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Summary 
Background 

 

Fair Start Scotland (FSS) is Scotland’s national employability service that has 

been delivering employability support across Scotland since its launch in 

2018. The service aims to support those facing significant challenges 

accessing the labour market. 

 

This report presents findings from three short online surveys which took place 

in July and August 2022. These surveys explored the views and experiences 

of individuals who joined Fair Start Scotland in Year 4 (April 2021 – March 

2022) of service delivery The research covers the period when Covid-19 

related government guidelines restricted the ability to meet in-person were in 

place and the following period when these restrictions were lifted.1 

 

The surveys focused on the views and experiences of:  

 

• receiving in-work support, for those who started on a job while taking 

part in FSS -  this was motivated by the aim to better understand the 

experiences of participants receiving the in-work element of 

employability support to help them sustain employment (Survey 1) 

 

• re-joining FSS, for those who re-started on the service - this was 

motivated by the aim to capture the experiences of those who took part 

in the service more than once following a recent change to the eligibility 

criteria that allowed past FSS participants to re-join the service (Survey 

2) 

 

• support for FSS participants who were parents - this was motivated by 

the aim to better understand the experiences of parents taking part in 

FSS, following an increased policy focus on supporting parents into 

employment and reducing child poverty rates2 (Survey 3) 

  

                                         
1 The majority of Covid-19 related restrictions were lifted with the end of April 2022 in 
Scotland. 

2 Best Start, Bright Futures Tackling Child Poverty Delivery Plan 2022-2026: Annex 5  

https://spice-spotlight.scot/2022/12/16/timeline-of-coronavirus-covid-19-in-scotland/
https://spice-spotlight.scot/2022/12/16/timeline-of-coronavirus-covid-19-in-scotland/
https://www.gov.scot/binaries/content/documents/govscot/publications/strategy-plan/2022/03/annex-5-impact-policies-child-poverty/documents/best-start-bright-futures-tackling-child-poverty-delivery-plan-2022-2026-annex-5/best-start-bright-futures-tackling-child-poverty-delivery-plan-2022-2026-annex-5/govscot%3Adocument/best-start-bright-futures-tackling-child-poverty-delivery-plan-2022-2026-annex-5.pdf
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Views and experiences of in-work support (Survey 1) 

 

Employment status and income 

• most survey participants (78%) were in work at the time of completing 

the survey  

• of those, two fifths (40%) indicated that their income from working had 

increased while they had been in work 

 

Types of in-work support received 

• the majority of survey participants (87%) recall receiving at least one 

type of in-work support  

• of those, 77% stated that it had helped them to remain and/or progress 

at work  

• around 1 in 10 survey participants (13%) reported that they were offered 

in-work support but did not take it up - most said that this was because 

they only needed support with finding a job 

• the most frequently mentioned types of in-work support were a 

dedicated key worker (reported by 64% of survey participants who 

recalled receiving in-work support) and one to one appointments with 

regular support from the key worker (reported by 53%) 

 

Views on impacts of in-work support 

• the most commonly mentioned aspects of in-work support survey 

participants found helpful were regular contact, providing support and 

encouragement and help with confidence 

• other ways in which survey participants found the in-work support 

helpful were: being able to discuss emerging issues at work, receiving 

financial support with cost of travel to and from work, key worker 

speaking to the employer on person’s behalf and knowing that the 

support was available if required  

 

Views and experiences of re-joining FSS (Survey 2) 

 

Reasons for re-joining the service 

The most commonly selected reasons for re-joining the service were: 

 

• needing a little bit more support to help with finding a job (36% of survey 

participants selected this reason) 

• requiring support to find a new job after the previous job came to an end 

(20% selected this reason) 
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• now felling ready to re-join after either mental or physical health related 

reasons had meant they were unable to continue participating 

previously (18%) 

• wanting to start looking for a job again once the Covid-19 related 

restrictions have been removed (13%) 

 

Perceived changes to survey delivery since re-joining 

• most survey participants indicated that they had not noticed any 

changes or differences (42%) or did not know/found it hard to say if 

there had been changes (38%) to how FSS has been delivered since 

they re-joined  

• of those who did report noticing changes(20% of survey participants), 

most pointed to changes in the amount and quality of support available 

after re-joining the service 

• this included many positive changes such as feeling more listened to 

than the first time round, improvements in the office spaces and 

facilities, more one-to-one support and access to a wider range of 

courses  

• some negative changes were reported such as remote rather than face-

to-face delivery of the service which some participants found less 

desirable than face-to-face delivery 

 

Views and experiences of FSS participants who were parents (Survey 3) 

 

Views on usefulness of support 

• most survey participants had found the support they received useful - 

48% reported that the support helped them a lot to either start on a job 

or stay in work and a further 27% reporting that it helped them 

somewhat or a little.  

• the support found most useful included: 

o help with CV and job applications and with the interview process  

o regular contact 

o encouragement and support and help with building confidence 

o supportive key worker and friendly and understanding staff 

o knowing there is support if it is needed 

o being understanding about a disability or a health condition 

o financial support (e.g. with bus fares or with work clothes) 

o access to job adverts such as daily job boards and signposting to 

recruitment portals 

o courses and training, workshops and sessions 
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Views on what could be done better to support parents 

• the most common suggestions were help for parents to find a job that 

fitted around their childcare responsibilities, including school hours and 

term time and that the service should be understanding of the childcare 

options available to parents, including lone parents, who want to start 

work 

• some parents also mentioned that help with childcare, including access 

to information on the availability of childcare and help with childcare 

costs would help them 

• the need to provide better support to disabled parents or parents who 

have a disabled child was also mentioned 

 

Views on improvements to the service (all 3 surveys)  

Survey participants in all three surveys were asked open-ended questions on 

whether there was anything that the service could do better to support them or 

any other comments about the service they wanted to share.  

