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1. Introduction and summary
This final report concludes the evaluation work on the first stage of the Start Up project.  In it we have attempted to give a rounded view of the results and achievements of Start Up and to suggest some outstanding issues that need to be considered as part of any future development.

MWB Consultancy Ltd have been carrying out an evaluation of the Start Up programme in two parts, an initial evaluation which we completed for the summer of 2005 and this final evaluation of the programme performance up to the end of its current funding agreement.

The focus of the evaluation has remained the same over the two parts of the evaluation with a focus on the outcomes the programme is delivering for customers, the ‘so what?’ question and on developing an understanding of the processes and approaches that have worked best.

We have tried to make this a report that can be easily read and can be used in a variety of settings and ways.  We have kept the report short and added extra information such as the methodology as appendices.

The Start Up team has been very helpful in providing information for the evaluation and we would like to thank Sarah Dickinson in particular.

The key questions to be addressed by the evaluation are:

· What difference is Start Up making (Outcomes)

· How are they making that difference

· What are people’s barriers to involvement

· Which customers is Start Up working with

· How many people are there without basic skills using Start Up
· How many people using Start Up have not been involved in any training since they left school

These questions link to the assumptions and hypothesis that underpin the work of Start Up, more detail on this is noted later.

In this next section we outline some of the key findings; these are then taken up in more detail later in the report.

2. Summary of Key findings

What difference is Start Up making (Outcomes)

In the initial phase of the evaluation we established a set of outcomes that the Start Up team and other sources, for example research findings, believed were important outcomes for the customers of Start Up.

These outcomes focused on the personal change the customer needs to achieve in terms of confidence etc.  These are based on the evidence base from research and other projects; they are the outcomes that can be described as the preconditions that support later development into training and work.

So for example a literature search and the Start Up team identified that lack of confidence was a barrier to a large number of customers entering training and work.  So an outcome they needed to achieve with people was an increase in their self reported levels of confidence.

In the initial evaluation we identified that some success was being achieved in the delivery of outcomes.  This second round of evaluation confirms that.

Customer outcomes achieved
The evidence taken from a series of interviews and surveys with service users and ex service users (150 + interviews and responses) demonstrate that Start Up is helping people to achieve the key personal outcomes that are helping to remove barriers to involvement in training and subsequently helping to lay down some of the building blocks for return to work.
We worked with Start Up to create a stratified sample of customers based on the basic demographic data for the whole project.  Each interview was carried out using a standard interview format.

We also carried out a postal follow up questionnaire with a sample of people who had completed their involvement with Start Up and carried out a small sample of telephone interviews with people who had moved through Start up and into work. 

Those customers that took part in the interviews and other survey work reported significant improvement in the following areas: the % relate to the whole sample of people we spoke to, these are broken down into more detail later in the report.
· Improved confidence; over 70 % of customers related that they had improved levels of confidence, up to 40% reported that that new confidence was sustained and consistent.

· Have and use new skills; over 66% of customers reported that they had developed new skills that they were using in their every day lives.

· Feel more positive about the future; over 80% of customers we spoke to reported that they were consistently more positive about their future.

· Feel confident to tackle new tasks; 80% of those we spoke to said that they were more confident in tackling new tasks, of those over 50% reported being consistently confident about taking on new tasks.

· Want to learn more; over 75% said that they consistently wanted to take on new learning challenges.
If these results are replicated for the whole of the Start Up customer group this would represent a substantial change for some of the most disadvantaged groups in the city.

Distance travelled (in education terms the value added derived from a person’s involvement with Start Up) is a useful measure to use in conjunction with the self reported outcomes noted above.

The most recent data (March 2006) suggests that a significant number of customers are making good progress through the project. 
· 661 customers have entered onto some form of taught learning programme or experience, this accounts for 45% of the total number of customers. Of those 363 have currently completed the course they started and more are still engaged.

· 109 customers have started ECDL (European Computer Driving Licence) courses.  Already 6 have completed the whole process and a further 30 customers have completed at least one unit.

· 110 customers have entered on to one or more Literacy courses. 

· 296 customers have undertaken a basic skills assessment.

· Over 70 customers have moved through Start Up into sustained employment.

The data appears to suggest that Start Up is being successful with a wide range of customers so that of those 661 noted above we have evidence that they come from across the whole customer group and not just from the most able or easiest to engage.

Given the nature of the customer group, which we discuss below we feel that these outcomes and training results mean that Start Up compares well with other programmes of this nature.  Whilst not exceptional figures they demonstrate consistently good results which form a platform for a move to even higher levels of performance.

