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Executive Summary
This evaluation report provides a review of the 

learning, development and performance of the 

Opportunity and Change project in its fourth year of 

delivery (2020).

Opportunity and Change, led by Framework, is 

an employability project for people facing severe 

and multiple disadvantage, delivered by a partnership of 

twelve community-based organisations across D2N2. 

The project supports individuals (referred to as 

participants) experiencing multiple and complex 

issues, including homelessness, substance misuse, 

offending, mental ill health and domestic abuse.

The project is part of the Building Better 

Opportunities (BBO) programme, which is 

jointly funded by the European Social Fund (ESF) and 

the National Lottery Community Fund. The Department 

of Work and Pensions is the programme’s Managing 

Authority. 

There are three strands of BBO across D2N2. In 

addition to Opportunity and Change, Towards 

Work, led by Groundwork Greater Nottingham, is an 

employability programme, and Money Sorted, led by 

Advice Nottingham, is a financial inclusion programme. 

All three lead organisations work together under the 

partnership People’s First Alliance (PFA).

Four Local Authority-based Stakeholder Managers 

support the Building Better Opportunities 

programme at a strategic level across the D2N2 region. 

After four years of project delivery, Opportunity 

and Change had supported 1159 individuals 

facing multiple disadvantage to move closer towards the 

workplace; 134 more than the profiled target.

There were 219 starts in 2020, showing that demand 

for the project remained high, even whilst delivery 

was largely restricted to online and telephone support 

A survey conducted in July 2020 revealed that the 

majority of those engaging with Opportunity and 

Change had emerging or worsening symptoms of mental 

ill health due to the Covid-19 pandemic, including: 

• 79% reporting symptoms of depression and 78% 

reporting symptoms and anxiety

• 61% participants reported feeling lonely or socially 

isolated

• 47% participants with pre-existing health 

conditions, such as asthma or diabetes, said they 

had significant concerns about catching Covid-19

• 35% participants had delayed visiting health 

services due to fear of catching Covid-19, leading 

to worsening symptoms of a pre-existing health 

condition.
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Despite significant health-related concerns about 

interacting with others in public, in between periods 

of social isolation and lockdown, 168 (82%) participants 

said they would feel comfortable meeting one-to-one with 

their Navigators. Trust was a key enabling factor; having 

an established relationship with their Navigator and fewer 

‘unknowns’ to contend with.

Although participants preferred face-to-face 

contact, they were motivated and willing to engage 

online or over the telephone with their Navigator.

Women’s Work Derbyshire and Nottingham 

Women’s Centre reported the pandemic as having 

an adverse impact on the women accessing their services 

and their families, including increased mental ill health, 

domestic abuse and substance misuse, increased financial 

difficulties, and social isolation.

The requirement to conduct service provision 

remotely made it more difficult for Navigators 

to observe the non-verbal cues and body language of 

participants.

Women’s Work Derbyshire and Nottingham 

Women’s Centre had to work harder than before 

to discreetly support women living with perpetrators of 

domestic abuse. 

Counselling services were made available online 

and over the telephone, however for some this was 

not an option due to a lack of privacy at home.

All partners recognised the need to protect 

staff wellbeing in addition to the wellbeing of 

participants.

 

Navigators explored innovative ways to keep 

participants engaged and motivated during the 

pandemic. This included: 

• Supporting participants to engage with hobbies and 

interests, including providing them with materials 

and resources

• Maintaining a focus on wellbeing, exercise, 

volunteering, staying connected with other people, 

and engaging with online learning and personal 

development

• Providing regular wellbeing checks over the 

telephone, listening, checking in, and signposting to 

additional specialist support as required

• Applying motivational interviewing and strengths-

based approaches.

Of the 362 new and existing participants 

supported by Opportunity and Change in 2020:

• 91 (25.1%) made significant progress in relation to 

their mental health and wellbeing

• 66 (18.2%) achieved a housing-related outcome 

• 41 (11.3%) made progress in relation to addressing 

a substance misuse issue

• 36 (9.9%) accessed support in relation to domestic 

abuse 

• 16 (4.4%) participants reduced their risk of 

offending.

In 2020, the project supported 22 
participants into a recognised education 
or training, 15 participants started 
paid employment and 12 participants 
commenced active job searching upon 
leaving the project.
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Ongoing analysis of the complex needs and 

outcomes of participants shows whilst problems are 

dynamic and intersecting in nature, so too are positive 

outcomes; exemplifying that a holistic, needs-led and 

flexible approach to supporting people with complex 

needs is crucial.

Participants who engaged with group-based 

learning and therapeutic interventions such as 

Skills Plus for Change and The Loudspeaker Programme, 

continued to achieve more employment-related and 

complex needs-related outcomes than those who did not 

engage with such interventions. 

Despite the challenges of the pandemic, Skills Plus 

for Change and The Loudspeaker Programme - 

both typically face-to-face, group-based interventions 

- were successfully adapted and delivered to participants 

online in 2020. Whilst some individuals experienced 

digital exclusion, attendance on these programmes was 

not significantly affected by the pandemic, thanks to the 

considerable efforts of all delivery staff involved.

Findings from a participant survey completed in 

July 2020 revealed that whilst digital poverty and 

exclusion certainly exist, the vast majority of participants 

were keen to engage with assistance and support to 

overcome practical and skills-based barriers to using IT. 

As a project delivering employment-related support to 

individuals with multiple and complex needs, Opportunity 

and Change is ideally positioned to tackle the challenges 

of digital poverty and exclusion moving forward.

In 2020, Opportunity and Change supported 

a total of 22 participants into a recognised 

education or training course, 15 participants started paid 

employment and 12 participants commenced active job 

searching upon leaving the project.

Employment-related results achieved in 2020 were 

lower than in previous years, purportedly due 

to the pandemic. However, further in-depth analysis of 

Navigator performance during 2019-20 revealed that the 

delivery of employment-related support, in terms of both 

quality and consistency, varies across the partnership.

Furthermore, there is a clear link between better 

Navigator performance (i.e. more employment-

related results achieved) and good quality evidence 

recorded onto the project’s MIS, Hanlon.

As a result of engaging with the Opportunity and 

Change Care Act team, a total of 71 participants 

since October 2016 have been allocated some form of 

provision under The Care Act (2014). Within this group, 

29 individuals were awarded a Personal Budget to pay 

for their additional care and support.

Key recommendations within the concluding section 

of this report include:

• A follow up to the Covid-19 participant survey 

(2020) is required, to increase our understanding 

of the impacts the pandemic has had on a) the 

complex needs of participants b) the employment-

related aims and aspirations of participants c) the 

digital needs and barriers of participants currently 

accessing Opportunity and Change

• Invite all former participants to complete a survey, 

approximately 6 months after leaving the project, to 

capture evidence of sustained employment-related 

outcomes as well those relating to complex needs

• Supporting participants with complex needs to 

develop their employability should become a 

regular focus in Quarterly Navigator Meetings; 

showcasing good practice to attain better results

• Special focus features are developed for these 

sessions to encourage wider information sharing on 

topics around the Information Advice and Guidance 

agenda, in addition to specific learning on the 

complex support needs of participants 

• Encourage all front-line delivery staff to promote 

the use, where possible, of online digital tech as an 

additional or alternative means of communication; 

supporting participants to develop their IT skills and 

confidence

• Project leads to pro-actively encourage partners to 

share their wider knowledge and good practice in 

relation to tackling digital exclusion.

“A huge thank you to the partnership for their ongoing commitment to supporting vulnerable people in 
our communities across D2N2, in what has undoubtedly been for many, a tremendously difficult year.   

As evidenced in this evaluation report, partners have demonstrated their ability to respond and adapt 
very quickly to the additional challenges brought on by the pandemic. Through the partner’s resilience 
and innovation, the project has continued to offer a diverse range of support to participants, in both 
managing their complex needs, and making progress towards achieving their individual training and 
employment-related goals. 

I am delighted that the project has been granted an extension and will now continue to March 2023. This 
demonstrates the ongoing need and importance of projects like Opportunity and Change.”

Richard Oskwarek
Programme Manager,
Opportunity and Change



SECTION 2:

Opportunity and 
Change Partnership 
There are currently nine organisations delivering end-to-

end Navigator support4, to participants across the D2N2 

region5. These are: 

• Acorn Training

• Derventio Housing Trust

• Double Impact

• Framework

• Nottingham and Nottinghamshire Refugee 

    Forum (NNRF)

• Nottingham Women’s Centre

• Nottinghamshire YMCA

• Women’s Work Derbyshire

• YMCA Derbyshire

Introduction

SECTION 1:

1.For more information, visit: www.frameworkha.org

2. The D2N2 LEP region includes Derby, Derbyshire, Nottingham and Nottinghamshire. For more information visit: www.d2n2lep.org

3. ‘Severe and multiple disadvantage’ (SMD), is used interchangeably with the term ‘multiple and complex needs’ used in previous 
Opportunity and Change literature. It refers to people experiencing chronic poverty and social exclusion, facing a range of complex social 
problems including homeless, substance misuse, offending, mental ill health, and cycles of violence and abuse. For more information, 
visit: www.lankellychase.org.uk

4. Navigators offer a range of holistic, person-centred support to meet individual participant needs, identified through quarterly Support 
Needs Assessments, and regular Change Plans. During one-to-one meetings, Navigators provide participants with information, advice and 
guidance, signposting to specialist support services, sharing information (i.e. training, education, volunteering, employment), and providing 
encouragement and motivation to engage with opportunities. 

Opportunity and Change, led by Framework1, is an employment-related project delivered by a partnership 

of nine community-based organisations across D2N22. The project’s aim is to provide ‘a pathway to work’ 

for unemployed and economically inactive people facing severe and multiple disadvantage3; adopting a 

collaborative approach to provide better access to support, training and employment opportunities. The 

project is part of a nation-wide programme across England, called Building Better Opportunities (BBO). 

Match-funded by the National Lottery Community Fund (TNLCF) and European Social Fund (ESF), until 

March 2023, Opportunity and Change supports those whom are disengaged and furthest away from the 

labour market across the D2N2 region.

To complement the one-to-one support provided by 

personal Navigators there are five partners offering 

specialist support to participants:

• Derbyshire Law Centre and Nottinghamshire   
    YMCA (The ‘Care Act Team’)

• Framework (Skills Plus for Change)

• Improving Lives (Counselling)

• Nottingham Contemporary  
 (The Loudspeaker Programme).
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After four years 
of project delivery, 

Opportunity and 
Change had supported 

1159 individuals 
facing multiple 

disadvantage to move 
closer towards the 

workplace; 134 more 
than the profiled 

target.

a  p a t h w a y  t o  w o r k

OPPORTUNITY
AND CHANGE

http://www.frameworkha.org
https://d2n2lep.org/
https://lankellychase.org.uk/
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The Evaluation Team7

7. Special thanks to Eleanor Fegredo, former Senior Administrator 
within the Opportunity and Change Project Team, for compiling 
sections on Skills Plus for Change and the Care Act Team.  
8. For more information, visit: www.coalescapture.co.uk 
9. The videos are available via the Opportunity and Change website: 
www.opportunityandchange.org/about-us 
10. For more information, visit: www.connectmore.org.uk 

 

Evaluation
Methodology
The evaluation has a mixed-methods (qualitative and 

quantitative) design. It draws upon a range of secondary 

data including: 

• The Opportunity and Change Project Plan

• ESF and TNLCF (BBO) Guidance

• Data entered onto the project’s MIS, Hanlon

• Meeting minutes

• Monitoring reports

• A variety of policy documents.  

Primary data for this report has been generated from the 

following methods:

• Observation and participation in strategic 

meetings and development sessions

• Film making featuring specialist providers and 

participants

• Discussions with the Local Authority Stakeholder 

Managers

• One-to-one interviews with participants

• Participant Surveys 

• Ongoing dialogue with the project management 

team

• Focus groups with partner managers and 

Navigators.

Jess Smith is the 

Evaluation Lead of 

Opportunity and Change. 

Employed by Framework, 

Jess has been involved in the 

delivery, management and 

development of numerous 

employment and complex 

needs related services for 

the past thirteen years. 

Alongside the evaluation of Opportunity and Change, 

Jess is undertaking a PhD project through Nottingham 

Trent University, about the role and impact of employment-

related support within services for people facing severe 

and multiple disadvantage.

                                       Jason Jones is also 

employed by Framework, and 

is the partnership’s Quality 

and Monitoring Officer. 

Jason provides a wide range 

of monitoring, and ongoing 

training and support to 

the partnership regarding 

the project’s Management 

Information System, Hanlon. 

Prior to joining Opportunity 

and Change in 2018, Jason worked within further, higher 

and community education for fourteen years, delivering 

Performance, Systems, Data and Student Support.

                                       Coales Capture 
Media House is a 

Photography and Video 

Production company based in 

Nottingham8. Its owner, Joe 

Coales, has been working 

with Opportunity and Change 

since 2018; producing 

a series of short films to 

showcase the work of the 

project and its impact, from 

a range of staff and user perspectives9. Joe is passionate 

about working with vulnerable and disadvantaged people 

and providing a platform for individuals to ‘tell their story’. 

