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Start Up Interim Evaluation Report

June 2007 

The purpose of this interim report is to provide the Start Up management team and the YMCA with feedback on the work being done by Start Up since its move to the YMCA late in 2006. 

We will cover the following key areas, all of which will be covered in greater depth in the final evaluation at the end of 2007:

· Results and outcomes being delivered

· Customer profile

· Stakeholder feedback

· Service user feedback

· Implementation of recommendations from the last evaluation

· Areas for further work in the final evaluation

1. A brief note on methodology

We have used a variety of methods to acquire the data for this report including interviews with service users, interviews with stakeholders, analysis of through put data.  The Start Up data base has been a reliable source of information in some key areas.
By using a variety of data sources we are able to triangulate the findings and come to more robust conclusions about the results being delivered.

We again opted to use support workers from the programme to carry out structured interviews with each others clients as being a robust enough methodology in the context of the other data sources we are using.

2. Summary

Start Up continues to provide a high quality of service to its customers helping them to achieve key results and outcomes on the road to training and employment, for example:
· 50% of current customers report improved confidence

· 70% of current customers report learning new skills

· 80% of current customers report being more positive about their future prospects
Start Up continues to reach into marginal communities and make contact with some of the most potentially excluded groups in the community.  This reach includes a significant number of people with no or few qualifications from school. 56% of current customers have not undertaken any training since leaving school.
Start Up has a good reach into the BME community with 27% of current customers being from BME communities, this is set against a population percentage of 6.5% of the total population for Stoke on Trent.

The number of men involved in Start Up remains low at less than 8% of the total of customers.

In the last 12 months Start Up has recruited over 500 new customers across the whole of the target areas in the city.

Start Up is well regarded by the organisations it works with and the shift to the YMCA has had no adverse impact on Start Up’s partnerships etc.  The YMCA provides a platform for more strategic partnerships.

Start Up has met the bulk of its key targets for the funders, in some cases over performing on the key indicators. 
Start Up customers continue to give positive feedback on the work done by support staff.  In particular the customers comment on the importance of the one to one support and continuity.
Start Up has implemented many of the recommendations made in the last evaluation.

3. More detailed findings
As the summary suggests Start Up has continued to make a considerable impact on some of the most excluded groups in the community. This next section sets out some of the key findings in more detail. 

3.1.  Results and outcomes being delivered

The evidence from the Start Up returns to the Neighbourhood Renewal Unit suggests that the bulk of the key indicators are being achieved or are on track to be achieved.  

We have taken some notable examples form the returns rather than copy them in total.
Target 1 (a) clients across the city into employment: target 20 people achieved 35 people

Target 2 (a) clients across the city achieving credits at level 2: target 50 people achieved 58

Target 3 clients across the city achieving credits at level 1: target 20 people achieved 32.

Specific targets which highlight the Meir area are all achieved or on course to be achieved quickly.

This performance suggests consistently sound work in the last 12 months and the capacity for some increased stretch in the key targets.

There are two specific funder’s targets that have not been met; these are a reduction in the numbers of people claiming Incapacity Benefit and the percentage of customers from the BME communities who achieve a level 2 qualification.
For the first target (Incapacity Benefit) the target was to help 2 people to come off that benefit, to date Start Up has not been able to help any customer claiming that benefit to find another income source.  We will look into this further for the full evaluation and attempt to understand the reason for the difficulty in achieving this target.  We have not collected data on the percentage of people claiming specific benefits with a view to tracking differences in relative distance travelled, as noted we will return to this. 
The second target (BME customers achieving level 2 qualifications) is set at 6 people per year and Start Up has to date helped 2 customers from this group to gain a level 2 qualification.  As above we will review this for the full evaluation although it is worth noting that the majority of customers from the BME communities are starting from the lowest start point of many of the clients in terms of the qualifications and learning experience, for example few will have English as their first language.
Apart from the targets set by the funders Start Up have also set a series of results or interim targets which they track, for example numbers starting with the programme, numbers accessing Jobcentre Plus etc.

