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Executive Summary 
Digital Birmingham works to help the city and its communities through improving the way services 

are delivered via the use of digital and smart technologies for an inclusive, green and sustainable 

economy. 

In line with this proposition, and based on the success of a previous UC Pilot project, Digital 

Birmingham were invited by the Department for Work and Pensions (DWP) to deliver a European 

Social Fund (ESF) project aimed at developing Universal Support delivered locally1.  This need was 

combined with an ambition amongst third sector agencies in the City to create a single, 

comprehensive access point to access a host of advice and support services for all Birmingham 

residents: the service delivery and referral system (SDRS).    

However, to meet ESF funding criteria the project had to be enhanced to include an employment or 

‘Work Journey’ element.  To fulfil this requirement it was decided to incorporate the DLB developed in 

the UC pilot, and form the wider ‘My Work Journey Project’. 

Databuild were commissioned in June 2015 to undertake a comprehensive evaluation of the ‘My 

Work Journey’ project. Following an inception meeting with the ‘My Work Journey’ project team, and 

a literature review of related policy documents and project data, significant gaps in understanding 

were identified.  A methodology for primary data collection was then developed.  This entailed 

gathering feedback from a range of different groups and stakeholders. 

Despite a number of challenges encountered during the project development and early delivery 

stages, this evaluation has established that the ‘My Work Journey’ has delivered a number of benefits 

to the City.  These include assisting almost 400 citizens back in to education, employment, or training, 

and issuing over 3,500 digital log books (DLB) to residents across the city, using a variety of partner 

organisations. It is however beyond the scope of this evaluation to assess how significant a 

contribution the ‘My Work Journey’ and its component parts played in the process of getting citizens 

into education, employment or training; although there is anecdotal evidence that it was a 

contributory factor for some.  The project has also had further positive outcomes. These include: 

 Development of an online referral service (the Service Directory and Referral System [SDRS]), 

with 798 referrals made to partner agencies. 

 Testing two ‘concepts’: 

1. That this type of ‘match funding’ project for the DWP (50% funded by partner agencies 

and 50% funded through ESF funds) could successfully be used to obtain ESF funding. 

2. That partnership working with a range of 3rd sector partners and internal Birmingham 

City Council sections was feasible. 

 Evidence of beneficial relationships formed between 3rd sector agencies and the Council. 

 Demonstrating the importance placed on applying the ESF cross cutting theme of ‘Equal 

Opportunities’ to all clients in the ‘My Work Journey’ project; outputs from groups such as 

                                                           
1 This means: promoting the claimant’s ability to access online services and reducing their need for mediated support, and 
helping the claimant to prepare for and access work opportunities to promote financial independence when applying for 
and/receiving Universal Credit 
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individuals aged 50+, ethnic minorities and females represent the highest percentages in 

terms of DLBs issued against targets 

 Used to inform Universal Credit design for the Universal Support delivered locally. 

 Offering value for money; comparison with similar projects reveals that the ‘My Work 

Journey’ project offered value for money in terms of engagement with clients (issuing of DLB)  

The report includes an action plan with the overall aim of identifying ways to change both partner 

and client behaviours, attitudes, and to reduce future demand on traditional gateways for citizens to 

access support upon entering and remaining in the workplace. In light of the roll-out of UC delivered 

locally, and additional pressures on funding resources, there will be a strategic requirement for 3rd 

sector organisations to utilise systems such as those developed in the ‘My Work Journey’ project.  A 

key aspect of this will be utilising the Personal Budget Support aspect to leverage additional funds.  
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1 Introduction 

1.1 Background to the project 

Digital Birmingham, a Birmingham City Council (BCC) service, works to help the city and its 

communities through improving the way services are delivered via the use of digital and smart 

technologies for an inclusive, green and sustainable economy.  

The ‘My Work Journey’ project was developed out of a previous Local Government Association/ 

DWP Local Authority led Universal Credit (UC) pilot of which Birmingham was one of 12 local 

authority pilot areas.  In trying to understand and communicate the different elements of the pilot2 a 

‘Gateways of Influence’ model was developed.  The UC pilot ran from January 2013 to December 

2013, with all new council housing tenants in Birmingham being issued with a ‘Digital Log Book’3 

(DLB) during this time.  The UC Pilot was considered to be a success. In addition to being 

acknowledged with awards, there has been significant external interest in the project and how its 

approach can be used to improve the work of other Social Housing and Local Government 

organisations in the UK and across Europe.   

Based on the success of the UC Pilot, DWP had interest in a manual triage and assessment tool that 

was being used in housing offices in the pilot to refer new tenants for specialist third party/sector 

support.  In November 2013 Digital Birmingham were approached by the DWP and invited to submit 

a matched-funding bid for further European Social Fund (ESF) finances to help deliver an online 

version of the manual system that would later be named as the ‘Service Directory Referral System 

(SDRS) for Birmingham. However, to meet ESF funding criteria the project had to be enhanced to 

include an employment or ‘Work Journey’ element.  To fulfil this requirement it was decided to 

incorporate a customised version of DLB developed for the UC pilot, as well as include digital 

inclusion training for frontline staff to assist clients with improving their digital literacy and form the 

wider ‘My Work Journey Project’. 

Eligible individuals4 participating in the project (clients) were issued with a Digital Log Book (DLB) to 

support them through ‘My Work Journey’. The DLB was a bespoke digital portal, personalised 

through a 36 entry question assessment based on four themes (below): 

 Improving and managing my health for work – identified health or behavioural issues that 

may be barriers to work; 

 My journey into work – identified skills and other employability issues that may be barriers 

to sustaining a job when in work; 

 Managing my money for work – identified any financial issues that may be barriers to work 

or sustaining a job when in work; 

 Managing my digital ability for work – identified any digital / ICT issues that may be barriers 

to work or sustaining a job when in work. 

                                                           
2 Including: promoting the claimant’s ability to access online services and reducing their need for mediated support; 
helping the claimant to prepare for and access work opportunities to promote financial independence; and making things 
simpler and easier to use to support claimants to secure and retain suitable accommodation. 
3 A Digital Log Book is an online portal where clients can store information and data on a number of areas in one easy-to-
access location. For the UC pilot this included: council information, the Council One Account, and financing and budgeting. 
4 To be eligible for the programme client’s had to be unemployed, reside in Birmingham and not be participating in an 
existing DWP work programme.. 
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Additionally, participants had access to an online tool – the Services Directory Referral System 

(SDRS) – enabling project partners to make inter-agency referrals on their behalf. 

Digital Birmingham were awarded ESF funding in April 2014, with the recruitment of the project 

team, tendering of the project and  the development and build of the solution, the project 

commenced in October that year.  Due to a late start in the project which is discussed in more detail 

in section 4, the closing date for the project was extended by 2 months until the end of May 2015.  

As this project was started in the final year of the ESF funding round ‘2007-2013’ it could only last for 

one year. 

The project was delivered using a consortia of 3rd sector partner agencies and other BCC 

departments.   Training was provided to partner organisations using two different methods, with 

different objectives:   

1. Digital Unite – a form of online training to improve partner organisation staff understanding 

of how they could help their clients use digital technology, in general, and to find jobs.  

2. Training on delivering the DLB and referrals – delivered by Digital Birmingham project team 

or Gateway to Birmingham Advice Services (GBAS) staff, used to improve partner 

organisation staff understanding and delivery of the ‘My Work Project’ objectives to support 

participants. 

The overall aim of the project, as defined in the original ESF application, was to issue 5,000 Digital 

Log books to Birmingham citizens, with 750 individuals (defined in the project as ‘clients’) achieving 

an outcome of either employment, training, volunteering or a business start-up.   

1.2 Partner organisations 

Three internal Birmingham City Council departments and over 20 external 3rd sector agencies5 were 

identified from contacts known to the UC pilot manager as ‘delivery partners’.  These agencies were 

selected due to a number of factors: 

 They had sufficient throughput (number of clients they see weekly, monthly and annually) 

to recruit clients on to the project; 

 Their existing customer gateways or type of clients they see would be suitable for the 

project; 

 Agencies had an ability to provide match funding for the project. 

Section 4 provides full details on each partner organisation, including how much funding they 

received and matched funded, what their role in the project was, and how successful they were 

within the project. 

1.3 Evaluation Requirements 

As the two main digital tools developed for use within the ‘My Work Journey’ project, and funded by 

ESF, Digital Birmingham required a comprehensive evaluation of the Digital Log Book and the Service 

Directory and Referral System (SDRS). 

Following an inception meeting with the ‘My Work Journey’ project team, a literature review of 

related policy documents6 and a review of project data, significant gaps in understanding were 

                                                           
5 See appendix 2 for list of project deliverers.  
6 See bibliography for documents reviewed. 
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identified.  The areas that need to be better understood are identified below and relate to all 

aspects of the project (both the Digital Log Book and SDRS). 

 An assessment of the project against outputs as defined in the original ESF bid application 

 How well was the overall project designed?  

 How successful was the recruitment process for use of the Digital Log Book? 

 Was the project well managed and delivered efficiently – including partnership working?  

 Why did some partners choose not to deliver log books? 

 What were the experiences of clients using the Digital Log Book? 

 What can be learned from the ‘My Work Journey’ project to help inform the development 

and delivery of Universal Credit locally? 

The main aim of the evaluation is to provide an overall assessment of the ‘My Work Journey’ project, 

including the Digital Log Book and the Service Directory and Referral System (SDRS).    

The specific research objectives are detailed below.  

 How well was the overall project designed?  

 How successful was the recruitment process for use of the Digital Log Book? 

 Was the project well managed and delivered efficiently?  

 Why some partners chose not to deliver log books? 

 What were the experiences of clients using the Digital Log Books? 

 What can be learned from the ‘My Work Journey’ project to help inform the development 

and delivery of Universal Credit locally? 

 Assess the project against outputs as defined in the original ESF bid application (number of 

log books delivered and number of people in employment), and targets agreed with 

partners.  
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2 Method 

2.1 Overall approach 

Following an initial inception meeting with the ‘My Work Journey’ project team, Databuild 

undertook a literature review of project data, reports, and wider policy documents. This enabled the 

evaluation to obtain a deeper understanding of the project’s aims and objectives and identify any 

data gaps to be addressed by the evaluation.  A research methodology for the evaluation was then 

developed, building on the research objectives agreed with the ‘My Work Journey’ project manager.  

As these objectives were varied and focused on different stages of the project, a bespoke approach 

to data collection was used.  This entailed gathering feedback from a range of different groups and 

stakeholders. 

To collect primary data, Databuild used a mixture of in-depth semi-structured interviews. Some were 

more comprehensive (lasting around 40-45 minutes) than others (lasting 10-15 minutes), dependent 

on the respondent and their level of engagement with the project.  To add value, and build rapport 

with respondents, the evaluation team undertook as many interviews with respondents in person as 

possible.  Other interviews were carried out over the telephone. This section of the report provides a 

detailed summary of the sampling method used to select respondents, the analysis methods 

employed, and limitations of the overall methodological approach used.  A final section highlights 

the reporting structure used for this interim (and a final) report. 

2.2 Sampling Method 

Four main groups of respondents to be consulted as part of the evaluation were identified: 

 ‘My Work Journey’ Project team – 5 interviews completed for interim report: 

a. Internal to Digital Birmingham – the project manager, bid writer, and three other 

Birmingham City Council (BCC) internal project delivery staff.  