Richard Hazledine 

is an independent 

consultant with an interest 

in the development of 

publicly funded projects 

across the third sector.  

Through his business, 

ConnectMore Solutions10, 

Richard provides specialist 

evaluation and business 

development support in relation to new and existing 

projects. Richard has expertise around the thematic areas 

of employability, health and wellbeing, and financial 

inclusion. He was delighted to offer interim evaluation 

support to Opportunity and Change over the period 

September 2020-April 2021.   

6. See Annex A for an outline of project results and outcomes to March 2022.

Opportunity and Change Project Extension 
In summer 2019, Opportunity and Change secured continuation funding to the value of £4.1 million, to work with an 

additional 375 participants between 1st October 2019 and 31st March 20226. Following recognition of an increased need 

for programmes like BBO during 2020, the National Lottery Community Fund and ESF have agreed to extend the project 

by a further 12 months, to 31st March 2023.  

About the Evaluation
The evaluation of Opportunity and Change began in January 2017. It is designed to help improve management and 

delivery of the project; providing a roadmap based on our continued learning about ‘what works’ and ‘what could 

be improved’. In order to achieve this, the evaluation gathers feedback and insights from a broad range of user and 

stakeholder perspectives, while aiming to increase understanding and awareness of the participant experience. The 

summative findings of the evaluation assess the wider impact and legacy of the programme; identifying and promoting 

effective ways to deliver employment-related support to individuals facing severe and multiple disadvantage. The 

ultimate aim is to provide an evidence base to inform how employability programmes of this kind could be designed and 

delivered in the future.

The purpose of this report is to review the learning, development and performance of the Opportunity and Change 

project in 2020. The report builds on the findings of previous evaluations; offering insights into the diverse challenges, 

experiences and achievements of participants. Whilst the aims of the project are clear, no two participant journeys are 

ever the same; something that has never been more apparent than throughout 2020, the year of the pandemic. Included 

in this report are six feature case studies that serve to exemplify and celebrate this diversity.  

Section two of the report reflects upon how those in contact with Opportunity and Change experienced life in a 

pandemic, including: understanding the impacts of Covid-19 on the complex support needs of participants; how the 

partnership adapted its working practices; and emerging themes surrounding Digital Inclusion.  

Section three of the report reviews the project’s overall performance in relation to results and outcomes. Despite the 

challenges of the pandemic, Opportunity and Change continued to engage with a significant number of individuals 

across D2N2 looking for help to address their complex needs. This section offers in-depth reviews of the Skills Plus for 

Change programme, employment-related support delivered by Navigators, and the work undertaken by the project’s 

dedicated Care Act Team. 

The concluding section of this report summarises the key learning relating to project performance and delivery during 

2020, accompanied by a series of recommendations.

http://www.coalescapture.co.uk
http://www.opportunityandchange.org/about-us
http://www.connectmore.org.uk 


As the Covid-19 pandemic crisis reached the UK in early 

2020, forcing most public services to close their doors, 

voluntary and community sector organisations throughout 

D2N2 continued to provide emergency front-line support 

to those with multiple and complex needs. Where face-

to-face engagement was not possible, Opportunity and 

Change delivery partners adapted their working practices 

to ensure that participants were still supported; online and 

over the telephone. By the time the first national lockdown 

restrictions were announced by the UK government on 23rd 

March 2020, the focus across the sector had shifted from 

contract compliance and outcomes-based approaches, 

to a wholly needs-led, and person centred response: 

ensuring that participants had access to basic resources 

such as food, electricity, medication, PPE, Covid-19 

testing, entertainment, and were signposted to additional 

specialist crisis support.

The strategic response of front-line services proved - yet 

again - their unfaltering resilience and innovation, whilst 

the individuals working with and supporting participants 

faced daily unprecedented personal and occupational 

challenges of their own. 

Understanding
the Impacts of
Covid-19

SECTION 2:
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Clare first started accessing Opportunity and 

Change in 2017, with housing-related support 

needs and mental health issues relating to a 

long-term abusive relationship. Clare had recently left 

her abusive partner, with whom she has a son. Initially, 

she accessed specialist support from Women’s Aid, 

along with legal advice regarding child custody. Clare 

had experienced significant emotional trauma and was 

finding the positive steps she was taking were also difficult 

and challenging. However, with months of regular and 

consistent support, Clare began to engage with a broad 

range of services, including counselling through the 

Nottingham Women’s Centre, Skills Plus for Change, The 

Loudspeaker Programme, and practical skills courses at 

Framework’s Training Centre. 

By summer 2019, Clare and her Navigator began 

to discuss employability. Clare expressed an 

interest in volunteering within the care sector, and 

by early 2020 she had successfully completed 

two Employability training courses, and, a ten-

week training programme to become a volunteer 

with the Alzheimer’s Society. Clare hopes this 

volunteering will eventually support her long-term 

goal of working with elderly people within a mental 

healthcare setting. 

Unfortunately, Clare’s voluntary placement had 

to be put on hold due to the pandemic. Whilst 

grappling with the new challenge of home-schooling 

her son, Clare recognised the potential to share 

her passion for roller skating and hoola-hooping 

through teaching. She completed a hoola-hooping 

Instructor course, and throughout autumn 2020 she 

volunteered at the weekends as a roller-skating 

Instructor for young children. In early 2021, Clare 

continued to develop her skillset by completing 

an online Level 2 business startup course. Clare’s 

Navigator commented: “It has been amazing to 
see how far Clare has come with her burst of 
confidence and self-belief, while at the same 
time, fighting through any anxiety and fear to 
keep pushing herself”.  

Opportunity and Change has helped Clare to 

rebuild her confidence and sense of security: 

“[…] a general feeling of being safe; knowing 
someone has got my back. I’m at a point now 
where I benefit from having someone to just 
check in with now and again. I still engage with 
a counsellor over the phone once a week. My 
Navigator helps me to plan and look forward, 
my counsellor helps me to look back and 
process events from the past”.

Case Study: Clare

Clare added: “For me it was about 
being heard and understood. My 

Navigator has been brilliant; she’s a 
good listener and knew exactly what 

sort of training would interest me. 
Exploring and identifying practical 
solutions together, I now have the 

skills and self-belief to move forward 
with my life”. The diverse ways in which we experienced and responded 

to life in a pandemic demonstrates a continued need 

for services to work together in a personalised way; 

accounting for complexity and adaptability to a changing 

landscape. Moreover, it is anticipated that the learning of 

the last eighteen months will serve to enhance, rather than 

replace, existing good practice. 

Drawing upon a range of primary data from focus groups 

and surveys, this section of the report reflects on how those 

in contact with Opportunity and Change experienced 

life in a pandemic, including: the impacts of Covid-19 

on the complex support needs of participants; how the 

partnership adapted its working practices; and emerging 

themes surrounding Digital Inclusion.



Research undertaken by Women’s Aid in 202011 revealed 

that domestic abuse experienced by women and children 

in England has significantly worsened since the start of the 

pandemic. Women were more isolated from friends and 

family, with fewer options for escape; over three quarters 

of survivors (78.3%; 36 individuals) who completed 

one survey said they felt unable to leave or get away 

because of the pandemic. This had a subsequent impact 

on mental health; with more than half of the respondents 

experiencing a deterioration in their mental health that 

left them feeling less able to cope with their abuse. The 

majority of the 30 women’s services that took part in the 

Women’s Aid research reported an increase in demand 

during lockdown, and all services expect to see a 

significant spike in demand throughout 2021. 

Navigators from Women’s Work Derbyshire and 

Nottingham Women’s Centre reflected on the overall 

impact that the pandemic has had on the lives of female 

participants and their families. Home life intensified for 

individuals and families during lockdown: with children 

being unable to attend school or nursery, many parents 

have had less time to focus on their typical day-to-

day work; instead having to home-school children of 

different ages whilst juggling domestic chores and other 

responsibilities. With many partners at home, either 

furloughed, unemployed, or facing redundancy, families 
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 Impacts of Covid-19 on the Complex Support 
Needs of Participants 
The available evidence suggests that individual participants have experienced the pandemic very differently over the past 

year. Much of this experience has depended on variable wider life circumstances and reflects the considerable diversity 

of need amongst those who engage with Opportunity and Change. There are also hidden and emerging impacts of the 

pandemic that are not yet seen or fully understood.

People with multiple and complex needs face worse health inequalities and are particularly vulnerable to mental ill health 

and social isolation. A survey completed in July 2020 with 206 (94.0%) participants, either over the telephone or online, 

revealed that the majority of participants had emerging or worsening symptoms of mental ill health as a result of the 

Covid-19 pandemic: 

• 79% participants reported symptoms of depression (including low mood, feeling helpless or overwhelmed)

• 78% participants reported symptoms of anxiety (including panic attacks and thoughts about self-harm)

• 61% participants reported feeling lonely or socially isolated

• 47% participants reported increasing concerns about catching the Covid-19 virus due to pre-existing health 

conditions, such as asthma or diabetes

• 35% participants reported delaying visits to the GP or hospital because of fears about Covid-19; leading to a 

pre-existing health condition getting worse

• Pre-existing anxiety about leaving home and travel had worsened for many individuals

• Concerns about the behaviour of other people was significant. Specifically, a lack of trust in the general 

population to adhere to social distancing and other protective measures

• For participants with underlying health conditions or vulnerable family members, the behaviour of others was seen 

as a threat to their general sense of wellbeing and safety

• Time has been a helpful factor for some individuals; they became more used to living in a pandemic and started to 

adjust. Some anxieties have eased over time. 

For those with pre-existing social anxiety, the pandemic 

had made the idea of attending group-based 

interventions more daunting. A significant number of 

participants (39%) said they would not be comfortable 

attending activities such as Skills Plus for Change, 

Equine Assisted Therapy or The Loudspeaker Programme. 

However, a number of these participants said they would 

be willing to try and engage with the group-based 

activities online.

Despite new and worsening mental health problems 

and concerns about being out in public, 168 (82%) 

participants said they would feel comfortable meeting 

one-to-one with their Navigators, either somewhere 

open and outdoors or at the usual indoor premises with 

appropriate safety measures in place. Trust was a key 

factor; having an established relationship with fewer 

‘unknowns’ to contend with than there would be within a 

group.

The requirements of lockdown left many participants with 

little face-to-face contact. Participant comments suggest 

that fear of increased social isolation was a motivating

factor for many individuals to continue engaging with 

their Navigator, online or over the telephone:  

“I want to say that my Navigator’s regular phone 
calls and keeping in touch have helped me so 

much. She even dropped off some knitting materials for 
me as she knew how much it helps me. The regular calls 
are really helpful. I miss going into the centre; not being 
able to push myself to leave my house and comfort zone 
has been very challenging.”

“It always works better face to face, although my 
Navigator does a great job. She makes me feel 

supported and understood. I really appreciate the help 
I have received from [the host organisation]; they do so 
much.”

“It has been difficult to focus on any training or 
courses due to having my two little children to look 

after. The regular phone contact with my Navigator has 
been very much appreciated though.”

“I am thankful for the adaptations already in place 
like Zoom for Skills Plus for Change, texts, and 

constant phone calls from my Navigator.”
11. www.womensaid.org.uk/a-perfect-storm-the-impact-of-the-
Covid-19pandemic-on-domestic-abuse-survivors-and-the-services-
supporting-them/

encountered financial difficulties due to increasing 

utility and food bills and reduced budgets. This added 

subsequent pressure to relationships and made problems 

such as domestic abuse worsen or re-emerge, in many 

cases. Whilst a few women found having their children 

at home more provided them with a ‘positive distraction’, 

others relapsed or increased their use of substances 

(typically alcohol) as a means of coping with the added 

stress and anxiety brought about by the pandemic. 

Practical barriers such as a lack of access to IT meant that 

for many women, their only source of contact with the 

outside world became weekly wellbeing checks over the 

telephone. One Navigator described:  

“For some of the women accessing our centre 
and Opportunity and Change, their lives 
effectively came to a standstill because of the 

pandemic.  So much had to be put on hold for a year; 
progression towards work, training or volunteering was 
replaced with fear, anxiety and social isolation”.

Opportunity and Change has acquired relatively limited 

information regarding the impacts of the Covid-19 

pandemic on those experiencing substance misuse, 

housing-related issues and offending. Some of these 

impacts are hidden and newly emerging, and will need 

to be explored in greater depth over time.

https://www.womensaid.org.uk/wp-content/uploads/2020/08/A-Perfect-Storm-August-2020-1.pdf
https://www.womensaid.org.uk/wp-content/uploads/2020/08/A-Perfect-Storm-August-2020-1.pdf
https://www.womensaid.org.uk/wp-content/uploads/2020/08/A-Perfect-Storm-August-2020-1.pdf
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Kirsty had been accessing Women’s Work 

Derbyshire for a couple of years through her 

engagement with the Turn Around Project , before 

signing up to Opportunity and Change in October 2019. 