 

Many survey participants indicated that their experiences of taking part in FSS 

were positive and that the service supported them in finding employment, 

developing skills and improving their wellbeing and mental health.  

 

Four key themes emerged: 

• communication between the service and service participants - 

some survey participants highlighted the importance of the key worker 

keeping in touch for their overall experience of the service, while others 

signaled inadequate communication with key worker as an issue   

• adoption of a person-centred approach when delivering the 

service - not all survey participants felt they were receiving a 

personalised service from FSS  

• mode of delivering the service: face-to-face vs. remote - many 

survey participants indicated that they welcomed a return to face-to-face 

delivery of support following the lift of Covid-19 related restrictions  

• access to wellbeing and mental health related support - better 

access to wellbeing and mental health support as part of the FSS was 

mentioned by some as a way to improve the service. 
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1. Introduction 

1.2 Purpose 

Analysts from the Scottish Government undertook three short online surveys 

with Fair Start Scotland (FSS) participants who joined in Year 4 (April 2021 – 

March 2022) of service delivery, as part of the ongoing evaluation of the 

service.  

 

The surveys focused on exploring views, experiences and recommendations 

with regards to: 

 

• receiving in-work support, for those who started on a job while taking 

part in FSS - this was motivated by the aim to better understand the 

experiences of participants receiving the in-work element of 

employability support to help them sustain employment (Survey 1) 

 

• re-joining FSS, for those who re-started on the service - this was 

motivated by the aim to capture the experiences of those who took part 

in the service more than once following a recent change to the eligibility 

criteria that allowed past FSS participants to re-join the service (Survey 

2) 

 

• support for FSS participants who were parents - this was motivated by 

the aim to better understand the experiences of parents taking part in 

FSS, following an increased policy focus on supporting parents into 

employment and reducing child poverty rates3 (Survey 3) 

 

The purpose of this report is to present the findings from this series of three 

online surveys.  

1.2 Explanation of terms used in this report 

Fair Start Scotland / FSS: Scotland's first fully devolved employability service 

aiming to provide support to those further away from the labour market and 

those with complex barriers to employment to gain sustained employment 

through personalised 12-18 months of pre-employment and up to 12 months 

of in-work support.  

 

                                         
3 Best Start, Bright Futures Tackling Child Poverty Delivery Plan 2022-2026: Annex 5 

https://www.gov.scot/binaries/content/documents/govscot/publications/strategy-plan/2022/03/annex-5-impact-policies-child-poverty/documents/best-start-bright-futures-tackling-child-poverty-delivery-plan-2022-2026-annex-5/best-start-bright-futures-tackling-child-poverty-delivery-plan-2022-2026-annex-5/govscot%3Adocument/best-start-bright-futures-tackling-child-poverty-delivery-plan-2022-2026-annex-5.pdf
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Participant(s) / Survey participant(s): Those who shared their views and 

experiences of taking part in FSS through completing one of the three online 

surveys that formed part of this research 

 

In-work support: Every FSS participant who started on a job while taking part 

in the service is entitled to up to 12 months of in-work support to help them to 

stay in work. This includes development of an in-work support action plan, a 

dedicated key worker and one-to-one appointments with regular support. A 

range of more specialist support is also available depending on service 

participant’s needs. 

 

Re-joiners: Those who started on FSS after previously had taken part in the 

service (once or more than once). Starting from April 2021, the eligibility 

criteria for joining FSS was changed to allow individuals who took part in FSS 

in the past to re-join the service after a specified amount of time. Individuals 

can re-join as many times as they perceive to be helpful.  

 

Fair Start Scotland (FSS) participants that are parents: In Year 4 of FSS, 

2,947 people that started on the service were known to be parents, 

representing 29% of all those who started in Year 4.4  

 

1.3 Background to Fair Start Scotland  

Fair Start Scotland (FSS) is Scotland’s national employability support service 

that has been delivering employability support across Scotland since its 

launch in 2018. The service was set up following the devolution of 

employability support under the Scotland Act 2016. It is delivered by a mixed 

economy of public, private and third sector suppliers in nine geographic 

contract areas across Scotland.  

 

Since its launch in April 2018 until September 2022 there have been 51,0765 

starts on the service and 47,613 individuals took part (with some individuals 

taking part in the service more than once).  

 

The service is designed to support those with persistent and complex barriers 

to employment including disabled individuals and those who have been 

unemployed for a long time. Other groups are also eligible to join including: 

                                         
4 Scotland's Devolved Employment Services: statistical summary, May 2022 

5  Scotland’s Devolved Employment Services: statistical summary. November 2022 

https://www.gov.scot/publications/scotlands-devolved-employment-services-statistical-summary-14/pages/2/
https://www.gov.scot/binaries/content/documents/govscot/publications/statistics/2022/11/scotlands-devolved-employment-services-statistical-summary-16/documents/scotlands-devolved-employment-services-statistical-summary/scotlands-devolved-employment-services-statistical-summary/govscot%3Adocument/scotlands-devolved-employment-services-statistical-summary.pdf
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those from minority ethnic groups, lone parents, those who are care 

experienced, refugees, those with a long term health condition and those with 

past convictions. The service also aims to support those living in 15% most 

deprived local authority areas. Individuals can either be referred by Jobcentre 

Plus or other services or people can self-refer. The service is entirely 

voluntary. The design and delivery of the service has been informed by ‘The 

Scottish Approach’ to designing employability services as outlined in  Creating 

a Fairer Scotland: A new future for employability support in Scotland and 

included the key values of dignity and respect, fairness and equality and 

continuous improvement.  

 

Individuals joining the service can expect to be provided with long-term, 

intensive employability support. The service offers up to 12-18 month of pre-

employment support and participants who start on a job while taking part in 

the service can expect to received 12 months of in-work support.  

