.10 Claimants feelings towards the placement prior to starting Mandatory Work
ACTIVITY 1ottt sttt b et s ettt et et ea e et nenens
3.11 The offer - time between referral and start of placement .........ccvevirvicnicnenee
3.11.1  Offer letters and other contact with the placement host - claimant
DEISPECLIVE .ottt s et bt s s
3.12 Perceived suitability of placements offered.........ccevereenienieeeeeeeereees
3.13 Time between referral and placement SEArt .......cuceeeveeiceieeieeeeee e
3.14 Issues with referral aNd STAMS ..o
3.15 Referral t0 STArT FATIO.. e
3.16 Acknowledging goOd AELVETY ..o
L THE PLACEIMENT .ttt ettt
4.1 INEFOAUCTION ettt s se e s s nenas
4.2 Sourcing placement opportunities and hosts’ eXperienCes ........coovveeeeereeeennes
4.3 Providing placement OPPOIrTUNITIES......c.ceueueueieirieirieieiererresere e
4.4 Hosts’ experiences of the process between referral
AN PLACEMIENT <ottt e e sens
4.5 Hosts’ experiences of the appropriateness of claimants........ccceeeeeviriceerieennen
4.6 Claimants’ experiences Of PlaCEMENTES ...
4.6.1  TYPES Of PLACEMENTS ...ttt
4.6.2  ClAIMANES’ TOLES ..ottt sttt
4.6.3 Working hours and NQUIe Of WOIK..........ccceeveeeeeeeeeerrisieieieseisse s
4.6.4  InAUCEION ANA EFAINING wvvvvererieieieieeeies ettt sansesen
4.6.5  Supervision ANd fEEADACK..........cowueiurireririeeetstese et

4.6.6  Follow-up discussions between claimant and adViSer............cccovvveeeunenne.



Contents \'}

4.7 Claimant @NGAGEMENT ...ttt ettt eaebees 48

4.7.1 Views on length and organisation of placement ...........ccocevevvcervrnrrennnn. 49

4.7.2  Views on being paid and being valued at WOrK ...........ccveveeevnirnirniennes 49

4.7.3  Enjoyment of work routine and the overall eXperience ..........ccccovvveeeerene. 50

4.7.4  RAtING Of PIACEIMENT .ot 52
4.8  Attendance and COMPLETION .....cciuiirriereeceeeee s 53

4.8.1  FQILEO QEEENG ..ottt 54

4.8.2  NON COMPLELION .ottt 54
4.9  Post placement volunteering and attending multiple placements .......ccccooeeueeee 55
Impacts from mandation aNd SANCLIONS........cieeiriieeeee e 57
5.1 INTIOAUCTION ..ttt 57
5.2 Impact of Mandatory Work Activity on off-flOW ......c.ceeeernniierrceeceesee 57
5.3  Perceptions of effect on off-flow among AdViSers........cccevvvirernicerrceernes 58
5.4 Claimants views on sign-off prior to Mandatory Work

ACTIVIEY STAM ettt 58
5.5  Evidence of off-flow among SLArters ... 59
5.6  Claimants views on sign off after starting Mandatory

WOTK ACTIVITY ettt bees 60
5.7 SANCHIONS oottt ettt 63

5.7.1  Sanctions as a motivating factor to Start MWA .........ccevveeeersrceiersrerren, 63

5.7.2  Application of sanctions as a result of non-completion ...........cccccocvvennc.. 64
5.8  Prevalence of sanctions for NON-CoOMPLELION........ccccceieiiceieiriee e 65
5.9 Inconsistency in the application of SANCLIONS.........cccceriieeierecee e 66
5.10 Impact of sanctions on claimants’ finances and likelihood

Of FULUIE COMPLIANCE .. 69
IMPACts from PArtiCIPALION ......cucviiececvecctee et 70
6.1 INEFOAUCTION ettt 70
6.2 EMPLOYMENT OULCOMIES ..ottt 70
6.3  Employed claimants’ perceptions of the impact of

MaNAAtory WOrK ACTIVITY ...ttt 71
6.4  Impact of Mandatory Work Activity on claimants’ jobsearch - claimant survey... 72



vi Contents
6.5 Impact of MWA on claimants’ jobsearch - qualitative research .........cccoeveevenennee. 75
6.6  Impact on perceived emMployability .......ccceviieerinieereer e 76
6.7 ORI IMPACES. ottt s s snsens 79
6.7.1 Work barriers and impacts Of MWA ..o ssisisinen 80
6.8  Jobcentre PlUS VIEWS ON IMPACT ......ciiiriririreeeeieeee et 82
6.9  Providers’ and hosts’ VIEWS ON IMPACE.....ciiirrrreeeeeieeieee e 84
7 Conclusions and reCOMMENAATIONS........cceueiriiiieieirieee ettt 86
7.1 Summary of stakeholdErs’ VIEWS .......c.cceuiiiriiirieieeres et 86
7.2 Understanding of Mandatory Work ACHIVILY ....cccceeeriieeenirieceeseeeieeieee s 86
7.2.1 RECOMMENAGLIONS ..ottt 87
7.3 THE rEfITAL PrOCESS. ..ottt 87
7.3.1 RECOMMENAALIONS ...t 88
T7h  The PlAOCEMENT .ottt b et s b be s s s 89
7.4.1 RECOMMENAGLIONS ... 90
7.4.2 Examples Of GOOA PIraCLICE ......oeveeereevesieeieeeee st 90
7.5  Impacts from mandation and sanctions, and off-flow .........cccccceeeiicccriicreene, 91
7.5.1 RECOMMENAGALIONS ..ottt 92
7.6 Impacts from partiCipAtion ...t 92
7.6.1 RECOMMENAGLIONS ..ottt 93
Appendix A Qualitative MethodOlOgy .......ccceirrrreeeeeeeeee e 95
Appendix B INTErvIEW SCREAULES .......cuoveiee et ees 100
Appendix C  Claimant AAVANCE LEELET ...ttt ees 115
Appendix D Quantitative MethodolOgy ... 117
Appendix B Claimant survey QUESTIONNAIIE ...t eeeeaesee e eeeesees 119

Appendix F Claimant survey advancCe LETEET ... 157



Contents vii

List of tables
Table 1.1 Case study areas selected for the evaluation ... 13
Table 1.2 Overview of iNdividuals INTENVIEWET .........ccueueiiieieieeeee e 13
Table 3.1 Perceived clarity of the adviser's explanation ........cccceeeereeeeseeeeseee e, 25
Table 3.2 Advantages of attending MWA discussed with adViSers.........ccevveeeeriveeverrinnns 28
Table 3.3 Feelings towards being referred prior to attending placement .........cccccoveuenenee. 29
Table 3.4 Perceived suitability of placement, by gender .........cevevernienieirieeeeen, 31
Table 4.1 Location of placement, by age and gender..........ceveeneenieinieeieeeeen, 41
Table 4.2 Positivity towards placement after completion, termination

OF WITNATAWAL .ttt 52
Table 5.1 Off-flow and destinations amMong ClaiMants .......cceveeerreeereeeeeeeeieeas 60
Table 5.2 Off-flow and motivation to leave JSA ... 62
Table 5.3 Motivation to leave JSA and comply with Jobcentre Plus conditions ................ 63
Table 5.4 Non-completion rates and reasons for withdrawal/termination......................... 65
Table 6.1 Employment since leaving MWA and at the time of the survey.......cccccoeueee.. 71
Table 6.2 Whether submitted any job applications since starting MWA .........cccocoiereneee 74
Table 6.3 Jobsearch activities among claimants who had submitted an

APPLICALION SINCE MWA ...ttt se s asaenas 74
Table 6.4  Impact on perceived employability by barriers to Work .........cceceevveccnrinennen. 78
Table 6.5 Views of work, personal confidence, team-working skills, and

recognition of benefits of working routine by barriers to work.........cccccevvrueneeee. 81
Table A.1  Overview of individuals that were interviewed..........ccccvevennienieireseeeeeen. 95
Table A.2  Coverage - host interviews and case StUAIES ......cveeeuereeieirireceereeeseeeaes 97
Table A.3  Breakdown of starts and referrals awaiting placement.........covcevierieeeireeeinnnnn. 98
Table D.1 Breakdown of sample and achieved interviews with claimants........................ 118



viii Contents

List of figures
Figure 2.1 Understanding/awareness of the rules governing MWA .........cccccverenncnneeenn. 18
Figure 3.1  Perceptions of reasons for being referred to MWA .......c.ooovirniennenineeeene 26
Figure 3.2 Prevalence of discussions prior to referral and the content

Of theSE AISCUSSIONS ... 27
Figure 3.3 Perceptions of MWA prior to attending ......ccceeeieinienieeeeeeseeeeee e 30
Figure 4.1  Type of organisation WOrked fOr ... 40
Figure 4.2 Types of activities, by gender aNd Age ......ccceueviieerrieeereeesee e 42
Figure 4.3 WOrKiNg NOUIS PEI WEEK......c.viuieieieceeeieeeee ettt 43
Figure 4.4  Satisfaction with workload, responsibility and variety of tasks .........cccceevuuenee. L4
Figure 4.5  New skills considered mMost USEfUL.......ccccviiiereiriicieeseeee e 46
Figure 4.6  Topics discussed with adviser after leaving/completing placement................... 48
Figure 4.7 Agreement with statements on being paid and being valued at work.............. 50
Figure 4.8  Factors associated with enjoyment of placement..........cccevevierierinsieneennenn. 51
Figure 4.9  Reasons why views about placement changed .........ccoeevvieeenieeereeeen, 53
Figure 4.10 Timings when claimants withdrew/terminated their placements...........c.c....... 55
Figure 4.11 Reasons for post placement VOIUNLEEING ...c.cvvvvieeeeiririieeieieieeieree e 56
Figure 5.1  Summary of off-flow as measured by claimants sUrVey .......ccccoveevrerrenenennnn. 59
Figure 5.2 Effect of MWA on motivation to off-flow/follow Jobcentre Plus conditions ..... 61
Figure 5.3 Self-reported experience of sanctions by reason for non-completion .............. 66
Figure 6.1  Claimants’ perceptions of the impact of MWA on their motivation

EO FINA WOTK oot s 73
Figure 6.2 Impact of MWA on perceived employability.......ccoccevererninnisriereeceene 76
Figure 6.3  Impact of MWA on employability among claimants who viewed

placement negatively before start and claimants who did not enjoy

ENEIN PLACEMENT ... 79
Figure 6.4  Impact of MWA on views of work, personal confidence, team-working

skills, and recognition of benefits of working routing........c.ccceeveeeeerieeieirienes 80
Figure 6.5  Impact of MWA on views of work, personal confidence, team-working

skills, and recognition of benefits of working routine among
claimants who viewed placement negatively before start and
claimants who did not enjoy their placement ... 82



Acknowledgements ix

Acknowledgements

This study was commissioned by the Department for Work and Pensions (DWP), and we are
particularly grateful to Janet Allaker of the Jobseekers Evaluation Team for her guidance and support
throughout the study.

We would also like to thank the Jobcentre Plus staff in the district and local offices who participated
in the fieldwork, as well as the providers, placement hosts and individual Mandatory Work Activity
(MWA) claimants who gave of their time to contribute to the study.

This report was prepared by Dr Eleanor Breen, Richard Lloyd and Daljeet Johal of GHK Consulting Ltd,
and by Alex Thornton and Eleni Romanou of TNS-BMRB.

Views expressed in this report are not necessarily those of the DWP or any other government
department.



X Abbreviations

Abbreviations

ATM Adviser Team Manager

CPA Contract Package Area

CSOM Customer Service Operations Manager
DMA Decision Making and Appeals

DNS Did not start

DwWP Department for Work and Pensions
ESA Employment and Support Allowance
FTA Fail to attend

IB Incapacity Benefit

IS Income Support

JSA Jobseeker’s Allowance

LMS Labour Market System

MI Management information

MWA Mandatory Work Activity

NVQ National Vocational Qualification

PETL Performance Team Leader

PRaP Provider Referral and Payments system

TPPM Third Party Provision Manager



Summary 1

Summary

This report presents findings from research on Mandatory Work Activity (MWA), undertaken by ICF
GHK Consulting Ltd and TNS-BMRB on behalf of the Department for Work and Pensions (DWP). The
research comprised both qualitative and quantitative elements, and was undertaken between March
and August 2012. The qualitative research was led by ICF GHK Consulting Ltd and supplemented by
a quantitative survey of ¢.800 MWA participants carried out by TNS-BMRB.

MWA was introduced in May 2011. The objective behind the design and introduction of MWA is to
move claimants closer to the labour market through:

+ providing extra support to a small number of Jobseeker’s Allowance (JSA) claimants who would
benefit from a short period of activity that helps them re-engage with the system, refocus their
job search and gain valuable work-related disciplines, such as attending on time and regularly,
carrying out specific tasks and working under supervision; and

« demonstrating to claimants that the receipt of benefits for those able to work is conditional on
their willingness to search for and take-up employment.

MWA is targeted at a relatively small group of claimants and referral to MWA is at Jobcentre Plus
Adviser discretion usually coupled with a ‘case conference’ approach where they discuss referrals
with the Advisory Team Manager. In all instances, a referral to MWA is at adviser discretion. MWA
is a work placement of 30 hours a week lasting for four weeks. The placements are sourced

by contracted providers and set in voluntary sector organisations or institutions that deliver a
community benefit.

Claimants referred to MWA who do not comply are referred for a benefits sanction, with the severity
of sanctions increasing with repeated non-compliance.

Initially, 19,000 MWA places per year were available to advisers to utilise. During February and
March 2012, 3,750 extra places were made available in five Jobcentre Plus Districts, known as the
‘trailblazer districts’. A change was made to the MWA guidance in these districts to ask advisers

to specifically consider claimants with a history of two or more sanctions among those claimants
they considered for a referral to MWA although adviser discretion was not removed. Advisers were
instructed to refer such claimants only if they met the general referral criteria for MWA. The aim of
the trailblazer was to monitor the impact of MWA for this sub-group of referrals.

MWA is available in all areas of Britain. The expansion of MWA, announced on 12 June 2012 provides
an additional 9,000 places per year. This means in 2012/13 there will be approximately 28,000
places available. Some Jobcentre Plus districts are using their Flexible Support Fund to buy further
places. From May 2011 to August 2012 there were 90,470 referrals and 33,170 starts to MWA. From
22 October 2012 claimants that are referred to MWA but fail to attend or complete will be subject to
the new sanctions regime which could mean a sanction of up to three years (156 weeks) for a third
failure.

The MWA impact assessment analysis published by DWP in June 2012 and the ratio of referrals to
starts seen in the official statistics both suggest there is a ‘deterrent effect’ associated with MWA,
where some claimants choose to end their JSA claim following a referral and before starting on
the programme. Advisers are guided to consider a subsequent referral should the claimant make
a further claim and remain within the eligibility criteria.
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Aims of the study

The aim of the evaluation study was to undertake a series of research tasks to explore the following:

« How is MWA being implemented and what is advisers’ feedback on the use, delivery and effect
of the policy?

+ How have claimants responded to being referred to, and participating in, MWA?

« What is the impact of MWA on the soft outcomes of claimants (such as work related activity
or re-newed commitment to job search)?

« What is the provider feedback on the delivery and impact of MWA?

« How have advisers responded to the increased number of places and revised referral guidance
in the trailblazer districts?

Methodology

In order to achieve the aims and objectives of the study, the research included:

+ Document and Management Information (MI) Desk Review: to provide the context for the
research.

+ Fieldwork with District Offices: Face-to-face and telephone interviews with District Managers,
MWA district leads and MWA contract managers in each of the five districts.

« Fieldwork with Jobcentre Plus local offices: Interviews with staff in 15 Jobcentres (three per
selected district); focus groups in each Jobcentre Office with Jobcentre managers, Customer
Service Operations Manager (CSOMs), Performance Team Leaders (PETLs) and Adviser Team
Managers (ATMs); and face-to-face interviews with two Personal Advisers in each Jobcentre.

+ Fieldwork with providers: A combination of face-to-face and telephone interviews with ten
providers (five prime providers and five sub-contractors in each selected district).

+ Fieldwork with hosts: Telephone interviews with ten hosts (two per district), and 11 short
case studies of hosts and their MWA placements.

+ Fieldwork with claimants: Telephone interviews with 798 claimants who were referred onto
MWA and had started their placement, in addition to the 11 short case studies of hosts and
their placements mentioned above.

As the study fieldwork took place between March and August 2012, some of the delivery issues
identified have subsequently been rectified.

The following summarises the findings from all strands of the research.

Understanding of Mandatory Work Activity

Claimant perspective

Claimants’ understanding of MWA was varied. Most understood that MWA was a placement where
they could gain some work experience, boost their CV and get into a routine. Most said that they
understood the compulsory nature of the programme:
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« in total, 95 per cent of surveyed claimants said the adviser had made it clear when they were
referred that attending the placement was compulsory;

+ the same proportion (95 per cent) recognised that the placement would last four weeks in total;
+ 96 per cent also said the adviser made it clear that they had to attend the full four weeks; and

+ around three-quarters (77 per cent) correctly identified that their benefits would be stopped for
a set period of time if they did not meet the conditions of MWA without good cause.

