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Executive Summary 
This report presents the findings from our in-depth exploration with providers, 

partners and participants in localities in three Fair Start Scotland (FSS) 

contract areas – Drumchapel (Glasgow), Dundee (Tayside), and Peterhead 
and Fraserburgh (North East). This follows the focus last year on Alloa in 

Forth Valley, Irvine in South West, and Wick in Highlands and Islands. 

 

The three areas provide a valuable contrast in terms of context: 

 

 Drumchapel - A deprived peripheral estate with high and sustained 

unemployment, few local jobs and a relatively costly and time-consuming 

journey into the jobs of central Glasgow. 

 Dundee - A compact city with a recent history of sustained high 

unemployment and deprivation but with a well-developed infrastructure 

of support and close partnership working across both employment and 

health. 

 Peterhead and Fraserburgh - Two towns with a narrow employment 

base set in a rural context and, again, with a relatively difficult and costly 

journey to the jobs of Aberdeen. 

 

Many of our findings from our three detailed case study areas and participants 

interviews from year one still apply in terms of: 

 

 The value of the provider/s having a prior presence in the area and an 

extensive network of organisational and employer relationships 

 The primary importance of the experience and expertise of frontline staff, 

and their knowledge of the local labour market 

 The inability of the service – however well it performs in terms of 

effective personalised support – to help participants deal with 

fundamental local issues like limited job availability and transport 

difficulties. 

 

However, this year has brought some additional findings, some which relate to 

it being a more mature service and some to the emerging context of Covid-19. 

Our analysis of the management information for the three areas reveals some 

important differences (overleaf). 
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Drumchapel Dundee Peterhead and Fraserburgh 

   

Despite the high incidence of issues around 

health and disability in the area, these figures 

show by far the lowest proportion of 

participants with a disability or health 

condition. The pattern also shows the lowest 

proportion of those under 35 years old.  

The pattern of client characteristics in 

Drumchapel does not seem to match the 

profile of local need. This would be worth 

exploring in more detail. 

By far the largest by client numbers, and the 

highest proportion of those sustained in work – 

which may be related to the number and range of 

jobs available in Dundee. This may also explain 

the relatively high sustainability rates. 

A similar scale to Drumchapel but with a much 

higher incidence of disability and health 

conditions. 

 

66% Male 37% < 35 years

34% Female 29% 35-49

48%
With disability or      

health condit ion 
35% 50+

10%  Sustained work for 13 weeks 

6% of Men 18% of Women 

9% 10% of those without 

5.5%
of participants enrolled on the programme  

sustained work for 26 weeks 

164 individuals participated in 2019/ 20

of those with 

disability or health 

condit ion

66% Male 49% < 35 years

34% Female 27% 35-49

77%
With disability or 

health condit ion 
24% 50+

21%  Sustained work for 13 weeks 

21% of Men 22% of Women 

22% 18% of those without 

13%

of those with 

disability or health 

condit ion

of participants enrolled on the programme  

sustained work for 26 weeks 

682 individuals participated in 2019/ 20

61% Male 52% < 35 years

39% Female 13% 35-49

78%
With disability or  

health condit ion 
27% 50+

10%  Sustained work for 13 weeks 

8% of Men 12% of Women 

9% 11% of those without 

5.7%

193 individuals participated in 2019/ 20

of those with disability 

or health condit ion

of participants enrolled on the programme  

sustained work for 26 weeks 
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Our main findings are:  

 

 Overall, FSS continues to deliver a service which is valued by participants, 

who feel it has made a difference to them and helped them to get into work 

and sustain a job. 

 In our first detailed study in a peripheral estate – with its associated features 

of high and long term unemployment and related issues of poor mental and 

physical health, sometimes associated with alcohol and drug misuse – we 

found that FSS has become the main locally based provider of employability 

services, and its design features seem to have allowed it to respond 

effectively to the range of needs presented by participants. 

 In two of the areas, concerted efforts have been made to create a more 

strategic relationship between the FSS provision and the wider employability 

support service landscape. Despite both of these being pursued with energy 

and strategic clarity, neither has succeeded, mainly down to the way in which 

the application of double funding rules around European Structural Funds 

(ESF) are interpreted. 

 Despite this work, relationships between Lead Providers and Local Authorities 

remain difficult. Although the impact of these weak relationships is reduced by 

the fact that in most areas ‘there are more than enough clients to go round’ 

there remains the fundamental issue that a separately procured service that is 

driven by outcome funding is likely to attract mistrust in terms of the way in 

which clients are reached and recruited. 

 On the other hand, compared with last year, we saw evidence of a marked 

improvement in the quality of the relationships with Jobcentre Plus. There are 

regular incidences of close working relationships developing between JCP 

work coaches and FSS front line staff, consultation about the appropriateness 

of referrals, and the presence of FSS staff in Jobcentres – sometimes carrying 

out ‘warm handovers’ alongside work coaches. This has been reflected in 

increases in referral numbers from JCP, though Third Party Organisation 

(TPO) referrals and self-referrals have also been increasing. 

 There are signs that, over time, the design of FSS and the design of other 

local employability services are converging, since both draw on good practice 

and are underpinned by the principles established by the Scottish 

Government. While this may help in the evolution of the No One Left Behind 

(NOLB) Approach1, in the short term it is creating some issues about the 

distinction between services and difficulties that clients may have in 

distinguishing them. 

 There is strong support for the principles of No One Left Behind, and the 

action that is following in terms of the allocation of funding through local 

authorities. In at least two of the areas there is a strong Local Employability 

Partnership (LEP) and there is general agreement that the coherence and 

                                        
1 No One Left Behind: next steps for employability support. 

https://www.gov.scot/publications/one-left-behind-next-steps-integration-alignment-employability-support-scotland/
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collaboration that can be driven by the LEP will be a key contributor to the 

success of NOLB. 

Lessons for the future 

 The context for FSS in 2020/21 will be fundamentally changed by the 

impact of Covid-19. This will affect the character of FSS, the scale of 

demand, and the likelihood of achieving sustainable outcomes. In practice, 

while FSS may retain its key design features and principles, it may also need 

to become quite a different service. This means that the evaluation of FSS 

next year will need to take these potential changes into account. While it 

would still be appropriate to cover the remaining three contract areas, it will be 

important to focus on how, in each of these areas, the service has been able 

to respond to a very different economic context, how the service has evolved 

over the third year, and what the lessons are for the focus and delivery of the 

service over the subsequent 2 years. 

 Local partners are clear that No One Left Behind provides a sound basis 

for the evolution of national and local employability funding and 

services to create a more coherent and comprehensive local employability 

service in each area. The presence on the LEP of Lead Providers in two of 

the areas we have looked at has enhanced mutual awareness and 

understanding but has not been enough to create strategic coherence. 

Although the element of ESF in programmes / services has got in the way of 

developing more collaborative and complementary local approaches it is hard 

to avoid the conclusion from our evaluation that any separately procured 

national service will always struggle with gaining local support unless it is fully 

owned by the LEP.  

 However, it will be important that demanding outcome-based funding is not 

lost in this evolution. Central to the success of the No One Left Behind 

approach will be retaining some of the important features of FSS: 

accountability, in the case of LEPs for delivery against outcome targets, and 

ensuring that LEPs have the information and structures they need to 

actively manage the performance of the different funding streams, and 

identify and act on weak points and poor performance.  
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Recommendations for this FSS contract 

Many of the issues we identified for our recommendations in Year 1 were not 

mentioned this year. The administrative system now appears to be working well – 

though there remain some concerns about how much time it absorbs.  

 

We recommend that the Scottish Government: 

 

 Reviews the current provision of effective start up support and funding for 

FSS participants who want to become self-employed and/or start a business – 

the current provision does not appear to be meeting the need for both 

intensive support and appropriate start-up funding. This may become even 

more important as the economy recovers from the impact of Covid-19 and 

self-employment options may become more appealing in the absence of more 

conventional jobs. 

 Reviews the guidance about the ability of clients to leave and return to the 

service that go beyond the current ‘freeze’ option. This may be particularly 

valuable in the context of the impact of Covid-19 and the problems that may 

be caused by an unpredictable recovery period which may require local 

responses to infection spikes and related issues in terms of caring 

responsibilities and job insecurity. 

 Revisits the issues that seem to have prevented more aligned local 

approaches between local employability services and FSS. Local partners felt 

that they had considered the implications of ESF carefully and come up with 

approaches that would be entirely conforming with ESF requirements, but that 

they had not gained approval to proceed. 
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Year 3 will be dominated by the impact of Covid-19. What this means is that there 

will need to be clarity about the role of FSS alongside Jobcentre Plus. Although as 

some providers admitted “it is now possible to justify the referral of almost 
anyone onto FSS”, there are a range of risks around the delivery of FSS in 

2020/21: 

 

 There may be demands on the service from relatively short term unemployed 

people for whom the main issue will be a lack of jobs rather than any 

particular barriers to work. 

 Those further from work (i.e. the core client group for FSS) will be in even 

greater need of intensive support to become competitive in the labour market 

and – depending on the length of the recession – it may make sense to link 

FSS support more strongly to follow up intensive vocational training to make 

good use of the time and enable participants to enter the labour market at a 

higher skill level, with associated benefits in terms of job satisfaction, pay and 

sustainability. 

 One of the striking lessons from the lockdown period has been the success of 

focused and well managed Facebook marketing and we recommend that the 

Scottish Government reflect on the implications of this more widely for the 

marketing of employability services and the implications in terms of how to link 

this with national marketing to reach those who could most benefit from 

support. 
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1 Introduction and Context 
The Scottish Government commissioned Rocket Science UK Ltd, in 

partnership with Blake Stevenson and the Institute for Employment Studies, to 

complete a three-year evaluation of FSS. This evaluation will be centred 
around nine case studies of localities within each of the nine contract areas. In 

the first-year report we focused on the first three of these in-depth explorations 

– covering Alloa (Forth Valley), Irvine (South West) and Wick (Highlands and 

Islands). This year we focus on Drumchapel (Glasgow), Dundee (Tayside) 

and Peterhead and Fraserburgh (North East). 

 

Through these case studies this evaluation seeks to: 

 

 Understand how FSS is being implemented across the different lot areas 

in Scotland 

 Understand the experience of FSS for lead providers, partner 

organisations, participants and employers 

 Identify what is working well and less well in the implementation of FSS 

 Identify the lessons learned and recommend changes to consider for the 

remainder of the FSS contract period as well as shaping what the next 

iteration of employment support in Scotland might look like 

 

We focused on the period up to the end of February to capture the pre-Covid 

performance of FSS, but we did explore the initial impact of Covid-19 on the 

service and its participants. Our Year 3 evaluation will have a distinctly 

different focus in the light of the impact of Covid-19, and the locality case 

studies will be selected in the contract areas of Lanarkshire, East and West.  

 
This report is structured as follows: 

 A detailed look at each of the three localities including the socio-

economic context, the management and performance data, the core 

features of the service in that locality and the lessons that can be 

learned from delivery in that locality 

 Analysis of the views of participants and non-participants interviewed in 

each of the localities 

 Key findings and conclusions that draw together lessons and 

implications from each of the case study localities  

 

 

 

 

 



                              

11 

 

FSS builds on the Scottish Government ambition and strategic direction to 

move Scotland towards a more integrated and aligned employability 

landscape that is better able to support those with a complex array of needs, 

infused with principles around fair work, respect and dignity. FSS offers 

significant scope for learning around:  

  

 The local flexing of a national service to local needs and conditions  

 How it can complement and support other local provision  

 How its governance and performance can be more locally ‘owned’, so 

driving service quality and outcomes  

 How to better integrate employability support with more specialist 

support which can include health and housing  

 

The programme of participant and stakeholder research that makes up this 
evaluation has been designed to make a contribution to the achievement of 

this vision. In this second year report we have: 

 

 Drawn out the lessons that FSS offers to date in terms of the changes 

that we have identified from our Year 1 

 Identified the outstanding issues and challenges that exist around the 

approach 

 Described the impact and implications of Covid-19 and what this may 

mean for the design and delivery of a national employment service over 

the next 12 months 

 

This year 2 evaluation report is underpinned by the following methodology, 

and involved telephone interviews with people in each locality between May 

and July 2020. The timing of these interviews is earlier than the fieldwork 

period in 2019 as the work was brought forward to ensure we would be able to 

talk about the pre-Covid-19 period up to the beginning of March 2020. 

Because of the impact of Covid-19 on Jobcentre services, we did not speak to 

Jobcentre staff, so their views are not reflected in these findings. In addition, 

some other organisations that would have had useful insights were not 

available to speak to during the reporting timescales because of the demands 

that the impact of Covid-19 has placed on them – this also included 
employers, and we were not able to talk to a representative sample of 

employers in any of our focus areas.  
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Our work does cover the impact of Covid-19 but the main focus is on the way 

in which FSS was delivered in the three areas up to March 2020: 

 

Evaluation activity: 

Desk-based analysis of socio-economic and employment trends in each locality 

Analysis of the management and performance data of FSS in each locality 

Interviews with participants and their FSS key workers in each locality 

Follow up interviews with participants who we initially interviewed in our Year 1 

localities, to provide insights into the longer term impact of the experience of FSS 

Interviews with FSS service staff including lead providers, and their partners and 
supply chain 

Interviews with other relevant stakeholders in the area 
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2 Fair Start Scotland in Drumchapel  
This chapter outlines the key features of FSS in Drumchapel. This chapter 

covers: 

 

 A description of Drumchapel including the socio-economic context and 

labour market  

 Analysis of the FSS management and performance data for Drumchapel  

 A description of the delivery of FSS in Drumchapel 

 Key lessons we can draw from this case study area 

 

Area profile  

This section provides information about labour market patterns and 

socioeconomic trends in Drumchapel - and North West Glasgow more broadly 

- focusing on levels of deprivation, unemployment and skills and education. 

Given the lack of availability of regular data on the relevant topics at a 

Drumchapel area level, socioeconomic trends will be frequently examined in 

an Area Partnership/Glasgow City Ward level (Drumchapel/Anniesland) where 

possible.  

 

This section also provides descriptions of local efforts to increase 
employability and encourage economic growth in the area. Drumchapel is a 

neighbourhood in north west Glasgow with an estimated population of 

12,967.2 It was constructed as a response to slum housing in Glasgow in the 

1950s, but while it provided much better and healthier housing the lack of local 

jobs and the distance from the jobs of central Glasgow, combined with the 

deterioration in the housing stock, led to Drumchapel – and the other Glasgow 

peripheral estates of Easterhouse, Castlemilk and Greater Pollok - becoming 

characterised by high unemployment and associated features of deprivation. 

The Drumchapel/Anniesland electoral ward is the most north westerly ward in 

Glasgow City and had a population of 29,590 in 2018.3 

 
  

                                        
2 The Glasgow Indicators Project. Understanding Glasgow.   

3 Scottish Government. Electoral ward – Drumchapel/Anniesland.  
Glasgow City Council. City Ward Factsheets 2017 – ward 14: Drumchapel/Anniesland. 2017 

https://www.understandingglasgow.com/profiles/neighbourhood_profiles/3_nw_sector/31_drumchapel
https://statistics.gov.scot/atlas/resource?uri=http://statistics.gov.scot/id/statistical-geography/S13002980
https://www.glasgow.gov.uk/CHttpHandler.ashx?id=4615&p=0
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There are high levels of deprivation and associated health problems in 

Drumchapel 

 

According to the Scottish Index of Multiple Deprivation (SIMD) 2020, 15 out of 

16 data zones in Drumchapel were amongst the top 20% most deprived data 

zones in Scotland.4 In 2016, 11 out of the 16 data zones in the area were in 

the top 5% most deprived zones in Scotland.5 Additionally, 42.5% of the 

population in Drumchapel North and 32.8% in Drumchapel South are income 
deprived within SIMD income domain compared to 12.1% in Scotland overall.6  

 

 
Figure 1: Levels of deprivation in Drumchapel, colour coded according to the Scottish index of Multiple 

Deprivation deciles. The neighbourhood has a large spread of areas in the most deprived decile [Source: 

Scottish index of Multiple Deprivation 2020: Drumchapel]  

 

  

                                        
4 Scottish Government. Scottish Index of Multiple Deprivation 2020  
5 Thriving Places. Living in Drumchapel – consultation report, April 2019.  
6 ScotPHO. Health and wellbeing profile – Drumchapel South and North (Intermediate zone) compared against 

Scotland.   

https://simd.scot/#/simd2020_20pc/BFTTFTT/14/-4.3758/55.9109/
https://www.glasgowcpp.org.uk/CHttpHandler.ashx?id=46719&p=0
https://scotland.shinyapps.io/ScotPHO_profiles_tool/
https://scotland.shinyapps.io/ScotPHO_profiles_tool/
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High levels of deprivation in Drumchapel have had an impact on health 

outcomes, with high levels of child poverty and P1 obesity.7 Drumchapel has 

one of the highest rates of child poverty in Glasgow, with 48% of children 

living in poverty in 2016.8 37.9% of children in Drumchapel North and 41.7% in 

Drumchapel South live in low income families, compared with 16.7% of 

children in Scotland. 9 Approximately a quarter of residents in Drumchapel are 

children under the age of 16, compared with 17% across Glasgow.10  

 
There is a low level of ethnic diversity in Drumchapel (5% of the population) 

compared with Glasgow as a whole (12%).11 Additionally, there are more 

people in Drumchapel who are disabled or have a long-term illness than in 

Glasgow overall (15% compared with 9%).12  

 

There are high levels of alcohol and drug-related hospital admissions and 

mortality in the area compared with Scotland overall. The rate of alcohol-

related hospital admissions in Drumchapel North was significantly higher than 

the Scottish average in 2018/2019 (2,540 per 100,000 compared with 669 per 

100,000).13 Drumchapel South had a lower rate, but this figure was still higher 

than Scotland overall (1,210 per 100,000).14 The proportion of the population 

hospitalised due to drug-related conditions in North West Glasgow area is 

higher than the Scottish average from 2015-2018 (295 per 100,000 compared 

with 181 per 100,000).14 The rate of alcohol-specific deaths is also higher than 
in Scotland overall (32.7 per 100,000 compared with 20.6 per 100,000 from 

2014-2018.14  

 

Drumchapel South has a significantly higher number of deaths from all causes 

(all ages) per 100,000 population compared with Scotland from 2016-2018 

(2,457.3 per 100,000 compared to 1,153.7).  15 Drumchapel North has a lower 

rate of 1,776 per 100,000. 16 Life expectancy for females in Drumchapel North 

and South is lower than in Scotland overall (75.3 years in Drumchapel South 

                                        
7 Glasgow Centre for Population Health. Children and Young people’s profile for Drumchapel .   

8 Glasgow Community Planning Partnership. Drumchapel/Anniesland area partnership profile 2016.  
9 ScotPHO. Health and wellbeing profile – Drumchapel South and North (Intermediate zone) compared against 

Scotland.  

10 Thriving Places. Living in Drumchapel – consultation report, April 2019. National Records of Scotland. Mid-year 

population estimates Scotland, mid-2018  

11 Thriving Places. Living in Drumchapel – consultation report, April 2019  

12 Ib id. 

13 ScotPHO. Health and wellbeing profile – Drumchapel North (Intermediate zone) compared against Scotland. 

14 ScotPHO. Health and wellbeing profile – Drumchapel South (Intermediate zone) compared against Scotland. 

15 ScotPHO. Health and wellbeing profile – Drumchapel South and North (Intermediate zone) compared against 

Scotland.  

16 Ib id. 

https://www.understandingglasgow.com/assets/0003/4572/Drumchapel.pdf
https://www.glasgow.gov.uk/councillorsandcommittees/viewSelectedDocument.asp?c=P62AFQDNT1Z30GDN2U
https://scotland.shinyapps.io/ScotPHO_profiles_tool/
https://scotland.shinyapps.io/ScotPHO_profiles_tool/
https://www.glasgowcpp.org.uk/CHttpHandler.ashx?id=46719&p=0
https://www.nrscotland.gov.uk/files/statistics/population-estimates/mid-18/mid-year-pop-est-18-pub.pdf
https://www.nrscotland.gov.uk/files/statistics/population-estimates/mid-18/mid-year-pop-est-18-pub.pdf
https://www.glasgowcpp.org.uk/CHttpHandler.ashx?id=46719&p=0
https://www.glasgowcpp.org.uk/CHttpHandler.ashx?id=46719&p=0
https://scotland.shinyapps.io/ScotPHO_profiles_tool/
https://scotland.shinyapps.io/ScotPHO_profiles_tool/
https://scotland.shinyapps.io/ScotPHO_profiles_tool/
https://scotland.shinyapps.io/ScotPHO_profiles_tool/
https://scotland.shinyapps.io/ScotPHO_profiles_tool/
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and 76.7 years in Drumchapel North compared to 81.1 years).17 Life 

expectancy overall in Drumchapel is lower than the Glasgow average.18 

 

Drumchapel has one of the highest rates of unemployment in Glasgow 

 

According to the 2011 census, 66% of the population in 

Drumchapel/Anniesland were aged 16-64.19 This is a lower rate than North 

West Glasgow (68%) and Glasgow City (70%).20 70% of the population aged 
16-64 were economically active in Drumchapel/Anniesland and 30% were 

economically inactive. 21 A high percentage of these economically inactive 

residents in the area are students (13.5%) compared with the rest of Glasgow 

(5.9%).22 

 

In 2016, Drumchapel had one of the highest rates of unemployment (14%) in 

Glasgow which was more than double the Scottish rate at the time (6%) and 

higher than the rate across Glasgow (9%).23 In 2011, almost half (49.3%) of 

working age residents in Drumchapel were not in employment – this was 

significantly higher than other neighbourhoods in the Drumchapel / Anniesland 

ward (Temple / Anniesland, 35.7%; Blairdardie, 35.3%).24  

 

There is insufficient data available to provide a gender breakdown of 

unemployment in Drumchapel/Anniesland and North West Glasgow. However, 
the rate of unemployment amongst males in Glasgow is more than double the 

rate of unemployment amongst females (6.3% compared with 3%).25  

 

In 2015, more people of working age living in the Drumchapel/Anniesland area 

claimed out of work benefits than in Glasgow, (22.2% compared with 

17.9%).26 32.7% of working age residents in Drumchapel claimed out of work 

benefits from 2008-2013.27 This figure is much higher Temple/Anniesland 

(18.6%) and Blairdardie (16.4%) over the same timeframe. This is also much 

higher than the rate in North West Glasgow (17.2%); Glasgow (19.6%) and 

Scotland overall (12.9%). 