 

At the beginning of Year 4 of FSS delivery (April 2021), a change to the 

inclusion criteria for joining the FSS service was introduced to allow those who 

already took part in the service (for any length of time) to re-join. Each 

individual can re-join the service as many times as they perceive to be helpful. 

1.4 Aim and objectives 

The aim of these short online surveys was to explore the views, experiences and 

impacts of taking part for those individuals who joined the service in Year 4. There 

was a specific focus on three distinct aspects of FSS delivery - the provision of in-

work support, support for those who re-joined the service and support for parents.  

 

In particular we aimed to gather evidence on: 

 

• views and experiences of in-work support, for those FSS participants who 

started on a job while taking part in FSS (Survey 1) including 

o types of in-work support received  

o reasons for not taking up in-work support offered  

o current employment status  

o changes to their income 

o views on what could be done better  

 

• views and experiences of re-joining FSS, for those who re-started on the 

service (Survey 2) including 

o reasons for re-joining the service  

o perceived changes to how the service is delivered over time 

o views on what could be done better 

https://www.gov.scot/publications/creating-fairer-scotland-new-future-employability-support-scotland/
https://www.gov.scot/publications/creating-fairer-scotland-new-future-employability-support-scotland/
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• views and experiences of support among those FSS participants who were 

parents (Survey 3) including 

o views on usefulness of support 

o views on what could be done better and what could be done better to 

support parents specifically 
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2. Approach 

2.1 Methods 

This research was undertaken by the social researchers at the Scottish 

Government as part of the ongoing evaluation of the Fair Start Scotland (FSS) 

service.  

 

Potential survey participants were identified using a dataset supplied by local 

FSS providers that contained selected characteristics and contact details of 

individuals who joined the service in Year 4.  

 

The survey questions were prepared by Scottish Government researchers. 

Each survey contained between 5 and 9 questions including a mix of closed- 

and open-ended questions. There were two common questions across the 

three surveys asking survey participants if there was anything that the service 

could have done better to support them into findings and staying in work6 and 

asking for any additional comments about the service that individuals might 

want to share.  

 

The invitation to take part in each of the three online surveys was emailed to 

all individuals who joined FSS in Year 4 and who were eligible.  Each survey 

remained active for three weeks and invited individuals were emailed up to 

two reminders to complete the survey. Each survey took around 5-10 minutes 

to complete. Data was collected between July and August 2022. Between 249 

and 361 individuals completed each survey. The response rate was 10% for 

Survey 1 and Survey 3 and 11% for Survey 2. Table 1 presents further 

information on how many participants were invited to take part, how many 

declined and how many took part in each of the surveys. 

 

For the closed-questions, where survey participants were asked to select one 

or more response option, we calculated how many survey participants 

selected each of the options. Free-text responses to the open-ended 

questions were analysed using thematic analysis to identify key themes 

across the responses for each of the open-ended question.  

 

                                         
6 Please note that for Survey 1, survey participants were asked if there was anything that the 
service could have done better to support them to stay in-work 
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Table 1: Recruitment of online surveys participants* 

 Survey 1  

(In-work support) 

Survey 2  

(Re-joiners) 

Survey 3 

(Parents) 

Number of 

individuals who 

were sent an 

invitation email 

3,554 2,190 3,217 

Number of emails 

that were not 

delivered  

(bounced back) 

73 54 81 

Number of 

individuals who 

opted out 

108 58 99 

Number of 

individuals who 

completed the 

survey 

361 249 307 

Response rate 10% 11% 10% 

* Please note that some Year 4 FSS participants, who met the eligibility criteria for more than one 

survey (e.g. they were parents and they received in-work support as part of the FSS) received 

invitation to take part in all the surveys for which they were eligible. Due to the anonymity of the 

participants it is not possible for the researchers to indicate how many individuals completed more 

than one survey.  

 

Further details of the methodology used in this study is presented in Appendix 

1. Survey questions for each survey are presented in Appendix 2.  

2.2 Strengths and limitations 

All surveys were online, with invitations to participate issued to all service 

participants who joined in Year 4 of service delivery for whom email addresses 

were available. No explicit sampling frame was adopted – instead, we sought 

to survey everyone in each large cohort directly.   

 

Using an online survey format allowed us to contact a relatively large 

population quickly and efficiently. However we are aware that using email 

addresses to contact participants and directing them to an online survey may 
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mean that those people without good access to technology and/or those who 

have lower levels of digital literacy were at risk of exclusion from the survey.   

 

This type of approach where people self-select whether to participate or not, 

may result in participation from those who have greater motivation to respond. 

There may be several influencing factors in this, including whether the 

participants had a more ‘extreme’ experience – good or bad. This selection 

bias may mean that results observed are not fully representative of the 

experience of service participants as a whole. However, the responses to 

these surveys indicate there are a range of experiences captured.  

 

To reduce respondent burden and maximise response rates, a restricted 

number of closed key questions were included, along with a limited number of 

free text open questions to gather additional information. We did not gather 

information on the characteristics of respondents as previous similar online 

surveys found this to be detrimental to response rates. We also did not intend 

to conduct analysis by sub-group – the purpose of this research was to give a 

broad overview.   