Many claimants thought they were being referred to MWA because they had been claiming benefits
for some time. Most commented that the risk of sanctions played an important role in why they
participated in MWA. However, within the qualitative research with non-starters none of the
claimants had considered signing off JSA to avoid MWA. This finding from the qualitative research is
based on a small number of claimants and as such would not be representative of the population.
As discussed above both the official statistics and impact assessment has found evidence of
‘deterrent effect’ in terms of claimants signing post referral and before start.

Jobcentre Plus perspective

Overall, there was a good level of understanding about the purpose and intent of MWA from District
and Jobcentre Plus staff at all levels of the organisation, although there were occasional instances
of inappropriate referrals. MWA was described by staff as a way of:

+ re-introducing claimants to the work ethic/discipline;
« reinforcing the ‘rights and responsibilities’ messages to claimants and testing conditionality;

+ providing some/recent work experience for the long-term unemployed and particularly for young
people; and

« providing an additional offer for claimants - which could complement other Jobcentre Plus
products and services.

The way advisers introduced MWA to claimants was consistent with this: they reported emphasising
the potential benefits and positive aspects of MWA to claimants (e.g. the prospect of gaining work
experience, an opportunity to refresh and update their CV and obtain a recent work reference)

and reported clearly explaining the mandatory aspects of the programme and consequences of
non-attendance. In addition, some advisers informed claimants in advance that if their jobsearch
activities did not improve, then they would be referred to MWA, this encouraged some claimants

to sign-off.

Jobcentre Plus staff identified two main categories of claimant they typically referred to MWA:
1 those for whom there was some element of ‘doubt’ about their commitment to finding work;

2 unmotivated or de-motivated claimants - those doing the minimum to stay eligible for JSA,
the long-term unemployed and those lacking recent work experience.

Advisers also identified two other categories of claimant who were referred to MWA in smaller
numbers. These were individuals who were motivated to find work but needed some work
experience and could not get it elsewhere, and claimants who were suspected of working and
claiming. It is unclear whether the latter group had also been referred to fraud teams in all cases.
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Provider perspective

All providers and subcontractors understood the aims and overall policy intent of MWA, with the
overall aim being to provide experience of work and the associated disciplines (such as time-keeping
and working under supervision) to JSA claimants to help them move closer to the labour market.

Around half of the providers interviewed made specific reference to the ‘punitive’ aspects of MWA,
which sat alongside the employability component of the programme as a means of enforcing
conditionality. A small number of providers reported that they had at times received potentially
mixed messages from Jobcentre Plus on the balance between the employment support element
and the imposition of the mandatory and potential loss of benefit elements of MWA.

Host perspective

Each of the hosts interviewed also had a clear understanding of the overall aim of MWA - to help
unemployed individuals to find work through the provision placements that provide individuals

with experience of work. Many of the hosts had provided similar work placement opportunities for
unemployed individuals in the past. This was one of the reasons why they agreed to be part of MWA
in addition to the benefits of having additional staff to complement their regular volunteers.

The referral process

Claimant perspective

Qualitative and quantitative research with claimants showed that most recognised positive reasons
for being referred to MWA - with work experience, the opportunity to improve their CV and to gain
work reference often being highlighted. Nevertheless, around a third of surveyed claimants (31 per
cent) felt that one of the reasons for being referred was to put them off claiming JSA. Nearly all were
clear that they had no choice about attending once referred.

Claimants did not always feel the explanation of MWA offered by advisers was clear at the point
of referral. Nearly a third of those surveyed (30 per cent) felt it was not very or not clear at all.
Claimants tended to want more practical information on the nature of their placement and/or
the work they would be involved with. This represents a challenge to advisers and the design of
MWA, given that details of specific placements are not available at the time of referral. Providers
are contracted to confirm placement arrangements at, or after, their initial engagement with the
claimant and therefore, cannot provide advance details to advisers.

The majority of surveyed claimants (61 per cent) said that, based on everything they had been

told by their adviser, they felt positive about being sent on an MWA placement. Younger men (aged
18-24) were particularly positive in this regard. Positivity was strongly linked to how clearly the
adviser had explained MWA and whether or not the adviser had highlighted links between MWA
and potential benefits to their job search.

Jobcentre Plus perspective

Advisers commented that referral to MWA was a relatively simple process. Once a referral decision
had been made, it was logged via the Labour Market System (LMS) system! and the claimant was
told to expect a telephone call or letter from the provider. Some advisers said providers had provided
claimants with written information or a leaflet explaining the details of MWA. There were mixed

! Details of referrals recorded on LMS were transferred to the Provider Referrals and Payments
System (PRaP), to allow progress to be monitored by Jobcentre staff.
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views among advisers about this process. Some felt it worked well, whereas others commented that
following referral they effectively had no further knowledge about the claimant and their progress.
However, DWP advises that providers are not contracted to deliver progress reports to Jobcentre
while the claimant is on placement.

In three districts, the ten day referral-to-placement target? was not being met, resulting in a backlog
of referrals and in some cases negatively influencing the advisers’ view of MWA. A key factor was the
flow of referrals - some providers were unable to manage the ramping-up of referrals and spikes in
referral numbers. Sourcing sufficient numbers of placements was cited as the critical issue.

In two districts there was very positive feedback about their provider and sub-contractors. In the
three remaining districts regular meetings between the district staff and providers were taking place,
with performance improvement plans being developed and implemented.

Provider perspective

Providers tended to see the claimant referral process as straightforward. However, the number of
referrals made and the spikes in referral rates caused difficulties for the majority of providers, and
caused significant backlogs in three of the districts included in the research.

A number mentioned a higher than anticipated referral-to-start ratio which had financial implications,
and reported that in their view the cost of processing fail-to-attend (FTA) cases for Decision Making
and Appeals (DMA)? referrals was not sufficiently met in the current ‘payment per start’ contract.

Host perspective

Most hosts were satisfied with the claimants referred to them. Some hosts worked closely with the
provider/subcontractor to assess the appropriateness of claimants, with some conducting ‘pre-
interviews’ with placement candidates - although this process could contribute to the backlog in
districts where it occurred. However, in other cases there were no discussions between hosts and
providers/sub-contractors - often because a working relationship had already been established and
the provider/sub-contractor knew which claimants to refer to which placements for the benefit of
both parties.

The placement

Claimant perspective

Although most claimants worked for charity shops, others worked for organisations involved in
recycling or conservation, country parks, health and youth centres, and larger charity outlets that
traded in furniture, white goods and electrical items and which incorporated some warehousing,
minor repair work, pick-ups and deliveries.

Even among those claimants who were placed in charity shops, roles were not limited to retail
activities. Common activities were shop-based, such as interacting with claimants, stock duties and
serving on the till, but in the larger outlets claimants were also involved in warehouse operations,
office work, administration, merchandising and promotion.

2 The referral to placement target of ten working days has since been changed to 15 working days.

3 The Labour Market DMA process is the mechanism by which doubts over compliance can be
raised and decisions reached on whether a benefit sanction should be imposed.
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The experiences of those who had started or completed their placement were largely positive.
Three-quarters (74 per cent) of surveyed claimants said they felt positive overall and it was common
for claimants’ views to become more positive during their time on placement. The fact that more
claimants felt positive about the placement after it had ended than before starting indicates that
the experience of attending can sometimes prompt claimants to change their minds. Many had
enjoyed the experience and a quarter of those who completed their placement choose to volunteer
at the organisation where they had been placed after MWA had finished. This was most common
among younger respondents and for a minority of claimants who previously had lacked routine or
confidence to leave the house.

Generally, claimants were satisfied with the workload, level of responsibility and variety of tasks they
were given during their placement. Around half (45 per cent) of surveyed claimants said they had
the chance to acquire new skills during their placement - most often customer service skills, using
cash registers or handling money, working as part of a team, or other social skills. Furthermore, the
supervision offered by the host was generally regarded as being of good quality by claimants.

As measured by the claimants’ survey, one in five of those who had started MWA did not complete
the full four week placement, with drop outs concentrated in the first week of attendance. It was
most common for claimants to have withdrawn from the programme due to illness or injury,
although it is unclear whether this was linked to the placement or not. Others had left as the
result of an offer of paid work and ceased claiming JSA.

Jobcentre Plus perspective

There were mixed views from Jobcentre Plus staff on the suitability of available placements. Some
staff thought the types of placement were an irrelevant consideration when the focus was on
promoting a work ethic and providing an experience of being in the workplace (rather than specific
work experience). Other staff thought placements that were a better fit with the claimants’ work
aspirations or local employment opportunities would have greatest impact.

Provider perspective

In all but one district, subcontractors were responsible for sourcing placement opportunities.
Placements were usually drawn from existing links with hosts developed under previous
programmes.

There were problems in identifying sufficient placements to meet demand in some of the case study
districts. Providers reported on a range of factors affecting the supply of placements and leading to
delays, including:

« competing demand for places between different programmes (such as those for the probation
service);
+ the withdrawal of placements from some charities - creating a reduction in places;

+ instances where claimants referred to MWA continued as volunteers after completing their
placement - reducing the demand for more MWA placements; and

« limited supply of suitable placements in less urban areas.

As outlined above, placements tended to be in charity shops and other not-for profit/charity
settings. Provider and host interviews suggested that in-placement monitoring practices were
variable, as was the frequency of contact between providers, hosts and claimants who were on
placement. There were some instances where providers maintained contact at the start of the
placement and then regularly throughout the four weeks; elsewhere this was less prevalent.
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Some providers and hosts reported a degree of leniency and, where possible, tried to offer claimants
another choice of placement if they were unable to attend their first option (e.g. for health or
transport/access issues). Some also attempted to re-engage claimants who had withdrawn from
their placements.

The host perspective

As most hosts had worked with long-term unemployed individuals previously, they reported being
very knowledgeable about this claimant group. All but two of the host organisations were very
positive about MWA and were continuing to provide placements. There was widespread recognition
among hosts that there could be issues around motivation, attendance, timeliness and behaviour
appropriate for the workplace from the claimants referred to MWA. While these concerns were
justified in some cases, both the qualitative and quantitative research found that, once they had

a chance to settle into their role, most claimants engaged with the experience of attending their
placement; had positive views on the routine of going to work, learning on the job, and working
under supervision; and enjoyed the overall experience.

Depending on the nature of the host and their size, some form of training was provided as part of
the placement. Typically hosts said they offered an induction, health and safety training and, in one
case, the opportunity to work towards an NVQ (for claimants who choose to volunteer past the four
week placement).

While there were some cases of FTAs and early leavers, the majority of claimants were reported as
completing their placements. Hosts suggested ways of encouraging completion, such as the use of
induction sessions, ‘buddy systems’ and clear staff rotas.

Impacts from mandation and sanctions, and off-flow

Early impact analysis

In June 2012, DWP published some early analysis on the impact of MWA on benefit receipt. This
analysis found that within the first three months of referral to MWA had reduced the likelihood

of receiving benefit compared to a control group of customers who had not be referred to the
programme. However, this impact diminished between three and five month point after referral.
The report concluded that the benefit impact over the first 21 weeks equates to referred individuals
being off benefit for an average of about four days more than if they had not been referred*.

Claimant perspective

Qualitative research was carried out with a small number of claimants who were referred but were
yet to start MWA. The research did not capture any individuals who had signed-off rather than
taking up the MWA placement, and only two claimants interviewed said they had considered signing
off and decided not to. A number of reasons were offered by claimants for this:

+ Signing off was unaffordable. This suggests that the prospect of losing benefits does play a role in
encouraging claimants to take up their MWA placement.

+ They thought it was not unreasonable for people ‘to work for their benefits’.

+ They appreciated the opportunity of a work experience placement, the chance to re-engage with
the world of work and to re-fresh their CV/skills.

& http://research.dwp.gov.uk/asd/asd1/adhoc_analysis/index.php?page=adhoc_analysis 2012 g2
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This qualitative finding is in contradiction to the view of advisers who had witnessed an impact of
off-flows between referral and start. In addition, quantitative evidence of a small but significant off-
flow impact is reported within the MWA impact assessment published in June 20125,

The quantitative survey of claimants only included those who had actually started an MWA placement
so does not provide a perspective on off-flow prior to start. A quarter (24 per cent) had off-flowed
between the start of their placement and the time of the survey. Around half of those who had off-
flowed (12 per cent of all claimants) were in paid work at the time of the survey and had stopped
claiming benefits. A small number of claimants had stopped claiming JSA but were now claiming
Employment and Support Allowance (ESA), Income Support (IS) or Incapacity Benefit (IB).

On balance attending MWA may have had a positive impact on claimants’ motivation to end their
JSA claim. Two-thirds of interviewed claimants said their motivation to end their JSA claim had
increased either a lot or a little as a result of their experience, and only around half as many (34 per
cent) said there had been no effect on their motivation. While this is the case, there is little evidence
from the survey of a link between motivation to come off JSA and actual off-flow, this may be
related to external factors such as availability of vacancies.

Despite the importance of the sanctions process to MWA, both the qualitative and quantitative
research suggested that the application of sanctions for non-completion of MWA was inconsistent.
Only one in five claimants who did not complete their placement reported that they were aware of
being sanctioned. Among those who did not report being sanctioned were claimants whose main
reason for not completing was a dislike of some aspect of their placement.

Jobcentre Plus perspective

Staff tended to be complimentary about the potential value of MWA in terms of hard outcomes; it
was viewed as a useful addition to their portfolio of options. It was felt that MWA could be effective
in encouraging individuals to sign-off the register if they were not fully engaged with their search
for work.

However, there was a fairly consistent view across all qualitative case studies that the DMA process
was not effective. The sanctioning of claimants who did not attend or did not complete their MWA
placement was not being followed through consistently by providers. There was a perception

that providers were disinclined to make DMA referrals, partly attributed to the ‘payment per start’
structure of the provider contract. As a consequence, some staff felt that the message about the
potential loss of benefit, intrinsic to the mandatory element of the programme, was diminished.
We are aware that since the research fieldwork DWP have centralised the DMA processing system
to address some of these issues and provided more support to providers in meeting their DMA
responsibilities.

Provider perspective

All providers understood that claimants who failed to attend or did not complete their placement
should be sanctioned, although most showed some degree of discretion or flexibility. There

was some variance in providers’ knowledge and understanding of the DMA process, with some
getting involved in the detail locally and others referred to centralised specialist teams within their
organisation. In the latter case, the centralised teams were reported to be familiar with the process,
the rules and the evidence requirements - drawing on the local provider delivery staff for additional
information as required.

> http://statistics.dwp.gov.uk/asd/asd1/adhoc_analysis/2012/early_impacts_mwa.pdf
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Impacts from participation

Claimant perspective

Around one in seven claimants were working at the time of the quantitative survey and around half
of these felt that MWA had helped them find work. In addition, around two-thirds (64 per cent) of
claimants who were not working at the time of the survey agreed that they felt more motivated

to find work (with nearly half agreeing strongly that they felt more motivated). Younger claimants
(aged under 25) were more likely to feel more motivated than those aged 25 and over, as were
those who had been claiming benefits for a shorter period of time.

There is evidence that MWA may have reinvigorated some claimants’ job searches. Most claimants
who had made applications since starting MWA had mentioned their experience through MWA on
either a job application or CV. Nearly half (42 per cent) said they were sending out more applications
than before attending MWA, with a similar proportion (48 per cent) saying they had applied for jobs
they would not have previously considered.

Furthermore, 75 per cent of claimants who had completed their placement felt that participation in
MWA made them look more attractive to potential employers and 62 per cent felt that their chances
of finding paid work had increased.

There were more mixed views on the potential impact of MWA among claimants interviewed as part
of the qualitative research. Some saw the benefits of participating in such a programme, but others
commented that it would not make a difference - they were pro-actively looking for work at the
time and felt MWA could detract from time to jobsearch. Claimants who had been in employment
and were older felt MWA was more suited to young people who had not worked before; they did

not see how they could benefit from more work experience.

The survey suggests that MWA had a number of peripheral benefits outside of claimant jobsearch
activities, employability and off-flow. These include a range of positive ‘soft’ impacts on those who
completed the placement:

« around three-quarters (72 per cent) felt that their personal confidence had increased since
attending;

« three-quarters (76 per cent) felt their ability to work as part of a team had improved;

+ ninein ten (89 per cent) felt they could recognise the benefits of a working routine since
attending; and

« more than half (56 per cent) felt more positive about work than before attending.

The survey findings suggest that MWA may have the greatest impact among those who are most
anxious about working and those who feel they do not have sufficient work experience to find a job.