Kirsty had become a Peer Mentor for The Probation 

Service, which enabled her to use her own lived 

experience to support other female ex-offenders. This 

voluntary work gave Kirsty the confidence to start thinking 

about paid employment, but she was also struggling 

with her self-esteem, and needed additional support in 

relation to substance misuse, domestic abuse and previous 

offending. 

“I think some people are in a bit of denial about the 
fact they’ve got complex needs, but it’s about being 
honest with yourself. I felt that Opportunity and 
Change was the right fit for me. At the time, I had a 
lot of underlying issues with my family, not feeling 
good enough and things like that, but I still wanted 
to work”. 

Kirsty tried some of the group-based therapeutic 

interventions available to Opportunity and Change 

participants, but found them difficult to get on with. 

Instead, she benefitted from talking therapy, coupled with 

the one-to-one support she received from her Navigator. 

When the UK went into its first national lockdown in March 

2020, Kirsty found herself feeling particularly vulnerable 

and unable to cope on her own. 

“The first lockdown was the hardest. I didn’t even 
realise how much it was affecting me until my sister 
video called me with the kids, and I just lost it and started 
crying. At that point my Navigator arranged for me to 
have counselling via Zoom, so I could keep having the 
support even during the lockdown. She also phoned me 
regularly, sent me a lot of links to online courses which 
I completed, and, she put me in touch with a Career’s 
Adviser to help me access more employment-related 
support online.” 

Kirsty went on to describe her Navigator as ‘a bit of a 

lifeline’ for her throughout 2020. For example, when 

Kirsty began an unhealthy relationship, her engagement 

with Opportunity and Change slowed down. However, 

instead of ending the support, Kirsty’s Navigator persisted; 

offering Kirsty extra encouragement and motivation until 

she re-established a more regular pattern of engagement.

Over time, Kirsty began to accept her capabilities and 

recognise her skills: 

“I didn’t think I was good enough to get a job, and 
my Navigator gave me that confidence and belief 
that I am good enough. She reminded me that I was 
doing a lot of work as a mentor; I already had a 
range of skills”. 

When a Community Support Officer position came up 

within The Probation Service, Kirsty applied, and was 

successful. Answering the question about criminal history 

had been a huge concern for Kirsty, but her Navigator 

helped her to prepare answers, both on the application 

form and at interview. When we spoke, Kirsty had just 

received confirmation that her temporary contract had 

been extended, and she was thrilled.

Case Study: Kirsty

“Opportunity and Change has had 
a massive impact on me. If it wasn’t 
for my Navigator, I would probably 
still be volunteering and not in paid 
employment. I wouldn’t have been 
able to take that extra step on my 

own and get through all the different 
things that were going on”.

12. The Turn Around | Women's Work (womens-work.org.uk)

 

• Partners proactively implemented plans that would 

enable staff teams to work from home

• This specifically involved Navigators preparing 

secure areas to store digital and electronic files 

from home

• Participants were briefed to expect that face-to-

face contact would cease and be replaced by a 

combination of phone calls, emails, text messages 

and digital video communication; typically via 

WhatsApp or Zoom

• In a small number of cases it was evident that some 

Navigators were conducting face-to-face, socially 

distanced wellbeing checks on participant’s front 

door steps in order to maintain contact with some 

of the most socially isolated individuals

• As 2020 unfolded Navigators began to offer 

regular wellbeing checks to participants, typically 

over the telephone, through texts and with 

occasional emails and video calls

• The frequency of contact tended to increase 

following the first national lockdown which 

commenced on 23rd March 2020.  In one 

instance a provider stated that regular wellbeing 

checks were to help prevent escalation of mental 

health issues and addiction relapses

• Participants were signposted to online learning 

resources and where necessary to local foodbanks 

and wider sources of support

• One partner organisation (Women’s Work 

Derbyshire) made the decision to reopen their 

premises after the first lockdown, offering women 

the choice to re-engage with face-to-face 

provision, including The Freedom Programme and 

Opportunity and Change

• Subsequently Women’s Work Derbyshire started 

working with 27 female participants between 

April and December 2020; the highest number of 

new starts across the partnership in 2020. Almost 

all (92.5%) of these women required support in 

relation to current or previous domestic abuse

Opportunity and Change Delivery
Partnership’s Response to Covid-19

• All partners recognised the need to protect 

staff wellbeing in addition to the wellbeing of 

participants. In this respect a number of partners 

also developed on-line staff rooms for Navigators 

to meet during lunch breaks

• Similarly, several partners encouraged their 

Navigators to take regular breaks during the day 

and to find time to undertake outdoor exercise.

A number of new challenges emerged from the 
adaptations made to service delivery, including: 

• The requirement to conduct service provision 

remotely made it potentially more difficult 

for Navigators to observe non-verbal cues 

and body language to assess the general 

wellbeing of participants

• Both Women’s Work Derbyshire and 

Nottingham Women’s Centre reported 

having to work harder than before to 

discreetly support women living with 

perpetrators of domestic abuse. Both services 

offered participants referrals to Women’s 

Aid, and signposted them to other specialist 

services as required

• Counselling services were made available 

over the telephone, however for some this 

was not an option due to a lack of privacy 

at home

• Similarly, in some instances engagement 

was affected by ‘the intensity of lockdown’; 

with an increase in missed and rescheduled 

appointments

• Collecting wet signatures and maintaining 

project paperwork became more challenging. 

Some Navigators did not possess the 

necessary technology at home to provide 

an online audit trail to meet the requirements 

of the project.  This resulted in a backlog in 

reporting and maintenance of records on the 

project’s MIS.

In April 2020 Opportunity and Change partners were asked to provide action plans detailing changes to working 

practices that would enable the continuation of service delivery throughout lockdown and other pandemic-related 

restrictions. In summary, the following adaptations were made to service delivery during 2020: 

https://www.womens-work.org.uk/
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In response to concerns about participants becoming more socially isolated and at higher risk of mental ill health, 

Navigators found innovative ways to keep participants engaged and motivated during the pandemic. This included:

• Supporting participants to explore and engage with hobbies and interests during the lockdown period, which 

provided them with a positive focus. Crafting and other materials including books, matchstick model making kits, 

Lego, jigsaws, sketchbooks, art therapy books, gardening and yoga materials were sourced, purchased and 

delivered to participant’s homes

• Discussions about hobbies and interests also provided a useful strengths-based ‘in road’ to further discussions 

about skills and motivation to move towards education, training or employment

• Navigators maintained a focus on wellbeing including: getting active and completing daily exercise, finding 

opportunities to give back in their local communities, staying connected with other people, and engaging with 

online learning and development i.e. short training and personal development courses 

• All participants were signposted to additional mental health support and made aware of a variety of relevant 

online resources available

• Regular wellbeing checks were provided over the telephone, offering an opportunity for participants to routinely 

‘check in’. Navigators commented that ‘time and space to vent’ provided opportunities to reflect on and process 

challenging events taking place

• This involved asking participants how they were feeling, listening, and offering a combination of emotional 

support and practical solutions as required

• Navigators felt it was equally important to encourage participants to discuss and plan for their future and ‘life 

after the pandemic’; using motivational interviewing and goal setting techniques

• One Navigator sent out daily group texts to all participants on their caseload, including a motivational quote and 

a reminder of their working hours and availability.

Although there were increased barriers to engagement 

during 2020, especially with group-based activities, Skills 

Plus for Change (see page 34) and also The Loudspeaker 

Programme were able to effectively adapt and continue 

to support participants online, digitally and via post. In 

their own evaluation of their October - December 2020 

programme, The Loudspeaker Programme offered some 

excellent examples of positive developments in the use 

of digital tech communication and subsequent emerging 

good practice:

• Increased and more in-depth communication 

between the Programme Manager, Support 

Worker and Navigators helped to retain regular 

attendance and support the enhanced risk 

management process 

• Navigators and other staff promoted The 

Loudspeaker Programme online by using digital 

flyers, and by sharing a short introductory film 

• Sessions were delivered online through Zoom. 

Although there were some technical teething 

problems, participants developed the skills and 

confidence required to download and use Zoom, 

and resolve issues as and when they occurred

• Staff adapted to provide basic advice over the 

telephone, in writing and through texts to help 

participants to download and use Zoom before 

and during sessions 

• The Associate Artist used Breakout Rooms and 

Annotation tool functions in Zoom to facilitate 

group discussions and collaborative activities 

• Where participants were affected by personal 

issues that may have been triggered during 

sessions, The Support Worker was able to offer 

one-to-one support by communicating via text 

and phone calls, which equated to having quiet 

‘to one side’ conversations that take place during 

in-person sessions 

• Participants were also encouraged to use 

WhatsApp to share images of their artworks, which 

influenced the development of positive dynamics 

within the group

• Virtual Reality tours of the gallery enabled 

participants to experience the art exhibitions 

and appreciate the relevance of the programme 

activities. To offer further context, carefully selected 

supplementary short videos and music tracks were 

shared via YouTube

• Packs of art making materials and activity prompts 

were sent to participants in the post each week, 

ahead of the scheduled session. Participants 

receiving a parcel was regarded as a positive way 

to encourage attendance and help individuals to 

feel valued 

• In the absence of a physical exhibition and 

celebration event to mark the end of the 

Programme, an online photobook was compiled 

in collaboration with all participants, and shared 

on the Nottingham Contemporary’s website. In 

future, work will continue to be exhibited online in 

addition to the physical event, in order to reach a 

wider audience.

The Opportunity and Change partnership’s response 

to the Covid-19 pandemic crisis of 2020 should be 

applauded. Whilst there are lessons to be learned from 

the adapted approaches to working with participants, 

existing practices of supporting individuals in a needs-led, 

personalised way are more relevant now than ever before. 

The available evidence demonstrates that participants 

value their engagement with Opportunity and Change 

and the support they receive. In the face of a pandemic, 

Opportunity and Change has persisted in promoting 

social inclusion, recovery, community engagement and 

resilience across its working practices. 
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Emerging Themes 
Surrounding Digital 
Inclusion
In a wider social policy context there are concerns about 

vulnerable people, including those with multiple and 

complex needs, being exposed to risk of further exclusion 

if support services were to be driven online. Indeed, the 

available evidence suggests that a significant number of 

participants accessing Opportunity and Change would 

be at an increased risk of harm if face-to-face provision 

were to cease to exist. Providing resources that enable 

participants to engage with support remotely, in addition 

to in-person services could, however, represent a well-

timed and positive move towards a more inclusive, 

adaptable and sustainable way of working for all. 

Some Opportunity and Change participants do not have 

access to smartphones or computers, and a significant 

number of those who do, still face practical and financial 

barriers to accessing the internet on a regular basis. 

Furthermore, there are gaps in knowledge, skills and 

confidence amongst some participants and, in some 

cases, front-line delivery staff. As an employment-related 

support project, Opportunity and Change are ideally 

positioned to overcome such challenges; continuing their 

efforts to maximise reach and accessibility for people with 

multiple and complex needs. The participant Covid-19 

survey undertaken in July 2020 highlighted some of 

the participant needs and barriers in relation to digital 

technology. Crucially, it also revealed optimistic findings 

about participants’ motivation to engage with help and 

support to become more digitally included, and their 

existing range of relevant skills and resources:  

• Only 6 participants (2.9%) said they were without 

access to any IT, other than a basic phone for calls 

or texts

• The majority of participants said they had 

access to at least one of the following devices: 

a smartphone or tablet (83.0%), a PC or laptop 

(37.4%), and a basic phone for call or texts only 

(20.4%)

• A majority of participants (68.4%) said they had 

access to the internet either through Wi-Fi or data. 

Participants who had access to a smart phone, tablet or 

computer were asked how comfortable they were to use 

email, social media, and (i.e. Facebook, Instagram) and 

group chat (such as What’s App, Snapchat and Facetime):

• The majority of those who answered said they were 

comfortable using email, social media and groups 

chat to communicate with friends, family, and 

support services

•  A third of this group (68 participants; 33%) said 

they had used Zoom, and 10 participants said they 

were familiar with using MS Teams

• Those who were not comfortable offered a range 

of reasons. For example, one participant said they 

found it difficult to find private space at home for 

engaging online, others cited mental ill health as a 

barrier, and for others it was a lack of confidence 

because they were trying something new

• Additional evidence suggests those engaging with 

SP4C and The Loudspeaker Programme received 

in-depth support to access provision online, and a 

further five participants received support from their 

Navigator to use Zoom or MS Teams, specifically 

to prepare for online job interviews.

The overall findings of this survey suggest that most 

participants were willing and motivated to overcome 

their barriers to using IT in order to maintain contact and 

engagement with others. Furthermore, 90.0% participants 

said that despite the pandemic, they still wanted help 

to move closer towards education or training (70.9%), 

employment (52.4%), or active job searching (35.4%). 

These findings suggest that by offering more online support 

to individuals alongside their face-to-face provision, 

participant engagement and outcomes could potentially 

increase.