 

The response rates achieved were 10 to 11% across the three surveys. The 

relatively low response rates and the likelihood some response bias is present 

means that results presented here should be considered indicative only and 

considered within the wider body of evidence and evaluation of the FSS 

service. All previous evaluation reports are available on the Scottish 

Government website.7  

 

                                         
7 Fair Start Scotland evaluation report 1: implementation and early delivery review; Fair Start 
Scotland evaluation report 2: overview of year one; Fair Start Scotland evaluation report 3: 
year two – overview; Fair Start Scotland evaluation report 4: year 3 overview. 

https://www.gov.scot/publications/fair-start-scotland-evaluation-report-1-implementation-early-delivery-review-june-2019/
https://www.gov.scot/publications/fair-start-scotland-evaluation-report-2-overview-year-1-november-2019/
https://www.gov.scot/publications/fair-start-scotland-evaluation-report-2-overview-year-1-november-2019/
https://www.gov.scot/publications/fair-start-scotland-evaluation-report-3-overview-year-two/
https://www.gov.scot/publications/fair-start-scotland-evaluation-report-3-overview-year-two/
https://www.gov.scot/publications/fair-start-scotland-evaluation-report-4-overview-year-3/
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3. Survey 1 Results: Views and 

experiences of in-work support 
FSS participants who start on a job while taking part in the service can expect 

to receive 12 months of in-work support. This includes being allocated a key 

worker, one-to-one appointments with regular support and contact, 

development of an in-work support action plan and other types of support 

such as support with workplace induction or financial guidance. 

 

This survey aimed to explore views and experiences of taking part in FSS 

service for those Year 4 service participants who started on a job at any point 

after joining the service.  

 

The survey aimed to explore the types of in-work support received by service 

participants, reasons for not taking up an offer of in-work support, views on 

usefulness of in-work support and views on what could be done better to 

support those who started on a job. We also asked survey participants about 

changes to their income since they started on a job.  

3.1 Length of employment and changes to income from work 

over time 

At the time of completing the survey, 79% of survey participants were in-work 

(Figure 1). Of these, 9% were in work for a year or longer, 33% were in-work 

for at least 6 months but less than a year and 37% were in work for less than 

6 months. A further 8% were in and out of work and 7% have since stopped 

working.  
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Figure 1: Employment situation at the time of completing the survey for those 

survey participants who started on a job while taking part in FSS 

 
Source: Survey of Year 4 FSS participants who started on a job while taking part in FSS service, Q5: 

“Since you started work, have you:”, N = 330.  

 

Two fifths (40%) of survey participants indicated that their income increased 

since they started on a job (as either a result of increased hourly rate (25%), 

increase in hours worked (13%), pay rise (7%), other factors including a 

combination of the above factors (5%)).  

 

A further 37% of survey participants indicated that their income either stayed 

the same (30%) or it decreased since they started on a job (7%). Figure 2 

shows changes to income for survey participants who started on a job while 

taking part in FSS.   
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Figure 2: Changes to income over time for survey participants who started on 

a job while taking part in FSS (respondents could select all that applied) 

 
 
Source: Survey of Year 4 FSS participants who started on a job while taking part in FSS service, Q6: 

Since you started work has your income from working increased? Please select as many as apply to 

you:”, N = 359. 

3.2 Types of in-work support received and reasons for not 

taking up offer of in-work support 

Most (87%) survey participants recalled receiving at least one type of in-work 

support. Specifically, 20% of survey participants reported receiving one type of in-

work support, 30% reported receiving 2-3 types of in-work support, 17% reported 

receiving 4-5 types of in-work support and 21% reported receiving 6 or more types of 

in-work support. Figure 3 details the proportion of survey participants who recalled 

receiving different types of in-work support.  
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Figure 3: Proportion of FSS participants who recall receiving different types of 

in-work support (Respondents could select all that applied) 

 
Survey of Year 4 FSS participants who started on a job while taking part in FSS service, Q1: What 

types of in-work support did you receive to support you to remain and progress at work?  Please 

select as many as apply to you:”, N = 360. 
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The two most common types of support FSS participants mentioned were a 

dedicated key worker (64% recall receiving this type of support) and one to 

one appointments with regular support from the key worker (53% recalled). 

Payment to cover travel costs to and from work in the first weeks after starting 

on a job (32%), payment to help buy work clothes (26%) and information 

about travel options (25%) were the next most commonly mentioned.  

 

The three types of support participants recalled receiving least often were: an 

exit plan for leaving the Fair Start Scotland service (5%), help to facilitate 

workplace relationships such as talking to the manager on behalf of the 

person (5%) and assistance with a workplace adjustment and/or helped with 

accessibility issue (4%).  

 

In addition 13% of survey participants reported that they were offered in-work 

support but did not take it up, while a further 7% did not recall receiving any 

offer of in-work support. 

 

Survey respondents who indicated that they were offered in-work support but 

chose not to take it up were asked what the reasons were for this. Of the 45 

survey participants who responded8, most (32 participants) said the reason for 

this was that they only needed support with finding a job.  Other reasons given 

by a small number of participants (5 or less) were that they didn’t feel that the 

types of support would help them, they didn’t get enough information on what 

types of in-work support were available and that they didn’t feel that the types 

of support offered were adapted to their needs.  

3.3 Views on usefulness of in-work support 

All survey participants who recalled receiving at least one type of in-work 

support were asked if, overall, they thought that the in-work support they 

received helped them to remain and/or progress at work. Of these, 77% stated 

that in-work support had helped while 23% found the in-work support did not 

help them to remain and/or progress at work.  

 

Those survey respondents who stated that the in-work support had helped 

them were then asked to describe how it had helped them.  

 

                                         
8 Please note that survey participants were able to select more than one reason for not 
taking up offer of in-work support 
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The three most commonly mentioned aspects of in-work support that survey 

respondents found helpful were: regular contact, providing support and 

encouragement, and help with confidence. 

 

“It helped me with my confidence and supported me when l needed 

someone to talk to. All the people l met were very supportive and 

understanding. It was like having a safety net.”  

 

“Regular calls from specialist work coach kept me motivated when it 

appeared overwhelming.” 

 

Several survey participants mentioned that being able to talk through any 

emerging issues helped them with worries and anxiety around starting a job. 

 

“It has helped to keep my anxiety low so I feel more confident in my 

work place and able to deal with any problems that arise without feeling 

worried.” 

 

Many survey participants also highlighted that just knowing that there is 

support available if needed, for example to address any issues of problems 

that might emerge or to be able to talk things through with the key worker was 

beneficial as it provided “a safety net” and also help with confidence during the 

first months in work.  