Again we have taken a sample of these from the returns as illustrations of the success demonstrated by Start Up.

Target 5 clients engaged on the Start up programme: target 400 achieved 513.

Target 6 clients supported to access Jobcentre Plus: target 30 people achieved 45.

Target 8 clients supported into Basic Skills assessment: target 90 achieved 224.

Target 9 clients supported into achieving some form of accredited training: target 100 people achieved 103 

When we come to look at the softer results and outcomes for customers we see a similar positive picture. The evidence for this next set of data was gathered from interviews with customers, this included those who had moved on (exited) from Start Up and those customers that were still involved, this included some who had been with the programme as little as three months and some as long as 12 months.

At the start of the project we agreed a set of outcomes
 that Start Up wanted to achieve with customers, the earlier evaluations confirmed that these outcomes were a good indicator of more tangible success for customers.
Here are some notable examples:

For exited customers over 90% reported sustained increase in confidence.

For current customers over 50% reported sustained increase in confidence.

For exited customers over 80% reported learning new skills which they are using in their daily lives

For current customers over 70% reported learning new skills which they are using in their daily lives 

For exited customers over 75% reported that they had new problem solving skills 

For current customers over 50% reported that they had new problem solving skills

For exited customers over 80% reported that they felt confident to tackle new tasks

For current customers over 75% reported that they felt confident to tackle new tasks

For both groups over 90% reported that they wanted to learn more.

Given the customer group, which we discuss later, we suggest that these are a solid set of results.

Taking the achievements against the funder’s targets and the softer outcomes set by Start Up we feel this demonstrates consistently high performance and suggests continual improvement since the last evaluation.  
Overall the performance of Start Up has remained consistently strong in all the key areas.  In the final evaluation we will be able to judge the impact of the move to the YMCA over a full 12 month period.
3.2.  Customer profile

There has been no significant change since the last evaluation in the demographic make up of the customers using the programme. There continues to be very good links into the minority communities and in particular into women in the Asian community.


93% of clients are women

27% are from the BME community with over 93% of these being women


56% of clients have no record of any training since leaving school

The profile suggests that the bulk of Start Up customers are coming from some of the most vulnerable communities and that they match the profile of customers that the programme is designed to work with.

These customers continue to be reached through the low tech routes of local networks, events and word of mouth.  The link to Children’s Centres goes some way to explaining the high ratio of women to men in the programme.

The barriers faced by customers, these are identified at the start of their journey with the project, have not changed since the inception of Start Up and the key areas continue to be childcare availability and cost (2 barriers), transport and cost of transport to training, cost of training closely followed by form filling.

The only notable change has been a reduction in the percentage of people who reported lack of experience of training or work as a barrier, dropping by roughly 20% on the last evaluation.

3.3.  Stakeholder feedback

As part of this interim evaluation we have interviewed a sample of stakeholders suggested to us by the Start Up team, we also used some of our own contacts in the city to ensure we did not cherry pick the most responsive stakeholders.
Overall comments about the role of Start Up are very positive and all those we spoke to felt confident in Start Up and reported that it delivered on its promises etc.

A small number of stakeholders felt that they now wanted to develop more ‘strategic’ relationships with Start Up and begin to build them into their own agencies plans for future development in a more systematic way.

Up to now some stakeholders felt that there had not been enough opportunities for these more strategic relationships but that they felt hopeful now that the team was a settled part of the YMCA group.

The providers of training and courses we spoke to were very positive about Start Up and how supportive they were of some quite challenging learners.

3.4.  Service user feedback

The service users’ feedback comes from two sources, interviews with exited clients carried out my MWB Consultancy and interviews carried out with current customers by staff from the programme.  (See the note in the methodology section on this approach) 

The following is taken from the data collected in structured interviews; we have selected a representative sample of the comments made to reflect both the positives and negatives
 mentioned in the interviews.
Current customers:

How did Start Up help you to achieve the outcomes you mentioned above?
 (You can ask about what Start Up helped with, what others helped with, when the breakthrough came etc)
The sample responses are taken directly from quotes

Start Up has supported me to use Mitchell CLC

By putting on a 1st Aid course

Support workers encouragement which helped me, although it was something I was going to do at the end of the year anyway.