 Local and national government representatives  - 2 interviews completed for interim 

report: 

a. Other BCC stakeholders – e.g. Councillors, Head of Digital Birmingham;  

b. DWP representative.  

 Partner organisations – 6 interviews completed for interim report: 

a. Those who delivered Digital Log Books; 

b. Those who didn’t deliver Digital Log Books (but formed part of the initial cohort of 

3rd sector partner agencies). 

 Clients – 5 interviews completed for interim report: 

a. Individuals who are now in employment (these have  formed the subject of case 

studies); 

b. Individuals who are still using the Digital Log Book - not in employment yet. 

Due to the relatively small number of potential respondents from the project team, and wider 

stakeholders, Databuild interviewed a good sample of those available for the evaluation.  We 

selected a small number of clients based on a list provided by the ‘My Work Journey’ project team.  

For individuals still using the DLB we randomly selected respondents from a larger active list, again 

provided by the project team.  
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2.3 Analytical techniques 

Three stages of analysis of qualitative data analysis were completed: 

 At the time of the interview:  This involved thinking about what respondents felt and meant 

during the conversation.  Interviewers related responses to what they already knew from 

other interviews and identified areas where behaviours and attitudes were similar and 

where they differed.  

 During the evaluation process:  Key findings from all interviews were recorded in a central 

database which was reviewed by the Research Director.  As patterns emerged they were 

explicitly tested as the research progressed. 

 After completion of data collection:  This analysis was led by the project Consultant and 

involved the rest of the research team. The analysis included: 

- Agreeing the key themes and patterns as identified in the de-briefs;  

- Mapping each interview against key themes for each group of respondent.   

2.4 Limitations 

Databuild encountered a number of challenges (as anticipated prior to the project and discussed in 

the method report) during data collection. These have limited the findings in this (interim) report.  

We have detailed the main challenges in recruiting some groups below, and how we intend to 

overcome these for the full report7.   

 Partner organisations 

We have had difficulty securing interviews from a couple of partner agencies8. 

 Clients currently using the DLB 

Despite attempts to contact this group, via email and phone, recruitment was slow – only three 

clients engaged in a conversation about the DLBs. To ensure we reach our target of 10 client 

interviews for the full report, Databuild have approached the partner organisations who are 

delivering the digital log books and have asked about interviewing their clients who are current 

users. Two potential leads have been established with partner organisations: 1) interviewing clients 

during a job club at a library; and 2) interviewing clients at another partner organisation9. 

 Clients who are now in employment, education or training 

Databuild were provided contact details of four clients who are now in employment, education or 

training, of which two have participated in the evaluation. To complete our final target number of 

interviews (three) we will continue to work with the project team.  

 

 

                                                           
7 For full details see appendix 1. 
8 Both City Save and the second contact provided for West Midland Fire Service have not responded to invitations. 
9 To be discussed with Digital Birmingham, as the second option bears the additional cost of an interpreter. 
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2.5 Report Structure 

This interim report includes a summary of key findings, an assessment of the project design, 

development and delivery, and investigates client experiences throughout the life cycle of the 

project.  At each stage, Databuild have provided key lessons to be learnt and recommendations.  

These will inform an action plan highlighting implications for future policy development, and 

whether 'citizen gateways' not traditionally associated with employment support can be re-

purposed to improve employment rates or prospects for improvement (alongside their usual 

business activities)10. The overall aim of the action plan is to identify ways to change both partner 

and client behaviours, attitudes, and to reduce future demand on traditional gateways for citizens to 

access support upon entering and remaining in the workplace. 

At this interim stage of the evaluation, we have used responses from all interviews completed to 

date, and quantitative data for the number of DLBs issued so far11. For the full report we will include 

additional client interviews, key stakeholders we have yet to interview and final output figures from 

the project.

                                                           
10 A ‘citizen gateway’ describes how, and the way, clients would access services provided by the partners on the project, 
and what those partners are traditionally known to offer. 
11 Latest data provided 14th July 2015. 
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3 Assessment against ESF outputs  
The ‘My Work Journey’ project was multifaceted with a variety of specified outputs and objectives.  

This section of the report will assess Digital Birmingham’s success at achieving these outputs.   

The two key aims of the ‘My Work Journey’ project as originally conceived were to:  

1) provide “a single, comprehensive, accessible reference source for all [unemployed] residents 

in Birmingham” by creating the SDRS or referral system; and,  

2) issue every one of these individuals with “their own personalised digital log book that will 

support them during their journey back into employment or skills training”. 

3.1 DLBs issued and completed 

During the project inception, and in order to meet ESF funding criteria requirements the ‘My Work 

Journey’ project had to amend the number of DLBs issued from ‘all those who were referred using 

the SDRS’ to a specific target of issuing 5,000 DLB in 12 months.  In addition, the project had a target 

to get 15% (750) of those issued with DLBs into some form of employment, education or training 

(EET) – to complete their work journey. 

Table 2 shows the number of DLBs issued, and how many of those individuals went on to complete 

work journeys by each partner organisation. The table shows that some organisations were more 

successful in delivering DLBs and completing work journeys than others; Landlord Services over 

achieved on both their negotiated targets, while GBAS organisations over achieved on issuing DLBs 

but did not achieve their negotiated target on completed work journeys.  All other partners did not 

hit their targets.  For additional analysis of the number of DLBs issued (by age, ethnicity and 

individual agency), please see appendix 4.  

Due to a range of factors12 some organisations negotiated a reduction in their targets for issuing 

DLBs and completing work journeys.  To compensate for this, the Digital Birmingham team recruited 

other organisations13 onto the project to help with delivery.    

                                                           
12 Including a change in organisational circumstances and management (CitySave), timescales, and resources. 
13 The Best Network (Mu’ath Trust, and East Birmingham Community Forum) and The Pump. 
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Table 1 – Targets for the number of DLBs issued, completed and achieved. 

Partner 
Organisation  

Agreed Targets Achieved 

Digital Log Books issued Completed work journeys Digital Log 
Books issued  

Completed 
Work Journeys 

Before 
negotiation 

After 
negotiation 

Before 
negotiation 

After 
negotiation 

No. Diff14. No. Diff. 

BCC – Landlord 
Services 

1900 1392 289 209 1522 +130 302 93 

GBAS 1410 700 212 105 798 +98 38 -67 

BCC Libraries 990 733 149 110 636 -97 9 -101 

BEST Network 700 700  105 574 -126 13 -126 

Other  - The Pump  0 0 0 0 55 +55 19 19 

Total 5000 3525 750 529 3585 +60 381 -148 

 

Figures 1-3 below show the number of DLB issued, and the number of completed work journeys, by 

partner organisation. 

 

Figure 1 – Number of DLB issued, and number of completed journeys, by partner organisation 

 

 

                                                           
14 Shown against targets after agreed reductions. 
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Figure 2 – % of DLB issued by partner organisation 

 

 

Figure 3 - % of Completed work journeys by partner organisation 

 

Table 2 highlights the number of log books issued by the overall project against those identified in 

the ESF Application document.  The results demonstrate the importance placed on applying the ESF 

Cross cutting theme of ‘Equal Opportunities’ to all clients in the ‘My Work Journey’ project; outputs 

from groups including individuals aged over 50, ethnic minorities and females represent the highest 

percentages in terms of DLBs issued against targets.  However, the results show that overall, the 

project did not meet the targets identified in the original ESF application.   Explanations and 

mitigating factors for these outputs will be discussed in the subsequent sections of this report where 

the project design, development and delivery are evaluated.     
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Table 2 -ESF Application Profile Targets15 

                                                           
15 Data provided on 15th July 2015. 

OVERALL OUTPUTS Target 
No. 

achieved 

1.1 & 2a Total Number of participants (who are unemployed) 5,000 

1.2b Proportion of participants who are unemployed  5000  
3610 

(72%) 

1.3a Number of participants who are inactive  500 

1.3b Proportion of participants who are inactive  500  
317 

(63%) 

1.4a Number of participants aged 14 to 19 who are NEET or at risk of becoming NEET  250 

1.4b Proportion of participants aged 14 to 19 who are NEET or at risk of becoming NEET  250  
117 

(47%) 

NON-NEET OUTPUTS 

1.5 Proportion of participants with disabilities or health conditions  1000  
533 

(53%) 

1.6 Proportion of participants who are lone parents  
750 

 

169 

(23%) 

1.7 Proportion of participants aged 50 or over  
750 

 

705 

(94%) 

1.8 Proportion of participants from ethnic minorities  
1500 

 

1756 

(117%) 

1.9 Proportion of female participants  
2500 

 

1822 

(73%) 

RESULTS 

1.10a Number of participants in work on leaving  750 

1.10b Proportion of participants in work on leaving  
750 

 

381 

(51%) 

1.11a Number of participants in work six months after leaving  500 

1.11b Proportion of participants in work six months after leaving  
500 

 

0 

(0%) 

1.12a Number of economically inactive participants engaged in job search activity or 

further learning  
250 

1.12b Proportion of economically inactive participants engaged in job search activity or 

further learning  

500 

 

317 

(63%) 

1.13a Number of 14 to 19 year old NEETs or at risk, in EET on leaving  50 

1.13b Proportion of 14 to 19 year old NEETs or at risk, in EET on leaving  
50 

(1%) 

11 

(22%) 
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3.2 Comparison with similar projects 

We have also assessed the ‘My Work Journey’ project against similar projects that have used public 

finances to help fund projects associated with getting people back into work, education or training.   

Table 3 provides a comparison of five similar16 Local Authority employment schemes across the UK, 

showing where the project took place, the programme name, time period, funds received, outputs 

and cost per outcome (for further project details and descriptions see Appendix 4). The table 

highlights that the ‘My Work Journey’ offered excellent value for money in terms of engagement 

with clients (issuing of DLB) compared to other projects. It is also towards the lower end of projects 

in terms of ‘cost per outcome’, with only 2 projects providing a lower cost per outcome value but 

both ran for longer durations than ‘ My Work Journey’. The cost per engagement does not however 

take into account the type of project: the use of digital technologies rather than direct support may 

have reduced costs, and the type of people supported may have increased costs for other projects. 

Table 3 – Local Authority Employment Schemes Comparison  

Where Programme 
Name 

Time 
Period 

Total Project 
Costs 

Participant 
Engagement 

Outcomes 
/ Impact 

Cost per 
engagement 

Cost per 
outcome 

Birmingham My Work Journey 2014 - 2015 £1,300,000 3585 381 £362.62 £3,412.07 

Bradford Routes in Work 
(Get Bradford 
Working) 

2012-2016 £2,975,000 1233 390 £2,412.81 £7,628.21 

Surrey Leader's Ready 
for Work Scheme 

2013-2016 £1,500,000 829 540 £1,809.41 £2,777.78 

Southampton Offender Skills 
and Employment 

2011-2013 
 

£654,000 480 115 £1,362.50 £5,686.96 

Bury Backing Young 
Bury/Connecting 

2012- 2014 £72,775 38 32 £1,915.13 £2,274.22 

Liverpool Streets Ahead 
Plus 

2010 - 2011 £98,000 80 9 £1,225.00 £10,888.89 

3.3 Test proof of concept 

‘My Work Journey’ was also used as proof of two concepts, which are detailed below: 

 Whether this type of ‘match funding’ project for the DWP could successfully be used to 

obtain ESF funding? 