Jobcentre Plus perspective

Advisers reported improvements in jobsearch activity and commitment to finding work in a number
of cases. District and Jobcentre Staff were clear that job entry fromm MWA was not necessarily
expected - instead it was seen as a useful intermediary step towards employment, especially for
young people or others with little or no recent work experience. However, the delay between referral
and start and the lower than expected level of sanctions did detract from overall impact.
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Provider perspective

Although providers felt they had limited knowledge of the impacts resulting from MWA, the main
impacts were considered to be:

+ developing a mind-set for work;
« improving claimants’ confidence and belief in their ability to find work; and

+ providing references and work experience for CVs - which show employers (and the Jobcentre)
their potential and that they are prepared to work.

Providers relied on anecdotal evidence to provide examples of individuals progressing to work
(limited) or on to volunteering (more common).

Host perspective

The benefits of MWA to the host organisation were a regular supply of staff. In fact, some hosts have
become reliant on MWA placements and hoped that the programme would continue.

Conclusions

In conclusion, the aims of MWA appear to be well understood by staff, providers and hosts who
recognise the potential for this scheme to positively impact on placement participants. The vast
majority of claimants are clear about the compulsory elements and report a range of positive
attitude and behavioural changes as a result of participation.

However, the research also indicates a number of implementation problems. These issues do

not indicate a need to reconsider the original design of the policy, but they do require significant
attention to ensure the smooth delivery of the policy and to maximise the intended impacts on
participants. At the time of publication the authors are aware that DWP have undertaken a range of
continuous improvement activity to address many of the delivery issues described within this report.

Recommendations

A series of recommendations were developed on the basis of the study findings and areas for
improvement suggested by Jobcentre Plus staff, providers, hosts and claimants interviewed.

These are detailed in the final section of the report and cover proposals for enhancing claimants’
understanding of MWA at the point of referral; optimising the referral process; providing alternative
types and periods of placement; reconsidering aspects of the sanctions process; and maximising
positive impacts from MWA participation.
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1 Introduction

This is the report of the qualitative and quantitative research on Mandatory Work Activity (MWA),
undertaken by ICF GHK Consulting Ltd and TNS-BMRB on behalf of the Department for Work and
Pensions (DWP).

1.1 Overview of Mandatory Work Activity

MWA was introduced in May 2011. The objective behind the design and introduction of MWA is to
move claimants closer to work through:

+ gaining a better understanding of the labour market discipline via a mandatory work placement;
and

« reminding claimants that receipt of benefits for those able to work is conditional on their
willingness to search for and take-up employment.

MWA is targeted at a small group of claimants and referral to MWA is at Jobcentre Plus adviser
discretion. MWA is a work placement of 30 hours a week lasting for four weeks. The placements
are sourced by contracted providers in organisations/institutions that deliver a community benefit,
e.g. charity shops and conservation projects.

Claimants referred to MWA who do not comply are referred for a benefits sanction, with the severity
of sanctions increasing with repeated non-compliance.

Initially, 19,000 MWA places per year were available to advisers to utilise. During February and
March 2012, 3,750 extra places were made available in five Jobcentre Plus Districts, known as the
‘trailblazer districts’. A change was made to the MWA guidance in these districts to ask advisers

to specifically consider claimants with a history of two or more sanctions among those claimants
they considered for a referral to MWA although adviser discretion was not removed. Advisers were
instructed to refer such claimants only if they met the general referral criteria for MWA. The aim of
the trailblazer was to monitor the impact of MWA for this sub-group of referrals.

The five trailblazer areas are as follows:
+ Birmingham and Solihull;

+ Black Country;

« East London;

North and Mid-Wales;

South East Wales.

The expansion of MWA, announced on 12 June 2012 provides an additional 9,000 places per year.
This means in 2012/13 there will be approximately 28,000 places available. Some Jobcentre Plus
districts are using their Flexible Support Fund to buy further places. From May to February 2012 there
were 49,640 referrals and 16,790 starts to MWA. From 22 October 2012 claimants that are referred
to MWA but fail to attend or complete will be subject to the sanctions regime which could mean a
sanction up to three years.
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1.2 Aim of the study

The aim of the evaluation study was to undertake a series of research tasks to explore:

+ how MWA is being implemented - in particular, how the policy intent was translated into
decision-making for the selection of claimants for referral;

« management and adviser feedback on MWA'’s use, delivery and effect;

« adviser feedback on the expansion of places, the revised guidance and its implementation -
in particular within the trailblazer districts;

+ claimant response to referral and their participation in MWA,
+ the soft outcomes from MWA and their impact on claimants’ jobsearch behaviour; and

« provider feedback on delivery and the impact of MWA.

The critical success factors assessed by the qualitative research, quantitative survey and the
in-house statistical analysis are whether MWA is:

+ re-enforcing the responsibilities associates with claiming JSA;

+ providing jobseekers with employment while at the same time enabling them to make
a contribution to the local community; and

+ producing an increase in job search activity and greater engagement with other back to work
support for jobseekers who participate.

1.3 Study methodology

This section briefly describes the methodology undertaken (more details are provided in Appendix A).
The study consisted of three strands of work:

+ A qualitative study in five case study areas incorporating interviews with Jobcentre Plus
management and staff, providers, hosts and claimants referred to and participating in MWA.
This work was undertaken between March and July 2012.

+ Atelephone survey of 798 MWA participants undertaken between 16 July and 20 August 2012.

+ Analysis of DWP/Jobcentre Plus management information for referrals to MWA made between
May 2011 and February 2012.

The qualitative evaluative research was undertaken in five districts as shown in Table 1.1. The
telephone survey was carried out at a national level with a random sample of claimants who
were referred between February and April 2012. The survey element of the evaluation included
a representative sample of under 25 year participants to understand the impact of the policy on
this particular age group.

As the study fieldwork took place between March and August 2012, some of the delivery issues
identified have subsequently been rectified.
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Table 1.1

Case study areas selected for the evaluation

Trailblazers

Non-trailblazers

Birmingham and Solihull
East London
South East Wales

West of England and Gloucestershire
Durham and Tees Valley

1.4

The qualitative research

Prior to the qualitative fieldwork GHK undertook a document and MI Review to provide a context
for the research.

Interviews and focus groups were undertaken in five Jobcentre Plus districts - including three
trailblazer districts. A range of staff, providers, MWA hosts and claimants were interviewed, and
short ‘MWA host case studies’ undertaken with host managers and current MWA placements.
The list of individuals interviewed is summarised in the table below.

Table 1.2 Overview of individuals interviewed

Planned interviews per

Group district Achieved
District staff - District Managers, MWA leads, 4 individuals per district Total - 88 managers
CPA performance managers and MWA TPPMs and staff at district

Jobcentre Plus staff:

Focus groups with Jobcentre managers,
CSOMs, PETLs and ATMs

Personal Advisers

3 focus groups, 4 to 6 staff
per district

6 per district

and Jobcentre level

Including 31 Personal
Advisers

Providers

2

10

MWA hosts

2

10

MWA ‘mini case studies’ - placement hosts
and two claimants

2 case studies per District -
2 hosts and four claimants

11 case studies completed

Claimant telephone interviews:
Referred to MWA and started

3 per district

21

Referred to MWA and not started

5 per district

25

1.4.1

Fieldwork with District Offices

A combination of face-to-face and telephone interviews took place with District Managers, MWA
district leads and MWA contract managers in each of the five districts. The interviews covered the
following topics:

Each individual’s understanding of the aims and policy intent of MWA.

Detail of the delivery process.

Progress and performance to date in terms of referral, take-up and completion.

Views of outcomes and impact.

In the Trailblazer Districts - experience of identifying and securing additional placements and
other issues associated with increased MWA participant numbers, and experience of working

with 18 to 24 year olds.

In the non-Trailblazer Districts - their experience of placement availability and associated issues,
and of working with 18 to 24 year olds to date.
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1.4.2 Fieldwork with Jobcentre Plus Local Offices

Staff in three Jobcentres in each district were interviewed - a total of 15 Jobcentres overall. Focus
groups and one to one interviews were undertaken with: Jobcentre managers, Customer Service
Operations Managers (CSOMs), Performance Team Leaders (PETLs), Adviser Team Managers (ATMs)
and Advisers.

Areas covered included: understanding of the policy intent of MWA, experience of delivery and
challenges, performance and outcomes and areas for improvement.

1.4.3 Providers

In each district, providers were interviewed on a face-to-face basis, or by telephone. Ten in total
were interviewed - five prime providers and five sub-contractors. The interviews explored their
understanding and experience of MWA, their role (and success and challenges experienced) in
identifying suitable referrals and securing placement opportunities. Performance against expectation
was reviewed, alongside their perceptions of impact in terms of changing claimants’ attitudes to
work and associated behavioural change. The impact of the increase in referrals was also examined.

1.4.4 MWA Hosts
Two approaches were used to explore placement hosts’ perceptions and experiences of MWA:

« telephone interviews with two hosts in each district (ten in total); and

+ short case studies with an additional two hosts in each district (11 in total) - including interviews
with hosts and participating claimants if available.

Topics covered with host organisations included their understanding of MWA, the type of placements
offered and views on individuals referred, their experiences of the placements themselves, and
whether they will continue to offer placement opportunities in the future.

The case studies allowed participating claimants to discuss their placement, their understanding
of its purpose, and their experience of referral and the placement itself, and the benefits they have
or expect to gain from it.

1.4.5 Claimant interviews

In addition to the case studies, claimants referred to MWA were interviewed over the telephone.
Two groups of claimants were targeted:

+ Claimants referred to MWA who had started their placements - three in each district (15 in total).

+ Claimants referred to MWA but who had not started their placements - five in each district
(25 in total).

Telephone interviews were undertaken with 46 claimants, 21 of whom had started their placements
and 28 who had been referred but were awaiting placement. Those were referred to MWA and had
started their placements were asked about: their understanding of the purpose of MWA and the
reasons for their referral, their experience of their placement, the perceived benefits resulting from

it and any subsequent change in their job finding behaviour. Claimants who had not started their
placements were asked about their reasons for not starting (awaiting a placement or other reason),
their current employment status and the barriers to work they experience.
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1.5 The telephone survey of participants

TNS-BMRB carried out telephone interviews with 798 claimants who had been referred to MWA
between February and April 2011. Claimants were selected randomly from a database of all referrals
made during this period. The sample included a purposive over-selection of claimants aged under
25 (who can be classified as falling under the Youth Contract). The over-selection of under 25s was
to ensure a minimum of 400 interviews with this group to allow reliable data analysis among this
important group of claimants. Otherwise the sample was selected to provide a representative cross-
section of claimants referred to MWA.

Telephone interviews were carried out by TNS-BMRB interviewers between 16 July and 20 August
2012. From an initial selection of 2,349 a total of 798 interviews were completed representing an
‘interview’ rate of 34 per cent. Once ineligible cases (where the respondent claimed they had not
been on MWA or had no dealings with Jobcentre Plus) and deadwood (largely invalid and inactive
telephone numbers) are taken into account, the effective response rate was 53 per cent.

1.6 Structure of the report

The following report is developed on a thematic basis, using the evaluation information to address
how MWA was understood in practice, the key process elements of delivery - the referral and the
placement, and then the impacts associated with MWA from referral to the programmme and from
participation. Each chapter incorporates information from each of the main groups of respondents:
Jobcentre Plus, the providers and the hosts and the claimants as appropriate. The report concludes
with a discussion of the main findings and presents a set of recommendations that emerge both
from the analysis and from those who manage, deliver and participated in MWA.
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2 Understanding of Mandatory
Work Activity

2.1 Introduction

Before discussing the implementation and impact of Mandatory Work Activity (MWA) this chapter
explores how the policy intent behind MWA was understood in practice by the managers and
providers, and by the claimant themselves. Findings from the quantitative survey focus on
claimants’ understanding of the rules and practical elements of MWA (for example, the length

of the placement and application of sanctions for non-attendance).

2.2 District and Jobcentre Plus staff perspectives

Overall, there was a good understanding of the purpose and intent of MWA from district and Jobcentre
Plus staff at all levels of the organisation. The views expressed were consistent across grades and
locations. In summary advisers’ understanding of the purpose of MWA was expressed as:

* re-introducing claimants to the work ethic/discipline;
« reinforcing the ‘rights and responsibilities’ message to claimants; and, testing conditionality;

« providing some/recent work experience for the long-term unemployed and especially for young
people - particularly for individuals who may not take up work experience voluntarily; and

« providing an additional offer for claimants to help them move closer to work.

MWA was recognised as providing a lever for Jobcentre Plus to encourage people to re-engage with
their jobsearch and provide a positive opportunity to develop their work skills.

‘The aim of MWA is to try and get claimants back into the work ethic ... getting work experience,
getting up on time, how to conduct themselves in the work environment, how to dress, all those
sort of things ... and trying to give people the soft skills they need.’

(Adviser, non-Trailblazer District)

It was recognised that MWA was intended to focused on claimants for whom there is some concern
and who need an additional ‘push’ with their jobsearch activities. One staff member suggested that
while the main aim of the policy was to provide work placements an implicit purpose of MWA is to
sanction individuals who do not comply with conditionality and to encourage them to sign-off.

‘MWA is primarily about taking claimants off benefits’
(MWA Lead/TPPM, Trailblazer District).

2.3 Providers’ perspectives

Each of the providers and subcontractors interviewed described having a clear understanding

of the aims and overall policy intent of MWA, with the overall aim being to provide mandatory

work placements to long-term Jobseeker’s Allowance (JSA) claimants to help them get closer

to the labour market. Many referred to encouraging a work ethic, helping top-up or refresh basic
employability skills, providing current work experience and references for CVs, and getting claimants
into a routine of attending work at set times for a four week period.
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Around half the providers made specific reference to the ‘punitive” aspects of MWA, which sat
alongside the employability component as a means of enforcing conditionality, for example, where
claimants were believed to be working as well as claiming - as one provider described ‘to intervene
in their lifestyles in an attempt to get them to sign off benefit’ and by testing their availability for
work. One prime provider considered that Jobcentre Plus intended MWA primarily to be a way of
reducing claimant numbers by stimulating off-flows, evidenced in their view by the high levels of
claimants referred and the severity of the sanctions regime. However, elsewhere the view was more
balanced - all the providers were aware of the sanctions element but did not describe it as a central
aim of the programme. There were no apparent differences in perception of the overall intent of
MWA between providers in mainstream or trailblazer districts.

A couple of providers reported that they had received mixed messages on the balance between the
employment support and more punitive aspects of MWA - both at the outset and over time - and
only one provider explicitly referred to the ‘community benefit’ aspect of the programme as one of
the key aims.

2.4 Hosts’ understanding of Mandatory Work Activity

The placement hosts had a clear understanding of the overall aim of MWA, namely to help
unemployed individuals to find work through the provision of work placements. They all also seemed
to understand that claimants who failed to attend, or whose behaviour was not appropriate for the
workplace, could be referred back to the provider and would be subject to sanction.

Many referred to the aim of the placements as being to ‘get people into the habit of working’
(host, non-Trailblazer District), while several also described the MWA claimant group as including
those who were suspected of being in work and claiming benefits. One provider summed up the
understanding of many when they stated that MWA “... is to help people get back into the work
situation, and getting used to coming into work at certain hours and getting used to the rules and
regulations, and encouraging them to go and look for a job’.

2.5 Claimants’ understanding of Mandatory Work Activity

Claimants taking part in the qualitative research reflected different understandings of what MWA
constituted. For example, many understood it to be compulsory and understood that if they did not
participate, they would lose their benefits:

‘I was told it was mandatory and if I did not do the placement I would lose my benefits.’

(Starter, Mainstream District)

‘They told me I had to do voluntary work which will go on my CV and will benefit me. If I didn’t
do it, it will affect my jobseekers.’

(Not-started, Trailblazer District)

The findings from the quantitative survey suggest that the mandatory/compulsory aspects of MWA
were widely understood by claimants and clearly explained by Jobcentre Plus advisers. In total,

95 per cent of respondents said the adviser had made it clear when they were referred that
attending the placement was compulsory with the same proportion (95 per cent) recognising that
the placement would last four weeks in total. A similarly high proportion (96 per cent) also said the
adviser made it clear that they had to attend the full four weeks. This almost universal recognition
of these conditions of MWA was seen in all key sub groups. Combined, more than nine in ten
claimants (91 per cent) said the adviser made all three of these aspects clear.
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Further, around three-quarters (77 per cent) of all respondents correctly identified that their benefits
could be stopped or reduced for a set period of time if they did not meet the conditions of MWA.

As shown in Figure 2.1, if all four measures are combined nearly three-quarters (71 per cent) of all
claimants were aware of all four aspects of the rules governing MWA.

Figure 2.1 Understanding/awareness of the rules governing MWA

The Sanction =
placement Attendance Had to temporary
would last was attend for suspension

4 weeks compulsory full period of benefit

95%

95%

Aware of
all four
elements

Base: All respondents (798).