 

“It is very reassuring to know that support is still available whenever I 

need it.” 

 

“Given me confidence to know if there were problems at work I had help 

and support available.” 

 

In addition, several survey participants reported that they had been able to 

discuss emerging issues and work related concerns with their key worker 

which in turn helped them to stay in work. 

 

“It helped me stay in work because if I had any concerns or worries 

about work and felt tempted to leave I was always reassured that it 

would be fine and I’m getting on great.” 
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“Going from a long period of unemployment into employment and 

having someone available to discuss any issues definitely puts my mind 

at ease.” 

 

Receiving financial support to help with costs of travel to and from work as 

well as to buy work clothes was another type of support which was felt to be 

useful. 

 

“Without help with travel costs I wouldn’t have been able to get back 

and forward to my work resulting in me losing my job.” 

 

“I was offered the chance to buy additional clothing not supplied by my 

employer.  This helped me getting back into employment and  make the 

transition easier.” 

 

Finally, one survey participant mentioned that their key worker spoke to their 

employer on their behalf about their concern around starting in a new role. 

 

“When I first started my job in childcare I had no experience but [FSS 

staff] spoke to my employer on my behalf about all my concern 

regarding my anxiety and confidence issues so I felt ready and up front 

and starting fresh they help with any concern I have.” 

 

3.4 Views on what FSS could do better to support those who 

started on a job 

Participants were asked what the service could do better to support them once 

they started working. A range of suggestions were provided across a number 

of thematic areas. These are summarised below. 

 

Ensuring everyone participating in the service get access to in-work 

support 

Some survey participants highlighted that contact had dropped off or had 

ceased with no ongoing contact once they started on a job and others 

highlighted that they felt the contact they did receive didn’t provide effective 

support.  

 

 “Offered me in work support instead of kicking me off the service.” 
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“My contract has just ended and since it ended I’ve received no support 

at all.” 

 

 “Actually support people instead messaging that once a month.” 

 

Providing access to better jobs and job progression 

Some survey participants felt the available jobs were poor quality, for example 

in terms of staff turnover, working conditions, type of contract. 

 

“Better if could offer more than just employer it’s very limited and the 

employer needs vetting regarding staff turnover.” 

 

 “How to develop and progress in order to secure better work or salary.” 

 

Providing access to better jobs and job progression 

Some survey participants felt the available jobs were poor quality, for example 

in terms of staff turnover, working conditions, type of contract etc. Further, 

support to progress into better work was felt to be lacking by some. 

 

“Better if could offer more than just employer it’s very limited and the 

employer needs vetting regarding staff turnover.” 

 

 “How to develop and progress in order to secure better work or salary.” 

 

“The service could support us in jobs we want either with help paying 

training for better jobs actually consider what the person wants and 

needs in stage and position in life.” 

 

Improving access to financial support and advice 

Access to funds to pay for travel when starting work was felt to be something 

that would help. 

 

“In the first month when I was waiting for my first wage I think it would 

have definitely helped me if I had a regular weekly payment to help with 

travel.” 

 

“It was said that if I bought clothes for work they would pay for them if I 

sent my receipt and I was ignored when I done this and never received 

money for these clothes.” 
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“I still need to find out how much of my Universal Credit will be affected 

if I take in more hours.” 

 

Improving quality of support provided by the key worker including 

consistency 

Some survey participants felt that not all key workers had the skills needed to 

provide effective support, including in the areas such as mental health or 

employment law. In addition, some survey participants indicated that their key 

worker changed too frequently. 

 

“They simply ask ‘how are you, how’s the job’. Too feelings focused on 

not employment and progression focused. Ideal for some people but the 

one size fits all approach isn’t effective at least not for me.” 

 

“Be more consistent. My dedicated support worker changed more than 

5 times.” 

 

Providing better access to mental health support 

Some survey participants mentioned that they experienced ill mental health 

while in work but did not receive support to address in through the service. 

 

“Some sort of ongoing contact with health and wellbeing felt isolated 

when needed help and still do.” 

 

“Better support for the job I had but didn’t get training for and was 

released from my contract when I had a slight mental health problem 

which I got no help for.” 
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4. Survey 2: Views and experiences of re-

joining FSS 
A change to the eligibility criteria for joining the FSS service was introduced at 

the beginning of Year 4 of FSS delivery (April 2021) to allow those who 

already taken part in the service, to re-join. This meant some of those who 

started on the service from Year 4 onwards, could have past experience of 

taking part and receiving support from FSS.  

 

The aim of this survey was to find out more about  the experiences of those 

who re-joined FSS (see section 1.2 for details of eligibility criteria for re-

joining).  

 

There were two key areas we aimed to find out more about: 

• participants’ reasons for re-joining 

• if participants perceived any change to how the service was delivered 

compared to the first time they took part  

4.1 Reasons for re-joining 

Figure 4 shows reasons survey participants gave for re-joining the FSS 

service. More than one reason could be selected. The most commonly 

reported reason was needing a little bit more support to help with finding a job, 

mentioned by 36% of respondents. Requiring support to find a new job after 

the previous job came to an end was the next most common reason reported 

(20%).  

 

In addition, 18% of survey participants cited either mental health or physical 

health related reasons as to why they had not been able to participate in FSS 

in the past and now wanted to re-join.  The end of Covid-19 restrictions was 

mentioned by 13% of respondents as a reason for re-joining. 
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Figure 4: Reasons for re-joining the service (respondents could select all that 

applied) 

 
 
Source: Survey of  FSS participants who re-joined the service in Year 4, Q1: Why did you choose to 

re-join the service? Please select as many as apply to you:”, N = 247. 