By providing the training course

When my child is older I would like to become a nurse or paramedic.  Start Up gave me details of how to begin to move towards my goal by putting me into a first aid course.  This gave me the motivation to do more and make me more positive about the future.

I needed to do a first aid course with my job and Start Up seemed a good option.  I now feel more confident in my role as a teaching assistant.

Now my personal issues are sorted I would now like to carry on with my education.

Just by support and help offered

Transport, crèche, meals, good course info, flexible, reminders.

Start Up helped by finding a literacy course and a course to learn better English.

Team building courses, transport, crèche, good course information

Because it was a good course.

Start Up put different personalities on to a course. I was able to socialise and make new friends.
Support from staff and support worker.

Providing the opportunities/training courses.  The support from the support worker/motivation/transport/childcare.

Showing me I could learn new skills, providing me with opportunities, motivation.

Where things have not worked as well what problems or issues caused that?   (was it something Start Up could have done better, could have helped with etc…)
I was not very happy with the crèche at x Sure Start – not welcoming.

I wanted more contact with the support worker

My only issue was the walk to the children’s centre as it is all uphill and quite difficult with a pushchair, nothing to do with Start Up.

I had to stop my course because I had very bad issues which meant I could not concentrate on the work.

Start Up doesn’t need to improve!

Start Up could have kept in touch more with me.

There was a mix up with dates on a course that caused problems, I sorted childcare, after school club when the course was not on that date, this could have been avoided.

There are not enough crèche places for the parents to go on to the courses.

Course was too short.  No follow on afterwards. Not allowed to continue.  Was building up confidence but when course finished confidence went down again.

More help for disabled – help with wheelchair access etc.

More information about training courses in other areas should be made available.

Domestic budgeting course not what we expected, course content.
What has helped you to overcome the barriers you mention above?

(You can ask about what Start Up helped with, what others helped with, when the breakthrough came etc)
Start Up has helped with childcare and transport

Start Up has helped a little but when courses finish I’m back to square one.

Start Up helped by providing a crèche so that I could begin my learning, my biggest problem was the lack of childcare.

Start Up helped me to realise that I needed to learn and gain qualifications to get the job I wanted to do

Confidence Building Courses, I got onto courses with other teenage mums and have found this really helpful, there was common ground.

Support worker helped by finding the course.

Start Up has helped with meeting people and getting me more confidence to go on different courses.  This is why I think Start Up is for me.

The course made it easier to build confidence and make new friends.

Start Up provided training.

Meeting other people on training courses.

Help from Support Workers, travelling to other children’s centres, meeting other people on courses.

Start Up helped with childcare.  Help, support and motivation from support worker.

Small group work was good.  Meeting other people with same problems - can identify.  Support from support worker.
What has got in the way of overcoming any barriers? 
(Was it something Start Up could have done better, could have helped with etc…)

Nothing

Personal problems

Talking to new people has been an issue and has created barriers for me.  By attending various Start Up courses/groups I now feel I am breaking down this barrier.

Start Up didn’t stay in touch with me this did not help at all.

When I finely went on the confidence building course it was not what I expected.  The people that were on the course had far more issues and barriers to remove than I did, I only wanted to gain some confidence to be able to communicate better.

Has Start Up helped you with things not directly related to training? (e.g. transport, housing, benefits). 
No but support would be offered if I needed it.

Transport, childcare, (40% answered with these issues)
No (50% gave this answer)
Start Up helped with transport

CAB, benefits, accommodation 
How did you get involved with Start Up? (did someone refer you if so who, did you hear by word of mouth etc)
Sure Start fun day

Playgroup

Parent and Toddler

Word of mouth (55% gave this answer)
Children’s Centre

Home school link worker

CAB

I went to the Bridge Centre at Birches Head and was asked by X one of the support workers from the Tunstall area if I wanted to sign up with Start Up and to go on some courses.