 

In 2016, 14% of out of work claimants aged 16-24 in the 

Drumchapel/Anniesland ward were claiming Employment Support Allowance 

                                        
17 Ib id. 

18 Understanding Glasgow. Neighbourhood profiles – Drumchapel.  
19 Glasgow City Council. City Ward Factsheets 2017: Ward 14 – Drumchapel/Anniesland. 2017. 
20 Glasgow City Council. North West Sector Profile.  
21 Glasgow City Council. City Ward Factsheets 2017: Ward 14 – Drumchapel/Anniesland. 2017.  
22 Glasgow City Council. North West Sector Profile.   
23 Glasgow’s Housing Strategy. Factsheet 6/2016: employment change in Glasgow. 2016. 

24 Glasgow City Council. General information about the Drumchapel/Anniesland (D/A) Area Partnership .   
25 NOMIS. Labour Market Profile – Glasgow City.   

26 Glasgow Community Planning Partnership. Drumchapel/Anniesland Area Partnership Profile 2016.   
27 Glasgow City Council. General information about the Drumchapel/Anniesland (D/A) Area Partnership.   

https://scotland.shinyapps.io/ScotPHO_profiles_tool/
https://www.understandingglasgow.com/profiles/neighbourhood_profiles/3_nw_sector/31_drumchapel
https://www.glasgow.gov.uk/CHttpHandler.ashx?id=4615&p=0
https://www.glasgow.gov.uk/councillorsandcommittees/viewSelectedDocument.asp?c=P62AFQUTUTUTUTUT
https://www.glasgow.gov.uk/CHttpHandler.ashx?id=4615&p=0
https://www.glasgow.gov.uk/councillorsandcommittees/viewSelectedDocument.asp?c=P62AFQUTUTUTUTUT
https://www.glasgow.gov.uk/CHttpHandler.ashx?id=34748&p=0
http://www.glasgow.gov.uk/Councillorsandcommittees/viewSelectedDocument.asp?c=P62AFQNTNT0GZLZ3
https://www.nomisweb.co.uk/reports/lmp/la/1946157420/report.aspx?town=glasgow
https://www.glasgow.gov.uk/councillorsandcommittees/viewSelectedDocument.asp?c=P62AFQDNT1Z30GDN2U
http://www.glasgow.gov.uk/Councillorsandcommittees/viewSelectedDocument.asp?c=P62AFQNTNT0GZLZ3
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and incapacity benefits; 6.9% were receiving income support/other benefits 

and 2.5% were receiving job seeker benefits.28  

 

Based on 2011 census data, 17% of residents in the Drumchapel 

neighbourhood reported that they had never worked/were long term 

unemployed, compared with 11.2% in the Drumchapel/Anniesland area 

partnership.29 This rate is more than double the rate in North West Glasgow 

(7.7%) and higher than the rate in Glasgow City overall (9.1%).30  
 

In 2015, there were a total of 7,000 employee jobs in 

Drumchapel/Anniesland.31 (Employee jobs are the number of jobs held by 

employees (excluding self-employment, government-supported trainees and 

HM forces).) 61.4% of employee jobs were full-time and 38.6% were part-

time.32 The biggest industry in Drumchapel/Anniesland in 2015 was public 

sector services providing an estimated 2,300 employee jobs.33 This is followed 

by manufacturing, construction and utilities (1,500 employee jobs); wholesale 

and retail (1,300 employee jobs); professional services (1,000 employee jobs) 

and other actives including motor trades, transport, food services, arts 

entertainment and recreation (900 employee jobs).34  

 

There are good public transport links between Drumchapel and the 

Glasgow labour market but they may be restrictive due to times and cost 
 

There are good public transport links in Drumchapel to and from the Glasgow 

labour market. Drumchapel is around 5 miles/8 kilometres from Glasgow City 

Centre.35 There is one bus service which travels from Drumchapel to Glasgow 

City centre; the journey lasts 30 minutes. Single adult tickets are £1.70 and 

the night bus is £3.00.36 The bus operates frequently (every ten minutes or 

less) from 8am to 5.40pm and comes more infrequently outside these hours 

(6.00pm to midnight).37 The service is less frequent on the weekend. 38 There 

is a train station in Drumchapel which serves the Drumchapel, Blairdardie and 

Old Drumchapel neighbourhoods.39  

                                        
28 Glasgow City Council. City Ward Factsheets 2017: Ward 14 – Drumchapel/Anniesland. 2017.  

29 Glasgow City Council. General information about the Drumchapel/Anniesland (D/A) Area Partnership .   

30 Ib id. 

31 Glasgow City Council. City Ward Factsheets 2017: Ward 14 – Drumchapel/Anniesland. 2017.   

32 Ib id. 

33 Ib id. 

34 Ib id. 

35 Google Maps. Distance between Drumchapel and Glasgow City Centre.   

36 First. Ticket prices.   

37 Ib id. 

38 Ib id. 

39 ScotRail. Drumchapel.   

https://www.glasgow.gov.uk/CHttpHandler.ashx?id=4615&p=0
http://www.glasgow.gov.uk/Councillorsandcommittees/viewSelectedDocument.asp?c=P62AFQNTNT0GZLZ3
http://www.glasgow.gov.uk/Councillorsandcommittees/viewSelectedDocument.asp?c=P62AFQNTNT0GZLZ3
https://www.glasgow.gov.uk/CHttpHandler.ashx?id=4615&p=0
https://www.glasgow.gov.uk/CHttpHandler.ashx?id=4615&p=0
https://www.glasgow.gov.uk/CHttpHandler.ashx?id=4615&p=0
https://www.glasgow.gov.uk/CHttpHandler.ashx?id=4615&p=0
https://www.google.com/maps/@55.8746461,-4.2835318,14z
https://www.firstgroup.com/greater-glasgow/tickets/ticket-prices
https://www.firstgroup.com/greater-glasgow/tickets/ticket-prices
https://www.firstgroup.com/greater-glasgow/tickets/ticket-prices
https://www.scotrail.co.uk/plan-your-journey/stations-and-facilities/dmc
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The train to Glasgow City centre is frequent (around 35 one-way journeys a 

day) and operates from 06.00am to 11.30pm with an average journey time of 

19 minutes.40 Train fares start at £3.60.  

 

For residents of Drumchapel who use public transport to travel outside the 

area for work are more likely to commute by bus/coach.41 However, for those 

working irregular hours or with caring responsibilities, both the train and bus 
links may not be accessible. Additionally, transport costs may be prohibitive 

for job seekers and those on low incomes.  

 

However, commuting patterns show that residents of Drumchapel who travel 

outside the area for work are most likely to commute by car42.  

 

On average, residents in Drumchapel have lower levels of qualifications 

and education compared with Glasgow overall 

 

At 26.3%, Drumchapel has a nearly half the proportion of adults with 

qualifications at Higher level and above compared with Glasgow. This is 

reflected in a high proportion of young people not in education, employment or 

training (20.9%).43 This figure was higher (39%) for 16-19 year olds in 

Drumchapel in 2012.44 Pupil attainment in Drumchapel was significantly lower 
than the Glasgow average with only 15% of pupils achieving 5 or more 

qualifications at SCQF Level 5 in 2012-2013.45 However, 88% of school 

leavers had a positive destination in 2013 (higher/further education, 

employment or training).46  

 

Local employability support services in Drumchapel focus mainly on 

young people 

 

These include:  

 Jobs and Business Glasgow is the main source of employment 

support in Glasgow and it has a presence in Drumchapel. They work in 

partnership with Glasgow Life Libraries to deliver employment support in 

communities. This partnership is important as it provides a less formal 

setting where people seeking employment support can continue to use 

the library resources after their support session has ended. 

                                        
40 Trainline. Trains from Drumchapel to Glasgow Central.   

41 DataShine. Scotland Commute.   

42 Ib id. 

43 Understanding Glasgow. Drumchapel.   

44 Glasgow Centre for Population Health. Children and young people’s profile for Drumchapel.  

45 Ib id.  

46 Ib id. 

https://www.thetrainline.com/train-times/drumchapel-to-glasgow-central
https://scotlandcommute.datashine.org.uk/#mode=bus&direction=from&area=undefined&zoom=13&lon=-4.3354&lat=55.8788
https://scotlandcommute.datashine.org.uk/#mode=bus&direction=from&area=undefined&zoom=13&lon=-4.3354&lat=55.8788
https://www.understandingglasgow.com/assets/0002/1246/Drumchapel.pdf
https://www.understandingglasgow.com/assets/0003/4572/Drumchapel.pdf
https://www.understandingglasgow.com/assets/0003/4572/Drumchapel.pdf
https://www.understandingglasgow.com/assets/0003/4572/Drumchapel.pdf
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 Glasgow Community Learning and Development Strategic 

Partnership (GCLDSP) is a multi-agency group led by Glasgow Life 

responsible for establishing and implementing the Community Learning 

and Development Plan to improve people’s outcomes and opportunities 

as a result of economic growth and a reduction of inequalities.47 

 G15 Youth Project. Located in Drumchapel community centre, the G15 

Youth Project is a charity working for young people aged 12-35 who live 

locally. The organisation provides one-to-one support in areas such as 

employability and hosts awareness workshops on various issues 

including gang culture and sexual health.48  

 Pathfinder is a partnership programme delivered by Workingrite and 

Dumbarton Road Corridor Youth Project across North West Glasgow. 

The programme aims to help young people into employment, education 

or work experience. Working with referral partners such as the G15 

Youth Project, Skills Development Scotland and The Princes Trust, the 

programme supported 78 young people from Drumchapel / Anniesland 

in 2018 through engagement sessions and placements up to 12 

weeks.49 

 Right Track Scotland provides training, employability support and 

opportunities for self-development and practical work experience for 

young people across Scotland including Drumchapel. It does through 

group work and one to one support to help individuals overcome 

personal development challenges and barriers to employment.50  

Due to the outbreak of Covid-19, the Drumchapel/Anniesland Area 

Partnership introduced two projects in April 2020 to help support those 

vulnerable in the community especially as a result of increased levels of 

unemployment.51 

 Covid-19 Community Support Response – aims to provide support to 

the local community with regards to health, finances and social isolation 

 Storehouse local foodbank – increased unemployment levels have 

meant that the foodbank could not meet demand and needed increased 

support from the council to purchase food and supplies for those most in 

need in the area 

                                        
47 Glasgow Life. Glasgow CLD Strategic Partnership.   

Glasgow’s Learning. Glasgow Community Learning & Development Strategic Plan 2018-2021. 2018.   

48 The G15 Youth Project.   
49 Workingrite. Pathfinder Project. 

North West Glasgow Voluntary Sector Network. Drumchapel/Anniesland Area Partnership.  

50 Right Track Scotland Ltd. Our approach.  

Right Track .   

51 Glasgow Community Planning Partnership. Drumchapel/Anniesland Area Partnership – area budget April 

2020.   

https://www.glasgowlife.org.uk/glasgows-learning/glasgow-cld-strategic-partnership#:~:text=Membership%20%26%20Governance-,Membership%20%26%20Governance,Governance
https://www.glasgowcpp.org.uk/CHttpHandler.ashx?id=42691&p=0
https://www.facebook.com/g15youth/
https://workingrite.co.uk/where-we-work/glasgow/pathfinder-project/
http://www.glasgow.gov.uk/Councillorsandcommittees/viewSelectedDocument.asp?c=P62AFQDN2UNTT1UTUT
http://www.rtscot.org/
https://www.facebook.com/right.track.71/
https://www.glasgowcpp.org.uk/CHttpHandler.ashx?id=49271&p=0
https://www.glasgowcpp.org.uk/CHttpHandler.ashx?id=49271&p=0
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Glasgow City Council has introduced a number of initiatives aimed at 

increasing economic growth and the availability of jobs across the city 

 

 Community hubs – Glasgow City Council has made a commitment of 

£20 million to create new community hubs across the city in areas 

including Drumchapel/Anniesland to engage with the local community 

and provide local services.52  

 Drumchapel Thriving Places. Introduced in 2016 to improve the quality 

of life for people who live and work in the area, the strategy aims to use 

local knowledge and lessons learnt to help support residents of 

Drumchapel in areas including health and wellbeing, community safety, 

education and employment.53 

 Glasgow Economic Strategy 2016-2023 which aims to make Glasgow 

the most productive major city economy in the UK by making a number 

of investments in areas such as tourism and infrastructure.54 

 Glasgow City Region Deal was a capital investment of £1.13 billion 

which aimed to create jobs, boost local businesses and fund 

infrastructure projects over ten years from 2014. 55  

 Glasgow City Region Economic Action Plan - joint economic plan 

launched by 8 Glasgow City Region councils to create 100,000 jobs, 

6,500 new businesses and improvements to qualifications and skills in 

the area. It aims to support the building of 110,000 new homes.56 

 The Glasgow Guarantee. The £50 million Glasgow Guarantee 

programme was launched in 2015 after the city hosted the 

Commonwealth Games to help local people into employment and job 

training as well as supporting businesses.57 

 Glasgow Supported Employment Service supports people with 

learning disabilities or autistic spectrum conditions to enter and sustain 

employment.58  

 Youth Employability Partnership – Glasgow City Council developed a 

strategy to meet the needs of and support children and young people 

into employment and education.59 

 

What this means for FSS in Drumchapel 

                                        
52 Glasgow City Council. Council to deliver £20 million Community Hubs investment across Glasgow. 
53 Glasgow Community Planning Partnership. Drumchapel Thriving Places.   

54 Glasgow City Council. Glasgow Economic Strategic 2016-2023.  

55 Glasgow City Council. £1.13 billion City Deal for Glasgow City Region signed today.  
56 Glasgow City Region. Economic Action Plan. 2017. 
57 Glasgow City Council. Glasgow Guarantee.  

58 Glasgow City Council. Supported Employment.  
59 Glasgow City Council. YEP Glasgow’s Youth Employability Partnership .  

https://www.glasgow.gov.uk/article/24550/Council-to-deliver-20million-Community-Hubs-investment-across-Glasgow
https://www.glasgowcpp.org.uk/index.aspx?articleid=24904
https://www.glasgow.gov.uk/CHttpHandler.ashx?id=36137&p=0
https://www.glasgow.gov.uk/index.aspx?articleid=13045
http://www.glasgowcityregion.co.uk/CHttpHandler.ashx?id=19521&p=0
https://www.glasgow.gov.uk/glasgowguarantee
https://www.glasgow.gov.uk/supportedemployment
https://www.glasgow.gov.uk/CHttpHandler.ashx?id=15228&p=0
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As one of the more deprived communities in Scotland, it is important to 

understand the extent to which FSS has been able to create an effective local 

presence in Drumchapel, how it has been able to draw in local residents and 

help them to connect with accessible jobs, and how it works with and 

complements other local support. 

 

Management and Performance Data for Drumchapel 

The infographic below draws on the management and performance data 

collected between April 2019 and March 2020. It covers all FSS participants 

who were registered with the Drumchapel Jobcentre (i.e. those who were 

enrolled on the service).  

 

 
 

  

66% Male 37% < 35 years

34% Female 29% 35-49

48%
With disability or      

health condit ion 
35% 50+

10%  Sustained work for 13 weeks 

6% of Men 18% of Women 

9% 10% of those without 

5.5%
of participants enrolled on the programme  

sustained work for 26 weeks 

164 individuals participated in 2019/ 20

of those with 

disability or health 

condit ion
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Description of service 

It is important to note that Drumchapel was selected as a pilot site, so FSS 

has been present in the area since 2017/18.  

 
The lot area covers the local authority area of Glasgow. The FSS contract is 

held by People Plus who have subcontracted the delivery in Drumchapel to 

The Lennox Partnership (TLP). Initially the contract was also subcontracted to 

Remploy, but they are no longer part of the delivery team. Their delivery was 

mainly focused on participants requiring more intense support and, when 

Remploy withdrew, support for these participants was incorporated into TLP’s 

delivery of FSS. People Plus and TLP work closely together to deliver FSS in 

the Glasgow lot area and have developed good working relationships. 

However, it is important to note that TLP are wholly responsible for delivery in 

Drumchapel. 

 

As part of the FSS contract, early on People Plus allocated key workers to 

specific Jobcentre areas so that they were able to build stronger relationships 

with both the participants and Jobcentre staff in each area. TLP were 

allocated Drumchapel as they are a well-known and established provider in 
the area with over 30 years of experience. They were established to “support 

the regeneration of the Clydebank area following the demise of the 

shipbuilding and heavy engineering sectors, and to continue the work of the 

Scottish Development Agency’s Task Force who were pulling out of the 

area”60. 

 

When TLP first started delivering FSS in Drumchapel, they were based out of 

their office on Dumbarton Road in neighbouring Clydebank (15 minutes by 

bus or 30 minutes’ walk) which required Drumchapel participants to travel to 

Clydebank to complete their initial assessments and start receiving support. 

Within the first two week, TLP realised that this model was not working as 

participants did not want to or did not feel comfortable travelling outwith 

Drumchapel. TLP and Drumchapel Jobcentre agreed that the TLP support 

worker could be based out of the Jobcentre one day a week, in addition to 
providing daily email or telephone contact with the key Jobcentre work coach.  

 

The decision to co-locate one day a week came as a result of few participants 

travelling to Glasgow for their initial assessments, but also due to very low 

Jobcentre referrals (2 or 3 per month), in the early days of delivery. TLP 

therefore now meet all Drumchapel participants face to face in the Jobcentre. 

This has increased the number of individuals starting the service as well as 

other referrals coming through as Jobcentre staff are seeing positive results 

for these participants. TLP have access to a private room in the Jobcentre one 

                                        
60 The Lennox Partnership. About us.   

http://www.thelennoxpartnership.org/who-we-are/about-us/
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day a week where they can talk to potential participants, which provides 

participants with more privacy when discussing their support needs.  

 

This change saw increases in the number of referrals (up 7% in the first 8 

weeks) and starts on FSS. A key part of the referral process is a “warm 

handover” between Jobcentre work coaches and the TLP support worker, who 

then completes the initial assessment and enrols the participant. TLP have 

received ~128 referrals from Jobcentre work coaches, of which 79 have 
started the service.  

 

Interviewees stated that the mindset of people in Drumchapel can be very 

inward looking – this extends to a lack of willingness to travel outwith the area 

for work:  

 

“Generally, people are born in Drumchapel, live in Drumchapel, work in 

Drumchapel.”  

- FSS Provider 

 

The main point of contact for FSS in Drumchapel is through the dedicated TLP 

support worker. There are 9 other TLP support workers who also have 

Drumchapel FSS participants on their caseloads. As we understand, they do 

not work exclusively with FSS participants from Drumchapel as they are 

working on a range of TLP services.  

 

Relationship between the provider and the Jobcentre  

The relationship with the Jobcentre has been described as “going from 

strength to strength” (FSS Provider). Despite some challenges at the 

beginning, they set up several meetings, with both managers and their teams 

which allowed TLP to talk about what the FSS service looked like and what 

support and input they required from Jobcentre staff. It did require a lot of time 

and effort upfront to develop and build on the relationship with the Drumchapel 

Jobcentre. The senior work coach at the Jobcentre was important in setting up 

this strong and positive relationship and TLP now feel that they have a well 

managed and maintained relationship.  

 

TLP feel that it is important to keep the Jobcentre work coaches up to date on 
how participants are getting on, but have also written a letter of 

recommendation and thanks acknowledging the key Jobcentre work coach 

who is working with TLP. This approach appears to be working well and 

interviewees feel that it is a key part of the success of FSS in the area which 

TLP are seeing through an increase in the number of referrals to FSS. 

 

“They can see the successes – the good things that are happening [for 

participants] – it raises the profile [of FSS].” 
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- FSS Provider 

 

“It is a very deprived community, and a service like this [is] absolutely 

pivotal in small communities. It’s very hard to get people from 

Drumchapel to Glasgow city centre until they 100% believe you, 

understand and trust you.” 

- FSS Provider 

 

The Jobcentre is located in a shopping centre in the middle of Drumchapel in 

a busy area with banks, the library, social work services, and other community 

hubs nearby.  

 

“The Jobcentre team have created a welcoming environment and they 

work well together as a team. It’s a small, but friendly office, with 5 work 
coaches who are participant facing”  

 - FSS Provider 

 

In addition, the location of the Jobcentre means that TLP find it easy to meet 

participants in other locations if they don’t want to meet in the Jobcentre. 

There is a community hub within walking distance which is happy for TLP to 

use their space to meet participants, in addition to the library.  

 

Referral pathways and considerations  

Despite these positive relationships, referrals from Jobcentres have been 

much lower than initially anticipated. As a result, People Plus and TLP have 
set up community engagement teams to establish referral pathways to get 

participants into the service. This includes talking to third sector organisations 

in the area including mental health services, drug and alcohol addiction teams, 

as well as Housing Associations and community groups. 

 

“We find having a presence wherever participants are seeking support is 

important.”  