While there have been some clear benefits of using digital technology to enhance support and provision during the 

pandemic, online focus groups with the Opportunity and Change partnership revealed several unforeseen challenges 

accompanying this transition:

• Partners expressed fears that more online interaction might lead to fewer in-person services, which would have a 

detrimental impact on the wellbeing of participants

• Specifically, online communication does not get people out of the house; if the only opportunities people had to 

connect with others were online, individuals would remain physically and geographically isolated 

• Some partners are becoming concerned that the severity and complexity of problems will worsen as issues are 

not being picked up soon enough by typical means of observing the participant’s physical environment and/or 

non-verbal cues 

• Many participants and Navigators simply prefer face-to-face contact and get less enjoyment from online 

interaction

• It is not possible to deliver all group-based therapeutic interventions online, for example, Equine Assisted Therapy, 

Men in Sheds, and Grow Outside

• Working remotely, there has been a tendency for Navigators to work more closely with colleagues from the same 

partner organisation, leading to knowledge and best practice not necessarily being widely shared across the 

project

• The project has found it difficult to offer employment-related support over 2020. Depending on the individual 

circumstances of participants in many cases there has been a tendency to prioritise the subsistence of individuals.

In early 2021, partner managers and stakeholders were asked to consider the potential and wider implications of 

adapting and delivering more online provision in the future. There were three key themes to emerge from this feedback, 

which are summarised below.

Theme 1: Participant IT Skills and 
Confidence 
• Partners highlighted a need to identify current 

gaps in IT skills, knowledge and abilities of 

participants, offering a number of potential ways 

to capture this information

• Several partners suggested that Skills Plus for 

Change are ideally placed to develop suitable 

training; as they have already made positive 

steps in this area with their learners and have 

established relationship with partners

• A couple of partners suggested that some 

one-to-one appointments could be offered as 

virtual meetings in addition to or instead of 

phone calls or face-to-face meetings, in order to 

support participants to develop their IT skills and 

confidence

• Partners also highlighted that delivering online 

requires additional measures have to be put in 

place to identify, assess and manage risk and 

potential barriers to learning, such as poor 

literacy skills, ESOL, and a lack of privacy or safe 

space for online engagement.

Theme 2: Staff IT Skills and 
Confidence
• Similarly, partners felt it would be beneficial 

to carry out an audit of staff IT skills, as some 

Navigators have reported a lack of confidence 

with delivering support online, for example 

setting up and using Zoom or MS Teams to 

conduct one-to-one appointments

• Partners recognised that gaps in IT skills or 

knowledge may deter some staff from facilitating 

opportunities to deliver support online.

Theme 3: Opportunity and Change 
Discretionary Fund 

• As part of the wider challenges revealed by the 

pandemic there is a requirement for the project to 

consider the use of its discretionary fund for the 

purposes of tackling digital exclusion

• Available evidence suggests that the Opportunity 

and Change discretionary fund is currently being 

under-utilised and requires further investigation 

to establish why, and  how access to this resource 

can be maximised for the remainder of the 

project.
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Emma started accessing Opportunity and Change 

in January 2020, through one of the project’s 

specialist partners for women. She was in an 

abusive relationship and struggling with her mental 

health. Emma has been out of paid employment since 

2015, during which time she has been caring for her 

three children. In her own words, Emma described her 

motivation for engaging with Opportunity and Change:   

“I felt like I wasn’t getting much social contact with other 
people, I felt quite isolated and I wanted to explore 
ways that I could get back into paid employment. I didn’t 
really know where to start and felt anxious about taking 
the right steps”. 

Emma started to attend Skills Plus for Change to meet new 

people, reduce her feelings of social isolation, and learn 

new skills. She also began attending The Loudspeaker 

Programme which she said was ‘absolutely fantastic’. 

Unfortunately, when the first lockdown was announced in 

March 2020, all group-based activities and interventions 

were postponed.  

Emma was also having counselling and although the 

sessions continued to be available over the phone, Emma 

requested for these to be put on hold due to her husband 

being at home; fearing the lack of privacy and worry of 

him eavesdropping. With concerns about the emotional 

abuse escalating during the lockdown period, Emma 

was referred to a local domestic abuse charity, and was 

reassured that help was readily available and accessible 

to her.

  In the absence of face-to-face support, Emma and her 

Navigator discussed opportunities for her to focus on her 

mental wellbeing through online engagement. In between 

home schooling her three children, Emma engaged with 

Skills Plus for Change sessions via Zoom, began online 

volunteering as a Peer Mentor with a national mental 

health charity, and has also completed several personal 

development workshops and short courses.

Recently, Emma and her Navigator have been exploring 

training courses in Digital Marketing. Emma has a range 

of relevant skills from parenting and previous employment. 

Despite missing face-to-face support and interaction 

with other people, Emma has adapted well to online 

communication, which she recognises as yet another 

transferrable skill: 

“I feel so much more confident using Zoom than I did 
before, I feel it’s a big achievement and I’m proud 
of myself. I still feel anxious about some things, 
for example, I struggle with the thought of doing a 
presentation, but I do feel more confident with online 
communication in general”. 

Emma’s final reflections on her engagement with the 

project, and subsequent plans for her future were hopeful:

Case Study: Emma

“I feel like I’m in a better place now 
than when I first started engaging 

with Opportunity and Change. I have 
more self-awareness; I’ve really 

benefitted from some of the online 
courses. It’s like there’s a door open 
somewhere, waiting for me to walk 

through it - I haven’t quite found 
where it is yet, but I’m looking”. 

Project
Performance

SECTION 3:

Project Referrals 
In 2020, 240 individuals were referred to Opportunity and Change, and 219 (91.3%) participants started receiving 
support. Of those who started, the majority (152; 69.4%) were referred from agencies outside of the partnership, 42 
(19.2%) were internal referrals, and 25 (11.4%) were self-referring individuals. 

• Following the same trends as in previous years, external referrals increased, and the number of internal and 

self-referrals continued to decline

Opportunity and Change Referrals (2016 - 2020)

17.6%

6.8% 14%

38.7%
43.2%

28.6%

43.7%

50%

57.3%

69.4%

19.2%

11.4%

• Jobcentre Plus, Drug and Alcohol Recovery Services, and Homeless and Multiple Needs Services, continued to 

make the most referrals into Opportunity and Change across D2N2
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• The overall number of referrals into Opportunity 

and Change has decreased over time13. This is 

consistent with the size of the partnership; which 

has reduced in size from sixteen delivery partners 

delivering face-to-face support in 2017, to nine by 

the end of 2020

• There were 219 starts in 2020, showing that 

demand for the project remained high, even 

whilst delivery was largely restricted to online 

and telephone support 

• There was a regional shift in the number of referrals 

across D2N2, with the majority (66.7%) referrals 

coming from Derbyshire (n=84) and Derby City 

(n=62), compared with 33.3% coming from 

Nottinghamshire  (n=36) and Nottingham City 

(n=37)

• The Project Team acknowledge that Women’s 

Work Derbyshire’s decision to continue delivering 

face-to-face support throughout most of 2020 had 

a positive impact on the number of referrals and 

starts into the project

• Staff sickness, practical barriers associated with 

remote working, and the impact of the pandemic 

on the mental wellbeing and morale of delivery 

staff, are said to have contributed to fewer 

referrals and starts coming from Nottinghamshire 

an Nottingham City throughout 2020

• Although the number of referrals into Opportunity 

and Change has reduced over time, participant 

retention and engagement actually improved in 

202014 

13. There were 432 referrals into Opportunity and Change in 2016-17; 335 in 2018; 266 in 2019; and 240 in 2020. 
14. The % participants leaving the project within 6 months reduced by 8.8% between 2019-2020, and there was a 5.9% increase in the number 
of participants engaging for up to 12 months.

• Adding a referral form to the Opportunity and 

Change website to manage incoming referrals 

more centrally, enabled the Project Team to pre-

screen referrals for suitability and allocate them 

to the most appropriate delivery partner, which 

they believe is contributing to improved participant 

retention and engagement 

• Improvements to marketing and publicity in 2020 

included: new ‘good news’ case studies and 

videos to showcase the positive achievements 

and successes of the project, and leaflets made 

available in multiple languages

• In addition, some Navigators have delivered 

virtual referral Q and A drop-in sessions with 

potential referring agencies

• The number of referrals coming into Opportunity 

and Change in early 2021 suggests the pandemic 

has not adversely affected promotion. In addition, 

some new agencies are beginning to refer into the 

project.

Project Outputs: Participants Demographics

The table below shows that Opportunity and Change continued to meet and exceed its overall output targets throughout 

2020. By the end of December a cumulative total of 1159 participants had accessed the project. 

RESULTS INDICATOR
TARGET 
OUTPUTS (%) 
TO MARCH 
2022

ACTUAL 
PROJECT 
OUTPUTS 
(Q4 2020)

VARIANCE: 
ACTUAL 
OUTPUTS 
- TARGET 
OUTPUTS (%)

ACTUALS 
ACHIEVED AS 
(%) OF 1159

Total number of participants 1025 (100%) 1159 134 113.1%

Number of men 513 (50%) 653 140 (127.3%) 56.3%

Number of women 512 (50%) 505 -7 (98.6%) 43.6%

Number who are unemployed, including long-term 
unemployed

512 (50%) 500 -12 (97.7%) 43.1%

Number who are economically inactive, including not 
in education or training

513 (50%) 659 146 (128.5%) 56.9%

Number who are aged over 50 164 (16%) 187 23 (114.0%) 16.1%

Number with disabilities 207 (20%) 838 631 (404.8%) 72.3%

Number from ethnic minorities 123 (12%) 217 94 (176.4%) 18.7%

Gender
The number of women supported by the project increased in 2020 and marginally exceeded the number of male 

starters15. Of the 111 women who started accessing Opportunity and Change in 2020, almost half of these (50; 45.9%) 

came through one of the partnership’s two specialist women only services: Women’s Work Derbyshire (43 new starts) 

and Nottingham Women’s Centre (7 new starts).

The majority of women to access Opportunity and Change in 2020 had experienced domestic abuse and mental 

ill health, and 79.3% were economically inactive; representing 57.1% of the total number of economically inactive 

participants to start during 2020. 

Organisations like Women’s Work Derbyshire and Nottingham Women’s Centre offer specialist counselling services, and 

run courses such as the Freedom Programme, designed to empower women to move away from abusive relationships 

and feel more equipped to make positive, lasting changes in their lives. Without these specialist partners, the number of 

women engaging with Opportunity and Change would evidently be significantly lower.

15. 111 (50.7%) new starters in 2020 were female and 108 (49.3%) were male.
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Project Results against Profile

RESULTS INDICATOR
TARGET 
RESULT (%) TO 
MARCH 2022

ACTUALS 
ACHIEVED 
2020

CUMULATIVE 
ACHIEVED Y1-
Y4 (%)

VARIANCE: 
ACTUAL 
OUTCOME 
-TARGET (%)

ACTUALS 
ACHIEVED AS 
(%) OF 1159

Participants who moved into 
education or training upon leaving 

134 (13%) 22 95 -39 (70.9%) 8.2%

Participants who moved into 
employment, including self-
employment upon leaving

102 (10%) 15 88 -14 (86.3%) 7.6%

Participants who moved from being 
economically inactive, into job 
searching upon leaving

149 (15%) 12 54 -95 (36.2%) 4.7%

Economic Status
One of the strengths of Opportunity and Change is that partners have a wealth of experience supporting people facing 

multiple disadvantage. The majority of new participants (154; 70.3%) in 2020 with an economically inactive16 status is 

perhaps a reflection of this. Unemployed17 individuals (65 new starts in 2020; 29.7%), who by definition tend to have 

fewer or less complex barriers to employment, also have the benefit of access to a broader range of provision when 

seeking help to move closer towards the workplace. Furthermore, this group is more likely to engage with employment-

related support programmes as a condition of their welfare benefit entitlement, thus limiting their availability to engage 

with voluntary programmes such as BBO. This said, Opportunity and Change are still expected to engage with 50% 

participants with an ‘unemployed’ economic status by the end of the programme, and at the end of 2020 the project was 

2.3% shy of meeting this target. 

16. An economically inactive participant is defined as someone who is not available for work and is not currently seeking work. This can include 
full-time carers, people in receipt of benefits such as Employment Support Allowance, Incapacity Benefit or Income Support, full-time students, 
those not claiming any welfare benefits, and people who are distant from the labour market and require additional support, skills and confidence 
to enable them to move towards employment. 
17. An unemployed participant is defined as someone who is not working, but is available for and actively seeking work.  

Education and Training
In 2020 Opportunity and Change supported 22 participants into education or training, bringing the total since the start 

of the project up to 95.

In reality, a significantly higher number of participants have accessed some form of education or training course, however 

the vast majority of these outcomes cannot be counted towards final figures as not all forms of training and education are 

recognised by the funders.  In 2020, many participants engaged with online support and personal development courses 

which provided them with a positive distraction from the challenges of the pandemic, opportunities to connect with other 

people remotely, and develop new skills, including learning how to use digital apps such as WhatsApp, Zoom and MS 

Teams.  