 Whether partnership working with a range of 3rd sector partners and internal BCC sections 

was feasible? 

Both concepts were successfully proved to be correct. The overall project value of £1.3 million was 

raised through a combination of ESF funds and matched funding, and a range of 3rd sector partners 

could work together to help individuals get back into work.  Overall, the project was described as a 

“very useful test of concepts”. 

                                                           
16 Although not directly the same, all projects identified use a form of public funding to try and help people back into work. 
Source: National Institute of Economic and Social Research ‘Local authority schemes supporting people towards work: An 
independent report for the Local Government Association’  
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4 Project Design and Development 

4.1 Development of a SDRS for Birmingham 

Although Birmingham had a wealth of organisations offering support to unemployed people, it was 

often difficult for people to understand the different services on offer and then navigate to the right 

provider for help. It was also equally difficult for front line workers in organisations to know who to 

refer clients to.  Based on the success of the UC Pilot, in November 2013 Digital Birmingham were 

approached by the DWP and invited to submit a matched-funding bid for further European Social 

Fund (ESF) finances to help deliver a service delivery and referral system (SDRS) for Birmingham 

Prior to the ‘My Work Journey’ project, GBAS were working to develop a referral type (SDRS-type) 

system for their own purposes.  They had received a small amount of Big Lottery Funding for this 

project.  Working collaboratively with GBAS, BCC officers identified that GBAS’s project dovetailed 

well with the issues identified in the UC pilot project17. Therefore, joining the two projects could pool 

funding and resources creating a more effective referral system for the city.   

The ‘My Work Journey’ project initially aimed to develop a single, comprehensive, accessible 

reference source for all residents in Birmingham (SDRS); from a triage process where DWP liked a 

manual referral system in the Letting Suite and saw the opportunity to bring this online.   It was 

planned to identify and map all organisations that offer opportunities, advice, information, support, 

skills, training, apprenticeships and jobs in the city. Using this support Birmingham residents would 

then have confidence they were accessing the right support, at the right time, and information on 

how to access a variety of work and training opportunities. The SDRS was led by GBAS and supported 

by BCC; GBAS chose the developer, facilitated the financials and assisted 3rd sector partner 

organisations in the project and was launched in October 2014. 

4.2 Partner agencies 

Three internal Birmingham City Council departments and over 20 external 3rd sector agencies18 were 

identified as suitable partner considering time constraints and the availability of organisations for 

the project.  Partners were selected based on a couple of factors: 

 They had sufficient throughput (number of clients they see weekly, monthly and annually) 

to recruit clients on to the project; 

 Their existing customer gateways or type of clients they see would be suitable for the 

project. 

Primary deliver partners were responsible for the marketing of, and recruitment to the project, using 

their existing clients.  Supporting agencies (such as West Midland Fire Service, DWP and City Save) 

were included as part of the project to offer support to clients via SDRS referrals.  Table 4 below 

provides full details on each partner organisation, including how much funding they received and 

matched funded, what their role in the project was, and how successful they were within the 

project. 

                                                           
17 Was developed out of LGA/DWP Local Authority Led Universal Credit initiative of which Birmingham was one of the 12 
local authority pilot areas. 
18 See appendix 2 for list of project deliverers.  
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Table 4 – Partner Organisations detail 

Partner 
organisation 

name  

Cost of support and 
infrastructure  

What was their role in 
the project  (as originally 

intended in the bid 
document) 

Did their role change? If yes, 
how? 

Approach to the project (Delivery partners – recruitment 
and marketing to clients; Non-delivery partners – reason 

for referrals) 

Success within the project 
(number of referrals, DLB 

delivered) 

per DLB 
issued 

per 
outcome 

Primary Delivery Partners 

BCC – Landlord 
Services 

£204 £1,026 Primary Delivery partner No Started with new tenants within letting suites - expanded 
to community groups, jobs fairs, places of workshop, 

events and other public places 

Number of logbook 
delivered - 1452 Number of 

clients into EET- 301 

Libraries £252 £5,963 Primary Delivery partner No.  Started delivery with existing library users. Sessions were 
later advertised in libraries and on website.  Sessions 

delivered through One to one support via an appointment 
system in many of the some libraries and a drop in service 

in others. 

Number of logbook 
delivered - 636 Number of 

clients into EET- 9 

BEST £0 £0 Non-funded Primary 
delivery partner  

n/a - not in the original bid BEST's 2 Delivering Partners directed their existing clients 
signed to an employability focussed SFA funded 

programme to create DLBs, in a classroom based 
environment for ease of learning, with follow-up 1-2-1 

individual support where necessary/appropriate. 

Number of logbook 
delivered – 682 

Number of clients into EET- 
13. 

The Pump  £0 £0 Non-funded Primary 
delivery partner 

n/a - not in the original bid Additional agencies achieved impressive results, ‘The 
Pump’ in Kits Green who were not part of the bid were 

able to deliver 53 logbooks with two weeks. Their 
approach was very much classroom based. 

Number of logbook 
delivered – 53 

 Number of clients into EET- 
18 

GBAS £284 £5,963 Delivery partner. Design 
and development of 

Service Directory and 
Referral system 

Partly. Some partners opted 
out from delivery of Digital Log 
Books due to their service offer 

and/or client group being 
unable to benefit from the 

product. 

GBAS is a partnership of 15 organisations delivering a 
wide range of services to clients with different needs. 

Different partners used different approaches to fit with 
their service offer: classroom based, individual support, 

volunteer/training offer 

 
Number of logbook 

delivered – 798 
Number of clients into EET- 

38 
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Partner 
organisation 

name  

Cost of support and 
prevention saving 

What was their role in 
the project  (as originally 

intended in the bid 
document) 

Did their role change? If yes, 
how? 

Approach to the project (Delivery partners – recruitment 
and marketing to clients; Non-delivery partners – reason 

for referrals) 

Success within the project 
(number of referrals, DLB 

delivered) Saving 
per 

Outcome 

per 
referral 

Secondary Delivery Partners 

DWP £0 n/a 
Secondary Delivery 

Partner 
 

DWP set up a telephone an 
email service for partner to use 

to check Client’s eligibility to 
participate in the project. 

Primarily a secondary service the received referrals from 
agencies for clients who need employment support, CV 
building, Interview skills and a range of other support 

offered by the DWP. 

Number of referrals - 88 

City Save n/a £170 

Secondary Delivery 
Partner 

 
. 

Did not engage with the 
project and were subsequently 

removed from the project. 

Financial budgeting/awareness skills and credit union 
account set up for clients if requested.  Citysave decided 
to drop out of the project due to other business critical 

priorities 

1 referral made directly to 
Citysave only known referral 

West Midlands 
Fire Service 

£41219 £54 
Secondary Delivery 

Partner 
 

No 

Carry out Home Fire Safety Checks – there is an evidential 
link between the numbers of fire related call outs with the 
unemployed cohort, as clients were at home more often.  
The project created a gateway of influence that provided 
WMFS with clients that they would have ordinarily looked 

to target through direct marketing or other partnership 
working. 

Number of referrals – 572, 
170 Home Safety Checks 
have been carried out - 
There are a further 92 

appointments on the system 
which are due to be carried 

out 

 

 

                                                           
19 To be reviewed with WMFS representatives for full report. 
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4.3 Adding a ‘work element’ to the project 

In order to meet all ESF funding criteria the project had to be enhanced to include an employment or 

‘Work Journey’ element as opposed to just delivering the SDRS.  To fulfil this requirement it was 

decided to incorporate the DLB developed in the UC pilot, and form the wider ‘My Work Journey 

Project’.   

The DLB enabled citizens to: manage their personal budgets, seek job opportunities and engage with 

advice services to help them get back into employment, and enable them to keep a record of 

activities than could be shown to the DWP and prospective employers.  It could also help them use 

digital tools and improve digital skills to enhance their employment opportunities.   

4.4 Project funding and finances 

A further reason for development of the project was due to the DWP identifying an under spend in 

their budget that had to be used by the end of the calendar year.  Digital Birmingham felt this was a 

good opportunity to acquire funding that would otherwise have been unavailable to them, and 

develop and build on the work started in the original UC pilot. 

Innovative use of ESF funding saw BCC reach an agreement with the partners so that each used a % 

of the partners matched funds, and ESF funding, to a develop project infrastructure that was free for 

clients to access20.  Project funds were also then used for the management and administration costs 

of the project.  

Funding was also allocated for the training of partner organisation staff so that they had sufficient 

confidence in online systems, and the ability to give basic digital skills to clients.  This training 

requirement was identified from previous projects (i.e. Universal Credit Pilot delivered by 

Birmingham City Council with Housing and Libraries that frontline staff uncovered that an ability to 

use a computer is not the same skill set as training someone who lacks digital skills).   

The SDRS project required staff to use a new online directory and to develop their own wider digital 

literacy to find training offers online inside of SDRS and on the internet in general.  Staff then needed 

to support participants to set up a Digital Logbook and use the new online systems including helping 

them with basic internet research e.g. to find employment offers.  An independent training 

organisation, Digital Unite, were the commissioned to provide this training. 

4.5 Timetable for project design 

Based on the success of the UC Pilot, in November 2013, Digital Birmingham were approached by 

the Department for Work and Pensions (DWP) and invited to submit a matched-funding bid for 

further European Social Fund (ESF) finances.  The timeline for submitting a bid for this funding was 

challenging for a submission of this scale and complexity. A final submission had to be completed 

within 6 weeks (Dec 31st 2013), incorporating the Christmas and New Year holiday period.  The 

Digital Birmingham team also had to work through the complex Council bid development process 

within the short time period allocated.  

This included: 

 Developing an idea for the bid funding incorporating all ESF requirements;  

                                                           
20 In practice, partners received around 30% of what they put in after infrastructure costs were factored in to enable clients 
to benefit from free to access resources and tools to aid them in their work journey. 
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 Through existing networks and contacts, identifying interested external partners and 

finalising agreements with them;  

 Writing the initial bid report for cabinet approval; 

 Agreeing legal and financial sign-off to progress the bid; 

 Achieving Cabinet approval for the project due to the sums of monies involved. 

During this six week development stage, formal legal agreements had to be reached with partner 

agencies to agree target numbers for the number of DLBs issued and the number of clients who 

would achieve EET status.  Targets were set based on what partners thought they would be able to 

achieve over the project’s life span.  Public match funding certificates also had to be signed-off.  

Working collaboratively, the BCC, Universal Credit pilot project manager and partner organisations 

quickly agreed on the levels of funding required for the overall project and how much matched ESF 

finance they needed in order to meet their target obligations21.   

It should be noted that it was a considerable achievement to develop the overall project, with sign-

off from more than 20 external partners and the Council cabinet in the time frame available.  A 

number of respondents interviewed as part of the evaluation considered the project quite “forward 

thinking” and aligned “not necessarily with what was going on locally at that time but with what the 

world was going to look like in years ahead as a result of welfare reform”.  There was consensus 

amongst key stakeholders that the project design demonstrated a good fit with the objectives of the 

council around UC, and preparing partner organisations and their clients for change. 