4.2 Perceived changes to the FSS service since re-joining 

Survey participants were asked whether they had noticed any changes or 

difference to how FSS is being delivered since they re-joined. Most 
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it hard to say (38%). One-fifth (20%) of respondents reported noticing 

changes.9  

 

Survey participants who reported noticing changes to the delivery of FSS 

since they re-joined were asked to describe what changes they noticed. Of the 

44 responses to this question, several highlighted changes in the amount and 

quality of support available after re-joining the service. For example, one 

participant commented that they felt they received better support as their 

barriers to employment were better understood by FSS staff. 

 

“I felt there was better support for participant’s this time around than last 

time I joined. I felt there was a better understanding of the barriers I was 

experiencing when I was looking for employment. The trainer’s where 

nice to talk to.” 

 

Similarly, another survey participant commented that they felt more listened to 

than the first time round. 

 

“I’m unsure if it was the person I was with or an overall change but they 

were a lot easier to just chat with about daily things and more relaxed 

when it came to job searching which really helped me take the time to 

understand and find a job I wanted.” 

 

Some participants also pointed to the improvement in the office spaces and 

facilities such as access to the computers on-site for job search. 

 

“They have new offices which seem to be more spacious. Also, they 

have more employees which means they should be able to spend more 

time if required with clients on a one-to-one basis.” 

 

Availability of more personalised support and a wider range of courses and 

training was also highlighted by some survey participants.  

 

 “More one to one support. Range of courses available.” 

 

                                         
9 Please note that seven survey participants selected both “No” and “Hard to say / Don’t 
know” in response to the question “Have you noticed any changes or differences to how the 
Fair Start Scotland service is being delivered since you re-joined?”. These responses were 
recoded into “Hard to say / Don’t know”. 
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Not all responses pointed towards improvement in quantity or quality of 

support available. Some replies described more negative changes such fewer 

key workers being available, no group activities or a lack of adequate support 

in general. 

 

“I noticed that there weren’t as many options available and the staff or 

maybe the system were a bit disorganised and negatively.” 

 

Another key theme was that of changes to the mode of delivery of the support 

resulting from Covid-19 related restrictions. Some survey participants 

indicated that they now receive phone calls rather than having face-to-face 

appointments which they do not find as beneficial.  

 

“Don’t feel it is as good hate not having face to face meetings as don’t 

cope well having to do online meetings.” 

 

Another survey participant commented that they welcomed a return to face-to-

face appointments. 

 

“Much better as I have face to face meetings compared to phone 

appointments due to Covid restrictions.” 
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5. Survey 3: Views and experiences of FSS 

participants who were parents 
The aim of this survey was to explore the views and experiences of people 

receiving support through the FSS service who were parents. 

 

There were three areas we wanted to explore with parents: 

• the overall usefulness of the support received  

• the types of support found most useful  

• what FSS could do better to support parents  

5.1 Views on the usefulness of support received 

Overall, 48% of parents reported that the support they received helped them a 

lot to either start on a job or stay in work (Figure 5). A further 27% reported 

that it either helped them somewhat or helped a little, while 15% said that the 

support made no difference.  

 

Figure 5: Parents’ views on the usefulness of support received from FSS in 

helping them to start and stay in work 

 
Source: Survey of  FSS participants  who were parents and who joined the service in Year 4, Q1: 

Overall, to what extent do you think the support you received from the service helped you with starting 

and staying in work?”, N = 304. 
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Survey participants were also asked what they found most helpful in terms of 

support they received. Types of support that survey participants commonly 

mentioned as being most helpful included:  

 

• help with CV and job applications and with the interview process 

and information and tips on how to apply for a job 

“They do offer help for CV updates and work that matched to my 

skill trade and they also have good knowledge of helping me 

especially with disabilities  I really appreciate it a lot.” 

 

“Job application and how to do interviews.” 

 

• regular contact 

 “I loved the support keeping in contact making sure I was ok.” 

 

• encouragement and support and help with building confidence 

“Helped me build confidence to apply for jobs I wouldn’t have 

before.” 

 

 “The staff were so supportive and encouraging.” 

 

• supportive key worker and friendly and understanding staff 

“[My key worker] was amazing, best work coach and always there 

to encourage and support me.”  

 

“Workers are very easy to speak to.” 

 

• knowing there is support if it is needed  

“Knowing I had someone to talk to if I was stuck,  and knowing I 

had the support behind me through the good and the bad.” 

 

• being understanding about a disability or a health condition 

“They have been kind, caring and supportive of my health 

issues.” 

 

• financial support (e.g. with bus fares or with work clothes) 

“Financial support with getting to and from work for my first 

month.” 
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• access to job adverts such as daily job boards and signposting to 

recruitment portals 

“Finding jobs I could not find advertised.” 

 

“Signposted to local recruitment groups on Facebook.” 

 

• courses and training, workshops and sessions 

“Workshops delivered by [name]. I do not recall names of the 

workshops but it helped with developing certain personal skills 

such as time management, organisational and planning.” 

 

In addition, a small number of survey participants indicated that they felt they 

didn’t receive any support or the support they receive made no difference.  

 

5.2 Views on what FSS could do better to support parents  

Survey participants were asked whether there is anything that the service 

could do better to support parents in particular. In response, the commonly 

mentioned recommendation was that of parents indicating that they would 

want the service to help them find a job that fit around their childcare 

responsibilities, including school hours and term time and be understanding of 

the childcare options available to parents who want to start on a job, including 

lone parents.  

 

“Helping us find work that works around nursery or school times. More 

jobs that start at 10am and finish at 2pm.” 

 

“Help single mother that want to work but can only do 10-2 and term 

time” 

 

“Understanding childcare options especially in relation to single parents 

lacking a support network.” 

 

Some survey participants also mentioned that help with childcare, including 

access to information on the availability of childcare would help them.  

 

 “Helping parents with childcare costs.” 

 

 “Little more help and info on childcare places.” 
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Some parents with disabled children or who were disabled themselves, 

reported the service did not meet their needs and that they would want the 

service to disabled parents  or parents who have a disabled child to improve.  