Employment

Opportunity and Change supported 15 participants into employment in 2020, which brought the total number of 

participants to enter into paid employment up to 88. Those who started work in 2020 entered a range of sectors and 

occupations, including:  

• Charity – Employment Adviser 

• Construction – Site Assistant 

• Health and Social Care – Support Worker

• Housing  - Intern 

• Retail – Store Assistant

• Self-employment (Manufacturing and 

• Engineering)

• Warehousing and Distribution – Vehicle 

Transporter, Delivery Driver, Packer, 

Warehouse Assistant

Redundancies and reduced staffing due to the pandemic, are understood to have contributed to increased competition 

within the labour market. Whilst it may seem a plausible assumption that people further away from work will have 

experienced this impact more acutely, there is currently insufficient evidence to support this from within the Opportunity 

and Change partnership. Further exploration of the work-related impacts of the pandemic on the lives of participants is 

required. 

Job search 
Opportunity and Change supported 12 individuals into active job searching in 2020, leaving the project 63.8% under its 

Job Search result target18. Navigators have reported that IT has been a barrier to achieving job search results in 2020. 

Fewer participants have been willing to engage in job search-related activity without their Navigator present; either 

providing a laptop, or helping them to complete online job searches, application forms and interviews. Furthermore, many 

participants have experienced mental ill health during the pandemic, and purportedly have been less motivated to focus 

on their employment-related goals. 

As outlined on page 38, emerging evidence suggests that the amount of employment-related support participants receive 

from their Navigator varies quite considerably across the project, which could also be contributing to under-performance 

in this area.

18. Underperformance in relation to job search results precedes the pandemic: after three years of delivery, 
the project was 63.3% under achieving its profiled target; in 2020 this only increased by 0.5%. 
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Jasmine began accessing Opportunity and 

Change at the end of 2019, at a time when she 

described herself as feeling lost, and extremely 

anxious. Jasmine had to leave formal education at the age 

of fourteen with no qualifications, and symptoms of PTSD. 

As well as emotional support, Jasmine wanted advice and 

guidance from her Navigator to explore work and training 

opportunities, and some help with her housing situation. 

Describing the support she received from her Navigator, 

Jasmine said: 

“My Personal Navigator picked me up, said ‘we can 
do this’ and got me moving in the right direction. 
She was like a life coach; she helped me with many 
things, not just employment and training. It was 
lovely to have someone on my side with so much 
knowledge to share with me”. 

Jasmine soon identified a job in retail, which she applied 

for, and was offered an interview. Her Navigator helped 

her to prepare by focusing on presentation, confidence, 

and practice interview questions. Jasmine was successfully 

appointed into the part-time position, which she was able 

to do whilst still claiming welfare benefits:

“I wouldn’t have gained employment if it wasn’t for 
the support of my Navigator. At the age of twenty-
one, to be hired with no prior experience, to me is a 
fantastic achievement. Getting my first ever job has 
absolutely, completely changed my life around”. 

But it was Jasmine’s own determination, and motivation to 

engage with support in the first place that ultimately led 

her to success: “You need to want to do it. I think there 
comes a point where you have to kind of realise 
you are holding yourself back, and wanting to do 
something, is that first step”.

Meanwhile, Jasmine received support to relocate with 

her partner, to more suitable housing with better transport 

links for work. She was also referred to a Framework 

housing-related support service for help to manage her 

finances. In March 2020, Jasmine was placed on furlough 

as the UK went into its first national lockdown, and her 

Navigator contact moved online: “Instead of face-to-
face sessions, we spoke regularly on the phone, but 
it was still really helpful and things still got done. In 
fact, 2020 was a positive year for me; I had lots of 
support, and it was the year I found my direction”. 

Whilst on furlough, Jasmine focused on developing her 

physical and emotional strength by doing yoga and 

spending time in the countryside. 

Jasmine had always dreamed of a career in the police 

force, but believed it was something she could never do: 

“That changed when I got my first job. My mental 
health started to improve, and then my confidence 
increased. I just thought - you know what, I can do it! 
- so I bit the bullet, applied for the course I’m doing 
now [a Level 3 qualification in Uniformed Protective 
Services] and I’m absolutely loving it. I never thought 
I would be in this position”

Since then, Jasmine has been moving from strength to 

strength. Her course tutors have been so impressed with 

the quality of her work and commitment, they encouraged 

her to apply for a full degree, which she is due to start 

in September 2021. Furthermore, Jasmine was recently 

accepted to join the Special Constabulary as a volunteer, 

which will enable her to gain first-hand experience of 

working in the police force.  

Case Study: Jasmine

“I wouldn’t have gained employment 
if it wasn’t for the support of my 

Navigator. At the age of twenty-one, 
to be hired with no prior experience, 

to me is a fantastic achievement. 
Getting my first ever job has 

absolutely, completely changed 
my life around”. 

Project Outcome 1: Supporting Participants to 
Address Complex Needs

Analysis of Support Needs Assessment Data

According to the initial support needs assessments19 of the 219 participants who started in 2020: 

• The vast majority (208; 95.0%) said they had a mental health related support need when they first accessed 

Opportunity and Change  

• More than half (132; 60.3%) required support in relation to their housing

• Almost half (104; 47.5%) participants disclosed issues relating to substance misuse

• More than half (133; 60.7%) had experienced or were at risk of domestic abuse

• Almost one quarter (49; 22.4%) participants said they needed support to help prevent them from offending or 

re-offending. 

The column chart shows the majority of participants (183; 83.6%) had two (51.1%) or three (32.4%) support needs when 

they first accessed Opportunity and Change in 2020:
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• The remaining 36 participants (16.4%), had four (12.3%) or five (4.1%) support needs when they first accessed 

the project

• This confirms that participants are facing multiple, complex issues when they access Opportunity and Change 

• These initial indications of support needs are generally consistent with previous years.

19. Participants complete a Support Needs Assessment (SNA) with their Navigator when they first access the project, and subsequently every 
three months throughout their engagement. Participants who engage regularly typically complete around three support needs assessments over 
an average of 12 months.

Number of Support Needs Identified on Initial Support Needs Assessment (SNA)
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Project Outcomes against 
Profile

Opportunity and Change supported a total of 362 new 

and existing participants during 2020. 144 (39.8%) of 

these individuals made significant, positive progress in 

relation to at least one of their support needs in 2020, 

and there were a total of 250 support needs ‘outcomes’ 

claimed throughout the year. To summarise: 

• 91 (25.1%) participants made progress in 

relation to their mental health and wellbeing

• 66 (18.2%) participants made housing-related 

progress

• 41 (11.3%) participants made progress in 

relation to a substance misuse issue 

• 36 (9.9%) participants achieved an outcome in 

relation to domestic abuse

• 16 (4.4%) participants reduced their risk of 

offending.

In 2019-20, an average of 79.1% participants who left 

the project had made significant, positive progress in 

relation to their support needs. Whilst these results are 

encouraging, there were 161 participants (103 in 2019; 

58 in 2020) who disengaged from the project without 

achieving an outcome or result. Further analysis of this 

data revealed that:  

• Of the 161 participants who left Opportunity 

and Change with no outcome, 118 (73.3%) 

were recorded as ‘disengaged’ because of lost 

contact with their Navigator for at least 6 weeks

• 43 (26.7%) were recorded as having completed 

their support with their Navigator

• 108 (67.1%) of those who left the project in 

2019-2020 without achieving an outcome had 

been accessing the project for less than 12 

months before they disengaged. 

The project leads acknowledge the room for 

improvement highlighted by these figures. Yet, it remains 

an ongoing challenge for Navigators to quantify 

and consistently record movement towards resolving 

complex issues, since ‘progression’ is highly subjective 

and often non-linear. 

Navigators have fed back that while they understand 

the need to document progression, there is no obvious 

‘point’ in the participant’s journey to submit an 

outcome; leading them to record multiple outcomes 

retrospectively, often after a participant has left the 

project. This then creates potential for outcomes and 

supporting evidence to be forgotten or missed, and 

does not necessarily reflect an accurate account of 

progression as it takes place. 

Many services providing specialist support to help 

participants address their complex needs have been 

slow to re-open or remained closed throughout most 

of 2020 due to the pandemic, which has restricted 

Navigator’s capacity to refer participants for the 

additional help they need. This has also had an adverse 

impact on outcomes and results.  Navigators have tried 

to address the gaps in provision by carrying out frequent 

welfare checks online and over the telephone, and 

signposting participants to online resources.

• The following examples have been extracted 

from notes recorded onto Hanlon by Navigators 

in support of outcomes claimed during 2020. 

Four key observations have been drawn from 

this data: 

• The support needs and wider life circumstances 

of individual participants are extremely varied; 

with differing levels of support and intervention 

required

• Problems are dynamic and intersecting in 

nature; reinforcing that a holistic and flexible 

approach to support is necessary, including 

access to specialist provision whom have a good 

understanding of the client group 

• Positive outcomes are also intersecting, often 

linked to engagement with a range of holistic 

support, group-based learning and therapeutic 

interventions

• There is no evidence of the impact of the 

pandemic on participant support needs 

outcomes during 2020. 

Example 1: The participant has moved from short-term supported accommodation to his own rented flat through 

a local private landlord who is very supportive of his situation. This is a very positive move, as other tenants living 

in the supported accommodation were using drugs and being anti-social. The participant felt this was increasing 

his chances of re-offending, causing him to feel very isolated and impacting on his mental health. In his new tenancy, the 

participant does not have to share any facilities so he can keep himself to himself. He is also more optimistic about seeking 

paid work, now that he does not have to pay an expensive service charge to live in supported accommodation.

Example 2: Participant has moved house. The previous property was damp, the neighbours were noisy, and this 

issues were having a negative impact on the participant’s mental health. Since the move, she has reduced her 

medication and feels better. 

Example 3: When the participant first engaged with the project he was sofa surfing at his brother’s house and had 

been homeless for five years. I supported him to attend a housing assessment at the local council, and to bid online 

weekly for properties. After a few months of bidding, he has been offered a 1 bedroomed flat close to his family. The 

participant is very excited about this and feels this is an opportunity for a fresh start.

Housing-related Outcomes  

Example 1: The participant has been working with their keyworker at Nottingham Recovery Network to address 

their substance misuse issues, and has accessed alternative therapy to help with this complex need. Their improved 

mental health due to engagement with Equine Assisted Therapy and counselling has had a knock on effect to decrease 

their substance misuse. In addition, weekly physio sessions have helped overall with wellbeing and the participant has 

reduced their alcohol use.

Example 2: The participant is now in paid employment, which has had a positive impact on his mental health and 

self-confidence. He is no longer drinking in the evenings; he does not feel as vulnerable and is able to go out into 

the community to complete day-to-day tasks such as shopping or eating out. The participant states he now has a better 

understanding of his mental health triggers, coping mechanisms, and where to seek help if required in the future.

Example 3: The participant has now been sober for 2 years. She has constant contact with her grandchildren 

(something she was unable to do when she was drinking), and this has had a huge impact on her mental health. The 

participant is planning for her future now. She has learned how to use a laptop to connect with others via Zoom, orders 

shopping and pays her bills online. Her next goal is to engage with an online training course. 

Substance Misuse-related Outcomes

Example 1: The participant has been attending intense psychodynamic therapy 3 times a week and has now 

completed this. Participant has said going to pole fitness and the gym made her step out of her comfort zone and 

allowed her to accept herself and be less self-conscious about her appearance. She said she enjoys seeing her Navigator 

regularly and finds the support really useful, as she is able to ‘open up’. She is feeling much more positive about life and 

her confidence has improved significantly.

Example 2: When I first met with the participant he was regularly having suicidal thoughts exacerbated by 

workplace bullying which led to a major breakdown. Since working together we have worked on a lot of areas to 

improve his confidence and self-belief. I continued to support the participant through his first year of college as he was 

still not always confident to stand up to stronger personalities. However, there has now been significant progress and he is 

moving forward more positively with his course.

Example 3: The participant has attended Equine Therapy, the Loudspeaker Programme, Skills Plus for Change 

and the Freedom Programme. Attending these interventions have helped build the participant’s confidence by 

meeting new people, visiting new environments, working in groups as part of a team and learning new skills, knowledge 

and coping strategies/techniques. Her mental health has improved and she is more aware of the signs to look out for 

regarding perpetrators of abuse, which has ultimately boosted her confidence even further. The participant has also been 

discharged from Social Services and has even gained contact with her son after many years of being apart. 

Mental Health-related Outcomes



When Mohammed first accessed Opportunity and 

Change, he was experiencing depression and 

felt frustrated by his inability to secure sustained 

employment since his arrival in the UK in 2016. As a 

skilled Syrian stonemason, Mohammed and his family had 

been placed in a very difficult position through the onset 

of the Syrian civil war. For their safety they decided to 

move away, leaving behind extended family and a very 

successful stonemasonry business which employed 15 

local men.