4.6 Concerns with the project design 

The ESF resource for this project had been identified due to an under spend in the DWP budget and 

had to be used by the end of the calendar year (due to it being the final year of the 2007-2013 

funding round).  It was felt by some in the project team that due to it being the last year of funding 

some of the reporting requirements and deadlines could have been relaxed. In addition to the short 

deadline for submission and reduced time available to fully develop the bid, the funding 

requirement deadlines, may have constrained the quality of the outputs that were defined, targets 

created, and overall project impact.    

An early concern identified by the evaluation is the level of resource committed within BCC to 

develop the ‘My Work Journey’ bid.  From interviews with stakeholders it is evident that only one 

individual was responsible for all aspects of completing the proposal.  Due to the time of the year22, 

and short time scale available, the team responsible for the original UC pilot project were only 

partially consulted during the writing of the ‘My Work Journey’ bid.  

Some stakeholders in the project, with a less intimate understanding of the bid development 

process, felt that there could have been more consideration and consultation with other partners 

within BCC and external 3rd sector organisations.   Although time constraints limited this process, 

better internal communications and improved links with 3rd sector organisations could have 

provided more suitable partners for the project23.     

                                                           
21 Targets:  5,000 DLBs issued, with 750 clients in EET.  Funding for overall project of £1.3m, with 50% match funded. 
22 The project development coincided with BCC communication and infrastructure changes needed to accommodate the 
implementation of the social sector size criteria also known as the spare bedroom subsidy; which was of greater priority. 
23 Also discussed in section 6.4 in relation to the SDRS. 
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5 Project set-up and early implementation 

5.1 Recruitment of the Project Team 

After discovering the bid for ESF funding had been successful, the project team returned to Cabinet 

for approval in order to accept the ESF monies in March 2015.   

Following this, there were challenges in establishing a project team to deliver the ‘My Work 

Journey’.  These challenges resulted from BCC policy and procedures; firstly, due to the requirement 

for Cabinet approval to commence the project, and secondly because of extraordinary recruitment 

guidelines implemented across the council due to the previous recession. To reduce recruitment 

costs and the use of temporary staff at the time, BCC required that all recruitment opportunities be 

offered to an internal pool of staff whose job was under threat of redundancy.  There was then a 

requirement to search through lists of candidates from a number of selected recruitment agencies.  

As these mechanisms did not identify suitable project delivery staff, a further round of recruitment 

involving external advertising was undertaken.   

Ordinarily, these issues may have not been a problem if the project duration was longer.  However, 

for the timeframe available for this ESF project – only 1 year, the bid was too ambitious in its scope.  

The additional layers of the recruitment process caused a delay in selecting a project manager and 

data analyst; the project did not commence until July 2014 - three months later than originally 

planned.   Unsurprisingly, this delay had significant impacts on the early stages of project delivery 

which will be discussed in further detail in the following sections. 

It is worth noting that this learning contributed to the ‘UC and ESF guide: A guide to local authority 

welfare related applications and recent case examples24’ as part of the early evaluation of the 

project. 

 

                                                           
24 http://www.local.gov.uk/documents/10180/6869714/L14-774+European+Social+Fund_06.pdf/95de823f-1866-42f6-
ac87-b6f9d896f924  

Recommendations:  
 

Recommendation 1 - streamline council procedures.  The time for project delivery would have 

been increased if there had not been a requirement to return to Cabinet for secondary approval; 

for a project that the Cabinet had already approved the bid application for.   

Recommendation 2 - Although the recruitment strategy was council wide, the project possibly 

could have looked at internal secondments (especially as some of the subsequent team had 

experience developing the DLB), external secondments, or additional support during the initial 

few months to help the early delivery of the project. 

Recommendation: Better use of BCC resources – although the bid was developed during 

incredibly challenging times for BCC, more efficient use of resources, time management and 

improved collaboration at this early stage could have saved significant time later in the project. 

http://www.local.gov.uk/documents/10180/6869714/L14-774+European+Social+Fund_06.pdf/95de823f-1866-42f6-ac87-b6f9d896f924
http://www.local.gov.uk/documents/10180/6869714/L14-774+European+Social+Fund_06.pdf/95de823f-1866-42f6-ac87-b6f9d896f924
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5.2 Technical Issues 

The contract awarded to Etive, the project’s IT developers, was based on a design and build basis.  As 

the project team was not in place when the contract was awarded Etive only had the tender 

document to use as a specification for the design of the ‘My Work Journey’ DLB.   When in place, the 

project team discovered that the first iteration of the DLB required a number of changes to the 

design, layout and functionality before it could be rolled out to partners and clients.  These issues 

were resolved by working collaboratively with Etive to design a bespoke DLB incorporating most25 of 

the ‘My Work Journey’ requirements.  The project team delivered a working solution which went live 

in October 2014.  

5.3 Training of staff 

5.3.1 Digital Unite Training 

Early adopters of the project (some before the BCC project team had been recruited) were initially 

trained in April 2014 using Digital Unite – an online system using podcasts and virtual training 

methods.  The Digital Unite Training, based on a learning from the original UC pilot, aimed to help 

staff understand how to help their clients use digital technology when looking for work and was to 

aid them in understanding how to use digital technology.  Due to the delay in appointing a Project 

Manager it was decided to start this training ahead of any training that would be required to use the 

DLB and SDRS. Two respondents who received this training reported that there were no issues with 

it. However, one respondent mentioned that their colleague was not unable to find the time, or 

space, to participate in the training because the library was extremely busy: they could only 

complete the training course at home. The library manager believed the training should have been 

delivered in a classroom setting and for a member of the training team to be present whilst staff 

completed their modules in order to mitigate any technical problems.    This training also highlighted 

that some partners with older equipment and operating systems had difficulties completing the 

training online (for example, Chrome had to be put onto library staff’s machines as they only had 

access to internet explorer version 8 at the time which was another reason for issues). 

                                                           
25 The SDRS/ referral link was not included, discussed in section 6.4. 

Recommendation: better definition of IT requirements at an early stage and closer working with 

developers (again, likely to be a result of having no project team in place during the early stages 

of project delivery). 
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5.3.2 Training on the SDRS and DLB 

The later training sessions on how to use the DLB and SDRS were administered by the Digital 

Birmingham project team for all partners except those in the GBAS partnership, who completed 

their own internal training.  This training was received positively. In one case, a partner organisation 

said one of their employment coaches had some one-to-one support and shadowed another 

provider. The employment coach found the shadowing opportunity very useful in seeing how the log 

book worked in reality, e.g. working with a client and the type of information that was exchanged in 

the first appointment. They reflected that: ““it was useful for me to see how I would implement that 

with our clients and how I would make sure that they were clear about what information that they 

needed to use for the log books.” 

Recommendation: On the whole, training was received positively by partners. They liked that the 

project team were flexible and provided additional training where needed.  GBAS may wish to consider 

providing their clients with the reference tool developed by Digital Birmingham. This would help support 

delivery staff in case they need a refresher or guidance when delivering the DLBs.   



‘My Work Journey’ Interim Evaluation Report 
Delivery of the project 
 

 

22 

6 Delivery of the project 

6.1 Partner recruitment 

Most partners heard about ‘My Work Journey’ through the initial bid development process (and 

request for their organisation to provide match funding) or through their relationship with GBAS, 

who arranged presentations on the project from the project manager.  

A library manager thought it was an ideal project to help meet the need in one of the communities 

the library was based in. Their library had been refurbished and the neighbourhood office had 

moved out – “so there were a lot of people coming into the building asking about claiming online. I 

put the idea forward to my line manager if we could get involved with this project, as there was a 

need within the community, so my line manager said that we could share the money with [name] 

library.”  

6.2 Functionality of the DLB and SDRS 

Despite redesigning the DLB at an early stage, the project encountered a number of functionality 

issues once delivery of the log books commenced.  A full list of functionality issues are listed below. 

Where partners or the project team developed solutions or ‘work-around’ solutions, the solutions 

have been described. 

6.2.1 User Issues 

As part of the Universal Credit claimant commitment customers are mandated to have an email 

address.  However, it became apparent that some client’s lack of digital skill and use of email, 

hampered their ability to sign up for a DLB or receive referral information via the SDRS.  In addition, 

it was uncovered that the DWP work coaches do not check on an ongoing basis whether clients are 

using their email which exacerbated the problem of some clients forgetting passwords to verify their 

digital log book account.  

 

In addition there was some concern over the look and layout of the DLB.  One project team member 

felt the design looked “drab, very 2003” and would be “hard to sell to a younger audience”.  They 

also commented that the DLB could have had better integration with social media to provide quicker 

and more relevant updates to clients.  

However, partner organisations did mention they had a very positive working relationship with the 

project team and the external IT developer, ETIVE technologies.  They reported that, in most cases, 

problems that arose were resolved efficiently.    

Recommendation: The look and layout of the online DLB could be improved to look more up-to-

date, and include better functionality with modern devices such as tablets and mobiles. 

Recommendation:  It would be worth identifying as part of the claimant commitment customers 

level of digital skill. If they are currently not very digitally engaged they should be identified as 

requiring checks to ensure they are using their email as part of their job searching activity.  This 

may help to alleviate issues with password and use for other services such as signing up for a DLB 

or receiving referral information via the SDRS. 
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6.2.2 Technical and process Issues 

The evaluation identified a number of more technical issues that arose during the early delivery of 

the project, these included: 

 No access to Firefox because the digital log book was being accessed on public computers. 

Resolution -  different browsers were used; 

 The limit of how many email accounts could be opened from an ISP in any given day; 

 SDRS not fully integrated with the DLB due to GBAS not wanting their client information 

stored on the DLB– to overcome this problem smart links were inserted within the client 

work journey plan that went straight to the relevant section in the external SDRS system. 

A more major process issue was the online referral form to the Employment Access Team not 

functioning.  Although a key aspect from the ‘Gateways of Influence’ model, this aspect of the 

project did not function correctly due to issues with the external Employment Access Team website.   

 

6.3 SDRS and client referrals 

6.3.1 How the SDRS worked in practice  

As GBAS were originally working on a new referral system (SDRS)26, BCC worked collaboratively with 

them and agreed that GBAS would lead on administering and delivering the SDRS. As discussed in 

the previous section, the SDRS system did not have the intended functionality as there were issues 

with integrating the DLB and SDRS; due to GBAS having concerns about sharing of client data27.  The 

work around solution of providing a link to the external SDRS system worked, but some members of 

the project team felt this diminished the DLB compared to its original design.  One partner reported 

that although the concept was fine and it saved a lot of time filling out several referral forms, the 

two systems (SDRS and digital log books) are not integrated enough.  

Partner organisations generally heard about the SDRS through the ‘My Work Journey’ project and 

working with partner organisations. The SDRS was also promoted at events and on social media. To 

date, the SDRS has been limited to immediate GBAS partners and West Midland Fire Service.   

A number of agencies identified that clients were too dependent on staff when trying to obtain help 

and guidance from other partner organisations using the SDRS.  

                                                           
26 See section 4.1 
27 GBAS were concerned about their client’s personal data being accessed in different locations, and by external partners, 
such as the DWP.   

Recommendation: Longer development, with a pilot period, and more robust user testing would 

have resolved most of the issues.  Similarly, the issues regarding the integration of the SDRS and 

DLB should be have been fully agreed at the inception stage of the project.  GBAS will need to 

review the value of the integration of the SDRS and the DLB to deliver a more client focused 

solution.   