- Other employability provider 

 

However, one interviewee mentioned that the pattern of referrals needs to be 

put into context: 

 

 Drumchapel is a complex area in terms of need and the circumstances 

that people living there face: 

o The participants that the Jobcentre and TLP work with are facing 

multiple barriers to work which include mental health and drug 

and alcohol addictions 
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o Many come from workless households with multiple generations 

of unemployment, there are high numbers of lone parents, and 

many do not have qualifications 

 There is high unemployment and the area has high levels of deprivation. 

Although there is some regeneration in the area, opportunities remain 

low. 

 Drumchapel is a small Jobcentre, with 5 Work Coaches available to 

make referrals to FSS, so the referral numbers coming in are good for a 

small area.  

 

“We need to consider the number of people coming [to the Jobcentre], 

and the barriers they face. We need to be realistic about the area and a 

small site – [Jobcentre work coaches] are proactive, keen to engage – so 

getting this number is really good.” 

- FSS Provider 

Although challenging to begin with, establishing referral pathways themselves 

has created some positive benefits for TLP. It has resulted in a larger portfolio 

of partners, led to a stronger presence in the local area (i.e. increased 

awareness of TLP), and achieved a wider variation of participant caseloads 

(i.e. they have had access to participants who might not visit the Jobcentre). 
There was seen to be value in investing in community engagement to attract 

additional referrals. There is also a feeling that the community work has 

increased the number of referrals that have come from the Jobcentre: it is 

creating a greater awareness of FSS and as a result people are more willing 

to be referred onto the service as they know more about it.  

 

“Our community work has increased JCP referrals … They are still not 

as high as we would like, but very much improved.”  

- FSS Provider 

 

TLP feel that another reason for this success is because they have a very 

experienced team of support workers: 

 

 The key workers at TLP are experienced (all have over 10 years’ 

experience) which is important in an area like Drumchapel where many 

participants have multiple complex needs, face multiple barriers to work, 

grow up in workless households, and do not want to travel outwith 

Drumchapel for work.  

 Although there are certain conditions of the service set by the Scottish 

Government (such as when the initial assessment needs to be 

completed, a CV on file for each participant etc.), the support workers 

have a lot of say in what activities they can provide to participants. They 

provide a catalogue of services for additional support and have well 
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established relationships with providers. This ensures that participants 

are able to get the support they need (e.g. financial advice, mental 

health, drug and alcohol support). 

 As part of their support to participants, TLP provides education and 

advice on the employability market in terms of the available 

opportunities, the skills that are required, and where the jobs are located. 

They focus on the participant’s transferrable skills and match these up to 

vacancies to help participants realise what options are available to them. 

Part of this process is also about bringing some participants round to the 

idea that they will have to travel outwith Drumchapel for these 

opportunities. This takes time, and they have to help participants 

transition by moving their support sessions into the Clydebank TLP office 

to get them used to travelling out of Drumchapel. It is hoped that this will 

help some of them make the next step of travelling into Glasgow where 

most of the jobs are. 

 Support workers also have to educate some participants on the financial 

side of moving from benefits to employment. 

 

“We do financial calculations that let people know they are better off in 

employment. Lack of knowledge, maybe generational behaviour – trying 

to re-educate people that benefits aren’t a lifestyle choice – so we spend 

a lot of time going into financial calculations.” 

- FSS Provider 

 The caseload for each key worker is capped at 40 individuals, which 

they feel results in a better service for individuals. Some of these 

participants are seen individually, and some take part in group sessions. 

 Co-location of TLP and the Jobcentre, but more importantly, the working 

relationships between TLP and JCP staff result in a more joined up and 

coherent support service for participants. For example, it was mentioned 

that participants often tell the Jobcentre one thing and tell TLP another. 

By having a good working relationship, it means that a more 

comprehensive picture of the participant and their circumstances is built 

up more quickly and the right support is identified and provided in the 

first instance.  

 

Apart from The Lennox Partnership and the Jobcentre, there does not appear 

to be many other local provision for employability support in the Drumchapel 

area. There are some providers in Glasgow, such as Jobs and Business 

Glasgow, that cover the Drumchapel area, but they were not able to provide 
insight on how FSS was operating on the ground and do not appear to 

analyse data by area.  

 

Although a few organisations have been mentioned, there does not appear to 

be any direct competitors for FSS.  
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There are some other third sector organisations that provide services to the 

local community such as the North West Drugs and Alcohol addictions team, 

Elevate, and Cope. There are other services that operate out of Drumchapel 

Jobcentre such as the Careers Service (SDS), and other organisations 

provide training supported through the SDS Employability Fund. Our 

impression from the interviews is that FSS is becoming the main single source 

of employability support in Drumchapel, and is complemented by a small 
number of local employability providers, and from the wider Glasgow lot area.  

 

Employment pathways for participants 

TLP have built up a strong relationship with the Wheatley Group who run an 

Environment Routes service which involves removal of waste, graffiti removal, 

and maintaining communal areas. The Wheatley Group now recruit the staff 

for this work from FSS participants. TLP were also in talks prior to Covid-19 

with both the Wheatley Group and Drumchapel Housing Association to get a 

desk within their offices.  

 

Another important aspect of TLP’s delivery of FSS is around employer 
engagement. TLP as well as People Plus spend a lot of time building and 

maintaining employer relationships:  

 

“We want FSS to be the provider of choice for employers and for them to 

come to us with vacancies.” 

- FSS Provider 

 

The employer relationship is important for People Plus and TLP, with each key 

worker having a range of “go-to” employers for their participants. The key 

workers spend a lot of time with both employers and participants to ensure 

that the employment opportunity is right for both parties. TLP explained that 

for participants, it was about explaining that these opportunities weren’t local 

and building them up to commute to Glasgow. The first step is to transition 

participant’s appointments with their support worker from Drumchapel to 

Glasgow, before placing them in a role. 

 

This approach was described as being positive as it focused on “selling the 
participants skills, promoting people to ensure that they are getting jobs 

that are suitable for them” (FSS provider) (i.e. in terms of skills, 

progression, ambition and so on) and that crucially “…they are not setting 

the participant up to fail” (FSS provider). 

 

“Same for participants – need to manage their expectations. An 

important part of the support that FSS provides is around determining 

the skillset, transferrable skills, not about what the person wants to do 
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all the time –it’s about being realistic, changing their outlook and what 

opportunities are out there.” 

- FSS Provider 

 

The support worker talks to the employer about the participant, what their 

circumstances are, their likely in-work support needs and ensuring employers 

are aware of the participant’s strengths and weaknesses. Spending this time 

with employers is valuable, as once a participant is placed, it allows key 

workers to provide appropriate in-work support and act as a go between which 

contributes to a sustainable outcome. For example, the key worker will talk to 

the employer on behalf of the participant to address support needs, and the 
employer can approach the key worker if they have concerns about the 

participant. This open, two-way relationship is felt to be important, especially 

in the first 13 weeks, where they are most likely to fall out of employment.  

 

For TLP, more important that just getting a job outcome, is getting the right job 

outcome, a sentiment which was echoed by another interviewee. Although 

they do not always get it right, the time spent with employers reduces the 

likelihood of employers having false expectations of the participant.  

 

“We spend time making sure it is the right opportunity for the 

participant. We need to work at their pace, listen to them. It’s not just 

trying to get them into a job – it’s spending time up front to get the right 

opportunity.”  

- FSS Provider 

 

Most of the employment opportunities for TLP participants are year-round in 

entry level positions. But where participants have specific skills, the support 

workers look for opportunities and contact likely employers on behalf of 
participants. In addition, they spend a lot of time reviewing and writing CVs, 

and help with online applications, especially where participants have limited 

abilities and access to IT.  

 

Employability providers in Glasgow and Drumchapel who we spoke to are 

really pushing for sustainable jobs as there are benefits to both individuals and 

employers. The key sectors where participants receiving employability support 

(from FSS and others) get jobs are in Care, Administrative Occupations, 

Construction and building trades, Retail, Call / Contact Centre, Domestic and 

Industrial Cleaning, and Security.  

 

There have recently been a few starts in food preparation with individuals 

sustaining outcomes for 13 weeks. In addition, other providers mentioned 

that they were doing well in terms of outcomes for participants, leading up to 
February 2020 which was likely down to the NHS who tend to employ a lot of 

their participants.  



                              

29 

 

 

Leading up to February 2020, Scotland was experiencing record levels of 

employment and there were a lot of opportunities61. Although there were 

limited opportunities in Drumchapel itself, the opportunities in Glasgow were 

considered to be numerous and varied, and the feeling was that if people 

wanted to work, that they were able to. Rather than a lack of opportunity, 

participants were facing other barriers such as access to childcare, and zero-

hour contracts. Some employability providers we spoke to were concerned 
about Brexit: and “any other events that loosen the labour market” (Other 

employability provider), such as Covid-19 which is discussed below.  

 

One interviewee mentioned that Brexit will be likely to affect retailers and as 

these jobs are not as secure or sustainable there is concern about companies 

leaving the UK or going out of business. Before the Covid-19 pandemic, we 

had already seen the first casualties of shifts in demand, with large, well 

established chains filing for administration62,63. The importance of Glasgow’s 

retail sector means that this will affect employment levels across the city.  

 

There were some concerns mentioned by a service provider about some of 

the opportunities that are available for FSS participants, mainly in 

supermarkets. They have not had success in the past and are concerned 

about the zero hour contracts that participants are offered as this does not 
offer them sustainability. Glasgow (up until February 2020) had high levels of 

contract and agency work (e.g. warehousing, manual labour, constructions 

etc.). The concern with this type of work was that, although an individual may 

be suited / qualified for the position, they jump from job to job which makes it 

hard to evidence sustainable 13 week outcomes, even if they get consecutive 

contracts.  

 

  

                                        
61 Scotland’s Labour Market: People, Places and Regions - Statistics from the Annual Population Survey 2019.  

62 Business Live – shops in administration 2020.  

63 The Telegraph – shops in administration 2020.  

https://www.gov.scot/publications/scotlands-labour-market-people-places-regions-statistics-annual-population-survey-2019/
https://www.business-live.co.uk/retail-consumer/list-shops-fallen-administration-2020-18177619
https://www.telegraph.co.uk/business/0/businesses-administration-high-street-shops-closed-down/
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Lessons from this case study  

Providers are finding ways to overcome some of the challenges and 

barriers that are unique to Drumchapel 

 
Drumchapel is the first peripheral estate that has been a case study as part of 

the FSS evaluation. These estates are characterised by high unemployment, 

limited local job opportunities, and an expensive, time consuming and not 

necessarily straightforward journey to the much greater opportunities of the 

city centre. Although there are good transport links between Drumchapel and 

Glasgow, the cost can often be prohibitive, and this can be compounded by a 

reluctance to look outside the immediate area for work. This case study is of 

particular significance because it starts to offer insights into the significance of 

the service (compared with existing local services) in such areas, and the 

extent to which aspects of the service design should be adopted by the LEP in 

taking forward the NOLB approach in due course.  

 

Specifically, the key questions are: 

 

 How significant is FSS in the context of a peripheral estate? 

 How successful has FSS been in penetrating the market of those further 

from work and successfully engaging people in this group?  

 How well has FSS been able to respond to the lack of local opportunities 

and helped connect service users to opportunities further afield? 

 To what extent have those who have found opportunities further afield 

been able to sustain them and the travelling that this may have involved? 

 
Drumchapel is a unique area and has different characteristics to Glasgow and 

the surrounding areas. There is a high proportion of participants who have a 

history of drug or alcohol misuse and mental health problems and the area is 

characterised by historic and generational unemployment: 

 

“Community teams dealing with drug and alcohol addictions are 

bursting at the seams. We normally get someone in the recovery period 

– clean now but spent last 10 years living with an addiction – so not 

work ready.” 

- FSS Provider 

 

“... Kids being brought up in this culture, expectations to work are far 

less.” 

- Other employability provider 
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“… a lot has to do with confidence level. A lot of 18 – 24 year olds never 

had a lot of positive direction, haven’t been told to work, and the older 

people have fallen into the benefit trap.” 

- FSS Provider 

 

There are high levels of deprivation, and a lack of opportunities locally. This, 

coupled with the perceived mindset of many in the area of wanting to work in 

or close to Drumchapel, means that it can be quite difficult to move people into 

employment.  

 

The key principles of FSS seem to work well in a deprived area like 
Drumchapel and are important aspects of delivery for the participant group. 

The flexible nature of FSS, the person centred and led aspects, and the fact 

that it is a voluntary service appear to be contributing to FSS becoming the 

provider of choice for employability support in the local area. For Drumchapel 

in particular, the local approach seems to be an important aspect of delivery.   

 

There is a reluctance for participants to travel outwith Drumchapel for 

employment, and TLP have identified some of the barriers people face in 

gaining, and sustaining employment outwith the area and are delivering a 

service which connects people to where the job opportunities are (i .e. 

Glasgow). 

 

“The Voluntary nature of FSS sets it apart, gives people choice, and the 

difference in performance lies here. Empowering people to make a 

choice about their support and make a better life.” 

- FSS Provider 

 

“[FSS] is probably the most effective service in recent years: a) because 
it is voluntary, and b) because it is participant led. We tailor services to 

needs of individual participants.” 

- FSS Provider 

 

“Very deprived, a service like this absolutely pivotal in small 

communities. Very hard to get people from Drumchapel to Glasgow city 

centre until they 100% believe you, understand and trust you.” 

- FSS Provider 

 

FSS and the wider employability landscape are struggling to align, but 

there is a desire to improve 

 

There is a general recognition that the employability landscape in Glasgow is 

crowded and there are a lot of organisations doing similar things and targeting 

the same participants. Despite this competition, interviewees feel that there 
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are enough participants who need employment support to keep all the 

providers busy. 

 

“Before FSS, there was a bit of revolving door syndrome, some people 

had gone through every service but couldn’t hold down a job.”  

- FSS Provider 

 

“Every Jobcentre in Glasgow is probably overwhelmed by employability 

providers. They all look very different, so it must overwhelming for Work 

Coaches to try and figure out where the customers can go.” 

- FSS Provider 

However, there are differing views of the landscape and infrastructure 

between FSS providers and other employability support providers in the area.  

 
“The days where providers worked on their own are gone, the best 

results come from working in partnership…This joined up approach is 

happening across Glasgow. We have a clearer understanding of what we 

are trying to achieve.” 

- FSS Provider 

 

However, this view is not shared by other providers who feel that the delivery 

of employability programmes is still discrete, different funding and reporting 

requirements means services are not comparable, ESF funding in particular 

restricts people being on multiple services but GDPR means that providers 

struggle to highlight these individuals. One interviewee felt that, until Glasgow 

employability provision is brought together under one framework, such as that 

provided by No One Left Behind, they will not be able to achieve a joined-up 

approach across the city.  

 

“Employability is too complex, made up of discrete programmes that 

bump into each other, and FSS is an example of this. There is a need for 

a more joined up approach built on No One Left Behind.”  

- Local Authority 

 

“[FSS] needs to have a better understanding of, and process to deal with 
this – GDPR does complicate this – but it starts with an awareness of 

what else is out there and available to an individual.”  

- Other employability provider 

 

In terms of the wider employability landscape in the wider Glasgow area, there 

is a feeling from other employability providers that FSS has not fully engaged 

with other providers to understand how they can work together, where there is 

overlap, where participants may already be enrolled on another service and 

considering what is in the participant’s best interest. Although there are 
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Partner forums across Glasgow where providers come together to share best 

practice, the view is that FSS (generally in Glasgow,) has not done enough to 

fully understand and work with the existing employability infrastructure in 

Glasgow.  

 

 “Another programme of scale … which did not take license of what was 

going on in the city… [or the existing] infrastructure”. 

- Local Authority  

 

One interviewee mentioned that the delivery of FSS does not feel innovative 

or different to what employability providers were already delivering ( i.e. in the 
community, person-centred, flexible etc.) and that “FSS has reinforced what 

people already knew – that a discrete employability service is not the 

right approach and further reinforces the need for all providers in the 

Glasgow areas to deliver under one framework” (Local Authority) (such 

as No One Left Behind). This will also help answer:  

 

“… how providers support those furthest removed from the labour 

market; and how these services are funded. The payment model isn’t 

working, and not just in terms of FSS, but other providers also don’t 

have this right”.  

- Local Authority  

 

There is the acknowledgement from the Lead Provider that there are still a 

number of challenges. Progress has been made, but more work can be done 

to improve relationships with the Local Authority and the Health and Social 

Care Partnership, as well as understanding other services in the area and 

develop a common understanding of how they can work together.  

 
One employability provider felt that, although FSS does provide a much higher 

level of support and flexibility than previous programmes, they still don’t have 

the resources to support participants with additional employment support 

needs (such as learning difficulties and disabilities, as well as those with 

health conditions). They feel that it is important for FSS to signpost individuals 

who require additional support (particularly those with hidden support needs 

such as autism) to providers who are better able to support them as the 

current employability market and support is designed for and operates for 

more able individuals.  

 

“Feels like an opportunity lost – all funders fund differently and it 

doesn’t work yet. A genuinely joined up services might make some 

headway here.”  

- Local Authority 
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The impact of Covid-19 requires a careful response in term of how 

employability services can work together to help people who are not in 

employment 

 

Covid-19 has forced employability providers to change their delivery. Some of 

this is positive, such as reduced operating costs which may have a positive 

impact for participants as providers can invest more money in delivery. While 

they are still delivering support for participants, this is all online and via the 
telephone. They are providing online accredited training, with a focus on 

getting participants ready for when we emerge from the pandemic. Some 

providers have focused on investing in their participants by upskilling them at 

the moment and letting them know there are still activities that they can be 

doing.  

 

While they have adapted well, the providers we spoke to are finding it difficult 

not seeing their participants and being able to provide in-person support. 

There are also concerns around the outreach work which has been affected, 

but TLP have reported that almost all of their referrals have come via social 

media (100% in April and May), with a few from employers since then. There 

have been no referrals from the Jobcentre during this time as their focus 

shifted to registering clients for Universal Credit.  

 
Covid-19 was a concern for most of the interviewees. While some were more 

open about the challenges, others took a more practical and optimistic view. 

The work they do is impacted regularly by changes in the employability 

market, whether this is as a result of seasonality (i.e. Christmas and Easter), 

or as a result of businesses closing. They react to the changing needs of 

employers and they view the Covid-19 pandemic as one of these shifts, albeit 

on a much larger and more serious scale.  

 

A couple of interviewees mentioned that any event that tightens the labour 

market and reduces the number of entry level jobs, will impact their 

participants (i.e. those furthest from the labour market) hardest as competition 

for vacancies increases.  

 

“Very uncertain – for all participants, heart-breaking for them. The 

landscape ahead of them looks so depressing and hopeless.” 

-  Local Authority 

 

“When a big thing like this happens – it’s the ones that have the least 
skills, less resilience, at the lower end of the job market. They are always 

hit worse.” 

- Local Authority 
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“[It will become more of an] employers’ market. They will pick and 

choose, so those further back and with a disability / health condition 

aren’t going to be as attractive [as a new graduate].” 

- Local Authority 

 

A looser labour market affects those furthest from the labour market more 

severely and there is a very real risk of them being pushed even further away 

from employment. This is creating a serious problem for providers as they 

need to make a choice about their eligibility criteria. They are starting to ask 

whether they continue to work with their target groups, or do they change their 

eligibility criteria to those who have become unemployed as a result of Covid-
19?  

 

There were different views on this – FSS providers felt that a relaxation of the 

eligibility criteria would be beneficial as they would be able to work with more 

participants, but others have cautioned this approach. One interviewee has 

suggested that there is an urgent need to better understand the employability 

landscape and who is best placed to work with specific groups, rather than all 

providers changing their eligibility criteria.  

 

“It would be easier to focus on the easier people to get into employment- 

but we can’t do this as those further away will slip even more.” 

- Other employability provider 

 

One interviewee talked about the lessons learned from the financial crash 

where they changed their focus to primarily support young people. While this 

was the right thing to do, on reflection, they should have taken a more 

proportionate response and continued working with their normal participant 

group in addition to supporting more young people. She urged the same 
caution and approach in response to Covid-19.  

There are a number of areas where interviewees feel there will be key 

changes and challenges:  

 

 Some providers are anticipating a change of need for their participants. 

For example, some might have been furloughed and will likely need 

some support to get them ready to return and additional in-work support.  

 There is concern over how and when Jobcentre referrals will pick up 

again (on hold since March, with one coming through in July from 

Drumchapel JCP) 

 The level of vacancies that are available and the number of 

redundancies. This remains unclear and it is changing regularly, so they 

are waiting to see how this evolves to better inform their approach.  

 There has not been enough promotion of the service over the last few 

months. One interviewee suggested TV and radio adverts to introduce 
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the service to people across the country explaining the service and how 

people could get involved: “these employment services are essential 

for the recovery plan” (FSS Provider). They also mentioned that a 

competitor had been doing advertising. 
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3 Fair Start Scotland in Dundee 
This chapter outlines the key features of FSS in Dundee. This chapter covers: 

 

 A description of Dundee area more generally, including the socio-

economic context and labour market  

 Analysis of the FSS management and performance data for Dundee 

 A description of the delivery of FSS in Dundee 

 Key lessons we can draw from this case study area. 