Upon his arrival in the UK Mohammed had been 

very keen to utilise his substantial construction and 

stonemasonry skills to provide an income for his family.  

Unfortunately, despite his best endeavours he experienced 

a series of obstacles which he struggled to overcome 

on his quest to secure employment.  After moving into 

the D2N2 area Mohammed had become aware of the 

Opportunity and Change project through a referral from a 

local refugee resettlement programme.

The first meeting with his assigned Navigator revealed 

one of the biggest issues Mohammed faced was his 

inability to pass a Construction Skills Certification Scheme 

(CSCS) test. A closer inspection of the results of his 

recent CSCS tests revealed some of the underlying issues 

surrounding these difficulties. Since the test is not offered 

in Arabic, Mohammed and his translator had struggled 

to understand the context of the test questions. One 

notable example was the use of the term ‘plant’ which in 

this case refers to ‘plant machinery’ but was mistakenly 

translated as ‘flower’. To help overcome these difficulties 

his Navigator helpfully obtained a CSCS book which 

Mohammed could annotate with the appropriate Arabic 

terms. When he felt ready Mohammed rebooked the test 

and passed it with ease, scoring very close to full marks! 

By this point Mohammed was able to apply for his CSCS 

card and commence job searching.

Around this time, a representative from a local refugee 

resettlement project contacted Opportunity and Change 

to advise that a local construction company was keen to 

provide an employment opportunity for a Syrian refugee. 

Mohammed was understandably very interested in 

exploring this opportunity with his Navigator. A successful 

meeting was duly arranged and Mohammed was offered 

a work trial.  This was in turn successful and Mohammed 

was offered a full-time job as a labourer. His Navigator 

continued to support him through his induction and helped 

Mohammed to understand his contract of employment.  

Case Study: Mohammed

“I was very embarrassed about not 
being able to pass my CSCS test.  I 
am a skilled builder with twenty 

years’ experience.

“Now I’m feeling happy because I 
like to work, I love my job and I now 

have a driving license.”

Mohammed has since proven to be a very capable and 

valued member of the team. During his time in his new job 

he has learned a lot of new building terms and techniques, 

whilst at the same time improving his English language 

skills. In his own words Mohammed had the following to 

say about his journey into sustained employment:

“I was very embarrassed about not being able to 
pass my CSCS test.  I am a skilled builder with twenty 
years’ experience. I had my own business in Syria, 
employing a lot of men, but the language was a 
problem.  Having a book to write in, being able to 
ask questions and having time to understand what 
they wanted, worked for me […] Now I’m feeling 
happy because I like to work, I love my job and I 
now have a driving license.”

Mohammed’s employer also provided the following 

endorsement of their new employee:

“My first impressions of Mohammad have been very 
good, his only limitation is his English language skills. 
He is still learning the technical language for the 
UK building sector and is improving all the time. He 
has been a great success. The most admirable thing 
about Mohammad is he’s had to take several steps 
backwards before he can move forward”.
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Example 1: Through attending the Freedom Programme for 8 weeks, the participant is growing in confidence 

and independence. She has shown incredible motivation and engagement within the programme and the 

positive impact it has had is heart-warming to see. Through completing the sessions, the participant is able to 

recognise signs of abuse and now has her own high expectations of how she is treated by others. The participant has 

recognised relationships in her life both past and present have been abusive and she has even made changes with 

her relationship with her Mother which is now much better.

Example 2: The participant was being domestically abused by his nephew and financially abused by his 

sister. I visited him at his old property and reported it as a safeguarding issue to the police and the local 

council. He was moved in to the YMCA temporarily for his safety as his nephew had threatened to beat him if 

he returned home. While he was at the YMCA hostel, a property was offered to him, and the participant has since 

moved in. He has not told his abusive relatives where he now lives, and is much happier.  

Example 3: The participant reports that she feels empowered to stand up for herself in conflicts with her son 

and has threatened to move to a smaller property which would mean they would have to live separately. The 

participant also felt a friend had been abusing their friendship and using her, so she has since ended their 

contact. Although not completed, the participant has been gaining a lot from attending the Freedom Programme and 

counselling.

Domestic Abuse-related Outcomes

Example 1: Although the participant has a prolific record she has managed not to reoffend. Through 

attendance with the TAP team at Women’s Work Derbyshire and probation, the participant has completed all 

courses and is now a Peer Mentor with probation. She states she would never break the law again and is proud 

of what she has achieved. 

Example 2: Myself and another professional have taken a 3-way approach to working with the participant to 

help reduce her risk of re-offending. Through completing programmes such as the Freedom Programme, Grow 

Outside and Skills Plus for Change, the participant has demonstrated positive changes in her thinking and 

behaviour. She is more confident and less likely to be manipulated by others, or put herself in situations where she 

will commit crimes. The participant has also abstained from alcohol which further reduces the risk of engaging with 

criminal activity.   

Example 3: This participant has a previous conviction and has not offended for over a year whilst accessing 

Opportunity and Change. He has now exited the programme to start a training course in Health and Social 

Care. His substance misuse has been addressed, therefore the need to offend to fund this is no longer 

applicable. The participant is now volunteering, and has also kept himself busy with English and Maths training. Skills 

Plus for Change sessions helped him to develop budgeting skills, self-confidence, and improve his mental health, 

which have also reduced his risk of reoffending. 

Offending-related Outcomes
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Project Outcome 2 and 3: Skills Plus for Change
Skills Plus for Change (SP4C) is a specialist partner of Opportunity and 

Change, delivering a training package of bite-sized learning to participants 

around the topics of employment, personal development, wellbeing, and 

managing independent living. There are six SP4C modules, each containing 

five, two-hour sessions, designed to reduce social isolation and increase skills, knowledge, and confidence through 

learning.

In March 2020, in order to maintain engagement with learners remotely throughout periods of lockdown and isolation, 

Skills Plus for Change adapted its face-to-face provision and started delivering online sessions to participants.   

Skills Plus for Change Outcomes

Of the 362 participants who accessed Opportunity and Change project during 2020, 130 (35.9%) were enrolled onto 

Skills Plus for Change20. Of this number, 92 (70.8%) participants went on to attend one or more sessions. The conversion 

rate from enrolment to attendance in 2020 had declined , largely due to the impact of digital exclusion resulting from a 

shift to remote (online) delivery of the sessions. 

As the table indicates, the most popular SP4C modules in 2020 were Positive Wellbeing, Healthy Living and Money 

Matters. In addition to the core modules, 35 participants attended ‘other’ bespoke sessions that were developed by 

SP4C in response to the changing needs and priorities of participants. Topics included: ICT skills, one-to-one support 

and inductions via Zoom, communication and social inclusion, understanding the Government guidance surrounding 

COVID-19, online security, and employability (including a group session about self-employment). 

MODULE SP4C ATTENDEES 
(2020)

Employability 28

Positive 
Wellbeing

60

Healthy Living 88

Money Matters 49

Housing Matters 34

Skills for Life 45

Following trends from previous years of delivery, Skills Plus for Change 

attendees achieved more results than those who did not attend:

• 63.3% of results from 2020 were achieved by Skills Plus for 

Change attendees

• Specifically, 8 (6.4%) SP4C attendees in 2020 moved into paid 

employment; 16 (12.8%) entered further training or education; and 

7 (5.6%) progressed from being economically inactive, to actively 

seeking paid employment21.

20. 70.8%, compared with 75.9% years 1-3 
21. Results for those who did not attend SP4C in 2020 for comparison were: amongst 237 non-attendees, 7 (3.0%) achieved an employment 
result, 6 (2.5%) went into education or training, and 5 (2.1%) commenced active job searching.

“Coming to SP4C sessions helps to break down barriers of group-based learning in a number of ways. 
Many people are anxious about being in a group with others, whether virtually or in person. By 
attending SP4C sessions, participants realise they can cope and are able to do this. 

They may not have completed any kind of learning or education for some time, or, they may have had 
a previous bad experience at school. In SP4C sessions, participants develop confidence and realise that 
not all education is a scary prospect; it can actually be a positive experience where they not only learn, 
but also get to meet people and share their own experiences.”

Pip Morrison
Service Manager,
Skills Plus for Change
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2020 Results: SP4C Attendees v Non-attendees

Although the frequency of employment and job search results of attendees and non-attendees appear similar, 

proportionally: 

• Skills Plus for Change learners were twice more likely to gain employment and commence active job searching

• Those who attended SP4C were five times more likely to go into training or education, upon leaving the project.
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The bar chart illustrates that participants who attended Skills Plus for Change were more likely to make significant progress 

in relation to their support needs. However, the disparity between attendees and non-attendees was less significant than 

in previous years; with similar proportions of outcomes across the two groups in relation to mental health, housing, and 

substance misuse. In 2020, SP4C attendees with offending and domestic abuse support needs, tended to make more 

progress than non-attendees in relation to these particular areas. 

Analysis of 39 evaluation and feedback forms completed by SP4C attendees at the end of a module, revealed that: 

• 100% SP4C attendees said their individual needs were met in the sessions, their confidence was raised and their 

motivation had increased

• 92.4% felt that the sessions had helped them to improve their employability skills

• 69.3% felt less socially isolated after attending the sessions.

What challenges did SP4C face 
in 2020?  
The key challenges faced by the Skills Plus for Change 

team came mainly as a result of the coronavirus pandemic 

and the lockdown restrictions imposed from mid-March 

2020. The team adapted their delivery approach by 

offering sessions virtually using Zoom, and completing 

Learner Logs over the phone after each session. 

Whilst the sessions themselves were largely successful 

in meeting the needs of participants, the team found 

that a large number of participants experienced digital 

exclusion; they were unable to attend online sessions 

because they did not have the necessary technology or 

skills to enable them to participate. Many participants did 

not have access to a laptop or a smartphone, for example. 

For those who did, some lacked the ability or confidence 

to access Zoom, whilst others only had limited broadband 

use or data packages. 

The trainers also flagged that remote delivery via 

Zoom made it difficult to support participants on a 

one-to-one basis due to facilitating the Zoom call as 

a group setting meaning it was not practical to hold 

confidential conversations. For the same reasons, using 

Learning Assistants was not possible during 2020. It 

was also highlighted that it was not always possible to 

pick up on issues that would be spotted through non-

verbal communication. Trainers offered participants 

the opportunity to flag any issues when completing the 

Learner Logs via telephone after each session, and, were 

also available (via phone) to offer technical support 

during the sessions.

Trainers offered participants the opportunity to flag any 

issues when completing the Learner Logs via telephone 

after each session, and, were also available (via phone) 

to offer technical support during the sessions.

As with other services and interventions, SP4C trainers 

found that some participants could not engage as they 

had to prioritise home-schooling their children, caring 

responsibilities, or because they were struggling with 

worsening or emerging support needs as a result of the 

pandemic.

What has been successful for 
SP4C in 2020? 
Despite the challenges of the pandemic, remote delivery 

of Skills Plus for Change was by and large a success; the 

trainers adapted the sessions to remain engaging and 

support the participant’s learning at home.

“I can struggle to know what direction to go 
in but I’ve received so much information in 
SP4C, and the knowledge has helped. I now 
have the resources to cope better”.

“SP4C has been a great confidence builder 
which was what I really needed”.

“I particularly enjoyed the Positive 
Wellbeing module as it gave me an 
opportunity to reflect on my mental health 
experiences and to increase tools to 
manage anxiety”.

This included a range of practical tasks that could be 

completed within the home; with one trainer offering a 

cooking session. 

Offering remote sessions to participants had the 

unexpected positive outcome of eliminating travel to and 

from the sessions, which in some cases made SP4C more 

accessible. 

There were in fact more SP4C sessions attended in 2020 

than in the previous year22, which the team considered to 

be linked to the introduction of the Journey of Life session, 

which all new Opportunity and Change participants are 

encouraged to attend. This particular session focuses on 

wellbeing and personal development, which was similar 

to much of the other online learning that participants 

engaged with during 2020. 64 (51.2% of attendees) 

participants attended the Journey of Life session in 

2020, and the SP4C team aim to continue offering this 

session remotely to new participants in order to maximise 

engagement and attendance. 

22. 162 individual sessions attended in 2020, compared with 139 in 2019.



AND CHANGE38 39

Project Outcome 3: Increasing Employability
During the course of this evaluation, detailed investigations into the results attained by Navigators across the project 

suggests a variety of operating practices taking place. Given the diversity of provision and organisational expertise within 

the partnership this is to be expected to some extent. The delivery partnership includes organisations with a range of well-

established expertise around a variety issues affecting participants with multiple and complex needs, including: mental 

ill health, substance misuse, domestic abuse, offending and housing. These are all examples of crucial issues participants 

can be addressing on their journey to secure the project intended outcomes and results. The partnership also includes 

organisations with experience of delivering employment-related support, advice and guidance to people whom are 

furthest away from the labour market. 