Recommendation: To reduce client dependency on 3rd sector organisations GBAS should look at 

reviewing the SDRS, and consider the development of a ‘channel shift’ strategy to enable clients 

to self-refer. 
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6.3.2 Referring clients to the SDRS 

Due to the differing needs of their clients, some partners did not refer clients on using the SDRS. One 

partner organisation reported they did not refer their clients because external agencies might not be 

able to meet the needs of the clients (e.g. interpreters would be required). This was also true of 

another partner organisation.  Although not referring many of their own clients, one of the partner 

organisations said that, “in theory, the SDRS is a very important tool and for a wider audience, it 

would be a much needed and much used tool.” 

Of the organisations that did refer customers using the SDRS, the feedback was positive. They said it 

was easy to navigate. One partner, however, mentioned that, “it was less easy when the referral 

system specification was changed part way through the project and multi-referral requirement was 

put onto something that was never designed to be a multi-referral tool”.  Table 5 below highlights 

the number of referrals made to each organisation to date28. 

Table 5 – SDRS Referrals up to end of June 2015. 

Recipient organisation Total 

West Midlands Fire Service 572 

DWP Employment Outreach 88 

Freshwinds 43 

Birmingham Citizens Advice Bureau 26 

Birmingham Settlement 10 

BCLC 7 

Shelter 4 

Birmingham City Council 4 

Action for Blind People 3 

Gateway Family Services 3 

City Save 3 

AgeUk 2 

Disability Resource Centre 2 

BITA Pathways 1 

Birmingham Rathbone 1 

College 1 

East Birmingham Community Forum 1 

Total 798 

                                                           
28 SDRS referrals as at end June. It does not include referrals made by phone or signposting, as we do not record those 

activities.  It also omits some early referrals as these were not accurately recorded. 
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One partner felt that a proper mapping exercise of services had not been completed, as the agencies 

available for referral on the SDRS system had too much of “Citizen’s Advice Bureau focus”.  In 

addition, they felt organisations were not based in close enough geographic proximity to the 

majority of their clients, which raised the issue of transport costs and affordability for them. There is 

also an issue around whether organisations are still in business and if they have the capacity to 

deliver services to clients. Another partner said that resources needed to be found to keep the SDRS 

up to date.   

 

6.4 Issuing Digital Log Books to clients 

Partners were responsible for developing their own delivery strategy so that it could be tailored to 

their clients. The process of issuing the digital log books therefore varied across partner 

organisations. Some partners were unclear about their roles and responsibilities in relation to 

recruiting clients onto the project.  One partner said there was no formal procedure in place for 

issuing DLB – “staff had to go out and find people to give the support.” A library manager believed 

that delivery started off as a “bit ropey”, because their ‘referral director’ was not available at the 

start.  In contrast, other organisations were more structured in their delivery approach, and had a 

better understanding of their requirements which proved more successful in recruiting clients: 

 As well as continuing with the letting suites, the Landlord Services team based themselves at 

two jobcentres, libraries, Birmingham Mind, job fairs, food banks and community hubs.  

With the project being based at the jobcentre, it was an ideal opportunity for the digital log 

books to be integrated into the jobcentre system, e.g. jobcentre plus can refer customers to 

the digital log books.  

 Landlord services also rebranded the delivery of the project to ‘Steps 4 Employment’ and 

pro-actively made connections with other services across the city. This included the Pay 

Recommendations:   

Recommendation 1 - to ensure that clients are directed to high quality support services, it is vital 

that organisations listed on the SDRS adhere to good quality standards. Linked to the 

recommendation in section 4.6 the project timescales did not allow for the expansion of 

organisations on the SDRS beyond the partner organisations within the delivery timescales for 

this ESF project.  This was due to the need to determine appropriate quality standards across a 

broad range of services, and conduct the necessary due diligence of those activities prior to 

allowing new organisations to be listed on the SDRS and receive client referrals through the 

system.  Going forward, and with more time available, a further mapping exercise to increase the 

number of suitable organisations on the SDRS should be carried out.  

Recommendation 2 – Although GBAS currently monitors all client referrals made via the SDRS, 

there is potential to explore client self-referral, client satisfaction, service standards, quality 

assurance and complaints process as part of the managing the client experience and GBAS 

partner use of the SDRS. 

Recommendation 3 – GBAS should continue to consult with key stakeholders to ensure that the 

SDRS aligns with the needs of citizens, as well as help to attract funds for the future development 

and management of the system. 
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Ahead, Stay Ahead project, the police, credit unions, other Local Authority teams and 

organisations with a focus on IAG, CV help and employment 

 The employment coach from BID services would introduce the digital log books as part of an 

initial conversation about the support the organisation offers. 

Table 6 below highlights the agencies who were more successful at delivering DLBs by showing how 

funding each partner received from the project to deliver the support element, and how much it 

therefore cost to deliver each DLB and how much it cost to get people into EET..  From the table it is 

evident that Landlord Services were by far the most cost effective, and successful partner agency at 

delivering the DLBs. 

Table 6 – Number of DLB issued and funding received 

Partner Organisation  

  Achieved VFM cost per: 

Amount of 
funding 
received for 
support 
(excluding org. 
match)29 

Digital Log 
Books issued  

Completed 
Work 

Journeys 

Digital Log 
Book 

issued  

Completed 
Work 

Journey 

BCC – Landlord Services £140,000 1522 302 £91.98 £464 

GBAS £130,000 798 38 £163 £3,421 

Libraries £54,000 636 9 £94.33 £6,667 

BEST (non-funded) £0 574 13 n/a n/a 

Other – (non-funded) £0 55 19 n/a n/a 

Total   3585 381     

6.5 Delivery of Digital Log Books 

Depending on the needs of the client and confidence with IT, partners usually provided support to 

clients of up to one hour at first use. However, in some organisations, the client would also be 

accessing other services, so partners felt it was difficult to disaggregate time spent with clients on 

digital log books compared to time spent working with them on other services. 

One partner felt that a classroom setting would be more suitable to deliver the log books because 

clients may be less inclined to complete the whole process if they are working on it independently 

and in their own time:  “I’m not sure how many of them logged in and actually took that initiative, 

but when they are with me, they think it is useful.”  

In contrast, one service recognised that the majority of their clients could use IT proficiently and 

would be able to use the DLB. This service are keen to channel shift, i.e. those that need the support 

will receive it, but the individual needs to take responsibility to use the digital log books on their 

own.   

In one library, an appointments system was put in place so staff could deliver the digital log books on 

a one-to-one basis.  Due to budget and staffing cuts, libraries were limited on the days that they 

could support clients.  As they only had a certain amount of resources available, when staff were 

delivering this support, agency cover was required to cover the counter. 

                                                           
29 Includes ESF match funding. 
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Once clients had been issued a DLB, some partners reported that they were quite engaged. One 

partner said that at least “15% of the people progressed at the last round, so yes people are 

benefitting as we are hitting the targets we said we would.”  This partner went on to say, “it worked 

well as it aided and assisted someone with a low level of IT skills, to up their confidence and 

streamlined the customer’s relationship with Jobcentre Plus”.  

 

6.6 Reporting requirements and funding issues 

The project encountered a number of challenges at the start of the project around the reporting 

requirements for the ESF/ DWP.  These were primarily focused on partner organisations not being 

aware of, or having the skills and capacity, to complete most aspects of what was required in terms 

of reporting.     

As part of the ESF funding agreements partners had to provide timesheets, with pay grades and 

hours worked as evidence of work completed.  Despite support from BCC (including explanation of 

the importance of timesheet completion, how targets were set, and how this affected upon what 

funds the partner organisation would receive for the specified reporting period), most partner 

agencies had difficulty in completing these in a standard format that would have been acceptable for 

the ESF/DWP.   

These problems caused delays in partner organisations receiving funding as the Council were unable 

to claim allocated monies without accurate reporting, and assurance they would fulfil their 

obligations within the project.  Many partners (particularly those with fewer resources) found the 

delay in receiving funds difficult.  A partner reported that once the timesheets were submitted, the 

council then had to submit them to DWP who would need to approve it. Once DWP approved the 

timesheets, the money then went to Birmingham City Council. Once this was done, partners were 

able to raise an invoice, then waiting 30 days before the money was paid out to their organisation. 

The partner said, “Bringing the money in physically has been a challenge to partners, which has 

impacted on their cash flows.”  One library manager felt it would have been helpful if the money was 

paid upfront to the library.   

 

 

 

 

Recommendation:  The main challenge is around identifying the correct level of requirement for each 

client, and then delivering the appropriate level of support.  Partners must ensure clients receive 

sufficient training on the use of the DLB, without it becoming too instructive or completing the DLB 

work for them.  Partners, who are also facing significant resourcing issues, need to ensure log books 

are issued following a robust inception meeting that clearly identifies their needs.  Landlord Services 

method for issuing DLB offers a good template. 

Recommendation: Better training of partner organisations to ensure all relevant members of 

their organisation have clear understanding of reporting requirements and project expectations.  

Training should have involvement from DWP to highlight the importance of this aspect of the 

project.  
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6.7 Fit with current services and development of UC 

There was consensus across all interviews that the ‘My Work Journey’ project demonstrated, in its 

design at least, a very good fit with the requirements, and anticipated demands of, the UC roll out 

across Birmingham. Through the DLB clients could identify their barriers to getting back into 

employment, education or training in one place, and record how they were working to overcome 

these.  It was envisaged that the project could support the ‘Claimant Commitment’, central to the UC 

approach, by being used as evidence of job searches and development of a work plan. 

As will be shown in a case study of a client who took part in the project30, the budgeting tool within 

the DLB helped citizens understand what work, training and education would mean for them 

financially; this could assist citizens in the context of understanding the way in which universal credit 

works overall, and also reflect on some of the functions of the UC system; e.g. reasonable rate of 

withdrawal.  

The ‘My Work Journey Project’ also fits well with the ‘Claimant Commitment’ ethos of changing the 

claimant and adviser relationship, becoming more akin to a “coach athlete relationship”.  It is about 

empowering individuals to find employment, rather than advisers finding jobs for people.  Thus this 

evaluation has started to identify the necessity of this ‘coaching role’ – whether formally or 

informally.  Most partners who successfully delivered the DLB gave their citizens some sort of 

support. Where this was not available, anecdotal evidence suggests clients did not continue along 

their work journey into employment, education or training. 

Another example of how the 'My Work Journey' sits within the UC roll out can be seen through the 

Landlord Services partnership in this project. While signing-up tenants here, there was also 

opportunity to identify other needs of claimants, such as health issues and building self-confidence. 

As such, the My Work Journey made it possible to work with other services in order to address 

claimant's needs outside of housing, providing a joined-up support service. Working with 

Connections, as one example of this, aided the development of training and employment outcomes 

while integrating the help around housing. Front-line, direct in-person referrals from Landlord 

Services to other mechanisms of support elsewhere facilitate this process, as it helps ensure people 

are referred to the relevant source of support directly, rather than being expected to do it on their 

own.   

