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Executive Summary 

Executive Summary 
 
Sixteen mentoring and post-employment support pilots were introduced under the New Deal Next 
Phase (NDNP) in October 2001 and February 2002. The five forms of mentoring tested were: 
 

Counselling • 
• 
• 
• 
• 

Vocational 
Co-ordinator 
Peer 
Family 

 
All pilots also tested Post-Employment Support (PES) for customers in their first 13 weeks of 
employment. 
 
This report presents the findings from an evaluation of the pilots. Information for the report was 
gathered through interviews, data analysis, an e-survey and three case study visits to pilot areas.  
 
Key findings 
The throughput within the pilot mentoring areas was very low across the board, and less than 
anticipated. Management Information (MI) did not clearly distinguished between the Mentoring Pilots 
and mainstream provision, making data analysis problematic. However, Counselling Mentoring and 
Vocational Mentoring appear to have consistently achieved the highest throughput of the pilot types. 
PES providers experienced distinct problems and had a very low throughput. Quantitative outcome 
and impact data were not available for the evaluation.  
 
Low referrals and starts for the majority of the mentoring pilot areas can be attributed to: 
 

• lack of Personal Adviser (PA) and customer confidence in the pilot mentoring forms; and  
• the mentoring types being insufficiently distinct from each other and from mainstream 

mentoring. 
 
Where referrals and starts were higher this can be attributed to: 
 

• Personal Adviser and customer confidence in the professional or expert nature of the 
mentoring type; and 

• the type of mentoring on offer having a clear definition which made it distinct from 
mainstream mentoring services.  

 
Providers were pro-active in trying to boost referrals and starts through working with PAs. Referral 
routes such as Gateway to Work programmes and training and placement provider referrals became 
the main source of mentoring customers in some pilot areas.  Despite this, conversion to starts 
remained low for Co-ordinator, Peer and Family Mentoring.  
 
Customer barriers to being mentored also played a big part in the low level of referrals and starts.  
Customer openness to mentoring depended on a number of factors including: 
 

• their understanding of what mentoring entailed; 
• length of unemployment and levels of benefit dependency; and 
• openness to engage in mentoring.  
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Providers also noted that not all referrals were appropriate. Many customers had practical needs 
including:  
 

• housing problems;  
• financial and debt problems;  
• poor personal appearance and presentation; and  
• lack of exposure to working life.  

 
Some providers suggested these were not most appropriately met through mentoring, and could be 
met more effectively through referral to other advice agencies, or mainstream mentoring. 
 
Where the mentoring pilots had higher numbers of referrals, it was because they provided a flexible 
service and PAs were able to select the most appropriate method of mentoring to suit the individual’s 
background, attitudes and behaviour.  
 
 
Counselling Mentoring 
Counselling mentoring had a relatively high number of starts. This form of mentoring had a 
professional character, with qualified counsellors and therapists delivering the service. The expertise 
of the mentors was an important marketing point for this provision.  A barrier to referral and take-up 
was the perception of counselling as ‘middle class’.  
 
Counselling Mentoring provided an avenue of referral for customers with the most challenging 
cognitive and behavioural issues. Counselling Mentoring was used to deal with these issues directly or 
to speed up referral to other specialist agencies. Counsellor Mentors also provided support to PAs in 
dealing with difficult clients.  
 
Counselling Mentoring was more open ended and longer-term than other forms of mentoring, offering 
more opportunities for problem resolution. 
 
 
Vocational Mentoring 
Vocational Mentoring also had a relatively high level of referrals and take up. The popularity of this 
form of mentoring can be attributed to the distinct purpose of vocational mentoring. Vocational 
interests were used as the basis for matching mentor and mentee, and this was a selling point for 
advisers, customers and potential mentors.  
 
The service was viewed as tailored, professional and relevant by PAs and customers. Customers 
benefited from vocational mentoring through gaining an insight into a career path and gaining 
practical advice about jobs and work. In some pilot areas, Vocational Mentoring was being used as a 
pre-cursor to more general mentoring. 
 
 
Co-ordinator Mentoring 
The distinction between mainstream and Co-ordinator Mentoring was particularly hard to determine. 
Co-ordinator Mentoring was reported to have had success in challenging benefit dependency and 
established patterns of customer behaviour towards PAs and job search. Some pilots used Co-
ordinator Mentoring to develop training and support to prepare customers to benefit from mainstream 
mentoring provision.  
 
 
Peer Mentoring 
Peer Mentoring had a very low take up. Providers used the Gateway to Work programmes to promote 
the service. Both PAs and providers found it hard to point to the specificity of this provision over 
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other forms of mentoring. Providers were very active in working with District Offices and PAs to try 
boost recruitment to this form of mentoring but it remained unpopular. Where customers had issues in 
common, providers believed it was a more practical option to provide group training.  Recruiting peer 
mentors was reported to be a problem in some areas. Providers were ambiguous about the value of 
ethnic matching in mentoring relationships.  
 