In terms of project results they are all linked to moving participants closer towards the labour market. Whether this is the 

start of a journey to commence job searching, attendance of a training course, or the attainment of paid employment, 

these are all initiatives which are naturally associated with concept of employability.  A review of background of the 

delivery partnership reveals that whilst most delivery partners have some experience in employability interventions, it is 

not necessarily their core business.  In view of this fact and the significant diversity of results attained across the Navigator 

team during 2019 and 2020, it was agreed that some further evaluation activity would be undertaken to identify the 

variety of practices taking place to support participants to achieve employment-related results.

To undertake this analysis two groups of Navigators were identified.  The first group comprised a small number of 

Navigators who had been able to achieve a consistent flow of results during 2019 and 2020.  The second group of 

Navigators contained a small number of Navigators who had struggled to achieve a consistent flow of results during 

2019 and 2020.

Group One: Navigators Achieving a 
Consistent Flow of Results 

The results of this exercise revealed a number of important themes. Navigators who were achieving a consistent flow 

of results appeared to have a deep appreciation of the Welfare to Work agenda and the principles of delivering 

Information, Advice and Guidance (IAG). This meant from that from the outset of support participants received a holistic 

service to help them consider the individual steps they would take to move closer towards work.  This is reflected in 

the confidence and ability of Navigators to engage participants in discussions around better off in work calculations, 

proactive job searching, interview preparation, training, and volunteering. The results attained by these Navigators also 

suggest that their participants had been encouraged to engage with wider therapeutic activities such as Skills Plus for 

Change.  Perhaps crucially, the evidence also revealed that these Navigators also worked for employers who were able 

to offer these wider therapeutic activities in buildings that participants were already familiar with. This appeared to be 

very helpful to support participants to address complex needs. Finally, the evidence from this cohort also reveals that 

where consistent results were being achieved this also tended to be matched with a robust flow of documentary evidence 

and consistent record keeping.  

Group Two: Navigators Struggling to Achieve a 
Consistent Flow of Results 

A closer inspection of the operating practices associated with Navigators who were struggling to achieve a consistent 

flow of results revealed a different picture.  In these cases, it was apparent that the recording of documentary evidence 

of progression was ‘patchy’. In certain instances it was clear that Navigators were solely attempting to provide 

employability support with little recognition of the requirement to support participants with their complex needs, or 

vice versa. Whilst some participants had been supported to engage with Skills Plus for Change, this was by no means 

consistent and the overall progression of participants appeared to be slow.  In certain instances participants had been 

on programme for over two years with little evidence to confirm they were fully engaged or committed to the project. 

The quality of recording of information on Support Needs Assessments and Change Plans for the second cohort was 

also markedly different to the first cohort. Whilst the evidence did reveal that some progression had been made in 

certain cases to resolve complex needs, it was difficult to get a sense that a coherent service had been provided to help 

participants move forward.

The evidence collated from this exercise tends to suggest that when it comes to the attainment of employment-related 

results, the capacity and expertise of the delivery partnership is extremely variable. Whilst some Navigators have 

substantial experience and expertise around Information, Advice, and Guidance (IAG), other Navigators appear to 

have much more limited knowledge around this aspect of provision.  As a result it is possible that some Navigators lack 

the confidence to effectively support participants with their employability support needs. Where this happens wider 

qualitative feedback suggests some Navigators may be prone to consistently refer participants onto external agencies 

for support around CV writing, interview preparation, job search, etc. Whilst this may be of some value it may also be 

an ineffective way forward given that certain participants may lack the necessary confidence to engage with external 

agencies they are unfamiliar with.

When Nicholas first accessed Opportunity and 

Change in March 2019 he was struggling to 

find a way forward in life following redundancy.  

Although Nicholas had tried to find work himself in a 

familiar manufacturing environment, this task proved not 

to be as straightforward as he had first hoped. Instead, 

the experience of a series of unsuccessful job applications 

had begun to have a detrimental impact on his mental 

health.

During his initial assessment, Nicholas disclosed to his 

Navigator that he had got into the habit of consuming 

alcohol every day, to the extent that he was worried about 

his ability to function effectively. His Navigator suggested 

Nicholas kept an alcohol diary over a two-week period 

to help assess his level of alcohol consumption. Nicholas 

agreed to do this and was shocked to discover how much 

alcohol he had been consuming. This realisation helped 

Nicholas to recognise the need for change and supported 

by his Navigator, Nicholas began to make changes to his 

lifestyle to help reduce his alcohol consumption.

To help Nicholas move forward his Navigator suggested 

that he might like to consider different opportunities to 

provide a new focus for his life.  Nicholas was receptive to 

this idea, and conversations took place about what type of 

employment he would like to return to, and the possibility 

of retraining and looking at jobs in totally different sectors 

to areas where Nicholas had been employed in the past. 

Nicholas was particularly interested by the sound of retail, 

as he thought of himself as a very approachable person 

who had the right personality to help and support people 

in this area of work.  

Following these conversations, Nicholas agreed 

to consider undertaking a Level 2 qualification in 

Understanding Retail Operations. Both Nicholas and his 

Navigator agreed that this would be an ideal starting 

point to build the knowledge and skills for a retail 

environment.  To help provide some further structure to 

his week his Navigator also referred him to Skills Plus 

for Change. Again, Nicholas was very receptive to this 

idea and began to attend the weekly life skills sessions.  

Nicholas’s people skills came to the fore during the 

sessions and he quickly became a valued member of the 

group. In terms of his experience of Skills Plus for Change, 

Nicholas shared the following observations:

“The Skills Plus for Change sessions were amazing; 
the trainer made every session interesting and 
welcoming, and I was surprised how much fun 
learning every day subjects could be. I didn’t 
realise how much I didn’t know about day-to-day 
life and it wasn’t just about learning and covering 
subjects; it was about the interaction between all the 
participants”.

After recently completing his retail course, Nicholas is now 

keen to start applying for work in the retail sector. In his 

own words, Nicholas provided the following feedback on 

his experience of Opportunity and Change:

“I really loved the help and support I received from 
Opportunity and Change, especially the support my 
Navigator gave me while looking into gaining a new 
qualification that could assist me to move into a new 
career.  He spent time researching and looking for 
funded accredited Level 2 courses and I was amazed 
at how many courses he presented to me, this type of 
training can be life changing. He really encouraged 
me to undertake my training and supported me all 
the way through it. And I know if I had any issues 
all I had to do was ask and he would help. I’d 
recommend Opportunity and Change to anyone”.

Case Study: Nicholas

“I really loved the help and support 
I received from Opportunity and 

Change.

“I’d recommend Opportunity and 
Change to anyone”.
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Project Outcome 4: Additional Support for
Participants under The Care Act (2014)

What is The Care Act (2014)? 
The Care Act (2014) applies to vulnerable people who have social care needs, which can include: people with physical 

disabilities, learning disabilities, individuals with enduring mental health problems, and older people, who struggle to 

meet their own day-to-day living needs. These individuals may require additional help with a range of tasks; from getting 

out of bed, having a wash and preparing a meal; to maintaining a safe living environment, engaging with education or 

employment, accessing the community and maintaining a social life. 

With the introduction of the Care Act (2014), came increased recognition of the diversity of need amongst those who 

require social care support. For example, some individuals need a lot of help but aren’t necessarily bed bound, severely 

disabled or terminally ill. There was a greater acknowledgement that there are people living in the community who cannot 

meet their own day-to-day living needs without support.

What is the process of applying for support under
The Care Act (2014)? 
When someone approaches the Local Authority for social care support, the first step is to have a conversation with the 

person (preferably face-to-face), and identify what their social care needs are. The Local Authority will then try to find 

ways of meeting those needs through services that already exist within the local community, such as voluntary sector 

services and day centres. If that’s not possible, the individual may be allocated a Personal Budget to spend on the care 

services they wish to have. There are also a number of alternative ways the Local Authority can assist an individual, 

including: 

• Re-enablement: 6-12 weeks support towards 

independence

• Occupational therapy referrals for specialist 

equipment or adaptations for the home, 

including: adapted bathrooms, hand rails 

and kitchen equipment

• Specialist mental health referrals

• Access to long-term residential care

• Learning Disability support

• Signposting to additional support agencies, 

including: benefits advice, housing advice, 

and debt services.

The Opportunity and Change 
Care Act Team 
The Opportunity and Change Care Act Team consists 

of 1 x Social Worker and 1 x Social Work Advocate 

based within Derbyshire Law Centre, and 1 x Social 

Worker and 1 x Social Work Manager based within 

Nottinghamshire YMCA. This small team works with four 

separate Local Authority Adult Social Care departments 

across D2N2; four Local Authority Stakeholder 

Managers; and nine partner organisations delivering 

end-to-end provision to participants. They provide Care 

Act-related assessments, signposting and additional 

support to an average cohort of 200 participants 

across D2N2 at any given time. 

What challenges have the Care 
Act Team faced in 2020? 
Reduced Services, Longer Waiting Times

From the first lockdown in March 2020, many services 

accessed by Opportunity and Change participants, 

including mental health support and drug and alcohol 

treatment, made decisions to either reduce provision or 

close altogether. Other provision moved to telephone 

appointments only. Many services transferred to 

delivering online support which highlighted an issue of 

digital poverty. The Nottinghamshire team estimated 

that between 80-90% of the participants they 

supported did not have complete access to IT and 

Wi-Fi or have the knowledge to navigate the 

equipment, which created further barriers in accessing 

online provision such as ordering repeat prescriptions 

online or mental health advice. In addition to this:

• The Care Act Team found assessing participants 

over the telephone rather than face-to-face was 

difficult, as it was not possible to read facial 

expressions and body language, or make an 

assessment on the upkeep of someone’s home

• The Derbyshire team have found increasing 

waiting lists for assessments such as Mental 

Health enablement and Autism Assessments; 

further extending the process for those awaiting 

a diagnosis 

• The Nottinghamshire team commented that 

a COVID19 rapid response was planned to 

push through care needs assessments quicker, 

however this response never surfaced.

Derbyshire’s New Enablement 
Process
The Local Authorities in Derbyshire County adopted 

a new process to assign Personal Budgets. Before 

conducting a full assessment, participants are offered 

an enablement service for six weeks. This service 

can consist of mental health enablement; supporting 

participants in the community and building their 

confidence, or physical enablement which supports 

the participant’s practical needs within the home, for 

example with cooking, cleaning or washing. At the 

end of the six-week period an assessment is completed 

by the enablement worker to identify whether the 

participant is able to live independently or they should 

be awarded a Personal Budget or further assistance. 

• Although only one participant was offered 

this support, the team flagged that this process 

could potentially result in participants declining 

the enablement and package of care altogether 

as the enablement service might not be what 

they require

• In addition to wait times increasing because 

of limited services, this new process prolongs 

waiting times further, between assessment and 

the package of care being established.

• 

• 

• 

• 

• 

• 

• 

Communication within the
Partnership  

• There were some communication issues across 

the Opportunity and Change partnership in 

2020. Occasionally Navigators failed to share 

key pieces of information such as existing 

professional support and risk assessments, or 

sharing information via email rather than using 

the MIS’s pre-screen questionnaire

• Some Navigators said they had not always 

received regular updates from the Care Act 

Team regarding the progress and outcomes of 

participant Care Act Assessments. 



AND CHANGE42 43

Learning and Good Practice

Whilst 2020 was the Care Act Team’s most challenging 

year, they persevered to continue meeting the needs of 

Opportunity and Change’s most vulnerable participants: 

• The Care Act Team took a practical, hands-on 

approach and became the first point of contact for 

many participants, to ensure their vital needs were 

met during lockdown and periods of self-isolation

• They made regular welfare checks and home 

visits, arranged and delivered food parcels and 

medication, and provided essential help around 

the home.

A Review of The Care Act Team’s 
Involvement with the Trusted 
Assessors Initiative

In 2019, the Opportunity and Change Care Act Team 

became part of Nottingham City Adult Social Care’s new 

Trusted Assessors initiative. Despite setbacks relating to the 

pandemic, the Trusted Assessor roles continued to work 

well: 

• The initiative is thought to speed up the wait time 

between LA assessment and a care package being 

put in place, by around 3-4 weeks

• Sarah Bull, Stakeholder Manager for Nottingham 

City, continued to develop excellent working 

relationships with Adult Social Care to ensure the 

knowledge and practical infrastructure was in 

place

• Many of the review meetings planned for 2020 

were cancelled, however the social workers 

continued to offer high levels of support for the 

most vulnerable participants. Nottingham City’s 

‘Everyone In’ policy23 also aided to alleviate the 

situation for a number of participants

• Although delayed by a total restructure of Adult 

Social Care, Maria Ward, Stakeholder Manager 

for Nottinghamshire, has continued to meet with 

the Lead Social Worker and a small group of 

Senior Leaders to allow for progress towards 

Trusted Assessors in Nottinghamshire

• The Care Act team in Nottinghamshire have 

recently begun attending supervisions with Lead 

Social Workers every six weeks to discuss progress 

of cases with Nottinghamshire County participants

• The Care Act team fed back that the Trusted 

Assessor’s role would work well in Derbyshire, but 

may be more challenging to implement in Derby 

City due to the large number of localities, teams 

and processes. 