Most of those who were unable to define sanctions precisely recognised that if they didn’t keep to
the rules of MWA there would be some kind of financial penalty. Common responses included that:

« their benefits would be stopped (but no further details known) - five per cent of all respondents;

« their benefits would be affected in some other way (but no further details known) - four per cent;
+ they would be unable to claim benefits from Jobcentre Plus ever again - four per cent;

+ ‘sanctions’ would be applied but the details of these was unknown - three per cent;

+ their benefits would be reduced (rather than stopped) for a set period of time - one per cent;

+ they would be re-referred to another MWA placement - one per cent.

The survey findings suggest that most, if not all, claimants are aware that attending MWA is compulsory
once referred and that failure to meet the conditions will result in some kind of financial penalty
through the loss of benefit payments.
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Other claimants in the qualitative research saw MWA as an opportunity to enhance their CV, gain
some up to date work experience, obtain checkable work references and aid their progress towards
employment:

‘I was told it was a work programme to get back into work, sort out my CV and stuff like that.’

(Not-started, Trailblazer District)

For some, it was an opportunity to get back into a routine and to increase confidence and
motivation.

‘It’s a scheme to get people like myself into a routine, waking up in the morning, going into a
work environment and taking part in work activities. Getting that confidence to engage in one-
to-one activities and take charge. It was basically trying to get my work ethics back.’

(Starter, Trailblazer District)

‘It’s to get me back into work and to make me feel motivated. They told me it is the best thing
for me at the moment, so I was more than happy to do it.’

(MWA participant, Trailblazer District)

Some claimants felt MWA was unlikely to make much of a difference in finding work as they are
already actively seeking employment. Two went on to say MWA took them away from looking for
paid employment:

‘MWA will make it harder for someone to look for a job. It’ll make you more miserable - working
for nothing and no time to look for a job.’

(Not-started, Trailblazer District)

‘MWA is like a full-time job. During that period you don’t have the time to find a job - you can’t
fill out the job diary, by the time I have finished it would be difficult to search for jobs/do the
research.’

(Not-started, Trailblazer District)

Claimants who were a bit older and had previous work experience said MWA was more suited to
young people and those with no experience of work. As one claimant explained:

‘For someone who has been working for nearly 30 years and supported my family, I’'m not sure
it’s going to motivate me. I would have preferred a paid job, and if you’re going to be placed
somewhere, it needs to lead to employment. But for those who have never worked before it
would be helpful.’

(Not-started, Non-Trailblazer District)
There were also claimants who did not understand what MWA meant:

‘I had a letter to say I was going on the MWA, but I did not understand the purpose of MWA.’
(Not-started, Non-Trailblazer District)
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In addition, this small number of claimants did not understand the compulsory nature of the MWA:

‘I thought it was optional because the adviser said “we might put you forward for it”. So I told
the adviser that I would rather not do it as I want to find a job in a bar or as a care worker. The
adviser told me that was not possible because it’'s mandatory and I had to do it. I was confused.
I don’t understand. How does that work?

(Not-started, Non-Trailblazer District)

‘I went to [name of provider] who told me that the placement was not a mandatory thing,
so I left. But then I went to the Jobcentre who told me that the placement was mandatory
and I had to go.’

(Not-started, Non-Trailblazer District)

While understanding the work placement intent of MWA, not understanding or comprehending
the mandatory element could have significant consequences for claimants.
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3 The referral process

3.1 Introduction

This chapter looks at the referral process from the Jobcentre Plus, provider, host and claimant
perspectives, based on the findings of the qualitative and quantitative elements of the study.

3.2 Jobcentre Plus experience of claimant selection and
referral process

This section reviews the experiences of Jobcentre Plus staff in selecting potential claimants to
participate in Mandatory Work Activity (MWA) and referring them on to their local providers. The
section draws on the qualitative research across the five case study districts.

3.2.1 Claimant selection

The qualitative research found that, in general, the guidance for MWA and specific guidance within
the trailblazer districts was considered by Jobcentre Plus staff to be fit for purpose and not overly
prescriptive. This meant that advisers could exercise their discretion, in effect their professional
judgement, to select who should be referred to MWA and who was most likely to benefit.

Interviews with Jobcentre staff suggested that there were effectively two categories of claimant
referred to MWA:

+ those for whom there was some element of ‘doubt’ about their commitment to job search activity
- and who are identified as being reluctant to fully engage in jobsearch and other activities to help
their return to work in their meetings with advisers; and

+ claimants where there was a need to re-engage the individual in jobsearch activity and other
options. This group tended to be unmotivated or de-motivated, including those who had been
away from the workplace for some time, without recent work experience or who had rejected
other Jobcentre Plus services. In one district this group also included young people without
work experience.

Two further categories of claimant were also identified, both of which were out of scope from the
official guidance for MWA and were referred to the programme in lesser numbers:

+ motivated claimants who lacked work experience - who were looking for work, complying with
the JSA regime but who were unable to compete in the labour market; and

« claimants suspected of working while signing.

We should emphasise that for the majority of advisers their view was that motivated people should
not be referred to MWA®.

Consequently, referrals to MWA were based on a combination of factors, including:

+ signing history and duration of current signing-period - with a push to refer claimants at 13 weeks
and those approaching 52 weeks to MWA,

6 Department for Work and Pensions (DWP) has strengthened the guidance on referral to ensure
advisers are clear on the edibility criteria.
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« limited activity or deterioration in level of jobsearch activity;

« a poor history of engagement with Jobcentre Plus services and opportunities;

+ doubt as to whether individuals’ were available to work (possibly working and signing);
« previous record of Fail to Attend for signing-on/adviser interviews;

+ assessment of whether the claimant could benefit from the experience; and

* in the trailblazer districts, two or more sanctions in the past year.

Discretion and the use of adviser knowledge of the individual was a key element of the referral
process for MWA as a whole. Within trailblazer districts advisers considered that having received two
sanctions in the previous year was too crude a measure to target claimants and were aware of the
need for claimants to meet the other general eligibility criteria for referral. However, they also felt
that claimants with a history of sanctions were likely to be have been among those referred prior to
the change in guidance for the trailblazer districts. All referrals are based are adviser discretion.

When MWA was first introduced, case conferences were held between the Adviser Team Managers
(ATMs) and advisers in a number of the case study offices. These helped ensure some consistency in
decision-making around referrals, and the management of the flow of referrals to providers where
available placements were limited. Over time the use of case conferences was dropped in some
offices, as they were no longer felt necessary. However, issues did arise around the flow of referrals
to providers and the emergence of a back-log of claimants. Control over referrals and the adherence
to profile emerged as a critical success factor in the smooth delivery of MWA.

3.3 Introducing Mandatory Work Activity to claimants

The majority of advisers interviewed reported emphasising the potential benefits of MWA when
introducing the programme to claimants - with work experience, the opportunity to refresh their CV
and to gain a recent work reference being highlighted. Advisers were clear about the consequences
of non-compliance, including the wider implications of losing secondary benefits. Some advisers,
but not all, said they explicitly mentioned to claimants that their referral was linked to a history

of non-compliance, were not taking their jobsearch seriously or had declined other Jobcentre Plus
opportunities for assistance.

Telling claimants that MWA existed, and that they stood the probability of being referred if their
jobsearch activities and level of engagement did not show signs of improvement, was also reported
as effective by the advisers. Introducing the potential of a referral to MWA was reported as having a
noticeable effect for some claimants - and in some cases was enough to encourage some people to
sign-off, especially it was thought for those who may have been working and signing.

3.4 Advisers’ perceptions of the referral process

For the advisers the referral process was simple. Once a referral decision had been made, it was
logged on the LMS IT system within the Jobcentre and the individual was told to anticipate a letter
or a call from the provider. In some cases the individuals were provided with written information or
a leaflet explaining the details of MWA. This process meant that the advisers, from this point, were
effectively divorced from the process and handed-off their responsibility to the provider. For some
advisers this was a positive move; but not for all.
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Some advisers had used a ‘warm handover’ for previous employment programmes and felt that a
similar approach would be useful for MWA. This involved the adviser telephoning the provider at the
point of referral to pass on the customer details and arrange an appointment for them, allowing
the appointment details to be passed directly to the customer at the point referral. With the current
system the advisers did not have this knowledge and control over the initial stages of the process.

Advisers said they commonly had no knowledge of where or when the claimant was supposed

to meet with the provider, nor did they have any information on the outcomes of the process, i.e.
whether the claimant attended the placement, or were referred for a sanction if they did not. We
understand from DWP that advisers are able to check the Labour Market System (LMS) system to
ascertain whether the provider had recorded a start or did not start (DNS) the placement because
of failure to attend (FTA). However, advisers reported a lack of information recorded by providers
or a lags in information being entered into the system. Aside from this system check there was no
formal mechanism for advisers to know how well the placement had gone as providers were not
contracted to provide feedback while the claimant was on placement.

The exception to this lack of provider-adviser communication was found in one district where a local
provider was well known to the advisers and where informal liaison took place. This was possible
because of already established contacts and knowledge.

Many staff felt that the customer was effectively ‘lost’ to them as soon as they had completed

the referral. This was partly as a result of the standard design of contracted DWP provision where
advisers completely handover responsibility for the claimant once referred to provision, which allows
the adviser to concentrate resource on those claimants who remain under Jobcentre support. This is,
however, dependent on the referral and placement process working well. Where this process

did not work well, this lack of direct contact with the provider was viewed as a critical issue and

a contributing factor to the slow resolution of some of the delivery issues that emerged.

3.5 Provider perceptions of the referral process

The providers participating in the qualitative research described the claimant referral process
as straightforward, although the number of referrals made and spikes in their profiling caused
difficulties for the majority of those interviewed.

Providers in all five case study districts reported that although the appropriateness of referrals could
be variable, the quality of referrals was not a major issue and that overall the individuals referred

to them were no more or less challenging than expected. Referrals received during the trailblazer
period were not seen as any more challenging than their mainstream equivalents. Examples of the
providers’ experiences of the appropriateness of referrals to MWA are provided below.
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Appropriateness of referrals - provider experience

Most of the providers felt that referrals made for placements were appropriate, and where this
was not the case less appropriate referrals were usually well within expected tolerances.

In one case, the subcontractors reported that the appropriateness of referrals could be variable
- most commonly where information on customer background had not been made available
and could not be considered in advance of their placement. Several cases where individuals
with histories of offending, substance abuse or mental health issues were reportedly only
identified in the latter stages of the referral process. One subcontractor reported that many
hosts were now interviewing or screening referrals prior to offering places - although this could
cause delays in the ten day referral to start target.

Providers felt that a small number of claimants were particularly inappropriate for sending on
placement, for example, individuals unable to read or write and who needed extra support
which could not be catered for under MWA.

In another district the provider considered that their low referral to placement rate suggested
that the claimant selection approach could be improved - ‘In our experience the majority of the
MWA claimants have commitment issues, or there is a sales issue, somewhere along the line’.
They wondered whether the claimants referred to them had received a clear explanation of the
programme from the Jobcentre.

Two additional issues did emerge with some consistency:

« First, providers complained that they were not always kept informed of changes in claimant status
(signing off benefits, progression to another programme) by the Jobcentres and that considerable
effort could be expended following-up claimants only to find they had signed-off.

+ Second, the providers suggested that the way in which MWA was introduced underpinned whether
referrals (and placements) were successful. As claimants’ attitudes towards their placements were
key, ensuring MWA was ‘sold on the positives’ rather than positioned as a threat was felt most likely
to result in positive outcomes.

3.6 Claimants’ experiences of the referral process

This section looks at the referral process from the point of view of the claimant. Most of the findings
are drawn from the quantitative survey of claimants augmented with additional findings from the
qualitative research.

3.6.1 Introducing MWA

The quantitative survey found that referrals to MWA were most commonly raised in discussions
between Jobcentre Plus Advisers and claimants one to two weeks prior to referral. In some cases
(18 per cent), this discussion took place one or two days prior to referral, although for 16 per cent it
took place ‘a few months’ or more before.

In terms of the clarity of the introduction and explanation of the programme, and as discussed in
Section 3.5, most surveyed claimants had a clear understanding of the mandatory aspect of MWA
(95 per cent), the duration of the placement (again 95 per cent) and that their benefits could be
affected if they did not participate (77 per cent). However, the survey findings also showed that not
all respondents thought their adviser had provided a clear explanation of all aspects of MWA at the
time of referral.
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As shown in Table 4.1, while 65 per cent of respondents felt the explanation offered was clear,
relatively few (25 per cent) felt the explanation was very clear and nearly a third (30 per cent) felt
it was not very or not clear at all. Variations by sub-group were minimal, although claimants aged
under 25 tended to be more positive about the clarity of the explanation offered - 70 per cent
saying they thought the adviser’s explanation was clear compared with 62 per cent of those aged
25 and over.

Table 3.1 Perceived clarity of the adviser’s explanation

Total <25 25+
% % %
Clearly (net) 65 70 62
Not clearly (net) 30 28 31
Very clearly 25 25 25
Clearly 40 45 37
Not very clearly 17 16 17
Not clearly at all 13 12 14
No explanation given at all 4
Don’t know 1 1 1
Base: All respondents 798 392 406

Those who did not feel they had been given a clear explanation (or were offered no explanation at
all) were asked what the adviser could have done to make it clearer. Claimants tended to say they
wanted more practical information about their placement and/or what the work on the placement
would involve. The most common responses among those who were asked were:

+ More information about what the placement would involve - 34 per cent.

+ Information about what I would be doing - 34 per cent.

+ Information about where I would be going/where the placement was - 11 per cent.
+ Having a more knowledgeable adviser - eight per cent.

+ Given a choice of placements/places to go - seven per cent.

+ Told me earlier/sooner - six per cent.

+ Not providing misleading information - five per cent.

This represents a challenge for advisers, as frequently details of specific placements are not available
at the time of referral. Indeed, at the time of the research there was evidence of delays of several
weeks, see Section 3.14 for further discussion. While claimants may want (and benefit from) more
detailed information about their placements, advisers need to be cautious so as not to provide
potentially misleading information at the time of the initial discussion.

As discussed, in Section 3.11, clarity of explanation is closely associated with positive perceptions
of MWA prior to attending a placement; those who felt they were not offered a clear explanation
tended to be more negative towards MWA. It is, therefore, important to consider how MWA is
framed to claimants before they attend so they begin their placement in a positive frame of mind.
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3.7 Claimants’ perceptions of the reason for referral

The qualitative interviews with claimants suggest there was some ambiguity in the messages
claimants received as to why they were being referred onto MWA. Not all advisers made it explicit
that the referral was a consequence of the action (or lack of action) on the part of the claimant. This
might mean that a potential opportunity to reinforce the message that Jobcentre Plus takes ‘rights
and responsibilities’ seriously was being lost in some cases. In effect, there is some tension between
balancing the two messages - the mandatory element of having to take up the work placement
with the message that MWA is a positive opportunity that can help an individual’s prospects within
the labour market. As one adviser remarked - ‘it’s quite hard to get the words right’.

Findings from the quantitative survey are largely consistent with this view. All respondents were
asked about their understanding of the reason for their referral. Around a third of respondents
(30 per cent) felt that they were referred to put them off claiming Jobseeker’s Allowance (JSA).
However, the majority of respondents also picked up on the more positive aspects of MWA, with
three-quarters or more feeling that ‘it was an opportunity to improve [their] work experience’

(79 per cent), ‘it was an opportunity to give something back to the community’ (75 per cent) or
‘it would help [them] get a job’. A similar proportion (78 per cent) of respondents also noted that
they ‘... had no choice, I had to attend’.

As summarised in Figure 3.1, 91 per cent of all respondents selected one or more positive reasons
for being referred (most commonly to improve work experience).

Figure 3.1 Perceptions of reasons for being referred to MWA

Any positive 91 |
\
Any negative 83|
\
There was no choice, I had to attend 81|
It was an opportunity to improve 30
my work experience
It was an opportunity to give 75 |
something back to the community ‘ ‘ ‘
It would help me get a job 69|
[
It was to put me off claiming JSA 31
0 20 40 60 80 100
Base: All respondents (798). Percentages

Those who felt that they were being referred to put them off claiming JSA tended to be older

(29 per cent of those aged 25 or older felt this was the case compared with 26 per cent of under
25s) and to have been claiming JSA for a longer period of time. Nevertheless, this was a view held
only by a minority in all key sub-groups. Of course whether the survey findings reflect a difference
in the way advisers positioned MWA to certain types of claimant, or simply a difference in claimants
perceptions, is unclear.

)

Claimants interviewed as part of the qualitative research were largely compliant at the referral
stage, and while some raised objections about being referred, the emphasis placed by advisers on
the potential benefits was effective in diffusing any issues that arose.
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3.8 Pre-referral discussions

While this chapter looks primarily at the referral process, the survey also included questions
regarding discussions between claimants and advisers about MWA prior to the referral meeting. The
survey findings suggest that most claimants did discuss MWA with their adviser prior to the referral
meeting. Three-quarters of those interviewed (73 per cent) said their adviser spoke to them before
referral ‘about what the placement would involve’ and 23 per cent of these respondents said that
this pre-referral discussion was not the first time they had heard about MWA.