 

“Just more resources that don’t require a lot of executive function tasks 

to access them. ADHD makes it difficult to navigate multiple steps for 

little reward.” 
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6. Key themes from free-text responses 

across the three surveys 
This section presents an overview of the key themes that emerged from the 

analysis of the free text responses across Survey 1, Survey 2 and Survey 3 

for the following two questions: 

 

• is there anything that Fair Start Scotland could do better to support you 

into finding and staying in work? Please tell us what (Optional)10 

• do you have any other comments about the service that you would want 

us to know about? (Optional) 

 

Many survey participants provided comments to indicate their level of 

satisfaction with FSS and the support it provided. The majority of these 

comments were positive, evidencing that participants found taking part in the 

service helpful in terms of support to find employment, develop skills and for 

some also improve mental health.  

 

“The service was very helpful for me to explore my options for 

employment. I’m in a role that I find interesting, is flexible for my caring 

responsibilities and offers a good progression path. Thank you all!” 

 

Some survey participant also provided comments to say that they felt 

unsupported by the service, this was linked to factors such as their key worker 

not staying in touch, lack of access to training and mental health support, the 

service not providing help to find a job and other factors.  

 

“I found the job myself. It would have been no different if I wasn’t part of 

the scheme.” 

6.1 Communication between the service and service 

participants 

Some people highlighted that contact with key workers had either not 

happened, they were being ignored when they initiated contact, or contact had 

dropped off. 

                                         
10 Please note that in Survey 1 this questions was not included, and instead survey 
participants were asked what the service could have done better to supper them once they 
started on a job (See section: 3.4). 
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“It has been a long time, months now since re-joining and no one from 

the organisation has made any contact.” 

 

Other survey participants talked about the benefits of the key workers keeping 

in touch including once they started on a job. 

 

“The guys a dealt with were amazing and even kept in touch once I had 

started [on a job].” 

6.2 Adopting a person centred approach when delivering the 

service 

Not everyone felt they were getting an individualised service. 

 

“There is a lot such as listen to and evaluate your needs and not just 

offer part time work or zero hours… The second time round I got angry 

as phone calls were not being returned and I was offered irrelevant jobs 

due to lack of listening and communication”  

 

 “Just felt like a number.” 

6.3 Mode of delivering the service: face-to-face vs. remote 

Many survey participants voiced support for more face to face contact once 

the Covid-19 related restrictions ended. 

 

“Face to face support is far better and I feel it’s important to maintain the 

human connection also.”  

 

“Glad face to face appointments are back as not good when phone 

appointment as had no access to them until library’s were open.” 

6.4 Access to wellbeing and mental health related support  

A recommendation for better access to wellbeing and mental health support 

as part of the FSS was mentioned by some survey participants. This was 

often mentioned in the context of service participants experiencing poor 

mental health including depression and anxiety, which at times was one of the 

key barriers to employment: 

 

“There should be mandatory training [for staff delivering FSS] to raise 

awareness about mental health.” 
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“Better support for the job I had but didn’t get training for and was 

released from my contract when I had a slight mental health problem 

which I got no help for.”
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7. Conclusion 
The purpose of this work was to provide evidence on the views and experiences of 

FSS participants who joined the service in Year 4 (April 2021 – March 2022). In 

particular, the views of in-work support from those FSS participants who started on a 

job while taking part in FSS (Survey 1), the views on re-joining the service from 

those FSS participants who started on the service more than once (Survey 2) and 

views on the support received by those service participants who were parents 

(Survey 3).   

 

While each of the three surveys provided insights into views and experiences of the 

particular group of participants among those who joined the service in Year 4 of its 

delivery, some comparisons across the three surveys can also be drawn. Survey 

participants across all three surveys highlighted the importance of regular contact 

with the key worker and encouragement were aspects of support that they felt they 

benefited from. Further, the majority of survey participants for both the survey with 

those who started on a job while taking part in FSS (Survey 1) and the survey with 

parents (Survey 3) felt the support they received had helped them to move towards 

and into work (no comparable data is available for participants in Survey 2 those who 

re-joined the service).  

 

 
 
Contact details:  
 
Marta Krasuska: Marta.Krasuska@gov.scot 
 
EmployabilityResearch@gov.scot 
 

 

 

mailto:Marta.Krasuska@gov.scot
mailto:EmployabilityResearch@gov.scot


35 

Appendix 1: Methodology 
 

Recruitment 

 

Online surveys participants were recruited from a population of all those FSS 

participants who joined in Year 4 (April 2021 – March 2022) of service delivery and 

who met the inclusion criteria for each of the three surveys (i.e. those who started 

on a job while taking part in FSS for Survey 1, those who re-joined the service in 

Year 4 after previously taking part in the service for Survey 2, those who were 

parents for Survey 3).  

 

To this end, a series of three lists based on management information data of all 

those who joined the service in Year 4 and who met the inclusion for each of the 

surveys was created. We then removed individuals for whom an email address was 

not available from each of the three lists.  

 

Each individual from the resulting three lists was emailed an invitation to take part 

in the online survey for which they were eligible to take part. The invitation email 

contained brief information about the aims of the study, an explanation why the 

person is being invited to take part and the link to the online survey.  

 

Questionnaires development and data collection 

 

Each of the three questionnaires were developed by a team of two Scottish 

Government researchers through an iterative process of developing and revising 

survey questions to best meet the aims of each survey. The surveys were 

composed of both closed-ended and open-ended questions.  

 

For each survey, the opening page contained additional further information on the 

aim of the survey and what taking part entails. A link to an information sheet was 

also provided. Each survey contained 4-9 questions and took between 5-10 

minutes to complete on average.  