Customer group

Start Up has consistently been able to reach some of the most disadvantaged groups in the NRF areas of the city.

Over 90% of all Start Up customers are women, this is consistent with the findings from the 1st evaluation.

27% of the customers are from the BME community and over 95% of those are women.  This exceeds the demographic proportions for the city but does reflect the reality of exclusion for Asian women in particular.

70% of customers from the BME community using Start Up have not taken part in any training or formal learning since school.

50% of customers from the non BME community have not taken part in any formal training since leaving school.

The initial hypothesis and rational for Start Up highlighted these groups of people as key to the project’s success, the figures suggest that they have been successful in getting to some of the most hard to reach groups in the City.

The majority of referrals and first contacts with Start Up come through direct local contact with potential customers through Sure Start and Children’s Centre programmes, word of mouth and other low key approaches.  Again the initial hypothesis that these would be key routes in to Start Up has been born out.

Comments from customers

As we note above we have spoken to a wide range of customers including a number who have gone on from Start Up into employment.  The comments are consistently very positive about Start Up.

Customers consistently report improvement in their confidence, their skills and in the ability to take on new challenges.

The customers who took part in the evaluation had some very positive things to say about the role of the programme and in particular the role of the support worker.

‘The informality of their approach really made me want to take part’

‘I felt that the worker was really interested in me and was not trying to push me into training I did not need’

‘The worker really pushed me but in a nice way so that I got my confidence back’

The comments from those that had moved into work were consistently positive and praised the role of Start Up in helping them to develop new skills and gain the confidence to enter (or re-enter) the work place.  Of the sample we spoke to all had been in work for at least 4 months and some as long as 12 months.  

There were some more critical messages about the range of training available and the difficulties in having to access courses that Start Up did not run itself.  So for example some customers noted that they would have liked Start Up to run the courses because they felt safer with them than with other providers.

Some customers commented on the limitations on transport and how this sometimes limited their access to different courses, so for example a small number related how they found it hard to get to Mitchell CLC, they did acknowledge that help had been offered but they did not expect Start Up to give them lifts for ever!

There were a very small number of adverse comments from customers who felt that the support worker had not engaged with them or always done what they said they would.  Although this is regrettable from a service point of view, and needs to be investigated further, it suggests that the evaluation was able to tap into a range of views giving greater credibility to the results we have found. Practically if we have heard some negative voices this means we can say that we have a sample that reflects the reality of the situation on the ground.

Staff interviews
For this final evaluation we have spoken to a sample of support workers and other staff.  

This proved to be a useful exercise and will provide some useful material for managers should Start Up continue to be funded.  

There appears to be some variation in the way in which workers interpret their role and some parts of the process.  Although these do not appear to hamper the project’s success they will need to be addressed later.  For example workers have slightly different approaches to the way in which they complete paper work and their use of the initial contact time for ‘informal assessment’.  

Some workers took a highly proactive approach to some customers and would go as far as getting them out of bed to make sure they turned up for appointments.

The greatest variation was in the approach staff took to the exit process for customers.  Some workers used their judgement to assess if the customer was ready for change, if they felt they were not they would give the person 3 or 4 follow up contacts and then close the piece of work. Other workers appeared to have some difficulty in closing cases and would hang on to customers long after others might have closed the case.

We have not done a detailed analysis of the area by area (staff by staff) results but would suggest that as part of supervision that this is considered as an approach.
Any changes since the 1st evaluation

Start Up has continued to deliver good results for customers and has continued to reach into communities in some of the most deprived communities in Stoke on Trent.

3. Background to Start Up and the evaluation

What is Start Up?

Start Up is a project focused on helping some of the most excluded people back into training so that they can begin to move towards paid work.

All customers must live in one of the Neighbourhood Renewal Fund areas and have a child under the age of 16 in their family unit.
Start Up’s aim or overall Impact (long term outcome for customers) is enabling people with children to successfully enter learning and work to develop new skills and become economically independent. 
Its focus is on developing confidence, raising aspirations and helping those who have had previously poor experiences in education to re-engage with learning.

Start Up is funded by the Neighbourhood Renewal Fund (NRF) and works across the NRF target areas in Stoke on Trent.

In each area there is a Start Up support worker whose role is to work on a one-to-one basis with people in that area.  Their key tasks are to get to know the person, understand their current needs and encourage and support them into a variety of suitable training opportunities.

In the central Start Up team there are a small team of workers who coordinate activities that support the area based workers.  This includes a training manager, a publicity officer, administration and support work manager.

For many customers the initial training is often low key and aimed at confidence boosting rather than immediate skill development.  