Discussions before referral were common among all types of claimant, but most common with
those aged under 25 (76 per cent compared with 70 per cent of those aged 25 or more). Whether

a discussion had taken place before referral was also linked to the number of sanctions, if any, the
claimant had experienced. Interestingly, those with no sanctions as well as those with three or more
sanctions were the most likely to have discussed MWA with an adviser prior to referral (74 per cent
and 77 per cent respectively).

Figure 3.2 Prevalence of discussions prior to referral and the content
of these discussions

67% spoke about advantages

54%

19% both 12%
what benefits advantages
placement and what of
would placement placement
involve would

involve

73% spoke about what
placement would involve

Base: All respondents (798).

Two-thirds (67 per cent) of surveyed claimants said that their adviser discussed the possible
advantages of attending a placement, leaving a third where the adviser did not. Consistent with
other findings in this section, advisers were more likely to have discussed the possible advantages
with claimants aged under 25 than with those aged 25 and older (75 per cent compared with

62 per cent).

As shown in Figure 3.2, if combined, around half of all claimants (54 per cent) said that the

adviser spoke them about both what the placement would involve and the possible advantages

of attending. This leaves half where the adviser did either one or none of these things, suggesting
that some advisers could have done more to prime claimants before they were referred to MWA.

In fact 15 per cent of respondents (around one in six) said that their adviser did not speak to them
about what the placement would involve and did not discuss the possible advantages of attending.
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Generally, in cases where the claimant recalled discussions with their adviser about the possible
benefits of MWA and where they felt the adviser had made links between the placement and
possible job attainment, the claimant’s views of MWA were more positive and they were more
likely to feel motivated to find paid work and/or come of JSA.

3.9 Advantages of Mandatory Work Activity discussed
with claimants

Where claimants recalled a discussion of the possible advantages of attending prior to referral, these
recalled messages tended to relate directly to their jobsearch and work experience:

+ Increased work experience - 29 per cent of all claimants recalled their adviser discussing this with
them.

+ Increased chances of getting paid work - 27 per cent per cent of claimants recalled their adviser
discussing this with them.

+ Chance to improve CV - 24 per cent per cent of claimants recalled their adviser discussing this
with them.

As shown in Table 3.2, advisers were less likely to mention advantages that related to claimants’
‘softer’ skills. For example, only around one in ten respondents said their adviser had discussed the
opportunity to develop interpersonal skills (12 per cent) or to improve their confidence (ten per cent).

Table 3.2 Advantages of attending MWA discussed with advisers

Never
Total <25 25+ worked  Worked

% % % % %
Discussed any benefits with claimant 67 75 62 71 66
Increased work experience 29 39 23 39 28
Increased chances of paid work 27 30 25 21 28
Chance to improve CV 24 28 21 28 24
Chance to get work reference 12 16 9 14 12
Chance to develop interpersonal skills/
team-working ability 12 16 9 16 11
Chance to improve confidence 10 13 8 14 10
Chance to try something new/broaden horizons 7 6 7 7
To get back into the routine of work 4 3 4 2
Base: All respondents 798 392 406 109 682

The advantages advisers focused on varied by a number of factors including the claimant’s age
and work experience. As shown above, those aged under 25 were more likely to have discussed the
potential for MWA to provide additional experience of work (39 per cent compared with 23 per cent
of those aged 25 and over) or about their chances of finding paid work (30 per cent compared with
25 per cent). Similarly, advisers were more likely to have discussed increased work experience with
those who had not previously worked.

The findings suggest that some advisers tailored the way they presented MWA to claimants so that
placements were seen as relevant to claimants’ needs.
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3.10  Claimants feelings towards the placement prior to starting
Mandatory Work Activity

The majority of claimants were positive about being referred based on the information received
from their Jobcentre Plus adviser. In fact, almost three times as many claimants felt positive as felt
negative overall (61 per cent compared with 23 per cent). Table 3.3 summarises claimants’ feelings
before attending their placements.

Table 3.3 Feelings towards being referred prior to attending placement

Women Women
Total Men < 25 Men 25+ <25 25+
% % % % %
Positive (net) 61 68 56 64 62
Negative (net) 23 20 27 23 19
Very positive 19 20 19 20 19
Positive 42 48 37 43 43
Neither positive nor negative 14 12 15 12 15
Negative 14 12 16 13 11
Very negative 10 8 12 10 8
Don’t know 2 1 2 1 4
Base: All respondents 798 283 278 109 128

Differences in feelings between sub-groups were generally small. Younger claimants, specifically
those aged under 25, tended to be slightly more positive about being referred than those aged

25 and over. This was mainly driven by differences in opinion among male claimants, with younger
men tending to be significantly more positive than older men.

Claimants’ feelings towards being referred were linked with two key factors:

+ The clarity of the explanation that the adviser provided to the claimant.

+ Whether or not the adviser discussed with the claimant how MWA might help their chances
of getting a paid job.

As shown in Figure 3.3, those who felt their adviser had provided a clear explanation of what MWA
would involve tended to be more positive about attending than those who felt that the explanation
was unclear, or that the adviser had offered no explanation at all. Similarly, those who felt the
adviser had made a link between attending MWA and the chance of getting a paid work were
more positive about attending.

These findings highlight the importance of discussions between advisers and claimants before the
start of an MWA placement. In cases where the adviser takes the time to provide a clear explanation
of the MWA and makes clear links between the placement and the claimant’s jobsearch, claimants
are more likely to start the placement in a positive frame of mind. This is important as how positive
the claimant feels prior to attending has a strong effect on some of MWA'’s softer impacts (this is
discussed in detail in Section 6.7).
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Figure 3.3 Perceptions of MWA prior to attending
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3.11 The offer - time between referral and start of placement

3.11.1 Offer letters and other contact with the placement host - claimant
perspective

Following referral to MWA all claimants should have some face-to-face or telephone contact with
the MWA provider to discuss their start on the programme. After this contact they should receive
confirmation by letter of the details of their placement, including the start date, time and where
they should go. The survey shows that 90 per cent of respondents received this type of letter, with
one in ten saying they either did not receive one (nine per cent) or that they didn’t know (one per
cent). Why some claimants had not received a letter is unclear from the survey data; it may be that
some had simply forgotten as they were being interviewed weeks or months after they were first
referred to MWA.

In addition, around a third of (38 per cent) claimants had direct contact with someone from the
organisation where they would be working before starting their placement, typically in person rather
than by telephone. This comprised 32 per cent who had been contacted in person and nine per cent by
telephone. Those who had some form of initial contact with their placement host tended to be more
positive about the experience of attending MWA overall - 37 per cent who had been contacted said
they felt very positive about the experience overall compared with 21 per cent who had no contact.

Regardless of the pre-start contact they had received, all claimants were asked whether they felt
they had received a clear explanation of the type of work they would be required to do.
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Two-thirds (65 per cent) of claimants said that the provider had given a clear explanation leaving
a third (32 per cent) who did not feel it was clear. As discussed in Section 3.11, the clarity of the
explanation provided had an important impact on how positive claimants felt prior starting their
placement. So ensuring reducing the proportion (a third) who felt they had not been given a clear
explanation should be regarded as a priority.

As we might expect, perceived clarity was linked strongly with the type of contact the claimant

had with the host before starting. In particular, those who had met with the host in person were
more likely to feel they had been given a clear explanation of what the work would involve. Some
80 per cent of claimants who had met in person felt the explanation they had been given was clear
compared with just over a half (59 per cent) of those who been informed only by letter/phone or
had no contact with the host at all.

3.12  Perceived suitability of placements offered

On the basis of the information provided to them in advance of starting their placement, claimants
were divided as to whether they felt the placement they were being offered was suitable for them.
Around two-thirds of (68 per cent) of all claimants felt the placement on offer was suitable, leaving
around a third (31 per cent) who felt the placement was not suitable.

Variations in perceived suitability of placement by sub-group were small apart from by gender, with
more male than female claimants saying that they felt the placement was not suitable (35 per cent
compared with 21 per cent). This is shown in Table 3.4.

Table 3.4 Perceived suitability of placement, by gender

Total Male Female
% % %
Whether seen as suitable...
Yes 68 64 78
No 31 35 21
Don’t know 1 1 1
Base: All respondents 798 561 237

Those who did not feel the placement was suitable were asked why this was. Most commonly, these
respondents said this was because the placement was not suited to their skills or experiences or
because it was not related to the type of work they were looking for or were interested in. The most
common responses were:

+ The placement was not in a job I was looking for/something I was interested in doing - 34 per
cent (of claimants who felt the placement was not suitable).

+ The placement was not suited to my skills/work experience - 31 per cent.
+ Had already done this type of work before/it didn’t offer any new experience - 14 per cent.

« The work was boring - nine per cent.

Men were much more likely than women to say the placement was unsuitable because it did not
suit their skills or work experience (33 per cent compared to 20 per cent of women).
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A small proportion of claimants felt the placement on offer was unsuitable for personal or practical
reasons, with seven per cent saying it was unsuitable for health reasons, five per cent saying that

it involved lifting or manual work that they were unable to perform and five per cent saying the
placement location was too far away. Unsurprisingly, claimants who gave one of these three
responses were less likely than average to complete the full four week placement (44 per cent did
not complete compared with 20 per cent overall).

3.13  Time between referral and placement start

Claimants are referred to MWA with the expectation that they would start their placement in ten
working days’. Twelve days after the referral the advisers are instructed to check the LMS system
to see if the claimant had started or if there was a DNS marker. However, in some cases advisers
reported significant delays between the referral meeting and providers contacting claimants to
arrange placement starts.

Some of the claimants in the qualitative research felt there was a lack of clarity about where to go
and when; and in a few of instances letters of instruction were received after the scheduled meeting
time with a provider or start date for a placement.

While the quantitative survey focused on claimants who had started their placements under MWA,
a group of 25 claimants referred to MWA but yet to start were interviewed as part of the qualitative
research. The claimants interviewed had most commonly been awaiting placement for between
three and six weeks.

Those awaiting placement had different views about the delay between referral and placement start
- some were not concerned, some had forgotten about the referral until reminded in the interview,
although others expressed frustration at the lack of communication from the provider (and the
Jobcentre):

‘Idid not receive a lot of information about the MWA, except to expect a telephone call from
someone at a charity shop - this never happened and this was three weeks ago.’

(Claimant referred but not started)

Two claimants had been waiting to be contacted for over six weeks. One was meant to meet a
provider representative but, according to the customer, the representative did not turn up and no
further contact had been made. Another claimant was referred in late 2011 and due to start their
placement at Christmas, but was turned away as the host organisation was overstaffed.

In the case of the quantitative survey, claimants who had started their placements were questioned
on the time they had waited between being referred by their Jobcentre Plus Adviser and being
contacted by the provider to arrange their placement. While 73 per cent of respondents were
contacted within two weeks of being initially referred (the equivalent of ten working days), one in
five (19 per cent) said they had waited more than two weeks between being referred by Jobcentre
Plus and being contacted by their provider (including four per cent who reported waiting for more
than six weeks).

The survey claimants who had not been contacted within a two week period were asked what
reason, if any, they had been given for the delay. Just half reported being offered an explanation,
with the most common being a lack placements including:

! This target has been since been changed to 15 working days.
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+ alack of available local placements (ten per cent);
+ alack of available placements generally (seven per cent); and

+ alack of suitable placements (six per cent).

This is consistent with findings from the qualitative research which suggested that backlogs of
referrals were occurring in some districts due to a lack of available placements. In addition, a small
number of claimants interviewed in the qualitative research also reported not starting their placement
for health reasons - including being unable to lift heavy weights and suffering from depression.

3.14  Issues with referral and starts

For DWP/Jobcentre Plus delays between referral and placement start mean that individuals’ can
change their circumstances or move in the intervening period while other claimants are left in
limbo awaiting a placement, and that sanctions may not be applied appropriately. Remedial action,
tracking of claimants and working with providers to resolve the issues, incurred administrative
costs. Further, loss of impact was reported - the power of the MWA message was diminished and
its potential dual benefit was reduced. We understand that DWP are currently exploring ways of
providing more up to date benefit status information to providers to avoid unnecessary Decision
Making and Appeals (DMA) activity.

In three districts Jobcentre staff identified two significant delivery issues, namely a delay between
the referral and the start of a placement and the application of sanctions. However, these issues
appear to have been caused by process management and capacity issues rather than an intrinsic
fault in the design of MWA.

It is clear from the qualitative interviews with Jobcentre Plus staff and providers, and the review
of management information (MI), that the critical issue was the availability of placements relative
to the numbers being referred. As the MI for one District showed, there was a gradual ramping

up of the number of referrals over time but the number of individuals on placements stayed fairly
static during the period, i.e. as referrals increased the number of placements did not increase
proportionately so creating a significant backlog.

‘The issue is that there are not enough placements going around ... it is taking six weeks to get
someone into a charity shop. So claimants don’t know what to do with that time, whether to
write-off that time ... it’s getting to the point where people may stop referring.’

(District TPPM, Trailblazer District)

In one district an immediate spike in referrals followed the introduction of the Trailblazer, and made
them unable to meet the ten working day placement target. But rapid action on the part of the
provider meant the situation was recovered quickly and the referral to placement target was again
being met as planned. The provider reported mobilising their wider bank of placements to address
the issue, and actively monitoring the placement target to allow rapid action if delay of more than
one or two days occur. This contrasts sharply with the experience of other districts, where the delays
could be up to six weeks.

A number of factors were identified by staff and providers that were affecting the supply of
placements and the subsequent development of a backlog:

« The high profile withdrawal of placements from a number of larger charities meant a sharp
reduction in placements.
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« Competing demand for placements between different programmes - a number of hosts
mentioned that they offered placements to other organisations.

+ The price of success, i.e. when claimants choose to continue as a volunteer part-time with their
host, is a potential need for additional MWA placements.

« Although not mentioned by Jobcentre Plus staff or providers directly, there may be a correlation
between the type of area served and the number of potential placements available. Less urban
and more affluent areas may have fewer charity shops, for example, to draw on for placements.

In addition, there were aspects of the mechanics of MWA delivery that contributed to the
development of the backlog:

+ The flow of referrals: an initial slow start in the volume of referrals was rapidly increased, partly
prompted by provider feedback and a natural ramp up as the policy bedded in. Providers felt they
were unable to manage the rate of increase in the number of referrals.

« Providers reported that administrative burden was also a contributing factor. Feedback suggested
that the administrative tasks associated with placing individuals were challenging to achieve
within ten working days.

« Providers, paid on the basis of a start, according to one Jobcentre manager prompted perverse
behaviour, e.g. offering claimants more than one chance to attend an initial MWA interview in
order to maximise the potential of an individual starting (and thus avoiding FTA paperwork),
but which introduced delays into the process as a consequence.

In the three districts with problems district Performance Managers had worked closely with the
providers and Jobcentre staff to address these problems. A Performance Improvement Plan had
been developed in one district, which tasked providers with looking at better ways of managing
referrals, breaking down the delivery process into manageable components, and setting clear
responsibilities and time scales.

Jobcentre Plus management and staff in one area raised the issue of being unable to work directly
with the provider to help improve the performance of the programme. This was due to complaints
about the provider’s service having to be delivered via the contract and performance management
teams, with the division between the management of the referral process and the management of
the providers being felt by some Jobcentre staff to be ineffective in resolving issues.

From the provider perspective, the main issues related to the numbers of claimants referred

for placement, which exceeded expectations in many areas, and the flows of referrals across

the programme period. The main issue raised was that, in some cases, referrals outstripped the
established monthly referral profiles, which lead to resourcing challenges for the providers and
backlogs in the process. However, this issue was recognised and was being addressed at the time
of the study.

3.15 Referral to start ratio

A common theme across the provider interviews was the MWA funding model, where payments
were linked to starts but with the contractors being responsible for the associated costs of non-
starters. In theory the risk associated with cases of fail to attend and non-starts could be assessed
at the outset on the basis of providers’ experience of work with this target group, and commonly a
‘three referrals to one start’ estimate was used. However, variations in referral flow, and subsequent
backlogs, caused higher than 3:1 referral to start ratios according to some providers.
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Providers are paid on the basis of a placement start, which should incentivise the rapid processing

of referrals. Providers also have to initiate the sanctions process for individuals who fail to attend or
don’t complete their placement. The price of the total process was built around an estimated 3:1
referral to start ratio. For providers, the cost of a higher referral to start ratio lies in having to raise a
greater number of DMAs as the number of FTAs increase due to delays between referral and the start.

Referral to start rates - provider experiences

+ Inone district, the provider reported that just over a third of referrals made convert to starts,
and that they had been attempting to improve this position by contacting claimants failing
to attend the first day of placement and attempting to get them to re-engage. However,
they had recently reverted to the provider guidance given the level of resources required to
re-engage FTAs, and they now refer FTAs to DMA earlier and more frequently.

+ Inasecond district, the overall referral to start rate was again estimated to be just over one
in three - with around two-thirds of claimants failing to start their placements. However, this
provider had no backlog and was meeting the ten working day placement target.