Self referral. I walked into local children’s centre and asked
What could we improve on and what is already working very well in your opinion?  (Encourage people to be honest about things that could be improved…)
Ok now as it is.  Could do more advertising to let people know what Start Up is about.

Very good – it is just finding courses and times that fit in with my life.

More advertising, better crèche facilities

More contact/information

I don’t feel anything could be improved as it worked well for me at it is

Nothing all was great

Nothing – support worker excellent

No need for improvement

Start Up stays in touch more.  Support worker gave good course information.

I think it would be better if you checked first and asked to make sure that the courses are the right type for each client.  Before my childcare is arranged to check if the course is going on and the times are right.

Double check dates of courses to avoid mistakes
Flexibility of times and dates of the courses.

Everything is working well, friendly staff, selection of courses are excellent.

Childcare should be at X where child knows the staff, client understands not always possible but her child has special needs – this should be taken into account.  Time of courses – pick up other children from school, miss end of training.

Maybe a bigger range of training courses.



3.5.  Start Up ex customer’s questionnaire 

Did Start Up help you to move into employment?  If yes how?

Yes.  The job I was going for asked for maths which I did through Start Up.

Yes.  By completing the Childcare course and the First Aid course I was able to move into a job with children.

No, although the First Aid course I did was asked for on a job application I applied for and got.

No. (60% response)

They found me some voluntary work which has helped me get into employment.

Not really.  I didn’t continue on the course because I can’t read and couldn’t do the computer course.

No I was already working.
What worked best about Start Up?

They let me be me, left me alone to get on with the course.

They did all the leg work for you and got all the information I needed.  Support worker even took me to college before the course to show me where to go.

The whole programme was great, the support was great.

They did all the running around for me, getting me all the information very quickly.  They have even followed up after.

The one to one contact and the home visit which boosted my confidence.

A great idea – getting people back into education.

Gave lots of advice and provided transport and childcare.

Somebody available to help and talk to one to one.

Very supportive, talked through everything with you.

They helped with childcare and transport
Childcare enabled her to do course.  It is a good programme.

Somebody there to help you.  It’s easier than finding out all the info on your own.

The fact that they came out to you at home and fit around you.  They also took me to the course.

They were really friendly, I could ring her anytime and I really enjoyed the 1st Aid course.

What could be improved?

I felt I was pushed onto courses.  I was bombarded with leaflets and information my first morning at the baby group and rushed into signing up for 2 courses, which I then did not do as there wasn’t time to take my children to the different crèche, where the course was held, to meet the staff who would be caring for them.  I felt the staff were on “commission” to get me signed up.

I had doubts about the course as it was through Learn Direct so no tutor, found it difficult doing the English and maths just on a computer.

Nothing.  X was really lovely and helpful – they helped with transport and information.

Spreading the amount of people out into the regeneration areas, not concentrating on poorer areas i.e. Trentham – no training based there.

More advertising, people don’t seem to know about it.

The lady came round to my house and said she would find out about a course in Spanish for me, I never heard from her again – that was 2005.

More time spent with you to get you into employment.

They should keep in contact with you, I really miss the contact I had with them.

Would you recommend start up to a friend? Why would you make that recommendation?

Yes. To move you on.

Yes.  If you are not confident about finding courses they are really helpful.

Yes.  Because of all the support, someone to sit and chat with and there to help you move forward.

Yes.  Because it builds confidence and you meet new people.

Yes.  Getting people back into education and employment.

Yes. Because it is a start – especially when stuck at home.

Yes I already have done.  Friends who haven’t any qualifications could benefit from Start Up it’s not pushed on you.

Yes.  Because my friends lack in confidence and self esteem, Start Up has helped me a lot.

Yes. Majority of customers are single parents – this is a chance to meet other people in similar circumstances and get support and a break away from the children.

Yes.  It gives you more confidence, you’re not alone, sometimes you do need a helping hand.