Outcomes for Start Up

The outcomes used for the evaluation of Start Up were developed with the Start Up management team as part of the initial set up of the evaluation project.  They are based on the work done by the team during the set up phase of Start Up.

The definition of outcomes we find helpful is as follows: outcomes are changes for people in the way they think, feel, act and in their material conditions.  This keeps a focus on the difference a project makes for people as well as on how many people they have made the difference for.

The key outcomes for customers of Start Up are:

· People have more confidence

· People have new skills and are using them

· People expect more of themselves/families

· People are positive about the future

· People have strategies to cope with new stress

· People have new problem solving skills and strategies

· People feel more confident to tackle new issues

· People want to learn more

We have suggested these outcomes on the grounds that they currently appear to contribute best to the overall Impact that Start Up wants to achieve, which is enabling people with children to successfully enter learning and work to develop new skills and become economically independent. 
Current thinking and theory on engaging adults in learning suggests that these outcomes are the best way of ensuring that people re-engage with learning and then go on to use those skills to improve work and home life.

Hypothesis and assumptions
During the set up phase for the evaluation we worked with the Start Up management team to identify their hypothesis or pathway of change.  This part of the work helps teams to articulate how they think they make a difference for people and to explain why they work in one way rather than another.  

We also ask people to be clear about what assumptions they are making about what will work, what their customers will want etc.

Both these pieces of intelligence gathering help to focus the evaluation and provide a start point for a theoretical framework.

Hypothesis:

Central to the Start Up hypothesis is the contention that Start Up is offering a key service that bridges the gap between those people who feel unable to learn or change their lives and the world of work and through that to fuller social inclusion.  The people Start Up works with (their customers) will rarely make that journey on their own.

The diagram below sets out the hypothesis in a linear format.

Start Up Hypothesis

· We identify people

· Engage with people

· Find out about them & get to know them
· Remove people’s barrier

· Fun, low stress learning


· More challenging learning


· Qualification


· Work


· Confidence/self esteem

· A can do community




This hypothesis essentially states that through building a personal relationship with customers, in the terms that make sense to the them, you can help them overcome their barriers to change and then help them develop new skills and confidence.  Without that individual help and encouragement they will not make that journey or change.

This in turn will lead to an escalation in their aspirations, a belief that they can change their world and then help them develop a desire to tackle new challenges, what is sometimes referred to as ‘self efficacy’.
We could look to a number of theoretical start points for this hypothesis from Maslow’s hierarchy of needs to the work of educators like Paulo Freire; the literature for this area of work strongly supports the basic premise of the hypothesis.

Assumptions

Assumptions are the building blocks we use each day to make sense of the world and to build our view of how we make a difference.  Assumptions need to be articulated and checked out so that we can make sure we are focusing on the right things, making the right connections etc. 

Your assumptions form the basis of your hypothesis and if they are wrong then the hypothesis will be wrong.

Here are some of the key assumptions Start Up is making for this project:

· People have real barriers to learning and employment

· Emotional

· Social,  practical

· Confidence

· Lack of experience
· People want to work

· Some people need one to one support
· That people have basic skills needs

· Confidence is key 

· You can’t go straight from the sofa to work

· You can’t go straight from the sofa to formal learning.

· That people have had negative experiences of learning

· Believing that you can make a difference to your own world is important.

· That training will bring the barriers to work down

· That training can raise 

· Self worth

· Expectations

· Start Up training framework provides social inclusion etc

· Helping people make informed choices ‘Don’t take the first thing’.

· The process of learning is as important as the content.

· That people want to learn new things

· ‘All learning’ is positive.

· Everybody wants to belong

4. Detailed Findings

In this section we will break down some of the key questions for the evaluation and provide some more detailed evidence of the results being achieved by Start Up.
Does the original hypothesis stand up to scrutiny?

The evidence from the evaluation suggest that as a working model the hypothesis does provide a useful start point for thinking about the project and how it should develop in the future.

Through the interviews, survey work and other data sources we believe that we have sufficient evidence to say that the hypothesis has proved to be accurate.  The challenge now is to build on the hypothesis and to stretch the success of Start Up in its second phase.

The hypothesis should be used as a touchstone during any re-design or new design phase for the project to ensure that the underpinning values and principles that have been effective are retained.

Key questions to be answered (just to remind you!)

· What difference is Start Up making (Outcomes)

· How are they making that difference

· What are people’s barriers to involvement

· Which customers is Start Up working with

· How many people are there without basic skills using Start Up
· How many people using Start Up have not been involved in any training since they left school

In this next section we will go through each question in turn and provide some answers based on the whole range of data we have looked at.