Although most partner agencies believed that delivering the Digital Log Book aligned well with their 

current services, the number of partners not achieving their agreed targets highlights that some 

were not able to grasp the cultural changes required for their staff to support wider client 

requirements.  One library manager said that they offer internet facilities and some support to 

access that, however, “when it comes to job searching, people are very much on their own.”  So, for 

staff at this particular library, this was asking them to deliver services they were not used to 

delivering.  If partner agencies are to take an increased role in delivering services for the City in the 

future, they will have to ensure their internal processes and staff are equipped to improve the 

employment prospects for their clients; in addition to their traditional role and function.       

                                                           
30 See section 7.3. 

Recommendation: Transform some of the face to face support elements from the project that 

worked into audio/ visual prompts to enable greater client self-sufficiency when using the tools. 
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7 Client Experience and case studies 

7.1 Client Awareness  

Four of the clients interviewed so far, who used (or are still using) the DLBs, first became aware of 

them through the service they were using. Two clients had heard about the digital log books through 

a local library, one client was told about it through the local job centre and the other had come 

across the project through the Disability Resource Centre.   

When recruiting interviews, we found many of the names provided as ‘current users of the DLB’ 

were unavailable to recall the project.31  Although this could be an issue to do with respondent’s 

reluctance to speak with local government, or the DWP, it could be due to the fact that they were 

confused by what the DLB offered and the terminology around how it was branded.  One library 

manager reflected that the publicity around the digital log books was too wordy and confusing for 

the target audience. They felt publicity materials needed to be snappier to create impact, and 

capture the public’s imagination. The library manager believed that not enough people were taking 

note of the advertising. 

 

7.2 Client’s expectations and use of the DLB 

Of the clients Databuild have interviewed to date, both said that they thought the log books could 

help with CV writing and finding employment. For example, one of the clients interviewed came 

across a poster in their local library and thought it could be a good way of creating a CV and 

searching for a job. When they approached the enquiry desk, the member of staff told the client 

how to sign up to it, but had no additional information beyond that. The client reflected: “I think that 

the library staff need some more support or training about the digital log books because they didn’t 

know much about it. They didn’t seem to know what they were doing or what the scheme was doing, 

so it was difficult for library staff to help me.”    

Two out of the four clients had used the digital log book, whereas the other two had limited 

experience of using it.  Of the latter two, one client said an advisor had shown them how to use the 

digital log book, while the other client was shown the log book but has not used it since. They also 

believe that it is aimed at those who know how to use computers. 

The two clients who had used the log books said that they liked the CV function as it was user 

friendly and it was automatically updated when they used the digital log book:  

“I have used CV functions on other websites (e.g. Indeed), but they are not user 

friendly. I was able to structure my CV so it looked more professional. Within a week 

or so, I managed to find a job – I think the CV function helped me in securing this 

job”.  

                                                           
31 Despite using a number of different prompts to help jog their memory. 

Recommendation:  Re-consider the ‘My Work Journey’, DLB, and SDRS brand and labelling.  For 

many of the intended audience these names, and the terminology and phrases they contain, are 

confusing.  Also, simplify some of the marketing literature into a format that is easily understood 

and distribute in a manner that is likely to be received by clients (e.g. posters, social media). 
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“The more I used the digital log book, my CV became populated. I have used CV 

tools on other websites, but the useful thing here was that the more I used the 

digital log book, my CV was automatically updated.”  However, the same client said 

this was a weakness of the CV tool: “Although this is a useful tool, it still needs 

work. For example, the CV creation tool forces you to use a set template, but from 

my experience now, it is obvious that there are multitudes of writing CVs”. 

One partner organisation that delivered the log books reported that their clients liked the budgeting 

tool: “I would say to clients that you can use it to help you plan your budget and how you spend your 

money, they were amazed really. It was so easy to use and so visual. I know that some of our deaf 

clients like that. They liked that it would show how much they were in credit/debit and the smiley 

faces - it was really clear and brilliant for our service users." 

 One of the case studies also saw the budgeting tool and ‘better off in work’ calculator as extremely 

useful: “The digital log book was a lot more than creating a CV and looking for jobs. I found the 

budgeting tool really useful. I’ve been signed up to the Universal Credit so it was useful for me to put 

a budget together – which I have not really done before. I could also print out my budget at the end 

to show to my various advisors. My only issue with the budgeting tool was it only allowed you to 

make a budget for three months rather than six months to a year.  I also used the better off in work 

calculator – I used this a few times because I was eligible for Universal Credit and I wanted to see 

what my position would be. It was very accurate and I could use this to help me budget and plan for 

future expenditure.”  

 

7.3 Clients using the SDRS system 

Only one client interviewed as part of the evaluation who went on to employment used the SDRS 

system. They used it to look for a training course, but had mixed views: “The website also had a 

support button function [SDRS] which takes you to various support organisations. I was looking at 

this page to find IT training courses that could help me back into work and wondered what was 

available. It was also an area that I wanted help with. I didn’t find this very useful though. I didn’t 

know what services or training were being offered by these agencies – I was somewhat confused.  I 

looked at it two or three times but then gave up on the whole thing”. 

Recommendation:  

Recommendation 1 - data on clients’ needs to be more detailed; e.g. telephone numbers, dates 

the clients accessed the digital log books, number of times and which service referred the client 

on to the digital log book. This would help when recruiting clients to provide feedback on the 

service. Many clients could not recall the digital log books despite prompting.  

Recommendation 2 – More intensive frontline management support and additional training 

could be given to staff delivering the workbook on how they convey the message of what digital 

log books are about. One client said they thought the log books are aimed at people who know 

how to use computers, and another reported that staff at the library did not know much 

information about the log books beyond the basic registering of new clients. 



‘My Work Journey’ Interim Evaluation Report 
Client Experience and case studies 
 

 

31 

Some clients had some concerns about how their information will be used (as discussed in section 

6.4). In one organisation, the employment coach said at times it became challenging with some 

clients because they knew the digital log books were to do with Birmingham City Council and were 

concerned how their details were going to be used.  The employment coach would reassure the 

concerned clients by saying: “it is your information and you can control what you share - but there is 

a lot of information that would not affect your benefit because the benefit does not come from the 

council”. This concern was also shared by clients of other partner organisations: “a lot of the clients 

that we support would be classed as vulnerable, and vulnerable people in the current climate are 

very suspicious of any project that has the involved of DWP or Birmingham City Council, so it has 

been a challenge to persuade people that this is a good thing”. 

 

7.4 Case studies 

7.4.1 Case Study 1 

“I was referred to the digital log book about two months ago [doesn’t recall who by]. I was told that 

the digital log book could help me structure my CV and I could apply for jobs quicker.  From what I 

was told, I thought that this would help me in my job searching. Before I signed up to the log book, I 

was applying for jobs, mainly security roles, through websites and through agencies – but it took a 

long time for anyone to get back to me.  

I accessed the digital log book at the library and at home. When I first signed up, I had a problem 

because I could not log on. It took a few days to get this sorted – after that it worked fine.  The log 

book is user friendly. I only used the CV function and job searching function. I have used CV functions 

on other websites (e.g. Indeed), but they are not user friendly. I was able to structure my CV so it 

looked more professional. Within a week or so, I managed to find a job – I think the CV function 

helped me in securing this job. I also liked the fact that the jobs were being advertised by employers 

rather than agencies.  

I think the digital log books are a good way of helping others to find jobs and it is useful to have 

alongside other ways of job searching”. 

7.4.2 Case Study 2 

“Before I signed up to the digital log books, I was in and out of work. I held different types of jobs – I 

have done temping, security work, retail and labouring. There was no consistency to my employment 

record.  

I attended a Job Club run at a local library. It was there I saw a poster advertising the digital log 

books. The poster said that the digital log books could offer help with digital skills, CV writing and 

searching for jobs. It also offered a surgery session on a Tuesday from 12-2pm. I thought that this 

Recommendation:  

Recommendation 1 - Rebrand digital log books so Birmingham City Council /DWP is not the 

focus. This might help with some of the issues that some partners have been facing.    

Recommendation 2 - There also needs to be a better referral mechanism put into place that is 

easier to use (client led), and which has a wider choice of agencies to refer to. 
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could help me with creating a CV and searching for a job, so I went to the enquiry desk to find out 

more information. The person at the enquiry desk told me how to sign up to it – however I wasn’t 

given a lot of information because I think the person at the counter wasn’t sure themselves on what 

the digital log book was.   

I signed up to the log book, but due to technical problems - I couldn’t log in and then I had to have my 

password reset - I started to use it two weeks after signing up. I used the log book at home as well as 

the library. 

The digital log book was a lot more than creating a CV and looking for jobs. I found the budgeting 

tool really useful. I’ve been signed up to the Universal Credit so it was useful for me to put a budget 

together – which I have not really done before. I could also print out my budget at the end to show to 

my various advisors. My only issue with the budgeting tool was it only allowed you to make a budget 

for three months rather than six months to a year.  I also used the better off in work calculator – I 

used this a few times because I was eligible for Universal Credit and I wanted to see what my position 

would be. It was very accurate and I could use this to help me budget and plan for future 

expenditure.  

The website also had a support button function [SDRS] which takes you to various support 

organisations. I was looking at this page to find IT training courses that could help me back into work 

and wondered what was available. It was also an area that I wanted help with. I didn’t find this very 

useful though. I didn’t know what services or training was being offered by these agencies – I was 

somewhat confused.  I looked at it two or three times but then gave up on the whole thing. Although 

the staff at the library helped me to sign up to the log book, I taught myself to use the log book 

through trial and error.  

I also used the CV creation tool. The more I used the digital log book, my CV became populated. I 

have used CV tools on other websites, but the useful thing here was that the more I used the digital 

log book, my CV was automatically updated.  The digital log book also made me aware of job 

websites that I wasn’t aware of before, e.g. jobsgopublic.com. I also used the digital log book as a 

way of recording my job searching activity for the Jobcentre. Initially the Jobcentre didn’t accept it as 

evidence, but by the third or fourth time they did. I found the log book as a good place to record my 

activities to show what I had been doing to find work as well as to support my claim.  

Through the digital log books, I’ve been exposed to different employment opportunities that I never 

knew about. Before I signed up to the log books, I was heavily reliant on agencies to get me into 

work, which could be hit and miss. After six to seven weeks of signing up to the log books, I became 

aware of a work placement opportunity after seeing a pop up message on the website. I would not 

have known about it had the message not come up. I managed to secure a work placement and then 

after successfully completing that, I am now on a training scheme with the same employer to 

sharpen my skills to work in data analytics. If I’m successful in the training scheme then I would be 

guaranteed a permanent role.  I would never have considered working in this area or applying for 

something like this. The digital log book definitely broadened by search criteria.  Had I not seen that 

message, I would not be here.  

The digital log book has been a helpful tool in getting me back into employment. It has helped to 

move in the right direction and allowed me to see where my strengths are and pursue a particular 

area.  It is a useful tool in finding a job. This is really important as jobcentre staff are not very helpful 
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in helping you to look for work, so you really have to find the tools to be able to push yourself into a 

job and I would say that the digital log book does that. It allowed me to think in a more constructive 

way than I was used to.  

Although this is a useful tool, it still needs work. For example, the CV creation tool forces you to use a 

set template, but from my experience now, it is obvious that there are multitudes of writing CVs. It 

also looks outdated. Additionally, I spotted typos, so I had to use a PDF converter to correct the 

spelling mistakes. It doesn’t look good if you send a CV with spelling mistakes.  