 

Area profile 

This section provides information about the socioeconomic context and labour 

market in Dundee City, focusing on levels of deprivation, unemployment and 

skills and education. It also provides descriptions of local-level efforts to 

increase employability and to revitalise the local economy, as well as common 

barriers to employment within the area. The mid-2019 population estimate of 

Dundee City was 149,320.64  

 

According to the 2020 Scottish Index of Multiple Deprivation, Dundee 

City has one of the highest levels of deprivation in Scotland  

 
The 2020 SIMD indicated that Dundee City had the 5th largest local share of 

deprived areas in Scotland with more than a third of data zones (38%) among 

the 20% most deprived in Scotland.65 Linlathen and Mid Craigie is the most 

deprived area in Dundee City and is the 7th most deprived area in Scotland 

overall.66 Further, Dundee City has the second highest rate of child poverty in 

Scotland with over 31% of children living in relative poverty, after housing 

costs.67  

 

                                        
64 National Records of Scotland. Dundee Ci ty Council Area Profile – Population Estimates. 2020.  
65 Scottish Government. Scottish Index of Multiple Deprivation 2020. 2020.  
66 Ibid. 
67 NHS Health Scotland. Child Poverty: scale, trend and distribution in Scotland. 2019.  

https://www.nrscotland.gov.uk/files/statistics/council-area-data-sheets/dundee-city-council-profile.html
https://www.gov.scot/news/scottish-index-of-multiple-deprivation-2020/
https://www.gov.scot/news/scottish-index-of-multiple-deprivation-2020/
http://www.healthscotland.scot/media/2607/child-poverty-scales-and-trends.pdf
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Figure 2: Levels of deprivation in Dundee City, colour coded according to the Scottish index of Multiple Deprivation deciles. The north 

east, central and west areas of the city are in the most deprived decile [Source: Scottish index of Multiple Deprivation 2020: Dundee 

City] 
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There is a higher proportion of residents in Dundee who are unemployed 

or living in workless households compared with Scotland overall 

 

The rate of unemployment is significantly higher in Dundee City (5.4%) than in 

Scotland (3.5%) and in Great Britain (3.9%).68 More males are unemployed 

than females (with 6.3% of males being unemployed compared with 5% of 

females).69 In 2018, a quarter of households in the area were workless 

(13,100 households or 25.2% of all households). This is significantly higher 
than the percentage of households that are workless in either Scotland 

(17.1%) or Great Britain (14.3%).  

 

In March 2020, 4.5% of people in Dundee City (4,455 people) claimed out-of-

work benefits.70 This is higher than the rate of claimants in Scotland overall 

(3.3%) and Great Britain (3.1%). The claimant rate was highest amongst those 

aged 18 to 24 (5.3%), followed by those aged 25 to 49 (4.8%) and those aged 

50+ (3.7%).71  

 

While the unemployment rate amongst males and females is similar (6.3% for 

males compared to 5% for females), males are twice as likely to claim benefits 

than females (6.1% compared with 3%).72 There is a significant gender pay 

gap in Dundee City, with males earning £59.50 more on average per week 

than their female counterparts. 73  
 

There is a relatively high job density in Dundee City, however, rates of 

economic activity amongst the population are lower than Scotland 

overall 

 

Dundee City has a working age population of 71,000.74 The area has a job 

density of 0.84 compared with 0.82 in Scotland and 0.86 Great Britain.75 There 

were 75,000 estimated employee jobs in Dundee City in 2018.76 65.3% of 

these were full-time and 34.7% were part-time.77 From 2009 to 2019, total 

employment in the area hardly changed, compared with a Scottish increase of 

1% over the same period.78 

                                        
68 NOMIS. Labour Market Profile – Dundee City.   

69 Ib id. 

70 Ib id. 

71 Ib id. 

72 Ib id. 

73 Ib id. 

74 Ib id. 
75 Ib id. 

76 Ib id. 
77 Ib id. 
78 Skills Development Scotland. Dundee City: current and future skills demand. 2019.  

https://www.nomisweb.co.uk/reports/lmp/la/1946157411/report.aspx?town=dundee
https://www.nomisweb.co.uk/reports/lmp/la/1946157411/report.aspx?town=dundee
https://www.nomisweb.co.uk/reports/lmp/la/1946157411/report.aspx?town=dundee
https://www.nomisweb.co.uk/reports/lmp/la/1946157411/report.aspx?town=dundee
https://www.nomisweb.co.uk/reports/lmp/la/1946157411/report.aspx?town=dundee
https://www.nomisweb.co.uk/reports/lmp/la/1946157411/report.aspx?town=dundee
https://www.nomisweb.co.uk/reports/lmp/la/1946157411/report.aspx?town=dundee
https://www.nomisweb.co.uk/reports/lmp/la/1946157411/report.aspx?town=dundee
https://www.nomisweb.co.uk/reports/lmp/la/1946157411/report.aspx?town=dundee
https://www.nomisweb.co.uk/reports/lmp/la/1946157411/report.aspx?town=dundee
https://www.skillsdevelopmentscotland.co.uk/media/46103/dundee-city.pdf
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72.8% of those aged 16-64 were economically active in 2019.79 This is a lower 

rate than Scotland and Great Britain overall (77.5% and 78.9% respectively).  

80 The rate of females who are economically active (70.5%) is lower than that 

for males (75.2%). Dundee City also has a lower employment rate (68.6%) 

than in Scotland (74.8%) and Great Britain (75.8%).81 14% of the working age 

population are classified as employment deprived within SIMD income 

domain, compared with 10.6% of the working age population in Scotland 

overall.82 16.3% of the population in Dundee City are income deprived within 
an SIMD income domain, compared with 12.1% of the population in Scotland.  

83 23.1% of children are in low income families (compared with 16.7% of 

children in Scotland overall).84 

 

The biggest employment sector in Dundee City is human health and social 

work activities, providing 21.3% of employee jobs in the area.85 Dundee has in 

Ninewells, a major regional hospital complex with substantial related research 

activities. This is followed by wholesale and retail trade and repair of motor 

vehicles and motorcycles (14.7%), accommodation and food service activities 

(10.7%) and education (10.7%).86 It is predicted that human health and social 

work, wholesale and retail, and education will be the top 3 employing sectors 

in 2029.87  

 

The largest forecast employment growth from 2019 to 2029 is in 
administration and support services (17%), professional scientific and 

technical (15%), and construction (13%).88 The largest forecast employment 

decreases are in manufacturing (-25%), electricity, gas, steam and air 

conditioning (-10%), and water supply sewerage and waste (-8%).89  

 

From 2019 to 2029, it is forecast that there will be 32,800 people needed to fill 

job openings in Dundee City. 90 30,400 of these jobs will be created through 

replacement demand and 2,500 will be due to expansion demand.  91  

 

                                        
79 NOMIS. Labour Market Profile – Dundee City.   

80 Ib id. 

81 NOMIS. Labour Market Profile – Dundee City.   

82 ScotPHO. Health and wellbeing profile- Dundee City (Council area) compared against Scotland.   
83 Ib id. 
84 Ib id. 
85 NOMIS. Labour Market Profile – Dundee City.  

86 Ib id. 

87 Skills Development Scotland. Dundee City: current and future skills demand. 2019.  

88 Ib id. 

89 Ib id. 

90 Ib id. 

91 Ib id. 

https://www.nomisweb.co.uk/reports/lmp/la/1946157411/report.aspx?town=dundee
https://www.nomisweb.co.uk/reports/lmp/la/1946157411/report.aspx?town=dundee
https://www.nomisweb.co.uk/reports/lmp/la/1946157411/report.aspx?town=dundee
https://scotland.shinyapps.io/ScotPHO_profiles_tool/
https://scotland.shinyapps.io/ScotPHO_profiles_tool/
https://scotland.shinyapps.io/ScotPHO_profiles_tool/
https://www.nomisweb.co.uk/reports/lmp/la/1946157411/report.aspx?town=dundee
https://www.nomisweb.co.uk/reports/lmp/la/1946157411/report.aspx?town=dundee
https://www.skillsdevelopmentscotland.co.uk/media/46103/dundee-city.pdf
https://www.skillsdevelopmentscotland.co.uk/media/46103/dundee-city.pdf
https://www.skillsdevelopmentscotland.co.uk/media/46103/dundee-city.pdf
https://www.skillsdevelopmentscotland.co.uk/media/46103/dundee-city.pdf
https://www.skillsdevelopmentscotland.co.uk/media/46103/dundee-city.pdf
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On average, residents in Dundee City have similar levels of 

qualifications and skills to those of Scotland as a whole 

 

The population in Dundee City has a similar proportion of people with the 

highest level of education (NVQ4 and above) to that of the national level in 

Scotland (44.9% compared with 45.3%). It has a smaller proportion of people 

who have no qualification than in Scotland overall (7.9% compared with 

9.8%).  
 

42% of jobs in Dundee City in 2019 were higher level occupations, 29% were 

mid-level occupations and 29% were lower level.92 The occupational structure 

of jobs are forecast to be similar in 2029 to levels in 2029: 43% are forecast to 

be higher level occupations, 24% mid-level jobs and 33% are predicted to be 

lower level occupations.93  

 

There are a number of local employability services and centres in 

Dundee City which provide support for residents 

 

In 2016 the Dundee Partnership approved an ambitious strategy to move 

towards a high performance single employability service for the City. This led 

to the creation of the Discover Work Service, the city-wide employability 

service which aims to present a single door approach for Dundee’s wide range 
of employability support. The Discover Work Service is overseen by an 

Executive Group made up of Dundee City Council, the Dundee Third Sector 

Interface, Skills Development Scotland, Dundee and Angus College, DWP, 

NHS Tayside and Remploy Scotland. It supports job seekers and employers 

in Dundee and provides training and tailored support in order to help people 

overcome barriers such as health, debt, welfare, childcare and convictions so 

that they can move into work. Discover Work can also arrange work 

placements and volunteering opportunities.94 Behind the Discover Work brand 

are two Dundee City Council services as well as a wide range of other 

services: 

 

 Employment Unit, Dundee City Council, provides employability 

support to those aged over 16 years and face barriers to entering 

employment e.g. health or disability, single parents, problematic drug 

use. Individuals are supported through job clubs, work experience 

placements and ongoing support.95 

 

                                        
92 Ib id. 

93 Ib id. 

94 Discover Work Dundee. About Discover Work.  

95 Dundee City Council. Dundee’s youth employment activity plan.   

https://www.skillsdevelopmentscotland.co.uk/media/46103/dundee-city.pdf
https://www.skillsdevelopmentscotland.co.uk/media/46103/dundee-city.pdf
https://discoverworkdundee.co.uk/about/
http://www.employabilityinscotland.com/media/454537/yeap_dec1_2_.pdf
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 Youth employability service, Dundee City Council, supports young 

people aged 16-24 living in Dundee into employment, apprenticeships or 

training courses through the help of a key worker. The service also 

advertises job vacancies on their various platforms and offers support 

through the application.96  

 

There have been sustained efforts to incorporate employability approaches in 

multi-service centres in the most deprived neighbourhoods in Dundee, 

providing early support on the employability journey close to client’s homes. 

 

In addition, Dundee City Council has led a number of major partnership 

initiatives and strategies to improve employment opportunities in the 

surrounding area, some of which include: 
 

 Tay Cities Deal aims to invest £1.83 billion to directly benefit 500,000 

residents and 15,5000 business in the region with the aim to create 

15,000 job opportunities over 10 years97  

 City Plan for Dundee 2017-2026 aims to help 4,700 people living in the 

region into jobs over a 10-year period.98 

 

What this means for FSS in Dundee  

 

Dundee is a compact city with long standing issues around unemployment, 

earnings and poverty. There has been a substantial long-standing 

infrastructure of support with strong leadership from Dundee City Council, and 

significant attraction of ESF and ERDF funding to run substantial employability 

programmes.  

 

The review of employability support in 2015/16 identified the need to work 

towards a coherent ‘employability service’ in Dundee, and this remains the 

aspiration of the Dundee Partnership. Despite the scale of the partnership 

effort, FSS is a significant presence, with the opportunity to work in a 
complementary way to tackle problems which exist at a significant scale. The 

Discover Work Partnership provides a forum for discussion around how FSS 

can complement and supplement other local services. A review of the 

employability strategy and a concerted effort to restart progress towards a 

high performance employability service for Dundee has just been launched, so 

this Case Study is particularly timely in informing the LEP’s thinking about the 

way forward as it maps its route through the stages of NOLB. 

 

                                        
96 Twitter. Youth Employability Service.   

Facebook. Youth Employability Service.   

97 Taycities. The Tay Cities Deal. 2018.   
98 Dundee Partnership. City Plan for Dundee 2017-2026.   

https://twitter.com/discoverops?lang=en
https://www.facebook.com/discover.opps/
https://www.taycities.co.uk/sites/default/files/tay_cities_deal.pdf
https://www.dundeecity.gov.uk/sites/default/files/publications/cityplan.pdf
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Management and Performance Data for Dundee 

The infographic overleaf draws on the management and performance data 

collected between April 2019 and March 2020. It covers all FSS participants 

who were registered with the Dundee City Jobcentre (i.e. those who were 
enrolled on the service) which supports participants from across the Dundee 

area.  

 

 
 

  

66% Male 49% < 35 years

34% Female 27% 35-49

77%
With disability or 

health condit ion 
24% 50+

21%  Sustained work for 13 weeks 

21% of Men 22% of Women 

22% 18% of those without 

13%

of those with 

disability or health 

condit ion

of participants enrolled on the programme  

sustained work for 26 weeks 

682 individuals participated in 2019/ 20
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Description of service 

Dundee is in the Tayside contract area, together with Perth and Kinross and 

Angus local authority areas. The Lead Provider in Dundee is Remploy. Their 

supply chain originally included Rathbone but they withdrew in 2019, with all 
their staff being TUPE’d across to Remploy who are now the direct provider of 

all FSS support. 

 

Remploy have a dedicated manager for the FSS service in Dundee. The 

service is based in the Nethergate Centre in Dundee. The office is in the 

centre of Dundee and is a 10 minute walk from the Jobcentre in Wellgate 

House (in the Wellgate shopping centre), with good access to bus routes. 

There are 2 offices next door to each other as they have expanded from the 

original office. The main office is open plan with partitions for private 

conversations. The second office is made up of 3 separate rooms for 

development sessions or confidential one to one discussions. The offices are 

busy with a regular flow of clients visiting. 

 

Remploy has 11 full time key workers in Dundee: 

 
“They come from really varied backgrounds – only 1 or 2 have 

employability backgrounds – we look for personality, and how they fit 

into the team and will relate to people with barriers. So they may have 

been working in sales or be ex nurses, ex forces, in recruitment, or 

mental health support staff.”  

- FSS provider 

From the start of the contract, most referrals have come from TPOs, and it 

was stated that those referred from TPOs have a higher conversion into jobs 

and sustainability than those referred from JCP. The high proportion of TPO 

referrals may be related to the longstanding presence of Remploy in Dundee 

and its well established network of contacts.  

 

There was also thought to be a higher sustainability of outcomes by those 

referred by TPOs, and this was considered to be because these third parties 

may have had a better awareness of those clients who need and could benefit 

from the FSS service – in other words they are better at referring appropriate 

participants who can benefit from the service. 
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Strengthening the relationships with Jobcentre Plus 

Partly in response to the low referral rates from JCP, a Remploy key worker is 

now present twice a week in the Jobcentre to meet new recruits (after 

referral). There are 60 work coaches in the Jobcentre and it has been seen as 

important to invest regular time to help them all understand FSS as, with staff 

turnover, not all of them will be familiar with FSS. The awareness of work 

coaches is felt by the FSS provider to have improved in the last 6 months (to 

May 2020). This effort was driven by a particular concern about the scale of 

those referred who are not appropriate or don’t turn up: 

 
“50% of referrals in Dundee are not appropriate or don’t turn up. It’s 

worse in Dundee – better conversion in Perth and particularly Angus 

where we meet participants in the Jobcentre and can have a warm 
handover. We haven’t got to this place yet in Dundee. This would 

transform the conversion rate. Our place in the Jobcentre is not about 

warm handovers, just about picking up as people come through.” 

- FSS provider 

 
“JCP may have thought that FSS is like Work Choice – in other words, it 

is not a provision that can help a wide range of participants.”  

- FSS provider 

 

In addition, Remploy has a table set up in the Jobcentre and work coaches 

can send potential participants over for an initial discussion about the FSS 

service and its suitability. If the key worker thinks they are suitable they book 

them into welcome session at the Remploy office. These welcome sessions 

take place 3 times a week and include referrals from Jobcentre Plus and 

TPOs as well as self-referrals. This is a refinement of the previous approach: 
 

“Before, Jobcentre was sending people over who may not be suitable –

they were telling people to come along – many did not realise FSS was 

voluntary and they thought if they didn’t come they would be sanctioned 

– a lot used to get up and leave when they realised it was voluntary.”  

- FSS provider 
 

Although Remploy still get referrals from Jobcentre work coaches who they 

haven’t met, there is agreement by provider staff that they are now building a 

better relationship with Jobcentre work coaches and most of the work coaches 

now have a better understanding of FSS and who is it appropriate for.  

 
The number of unsuitable referrals is now considered by staff to be very low.  

 

“There are still one or two not suitable – for example, if someone has 

been out of work for 20 years and don’t want to do voluntary work or 

look at placements.”  
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- FSS provider 

 

Managing and referring the FSS caseload 

The key workers each manage a caseload – this will consist of regular contact 

and placing participants onto in house development sessions for between 6-8 

people which cover key skills and issues. These cover topics such as: 

  

 Barriers to employment and how to deal with these 

 Confidence and motivation 

 CV and job search 

 

There are some participants who don’t want to join a group setting in which 

case these will be covered in one to one sessions. 

 

“In the main a lot of our support is reassurance calls – sometimes we 

need to provide face to face help with mental health or safeguarding – 

but it is mainly phone calls checking that they are ok – and if they have 

lost their job.” 

- FSS provider 

 

For those who fall out of employment after their successful placement there is 

a rapid response system to help them get back into work in the balance of 

time – this is the focus of one key worker. 

 

Remploy has a structured way of building its network of partners, through their 

Transforming Lives Community – this applies across all their contracts in 

Scotland and it is a national community. The concept is to build a group of 

partners who can support the participant and will share Remploy’s values. 
When organisations join they go through due diligence process to ensure that 

they are safe to refer to – covering each of the barriers that participants may 

face – for example, mental health, money and benefits advice, energy poverty, 

skills development and adult learning.  

 

Local authorities do not need to go through the due diligence process and 

Remploy try to work closely with Dundee City Council in terms of housing 

advice and money advice.  

 

The TLC is an actively managed network and members can take part in an 

annual Scottish forum for all TLC members. There is an intention to 

complement this with more local forums including one for Tayside TLC 

members. 
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Of their different regional networks Remploy consider Dundee their strongest, 

because of their previous contracts to deliver Work Choice and Work First 

(when they started to attend the Local Employability Forum).  

 

“Being in Dundee before FSS helped us – there are a lot of key partners 

who have worked with over the years – SDS is quite big for us, but also 

The Helm, and DEAP Ltd.” 

- FSS provider 

 

The range of local provision is considered to be very comprehensive with no 

obvious gaps: 
 

“There is a lot of free provision and some paid provision. We will pay as 

and when we need to, but 90% of the provision [we use for FSS 

participants] is provided free.” 

- FSS provider 

 

Remploy get most of their referrals from TPOs. There has been a noticeable 

increase in the referrals from JCP in the last 6 months: 

 

“It was supposed to be 80% JCP, but across Tayside we have been 

getting 60% from TPOs and 40% from JCP. Dundee is the largest 

Jobcentre but we get the smallest number of referrals from it. We have 

worked with the Scottish Government on this.” 

- FSS provider 

 

Remploy work closely with a range of local services – the main ones being 

Penumbra, with FSS participants regularly using their 6 week Ready Steady 

Work course for those with mental health issues (this is paid through FSS 
funding). Dundee was part of the Health and Work Support (HWS) Pilot 

funded by the (then) Work and Health Unit within the DWP and the Scottish 

Government. HWS staff have been into Remploy to present the service and 

FSS staff In terms of the HWS service, Remploy staff advised us that there 

was an issue about double funding (because of ESF funding) but towards the 

end of the HWS pilot there was an agreement that FSS participants who were 

in work could use the service. 

 

“We have used the [HWS] service quite a lot – really impressed by it.” 

- FSS provider 

 

Remploy have used SALUS but they have found that the service they were 

getting from key workers was similar, so they have stopped using SALUS. 

FSS participants are also referred to Dundee Money Action for help with debt 
issues, and local food banks.  
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Remploy see the positioning of FSS in the local employability landscape as:  

 

“Providing a person-centred approach, tailored to individual needs, with 

a key worker who gives one-to-one support throughout the journey – 

supported by employer routeways.” 

- FSS provider 

 

They emphasise the value of the TLC approach in terms of tackling a wide 
range of barriers, and the value of the internal development courses for 

participants. 

Relating to the wider infrastructure of support 

In terms of the wider landscape of employability support and the way that FSS 

fits into and complements this, Dundee has a dense and varied collection of 

local support services, reflecting its history of high long-term unemployment.  

 

There is an active LEP which includes Remploy. In 2015 the LEP took forward 

a 12 month process to review and refine its employability strategy, with a 

focus on transforming performance and creating a clear and coherent ‘Dundee 

Employability Service’ for both individuals and employers (the partners are 
about to review this strategy). The resulting action plan was co-designed by all 

the key partners and led to a clarification of respective roles and to Dundee 

City Council’s own procurement approach, with funds being used to 

implement the LEP strategy and with a focus on complementarity and 

reducing duplication. 

 

Remploy used to work closely with Dundee City Council (e.g. on the Fairy Job 

Mother programme for 16-24 year olds), but this relationship has come to an 

end because of the issues around European Social Fund and the risk of 

duplicate spend.  

 

“We used to work closely with the Council, but double funding 

prevented this and it feels like we are in competition. We may get a 

referral and they then start on a Council programme and then we have to 
try to work out who gets the credit.” 

- FSS provider 

 

“We don’t have very much to do with FSS – we run our programmes and 

they run their programme – we may compete with clients but it is hard to 

get a sense of the scale of this.” 