What difference is Start Up making for people

As we noted in the summary Start Up is making a difference for the majority of its customers, and we think that there is enough evidence to suggest that the success is spread across all groups using the project.
One of our key measures of success has been the reporting of outcomes achieved by people using Start Up.  In the next phase of development these outcome measures could be strengthened to give even more robust information about outcomes.

Through a variety of means we heard from over 150 current and ex customers of Start Up, this provides a useful sample for making robust conclusions. 
The graph below shows the responses from current customers, which includes people who have been with Start Up for as little as a few weeks through to those with up to a year with the project.

Graph 1: Current Customers (March 2006)
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This graph shows the responses from a sample of customers who have completed their involvement with Start Up.

Graph 2: Ex-customers (March 2006)
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These good results were seen across all the groups of people we spoke to directly or from other survey work undertaken with them.  The responses are based on people being asked to judge the difference they experience against each outcome since they became involved with Start Up.  We do not have a consistent base line to measure individuals against but the interviews etc were constructed to elicit responses about changes for people so the data is still a useful marker of success.

We would not have expected to see massive shift to the ‘achieving consistently’ end of the scale given the mix of customers supported by Start Up, in fact we would have been suspicious if we had seen such a shift.

These findings demonstrate some good results for customers.

Some highlights worth noting

I have more confidence:  all the customers we spoke to are reporting increased confidence, up to 70% saying that they have some substantial change in their levels of self confidence.  This outcome is an important precondition of moving into further training, tackling barriers etc.
I have new skills: again there are some good results here, over 90% of those who have finished with Start Up are reporting improvements in this outcome and of the current customer group 60% are reporting positively against this outcome.  The evidence from the literature and from practice suggests that being able to master new skills and use them provides a substantial boost to a person’s ability to tackle new challenges and situations.

I feel positive about the future: over 80% of all those who have been involved with Start Up are reporting that they feel more positive about the future.  The many comments we received from customers suggest that Start Up has had a major role to play in this change.  

I feel confident to tackle new tasks:  over 80% of people feel confident to tackle new tasks all or some of the time.  This is an important outcome for those that need to make the shift back into work.  For the group that have finished working with Start Up nearly 50% reported being consistently able to tackle new tasks.

Feel less stressed:  this is the outcome where customers feel they have done least well.  Across those people we spoke about 25% reported consistently feeling less stressed and a more substantial percentage said they felt less stressed some of the time.  This is an area worth some future consideration by the Start Up team.  Stress is a complex experience and a person’s experience of stress is created by many factors, some often beyond their control.  It might however be worth the team investigating alternative ways of helping people to develop stress busting strategies etc.

Want to learn more: almost all the people who have worked with Start Up expressed the desire to carry on learning and to develop new skills.  This is a real success for Start Up and for the customers means that some of them will have completely changed their outlook on learning and their ability to learn.
Distance travelled
The Start Up team has been able to pull together some useful data about some of the achievements of people using Start Up.  This needs to be developed further in the second phase of the project to provide a base line for future measurement.  We have been unable to carry out a sensible comparison with other projects like Start Up, but the data which follows does lend itself to that type of inter project comparison.

The most recent data (March 2006) suggests that a significant number of customers are making good progress through the project. 

· 661 customers have entered onto some form of taught learning programme or experience, this accounts for 45% of the total number of customers. Of those 363 have currently completed the course they started and more are still engaged.

· 109 customers have started ECDL (European Computer Driving Licence) courses.  Already 6 have completed the whole process and a further 30 customers have completed at least one unit.

· 110 customers have entered on to one or more Literacy courses. 

· 296 customers have undertaken a basic skills assessment.

· Over 70 customers have moved through Start Up into sustained employment.

More details are shown in Appendix 2.

The data appears to suggest that Start Up is being successful with a wide range of customers so that of those 661 noted above we have evidence that they come from across the whole customer group and not just from the most able or easiest to engage.

Given the nature of the customer group, which we discuss below we feel that these outcomes and training results mean that Start Up compares well with other programmes of this nature.  Whilst not exceptional figures they demonstrate consistently good results which form a platform for a move to even higher levels of performance.

What difference is Start Up making for people?  

The evidence noted above suggests that Start Up is making a difference to the key outcomes for people using the project.  We suspect that this difference will be found across the majority of the groups using Start Up.
Customers we spoke to were very positive about their experience with Start Up and the difference it made for them. 
A small percentage of Start Up customers have gone to paid or voluntary work, a larger group have gone on to further training.
How is it making that difference?