« Ina third district, the prime provider reported that almost two-thirds of referrals to them
had resulted in placement starts. Notably this case study district reported having strong
relationships at both district and Jobcentre levels, which had resulted in referral numbers
closely matching profiles and avoiding any backlog.

3.16  Acknowledging good delivery

While there were difficulties in the referral and delivery process in some areas; in two districts there
was very positive feedback about the providers - a prime contractor in one district and a prime
contractor and their sub-contractor in another. One district could not praise the prime and sub-
contractors enough - the advisers were kept informed on whether a referral had started/completed
and were given feedback on the claimants’ participation and any issues with a claimant were dealt
with promptly. This same provider was praised by the hosts and the claimants interviewed on
placement with the hosts.

The conclusion that could be drawn from these findings is that there is nothing inherently flawed
about the design of MWA. There may be scope for improvement in processes and in managing the
flow of referrals but the evidence of well delivered and appreciated provider services in two districts
suggest that these are manageable and there is no basis for changing the overall delivery structure
or design of MWA.

Having looked at the referral process and claimants’ feelings prior to attending MWA, Chapter 4
looks in detail at placements, including claimants’ perceptions of MWA having attended part of or
the entire four week placement.
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4 The placement

4.1 Introduction

This chapter focuses on claimants’ experiences of placements under Mandatory Work Activity
(MWA), including exploring their attitudes during and following their placement. Sections 4.2 to 4.5
of the chapter review the processes involved in sourcing placement opportunities, the placement
hosts’ experiences of the process between referral and placement, and views on the variety and
appropriateness of the placements available. Section 4.6 presents an overview of the diverse
settings, conditions, activities and other arrangements that claimants experience as part of their
placement, and Section 4.7 describes claimants’ views of various aspects of the placement in order
to build up a picture of their engagement. The final two sections present information on completion,
non-completion and extension of placements.

4.2 Sourcing placement opportunities and hosts’ experiences

In all but one district covered by the qualitative research responsibility for sourcing placement
opportunities lay with the subcontractors.® In most cases the subcontractors built on existing links
with potential placement hosts in the not-for-profit sector developed under previous programmes,
for example, the Community Task Force and New Deal programmes. However, in a couple of cases
the provider had not used not-for-profit hosts before.

The requirement for placements to be in the not for profit sector was widely understood but
considered to limit opportunities. However, this requirement was clear from the outset, and for the
most part was not felt to influence the quality of opportunities available. As one provider reported
- ‘a charity shop placement can offer a range of skills - and larger operations can also include IT,
warehousing and lots of other work opportunities’.

To differing extents, most of the providers and subcontractors interviewed in the qualitative research
reported experiencing difficulties identifying sufficient numbers of placements. In some cases these
difficulties were not considered significant, and were more a question of sequencing the end of
placements with the start of new ones where rolling programme approaches had been developed.

4.3 Providing placement opportunities

Most of the hosts interviewed in the qualitative research were charity shops, with the remainder
including a wood recycling charity, warehouse/outlets servicing and supplying recycled household
goods, a country park and a community café/drop-in centre. All were charitable or ‘not for profit’
organisations.

The interviews with providers and Jobcentre Plus staff at district and Jobcentre levels also confirmed
that the majority of placements were in charity shops, and that such placements were not equally
attractive to all the claimants. Providers commonly referred to the lack of opportunities for young
males, with outdoor or construction related opportunities being considered the most suitable.

While several had established links with community regeneration and environmental improvement
programmes, these were less prevalent than previously under activities such as Community Task
Force programmes.

8 The single exception involved a sole provider model.
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District and Jobcentre Plus staff held a range of views on the value and suitability of the placements:

+ At one end of the spectrum were those who felt that a wider range of placements should
be available, and while working in a charity shop could be useful for those interested in retail
opportunities a closer match between an individual’s interests and their placement would
potentially have greater impact.

+ At the other end of the spectrum were advisers who thought that the type of placement was
irrelevant, as the purpose of MWA was to re-engage people with work and the work ethos, with
the placement being a means for claimants to develop or demonstrate their commitment to
working and to develop, enhance or rediscover softer skills such as self-confidence and social
and communication abilities. As such the placement was a means to demonstrate the ability to
attend every day, on time and to contribute productively. These staff drew a distinction between a
skills development or a training opportunity and an MWA work placement. In their view there were
other Jobcentre Plus opportunities for developing specific skills or work experience, which in some
cases had been rejected by some of the claimants referred to MWA. The purpose of MWA was to
reinforce the message that individuals need to engage in jobsearch and with Jobcentre Plus, and
to fulfil their responsibilities. It was more important to them that individuals were referred and
placed quickly to reinforce these messages. Their concern was that giving individuals a choice of
placements would cause delays to the start of the placement while the ‘ideal’ match was found.

Overall, there was a greater call from those interviewed in favour of providing a wider variety of
placements beyond charity shops and with a closer fit to opportunities in the labour market and
claimants’ aspirations.

The hosts interviewed reported having provided between one and over 100 placements at the time
of interview, with the majority having hosted over 50 placements under the programme to date.
Just one described hosting their first placement at the time of interview. In many cases placements
were taken on an ad hoc basis, but in others more of a ‘rolling programme’ of placements had
developed - in some cases featuring multiple places at any one time (with one host describing
taking up to ten individual placements concurrently).

Many, but not all, of the hosts interviewed described providing similar work placement opportunities
for unemployed individuals in the past, for example, under programmes such as the former New
Deal and Future Jobs Fund, and for organisations including Business in the Community and the
Duke of Edinburgh’s Award Scheme. Many also currently offered work placements either through
Jobcentre Plus work experience provision and/or under the Work Programme. Others also reported
providing placements on a regular basis for other organisations, for example, for the probation
service and mental health support groups.

For many hosts their involvement in MWA came about as a result of previous placement activity,

in several cases through existing relationships with MWA providers/subcontractors. In other cases
meetings at conferences/local briefing events, direct contacts from providers or sub-contractors,
and discussions with and recommendations from other colleagues had led to them getting involved
in the programme. For a few, MWA was their first experience of hosting placements for unemployed
clients.

The majority of the hosts described getting involved in MWA to provide staff for their organisations,
which in many cases relied on unpaid staff to operate. Indeed several described coming to rely on
MWA to provide a steady supply of staff. The supply of staff was also balanced in many cases by
the desire to help individual claimants and support their return to work. Here placements were seen
as offering benefits for both the claimant and the host, with claimants benefiting by gaining new
experiences and skills.
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For the majority of the hosts interviewed, their experience of MWA had been positive, and so
most expressed the intention to continue taking placements. However, in a few cases the hosts’
experiences had been less positive, with two hosts reporting issues no longer offering placement
opportunities to MWA claimants as a result.

L.b Hosts’ experiences of the process between referral
and placement

Some hosts described working closely with the provider/sub-contractor to assess the appropriateness
of claimants for a specific placement prior to a referral being made, as in the example below:

Referral process

One case study host worked with their provider to agree the characteristics of the claimants
to be referred to them, which were used to inform the initial sift of potential participants
undertaken by the provider. The host considered that the provider has a sufficiently good
understanding of their requirements, and was happy for this ‘first stage’ selection to be
completed by them.

This initial sift is followed by group interviews and an initial induction process with the host,
which allowed standards and expectations to be set in terms of timeliness and behaviour
during the placement. Following the confirmation of a placement opportunity, the provider
meets the claimant on their first day at the shop, which is when the necessary paper work
is completed.

A second host described a similar experience, where they met their provider to discuss the type of
placements they could offer and the characteristics of potential candidates. This informed initial
interviews between the provider and potential participants, before visiting the placement site for an
interview with the local manager. Claimants are also invited to describe what they would like to get
from the experience, and the process ensures that both the host and claimant understand what is
required and expected of the placement, and allows either side to withdraw as appropriate.

Elsewhere some hosts described dissatisfaction with either the referral process or elements of it

- which had coloured their perceptions of the programme and in one case led to the host ceasing

to offer placements. In this case the host referred to difficulties with their provider, including
inappropriate individuals being referred to them and changes in provider staff which meant that an
effective working relationship was never established. The host has continued, however, to offer eight
week work experience placements for Jobcentre Plus.

4.5 Hosts’ experiences of the appropriateness of claimants

While their experiences of the referral process varied, the majority of the hosts interviewed reported
being satisfied with most of the claimants referred to them in terms of their suitability for placement.

While the majority of hosts reported being satisfied overall with the appropriateness of claimants
referred, each reported either being referred or accepting for placement individuals who were, or
proved to be, unsuitable for the placement offered. While the hosts were pragmatic about this, and
in most cases understood that MWA was about providing experience of the work environment rather
than experience of the specific work areas of interest to the claimant, some were disappointed in the
quality of referrals received.
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One case study host (Charity shop) described how their initial experiences of MWA were negative in
terms of one of claimant failing to attend the interview and a second arriving intoxicated. However,
receiving two ‘excellent’ claimants after this initial experience changed the host’s view of MWA. Both
were young males, who were extremely enthusiastic and prepared to help out wherever they could.
Following this experience the host has continued to offer placements, and had subsequently taken
eight additional placements.

A small minority of hosts did, however, report ‘gaps in their knowledge’ of claimants’ backgrounds
prior to interview which had potentially more serious implications - for example, not knowing until
interview that the claimant had a criminal record or substance misuse issues.

The hosts interviewed sometimes felt that some of the individuals who came to work with them
started with a negative attitude. Those who had offered placements as part of previous programmes
indicated that the attitudes of the MWA participants referred to them were no different to those
many had worked with previously. Others reported expecting to experience teething problems given
that those referred had been away from the workplace for some time

One provider summed up the views of many:

‘The first few days you can get a bit of attitude from some; what you would probably expect;
because I think if they came in with a really good attitude they probably wouldn’t have been
long term unemployed. For some it’s a confidence issue; you can just see the body language;
you know, don’t look at me, I’'m not here. Others come in with a bit of a swagger. The managers
are pretty used to dealing with that sort of personality.’

(Charity shop, Trailblazer District)

4.6 Claimants’ experiences of placements

As discussed in Section 4.3, while placement opportunities are not as varied or tailored as some
providers and claimants would like, nor are they limited to charity shops. The survey data,
supplemented with relevant information elicited from the hosts who took part in the qualitative
research, provides information on the settings where claimants worked, the roles they carried out,
and the arrangements in place concerning working hours, learning on the job, and supervision.

4.6.1 Types of placements

The qualitative research indicated that the majority of MWA placements offered to claimants were
in charity shops but not exclusively so. Other examples included country parks, recycling centres and
larger charity shops that traded in furniture, white good and electrical items and which incorporated
some warehousing, minor repair work, pick-ups and deliveries.

The claimant survey supported this. Three-quarters of the claimants who were interviewed (75 per
cent) reported working for a charity shop, while the majority of the remainder worked for recycling
organisations (Figure 4.1).
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Figure 4.1 Type of organisation worked for
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Base: All respondents who did not work in a charity shop (199).

Most (90 per cent) of claimants who worked for a charity shop were based in the shop during their
placement (equating to 69 per cent of all claimants). Smaller proportions of claimants spent at
least part of their placement based in a warehouse (23 per cent), outdoor site (16 per cent) or office
(six per cent), though other locations such as community centres and cafes were also mentioned
by small numbers of claimants. As shown in Table 4.1, the location assigned to claimants varied
according to their age and gender: younger claimants and men were more likely to spend their
placement working outdoors, while men were almost three times more likely than women to

be carrying out their placement in a warehouse.
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Table 4.1 Location of placement, by age and gender

Total Male Female 18-24 25-34 35-44 45-54 55+

% % % % % % % %

Shop 69 64 82 69 64 68 75 74
Warehouse 23 28 10 24 24 25 24 5
Outdoors 16 21 3 13 19 20 12 21
Office 6 5 7 5 6 7 4 12
Other 6 6 7 5 9 4 6 6
Base 798 560 238 381 136 111 132 35

4.6.2 Claimants’ roles

Despite the fact that the majority of placements were in charity shops, the roles carried out by
claimants were not limited to serving customers. The qualitative research found that charity shop
placements included a wide range of tasks, including interacting with customers; delivering, collecting
and displaying goods; shop security; stock management and serving on the till; as well as activities
away from the shop floor. In the larger outlets this also included warehouse operations, office work
and administration (from taking telephone calls to organising deliveries) and merchandising or
promotion. Other claimants who took part in the qualitative interviews reported being involved in
catering and serving food (including learning about food hygiene regulations and practices); wood
recycling (which included park management, using tools and machinery and refurbishment work)
and warehousing tasks (including shifting stock and managing collections and deliveries).

The most common activity reported by claimants who took part in the survey was stock organisation
(70 per cent), although customer-facing roles were also common (47 per cent). Both roles were
disproportionately more likely among women and claimants under the age of 25, and there was
further variation by gender and age for most of the other activities undertaken by claimants while
on their placement (Figure 4.2).
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Figure 4.2 Types of activities, by gender and age

All Male  Female Under 25 25 or above
Organising stock or goods 70 68 75
Dealing with members of the public
or serv?ng customers 47 41 61
Cleaning 36 35 37
Dealing with money and credit/debit
cards or using a till 24 18 40
Undertaking manual work, e.g.
building orgecoroting g 15 19 5
Administrative or clerical work 13 10 21
Undertaking physical tasks outdoors,
eg. digging? pla)éting 11 14 12
Responding to telephone calls,
emails or letters 10 / 17
Delivering, loading or unloading 711
Looking after others, e.g. youn
work o? caring for elder? yeuns 4 416
Steaming or ironing 4 4| 4

Percentages

Base: All respondents (798).
Note: Only activities mentioned by four per cent or more are shown.

4.6.3

One of the conditions of the MWA programme is that claimants must work for 30 hours per week
during their placement. Half of all claimants who participated in the survey (50 per cent) reported
that this was the case during their placement, with a further 36 per cent working more than 30
hours. It is unclear from the survey data whether those who worked more than 30 hours per week
did so on a voluntary basis. The working hours of ten per cent of claimants (and 27 per cent of
female claimants aged 25 or above) fell below the standard 30-hour threshold (Figure 4.3).

Working hours and nature of work

Working less than the standard 30 hours may be permitted if claimants have agreed with their
Jobcentre adviser within their Jobseekers Agreement that the jobs they are looking for while receiving
benefit are for fewer than 30 hours a week because of caring commitments or other restrictions. This
is also permitted under exceptional circumstances, such as if the claimant has or acquires part-time
work during their placement, is already involved in part-time training or study before the start of the
placement, or has a domestic emergency.® Of those claimants in the survey who worked less than 30
hours per week, 46 per cent were limited by childcare commitments, eight per cent were restricted
by health issues, two per cent had another job and five per cent were studying. In addition, some
reported not having sufficient work in the host organisation to fill the available time (nine per cent). It
is worth noting that several hosts involved in the qualitative research reported being flexible around
start and finish times, as well as allowing claimants to attend doctor’s appointments or pick up
dependants in cases of emergency without informing the provider.

o DWP 2012 ‘Mandatory Work Activity Provider Guidance’. Available online at:
http://www.dwp.gov.uk/docs/pg-part-p.pdf, accessed on 5/10/12
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Figure 4.3 Working hours per week
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Only three per cent of claimants who worked below the required threshold spontaneously mentioned
that they made up for their absence by staying on their placement for longer than four weeks, though
it is possible that the frequency of this arrangement is under-reported as respondents were not asked
directly whether they had done this.

Most claimants (83 per cent) carried out all their work between Monday and Friday. However, one in
eight (13 per cent) worked on a Saturday or Sunday as well as on weekdays. This was more common
for claimants working in customer-facing roles (15 per cent) and those involved in building or
decorating (18 per cent).

Claimants who took part in the survey were asked their views on various aspects of the work they
undertook. Around three-quarters were satisfied with their workload (77 per cent) and level of
responsibility (75 per cent), while slightly fewer (71 per cent) expressed satisfaction with the variety
of tasks they were given during their placement (Figure 4.4).

There were almost no differences of opinion regarding workloads, levels of responsibility and variety
of tasks between claimants with different placement experiences: opinions did not vary substantially
depending on the location of the placement, and whether or not work extended over the weekend

or above 35 hours per week. It is worth noting, however, that views of female claimants diverged
depending on their age. Women under the age of 25 had the greatest likelihood of all claimants to
give a negative rating of their workload (29 per cent, compared with 16 per cent across all claimants),
whereas women aged 25 or over were the most likely to say they were strongly satisfied in this regard
(70 per cent, compared with 53 per cent overall). In fact, women in the older age bracket tended to
be not only very satisfied with their workload but also with the other aspects of their work: 63 per
cent felt very satisfied with the responsibility they were given (compared with 50 per cent overall)

and 58 per cent were very satisfied with the variety of activities they undertook (compared with

47 per cent overall). As discussed in Section 4.16, this group was also the most likely to enjoy their
placement, suggesting that these factors potentially contribute to an enjoyable experience.
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Figure 4.4 Satisfaction with workload, responsibility and variety of tasks
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4.6.4 Induction and training

Depending on the nature of the host and their size, some form of training was provided as part

of the placement. The most common form of training reported by those who took part in the
qualitative research was a general introduction to the organisation and colleagues. Several hosts
described a more protracted approach which included a gradual easing of individuals into their
roles, and efforts to ensure the placements were ‘part of the team’. The induction process was also
considered important in allowing clear expectations to be set at the start regarding timeliness,
appearance and behaviour.