I also think that the library staff need some more support or training about the digital log books 

because they didn’t know much about it. They didn’t seem to know what they were doing or what the 

scheme was doing, so it was difficult for library staff to help me. Instead, someone from Birmingham 

City Council helped me by checking over my application. If it hadn’t been for them, I probably would 

not have got my interview and placement with my current employer.” 

  

Recommendation:  Great opportunity for clients to evidence their efforts to look for work while 

using the DLB and SDRS.  DWP need to agree sources of job searching activity with clients as part 

of their claimant commitment – as agreed with DWP as part of the pilot.  
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8 Conclusions 
Digital Birmingham’s ESF funded ‘My Work Journey’ project has delivered a number of significant 

benefits to the City, not least assisting almost 400 residents back in to education, employment, or 

training in some way. At this interim stage, it is beyond the scope of this evaluation to assess the 

extent to which the ‘My Work Journey’ and its component parts made a significant contribution to 

this process. For the small number of clients we spoke with, awareness of the DLB was low.  Further 

investigation is required to establish whether this is due to genuine lack of understanding about the 

‘My Work Journey’ project, or a reluctance to discuss employment matters with a research agency 

who could appear to be working on behalf of the Council or DWP. 

The project issued over 3,500 digital log books to residents across the city, using a variety of partner 

organisations.  The training and digital skills citizens would have developed through using this tool 

will undoubtedly help support them in the future, particularly as more services, both in the private 

and public sector, are directed online.  

It is, however, unfortunate that a number of factors resulted in a somewhat hurried bid 

development stage.  In hindsight, the bid outputs (based on the previous UC pilot when the Council 

was in total control of the delivery as partners were internal, and therefore deliverable within 12 

months) were perhaps too ambitious considering the project design, timescales available, and the 

inflexibility in having to meet the full ESF criteria given this project was developed and had to be 

delivered in the final year of the 2007-2013 ESF funding round32.   

For the ‘My Work Journey’ project there was insufficient time to build up the delivery skills and 

capacity of several key delivery partners, given the cultural shift required to a proactive, rather than 

reactive way of working with their clients.  Combining the early problems faced during the delivery 

of the project, such as recruitment, SLA definitions, IT design and a late start date, it is unsurprising 

that the original targets, as defined in the ESF application, have not been fully met within the shorter 

than usual delivery window.   Furthermore, the project outputs did not build in any recognition of 

the infrastructure improvements that partner organisations have benefited from due to the funding 

and development of the SDRS system. 

Development of the SDRS aspect of the project, in terms of agencies included, integration with the 

DLB, and client awareness mechanisms, could have been improved to increase its use and overall 

success within the project.   

The project did, nevertheless, successfully test two concepts for BCC: 1) that this type of project for 

the DWP could obtain ESF funding; and 2) that a diverse group of 3rd sector organisations and BCC 

could work together to develop a referral system for local residents.  Many of these partners 

(particularly those outside the GBAS partnership) noted the benefits these new links would play in 

their organisation and for the residents they serve.  There is evidence that some non-traditional 

citizen gateways can be re-purposed to improve employment rates, or prospects for improvement 

(alongside their usual business activities).   

In light of the roll-out of UC, now live in Birmingham from April 2015, and the subsequent 

development of Universal Support Delivered Locally (USDL) scheme to help clients when applying for 

Universal Credit, there is a potential opportunity for Birmingham City Council and 3rd sector 

                                                           
32 Current ESF/ERDF projects are now being ask for bids where the minimum duration in 3 years. 
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organisations to consider repurposing and enhancing the systems and processes developed in the 

‘My Work Journey’ project.  These could be used in the delivery of and expansion of aspects of USDL 

in Birmingham, such as Personal Budgeting Support, which is in its infancy being less than 5 months 

old. 

This report concludes with an action plan identifying ways to change both partner and client 

behaviours, attitudes, and to reduce future demand on non-traditional gateways by guiding citizens 

to access support that will assist them in entering and remaining in the workplace.  
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9 Action Plan 
Area of project Issue Recommendation 

Project Development and Design 
Under resourced bid 
development team 

Better use of BCC resources – although the bid was developed 
during incredibly challenging times for BCC, more efficient use of 
resources, time management and improved collaboration at this 
early stage could have saved significant time later in the project. 

Recruitment of the project team 
Delays in bid sign off and 

recruitment of the project team 

Streamline council procedures.  The project would have saved 
time if it had not been required to return to Cabinet for 
secondary approval; for a project that the Cabinet had already 
approved the bid application for. 

Although the recruitment strategy was council wide, the project 
possibly could have looked at internal secondments (especially 
as some of the subsequent team had experience developing the 
DLB), external secondments, or additional support during the 
initial few months to help the early delivery of the project. 

Project set-up 
Technical issues with the DLB and 

SDRS 

Better definition of IT requirement at an early stage and closer 
working with developers (again, likely to be a result of having no 
project team in place during the early stages of project delivery). 

Project Delivery 

Staff training 

On the whole, training was received positively by partners. They 
liked that the project team were flexible and provided additional 
training where needed. Digital Birmingham may wish to consider 
a reference tool (either available online or a hard copy) that 
outlines what delivery staff need to do in case they need a 
refresher or guidance when delivering the DLBs.   

Functionality 

It would be worth identifying as part of the claimant commitment 
customers level of digital inclusion. If they are currently not very 
digitally engaged they should be identified as requiring checks to 
ensure they are using their email as part of their job searching 
activity.  This may help to alleviate issues with password and use 
for other services such as signing up for a DLB or receiving 
referral information via the SDRS 

Longer development, with a pilot period, and more robust user 
testing would have resolved most of the issues.  Similarly, the 
issues regarding the integration of the SDRS and DLB should be 
have been fully agreed at the inception stage of the project.  
GBAS will need to review the value of the integration of the SDRS 
and the DLB to deliver a more client focused solution. 

To reduce client dependency on 3rd sector organisations GBAS 
should look at reviewing the SDRS, and consider the 
development of a ‘channel shift’ strategy to enable clients to self-
refer. 

Project Delivery Delivery of the DLB 

The main challenge is around identifying the correct level of 
requirement for each client, and then delivering the appropriate 
level of support.  Partners must ensure clients receive sufficient 
training on the use of the DLB, without it becoming too 
instructive or completing the DLB work for them.  Partners, who 
are also facing significant resourcing issues need to ensure log 
books are issued following a robust inception meeting that 
clearly identifies their needs.  Landlord Services method for 
issuing DLB offers a good template. 
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Timesheets and funding 

Better training of partner organisations to ensure all relevant 

members of their organisation have clear understanding of 

reporting requirements and project expectations.  Training 

should have involvement from DWP to highlight the importance 

of this aspect of the project.  

SDRS system 

To ensure that clients are directed to high quality support 
services, it is vital that organisations listed on the SDRS adhere to 
good quality standards. Linked to the recommendation in section 
4.6 the project timescales did not allow for the expansion of 
organisations on the SDRS beyond the partner organisations 
within the delivery timescales for this ESF project.  This was due 
to the need to determine appropriate quality standards across a 
broad range of services, and conduct the necessary due diligence 
of those activities prior to allowing new organisations to be listed 
on the SDRS and receive client referrals through the system.  
Going forward, and with more time available, a further mapping 
exercise to increase the number of suitable organisations on the 
SDRS should be carried out.  

Although GBAS currently monitors all client referrals made via 
the SDRS, there is potential to explore client self-referral, client 
satisfaction, service standards, quality assurance and complaints 
process as part of the managing the client experience and GBAS 
partner use of the SDRS. 

GBAS should continue to consult with key stakeholders to ensure 
that the SDRS aligns with the needs of citizens, as well as help to 
attract funds for the future development and management of 
the system. 

Client awareness, and 
understanding of the DLB and 

SDRS 

Re-consider the ‘My Work Journey’, DLB, and SDRS brand and 
labelling.  For many of the intended audience these names, and 
the terminology and phrases they contain, are confusing.  Also, 
simplify some of the marketing literature into a format that is 
easily understood, and distribute in a manner that is likely to be 
received by clients (e.g. posters, social media). 

Data on clients’ needs to be more detailed, e.g. telephone 
numbers, dates the clients accessed the digital log books, 
number of times and which service referred the client on to the 
digital log book. This would help when recruiting clients to 
provide feedback on the service. Many clients could not recall 
the digital log books despite prompting. 

Additional training could be given to staff delivering the 
workbook on how they convey the message of what digital 
workbooks are about. One client said they thought the log books 
are aimed at people who know how to use computers and 
another reported that staff at the library did not know much 
information about the log books beyond the basic registering of 
new clients. 

Linked to recommendation on client understanding, rebrand 
digital log books so Birmingham City Council /DWP is not the 
focus – might help with some of the issues that some partners 
have been facing. 

Also needs to be a better referral mechanism put into place – 
easier to use (client led), and a wider choice of agencies to refer 
to. 
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Link to UC and wider DWP policy 

Great opportunity for clients to evidence their efforts to look for 
work while using the DLB and SDRS.  DWP need to agree sources 
of job searching activity with clients as part of their claimant 
commitment – as agreed with DWP as part of the pilot. 

Project Evaluation 

Unable to identify clients 

Better infrastructure in place – recording of data, informing 
clients of possible evaluation requirements could have improved 
the response rates from clients. A further evaluation, focusing on 
clients could help identify what aspects of the project were most 
beneficial for individuals completing their work journey   

Future evaluations 

A recent report by the national audit office stressed the 
importance of evaluation and ensuring the robustness of 
evaluation. Future projects could protect additional budget to 
ensure that sufficient resource is available to complete a more 
robust assessment of projects. 
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10 Appendices 

10.1 Appendix 1 - Difficulties in recruiting Clients 

 Difficulty in recruiting clients using the DLB 

Databuild were provided with a list of clients (comprising email addresses) who had been referred to 

the digital log book, with the aim of speaking to 10 clients currently using the digital log book. Emails 

were sent to the clients introducing the evaluation with a request to arrange a time for a short 

telephone interview for them to provide their feedback on the digital log books. This approach was 

unsuccessful and Databuild approached Digital Birmingham for mobile telephone numbers of clients. 

Once Databuild had received the mobile numbers, calls were made to 30 telephone numbers, of 

which: 

 Three clients engaged with a very short telephone conversation about the digital log books – 

two of which have experience of the digital log book. 

 Six clients did not recall the service, even when prompted about the different features. 

 The remaining numbers were out of use or calls were not answered. 

To ensure we reach our target of 10 client interviews for the full report, Databuild have approached 

the partner organisations who are delivering the digital log books and have asked about interviewing 

their clients who are current users. Two potential leads have been established with partner 

organisations: 1) interviewing clients at a job club at a library, and 2) interviewing clients at another 

partner organisation33. 

 

 Difficulty in recruiting clients who are now in employment, education or training 

Databuild were provided contact details of four clients – all had email addresses, but only two 

mobile numbers were provided. No information on where the clients accessed the digital log books 

or dates of participation were provided at this stage.  

Emails were sent to all four clients. This was followed up with telephone calls. One client was unable 

to recall the digital log book. This information was relayed back to Digital Birmingham.  To resolve 

this problem, Digital Birmingham approached two clients and arranged appointments on Databuild’s 

behalf.  To complete our final target number of interviews (three) we will continue to work with the 

project team.  