Care Act Outcomes

Since its launch in October 2016, the Opportunity and Change Care Act Team has screened 982 individual participants 

to assess their eligibility for provision under the Care Act (2014).

• 163 participants (16.6%) completed a more in-depth assessment with the Care Act Team Social Workers

• (71; 43.6%) of these individuals were considered to be eligible for additional social care support, and were 

subsequently referred to Adult Social Care

• 29 individuals (40.8%) have received a Personal Budget, which has helped them to:  

   -  Remain housed within their local community 

   -  Meet their day-to-day basic living needs 

   -  Gain access to a wider network of support services 

   -  Develop and maintain their confidence, skills and wellbeing

• The remaining 42 individuals (59.2%) also received support from the Local Authority, including:  

   -  Specialist equipment or adaptations to their home 

   -  Support from voluntary sector services  

   -  A Carer’s Assessment 

   -  Re-enablement Services.

“We became old-fashioned social workers 
throughout the pandemic. The scope of the role 
expanded dramatically; we went from the role 
of a Care Support Assessor to delivering a much 
wider package of support because so many of the 
other services were limited or closed.” 

(Gillian Costello, Community and Social Worker Manager for 
Nottinghamshire YMCA).

23. In March 2020 the UK Government launched the ‘Everyone In’ scheme to provide rough sleepers with temporary accommodation during 
lockdown. More information about how Nottingham City responded can be found here. 

"The Opportunity and 
Change Project has 

given me a great deal of 
support on an emotional 

and practical level. It 
has given me a sense of 

purpose and I can begin to 
see how I will be able to 

regain my independence."

https://www.emmanuelhouse.org.uk/more-than-30-rough-sleepers-re-homed-in-pioneering-scheme-to-support-homeless-in-nottingham/
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Key Learning and
Recommendations

SECTION 4:

This concluding section of the report offers a summary of the 

key learning and developments that took place throughout 

2020, accompanied by a series of recommendations. This 

section draws upon a range of data, including: 

Secondary analysis of 2020 Project Progress Reports: 

compiled by Framework and submitted to BBO funders on 

a quarterly basis

• Participant Survey findings: July 2020

• Navigator Survey findings: November 2020

• Navigator focus groups: December 2020, February 

2021

• Focus groups with Partner Managers: September 

2020, March 2021  

• Discussions with the Project Lead Team: November 

2020- March 2021.

The Impact of the Covid-19 
Pandemic on the Complex 
Support Needs of Participants 

The Covid-19 participant survey completed in July 

2020 provided helpful insights about the mental health-

related impacts of the pandemic on participants, and 

in-depth conversations with Navigators based within 

the partnership’s specialist women’s organisations shed 

some light on the impact of the pandemic on women 

experiencing domestic abuse. However, the impact of 

the pandemic on other complex needs experienced by 

Opportunity and Change participants remains largely 

unknown.

Recommendation: A participant survey is 
carried out to increase understanding of 
how the pandemic has impacted on the 
complex support needs of Opportunity 
and Change participants.  

Recommendation: The Survey should also 
include questions regarding the impact of 
the pandemic on the employment-related 
goals and aspirations of the participant.

Digital Inclusion 

Adapting to deliver support and interventions online during 2020 exemplified the partnership’s capacity to respond 

innovatively in very unusual and challenging circumstances. It also revealed a potential for the project to become 

more accessible and sustainable longer term, whilst at the same highlighting the digital exclusion experienced by some 

participants.  

Some Opportunity and Change participants do not have access to smartphones or computers, and a significant number 

of those who do still face practical and financial barriers to accessing the internet on a regular basis. Furthermore, there 

are gaps in knowledge, skills and confidence amongst some participants and, in some cases, front-line delivery staff. As 

an employment-related support project Opportunity and Change are ideally positioned to overcome such challenges, 

following these recommendations as a starting point: 

Recommendation: Undertake a further in-depth assessment of the digital needs and barriers of 
participants currently accessing Opportunity and Change

Recommendation: Support all front-line delivery staff to develop their skills and confidence using 
apps such as WhatsApp, MS Teams and Zoom to engage with participants online, in addition to 
their face-to-face appointments, or as an alternative when face-to-face support is not an option 

Recommendation: Encourage all front-line delivery staff to promote the use, where possible, 
of online digital tech as an additional or alternative means of communication, to support 
participants to develop their IT skills and confidence 

Recommendation: The project leads to pro-actively encourage partners to share their wider 
knowledge and good practice in relation to tackling digital exclusion, for example via the 
partnership’s bi-monthly e-bulletin, caseload reviews, partnership board meetings, development 
days, and quarterly online Navigator meetings

Recommendation: Explore the potential to use Skills Plus for Change to deliver additional digital 
tech support and training to both staff and participants.
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Supporting Participants to Achieve Employment-related Results

The capacity and expertise of the delivery partnership to deliver employment-related results has been shown to be 

variable, with some partners having more experience than others to deliver employment-related support directly to 

participants. Since recruiting a Performance Manager in April 2019, the project team has endeavoured to support 

delivery staff to develop their existing employability skills through one-to-one coaching via caseload reviews, and 

provide opportunities to share ongoing learning and best practice. In 2020, the Performance Manager sourced an 

NHS-funded training programme called Quality Conversations24, which almost all Navigators have now completed as 

part of their ongoing professional development.

Following a successful series of online training and partnership meetings throughout 2020, in early 2021 online Quarterly 

Navigator Meetings were established; bringing Navigators from across D2N2 together virtually in adherence to the 

pandemic-related restrictions. Feedback from the Navigators indicates these meetings are a welcome opportunity for all 

staff to come together without the need to travel, in order to share good practice, network and simply enjoy connecting 

with their colleagues after an extended period of remote working.   

These suggested recommendations follow the in-depth assessment of Navigator performance in relation to delivering 

employability during 2019-2020:

Recommendation: Supporting participants with complex needs to develop their 
employability, should be a regular focus within the Quarterly Navigator Meetings; 
showcasing good practice to attain results.

Recommendation: Special focus features are developed for these sessions to encourage 
wider information sharing on topics around the Information Advice and Guidance agenda, in 
addition to specific learning on the complex support needs of participants.

Recommendation: Anonymised employability case studies are presented by Navigators to 
their peers to illustrate the holistic approach required to support participants with complex 
needs to develop their employability.

Recommendation: A detailed development analysis of the Navigator team is undertaken to 
assess which Navigators have established a prior work history in dedicated welfare to work 
roles or alternatively which Navigators have an accredited Information Advice and Guidance 
(IAG) qualification.

Recommendation: The project actively considers a Navigator buddy system where relatively 
experienced Navigators are matched with relatively inexperienced Navigators. This could be 
very helpful to facilitate ‘problem solving’ approaches to support onward progression.

Recommendation: Development of future Navigator recruitment processes which allow 
the project leads to make an informed assessment of the capacity of applicants to offer 
employability support in addition to multiple and complex needs support.

 24. For more information about the Quality Conversations programme, click here.

Understanding the Lasting Impact of Opportunity and Change 
for Participants 

Relatively little is known about the longer term, lasting impacts of engaging with the project, including the sustainability of 

results and outcomes. In order to explore this further, the following recommendations are suggested: 

Recommendation: The design and implementation of an Exit Satisfaction Survey to supplement the 
existing questionnaire (currently only completed by those who enter into employment, training, 
education or active job searching) will enhance the Project Team’s capacity to ensure that all 
participants leave the project feeling satisfied with the support they have received and have 
moved closer to achieving their aims and goals.   

Recommendation: The implementation of a Former Participant Survey to be completed by all 
participants approximately six months after leaving the project. Questions should be designed to 
capture evidence of emerging or sustained employment-related outcomes as well those relating to 
complex needs.  

Opportunity and Change Discretionary Fund

Opportunity and Change has a discretionary fund to support participants to move closer towards their employment-

related goals. Analysis of the fund’s usage between 2017 and 2020, revealed that whilst 82% (4 out of 5) applications 

were approved by the Project Team, less than 10% participants have benefitted from this funding.

Findings from a Navigator focus group revealed that use of the discretionary fund across the partnership tends to 

vary. Some Navigators felt confident about the process of applying for the additional funding and have made several 

successful applications. These individuals said they would be willing to share their good practice with those who felt more 

reluctant to apply after having one or two applications rejected or being asked to supply more supporting evidence. 

Some partners had by-passed the BBO discretionary fund altogether and approached external funders for help to 

purchase IT equipment for participants during the lockdown period. All Navigators agreed that using the discretionary 

fund to promote digital inclusion (for example, to provide laptops, tablets and/or Wi-Fi and data), would be beneficial to 

the vast majority of participants. 

Recommendation: Complete a review of discretionary fund use in other BBO projects to 
understand how similar projects are utilising their discretionary funding to meet the needs of 
participants.

Recommendation: Use participant survey findings to gain a more detailed understanding of 
the digital needs and barriers of participants currently accessing Opportunity and Change; 
highlighting potential use of the discretionary fund to reduce digital exclusion.

Recommendation: The Project Team to ensure that all new and existing Navigators are aware of 
the discretionary fund, how to apply, and promote its use.
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https://joinedupcarederbyshire.co.uk/about/our-governance-1/quality-conversations
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Data Recording onto the Project’s MIS (Hanlon)

Analysis of Hanlon use undertaken by the interim evaluator at the end of 2020, revealed a clear link between effective 

data recording and the number of outcomes and results claimed. Navigators who claimed more outcomes and results in 

2019 and 2020 tended to provide rich, detailed case notes and evidence that participants were engaging with a wide 

range of activities, support, and group-based interventions. Navigators who recorded less information onto Hanlon 

tended to claim fewer outcomes and results.

Hanlon remains a crucial tool enabling the Project Team to monitor, performance manage, audit, and evaluate the work 

taking place across Opportunity and Change. The Project Team are aware of the ongoing challenges some Navigators 

experience with using the MIS and have acknowledged there have been some inconsistencies in communication 

regarding the processes of data recording.  In order to make the process of recording information more streamlined and 

user friendly, the project team has recently undertaken a review of its guidance and has reduced the number of activity 

options on the system. 

Recommendation: the project management team to continue to promote effective data recording 
on the project’s MIS and supply Navigators with additional support, as and when required.  

Below is an updated outline of the project’s results and outcomes targets, 

following an extension of funding until 31st March 2022:

PROJECT RESULT TARGET RESULT (%) OF 1025 
BY MARCH 2022

Participants moving into education or training upon leaving 134 (13%)

Participants who moved into employment, including self-employment upon leaving 102 (10%)

Participants who moved from being economically inactive, into job searching upon leaving 149 (15%)

PROJECT OUTCOME INDICATOR DESCRIPTION

Outcome 1: Resolving Complex Needs 
 
At least 718 (70%) of the 1025 participants will resolve 
one of their complex needs issues. At least 462 (45%) will 
resolve two. At least 257 (25%) will resolve three.

• Participants accessing stable accommodation 
• Participants sustaining engagement with treatment   
     services 
• Participants accessing effective mental health care 
• Participants experiencing or at risk of domestic abuse 
     access support 
• Participants reduce incidents of offending

Outcome 2: Improving Confidence, Skills and 
Independence 
 
At least 410 (40%) of the 1025 participants will 
have improved their capability, confidence, skills and 
independence through a personalised package of life skills 
training on leaving the programme.

• 100% participants referred to Skills Plus for Change     
     (SP4C) 
• 20% Participants attended SP4C modules: Money   
     Matters and Housing Matters 
• 20% Participants attended SP4C modules: Healthy Living  
     and Positive Wellbeing

Outcome 3: Increasing Employability 
 
At least 205 (20%) of the 1025 participants will be work 
ready on leaving the programme, having received a 
personalised package of advice, coaching, skills training 
and other interventions preparing them for work. 

• 100% participants referred to Skills Plus for Change   
     (SP4C) 
• 20% Participants attended SP4C modules: Employability  
     and Skills for Life   
• 26% Participants accessed to 1-2-1 job coaching and    
     support

Outcome 4: System Change  
 
Evaluation of the Project will have informed System Change 
(the identification, location and co-ordination of statutory 
housing, support, care & employment duties) for people 
with multiple and complex needs in D2N2.

• Statutory services engaged with the programme and   
     delivering more effective primary interventions 
• Local Authority Stakeholder Managers have effectively  
     enabled access to statutory services for people with   
     multiple and complex needs 
• 100% participants screened for eligibility to undertake a  
     Care Act Assessment 
• Local Authorities are fulfilling their duties under the Care  
     Act (2015) 

Annex A: Opportunity and Change 
Results and Outcomes

"I'd just like to say that 
Opportunity & Change 
has really helped me 
start to sort my life out. 
Helping me get settled 
in a new place was 
an absolute Godsend, 
and programmes such 
as Skills+ have really 
boosted my confidence 
and self-esteem."
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