The evidence from both customers and from stakeholders suggests that the assumptions and initial hypothesis about what would work for people has proved to be fairly accurate.  The respondents noted above have all commented on the individual relationship with the support worker, the time taken to get to know them and involve them, the time spent building confidence through both more informal courses and the one to one attention of support workers.  Many customers noted the sessions at Barlaston College as being both enjoyable and a great confidence boost.
It appears that the pace of the work with customers which is determined by the customer and therefore not hurried, contributes to the feelings that the customer is important, valued and therefore help boost confidence and self worth.

Work on overcoming barriers and sign posting to other services appears to be very important to customers and encourages them to develop trust in the project and its staff.  

‘The worker was very easy to talk to and took my concerns about debt seriously and got me some help’ current customer

‘X (the worker) said that they would come and pick me up, I thought they would forget because I am not very important, but they turned up!’

‘They made me feel like I was worth something’

‘Its not hard but I was treated like a person not a fool’

These types of comments were repeated consistently by those people we spoke to or had contact with through the survey work.

We did get a small number of negative comments which highlighted where the things noted above had not happened.  These formed less than 5% of the comments we received BUT are still important, firstly as they suggest we had access to a range of experiences which strengthens the positive findings and secondly because those people had a poor experience that needs to be addressed.

Put bluntly for the most part Start Up has a Ronseal effect… ‘it does exactly what it says on the tin’.  Customers noted that in almost all cases if workers promised to do something they did it, this was highly prized by customers.

The range of training programmes on offer and the emphasis on helping customers to get the ‘right course’ at the start of their involvement is also a potentially crucial factor in creating positive outcomes for customers.  In essence the approach is loaded in favour of the customer being successful as a crucial first stage in their development.

Some customers have gone further and have suggested that Start Up run more of their own courses, partly to boost their confidence at the start of courses but also because of the trust factor noted earlier.

The interviews with staff members have been highly illuminating in determining the way in which workers approach their task and how they perceive their role.  As we note earlier there are some differences which we think need to be addressed in the second stage of the project.

What we have not been able to track is how much these differences in approach have made to results at a local level.  There appears to be only small differences across the areas in terms of results, but this should be taken up more formally through the appraisal system in the future.

The key differences appear to be about the level of proactive intervention in a person’s life and the way in which customers are ‘exited’ from the project.

All the workers are proactive in engaging with people, reported by both customers and staff.  There were a few exceptions to this which we have noted in the summary section.  The differences are in degrees and style.

The workers proactiveness appeared to be differentiated along a continuum, at one end a low threshold for disengagement and the other a high threshold for disengagement.  So for example one worker said ‘I arrange visits 3 or 4 times, if they don’t make any of them then I try one more time and then let them know they can contact me if they want but then I back off’ at the other end of the continuum ‘I have gone as far as to go round to a person’s house and get them out of bed and feed the baby whilst they got ready’.

This needs to be seen in the context of other services and our judgement is that Start Up workers at the low threshold end of the continuum would appear to have a high threshold in relation to some other service providers.  So we suspect that none of the workers is non-interventionist but that some are less tenacious in pursuing customers than others.

What was consistent was an understanding that as one worker said ‘if someone does not want to change TNT won’t shift them!’.  
The high and low threshold points reflect some understanding of cycles of motivation on the one hand and personal worker choice about how much they can shift a person round the cycle of change on the other.

One direct outcome for staff should be some joint training on motivation and cycles of change so that there is a more consistent approach across the project.

The point at which staff finish their involvement with a customer reflects this same continuum of intervention, those at the lower end being happier to exit customers and visa versa.  All staff made it plain that they ensured that customers knew they could come back to Start Up and this was reflected in the comments from customers we heard from.
Again some consistency about this would be helpful for customers, staff and managers of the project, we understand that work is underway to tackle this through a working group within the staff team.

How is Start Up making a difference?

The message is relatively simple and the hypothesis at the start seems to be born out by the evidence from customers and staff.  Building relationships, being trustworthy, starting at the point the customer wants to start at and dealing with things that get in the way of learning such as child care, debt etc.

Keep it simple and do what you say you will do.  
What are the barriers to people’s involvement

Overcoming barriers to learning, engagement and finally to work is at the heart of the Start Up project.  Key assumptions have been made that most customers of Start Up will need some help in overcoming these barriers.
The evidence from the evaluation is that these assumptions are correct and that customers do almost all face some barriers to re-engaging with learning etc.

The feedback on ‘what has worked’ suggests that a focus on positive solutions to barriers has been appreciated by customers and has been an effective way of engaging with people who might otherwise not have become involved.

Later we will note that high numbers of women from the BME communities are involved with Start Up, this we think suggests that key barriers of race and ethnicity have been tackled for at least some people.