- Local Authority 

 

However, there is a general agreement that there are ‘more than enough 

clients to go round’, and there have been concerted joint efforts to forge a 

complementary role for FSS: 
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“It feels less competitive that it could be. We tried to come up with ways 

of integrating our services and felt there were ways to do this, but we 

couldn’t get agreement with the Scottish Government. We thought 

carefully about ESF and cut off points (e.g. clients could do some work 

on the pipeline and then leave to go onto FSS), so we aimed to 

complement FSS in terms of childcare funding, financial inclusion etc. 

We could then hand over clients to FSS and vice versa.”  

- Local Authority 

 
This work does appear to have got somewhere in terms of local operation 

agreements, and at a local management level there appear to be good 

relationships. 

 

“…but when it comes to front line staff, they have personal targets and 

this is where the competition comes in.” 

- Local Authority 

 

But despite this, we did hear about examples of the cross referral of clients 

when it was apparent that another service was the most appropriate. 

 

There are strong similarities between FSS and some of Dundee City Council 

funded services, though the latter are more closely targeted at particular areas 

and client groups. However, we heard about clients who were confused about 
what service they were receiving from whom, and what they had received in 

the past. 

 

There is a clear mutual respect between the managers of the different 

services on the ground about the design of their respective services and the 

quality of support they both offer to clients. 

 

This kind of relationship applies to employer engagement as well:  

 

“They keep their employers and we keep ours. When we talk to 

employers they say the landscape is confusing and they do get calls 

about services from different providers. Employers pick and choose who 

they want to work with – drawing on their personal connections and 

prior experience.” 

- Local Authority 
 

“We have a gentleman’s agreement with our 6 providers – we are only a 

support service – the other partners will contact us and we will see if it is 

already done. This works really well. We tried to do this with Remploy 

but they said all their market is client targeted (i.e. we target employers 

according to the needs and abilities of the client).”  

- Local Authority 
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Overall, referrals rates are been good in Dundee, and Remploy have 

consistently achieved their referral targets. 

 

Again, reflecting their long presence in Dundee, Remploy have a wide range 

of established employer contacts in Dundee. Many of these were with 

manufacturers but significant numbers of their jobs have disappeared recently 

with the closure of the NCR manufacturing base and more recently Michelin 

with their well-paid, relatively highly skilled jobs. The main profile of the 
employer engagement effort by Remploy is in manufacturing, production, and 

call centres (e.g. with the BT and Tesco call centres). There are also 

relationships with Social Security Scotland – which with 750 employees will be 

one of the larger employers in Dundee – and Balfour Beattie in terms of 

employment on the dualling of the A9.  
 

The impact of Covid-19 

The lockdown period saw a stop to referrals from JCP as they focused on 

Universal Credit registrations. In Dundee this has seen a focus by the FSS 
provider on the use of social media to attract participants – and notably the 

use of Facebook. This has proven to be a notable success, providing a steady 

flow of clients from a range of backgrounds and facing different issues. 

Remploy are now also starting to receive referrals for newly redundant 

participants. 

 

“The Scottish Government have opened up eligibility and we can help 

anyone – but most of time they have barriers anyway: mental health 

issues, anxiety and depression, or debt.” 

- FSS provider 

 

From a situation where the main source of FSS referrals was from TPOs, and 

with a growing proportion of referrals from JCP, the majority of referrals are 

now self-referrals through social media. Most of these come from the Remploy 

Facebook pages. Last month (May 2020) there were 60 new inquiries (across 
the whole of the Tayside contract area) from Facebook and also from the local 

newsletter which goes to partners in Tayside.  

 

“People are now sitting in front of social media – some share the page 

once the post is on – they might share it on groups, key workers will 

share and others will link etc.” 

- FSS provider 
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Lessons from this case study  

FSS and the wider services have found a way to live together – but it is 

not ideal 

 
There have been concerted efforts to find a way to create some clarity about 

respective roles and relationships between FSS and other local employability 

services, but it has not been possible to confirm these – mainly because of 

ESF related issues. There is a clear mutual appreciation of the respective 

value of these programmes and services and the risk of competition has been 

reduced by the scale of the problem in Dundee. 

 

Some clients remain confused about the service they are receiving  

 

Despite increasing clarity about the nature and content of FSS there are still 

clients who are confused about what programme / service they are on, and 

the role and status of their provider. This appears to be particularly true in 

Dundee because of the wide range of support available, with much of it 

looking similar. Part of this is down to the success of developing design 

principles around FSS that respond to extensive findings about best practice – 
it is hard for local partners to develop programmes that don’t match some of 

the key features of FSS. 

 

Balance of time remains an issue 
 

There is concern about the fact that, when participants complete FSS, they 

are not able to return: in other words, if they don’t leave for training or a job or 

if they disengage after a few months. The option to ‘freeze’ participants on the 

service is available, but if they disengage or want to leave service this does 

not apply, even though they may want to re-join later.  

Particularly in the light of the disruption created by Covid-19 in terms of caring 

responsibilities and job insecurities it may be worth reviewing this aspect of 

the service design. 
 

There have been important lessons from the lockdown period in terms of 

marketing 

 

The active use of social media during the lockdown period has proved 

successful, and at the time of our interviews was the source of most new 

clients. This has significant implications for the focus of the marketing effort 

post lockdown, partly because of the learning involved in making it work, but 
also in the finding that it seems to be reaching clients who were not being 

reached by the previous engagement with JCP and TPOs. 
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4 Fair Start Scotland in Peterhead and 

Fraserburgh 
This chapter outlines the key features of FSS in Peterhead and Fraserburgh. 

This chapter covers: 

 

 A description of Peterhead and Fraserburgh, including the socio-

economic context and labour market  

 Analysis of the FSS management and performance data for Peterhead 

and Fraserburgh 

 A description of the delivery of FSS in Peterhead and Fraserburgh 

 Key lessons we can draw from this case study area 

 

Area profile 

This section provides information about the labour market and socioeconomic 

trends in Peterhead and Fraserburgh, focusing on levels of deprivation, 

unemployment and skills, and education. It also provides descriptions of local 

efforts to increase employability and encourage economic growth in the two 
areas. In 2018, the population of Peterhead was 19,270 and of Fraserburgh 

13,180.99 

 

The most deprived areas in Aberdeenshire are concentrated in Peterhead and 

Fraserburgh where there are high levels of child poverty  

 

The 2020 Scottish Index of Multiple Deprivation (SIMD) identified that 

Fraserburgh and Peterhead have areas which are in the top 10% and 20% 

most deprived in Scotland.100 While Aberdeenshire overall contains a large 

portion of the 20% least deprived areas in Scotland, the most deprived areas 

in the region are concentrated in Banff and Buchan, primarily in Peterhead 

and Fraserburgh.101  

 

In 2018, Fraserburgh and District had the highest rate of child poverty in 
Aberdeenshire (20.9%). Peterhead and North and Rattray was third highest at 

19.1%.102 These rates are higher than the rate of child poverty in 

Aberdeenshire (12.6%) and Scotland as a whole.  103 Single parent households 

                                        
99 Aberdeenshire Council. Population. 2018.   

100 Scottish Government. Scottish index of Multiple Deprivation 2020 – Aberdeenshire.  

101 Ib id. 

102 The Poverty Alliance. Tackling child poverty in Aberdeenshire: lessons from local voices. 2018. 

103 Ib id. 

https://www.aberdeenshire.gov.uk/council-and-democracy/statistics/population/
https://simd.scot/#/simd2020/BTTTFTT/9/-2.9637/57.3766/
https://simd.scot/#/simd2020/BTTTFTT/9/-2.9637/57.3766/
https://www.ouraberdeenshire.org.uk/wp-content/uploads/2018/05/Report-Child-Poverty-in-Aberdeenshire_Final.pdf
https://www.ouraberdeenshire.org.uk/wp-content/uploads/2018/05/Report-Child-Poverty-in-Aberdeenshire_Final.pdf
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made up 6% of all households in both towns according to the 2011 census.104 

The 2019 average household income in Peterhead (£27,071) and Fraserburgh 

(£26,093) are below the Scottish (£29,832) and UK (31,979) average.105  

 

 

                                        
104 Aberdeenshire Council. Aberdeenshire’s towns: Peterhead. 2019.  

Aberdeenshire Council. Aberdeenshire’s towns: Fraserburgh. 2019.   

105 Aberdeenshire Council. Household income in Aberdeenshire. 2019.   

https://www.aberdeenshire.gov.uk/media/24577/peterheadtownprofile.pdf
https://www.aberdeenshire.gov.uk/media/24585/fraserburghtownprofile.pdf
https://www.aberdeenshire.gov.uk/media/24902/householdincomeinaberdeenshire2019.pdf
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Figure 3: Deprivation levels in Fraserburgh, colour coded 

according to the Scottish index of Multiple Deprivation deciles. 

The north and west areas of the town are in the most deprived 

decile [Source: Scottish index of Multiple Deprivation 2020: 

Fraserburgh]  

 

 

 

Figure 4: Deprivation levels in Peterhead, colour coded 

according to the Scottish index of Multiple Deprivation 

deciles. The eastern areas of the town are in the most 

deprived decile [Source: Scottish index of Multiple 

Deprivation 2020: Peterhead]  
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Residents in Peterhead and Fraserburgh have lower levels of health and 

education compared to residents in Aberdeenshire on average 

 

High levels of deprivation in Fraserburgh and Peterhead are associated with 

poor health and education outcomes for residents. Compared to 

Aberdeenshire as a whole, residents of Peterhead are twice as likely to 

require an overnight stay in hospital for both alcohol and drug related 

incidents.106 Rates of emergency admission to hospital are high in 
Fraserburgh, with significantly lower life expectancy for male and females, as 

well as high levels of problem alcohol and drug use especially amongst young 

people.107  

 

A third of Aberdeenshire’s data zones in the top 20% most educationally 

deprived are in Peterhead and Fraserburgh.108 Many of those living in 

Peterhead (66%) live in the top 10% most educationally deprived areas in 

Aberdeenshire.109 Both Fraserburgh and Peterhead have a smaller proportion 

of pupils achieving 5 awards at level 5 (S4); 3 awards at level 6 (S5) and 5 

awards at level 6 (S6) than the 2018 Aberdeenshire average. Additionally, 7% 

of Peterhead’s population aged 16-19 are not in education, employment or 

training (NEET) compared to the Aberdeenshire average (3%).110 

 

There are high levels of unemployment as well as economic inactivity in 
Peterhead and Fraserburgh 

 

Both Peterhead and Fraserburgh have a similar proportion of the population 

who are working age (64% and 63% respectively)  to Aberdeenshire (62.2%) 

and Scotland overall (64.2%).111 Nearly two-thirds of those who are working 

age in Peterhead (72%) and Fraserburgh (70%) are economically active.  112 

This is significantly lower than the rate in Aberdeenshire overall (83%) and 

Scotland (77.5%).113  

 

In the latest unemployment figures (November 2019), Fraserburgh travel to 

work area (TTWA) had 385 out of work claimants (aged 16+) compared to 650 

                                        
106 Scottish Index of Multiple Deprivation. 2016 report. 2017.   

107 Aberdeenshire Health and Social Care Partnership. Strategic Plan 2016-2019.  

108 Scottish Government. The Scottish Index of Multiple Deprivation 2016 briefing note.   

109 Aberdeenshire Community Planning Partnership. Locality Planning Approach: Peterhead.  

110 Ib id. 

111 Ib id. 

112 Aberdeenshire Council. Aberdeenshire’s towns: Peterhead. 2019.   

Aberdeenshire Council. Aberdeenshire’s towns: Fraserburgh. 2019.   

113 Ib id. 

Nomis. Labour Market Profile – Aberdeenshire.  

https://www.aberdeenshire.gov.uk/media/19795/simd16-aberdeenshire-final-report.pdf
https://foi.nhsgrampian.org/globalassets/foidocument/dispublicdocuments---all-documents/Aberdeenshire_Health_and_Social_Care_Partnership_Strategic_Plan_2016-2019.pdf
https://www.aberdeenshire.gov.uk/media/18046/scottish-index-of-multiple-deprivation-simd16-briefing-note.pdf
https://www.ouraberdeenshire.org.uk/locality-planning-approach-peterhead/
https://www.ouraberdeenshire.org.uk/locality-planning-approach-peterhead/
https://www.ouraberdeenshire.org.uk/locality-planning-approach-peterhead/
https://www.aberdeenshire.gov.uk/media/24577/peterheadtownprofile.pdf
https://www.aberdeenshire.gov.uk/media/24585/fraserburghtownprofile.pdf
https://www.aberdeenshire.gov.uk/media/24585/fraserburghtownprofile.pdf
https://www.nomisweb.co.uk/reports/lmp/la/1946157406/printable.aspx
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in Peterhead TTWA.114 Both Fraserburgh and Peterhead TTWA had a higher 

rate of claimants as a proportion of residents aged 16-64 than across 

Aberdeenshire (2.7% in both Fraserburgh and Peterhead compared with 1.8% 

across Aberdeenshire). 115 The majority of people who claim out of work 

benefits in Peterhead TTWA are male (3.3% compared with 2.2%).116 2.9% 

claimants in Fraserburgh TTWA are male compared with female claimants 

(2.2%).117  

 
Both Fraserburgh and Peterhead have higher levels of economic inactivity 

than Scotland overall (30% and 28% respectively compared with 22.5%).118 

Both areas have a high proportion who are retired and a higher rate of those 

who are long-term sick or disabled compared with Aberdeenshire overall (6% 

and 4% respectively compared with 2%).119  

 

The area of Banff and Buchan is largely rural, and its economy is mainly 

based on fishing and agriculture, and both Peterhead and Fraserburgh have a 

large fishing industry and make up much of the fish landed and fishers 

employed.120 Fraserburgh employs the largest number of fishers (774; 16% of 

the total fishers employed in Scotland in 2018) and fishers who work regularly 

(647).121 However, in Fraserburgh, the biggest industries are manufacturing, 

retail and health.122 In Peterhead, the biggest industries are manufacturing, 

retail, and transport and storage (including postal services).123  
 

Transport is a major issue for job seekers in both towns as car 

ownership is low and residents face barriers in accessing public 

transport including availability, costs and delays 

 

Finding affordable and available transport is a major challenge for job seekers 

in Peterhead and Fraserburgh. The most common distance for commuters 

from Peterhead and Fraserburgh to travel to work is up to 5km (36.7% of 

those travelling to work in Fraserburgh compared to 35.4% in Peterhead).124 

Fraserburgh and Peterhead have the same proportion of commuters who 

                                        
114 Aberdeenshire’s Labour Market. North East Scotland’s Unemployment Figures – November 2019. 2020.   

115 Ib id. 

116 Ib id. 

117 Ib id. 

118 Aberdeenshire Council. Aberdeenshire’s towns: Peterhead. 2019.   

Aberdeenshire Council. Aberdeenshire’s towns: Fraserburgh. 2019.   

119 Ib id. 

120 Aberdeenshire Council. Aberdeenshire’s Economy Annual Review. 2019.  

121 Scottish Government. Scottish sea fisheries statistics 2018.   

122 Aberdeenshire Council. Aberdeenshire’s towns: Fraserburgh. 2019.   

123 Aberdeenshire Council. Aberdeenshire’s towns: Peterhead. 2019.   

124 USP. Fraserburgh and Peterhead.   

https://www.aberdeenshire.gov.uk/media/24958/unemploymentfigures112019.pdf
https://www.aberdeenshire.gov.uk/media/24958/unemploymentfigures112019.pdf
https://www.aberdeenshire.gov.uk/media/24958/unemploymentfigures112019.pdf
https://www.aberdeenshire.gov.uk/media/24958/unemploymentfigures112019.pdf
https://www.aberdeenshire.gov.uk/media/24577/peterheadtownprofile.pdf
https://www.aberdeenshire.gov.uk/media/24585/fraserburghtownprofile.pdf
https://www.aberdeenshire.gov.uk/media/24585/fraserburghtownprofile.pdf
https://www.aberdeenshire.gov.uk/media/24901/aberdeenshireseconomyannualreviewnov2019.pdf
https://www.gov.scot/publications/scottish-sea-fisheries-statistics-2018/pages/5/
https://www.aberdeenshire.gov.uk/media/24585/fraserburghtownprofile.pdf
https://www.aberdeenshire.gov.uk/media/24577/peterheadtownprofile.pdf
https://www.usp.scot/Town?mainTownName=Fraserburgh&comparisonTownName=Peterhead
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commute within the wider Aberdeenshire area (65%).125 12% of commuters 

from Peterhead and 9% of commuters from Fraserburgh travel to Aberdeen 

City which has the largest labour market in Aberdeenshire.126 

 

Both Peterhead and Fraserburgh are located in areas which are at the highest 

risk of transport poverty in Aberdeenshire.127 Car ownership is low in both 

towns: 29.1% of residents in Fraserburgh and 28.7% of residents in Peterhead 

do not own a car.128 Additionally, commuters from Peterhead and Fraserburgh 
face multiple barriers in accessing public transport to and from Aberdeen city 

including major bus delays, congestion on roads, poor waiting facilities and 

passenger capacity at Aberdeen station.129 Further, there are no train stations 

in Peterhead or Fraserburgh.130 The nearest train station to Peterhead is in 

Aberdeen (32.6 miles away). 131 This journey takes 50 minutes when driving 

and, by bus, takes around 2 hours. The distance between Fraserburgh and 

Aberdeen is 60km (37.5 miles) which takes over around 1 hour to drive and 

over 90 minutes by bus.132  

 

The bus services from both Peterhead and Fraserburgh depart hourly during 

peak times and cost £3.30 for a day pass.133 Additionally, there are park and 

ride services from both Fraserburgh and Peterhead to Aberdeen city centre.134 

These challenges in public transport also mean interchanging services 

between bus and train can be difficult for job seekers.  
 

Aberdeenshire Council has in place a local regeneration strategy and a 

number of employment initiatives for people living in the area, with a 

particular emphasis on youth employment 

 

Aberdeenshire Council’s local regeneration strategy is aimed at four 

communities on the north coast focusing on Banff, Macduff, Fraserburgh and 

Peterhead.135 This regeneration strategy has put in place development 

                                        
125 Aberdeenshire Council. Aberdeenshire’s towns: Peterhead. 2019.   

Aberdeenshire Council. Aberdeenshire’s towns: Fraserburgh. 2019.   

126 Ib id. 

127 North East Bus Alliance. Assessing the state of the bus network in Aberdeen and Aberdeenshire. 2019.   

128 USP. Fraserburgh and Peterhead.   

129 North East Bus Alliance. Assessing the state of the bus network in Aberdeen and Aberdeenshire. 2019.   

130 Aberdeenshire Council. Aberdeenshire’s towns: Peterhead. 2019.  

Aberdeenshire Council. Aberdeenshire’s towns: Fraserburgh. 2019.   

131 Aberdeenshire Council. Aberdeenshire’s towns: Peterhead. 2019.  
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partnerships consisting of local business and community representatives for 

each of the four towns. 136 These partnerships have developed specific 

regeneration action plans (covering 2016-2021). 137 Additionally, the Council 

has introduced a variety of initiatives aimed at supporting residents into work:  

 Employment support team – the team is the Council’s central point for 

employment support and aims to help anyone living in Aberdeenshire 

seeking employment or education. It offers support from a Key Worker 

and practical assistance. The assistance offered includes training 

courses; support finding affordable childcare and short-term financial 

assistance; financial advice; and information from partner agencies. The 

support team also coordinates the Aberdeenshire Employability 

Partnership.138  

 Job Club – Open to all ages, Aberdeenshire Council runs job clubs in 

both Peterhead and Fraserburgh as part of the Employment Support 

Team community sessions.139  

 Aberdeenshire Employability Partnership (EmploymentCONNECT) 

– this service uses the Scottish Government Employability Pipeline as a 

framework for a range of services and aims to provide the support and 

assistance to individuals at each stage to enter employment.140 

 Modern apprenticeships – Aberdeenshire Council offers 

apprenticeships to help start people’s careers. The apprenticeships offer 

training, a formal qualification and payment in areas such as leisure, 

early years childcare and ICT.141  

 Employability Service – This is a confidential service aimed at 

supporting people with disabilities and health related condition to find 

paid employment, experience, voluntary work and training. The service 

offers practical support helping individuals find employment through help 

with CVs and job searching as well as in-work support e.g. advice on 

rights at work and career progression. The service also offers support for 

employers.142 The Employability Service has a local focus in both 

Fraserburgh and Peterhead.  

 Aberdeenshire Youth Employment Activity Plan – setting out 

opportunities for young people who are 16+ and are furthest from 

                                        
136 Aberdeenshire Council. Local regeneration – Fraserburgh.   

Aberdeenshire Council. Local regeneration – Peterhead.   

137 Aberdeenshire Council. Peterhead Development Partnership. Aberdeenshire Council. Fraserburgh 

Regeneration Partnership.   
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139 Aberdeenshire Community Planning Partnership. Youth Employment Activity Plan. 2016.  

140 EmploymentCONNECT. Aberdeenshire employability partnership – job seekers.   

141 Aberdeenshire Council. Apprenticeships.  

142 Aberdeenshire Council. Employability service.  
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learning in a 5-stage employability pipeline. It outlines a number of 

charities and programmes that will give in-depth support to help young 

people issues and overcome barriers to employment. It also offers 

support for after young people find a job.143. 

 Young people – The Council has a work placement unit to ensure there 

are adequate placement opportunities for pupils and young people. The 

unit provides information on types of placements, health and safety 

checks on employers taking part, and lists opportunities and case 

studies for those searching for opportunities.144  

 

What this means for FSS in Peterhead and Fraserburgh 

 

Both towns have relatively high unemployment and are relatively remote 

within North East Scotland, with public transport to the much larger 

employment centre of Aberdeen being expensive and irregular. As a result, for 

many, local jobs provide the only opportunity, but this opportunity is 

constrained by the limited number of local jobs. In this context FSS is 
potentially a significant addition to the landscape of support, with the scope to 

help those further from work to pursue well supported journeys to the 

opportunities that do exist, and to use entry level opportunities as the basis for 

subsequent progression through in work support. 