                                                           
33 To be discussed with Digital Birmingham, as the second option bears the additional cost of an interpreter 
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10.2 Appendix 2 -   List of delivery agencies 

Agency Partner 

Acocks Green Library Community Libraries 

Action for Blind People GBAS 

Age UK GBAS 

Best Third Sector Network BEST 

BID Services GBAS 

Birchfield Library Community Libraries 

Birmingham Adult Education A&C 

Birmingham Citizens Advice Bureau GBAS 
Birmingham City Council Central, North, South, West and 
East – Letting Suites Landlord Services 

Birmingham City Council Housing Landlord Services 

Birmingham City Council HR Birmingham City Council HR 

Birmingham Rathbone GBAS 

Birmingham Settlement GBAS 

Birmingham Tribunal Unit GBAS 

BITA Pathways GBAS 

Citysave34 Citysave 

Disability Resource Centre GBAS 

Druids Heath Library Community Libraries 

DWP Employment Outreach DWP 

East Birmingham Community Forum BEST 

Erdington Library Community Libraries 

Handsworth Community Libraries 

Kennedy Scott Kennedy Scott 

Kings Heath Library Community Libraries 

Mere Green Library Community Libraries 

Midland Mencap GBAS 

Momentum Skills GBAS 

Muath Trust BEST 

Northfield Library Community Libraries 

Shard End Library Community Libraries 

Shelter GBAS 

Small Heath Library Community Libraries 

South Yardley Library Community Libraries 

Sparkhill Library Community Libraries 

Sutton Coldfield Library Community Libraries 

The Pump The Pump 

Think Families Think Families 

West Midlands Fire Service WMFS 
Willmott Dixon Willmott Dixon 

 

                                                           
34 Citysave opted out of the project but have been shown as they were part of the original bid. 
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10.3 Additional analysis of project data 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Age Total 

16-25 805 

26-35 992 

36-45 845 

46-55 609 

56-65 284 

66-75 27 

76-85 8 

Grand Total 3570 

 

 

Agency that has issued the DLB Total Number of 
Digital Logbooks 
Issued by Agency 

Completed 
Work Journey 
Tally 

Acocks Green Library 73 2 

Best Third Sector Network 3  

BID Services 26  

Birchfield Library 103 1 

Birmingham Citizens Advice Bureau 24 16 

Birmingham City Council Central West 75 27 

Birmingham City Council East 598 221 

Birmingham City Council Housing  585 30 

Birmingham City Council North 176 14 

Birmingham City Council South 88 10 

BITA Pathways 289 19 

Citysave 1  

Disability Resource Centre 428 3 

Druids Heath Library 97 1 

East Birmingham Community Forum 513 11 

Erdington Library 9  

Handsworth 69 1 

Kennedy Scott 1 1 

Kings Heath Library 60 1 

Mere Green Library 6  

Muath Trust 58 2 

Northfield Library 62  

Shard End Library 16  

Shelter 31  

Small Heath Library 76 1 

South Yardley Library 1  

Sparkhill Library 51 1 

Sutton Coldfield Library 13 1 

The Pump 53 18 

Grand Total 3585 381 
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Agency that has issued the DLB Male Female 

Acocks Green Library 30 40 

Action for Blind People 0 0 

Age UK 0 0 

Best Third Sector Network 0 2 

BID Services 7 16 

Birchfield Library 40 57 

Birmingham Adult Education 0 0 

Birmingham Citizens Advice Bureau 6 13 

Birmingham City Council Central West 35 24 

Birmingham City Council East 223 142 

Birmingham City Council HR 0 0 

Birmingham City Council North 34 16 

Birmingham City Council South 43 17 

Birmingham Rathbone 0 0 

Birmingham Settlement 0 0 

Birmingham Tribunal Unit 0 0 

BITA Pathways 142 71 

Disability Resource Centre 170 196 

Druids Heath Library 33 60 

DWP Employment Outreach 0 0 

East Birmingham Community Forum 171 209 

Erdington Library 1 8 

Handsworth 20 47 

Kennedy Scott 0 0 

Kings Heath Library 19 41 

Mere Green Library 2 4 

Midland Mencap 0 0 

Momentum Skills 0 0 

Muath Trust 16 24 

Northfield Library 19 42 

Shard End Library 8 7 

Shelter 1 9 

Small Heath Library 30 40 

South Yardley Library 0 1 

Sparkhill Library 15 34 

Sutton Coldfield Library 6 7 

The Pump 14 31 

Think Families 0 0 

West Midlands Fire Service 0 0 

Willmott Dixon 2 4 

Total 1220 1315 
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Ethnicity Total 

African 285 

Albanian/Kosovan Bosnian 4 

Any other Asian background 57 

Any other background 124 

Any other mixed background 30 

Any other white background 118 

Asian and Black 3 

Bangladeshi 109 

British 1530 

Caribbean 203 

Chinese Vietnamese 7 

Gypsy/Roma 1 

Indian 90 

Iraqi Afghani 23 

Irish 30 

Kashmiri 18 

Kurdish Iranian 21 

Pakistani 481 

Rather not answer 145 

Somalian 94 

White and Asian 19 

White and Black African 22 

White and Black Caribbean 92 

Grand Total 3585 
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10.4 Appendix 4 – Comparison projects 

Where 
Programme 

Name Time Period Description Partners Funding Body    

Participant 
Engagement Outcomes / Impact 

Bradford Routes in Work 
(Get Bradford 
Working) 

Original 
contracts: 
2012-2014 
2nd Phase: 
2014-2016 

Eight contract packages largely 
aimed at giving bespoke support 
to hardest to reach groups into 
employment: people with 
disabilities, learning difficulties, 
mental ill-health or drug and 
alcohol misuse; ethnic 
minorities; long term 
unemployed and graduates. 

Other local authorities, 
JCP, employers, training 
providers, housing 
associations, voluntary 
and community 
organisations 

Original 
commissioned 
contracts - £1.4m 
from Bradford 
Council, £175,000 
from JCP flexible 
support grant 
funding. 
2nd Phase - £1.4m 
council funding 

£1.4m (1st Phase) 
£1.4m (2nd 
Phase) 

£175,000 from 
JCP flexible 
Support grant 
funding.  

£2.8m 
Council 
£175,000 
External 

1233 390 participants are 
supported into 
employment; 218 
participants sustain work 
at 13 weeks 

Surrey Leader's Ready 
for Work Scheme 

2013-2016 Re-engagement of young people 
in years 12-14 to reduce NEET 
Source work experience 
placements and paid job 
opportunities for NEET young 
people, including 'Employability' 
for young people with special 
needs and disabilities. 
Programme of work aimed at 
increasing take up and 
availability of apprenticeship 
opportunities. 

Colleges, training 
providers, youth service, 
employers and employer 
organisations, including 
Federation of Small 
Businesses and 
Chambers of Commerce 

Local Authority 
funds £750,000 
annually from 
2013/14 
 
 

£750,000 annual 
2013/2014.  

 2013/14 = 
£1.5m 
Council 

829 Reduction in NEET young 
people from 993 in April 
2013 to 453 in July 2014: 
a reduction of 54% 
140 young people moving 
from NEET to engagement 
in 2013-14. 
Including 80 into 
apprenticeships 
Estimated cost per 
outcome = £1,380 

Southampton Offender Skills 
and Employment 

 Support offenders from custody 
and probation with advice and 
guidance, skills, placements and 
employment to reduce re-
offending 

Prisons, probation, 
police, training and 
education providers, 
employers, Skills 
Funding Agency, 
JCP/DWP 

£654,000 per year 
from a range of 
sources, including 
European Social 
Fund and the 
Offender Learning 
and Skills Council 
Service 

 £654,000 range 
of sources 

£654,000 Scheme 1 = 
221 
Scheme 2 = 
202 
Scheme 3 = 
57 

24% progression to 
employment 
Estimated cost per 
outcome = £5,736 
62% reduction in re-
offending evidenced by 
police data. 
Cost saving to Treasury 
estimated at least £24m 
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Bury Backing Young 
Bury/Connecting 

Sept. 2012- 
Sept. 2014 

Planned journey to employment 
for long term unemployed 18 – 
24 who are among the furthest 
removed from employment, 
with multiple barriers hindering 
their job and life chances. 

Work Programme 
providers, JCP, Sport 
England, colleges, 
Troubled Families, 
careers service, health 
service, voluntary and 
community 
organisations 

Local Authority 
funds, externally 
sourced, of £70,000 
Draw down of GM 
Commitment Jobs 
with Training grant 
(£1,500) and DWP 
Youth Contract 
(£2,275) to recycle 
for future cohorts 
Access to Sportivate 
(Sport England) 
funding; Help 
yourself to Health 
funding, Traineeship 
funding and support 
work in kind from 
other agencies. 

£70,000 Local 
Authority 

£1,500 Training 
Grant from GM 
Commitment Jobs 
£2,275 DWP 
Youth Contract 
 
Access to 
Sportivate 
funding 
Help yourself to 
Health Funding 
Traineeship 
funding / support 
work in kind 
other agencies 

£70,000 
Local 
Authority 
£2,775 
External + 
other 
funding 
sources 

38 38 young people engaged 
between September 2012 
and February 2014, 32 
progressing to jobs with 
training and 24 employed 
beyond 6 months 
Estimated cost per 
outcome = £5,146 

Liverpool Streets Ahead 
Plus. Finding 
employment for 
lone parents 

Oct. 2010 - 
March 2011 

Engage 100 lone parents and 
secure employment for 20. 

JCP, housing 
associations, police, 
training providers, 
employers, voluntary 
and community 
organisations 

£65,000 from the 
Department for 
Communities and 
Local Government 
customer led 
transformation 
programme, with 
additional funding 
of £33,000 from 
partners 

£65,000 
Department for 
Communities and 
Local 
Government 

£33,000 partners £65,000 
DCLG 
£33,000 
partners 

57 The original target for the 
project was to engage 
with 100 residents and 
secure employment for 
20. By the end of the 
project in March 2011, 80 
had been engaged, nine 
had started full-time 
employment and one had 
increased her hours. In 
subsequent months a 
further six entered 
employment 
Estimated cost per job 
outcome = £4,630 

Cornwall Cornwall Works 
Hub 

2008 - 
ongoing  

Part of Inclusion Cornwall, 
established to co-ordinate the 
wide range of activity taking 
place in Cornwall and the Isles 
of Scilly to reduce worklessness 
and raise employment rates. 

Cornwall Council 
,JCP/DWP, ESF, training 
providers, colleges, 
employers, health 
service, careers service, 
business start up 
services and any other 
support service that can 
assist people, directly or 
indirectly, to move into 
work or progress in 
work. 

Local Authority 
Funds, European 
Social Fund 
Technical Assistance 

LAC ESF Technical 
Assistance 

  10,000 people supported 
through the Cornwall 
Works Hub with 
information, advice and 
signposting to 
appropriate services 
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11 Glossary 
 BCC – Birmingham City Council 

 DLB – Digital Log Book 

 DWP – Department for Work and Pensions 

 ESF – European Social Fund 

 GBAS – Gateway to Birmingham Advice Services 

 LGA – Local Government Authority 

 SDRS – Service Delivery and Referral System 

 WMFS – West Midlands Fire Service 

 UC – Universal Credit 
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