At the start of the evaluation we identified what the project staff thought the most important barriers for customers would be, we used these to ask people about their experiences.  It appears that the most salient barriers have been selected.

The graph below shows responses by a sample 50 of the people we spoke to about the project.

Graph 3 Barriers to Accessing Learning etc
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Graph 3 shows the assessment customers are making, with support workers, 

about the barriers they felt stood between them and starting on a training

course or activity.  The options are taken from a standard list that the 

support worker goes through with the customer during the sign up phase 

with Start Up.
Childcare stands out as a significant barrier to involvement, almost 40% of all customers noting that as a barrier.  Next most significant is lack of previous experience of work or training, this is reflected in the data on the type of people Start Up is engaging with, in particular the people who have not taken part in training since school.

What is interesting is that in the more detailed work done through interview that other barriers are noted by customers as being important. One of the most commonly noted is the confidence to take on new situations.  For some of the people using Start Up they will face a complex multiple set of barriers both practical and psychological.  It appears that Start Up’s approach has been successful in overcoming some of those barriers successfully but not all of them can be rectified by the project directly with the customer.
Graph 4  A sample of 50 customers and how they are overcoming barriers they experienced at the beginning of their time with Start Up. This data is taken from the interviews and uses slightly different categories of barrier, see note above.
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This graph shows that for some people barriers are being overcome through Start Up but that some still remain.  The feedback from the interviews suggest that when involved with the Start Up team the barriers are reduced or removed but that outside that context barriers are still having an effect on the people coming through Start Up.

So for example one person we spoke to directly noted that Start Up had helped them with childcare but as soon as they moved outside the Start Up remit the barrier was still an issue.  
Another ex-customer reported that they had felt very confident learning new things whilst working with Start Up but in some more mainstream settings her concerns about her abilities had returned.

Clearly these are only a few examples but our suggestion is that they are likely to reflect the experiences of people using Start Up and that therefore the barriers being worked on through Start Up are likely to remain an issue for some people once they move beyond the Start Up project. 
This has implications for the next stage of development of Start Up so that any extend project must keep a focus on influencing other providers who work with the same customer group so that barriers can be challenged consistently.  

What are the barriers to people’s involvement?

The barriers range from lack of affordable child care through to more personal factors like confidence and previous experience of school.  Barriers are being tackled within the Start Up context but will return for some people once they have moved on from Start Up.
Who is Start Up working with?
Start Up has consistently been able to reach some of the most disadvantaged groups in the NRF areas of the city.

Over 90% of all Start Up Customers are women, this is consistent with the findings from the 1st evaluation.

27% of the customers are from the BME community and over 95% of those are women.  This exceeds the demographic proportions for the city but does reflect the reality of exclusion for Asian women in particular.

70% of customers from the BME community using Start Up have not taken part in any training or formal learning since school.

50% of customers from the non BME community have not taken part in any formal training since leaving school.

The initial hypothesis and rational for Start Up highlighted these groups of people as key to the project’s success, the figures suggest that they have been successful in getting to some of the most hard to reach groups in the City.

The majority of referrals and contacts with Start Up come from direct local contact with potential customers through Sure Start, word of mouth and other low key approaches.  

Start Up has a good spread across the key NRF areas of the city, and as we noted earlier good reach into the Asian community.  Our initial evaluation suggested that the link to Sure Start areas was crucial in getting high levels of take up, i.e. that Sure Start areas had higher numbers of customers in Start Up than non Sure Start areas.  This is less marked in the later data and may reflect both the wider impact of Children’s Centres and Start Up’s growing reputation across the city.

Training since school and basic skills levels
The evidence from the data collected by the Start Up team as part of their monitoring processes suggests that

[image: image5.emf]0

100

200

300

400

500

600

700

800

No training

since leaving

school

Level 1 Level 2 Level  3 Level 4 Misc

Level of training

number of people


Over 56% of all Start Up customers have not been engaged with any formal learning since school.

This pattern of training undertaken since school is replicated across all the ethnic groups using Start Up, for the BME communities the numbers of younger women undertaking no training since school is higher as we note above at 70%.
Both the sets of information above suggest that Start Up is reaching into some of the most disadvantaged communities in the area and that they are attracting people with no active involvement with learning since school.
These are the groups of people that Start Up most wanted to reach. At the same time they are also helping those who have done some training since school to re-engage with learning this is a positive bonus for the project.

The Government has set targets for a 40% reduction in the number of adults in the workforce without a level 2 (or equivalent) attainment for literacy.