  

                                        
143 Aberdeenshire Community Planning Partnership. Youth Employment Activity Plan. 2016.  

144 Aberdeenshire Council. Work placement opportunities for pupils.  

http://www.employabilityinscotland.com/media/528535/aberdeenshire_yeap_february_2016.pdf
https://www.aberdeenshire.gov.uk/schools/work-placement-unit/
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Management and Performance Data for Peterhead and 

Fraserburgh 

The infographic overleaf draws on the management and performance data 

collected between April 2019 and March 2020. It covers all FSS participants 

who were registered with the Peterhead and Fraserburgh Jobcentres (i.e. 

those who were enrolled on the service) which supports participants from 

across the Buchan area.  

 

 
 

  

61% Male 52% < 35 years

39% Female 13% 35-49

78%
With disability or  

health condit ion 
27% 50+

10%  Sustained work for 13 weeks 

8% of Men 12% of Women 

9% 11% of those without 

5.7%

193 individuals participated in 2019/ 20

of those with disability 

or health condit ion

of participants enrolled on the programme  

sustained work for 26 weeks 
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Description of service 

Peterhead and Fraserburgh are in the NE corner of the North East contract 

area. The North East contract is now held by FedCap, but at the time of our 

interviews in May – July 2020 it was held by Momentum, with four delivery 
partners – Momentum itself (with a 65% share of the outcomes), Aberdeen 

Foyer (15%), Enable (15%), and Enterprise Mentoring (5%).  

 

These partners work as a team across the area, sharing referrals, premises, 

vacancies and courses. There are weekly calls between delivery partners, 

monthly face to face reviews and quarterly continuous improvement meetings.  

 

The presence of Enterprise Mentoring means that there is a specific provider 

focusing on support to help people move into self-employment or start a 

business – this is one of two FSS contract areas where Enterprise Mentoring 

are part of the supply chain (the other being West).  

 

All these providers had an existing presence in the area, delivering a range of 

services and contracts, so they are a known presence, bringing personal 

networks and local knowledge with them to FSS. 
 

All these delivery partners have access to same pool of clients and they share 

information about events. There are some meetings to share good practice 

and learning, for example about generating and getting appropriate referrals 

and how to claim outcomes at 13 and 26 weeks. 

 

“There is healthy competition between us, but we try and share and 

learn together.” 

- FSS provider 

 

“Momentum run different courses, but we work together as one team – 

so if Momentum had a Mental Health course they would say to us, ‘Is 

there anyone you want to send?’. Ditto Aberdeen Foyer. We all offer and 

support each other. We are one team and always have each other’s back 

(for example our Key Worker in Fraserburgh helped another team get 

their outcomes one month).” 

- FSS provider 

All referrals from Jobcentre are directed to a central hub in Glasgow where 

they allocate 65% to Momentum and spread the rest across the other 

providers. If a client wants to become self-employed they will be diverted 
straight to Enterprise Mentoring.  

 

“But this is all about relationships, and we are lucky in terms of our 

relationships with Jobcentre Work Coaches who can say, ‘I want this 

person to go to Momentum’.”  
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- FSS provider 

 

Although the different FSS providers described ways in which they were 

working together for the benefit of FSS clients, there is a clear sense that the 

arrangements in place at the time of our interviews were not ideal, and that 

referrals being made to a Glasgow hub and back out again is neither efficient 

nor client centred. A preferred model would be for Work Coaches to be able to 

make referrals directly to FSS staff on the ground, and/or for participants to be 

given the choice if they have pre-existing relationships or have been 

recommended a particular person, and warm handovers can happen to 

respond to this particular preference. Momentum’s other programme in the 
area, Pathways, has provided a valuable internal referral process for those 

coming to the end of their Pathways experience.  

 

Self-referrals will go to the organisation that participants approach (e.g. to 

Momentum if they approach the Job Coach in Peterhead library), but there is 

still a need for the details to go through Glasgow to have them entered onto 

the administrative systems. 

 

FSS in Peterhead and Fraserburgh is delivered from the community hubs in 

the two Jobcentres and from the Libraries in the two communities. These 

community hubs follow the widespread Jobcentre model – they are place 

where a range of community organisations can meet clients, including FSS. 

 

Momentum has one Job Coach covering Aberdeenshire, and she spends 1 

day a week in each of Peterhead and Fraserburgh. She spends a morning in 
Peterhead Library (a short walk from the Jobcentre) and 2 hours every other 

week in Peterhead Jobcentre (Work Coaches book up her diary). In 

Fraserburgh she spends a morning in the Jobcentre delivering the Health 

Model and this is followed by 30 minutes of FSS appointments – following this 

she works from Fraserburgh Library in the afternoon. 

 

During these visits the Momentum Job Coach works with the local member of 

staff from Enable. 

 

“I work with Enable on a Tuesday in Fraserburgh and a Wednesday in 

Peterhead. We talk to each other and support each other, but in essence 

we are in competition.”  

- FSS provider 

 

Since her appointment to focus on Aberdeenshire in October 2019 there has 

been an emphasis on developing relationships with Jobcentre Work Coaches 

–relationships that had not been in place before.  
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“I am focused on the Jobcentre relationship so I haven’t devoted much 

time to TPOs but when I do it will be through JCP and the TPOs involved 

in community hubs.”  

- FSS provider 

 

There has also been an effort to engage with local third sector organisations 

to attract referrals and to identify complementary sources of specialist support. 

They have been invited to given presentations to FSS participants and some 

now make referrals to FSS. As an example, there have been engagements 

with Home Energy Scotland to help vulnerable participants who were 

struggling to pay their bills – this has led to reciprocal referrals – and Instant 
Neighbour, who take people on work placements, now refer clients to 

Momentum. 

 

The relationships between Momentum and Jobcentre Plus staff is close and 

most referrals come from JCP. Even during lockdown, most of the self-

referrals through Facebook had heard of FSS from a Work Coach. Prior to 

formal referral by JCP to FSS, the Job Coach usually has a discussion with 

the potential participant at the Jobcentre: 

 

“I brief them one to one at the community hub at each of the Jobcentres 

– 10 mins before formal referral. They want to know a bit more detail. 

The Work Coaches are confident they don’t need to say much before I 

see them as I will go through everything - how long it is, what it 

involves.”  

- FSS provider 

 

Enable have a presence in Fraserburgh and Peterhead – these areas are 

covered by different key workers and Enable focuses mainly on clients who 
have learning difficulties or autism. We talked to the Key Worker who covers 

Fraserburgh, where he is based every Tuesday from 0800 – 1700/1730, 

mainly in the Library, but initially in the new Sports Centre which opens at 

0800 and provides IT access and open spaces for confidential discussions. In 

the Library a small private room is available if needed and it is used roughly 

once a month.  

 

The relationship with the Jobcentre is strong with regular calls from JCP Work 

Coaches asking for advice about suitability or checking up on a referred FSS 

participant. FSS often discuss the suitability of the service with a potential 

participant in the Jobcentre before referral is confirmed. A lot of work has been 

put into building the relationship with Jobcentre Work Coaches and ‘Work 

Coaches have a pretty good sense now of what FSS can offer and who it 

could help’ 
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“We get quite a mix – sometimes we get people not suitable for FSS – 

sometimes they are not quite ready – they need more support, and could 

not get a job in 12 months. For example, we had someone referred on 

bail and in a tricky place – difficult criminal charges and waiting to be 

sent down.” 

- FSS provider 

 

Once participation has been confirmed, there are regular appointments as part 

of FSS: 

 

“Normally, appointments are 45-60 minutes, focusing on an update on a 
participant’s week, looking at getting in the way of working, looking 

forward. Later on, we focus on tailoring CVs, making sure they are doing 

this, highlighting jobs we have found.” 
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Fraserburgh Health Model and Pathways 

There was a specific initial focus on working with the Jobcentre in Fraserburgh 

to run a ‘Health Model’ as a preparation for FSS (and Pathways, the other 

programme which Momentum is contracted to run in the area).  
 

Momentum ran the Health Model in conjunction with Fraserburgh Jobcentre. 

An issue had been identified with people with mental health issues, and 

alcohol and drugs misuse, and this was a way of trying to encourage them to 

start looking forward. It was marketed by Fraserburgh Jobcentre and it 

focused on positive thinking and healthy lifestyles, with a participant led 

approach. The programme runs one day a week for 8 weeks in an allocated 

room in the Jobcentre. At the end of the programme participants are 

encouraged to proceed onto either FSS or Pathways, and it has proved to be 

a successful preparation for FSS and has helped to build up the Job Coach’s 

caseload. Fraserburgh Jobcentre is keen to run the programme on an ongoing 

basis and there is an intention to start running the programme at Peterhead 

Jobcentre. 

 

Partly because of the success of the Health Model, the Momentum Job 
Coach’s current caseload (at June 2020) is 54 pre-employment and 18 in 

employment receiving in work support. Given the limited staff time available 

that it dedicated to Peterhead and Fraserburgh – as part of a role across a 

much wider area of dispersed communities, there was a clear sense from our 

interviews of a service that was stretched in terms of resources, with 

experienced and committed front line staff making it work through hard work 

and effective marketing and relationship building. 

 

More generally, mental health is seen as a significant problem among FSS 

participants. 

 

“We assumed that people would come on the service [FSS] and get a job 

in 12 months, but they have other issues. So I have used other specialist 

services. Some participants have gone on to Occupational Psychologist 
help. She used to travel up from Glasgow and we booked up FSS clients 

on one to one basis. One client had 8 sessions with her and is now 

working part time and is and one of our great success stories.”  

- FSS provider 
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The value of FSS 

The FSS front line staff we talked to were clear about the value of FSS for 

participants, but they recognised that this could vary by motivation and 

expectations, and a contrast was drawn with the expectation of clients from 
previous programmes, with the implication that there were higher expectations 

placed on clients by FSS, in terms of what they were expected to do between 

meetings: 

 

“The value of FSS for the client depends on their motivation to find work 

– sometimes it is a box to tick to keep Jobcentre off their back. They like 

the face to face contact – they like been seen every week and being 

chased – they like to show you what they have done.”  

 

“Lots of clients are used to being spoon-fed – they get into the routine 

that someone will find them a job.” 

 

There was a clear appreciation of the significance of the in-work support and a 

recognition of its value in helping clients deal with initial teething issues and 

the transition from (often) a long period of unemployment and the demanding 
routines of work: 

 

“The in work support is invaluable.”  

 

In particular, clients appeared to recognise the value of the dedicated time that 

they were offered, the accessibility of this, and the ability to build a working 

relationship with the same member of staff over time: 

 

“Participants are hugely appreciative of the work done – Jobcentre don’t 

have time any more, and they like the security of knowing I am there and 

it’s still me.” 

 

There was also a recognition of the nature of the local area and its 

communities and inequality – which raised both issues around the suitability of 
a small number of referred clients, and the wider value of FSS for families: 

 

“It’s important to understand the areas and how poor people are here – 

it’s a rich fishing community but there are £1m houses at one end and at 

the other end there are generations who haven’t worked. It can 

sometimes feel we are wasting our time and their time with FSS – they 

probably should not have been referred – these are the ones that 

Jobcentre don’t ring me about. One had pending court cases. I spent an 

hour going through the initial paperwork which felt like wasted time.” 

 

“There is a lot of poverty and deprivation particularly with the focus on 

fishing and oil. There is a lot of child poverty in these areas and if we 
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can get to the parents and help them get them on a path to employment 

they can get out of poverty.” 

- FSS providers 

 

Relating to the wider infrastructure of support 

There is a range of employability services available across Aberdeenshire and 

including Peterhead and Fraserburgh, including a comprehensive offer from 
Aberdeenshire Council. There is an active LEP, the Aberdeenshire 

Employability Partnership, chaired by Aberdeenshire Council, with 25 member 

organisations, including Momentum. The LEP is seen to have a key role in the 

implementation of No One Left Behind, ensuring strategic clarity about 

objectives and respective roles, and with Aberdeenshire using the LEP as the 

place to identify priorities and play out employability funding coming to the 

local authority.  

 

This collaborative approach is branded as Employment CONNECT and it has 

a comprehensive website145 which acts as a central clearing house for 

jobseekers, employers and (password protected) partners. FSS is not 

mentioned on the website, but Enable and Aberdeen Foyer are included as 

partners. 

 

The Council has 6 key workers operating across the Shire, with two covering 
Peterhead and Fraserburgh areas and their hinterlands. In addition, there is 

an employability service for those with additional support needs, with a team 

of 20 attached to the Health and Social Care Partnership dealing with people 

with disabilities. 

 

Both Aberdeenshire Council and Momentum share the view that the 

relationship between them is not good, with the Council concerned about the 

lack of data sharing, a lack of referrals of clients to Aberdeenshire Council 

services where these may be more appropriate, and ‘hoovering up clients’.  

However, both organisations recognise that they each have good, committed 

people on the ground. There is also a mutual recognition that FSS and the 

other local programmes are well designed. There have been efforts to 

strengthen the relationship but these have not worked, and there is very little 

connection or communication between the two sets of staff on the ground and 
there has been no successful cross referral of clients between them. 

 

The landscape of support in Aberdeenshire – and specifically in Peterhead 

and Fraserburgh – is therefore not coherent and Aberdeenshire Council and 

the FSS Provider have not been able to reach explicit agreement about how 

they can work together in a coherent way across the areas. An initial effort by 

                                        
145 EmploymentCONNECT 

https://employmentconnect.org.uk/
https://employmentconnect.org.uk/
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the Council focused on an approach with the services offered by the Local 

Employability Partners feeding appropriate clients into FSS and acting as a 

‘safety net’ for those falling out of FSS or reaching the end of the service 

without a positive outcome.  

 

“There is not enough joint promotion of local support services. One of 

the biggest complaints is about participants is being passed from pillar 

to post no one getting to grips with it – there is no one central hub with 
rounded advisers who can spend time and help them.”  

- FSS provider 

 
“There are so many different organisations out there – Aberdeen Foyer, 

Employability Team for those with health issues, Enable, Barnardo’s and 

Employability Fund training. In certain areas too many people are trying 

to get clients and people become very effective with their clients.”  

- FSS provider 

 

The self-employment option 

The provision of intensive support for those interested in self-employment is – 

with the West contract area – a distinctive feature of the North East contract 

area and FSS provision in Peterhead and Fraserburgh. 

 

“There is very little encouragement to look at self-employment [as part 

of the FSS service]. Other providers are using Business Gateway. They 

do a good job but they are not able to address the holistic support needs 
that the FSS client group has.” 

- FSS provider 

 
To date, referrals and starts in the Northeast contract area have been under 

profile but the proportion of participants setting up as self-employed and 

sustaining this status is above expectations. The main issue has been the lack 

of compatibility with DWP's New Enterprise Allowance (NEA) provision: 

 

“NEA offers £1,274 additional funding to individuals entering self-

employment, but offers very little one-to-one mentoring support. What 

this means is that at present FSS participants miss out on financial 

support. As most FSS participants have limited access to funding, this 

can be a deciding factor.” 

- FSS provider 

 



 

70 

 

Responding to a limited local job market 

FSS staff recognise how limited the job market is in Peterhead and 

Fraserburgh. 

 
“We are only 30 miles from Aberdeen but the culture is very different – 

lots of clients are not prepared to travel and this is a huge barrier, unless 

they want to work in fish factories or oil and gas. We are working on 

entry level jobs but most of the positions available are specialist. So the 

market is cleaners, retail, security.” 

- FSS provider 

 

 “I’ve got a lot of 40-60 year old women who find it really hard – there are 

some admin jobs, some cleaning but there is a high turnover. Lots of 

jobs will go to the same families…[i.e. informal recruitment processes are 

significant and it can be difficult to break in].” 

- FSS provider 

 

“There are a lot of foreign nationals – they will come in and do the jobs – 

but local people won’t because the jobs are not well enough paid – it is 

not realistic to expect them to take these jobs.” 

- Other employability provider 

 

The travel issues are significant. The bus journey from Peterhead to Aberdeen 

takes nearly 1 hour 10 minutes and from Fraserburgh to Aberdeen takes 1 

hour 25 minutes. Many people will need to get two buses, and the availability 

during the day is limited and may not get them to Aberdeen for an early start 

(e.g. for cleaning or retail). Both these return bus trips cost £18.50.  

 
“We get a lot who don’t live in Fraserburgh – they live in St Combs, 

Sandhaven – transport is very difficult and it is hard for them to see me 

and to get work. We have a good relationship with the food processing 

place in Turriff – but there are no direct buses – it would take one bus to 

Macduff and another to Turriff so no one can get there before 10.” 

- FSS provider 

 

FSS staff try to get round the barrier by doing ‘better off in work’ calculations – 

assessing the impact of being off benefits and into paid work. But for most 

entry level jobs in Aberdeen, once travel costs are included most participants 

will not be better off. 

 

Employer engagement is carried out by a member of the Lead Provider’s staff, 

based in Glasgow and covering the whole of Scotland. In the Peterhead and 

Fraserburgh area the focus is both on large employers like Morrisons and 
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Tesco for both retail and security staff, agencies (e.g. for agricultural work) 

and on a wide range of SMEs. There is a close working relationship between 

Momentum, Enable and Aberdeen Foyer with the sharing of opportunities 

between frontline staff. 

 

For follow up calls when in work, the Employer Engagement lead will ring the 

employer and the local key worker will call the client. 

 

The impact of Covid-19 

Frontline staff delivering FSS and Aberdeenshire Council’s services talked of 

the scale and scope of the impact of Covid-19 on their clients. 

 

“In the first 6 weeks the impact was massive – a lot of participants were 

shocked and quite scared. Some don’t have internet access – so the day 

they saw me was their only access to the service. It has got better, they 

have realised this is the new normal, so they realise they need to answer 

the phone. A lot are resigned to the fact that they won’t be working for 

some time, it is hard to motivate those who are longer term 

unemployed.” 

- FSS provider 

 

“More of face to face – easier to keep motivated. Now if don’t want to 

speak to you don’t answer the phone.” 

- FSS provider 

 

One of the striking successes in the area has been the effective use of 

Facebook – by both Enable and Aberdeenshire Council – to attract clients. 
 

“Before lockdown we got most of referrals from JCP – we have been 

meeting a lot of other organisations to get TPO referrals. Now we are 

generating all our own referrals. Facebook is our main selling point…To 

begin with we didn’t have much success – then we decided that one 

person would focus on this – making sure post looked professional and 

trying to capture right market and that worked – using graphics.”  

- FSS provider 

 

Enable have now replaced their previous referral numbers just from Facebook 

– and they are getting participants who they feel are appropriate and 

motivated. 

 

“All people [we are getting through social media] who want to work – so 

we are getting much better outcomes – more open to what they want to 
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do, motivated. A lot of them not highly skilled but they have a good work 

ethic.” 

- FSS provider 
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Lessons from this case study  

Changes in staff have led to an improvement in performance 

 

There appears to have been a significant improvement in reach and 
performance over the 6 months to March 2020, related to new management 

and a new local staff member for Momentum covering the Peterhead and 

Fraserburgh area (and its hinterland), with an active approach to engaging 

with JCP. FSS works with limited resources, with one member of staff 

covering the Shire, and employer engagement being led by one person who 

covers the whole of Scotland from a Glasgow base. This means that 

Momentum offered quite a limited service locally in Peterhead and 

Fraserburgh - but when a new area manager and local staff member were 

introduced during Autumn 2019 there was a concerted attempt to strengthen 

the engagement with JCP and TPOs. This appears to have led to an increase 

in referrals from JCP and a more substantial engagement with a wider range 

of clients. 

 

There is a weak relationship between FSS and the local authority 

 
The current relationship between the Lead Provider and the Local Authority – 

and the wider LEP, which the Lead Provider is a member of – is not strong. 

There have been efforts by the LEP to develop a strategic agreement about 

respective roles and relationships but this has not led to anything. There is 

mutual respect about the value of respective services and the commitment 

and experience of staff, but this has not led to an effective working 

relationship. 

 

The enterprise strand is distinctive and important but is currently at risk 

 

Enterprise Mentoring provide support for those who wish to pursue the self-

employment option, but this effort has been hampered by the need for clients 

to make a choice between the intensive support offered by FSS and the 

financial assistance offered through the Enterprise Allowance Scheme (which 
does not offer intensive support). 

 

The impact of FSS is seriously constrained by the limited range of local 

jobs and the difficulties around travelling to the much more substantial 

and varied labour market in Aberdeen 

 

There are limited job opportunities in the area and few are able to work where 

the jobs are – in Aberdeen – because of the difficulties of reaching it by public 

transport People in Peterhead with cars prefer to work in Ellon which can be 

reached in 30 minutes. 

 

There is now a strong working relationship with JCP 
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The new Momentum key worker in Peterhead and Fraserburgh has focused 

on strengthening the relationship with JCP and raising the awareness of work 

coaches in the two jobcentres. This has worked through to a very positive 

working relationship with regular consultation on referrals, a presence in the 

two Jobcentres and both briefings and warm handovers taking place in 

Jobcentres. This has significantly improved referral numbers from the 

Jobcentres. 
 

The use of Facebook was triggered by the lockdown and has proved to 

be effective 

 

Both Momentum and Enable have made effective use of Facebook in 

response to the drop in referrals from JCP- the number of self-referrals now 

matches the numbers previously referred from JCP. The main impact followed 

the creation of a clear lead for Facebook management and the use of client 

stories. 
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5 Participant views 
In this chapter, we discuss participants’ experiences of FSS in Year 2 of the 

service, considering in particular how participants may have benefitted from 

the support delivered, and the types of support that work best for individuals. 
 

We have based the information presented in this chapter on interviews with 30 

participants and 18 key workers146 in the three selected case study areas. 