 

An online platform (Questback) was used to develop the three surveys, email 

invitations to take part and to collect data. The anonymity of survey participants was 

protected throughout the study. This meant that researchers did not have access to 

the data that would allow them to identify the names of the people who provided 

specific answers to survey questions.   
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Each survey remained opened for three weeks, starting from the day the invitations 

to take part were send out to potential participants. Participants received up to two 

reminders to complete the survey over the three week period.  

 

Data collection took part in July – September 2022.  

 

Analysis 

 

Data from the three online surveys was analysed by a team of two Scottish 

Government researchers. Thematic analysis was used to analyse free text 

responses to open-ended questions. For each open-ended question, analysts 

identified key themes across survey participants responses. For the closed-

questions we identified how many survey participants chose each of the response 

options and presented this information in the report.   
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Appendix 2: Survey questions 
 

Survey 1: In-work Support 

 

Q1 What types of in-work support did you receive to support you to remain and 

progress at work? Please select as many as apply to you: 

 

• A dedicated key worker 

• One to one appointments with regular support and contract from the key 

worker 

• Development of an In-work Support Action Plan 

• Support with workplace induction 

• Financial guidance 

• Discussion about how start work will impact your benefit entitlements and the 

possible in-work benefits 

• Given information about travel options to and from work 

• Payment to cover travel costs to and from work in the first weeks after 

starting on a job 

• Payment to help buy work clothes 

• Key worker assisted with monthly workplace reviews with your employer 

• Helped me to deal with an issue or a concern I had while at work 

• Assisted with a workplace adjustment and/or helped with accessibility issue 

• Provided with support for training at workplace (for example: helped to find 

training I needed for work) 

• Help facilitate workplace relationships (for example: helped with talking to the 

manager on my behalf) 

• An exit plan for leaving the Fair Start Scotland service 

• I was offered in-work support but I did not take it up 

• I was not offered any type of in-work support 

• I don’t remember 

• Prefer not to say 

• Other, please tell us what 

 

Q2 What made you decide not to take up an offer of in-work support? Please select 

as many as apply to you: 

 

• I didn’t feel that the types of support offered would help me 

• I didn’t feel that the types of support offered were adapted to my needs 

• I only needed support with finding a job 
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• I didn’t get enough information on what types of in-work support were 

available 

• Other, please tell us what 

 

Q3 Overall, do you think that the in-work support helped you to remain and/or 

progress in work? 

Yes/No 

 

Q4 How has the in-work support you received helped you stay in work (optional)? 

Free text box 

 

Q5 Since you started work, have you (select one only): 

• Been in work for less than 3 months 

• Been in work at least 3 months but less than 6 months 

• Been in work for at least 6 months but less than a year 

• Been in work for a year or longer 

• I have since stopped working 

• I have been in and out of work 

• Prefer not to say 

• Other, please tell us what: 

 

Q6 Since you started work has your income from working increased? Please select 

as many as apply to you: 

• Yes, since I started my hourly rate increased 

• Yes, since I started work the number of hours I work increased 

• Yes, I got a pay rise 

• Yes, my income from working increased for another reason 

• No, my income from working has stayed the same 

• No, my income from working has decreased 

• No, I have since stopped working and I’m now looking for another job 

• No, I have since stopped working and I’m not looking for another job at the 

moment 

• Prefer not to say 

• Don’t know 

• Other, please tell us what: 

 

Q7 Is there anything the service could have done better to support you once you 

started work? 

Yes/No 

 

Q8 What could the service do better to support you once you started work? 
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Free text box 

 

Q9 Do you have any other comments about the service that you would want us to 

know about? (optional) 

Free text box 

 

 

Survey 2: Experiences of re-joining the service 

 

Q1 Why did you choose to re-join the service? Please select as many as apply to 

you: 

• My job ended and I need help to find a new one 

• Due to personal reasons I was no longer able to participate in the service but 

now feel ready to rejoin 

• Due to physical health reasons I was no longer able to participate in the 

service but now feel ready to re-join 

• Due to mental health reasons I was no longer able to participate in the 

service but now feel ready to re-join 

• Due to caring responsibilities I was no longer able to participate in the service 

but now feel ready to re-join 

• Now that Covid restrictions have been removed, I want to start looking for a 

job again 

• I did not feel ready to begin work last time but hope I will be ready to find and 

start a job this time 

• I just need a little more support to help me find a job 

• I did not find the service useful last time but hope this time it will be better 

• I was not aware that I had been referred to or involved with Fair Start 

Scotland before 

• I completed my University/College/training course 

• Prefer not to say 

• Don’t know 

• Other, please tell us what 

 

Q2 Have you noticed any change or differences to the Fair Start Scotland service 

being delivered since you re-joined? 

Yes/No/Hard to say or don’t know 

 

Q3 What changes have you noticed to the service since you re-joined?  

Free text box 
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Q4 Is there anything that Fair Start Scotland could do better to support you into 

finding and staying in work? Please tell us what (optional) 

Free text box 

 

Q5 Do you have any other comments about the service that you would want us to 

know about? (optional) 

 

Survey 3: Parents Experiences 

 

Q1 Overall, to what extent do you think the support you received from the service 

helped you with starting and staying in work? 

Helped a lot/Helped somewhat/Helped a little/Made no difference/Hard to say or 

don’t know 

 

Q2 What did you find most helpful in terms of the support you received (optional)? 

Free text box 

Q3 Is there anything Fair Start Scotland could do better to support you into finding 

and staying in work? Please tell us what (optional) 

Free text box 

 

Q4 Is there anything that the service could do better to support PARENTS in 

particular? Please tell us what (optional) 

Free text box  

 

Q5 Do you have any other comments about the service that you would want us to 

know about? (optional) 

Free text box 
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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 Marta.Krasuska@gov.scot for further information.

☐ cannot be made available by Scottish Government for further analysis as

Scottish Government is not the data controller.

mailto:Marta.Krasuska@gov.scot
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