At the time of reporting 296 customers had taken part in a basic skills assessment. As a result 110 customers have entered on to a range of literacy courses from Level 2 literacy courses to Entry Level 1, 2 and 3.   In numeracy 74 customers have embarked on courses ranging from Entry Level 3 to Level 2.
For both groups Start Up has facilitated a completion rate in excess of 60% across the full range of courses taken up.  This completion rate compares well with other ‘training projects’ across the country.
Who is Start Up working with?
Our analysis suggests that Start Up has made good in roads into some of the most disadvantaged groups in the city and that they have been particularly good at making connections with the Asian community in the key areas.

Start Up is working with significant numbers of people who have had no formal training since leaving school and is encouraging people to take up the challenge of mastering basic skills.
Women make up the vast majority of the customers involved with Start Up.

Start Up has worked with the people it set out to engage with and has consistently helped those people to make changes in their lives.

Start Up has also helped a substantial number of people to tackle gaps in their basic skills.

5. Conclusions and recommendations

Our conclusions are that:

· Start Up has successfully made contact and engaged with a wide range of customers

· Start Up  has made a difference to customers from the hardest to reach groups some of whom are going on to achieve excellent outcomes

· Start Up has developed and fostered a low key and hands on approach which is successful with customers

· Start Up customers value the programmes approach and benefit from the support workers taking a broad approach to their needs e.g. feeling able to sign post and support people with non-learning issues

· Start Up has successfully integrated into local delivery services e.g. Sure Start and Children’s Centres

The key questions for the evaluation:

· What difference is Start Up making (Outcomes)

Start Up is helping significant numbers of customers to achieve key outcomes and supporting people into training and in a small number of cases into work. Customers report improvement in confidence, reduced stress and a desire to take on new challenges.

· How are they making that difference

Start Up has maintained an approach which is based on a supportive and hands on style.  Encouraging the customer to share their concerns and barriers and dealing with barriers across a wide range of areas for example from referrals to CAB through to direct support to access training.  The approach could be characterised as ‘starting where the customer is’ and working with the issues they raise as a way into learning and work.

Start Up’s original hypothesis was that customers needed a range of support, often not directly related to learning or training, in order to get the most from their learning opportunities.  This could be related to our understanding of motivation for change.  This original hypothesis seems to be born out by the evidence from customers.

· What are people’s barriers to involvement

These have not changed from the first evaluation and remain childcare, cost of training etc. Our direct contact with customers suggests that subtler barriers also exist such as low confidence, fear of trying new things and poor experience in school.

· How much time is being spent on non learning issues

We have not been able to successfully make a judgement in this area due to some challenges in collecting consistent data across all support workers.

· Which customers is Start Up working with

As we note above Start Up has reached into the BME community successfully and has made contact with mostly women in some of the most deprived areas of the city.  At least 50% of Start Up customers have done no formal training or learning since leaving school.

· How many people are there without basic skills

This has been a challenge to establish as the definition of basic skills that many programmes use does not lend itself to a simple analysis of the customers start point.  What we can say is that a significant number of Start Up customers have gaps in their skills in some very fundamental areas for example literacy, language skills.  It is apparent from softer data sources that a significant minority of Start Up customers come to the project with either very low or negligible basic skills.  Also that Start Up has supported people to take up basic skill straining and getting at least a 60% completion rate.
· How many people have not been involved in any training since they left school

As we note above 50% of customers have not been involved in formal learning since leaving school.

Overall conclusions
In answer to the ‘so what?’ question it is apparent that Start Up has made significant changes for people and helped them to move back into education, improve their sense of well being and laid the ground work for people to enter the work place.

Start up has achieved many of its NRF targets and been highly successful in reaching out to groups of people in marginalised communities.  Its work with Asian women is of particular note.

Start Up has demonstrated the value of its approach and the hypothesis they developed their work from has proved to be a workable model for the project.

Customers have valued the role Start Up has played for them and have particularly valued the way in which Start Up has taken their needs seriously.

For the next phase of development, should there be one, Start Up will need to be clearer about the procedures and practices that constitute their service.  The apparent variations in the support workers definition of their tasks needs to be addressed to ensure that quality and results are maintained.
We would also recommend shifting some of the data collection processes to include more detailed work on the results and outcomes for customers.

Lastly some customers noted that they would appreciate more courses run by Start Up, particularly at the start of their involvement with the project.  Customers reported that the Start Up approach was not always carried through into training providers, e.g. small numbers on a course leading to course closure or a less supportive approach from tutors than support workers.  We are aware that Start Up are already working on this area and are considering their role as training provider.