The survey offered an indication of the prevalence of induction or introductory sessions. Over four in
five interviewed claimants (83 per cent) said they received an induction when they arrived at their
placement. There was no apparent association between the type of placement (e.g. whether it was
in a charity shop or not) and the provision of an induction session. Most likely, the decision to induct
claimants was contingent on the availability of staff or scale of the organisation.

Some hosts reported that they offered additional training during the placement, ranging from
health and safety briefings to providing a working knowledge of food hygiene. One host provided
NVQ-accredited training opportunities for their long-term volunteers, which were available to
MWA placements if they choose to continue as a volunteer after their placements had completed.
However, for the most part the training offered was ‘experiential’, with claimants gaining new
experiences on a ‘learn by doing’ basis.

As discussed elsewhere, the primary policy intent behind MWA was not to develop new skills

among claimants but to provide experience of the discipline of work routine. Nevertheless, almost
half of survey respondents (45 per cent) said they had the chance to learn new skills during their
placement, with one in seven (15 per cent) specifying that they had the opportunity to pick up ‘lots’
of new skills (rising to 19 per cent among claimants who had never previously worked). There was

a clear association between the nature of the work claimants were tasked with and the extent to
which they felt they were exposed to new skills. Claimants involved in serving customers, performing
administrative work, dealing with money or till work, or responding to correspondence and
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telephone calls were more likely to feel that they had the chance to learn ‘lots’ of new skills
(18 per cent, 22 per cent, 25 per cent, and 27 per cent respectively, compared with 15 per cent
overall), whereas fewer of those who spent their placement based in a warehouse felt this way
(ten per cent).

Placements evidently did not offer as many fresh learning opportunities for older claimants as they
did for younger claimants. While over half of 18 to 24-year-olds (54 per cent) said that the placement
gave them the opportunity to learn new skills, only 40 per cent of claimants aged 25 or over said the
same. Claimants aged between 18 and 19 were the most likely to say their placement gave them

the chance to learn something new (60 per cent). Among claimants aged 25 or above there was a
disparity between men and women, with men being more likely than their female counterparts to
say they had no opportunity at all to acquire new skills (66 per cent versus 46 per cent).

Around two-thirds of claimants (68 per cent) agreed that staff were willing to teach them new skills.
However, only a quarter (24 per cent) went as far as to discuss the types of tasks and skills they
wanted to try with a staff member.

That said, there was sometimes a disconnect between willingness to teach and opportunities to
learn: around a quarter of claimants (27 per cent) believed they were in an environment where
staff were willing to teach yet there was no opportunity to gain skills that were new to them. This
was particularly common among claimants aged 25 or over (30 per cent, compared with 21 per
cent of 18-24s) and once again suggests that older claimants are less likely to feel that the types
of activities undertaken during MWA placements offer them useful new learning opportunities.

The survey asked claimants who believed the placement had offered them new skills which of these
they considered most useful. Answers included a range of hard skills (54 per cent, primarily customer
relations or till work), as well as soft skills (42 per cent, such as team-working and interacting with
other people). The frequency with which each of these skills was mentioned is shown in Figure 4.5.

In addition, 11 per cent cited gaining an insight into an industry - whether retail in general (seven per
cent), charity shops (two per cent) or warehouse operations (one per cent) - as the most useful thing
they had learnt. Three per cent felt that nothing they had learnt had been useful.
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Figure 4.5 New skills considered most useful
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4.6.5 Supervision and feedback

Hosts employed their own systems for planning claimants’ workloads, supervising activities,
providing feedback, and dealing with any issues that arose during the claimants’ placements.

The qualitative interviews collected various examples of the approaches used. One host described
having a rota for who should be in work and when - which as well as a staff planning tool was
used to show claimants the implications of non-attendance and the extra work this would mean
for their colleagues. Two hosts described how they follow a ‘buddy’ or mentor approach with new
placements to help them integrate into their placement and offer support on a one-to-one basis.
In one case, individuals in the latter stages of their MWA placements acted as buddies to newer
recruits, whereas in the other existing volunteers (or in some cases staff) took this role. Several of
the hosts described how minor issues, such as poor timekeeping or minor behaviour issues, were
dealt with by the host without involving the provider. Several described following a ‘three strikes
and you’re out’ approach, and how ‘a quiet word’ was usually sufficient. However, in more serious
incidents, such as theft, or repeated poor timekeeping or behaviour, the provider would be informed.

The survey captured claimants’ perspectives on the amount and quality of the supervision they
received during their placement. Four in five claimants (79 per cent) described the amount of
supervision they received while on their placement as ‘about right’. One in eight (13 per cent) felt
that the degree of supervision was inadequate, though this was more common in situations where
staff were perceived to be unwilling to teach new skills (34 per cent) and placements where there
were no opportunities to learn anything new (20 per cent). Less common was the belief that the
placement involved ‘too much’ supervision (four per cent of claimants).



The replacement 47

The supervision offered by the host was generally regarded as being of good quality: 39 per cent of

claimants rated it as ‘very good’ and 37 per cent as ‘good’, with a further 14 per cent describing the
quality as “fair’. Less than one in ten (nine per cent) gave a negative rating, with claimants who have
never been in work somewhat more inclined to give a lower rating.

Views about the quality of supervision did not vary substantially by the nature of the placement, but
did vary depending on the activities claimants were involved in. Specifically, those who dealt with
members of the public, administration, money and tills, and telephone calls and correspondence
were more likely than other claimants to say the supervision they received was ‘very good’ (45 per
cent, 49 per cent, 51 per cent and 54 per cent, respectively, compared with 39 per cent overall),
whereas those who undertook outdoor physical tasks such as digging and planting were more

likely than average to say the quality varied (two per cent, compared with less than half a per cent
overall). Poor supervision did not appear to be associated with any particular type of placement.

The most common reason why supervision was considered poor, mentioned by three per cent of
all claimants, was that it was completely lacking. Other reasons given by the minority who felt
that supervision was poor included being left to do things themselves, that activities were not
demonstrated or explained, that the workload was not evenly distributed, or that supervisors
were unpleasant. Only one person mentioned the absence of health and safety training.

Many of the hosts interviewed in the qualitative research believed that offering support and praise
throughout the placement - and treating MWA claimants like employees - contributed towards
placement completion. Praising achievements and tasks well done were considered particularly
important given the work (and wider) histories of many of the claimants referred. Nevertheless,
the survey showed that less than half of the claimants who completed the full period of their
placement (44 per cent) received feedback from staff about their overall performance once their
placement ended. However, the survey did not specifically ask about feedback received during the
placement. Claimants involved in administrative tasks had the greatest likelihood of being offered
a performance review at the end of their placement (62 per cent), whereas claimants who had
never worked in the past - and were arguably most in need of feedback - were less likely than other
claimants to say they had received this (31 per cent). Unsurprisingly, an end of placement review
was also uncommon in settings where staff were deemed unwilling to teach new skills, where the
claimant felt there was insufficient supervision or where the quality of supervision was considered
poor or fair.

4.6.6 Follow-up discussions between claimant and adviser

After leaving or completing the placement, almost one in three claimants (32 per cent) recalled
discussing their experiences with their adviser at the Jobcentre.'® These discussions most frequently
took place within a week of departure from the host organisation (65 per cent of those who had

a discussion), though one in ten (ten per cent) had a discussion on the day they left, and a similar
proportion (11 per cent) did not have a discussion until more than two weeks after the placement
had ended.

The strongest determinant of whether or not this discussion took place was whether the claimant
had kept in touch with an adviser during the placement itself. Almost half of those who maintained
contact while on their placement (outside of regular jobsearch reviews) subsequently discussed their
experience at the end of the placement (46 per cent, compared with 29 per cent of those who did
not maintain contact). However, contact during the placement was relatively rare, reported by only
14 per cent of claimants, and mostly took place in person at the Jobcentre (seven per cent) or by
telephone (five per cent). It is not known whether this type of contact was initiated by the claimant

1© Providers are contracted to supply Jobcentre Plus exit reports for participants completing
their placements.
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or the adviser. The likelihood of maintaining contact was unrelated to the type of placement the
claimant was involved in, but claimants who had never worked were the most likely to keep in touch
with an adviser (24 per cent) whereas claimants aged between 45 and 54 were

the least likely (eight per cent).

The topics covered during the follow-up discussion are shown in Figure 4.6. Generally, discussions
focused on the benefits of the experience (32 per cent) and new skills the claimant had developed
(22 per cent, rising to 29 per cent among claimants aged 18-24). Some claimants used the session
as an opportunity to discuss how to take advantage of these benefits by identifying new job
opportunities, improving their CV or getting a reference from their host. Discussion of most topics
was, of course, less common for claimants who had not completed their placement.

Figure 4.6 Topics discussed with adviser after leaving/completing placement

What was learnt or gained from experience
New skills developed

Placement in general

Jobs can apply for using MWA experience
Further opportunities for volunteering
Additional MWA placements

How to present MWA in CV

Why placement was not suitable
Extension of placement

The experience in general

Reasons for non-completion

Enjoyment of experience

Complaints about placement

Issues with staff at placement

How to get a reference from host

Next Steps
Don’t know
Other issues 13
0 5 10 15 20 25 30 35
Percentages

Base: All respondents who discussed the placement after leaving or completing (261).

4.7 Claimant engagement

There was widespread recognition among hosts with previous experience of offering placements to
the long-term unemployed that there could be issues around motivation, attendance, timeliness
and behaviour appropriate for the workplace from the claimant group referred to MWA. While these
fears were justified in some cases, both the qualitative and quantitative research found that, once
they had a chance to settle into their role, most claimants engaged with the experience of attending
their placement; had positive views on the routine of going to work, learning on the job, and working
under supervision; and enjoyed the overall experience. The survey data also revealed disparities
between the engagement levels of different subgroups, with men aged 25 or above the least
positive about their experience of MWA.
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4.7.1 Views on length and organisation of placement

MWA placements are designed to last for four weeks, and the vast majority of the claimants
interviewed for the survey (95 per cent) acknowledged that it was made clear to them before they
began that they would be required to attend the placement for the full four weeks (see Section 3.5).
However, less than two-thirds of claimants (63 per cent) said that this amount of time felt ‘about
right’. This view did not seem to be affected by the claimant’s working hours and whether or not
they worked over the weekend.

Claimants with negative views on placement length were evenly divided between those who felt
that four weeks was too long (18 per cent of all claimants) and those who felt this was too short

(16 per cent of all claimants). Differences in opinion between demographic subgroups were minimal,
although claimants who were dissatisfied with their workload during the placement or who were
negatively disposed towards it from the outset were particularly likely to say this. The opposite view
- that the placement was too short - was disproportionately more likely to be held by men aged 25
and above (21 per cent of all men aged 25 plus).

Three-quarters of claimants (75 per cent) agreed that their placement had been well organised, with
almost half (47 per cent) agreeing strongly that this was the case. In this regard the views of men
and women aged 25 and above differed starkly, with men less likely to rate the organisation of the
placement positively (69 per cent, compared with 84 per cent of women in the same age bracket).

The claimant’s experiences during the placement clearly contributed to whether or not they
regarded it as well-organised. Claimants who felt that supervision was of good quality, or who felt
the degree of supervision was ‘about right’, together with those who worked between 31 and 35
hours per week, were more likely than average to give a positive rating (84 per cent, 82 per cent,

and 82 per cent, respectively, compared with 75 per cent overall). In addition, experiences between
referral and starting the placement may have played a role. Claimants who had the chance to
discuss their placement with someone from the host organisation before starting, or who were given
a clear explanation by the provider of the type of work they would be required to do, were more
likely to rate the organisation of their placement positively (84 per cent each).

4.7.2 Views on being paid and being valued at work

MWA are unpaid work placements, and providers and hosts are not permitted to give incentive
payments or rewards. Claimants participating in the survey were asked whether they agreed with
the statement ‘I didn’t like working for free’. Two-fifths (40 per cent) agreed with this statement.
Claimants with five or more sanctions were more likely to agree with the statement (53 per cent
saying they didn’t like working for free). While the survey indicates some claimants felt a degree

of resentment about working without pay, this may have been mitigated to some extent by being
made to feel like a valuable member of staff while on their placement. Over four-fifths (81 per cent)
agreed that they felt valued during their placement despite not being remunerated for their work
(Figure 4.7).

Men and women held differing views on not being paid and being valued as a member of staff. Men
were more likely than women to say that they did not like working for free (42 per cent of men,
compared with 34 per cent of women). A factor which potentially contributed to men’s propensity
to say this was that they were less likely than women to feel they had been treated as valuable
members of staff during their placements (78 per cent of men, compared with 88 per cent of
women). Male claimants aged 25 or above were particularly likely to believe that they were not
valued, with 13 per cent disagreeing strongly that ‘I was treated like a valuable member of staff’
(compared with an average of nine per cent strong disagreement across all claimants).
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Figure 4.7 Agreement with statements on being paid and being valued at work

Disagree Agree

|
I didn’t lik Ki
B E

Percentages

Treated like a valuable

member of staff 14

[l Disagree strongly [ | Disagree slightly [ | Neither agree nor disagree
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Base: All respondents (798).

In addition, those who worked during weekends were less likely to feel valued (23 per cent disagreed
they were treated as a valued member of staff, compared with an average of 14 per cent).

4.7.3 Enjoyment of work routine and the overall experience

One of the main aims of MWA is to promote the discipline and habit of working life among
claimants. This includes the need to attend work regularly and turning up on time. In the main,
claimants who attended a placement seemed to appreciate the value of a working routine, with
nine in ten of those who took part in the survey (90 per cent) agreeing with the statement ‘I enjoyed
the routine of going to work’. Since almost all claimants who were satisfied with the variety of tasks
they were given enjoyed the routine of going to work (96 per cent), it would appear that offering a
degree of variety during the placement helps to shape claimant’s appreciation of a working routine.

The routine of going to work was especially welcomed by claimants aged 35 or above (78 per cent
strong agreement, compared with 65 per cent of 18-24 year-olds and 67 per cent of 25-34 year-olds).

However, a number of groups of claimants were more likely than average to struggle with the
routine of attending a placement. In particular, claimants who had never worked were somewhat
less likely to find the routine enjoyable (84 per cent agreed with the statement compared with 90
per cent overall). In addition, male claimants and those who had been out of work for less than a
year were more likely than average to strongly disagree that the working routine was enjoyable (nine
per cent and seven per cent strongly disagreed, compared with four per cent overall).

Most claimants who did not enjoy the working routine did not enjoy their placement overall. This
suggests that enjoying the working routine was a crucial element of enjoying MWA. An appreciation
of routine was not, however, a guarantee that the placement would be enjoyable: 11 per cent of
claimants who enjoyed the routine of attending a placement actually disliked the overall experience
of attending MWA.

The majority of claimants who took part in the qualitative research said that they had enjoyed their
MWA placements, describing how they enjoyed the work environment and the people that they
worked with. Of those who took part in the survey, four in five (81 per cent) enjoyed their placement.
Women aged 25 or above were more likely (92 per cent) than either their male counterparts (81 per
cent) or under-25s of either sex (76 per cent) to find the experience enjoyable. The likelihood of
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enjoying a placement was higher than average among claimants who dealt with members of the
public (88 per cent), who were tasked with till work or handling money (93 per cent), or who were
involved in answering phone calls, letters or emails (94 per cent).

As indicated above, enjoyment was partly linked to an appreciation of a working routine, but it was
also associated with the extent to which variety and new skills were on offer during the placement.
As illustrated in Figure 4.8, enjoyment was higher than average among claimants who liked the
routine of going to work (86 per cent); higher still among those who were satisfied with the degree
of variety on offer (94 per cent); and almost universal among claimants who had the opportunity to
pick up ‘lots’ of new skills (97 per cent).

Enjoyment was also influenced by a number of other factors. More than half of claimants who were
dissatisfied with the workload or responsibility they were given, or who felt under-valued during

their placement, did not enjoy the experience (54 per cent, 57 per cent and 54 per cent, respectively,
compared with 17 per cent overall). It is worth reiterating, however, that claimants who did not enjoy
a working routine were the most likely of all to say they did not enjoy the placement (62 per cent).