 
Family Mentoring 
Providers found it challenging to market this service to advisers and customers, and throughput was 
very low. The issues that led to this included: lack of evidence to support the effectiveness of this 
form of mentoring; lack of experience on the part of providers in providing this service; and practical 
difficulties in arranging Family Mentoring. 
 
 
Post-Employment Support 
Recruitment and referral was a fundamental problem for PES pilots. Some providers abandoned the 
PES elements of provision altogether.  
 
PES recruitment faced barriers such as: 
 

• difficulties in engaging employers; 
• customer fear of being ‘singled out’ at work; and  
• practical difficulties in arranging the service. 

 
Customers’ desire to sign off benefits and ‘move on’ was central to the lack of referrals, although 
procedural difficulties were also a factor. Effective recruitment occurred only when providers 
intercepted customers before they signed-off. There were also positive reports of PES style 
employment support being provided as an informal continuation of other Mentoring Pilots.  
 
 
Conclusions 
Recruitment proved a fundamental issue across all the pilots. Counselling Mentoring and Vocational 
Mentoring were the preferred options with both customers and PAs. Use of specialist mentors, in 
Counselling Mentoring or Vocational Mentoring, was effective in persuading both advisers and 
customers of the value of provision.  Despite this, some pilot areas transferred lessons from the pilots 
to mainstream provision, and so added value in provision for hard-to-reach groups. These included: 
 

matching processes for mentees and type of mentoring service; • 
• 
• 
• 

mentor training; 
marketing strategies; and  
in-depth mentoring methods, including counselling. 
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Introduction 

1.0 Introduction  
 
 
1.1 Background  
 
New Deal mentoring is an independent service that can be accessed by New Deal participants at any 
time during the New Deal Gateway. Young customers in New Deal 18-24 are referred to see the 
mentoring co-ordinator at around week eight of the Gateway. Mentoring was introduced into New 
Deal to help those people who need additional independent support to that offered by their New Deal 
PA. There is a mentoring provider in each Jobcentre Plus District who has a network of trained 
volunteer mentors ready to be matched with potential customers. 
 
The Mentoring Pilots were developed in order to meet customers needs which were not being met by 
mainstream mentoring, or to provide alternative methods of resolving barriers to employment.  
 
Sixteen Mentoring and PES pilots were introduced between October 2001 and February 2002.  
 
Five forms of mentoring were piloted across the 16 areas as follows:  
 
1. Counsellors as mentors, for customers with ‘chaotic’ lifestyles; 
2. Vocational mentors, which matched customers to mentors already working in customers’ 

preferred vocational area;  
3. Mentoring Co-ordinators, for customers who were ‘harder to help’, such as those lacking 

confidence and/or motivation, or with attitude problems; 
4. Peer Mentoring using New Deal graduates, where customers were matched with someone from 

the same minority ethnic group; and 
5. Family Mentoring, which used mentors to engage families in supporting individual family 

members in the New Deal process – for individuals who come from families where no one is 
working.  

 
All 16 pilot areas tested PES, which aimed to use mentoring to support customers during their first 13 
weeks of employment.  
 
Mentoring and PES were being delivered by a mixture of private, voluntary, national and local 
organisations. Most of these organisations broadly specialised in delivering training or preparation for 
employment. A few were experienced in mentoring for particular client groups, such as ex-offenders 
and their families, with an employment focus to their support. In almost all cases, the organisations 
had previous experience of delivering mentoring support as part of the New Deal or other initiatives. 
In fewer cases, organisations had experience of providing PES as part of employability initiatives. 
This meant that most of the providers were familiar with delivering mentoring, and were able to ‘hit 
the ground running’.  
 
 
1.2 Research phases 
 
The Department for Work and Pensions (DWP) first commissioned ECOTEC Research and 
Consulting to carry out a research study to assess the pilot mentoring provision’s effectiveness in 
2002.  
 
The research was initially planned to have two phases, carried out over 2002 and 2003. The first phase 
was carried out during summer 2002. For a variety of reasons, the second phase of the research was 
delayed, and was carried out during February and March 2004. DWP has asked ECOTEC to carry out 
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a final assessment of the Mentoring and PES approach, prior to the completion of the pilots in March 
2004.  
 
 
1.2.1 First phase  
 
The first phase of the research aimed to explore: 
 

whether existing mentoring within New Deal could be developed and strengthened through the 
pilot approach;  

• 

• 

• 

• 
• 
• 

whether the take-up of mentoring by New Deal participants had been increased in the pilot areas; 
and  
whether the pilots were assisting ‘hard to help’ customers to access and sustain employment.  

 
The first phase involved interviews with Jobcentre Plus staff and Mentoring Co-ordinators in the pilot 
areas, and a review of the pilots’ bid documents and Management Information (MI) data on mentoring 
and PES referrals and starts. 
 
 
1.2.2 Second phase  
 
During the second phase, the initial research questions were revisited. The focus of the work was on 
collecting information from the 16 pilot areas regarding what worked and why in relation to the pilots.  
The focus, therefore, was on areas that demonstrated or illustrated good practice in some form.  
 
The second phase was planned around the following activities:  

a survey of providers; 
case study interviews with three providers; and 
a seminar/ focus group for providers and key stakeholders. 