Yes.  I found it really good, definitely would recommend anyone getting in touch if they want to train.

Yes.  Because they could introduce you to courses you wouldn’t know about.

Definitely, especially to busy mums.

Yes.  To help you get on courses.

Yes.  They are really positive and can help you get back into work after having children.


The nature of the comments suggests that Start Up continues to give a good service and that the factor that most people value is the consistent one to one support.

Where there are negative comments they reflect that there maybe some variation between support workers in the way in which they assess a person’s readiness for training or their capacity to get involved.  Clearly if a person feels they are being processed rather than involved this has a negative impact on them.

Taken with the results and targets noted earlier this paints a very positive picture of the work being done by Start Up and reinforces our assertion in earlier evaluations that the one to one support and hand holding are an essential part of that success. This is now supported by the development of Start Up bespoke courses which appear to add value to the whole package.
4. Implementation of recommendations from the last evaluation

The last full evaluation was concluded in April 2006 and since then some key changes have been made to the organisation of Start Up the most fundamental being the shift to the YMCA group.  In the final evaluation we will be able to comment more on any impact that move has had but the early signs are positive, particularly from the stakeholders’ perspective.

We recommended a series of actions we thought would be helpful and contribute continued good performance.  In this next section we give some brief comments on actions against those recommendations.

Taken from the 2006 report:

· 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.

Given the shift to a new host agency it has not been possible to implement all of the recommendations completely but key work has been done on the following areas:

· Improving consistency of support work role and interventions through a bespoke training course for support workers based on best practice in advice and guidance work.  This has included some work on motivation and other forms of intervention.
· There is now greater clarity on the role of support workers and on exiting clients, more may need to be done but a sound start has been made. Work is still underway to assess the balance of support work time being used on learning and non-learning support
· Start Up has reviewed and shifted its role in terms of training provision and is now offering more courses specifically commissioned for Start Up that run using the same underlying values as Start Up. In effect having Start Up courses on offer but sub-contracting their delivery to expert trainers.

· The Start Up targets now include some more outcome focused targets which support the monitoring of key funder targets.

Areas still to be addressed or completed:

· More work is underway regarding outcome monitoring and identifying the cost to result for key client groups.

· Now that the team is established at the YMCA it should be possible to have greater influence over other providers etc but this will need some more concerted work.

· The most effective or optimum balance of learning and non-learning support for customers.

5. Conclusions 

The evidence to date suggests that Start Up continues to provide a good quality service to its customers, that it achieves good results and reaches out to marginalised communities.
The evidence also suggests that the Start Up’s hands on and low tech approach works well. Customers value the one to one contact, the practical support they get from support workers and the focus on their whole lives not just their training needs.

Customers have valued the Start Up commissioned courses that focus on their personal and learning development, for example the courses on confidence building.

The recent development of customer focus groups could be a useful addition to the ways in which customers are involved in the programme however it has been too early in their life for us to assess their impact.

We think that some thought needs to be given to the low numbers of men accessing and using Start Up.  Are men going somewhere else or to another provider and therefore not missing out, are their needs very different to women etc.

Some specific work may need to be done to achieve the two targets being missed, at a minimum a review of the target needs to be carried out.

6. Areas to be included in the full evaluation
In the final evaluation at the end of 2007 we will include the following areas for investigation, as well as those already covered above:
· cost to results as a measure of value for money

· further work on the targets and the impact of a full 12 months with the YMCA

· the changes or improvements brought about by the training provided to support workers

· the balance of tasks and interventions being used by the support workers e.g. learning and non-learning tasks

Paul Muir
MWB Consultancy Ltd

26/06/07 

� Outcome in this case means a change for the person in the way they think, act or feel.


� These interviews were conducted by support workers and the presence of negative comments suggest that customers did feel able to critique the service.


� The outcomes refer to the outcomes noted earlier in this document e.g. increased confidence etc.


� Crèche facilities are not directly provided by Start Up but through partner organisations such as Children’s Centres. 
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