Figure 4.8 Factors associated with enjoyment of placement

Percentages

All Did not  Enjoyed Dissatisfied Satisfied None Some Lots
claimants enjoy
Enjoyment of routine Satisfaction with Opportunity to
of going to work variety of tasks learn new skills

B tnjoyed [ ] Don’t know [ Did not enjoy

Base: All respondents (798)/All who did not enjoy routine of going to work (63)/All who enjoyed
routine of going to work (717)/All dissatisfied with variety of tasks (174)/All satisfied with variety
of tasks (570)/All with no opportunity to learn new skills (407)/All with opportunity to learn some
new skills (261)/All with opportunity to learn lots of new skills (125).
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4.7.4 Rating of placement

As discussed in Section 3.11, three in five claimants (61 per cent) felt positive about the prospect of
their placement at the time of referral. By the end of the placement, the proportion who felt positive
about the placement had risen to 74 per cent.

Claimants who had never received a sanction were more positive about the experience of being on
a placement than those with a history of four or more sanctions (79 per cent versus 61 per cent).
Moreover women, regardless of age, were more likely to view the experience positively than men
(Table 4.2).

Table 4.2  Positivity towards placement after completion, termination

or withdrawal
Men Men Women < Women

Total <25 25+ 25 25+
% % % % %

Positive (net) 74 74 68 81 83
Negative (net) 19 21 22 17 11
Very positive 27 28 22 36 32
Positive 47 46 46 46 51
Neither positive nor negative 6 5 8 3 6
Negative 10 12 10 9 8
Very negative 9 9 11 7 3
Don’t know 1 - 2 - -

Base 798 283 278 109 128

The fact that more claimants felt positive about the placement after it had ended than before
starting indicates that the experience of attending can sometimes prompt claimants to change their
minds. This was also observed in the qualitative research, where the hosts interviewed commonly
reported that while many claimants lacked enthusiasm at the start, most became more positive
across the duration of their placement. Indeed, as described below, this often reflected an increase
in confidence rather than necessarily a change in their attitude to work, with many ‘coming out of
their shells’ as they settled in and got to know their colleagues. However, in some cases claimants’
views were more intractable - with those who were considered not wanting to work, or to work for
nothing, at the outset being less likely to change their views over time.

According to the survey, one in ten claimants (11 per cent) began with negative feelings and
maintained this view until the placement was over, while another 54 per cent reported that they

set off feeling positive about the placement and continued to feel positive afterwards. The views of
most of the remaining claimants were transformed during the course of the placement. One in five
claimants (19 per cent) went from feeling negative or neutral to feeling positive. This was particularly
common among claimants aged 25 or over (21 per cent), and especially women in that age range
(25 per cent). A further eight per cent went from feeling positive or neutral to feeling negative.

When asked directly whether their feelings about the placement had changed, two in five claimants
who took part in the survey (40 per cent) said they had revised their views during the four week
period. Over a quarter (28 per cent, rising to 35 per cent among 18 and 19 year-olds) reported that
their views of the placement had improved, citing a variety of reasons which included getting over
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initial confidence barriers (Figure 4.9). Conversely, one in ten (11 per cent) reported that their views
had worsened, most commonly because of a poor relationship with staff. Claimants who had never
been in work were twice as likely as the average claimant to say that their views had deteriorated
during the course of the placement (21 per cent).

Figure 4.9 Reasons why views about placement changed

Reasons for improving Reasons for worsening

Found staff friendly Did not get on with staff

Found experience fun/enjoyable

Got to know the people Treated badly/without respect

Turned out better than I expected/improved
with time

Game me new skills

Wasn’t enjoyable

Found work boring/uninteresting
Became familiar/used to what I was doing ]
Wasn’t something I wanted to

Felt nervous to begin with do/suited to my skills

Kept me occupied/out of the house Poor working conditions
Game me a routine

Felt more comfortable after a while Not enough to do
Felt pointless/without benefit

Will help me get back to work
to me

Got to like the atmosphere/working
environment

. s Health problems
[ was given responsibilities

Began to feel part of the team Felt unappreciated/under-valued

Gave me confidence Not given any/enough breaks

Not as boring as expected/at start

Motivated me Il 2 Did not like not being paid

0 51015202530 0 51015202530
Percentages Percentages

Base: All respondents whose views improved (240)/All respondents whose views worsened (81).
Note: only reasons mentioned by two per cent or more appear.

4.8 Attendance and completion

Not all claimants referred on to MWA completed the full period of their placement, with some FTA
on the first day and others withdrawing or having their placement terminated before completing
the full four weeks. The qualitative research collected information from hosts on cases of FTA, but
the survey only included claimants who had started their placement and therefore, did not cover
claimants FTA on the first day. Both the survey and qualitative interviews indicate that most attrition
from the MWA placements occurs in the first few days of the placement, and that rates of non-
completion gradually diminish thereafter. The survey also collected data on the reasons for non-
completion and placement extensions.
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4.8.1 Fail to attend

Levels of FTA for the first day of placement reported by the hosts interviewed in the qualitative
research varied between zero and 70 per cent (one case), although the majority reported 100

per cent attendance or very low levels of FTA. One charity shop reported that around one in five
individuals dropped out during their placements, in all cases due to FTA (‘they just don’t turn up one
day’) rather than due to any issues of behaviour or discipline.

The hosts had little knowledge of why individuals failed to attend, and it appeared that if an
individual did not attend the first day of their placement few of the hosts interviewed attempted
to re-start the same placement again.

From the providers’ perspective, even though there were cases where failing to attend for the first
day of their placement and subsequent ‘in-placement drop-out’ levels were high, MWA claimants
overall were seen as being no more problematic than others attending similar provision previously.

4.8.2 Non completion

While the survey provides no evidence on the prevalence of FTAs on the first day of the placement, it
gives a clear indication of completion rates. Four in five claimants who took part in the survey (80 per
cent) completed the full period of their placement, around one in six (16 per cent) withdrew early
and a further four per cent terminated their placement.

Non-completion tended to happen in the early days of the placement (Figure 4.10). Almost half

(47 per cent) of the claimants who stopped attending their placement had left by the end of the
first week. A further one in five non-completers (21 per cent) had dropped out by the end of the

second week.

While the non-completion rate across all claimants was 20 per cent, some groups were more likely
than others to fail to complete their placement. Specifically, non-completion was rare among
women aged 25 or above (nine per cent) but relatively high among 18 and 19 year-olds (31 per
cent), those who felt negative about the prospect of the placement before beginning (31 per cent)
and claimants who believed the placement would not be suitable for them before they began

(30 per cent). Dropping out was even more common among claimants who felt the placement was
poorly organised (37 per cent) or who struggled with the routine of going to work (43 per cent). The
claimants most likely to drop out of their placement were those who felt under-valued (47 per cent)
or whose feelings about the placement deteriorated while they were attending (48 per cent).

The qualitative research offered additional perspectives on completion rates. The majority of
hosts reported that, once referred and a placement offer had been made there were high levels
of completion among their MWA placements. Indeed, several reported that once claimants

had attended for the first day or couple of days, they tended to stick with and complete their
placements. Several hosts described being impressed by the level of attendance which exceeded
their expectations for this client group.

Most commonly hosts reported either ‘a few’ or ‘one or two’ placements had not completed, with
the issues for this ranging from behaviour issues and poor timekeeping. Others simply stopped
attending, and in all cases the hosts informed their provider. However, a handful of hosts reported
higher drop-out rates.

Claimants who took part in the survey were asked to give the reasons why the stopped attending.
One in five non-completers (19 per cent) did so because they had found work or received a job offer.
Although this reason was given by only a small number of claimants, making base sizes too small
for statistical analysis, the data indicates that this may be more common among claimants who had
been out of work for less than a year.
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Figure 4.10 Timings when claimants withdrew/terminated their placements
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While the non-completion rate across all claimants was 20 per cent, some groups were more likely
The most common explanation for dropping out after starting the placement was illness or injury
(mentioned by 36 per cent of those who failed to complete) although it is unclear whether this

was linked to the placement. Other reasons related to family circumstances (seven per cent) or not
enjoying the placement, specifically the work (seven per cent), the people (five per cent) or the hours
(three per cent). Five per cent mentioned that there was not enough work at the placement, four per
cent that they left to take up training or a course, and nine per cent that they were asked to leave.

The link between reasons for non-completion and application of sanctions is discussed in Section 5.7.

4.9 Post placement volunteering and attending multiple
placements

Almost a quarter of claimants (24 per cent, the equivalent of 30 per cent of all who completed
the full four weeks) choose to continue as a volunteer with the host after the end of their initial
placement. Among claimants who completed their placement, more women (35 per cent) than
men (28 per cent) had extended their placement in this way. Claimants who completed but felt
the placement was too short were more likely than average to opt for an extension (40 per cent),
while those who completed but had never been in work were less likely than average to do so
(23 per cent).




56 The replacement

One per cent of all who extended did so in order to make up for absences during the four-week
period. Other reasons mentioned by those who extended their placement are shown in Figure 4.11.

Figure 4.11 Reasons for post placement volunteering

[ enjoyed it

Gave me something to do while looking for work
I liked the people/made friends/enjoyed socialising
To help people/they needed help

To improve or learn new skills

For the (work) experience

Gets me back to work environment

It’s a good cause

[ was asked by host to carry on

Good for my CV

Enjoyed working as a team/with other staff

Nice place to work/good atmosphere

In order to get a reference

Gave me a daily routine

May lead to paid employment

Wanted to carry on

I had already volunteered there

Other reasons

Percentages

Base: All respondents who completed and extended their placement (191).
Note: only reasons mentioned by two per cent or more appear.

Among the remaining claimants who completed their placement there was an even split between

those who considered extending but never did (34 per cent of all completers) and those who never
considered extending (35 per cent of all completers). No subgroups stood out as being particularly

likely to dismiss the notion of extending without considering it.
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5 Impacts from mandation
and sanctions

5.1 Introduction

The mandatory aspect of Mandatory Work Activity (MWA) and the application of sanctions are
central to the design of the programme. Claimants who fail to attend or withdraw from a placement
before completing the full four weeks without a good reason for doing so risk losing a part or all of
their Jobseeker’s Allowance (JSA) payments for a set period time. This chapter explores the impact
that mandation, and specifically the threat of sanctions, has on claimants including off-flow - that
is the propensity to stop claiming JSA as a result of being referred to and/or attending MWA.

Findings are taken from both the qualitative and quantitative aspects of the evaluation as well as
early impact analysis carried out by the Department for Work and Pensions (DWP).

5.2 Impact of Mandatory Work Activity on off-flow

Prior to the current evaluation an early impact analysis was carried out in June 2012 by DW. Their
report considering the short-term benefit outcomes of claimants referred to MWA during May 2011
and July 2011.

This analysis found that within the first three months a referral to MWA reduced the likelihood of
receiving benefit compared a control group of claimants who were not referred to MWA. However,
this impact diminished between three and five month point after referral. The report concluded that
the benefit impact over the first 21 weeks equates to individual referred to MWA being off benefit for
an average of about four days more than if they had not been referred to programme?*.

In addition, the analysis focused on a rather narrow definition of outcome, namely receipt of benefit.
The current research assesses a wider range of measures including claimants’ own perceptions of
the impact on likelihood of finding paid work, likelihood of meeting the conditions of their JSA claim
as well as ‘softer’ impacts, for example, on their personal confidence and ability to work as part of
ateam.

The rest of this chapter assesses impact as measured by the survey of claimants and the qualitative
research. It should be noted that since the survey of claimants did not include a control group it is
difficult to attribute off-flow and progression into paid work directly to MWA. However, it is possible
to draw tentative conclusions as all claimants in the survey were asked directly whether they felt
the MWA placement had had an effect on both their motivation to come off JSA and to follow the
conditions of their JSA claim.

Work outcomes, including whether claimants had worked since the end of their placement and
whether they were working at the time of the survey, are covered separately in Chapter 6.

1 http://research.dwp.gov.uk/asd/asd1/adhoc_analysis/index.php?page=adhoc_analysis_2012_g2
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5.3 Perceptions of effect on off-flow among advisers

Jobcentre Plus management and staff interviewed in the qualitative research were consistently
positive about the potential value of MWA. It was viewed as a useful addition to the portfolio of
options they had to work with. The difficulties with delivery identified in some of the case study
districts should not detract from the potential of the programme - ‘there’s not a lot, not to like’
(Personal Adviser).

One of the main impacts from MWA quoted by Jobcentre Plus staff and providers was the impact
on off-flows; the proportion of claimants who signed-off following the introduction of MWA to them
or their referral to a placement. A number of possible explanations were given as to why people
signed-off:

+ They had found a job - MWA may have been the spur to take a job that they might previously
have been reluctant to pursue. For others, where there was a significant delay between the
referral and the start-date, it is very plausible that claimants found a job in the interim.

+ They had another source of income - for example, from a partner or from relatives (young people
living at home with their parents were specifically mentioned), or they could have been working
and signing.

« A tactical move - signing off before the start of their placement rather than attending MWA
without realising that they would be re-referred when re-signing. Only a few of these cases
were mentioned by staff, and had led to the claimant being re-referred to MWA.

The interpretation of sign-off data needs to be explored closely. The most recent statistical review
of MWA showed that the majority of those who had signed-off had subsequently signed-on again.
Given the explanations above, it is possible to see how the impact of MWA on people signing-off
may not have been sustainable. For example, in today’s labour market, those who had signed-off
because they had found work could quite plausibly have found themselves signing-on again after
being laid-off or having only found temporary work in the first case. Similarly, for those working and
signing or able to pick-up casual work, their ability to sustain this income over time will have been
affected by the overall economic climate. If people do sign-off and then re-sign some months later,
this is still a positive outcome if they were in work in the interim.

5.4 Claimants views on sign-off prior to Mandatory Work
Activity start

The qualitative research with claimants who were yet to start their placements did not capture any
candidates who had signed-off rather than take-up an MWA placement. A number of reasons were
offered:

+ People could not afford to sign-off, rather, concern about losing benefits did play a role in people’s
commitment to taking up their MWA placement.

+ They thought it was not unreasonable for people ‘to work for their benefits’.

« They appreciated the opportunity of a work experience placement, the chance to re-engage with
the world of work and to re-fresh their CV/skills.

As part of qualitative research, claimants who had started were also interviewed at their placement
and asked if they would have considered signing-off rather than going on an MWA placement. None
of the respondents said that they would have signed-off. It was made clear that they could not
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afford to sign-off - they had no other source of income. From the qualitative telephone interviews,
only two respondents suggested that they had thought about whether they should sign-off but
had decided not to - again because of their on-going need to claim benefits.

5.5 Evidence of off-flow among starters

As the survey of claimants only included those who had actually started an MWA placement,
it cannot provide a perspective on off-flow prior to start. However, it is possible to look at the
claimants claiming behaviour at the time of the survey to assess how many had off-flowed
since completing or leaving an MWA placement.

As shown in Figure 5.1 the majority of claimants were still on JSA at the time of the survey with
around a quarter (24 per cent) having off-flowed, although not all of these had stopped claiming
benefits altogether. Most positively the 12 per cent of all claimants were in paid work at the time of
the survey had stopped claiming any type of benefit (other than Carers’ Allowance). A further five
per cent of all claimants were claiming Employment and Support Allowance (ESA), Income Support
(IS) or Incapacity Benefit (IB) and were not working, with the remaining seven per cent not working
not claiming any of these benefits.

Figure 5.1 Summary of off-flow as measured by claimants survey

[l Working - no benefits

] Not working - no benefits

|:| Not working - claiming ESA, IS, IB
[ ] still claiming JSA

Percentages
Base: All respondents (798).

Of those who were not working at the time of the survey but were claiming a benefit other than JSA,
most were claiming ESA. In fact four per cent of all surveyed claimants were claiming this at the
time they were interviewed. This suggests there is a small but significant flow between JSA and ESA
among claimants who are referred to MWA - although it is unclear whether this is a consequence

of attending MWA. It is possible that being referred to a MWA placement that is unsuitable due to
disability, illness or injury may prompt some claimants to apply for ESA but the survey does not
provide conclusive evidence on this.

Positive outcomes were more prevalent among claimants who had been claiming benefits for a
shorter period of time suggesting that MWA is most effective among those who are less entrenched
in the benefits system.
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Claimants can be divided into four equal size groups (or quartiles) depending on the number of days
they had been claiming benefits in the five years leading up to the survey. As shown in Table 5.1
those who had been claiming for the longest period of time (fourth quartile) were the least likely to
have off-flowed (86 per cent were still claiming JSA), the least likely to be working (three per cent).
In contrast, they were more likely than other groups to have off-flowed but started to have claimed
ESA, IS or IB (eight per cent).

Positive outcomes were more prevalent in the first and second quartiles (those who had claimed
benefits for less than 818 days in the last five years). Among these two groups 29 per cent had
off-flowed and around one in five were actually in paid work at the time of the survey.

Table 5.1 Off-flow and destinations among claimants

Number of days on benefits in last five years (quartiles?)

Total (1) (2) (3) (4)
% % % % %

Still claiming JSA 76 71 71 78 86
Working (off-flowed and not claiming) 12 19 18 9 3
Not working (off-flowed and not claiming) 7 8 8 8
Not working (off-flowed JSA but claiming
ESA, IS or IB) 5 3 4 5 8
‘Complete’ of