This year’s evaluation activity also included follow-up interviews with 9 

participants interviewed as part of the Year 1 evaluation (three each from 

Alloa, Irvine and Wick), in order to explore the longer-term impact of the 

service. 

 

In this chapter, we outline the key findings from these interviews, organised 

under the following sub-headings: 

 Referral processes 

 Motivations for taking part in FSS 

 Strengths of FSS 

 Challenges 

 Areas for consideration 

 Impact of FSS 

 Barriers to progression 

 

Referral processes 

As in Year 1, the most common referral route into FSS in Year 2 was 

Jobcentre Plus (JCP). Twenty-two of the 30 interviewees reported that they 

were referred in this way. Seven of the others self-referred to the service after 

a friend or family member told them about it, and one was advised to access 

the service by a local authority homelessness officer.  

 

Participants reported no issues with the referral arrangements. JCP seems to 

be an effective link into the service for most, but participants also appreciated 

being able to self-refer.  

Motivations for taking part in FSS 

FSS is voluntary, unlike previous national employment support services, and 

participants can decide whether or not to take part. The participants we 

                                        
146 The 18 key workers, between them, worked with 28 of the participants. In two cases, we were unable to 

contact the participant’s key worker. 
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interviewed in Year 2 identified a range of reasons why they decided to 

engage with the service. 

 

Some participants noted that they took part because they hoped FSS could 

help them address challenges that made it difficult for them to look for and/or 

find work. In a few cases, participants had physical and mental health 

conditions that limited the types of jobs they could undertake, and they wanted 

support from FSS to find a suitable job. Lack of confidence was a barrier for 
some participants who needed support with this before they could find (and 

sustain) a job. 

 

Others had been looking for work for some time with no success so wanted 

some additional support. One participant, for example, said that they engaged 

with FSS because they were “hitting a brick wall” and another said they 

decided to take part because they were “not getting anywhere” on their 

own. Another few, meanwhile, explained that they had unexpectedly been 

made redundant after their employers went out of business or closed the 

factory they worked at. These interviewees’ key workers felt they had good 

employability skills and were well-placed to find another job, but the 

participants explained that they wanted help to “brush up on approaching 

employers” and to find a new job as quickly as possible.  

 
Although participation in FSS is voluntary, in a very small number of cases 

participants said they felt they had to take part because JCP had suggested it. 

In one of these cases, the participant felt they were not given a choice. While 

this may have been a misinterpretation on the part of the interviewees it 

reinforces the importance of explaining the voluntary nature of the service 

clearly to potential participants before they agree to take part. This is 

especially important because key workers reported that better outcomes can 

be achieved when the participant is motivated and wants to take part. 
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Strengths of FSS 

Overall, participants this year again described their experience of FSS in very 

favourable terms and they identified several strengths of the service. These 

are similar to the strengths identified by participants in Year 1 and include: 
 

 The service’s comprehensive and tailored approach 

 The caring, respectful, and supportive key workers 

 The holistic support offered 

 The voluntary nature of the support.  

 

We describe FSS’s strengths in more detail below and, where possible, 

include comparisons with other employment support services that participants 
have engaged with.  

 

Comprehensive support 

Participants appreciated the comprehensive support that FSS provides to help 

them prepare for employment. Interviewees explained that the service helped 

them to identify suitable employment sectors, find job vacancies, prepare CVs, 

make applications and prepare for interviews. They also noted that FSS gave 

them help and advice to access suitable work placements, training and 

volunteering opportunities to enhance their skills and experience. Some 

participants reported that the service continued to provide valuable help and 

advice after they had moved into employment and, in one or two cases, the 

participant returned for further support when they became unemployed again.  

 

A key worker compared FSS favourably to the support provided by JCP in 

terms of how comprehensive its support is. This interviewee said that while 
JCP “monitors progress” towards employment, FSS is more pro-active in 

helping participants make progress towards finding a job and gives them 

“tools and encouragement” they need to enter the job market.  

 

We note some potential areas for improvement later in this chapter, but very  

few participants reported any support needs that FSS could not help with. 

Comments from participants include the following: 

 

“They went out their way to help as much as they can.”  

 

“I think it was really great all round.” 

 

“What they do seems to be fine for me. They’ve got it structured well.” 

 

“My experience was nothing but positive.”  
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Tailored support 

A common theme in our interviews this year was the tailored nature of the 

support that FSS offers. Participants valued the fact that the support they 

received was tailored to their individual needs and that their key workers 

helped them to identify vacancies and access training and placement 

opportunities that suited their interests and skills. Some participants with 

children, for example, explained that their key workers helped them to find 

opportunities with start and finish times that would fit around school drop off 

and collection times, while others said they were supported to look for work in 
sectors that interested them or in which they had experience. Others reported 

receiving wide-ranging support to address individual needs, such as a bus 

pass being arranged for a participant who cannot drive, and helping to 

enhance a participant’s digital literacy so they could seek and apply for jobs 

online more confidently. One said, “…there was a personal touch, they got 

to know me” and another observed that the key worker, “…asked me lots of 

questions about what I wanted and I felt like she was listening to what I 

was saying”.  

 

Key workers agreed that it is important to tailor the type and extent of support 

provided to the needs of individual participants. One, for example, explained 

that “everyone’s journey to meet their end goal is different, and this 

participant-led programme meets everyone’s different requirements to 

get there”. Another key worker noted that some participants, “…come ready 
to work, and some have more work to do on their skills and need a 

slower pace. We work at whatever pace suits the individual… what we 

do is tailored to the individual”.  

 

Key workers explained that, as FSS is targeted at people who are far removed 

from the labour market, participants need a soft approach involving taking 

smaller steps. As a result, for some participants, finding a job might not be a 

realistic aim in the short-term, and in cases like this the service’s support is 

more “…about building confidence, not about a job”. We note some 

examples like this later in this chapter, where we discuss the impact of the 

service on participants. 

 

Key workers and participants compared the personalised nature of FSS 

favourably with other similar services. Interviewees praised FSS for its 

flexibility and the ability to tailor the support to the needs of the individual 
participants, in contrast with other “one size fits all” employment support 

services.  

 

Participants and key workers also valued the one-to-one approach of FSS, in 

contrast to other group-based services. Interviewees reported that this 

approach allowed the service to meet participants’ individual needs. A 

participant said that they previously took part in a group-based service but 
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preferred FSS because it was “focused on me – what do I need, what do I 

want to do?”. 

 

As well as the content of the support, participants reported that aspects of the 

way in which the support was delivered was tailored to their needs. For 

example, one participant appreciated being able to meet their key worker in a 

local library because it meant their children could be occupied reading books 

while they spoke with the key worker, while others noted that their key workers 
were willing to schedule appointments around childcare. Some said that they 

valued being able to meet their key worker in local settings, instead of 

travelling to the nearest Jobcentre, which in some cases can be a lengthy 

journey, particularly in rural areas. One described this arrangement as 

“…very, very convenient” and “…miles, miles better than JCP”. 

 

Holistic support 

Participants appreciated the holistic nature of the support and reported that 

the service helped them with a wide range of issues that affected their ability 

to find work. For example, one participant reported that FSS had helped them 

to access counselling related to their childhood, and another was helped to 

access a psychologist to help address mental health issues that were making 

it difficult for them to find work. In another case, the key worker helped a 

participant to source a special chair to use in their new call centre job to 

ensure that their back problems were not exacerbated and to help ensure that 
they could sustain the job.  

 

Participants noted that they felt able to discuss anything with their key worker. 

One said “…you can share your challenges with your health and your 

relationships with [the key worker]” and another commented that they were 

able to talk to their key worker about “…things that were on my mind”. 

 

While these issues are not directly linked to the skills or competencies that 

participants need to look for, find and sustain employment, by helping with 

challenges like these, FSS helps participants to address the various 

challenges in their lives that present a barrier to entering employment and, by 

doing so, helps to prepare them for work. Key workers felt this was an 

important part of their job and one said that, “…sometimes it’s not about 

work, it’s about being in the right place and state of mind to look for 

work”. 
 

Caring, respectful, kind and supportive key workers 

Similar to our findings in Year 1, participants described the approach of FSS 

key workers as caring, respectful, kind and supportive. This is consistent with 

FSS’s principles of dignity and respect and, across all localities, that the 

evaluation has covered to date, interviewees reported that the key workers 
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were friendly, made the effort to get to know them and understand their needs, 

and genuinely cared about achieving the best outcome for them. Comments 

from participants include the following: 

 

“Really helpful. It was good to know that there was someone who could 

back me up and was there to fight my corner.” 

 

“[My key worker is] sound. I can always have a chat and a bit of banter 

with him. He’s checked in with me these past few months and kept in 

contact.”  

 

“They are very kind and phoned regularly to check I was doing ok and 

see if I needed anything. The staff are easy to talk to and very friendly.”  

 

“[The key worker] would listen and let me rant and rave. I never got a 

negative word out of him at all. If he hadn’t been so positive, I wouldn’t 

have found a job, wouldn’t have been in the right place to find work.” 

 

Voluntary participation without risk of sanctions 

Taking part in FSS, in contrast to other previous national employment support 
services, is voluntary, and people can choose to take part without the risk of 

sanctions if they miss a meeting or do not complete the service. Participants 

enjoyed “…not feeling pressured” by the service and felt this approach 

helped them to engage with the support on offer more willingly and effectively. 

One, for example, said that FSS offered “a more relaxed environment” in 

which to look for work because it was voluntary and they found this more 

effective than more formal services where attendance is mandatory.  

 

Key workers agreed that this is a positive aspect of the service, noting that, 

because participants decide whether they want to take part, those who do 

“genuinely want the help” and this helps participants to achieve better 

outcomes. Another key worker noted that FSS “has a different feel to it” 

compared to other services: “it’s not about having to do things, it’s about 

[participants] wanting to do it“. 
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Challenges  

Across the two years of the service to date, feedback from participants has 

been highly positive about FSS. However, a small number identified some 

challenges that have made it difficult for them to access, or participate fully in, 
the service. 

 

Unsurprisingly, the main challenges identified in Year 2 related to the Covid-

19 lockdown. Since March, providers have not been able to deliver face-to-

face, in-person support due to social distancing restrictions, and instead have 

delivered support using platforms such as telephone calls, text messages and 

messaging over the internet. Some participants have been able to access 

online training opportunities during lockdown, often at the suggestion of their 

key workers, and this has been an opportunity to gain new skills. Others, 

however, have been unable to do this because they have had no access to IT 

equipment, either at home or at public libraries due to their closure during the 

lockdown. 

 

Levels of support to participants during lockdown have varied in their intensity. 

Most participants were positive about the support they had continued to 
receive and understood the restrictions that have been placed on providers. 

They appreciated their key workers’ efforts to continue supporting them.  

 

However, a minority of participants have not had the level of support that they 

felt they have needed during lockdown. One participant, for example, reported 

that their support during lockdown has been limited to one text message a 

week, which they did not feel had enabled them to discuss their challenges in 

sufficient detail.  

 

Areas for consideration 

Again, participants’ feedback has been very positive overall, but our interviews 

identified some important factors to consider to ensure that FSS continues to 

deliver effective support. These are outlined below. 

 

Ensuring that FSS is the most appropriate service for participants 

 

It is important that referral to FSS continues to be appropriate - FSS might not 

be the most appropriate service for all participants. Most notably, some 

interviewees suggested that FSS might not be best suited to people with 

university qualifications or those who already have extensive employment 

experience. It is possible that greater value for money could be achieved by 

directing these participants to other services more appropriate to their needs, 

and ensuring that those referred to FSS are in need of the intensive support 

that the service offers.  
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One participant with a degree, for example, felt that the service was geared 

more towards people seeking jobs in call centres, care or basic administrative 

positions rather than “roles for those who are better qualified”. Another 

university graduate, with over 45 years’ experience, applied for jobs without 

his key worker’s support and reported that FSS was “not terribly useful” in 

finding suitable opportunities. Key workers also cited a few highly qualified 

and/or experienced participants who “did not need a lot of help”. This 

suggests that participants like these who have relatively low support needs 
should potentially be signposted to other less intensive sources of support, 

which would allow FSS to focus on supporting people who need a higher level 

of support, as was intended when the service was designed. 

 

At the other end of the spectrum, there were a few participants who were very 

far removed from the labour market due to severe health problems or 

childcare issues. FSS may not be the most appropriate service for these 

people as entering employment did not appear to be a realistic goal for them 

in the short- to medium-term. This was emphasised by the follow-up 

interviews conducted with Year 1 participants, which confirmed that at least 

two participants, while satisfied with the support they had received from FSS, 

had not moved into employment in the year since we last spoke to them. 

These two participants acknowledged that employment is a very difficult 

objective to achieve just now given their personal circumstances, and they 
were not surprised that they had not found work. 

 

In addition, a small number of interviewees wanted to set up their own 

business (and this was their intention at the point of referral). It is not clear 

why they were referred to FSS as, although key workers helped as much as 

they could, there are other agencies that specialise in supporting people in 

this position.  

 

This feedback related to a very small number of interviewees only and, 

overall, most participants seemed to be well suited to the support that FSS 

can offer. However, these examples emphasise the importance of ensuring at 

the point of referral that FSS is the most appropriate service for all 

participants, taking into account their experience, qualifications, aspirations 

and circumstances. 

 
Ensuring the right fit between participants and key workers 

 

In most cases, interviewees reported satisfaction with their key worker, but 

there were a handful of examples where the participant and key worker did not 

develop a productive relationship. In most of these cases, the participant was 

transferred to another key worker with more success. A key worker explained 

that “…you have to be able to talk on the same level, to establish a 

relationship - and get a rapport going - to dig around enough and find 

out what they need and what’s stopping them from getting there”.  
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This only relates to a small number of cases, and it is inevitable that some 

participant-key worker pairings will be less successful than others. However, 

this finding emphasises the importance of support providers matching 

participants with key workers appropriately, ensuring that the worker’s 

expertise is aligned with the participants’ interests, needs and level of 

experience. 

 

Impact of FSS  

Participants and key workers reported a range of benefits for participants as a 

result of engaging with FSS. These impacts were similar to those reported in 

Year 1. They included improved skills related to searching and applying for 

jobs, enhanced confidence, improved skills for employment, support to plan 

their future careers, and support to enter and sustain work. We discuss each 

of these impacts overleaf. 

 
Improved skills for searching and applying for jobs  

 
A common theme among many participants was the support that FSS 

provided in improving their ability to search and apply for jobs. Participants 

found this support helpful, and it included the following: 

 

 Learning how to access sources of job adverts. Key workers made 

participants aware of the various sources of job adverts online and, in 

some cases, supported participants to upload job search apps to their 

smartphone. One participant said, “now I know how to search for jobs 

online”.  

 Support to prepare CVs. For example, one noted that their key worker 

“changed my CV for the better”.  

 Assistance with completing job application forms. Some interviewees felt 

they would have been unable to complete forms without their key 

worker’s help, but now felt more able to complete applications 

independently in the future. 

 Enhanced skills in job interviews. Many mentioned taking part in mock 

interviews with their key worker, and this helped them to feel more 

prepared and less nervous about interviews.  

 

In addition, consistent with the personalised, caring nature of the support 

discussed above, some participants described the moral support and 

encouragement that key workers offered with job interviews. In particular, 

participants appreciated the encouragement that key workers provided after 

unsuccessful interviews, in terms of emphasising that being unsuccessful was 

nothing to be embarrassed about. Participants observed that this helped to 
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maintain their morale and motivation to apply for further opportunities, and one 

said that “the support when things went wrong was great”. Given the 

fragile state of many participants’ confidence (as we discuss below), this is an 

important element of the support. 

 

Enhanced confidence 

 

FSS has had a significant positive impact in enhancing participants’ 
confidence in their ability to find work. Many participants reported that they 

lacked confidence when they were referred to FSS, and key workers agreed 

that participants often need help to improve their confidence before they could 

make further progress towards work. 

 

Some participants credited improvements in confidence to the support and 

encouragement provided by key workers. Participants explained that this 

helped them to recognise the skills they already had and built their confidence 

to try new things. There were several examples of participants who described 

being supported in this way, and one, for instance, described themselves as 

“very shy, reserved, and not open to trying out new things” when they 

joined the service but is now “very different…I’m a very confident person… 

I’ve also got a ‘can do’ attitude that I didn’t have before”. They attributed 

this improvement to the key worker’s “chilled out, understanding 
approach”. Another, who said that they had previously lacked the confidence 

to leave the house on some days, said that their key worker “gradually built 

up my confidence, just with chit chat, talking to me”. 

 

Some participants who lacked confidence in social interactions reported 

improvements in this respect as a result of the activities they took part in with 

FSS. Some said their meetings with their key worker were important in 

providing experience of building a relationship with someone whom they did 

not know. One, for example, said that interacting with their key worker helped 

to develop the confidence they needed to take up a voluntary position at a 

local library. Others said they felt more comfortable interacting with other 

people as a result of attending training, work experience and volunteering 

opportunities arranged by FSS, and this helped them to feel more confident to 

apply for and enter employment.  

 

Many participants also reported that taking part in FSS helped them to gain 

new and improved skills, and this further helped to enhance their confidence. 
We explore FSS’s impact on participants’ skills in the next section.  

 
Improved skills for employment 

 

Many participants reported that the training, work experience and volunteering 

opportunities that FSS helped them to access enabled them to gain new and 

improved skills for employment. These included skills that are transferable to 
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any job, such as communication and teamwork, as well as sector-specific 

competencies such as electrical testing, food hygiene and skills required for 

workplaces in the retail and construction fields. Participants felt that these 

skills strengthened their CVs, made them more attractive to employers, and 

increased their confidence to apply for positions that they were previously not 

qualified for.  

 
Support to plan their future careers 

 

For some participants, the key benefit of taking part in FSS was getting help to 

identify the sector(s) they would like to work in. These interviewees said they 

were lacking direction and were unsure which sectors to apply for jobs in and 

that FSS had helped them to identify opportunities that aligned with their skills, 

experience and interests. In one case, a participant had not previously 

considered working in retail but FSS helped him to arrange a voluntary 

position in a charity shop and to take part in a training service with a large 

retailer, at the end of which he secured a job. Another said that they have a 

“better view of what I want to do as a job” as a result of FSS. 

 

In a few other cases, participants were unable to work in the sectors they had 

previously been employed in for various reasons, so FSS helped them to 

identify opportunities in other sectors. For example, one used to work in 
construction before sustaining an injury, while another travelled across the 

world during a career in the oil and gas industry before a change in personal 

circumstances meant this was no longer possible. In these cases, key workers 

helped the participants to identify opportunities in the cleaning and hospitality 

sectors, and to gain skills necessary to apply for positions in those sectors.  

 

Support to enter and sustain work 

 

FSS aims to help people move towards employment, and many participants 

we interviewed reported that they had found work as a result of the support 

they had received. Participants reported starting jobs in a range of sectors 

including call centres, retail, manufacturing and administration, and they felt 

that FSS had been crucial in helping them to build the confidence, skills and 

experience to successfully enter employment. 
 

Some participants also described the importance of the in-work support 

provided by FSS in helping them to sustain their job. As noted earlier, for 

example, a participant said that their key worker had helped them to source a 

special chair to ensure they could undertake the job while minimising pain 

caused by back problems, and others said that key workers helped them to 

liaise with their managers when they needed support in their role. Participants, 

many of whom had been out of work for a significant period of time, 

appreciated this on-going support to help them address any issues that could 

affect their ability to sustain their employment. 
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Barriers to progression 

Interviewees reported various barriers that restricted participants’ ability to 

move into and sustain work. These included the following. 
 

Reluctance 

 

A few key workers reported, in a small number of cases, that participants’ 

reluctance to fully engage with the service and the opportunities on offer 

restricted their ability to progress. One gave an example of a participant who 

refused to take part in basic IT courses to enhance his ability to use the 

internet to look for job opportunities, while another commented that “the 

people who take part have to be in the right space…we can’t help people 

if they don’t want to be helped”. This emphasises the need to ensure that 

people referred to FSS are willing and motivated to engage with FSS and the 

opportunities it offers.  

 

Age 

 
In a small number of examples, participants felt that their age was making it 

difficult for them to find work. A key worker said that one participant who is 60 

believes that his “age is going against him” while a participant in their 50s 

reported that “I’m a difficult case… age is against me”. Another, in their 

60s, felt that the service was more suited to helping younger people. This 

demonstrates the importance of FSS in enhancing participants’ confidence 

and ability to find work, regardless of their age and may suggest a need for 

further training of key workers to ensure that they have the skills to support 

older people seeking employment. 

 
Covid-19 lockdown 

 

The Covid-19 pandemic and the resultant lockdown was a key barrier 

identified by participants and key workers this year. Interviewees reported a 
reduction in the number of job opportunities to apply for, as well as training 

courses and work experience placements being cancelled. Some participants 

were hopeful that the situation would improve once lockdown is eased, while 

others were more pessimistic about the longer-term impact of the pandemic 

on their chances of finding work.  

 

Similarly, there were at least two examples of participants who had found work 

shortly before the lockdown began and have now been informed that their 

position is no longer available due to the economic pressures created by the 

pandemic. 

 



 

87 

 

While there is little that FSS can do to influence this situation, it is important 

that support providers stay abreast of the latest developments related to the 

pandemic and its impact on the labour market, and are prepared to support 

participants accordingly. It is also important to note that this demonstrates 

that, while FSS was developed while employment levels were high, 

substantial revision may be required to help the service respond to the 

significant impact of the pandemic on the economy. 

 
Lack of local job opportunities 

 

Some interviewees, particularly in Peterhead/Fraserburgh, reported a lack of 

job opportunities locally that existed even before the pandemic. A participant 

said there is “nothing out there for me for what I do” and a key worker 

acknowledged that local opportunities outside the fishing and care sectors are 

limited. While this was a barrier to successful outcomes, participants in 

Peterhead and Fraserburgh praised key workers for being “keyed into to the 

local job market”, and for finding out about job opportunities that were not 

advertised. This emphasises the importance of key workers, regardless of the 

profile of their area, having an in-depth knowledge of the local labour market 

and strong links with local employers. 