Recommendations

In this final section we have pulled out what we feel to be the crucial must do actions that need attention in the next 3 to 6 months.  It is worth saying that there are not too many of these given the success of the programme to date.
· In the next phase of development we recommend using the outcome measures in this report as the baseline for both target setting and for monitoring future performance.
· We suggest that the Start Up management team and commissioners could agree area by area results targets linked to the outcomes above.

· We recommend staff should undertake joint training on motivation and cycles of change so that there is a more consistent approach across the project.

· We suggest that work already underway to clarify and agree criteria for exiting customers is implemented
· We suggest that similar work on the support workers role be completed and implemented

· That Start Up investigate how it can influence other programmes and providers to help reduce some of the key barriers to involvement that customers experience beyond Start Up

· That Start Up consider its role as a training provider and build on the good work they have already done by extending the range of training they deliver or commission.

Paul Muir

MWB Consultancy Ltd

April 2006

Appendix 1 Methodology; brief outline

This is a brief outline of the methodological approach taken for the evaluation; more information is available on the methodology by contacting MWB Consultancy directly. 

We used a mixture of types of data for the evaluation to provide some ‘triangulation’ for the findings.  This approach of using qualitative and quantitative data is a well tried and respected methodology for projects like Start Up.

We opted to use a range of survey techniques with the customers, some of which were more successful than others.  Building on the initial evaluation we developed the following approaches:

· Direct interviews with customers

· Follow up questionnaires with ex-customers

· Direct contact with customers who had moved into work

In total we were able to survey over 150 people (representing 12% of the total customers at the time we carried out the study.  We worked with the Start Up team to develop a stratified sample of customers so that we heard from a representative mix of customers.

The direct interviews with customers were carried out by the support workers.  This is not ideal but it allows for a greater number of direct interviews to be carried out in a relatively short period of time.  There are clearly issues about the willingness of customers to share any negative experiences with staff from the programme. 

In order to minimise this we worked with Start Up by; firstly ensuring that support workers interviewed people they had not had contact with previously, by providing training for the support workers in using the interview tool and thirdly by developing an interview tool and script which emphasised the need for Start Up to hear both positive and negative things about the service.

We also designed a simple postal questionnaire to be used by customers who had finished working with Start Up.  The Start Up team organised the distribution of the anonymous questionnaire and the results were used by us as part of the final data analysis.  The return on this questionnaire was not as good as we would have liked but we received enough responses to make us confident that we had a representative sample.

The last phase of the direct survey work was direct telephone interviews with people who had moved through Start Up and in to work.  We were provided with a list of potential people to contact and then carried out the interviews ourselves.  

This range of approaches provided a sound basis for making judgements about the qualitative elements of the evaluation.

The Start Up Training manager was able to provide us with substantial amounts of data, not all of which is shown in the report.  She also took a key role in facilitating the survey work, her help has been invaluable.

Quantitative data was taken mostly from the Start Up data base which provided us with a wide range of data from ethnicity to levels of training since school.

Following the initial evaluation some changes were made to the data collected which have helped considerably with the second report.

We are confident that the mix of data sources and the range of data we accessed has provided us with a consistent and clear picture of the work of Start Up.

Appendix 2
661 clients have entered onto some form of taught learning
363 clients have completed some form of taught learning

453 clients have entered onto 720 accredited training courses

288 clients have completed an accredited training course

Included within the training courses are the following:
12 clients have completed the 7302 trainer’s certificate

109 clients have registered and started the ECDL

6 clients have completed the ECDL

20 clients have completed one (1) unit of the ECDL

7 clients have completed two (2) units of the ECDL

2 clients have completed three (3) units of the ECDL

1 client has completed five (5) units of the ECDL

110 clients have entered onto one or more literacy courses

57 clients have entered onto a Level 2 literacy course

43 clients have completed a Level 2 literacy course

50 clients have entered onto a Level 1 literacy course

20 clients have completed a Level 1 literacy course

2 clients have entered onto an Entry Level 3 literacy course

2 clients have completed an Entry Level 3 literacy course

3 clients have entered onto an Entry Level 2 literacy course

2 clients have completed an Entry Level 2 literacy course

74 clients have entered onto one or more numeracy courses

29 clients have entered onto a Level 2 numeracy course

22 clients have completed a Level 2 numeracy course

48 clients have entered onto a Level 1 numeracy course

12 clients have completed a Level 2 numeracy course

1 client entered onto and completed numeracy Entry Level 3

1 client entered onto and completed numeracy Entry Level 2

1 client entered onto and completed numeracy Entry Level 1

16 clients have entered onto an ESOL course

4 clients are currently undertaking an NVQ Level 3

63 clients have completed Foundation Certificate in Food Hygiene

296 clients have undertaken a basic skills assessment
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