 
Transport issues 
 

Transport is an issue that restricts the opportunities accessible to some 

people, and this was particularly the case for participants in 

Peterhead/Fraserburgh. The nature of the area, and limitations in public 

transport links, means that being able to drive and having access to a car can 

enhance an individual’s employment prospects. Two participants noted 

challenges related to this – one is currently suspended from driving due to a 

drink driving conviction and another cannot drive, lives in an area not served 

by public transport, and is reliant on their parents for lifts – and this can restrict 

the opportunities available to them. This illustrates the importance of key 

workers helping participants to identify and overcome barriers such as this 

through, for example, helping participants to access driving lessons and/or 

public transport, as happened in Peterhead/Fraserburgh, where a partic ipant 

was helped to apply for (and get) a bus pass.  
 

The importance of the on-going contact is further illustrated by a few examples 

of participants who started a job but then left it for various reasons. These 

participants were able to immediately access support from FSS to help them 

to respond to this setback. For some, this support focused on finding a new 

job (“back to the drawing board” as a key worker said) while others required 

support with other problems before they could start to look for work again.  

 

One, for example, had to leave their job after falling ill, so the FSS key worker 

helped them to address the sudden reduction in income by supporting them to 
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apply for Universal Credit and to access a food bank. This is another example 

of the holistic support offered by FSS and demonstrates the importance of the 

on-going support provided by FSS after a participant enters work.  

 

Case Studies 

 

We have created 9 Case Studies based on our discussions with clients and 

these are presented in Appendix 3. 
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6 Findings and recommendations 
In this chapter we draw out the most important findings from our examination of 

FSS practice in three locations, together with the responses from participants.  

 

Findings 

This year we explored the role and impact of FSS in three very different areas: 

 

Drumchapel is the first of Scotland’s peripheral estates where we have examined 

the role and impact of FSS. There are clear indications that FSS has become the 

main – though by no means sole – local provider of employability support, and that 
its combination of a local presence in the Jobcentre, a personalised and tailored 

service, and a voluntary engagement has proved appealing to local participants. A 

particularly interesting feature of the FSS service in Drumchapel is the way that it 

focuses on helping participants start to connect to the wider Glasgow job market, 

with initial support in Drumchapel leading to follow up support in neighbouring 

Clydebank. It is hoped that this short journey may help participants to become 

comfortable travelling more widely to work, and particularly to the substantial job 

market in the centre of Glasgow. 

 

There is a strong working relationship with the local Jobcentre, with the FSS key 

worker being based there one day a week. Warm handovers take place in the 

Jobcentre offices. However, more widely, it is fair to say that, while there is a 

general sense that there are more than enough clients for all providers, there 

appears to be no coherent local provision in Drumchapel, in terms of clarity about 
respective roles and the effective use of specialist local provision for those who 

most need it.  

 

In Dundee there is a well-developed strategic approach to the local delivery of 

employability services, with an active LEP driving a coherent approach to tackling 

the significant and long lasting unemployment issues in the city, and committed to 

the creation of a collaborative ‘Local Employability Service’. The intention is that 

this will provides clarity to both individuals and employers about where to go for 

what kind of support, and what they will receive. A serious mutual effort has been 

made by the two key players (i.e. the Lead Provider and Dundee City Council) to 

agree complementary roles and how they can both work together to contribute to 

this overarching model, but it has not been possible to work this out in practice, 

mainly to do with difficulties about ESF funding and the risk of double funding.  

 

A similar effort has been made in Aberdeenshire, which would have created a much 
clearer relationship between the services provided by the LEP partners and the 

Lead Provider and would have clarify respective roles in Peterhead and 

Fraserburgh. In this case the concept was that all the main providers (not just 

Jobcentre Plus) would refer appropriate clients to FSS (i.e. those who required 

more intensive, long term support which would need to continue into work), and 
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they in turn would both pick up those who may drop out of FSS, or reach the end of 

the service without finding a job. As with Drumchapel there is a view that the 

practical impact of this failure is reduced because there are plenty of clients for all 
the providers to play an effective role. 

 

It is notable that all the relationships in these three very different areas have been 

underpinned by a mutual recognition (i.e. by both FSS staff and the staff of other 

key providers) about the quality of the design of their respective services, and that 

front line staff are experienced and committed and delivering a high quality service 

for clients. 

 

Particularly notable is the improved relationship between Jobcentre Plus and 

FSS providers. Close working relationships are now the norm, and in all areas the 

relationships is growing stronger and this has led to increasing referrals. FSS staff 

are welcomed into Jobcentres and often have a part time base there, both to talk to 

potential participants about what FSS involves and in some cases (but not all) 

supporting a warm handover. There is clear evidence of growing awareness of FSS 

and appropriate referrals among work coaches. 
 

Alongside these strengthening relationships with Jobcentre Plus have been 

increasing referrals through the TPO and self-referral route. In some areas the 

TPO referral rate has been relatively high from the start – mainly because of the 

prior presence of the FSS provider, with well-developed local relationships and trust 

(as we saw in some areas in last year’s visits). But FSS providers have been 

working hard to build relationships with a wider range of organisations – both as 

providers of specialist services and as a source of referrals. 

 

More generally we have identified the following findings: 

 

 There is a clear disconnect in some areas between both the different levels of 

relationships and between the experience of clients and the engagement of 

local partners. In some areas there is a very poor or weak working 

relationship between Local Authorities and the Lead Provider. Sometimes the 

relationship is stronger between front line staff, and on the whole there is a 

widespread recognition in each area that front line staff are able and 

experienced and doing a good, committed job. This is also reflected in the 

experience of clients – which is on the whole positive, and this is consistent 

across the areas. 

 At the strategic level, the quality of the relationship is underpinned in some 

areas by a lack of trust between Local Authorities delivering a public 

service, and providers who are providing a target driven service. This 

lack of trust lies in the behaviours that this outcome funding model can 

encourage – in other words, a fear or a perception that such providers will 

seek to maximise their client base and will need to claim the outcomes, and 

that this may both reduce their own client base and may not be in the best 

interests of the client. We heard stories about FSS providers ‘hoovering up’ 

clients. 
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 This issue can be reinforced by a convergence between the design 

features and principles of FSS and those of local programmes. Since the 

design of FSS drew on extensive reviews of good practice in terms of its key 

features and principles, there is growing evidence that these features are 

shared with local programmes that also wish to draw on good practice. In the 

medium terms this will be helpful in terms of the evolution of the No One Left 

Behind framework, but in the short term it can create confusions among 

clients and some partners in terms of the distinction between programmes. 

 This issues of a lack of agreed strategic approaches extend to employer 

engagement. In all three areas the different services go about their employer 

engagement activities in a way that is not coordinated with other local 

employer engagement approaches. This is in part down the choices made by 

employers – they have a trusted relationship with a FSS provider (sometimes 

going back to a time before FSS) or to a particular individual now involved in 

FSS. Sometimes it is about the creation of national relationships that FSS 

Lead Providers have agreed with major employers which works out into 

preferred local engagements. However, despite this, we heard stories of the 

exchange of vacancies that FSS could not fill (and vice versa) – in other 

words, there are some genuinely employer driven behaviours being displayed. 

 In many areas the quality of the FSS service is undermined by local 

constraints on the outcomes that can be achieved. These constraints 

cannot be dealt with just by providing a high quality service – they include a 

lack of local jobs, and difficult and expensive and inconvenient public 

transport to nearby city labour markets (e.g. Aberdeen in the case of 

Peterhead and Fraserburgh, and Glasgow in the case of Drumchapel). These 

issues can condemn FSS clients to insecure and poorly paid local work with 

little scope for progression, but we did hear examples of participants who had 

been helped to learn to drive or get bus passes.  

 Sometimes the transport issue is underpinned by a reluctance to travel 

outside a home area for work – notably in Drumchapel – with the provider 

seeking to tackle this but encouraging participants to travel initially a short 

distance outside the area in order to get face to face support and become 

more confident about travelling more widely. 

 The employment landscape – both now and well into the future – has clearly 

been transformed by the impact of Covid-19, with a sudden switch from 

historically high employment rates to increasing rates of unemployment, that 

are expected to increase further with the end of the Job Retention Scheme. 

FSS clients are responding in different ways – some have given up looking for 

work, others are devoting themselves to caring duties, while others are still 

keen to work and are picking up opportunities: these started as supermarket 

retail, security, warehousing and delivery during the emergency phase of the 

crisis, but are now broadening out as the economy slowly recovers.  

 It is clear from our discussions (and confirmed by the client feedback) that 

FSS staff on the ground have gone out of their way to keep in touch with 

participants during the very difficult lock down period and this has made a 
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difference to their state of mind and motivation. One of the most striking 

features of the lockdown period, and the stopping of all referrals from JCP as 

they focused on Universal Credit registration, has been the success of some 

providers in putting a very professional Facebook marketing approach in 

place. In some cases this has completely replaced previous JCP referral 

numbers, and this is a real success story with significant implications for 

the marketing of employability programmes in the future. 

 

The client feedback has generated a wide range of very positive feedback, focusing 

on: 

 The service’s comprehensive and tailored approach 

 The caring, respectful, and supportive key workers 

 Key workers’ knowledge of the local job market and vacancies 

 The holistic support offered 

 The voluntary nature of the support.  

 

Although not common, so                                                                                        

issues and challenges were identified from our interviews with clients: 

 The extent to which FSS was appropriate for some particular client groups – 

notably graduates and older people. The latter may require some staff 

development work as a small number of older people felt that key workers had 

not been able to help them. 

 Recurring issues – at a small scale – with the appropriateness of some 

referrals from JCP. There were still reports of people referred by JCP not 

being aware of the voluntary nature of FSS and not being motivated to take 

part. This also begs another issue about how JCP and FSS can work together 

to help to enhance motivation in potential participants. 

 Ensuring that there was the right ‘fit’ between participants and key workers. 

We heard a few examples of where this important relationship had not been 

right – but in all cases a change of key worker had produced a more 

successful working relationship. 

 The role and significance of start up support as part of FSS remains 

unclear. In one of the areas we studied – Peterhead and Fraserburgh – the 

delivery partners included Enterprise Mentoring, a high performance start-up 

support agency who were one of the award winners in the recently completely 

Health and Work Unit Challenge Fund. Their experience is that: 

o In most areas, FSS providers draw on Business Gateway to support 

clients who want to set up in business/self-employment, but Business 

Gateway are unable to provide the intensive support that FSS 

participants are likely to require. 

o The New Enterprise Allowance offers £1,274 additional funding to 

individuals entering self-employment, but offers very little one-to-one 
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mentoring support. At the moment, FSS participants can’t draw on this 

Allowance. 

 

What this means is that FSS participants who want to pursue a self-employment 

option can’t combine the intensive support that can be offered as part of FSS (e.g. 
by Enterprise Mentoring in North East and West) with EAS and so they are tempted 

to prefer the EAS route which is then unable to provide the intensity of support that 

they may need. 
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Lessons for the future 

 The context for FSS in 2020/21 will be fundamentally changed by the 

impact of Covid-19. This will affect the character of FSS, the scale of 

demand, and the likelihood of achieving sustainable outcomes. The 

evaluation of FSS next year will need to take these changes into account. 

While it would still be appropriate to cover the remaining three contract areas 

it will be important to focus on how, in each of these areas, the service has 

been able to respond to a very different economic context, how the service 

has evolved over the third year, and what the lessons are for the focus and 

delivery of the service over the subsequent 2 years. 

 Local partners are clear that No One Left Behind provides a sound basis 

for the evolution of national and local employability funding and 

services to create a more coherent and comprehensive ‘local employability 

service’ in each area. The presence on the LEP of Lead Providers in two of 

the areas we have looked at has enhanced mutual awareness and 

understanding but has not been enough to create strategic coherence. 

Although the element of ESF in programmes has got in the way of developing 

more collaborative and complementary local approaches it is hard to avoid the 

conclusion from our evaluation that any separately procured national service 

will always struggle with gaining local support unless it is fully owned by the 

LEP.  

 However, it will be important that demanding outcome based funding is not 

lost in this evolution. Central to the success of the No One Left Behind 

approach will be retaining some of the important features of FSS: 

accountability, in this case of LEPs for delivery against outcome targets, and 

ensuring that LEPs have the information and structures they need to 

actively manage the performance of the different funding streams, and 

identify and act on weak points and poor performance. 
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Recommendations for this FSS contract 

Many of the issues we identified for our recommendations in Year 1 were not 

mentioned this year. The administrative system now appears to be working well – 

though there remain some concerns about how much time it absorbs.  

 

However, we recommend that the Scottish Government: 

 

 Reviews the current provision of effective start up support and funding for 

FSS participants who want to become self-employed and/or start a business – 

the current provision does not appear to be meeting the need for both 

intensive support and appropriate start-up funding. This may become even 

more important as the economy recovers from the impact of Covid-19 and 

self-employment options may become more appealing in the absence of more 

conventional jobs. 

 Reviews the guidance about the ability of clients to leave and return to the 

service that go beyond the current ‘freeze’ option. This may be particularly 

valuable in the context of the impact of Covid-19 and the problems that may 

be caused by an unpredictable recovery period which may require local 

responses to infection spikes and related issues in terms of caring 

responsibilities and job insecurity. 

 Revisits the issues that seem to have prevented more aligned local 

approaches between local employability services and FSS. Local partners felt 

that they had considered the implications of ESF carefully and come up with 

approaches that would be entirely conforming with ESF requirements, but that 

they had not gained approval to proceed. 
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Year 3 will be dominated by the impact of Covid-19. What this means is that there 

will need to be clarity about the role of FSS alongside Jobcentre Plus. Although as 

some providers admitted “it is now possible to justify the referral of almost 
anyone onto FSS”, there are a range of risks around the delivery of FSS in 

2020/21: 

 

 There may be demands on the service from relatively short term unemployed 

people for whom the main issue will be a lack of jobs rather than any 

particular barriers to work. 

 Those further from work (i.e. the core client group for FSS) will be in even 

greater need of intensive support to become competitive in the labour market 

and – depending on the length of the recession – it may make sense to link 

FSS support more strongly to follow up intensive vocational training to make 

good use of the time and enable participants to enter the labour market at a 

higher skill level, with associated benefits in terms of job satisfaction, pay and 

sustainability. 

 One of the striking lessons from the lockdown period has been the success of 

focused and well managed Facebook marketing and we recommend that the 

Scottish Government reflect on the implications of this more widely for the 

marketing of employability services and the implications in terms of how to link 

this with national marketing to reach those who could most benefit from 

support. 
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Appendix 1 – Evaluation Methodology 
This evaluation focuses on providing an insight into how delivery is playing out in 

practice and seeks to inform future iterations of employability programmes in 

Scotland through understanding what works.  

 

This year two report focuses on our second lot of three case studies -Drumchapel 

(Glasgow), Dundee (Tayside) and Peterhead and Fraserburgh (North East).  

 

This appendix breaks down the evaluation objectives and methodology.  

 

Evaluation objectives 

 

The key objectives of the evaluation are to: 

 
 

  

Understand how Fair Start 
Scotland is being implemented 
across the different lot areas in 

Scotland

Understand the experience of 
Fair Start Scotland for lead 

providers, partner organisations, 
participants and employers

Identify what is working well 
and less well in the 

implementation of Fair Start 
Scotland

Identify the lessons learned and 
recommend changes to consider 

for the remainder of the Fair 
Start Scotland contract period as 

well as shaping what the next 
iteration of employment support 

in Scotland might look like
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Evaluation methodology  

 

We are carrying out the following tasks in each of the case study areas: 
 

 Conducting desk-based area analysis of the socio-economic and employment 

trends in each of the localities to understand the local labour market context 

that FSS is operating in 

 Analysing the management and performance data from FSS in each of the 

localities to understand the profile and numbers of participants and outcomes 

achieved in the area 

 Conducting interviews with participants in each locality to understand their 

experience of and views on FSS 

 This year we complemented this with follow up interviews with 9 of those we 

interviewed in our locality case studies last year – this included 3 from each of 

Alloa, Irvine and Wick. The purpose of these interviews was to explore the 

longer-term impact of the experience of FSS on participants. 

 Conducting interviews with employers in one locality to understand their 

experience of and views on FSS. Because of the impact of Covid-19 

arranging employer interviews this year has provide difficult this year as 

employers had appropriate staff on furlough or it was difficult to get hold of 

very busy staff on in HR roles, so the number of employer interviews was 

limited.  

 Conducting interviews with service staff including managers and frontline staff 

delivering FSS locally to understand their experience of and views on the 

service 

 Conducting interviews with staff in partners of FSS providers in the locality to 

understand their experience of and views on FSS  

 Conducting interviews with relevant other stakeholders in the area to 

understand their experience of and views on FSS. 

 

FSS participants were contacted through a database of all service participants 

supplied by Scottish Government. We emailed all participants living in Drumchapel, 

Dundee, and Peterhead and Fraserburgh who had taken part in the service for at 

least 6 months and issued an introductory letter to participants across all three 

areas. We followed this up with a telephone call to arrange an interview, making a 

maximum of three attempts to contact each participant.  

 

In total, we conducted 30 interviews with participants and 18 key workers who – 

between them – worked with 28 of these participants. In addition, we interviewed 9 

of those participants we first interviewed last year – 3 from each of the three areas 

(Alloa, Irvine and Wick). Our key findings from these are outlined in Chapter 5.  
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Appendix 2 – Area Case Study Interviews 
Drumchapel interviews 

Interviewee Role Organisation  

Doreen 

Houghton 
Regional Manager People Plus 

Graham Fulton Integration Manager  People Plus 

Lynne 

Anderson 

Project Leader, and Project 

Manager for FSS 
The Lennox Partnership 

Karen Crawford Key Worker The Lennox Partnership 

Angie Black Service Manager 

Glasgow Supported 

Employment Service 

Glasgow City Health and 

Social care Partnership 

Alison McCrae 
Economic Development 

Manager 
Glasgow City Council 

Zoe Welsh 
Head of Employability and 

Skills 
Jobs & Business Glasgow 

 

Dundee interviews 

Interviewee Role Organisation  

Shubad Ujam Operations Manager Remploy 

Claire McGuigan  

 

Employer 

Services Lead - Scotland  
Remploy 

Michael Gibson  Partnership Lead  Remploy 

Neil Bell Regional Account Manager 

(Employer relationships)  
Remploy 

Carrie Ogilvie  Business Manager  Remploy 

Allan Miller  Employability Manager Dundee City Council 
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Michelle Guatier  Senior Policy Officer, 

Employability 

 

Dundee City Council 

Duncan Gardner Regional Community 

Benefits Adviser  
Balfour Beatty 

Rory Flood Resourcing Partner Social Security Scotland 

 

Peterhead and Fraserburgh interviews 

Interviewee Role Organisation  

Lynne Gallagher Partnership Manager 

FSS 

 

Momentum 

Coleen Edwards Manager  

FSS Aberdeen and 

Aberdeenshire  

Momentum 

Daniel Hughes Employment Engagement 

Manager 

Momentum 

Natasha 

McLachlan 

Job Coach Momentum 

Andrew Ewan Job Coach Enable 

Rebecca Gibbons Manager, Employment 

Coordinator   

Enable  

Anne Kain Head of Services Aberdeen Foyer   

David Williamson Managing Director Enterprise Mentoring 

CIC 

Ewan Allerdyce Head of Service Aberdeenshire Council 

Pauline 

Robertson 

Key Worker (Peterhead and 

Ellon areas) 

Employment Support Team 

 

Aberdeenshire Council 



 

101 

 

Keith Anderson Head of Development 
 

Aberdeenshire 

Voluntary Action 
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Appendix 3 – Participant Case Studies  
As part of the Year 2 report, we conducted interviews with participants in each 

locality to understand their experience of and views on FSS. These are presented 

below as case studies and colour coded:  

 

 Blue: 4 participant case studies from Drumchapel 

 Red: 5 participant case studies from Dundee 

 Green: 5 participant case studies from Peterhead and Fraserburgh 

 

For the Year 2 report we complemented these with follow up interviews from those we 

interviewed in our locality case studies last year. Two of these are presented as case 

studies below (shown in grey), with 1 from Alloa and the other from Irvine.  
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Profile data of FSS participants:  
GENDER 

Male 18 60% 

Female 12 40% 

TOTAL 30 100% 

  
 AGE 

16-24 6 20% 

25-34 11 37% 

35-44 1 3% 

35-49 2 7% 

45-54 5 17% 

55-64 5 17% 

TOTAL 30 100% 

 

 ETHNICITY 

White - British 26 87% 

Asian 2 7% 

White - other 1 3% 

No data 1 3% 

TOTAL 30 100% 

 
 SIMD DECILE 

SIMD 1 11 37% 

SIMD 2 8 27% 

SIMD 3 3 10% 

SIMD 4 2 7% 

SIMD 5 1 3% 

SIMD 6 1 3% 

SIMD 7 1 3% 

SIMD 8 0 0% 

SIMD 9 3 10% 

SIMD 10 0 0% 

TOTAL 30 100% 

 
 DISABILITY STATUS 

Disability 20 67% 

No disability 10 33% 

TOTAL 30 100% 
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How to access background or source data 

 
The data collected for this <statistical bulletin / social research publication>: 

☐ are available in more detail through Scottish Neighbourhood Statistics   

☐ are available via an alternative route <specify or delete this text> 

☐ may be made available on request, subject to consideration of legal and ethical 

factors. Please contact <email address> for further information.  

☐ cannot be made available by Scottish Government for further analysis as 

Scottish Government is not the data controller.   
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