 
An e-survey was distributed to all 16 of the pilot providers. Where no response was elicited, follow-up 
emails / calls and phone interviews were used to boost the response rate. Thirteen providers responded 
to the survey.  These providers were: 
 
Counsellor Family Vocational Peer Co-ordinator 
Barnsley and 
Rotherham 

Borders Brighton Leeds Knowsley 

Bristol and South 
Gloucestershire 

North West 
Wales 

Greater 
Nottingham (and 
PES) 

Manchester Lanarkshire 

Black Country   Thames Gateway Teeside 
 
 
The survey was used to identify areas which appeared to demonstrate good practice. In order to 
explore this, the survey asked for information on the following areas of delivery: 
 

starts and throughput; • 
• 
• 

engagement of hard-to-reach groups; and 
additionality and transferable lessons from pilot to mainstream provision. 

 
A full list of the questions asked in the survey can be found in Annex A. 
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From this initial e-survey / phone interview, three pilot areas were chosen as case studies. The case 
study areas were selected in consultation with DWP. These were Brighton, the Black Country and 
Barnsley and Rotherham. The case studies focused on Vocational and Counselling Mentoring as these 
were the most successful in terms of throughput and outcomes. 
 
The case studies focussed on in-depth interviews with those actually delivering and receiving the 
provision, namely: 
 

Pilot co-ordinators • 
• 
• 

• 
• 
• 
• 
• 

Mentors 
Mentees 

 
This enabled the case studies to explore delivery from the point of view of the key stakeholders and 
gain an in-depth view of: 
 

how the pilots worked in practice; 
what materials were in use within pilot areas; 
what type of customers were coming through the pilot process; 
the type of issues the mentees needed support with; and 
the impact of mentoring provision on customers. 

 
The full topic guides for these interviews can be found in Annexes B and C. 
 
It was not possible to take forward the good-practice seminar planned for phase 2 due to a low 
response rate from providers. Instead, a greater amount of time was devoted to the case studies.  
 
This report focuses on the findings from both phases of the research.   
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Findings from Phases One and Two 
 

2.0 Findings from phases one and two 
 
 
2.1 Introduction 
 
This section reviews some of the general issues which arose across the pilot areas, and were not 
specific to one of the types of mentoring.  The following issues are discussed in this section: 
 

background to the pilots; • 
• 
• 
• 
• 
• 
• 
• 
• 
• 

throughput and MI data; 
referral routes; 
issues affecting referrals; 
issues affecting take up;  
referrals and take up of PES; 
appropriateness of referrals; 
hard-to-help customers; 
establishing relationships between mentor and mentee; and 
added value over mainstream provision. 

 
 
2.2 Throughput and MI data 
 
The recording of starts, throughput, and completion of mentoring in MI returns was initially flagged 
up as an area of concern in the first phase of the research.  A key issue was that providers which 
delivered both mainstream and pilot mentoring approaches were not sufficiently differentiating 
between pilot and mainstream referrals and provision. 
 
The lack of distinction between mainstream mentoring and the pilots was evident again in the second 
phase of the research.  In the e-survey, providers were asked to estimate how many mentees had been 
through the pilot mentoring scheme and PES. Responses ranged from under 5 to over 1000 - in the 
latter case providers were clearly including figures from mainstream delivery along with pilot 
numbers.  It has, therefore, not been possible to refer to the MI data to verify returns provided by pilots 
during the research or to conduct quantitative analysis on this data. 
 
However, it appears that Counselling Mentoring achieved the greatest throughput of all the Mentoring 
Pilots by far. Vocational Mentoring also achieved, and in many cases exceeded, monthly targets 
agreed in the contract for each pilot area.  The figures for Co-ordinator Mentoring Pilots were 
relatively high, although it is clear that these figures include large numbers of mainstream referrals. 
Numbers of mentees for Family and Peer Mentoring were very low for the entire delivery period, 
including one area, which showed less than five customers over the whole span of the piloting period.  
 
In the majority of cases, PES numbers were low due to poor conversion rates at the point where 
customers signed-off. There were cases where the same providers achieved relatively high throughput 
on the mentoring pilot but the techniques used were ineffective with their PES provision. Some 
providers had abandoned the PES pilot to focus on other, more accepted, forms of mentoring 
provision.  
 
In the majority of pilot areas, throughput onto mainstream mentoring was low before the pilots were 
introduced. Those areas where performance was already good seemed to maintain this level of 
performance. However, the boundaries between pilot and mainstream mentoring in these areas 
appeared to be blurred, and to understand the ways in which the pilot approach built upon the 
mainstream mentoring, these would have had to be more clearly distinguished.  
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With the exception of Vocational Mentoring, customers for mentoring were hard to help and were 
some distance from labour-market participation. Pilot mentoring provided additional support to a 
client group mainly comprising of young men aged between 18 and 24, who were perceived to be 
‘hard to help’.  
 
A number of providers indicated that they were collecting monitoring data on soft outcomes for 
customers. They considered that this type of data was particularly helpful for showing the impact of 
mentoring on customers where hard outcomes such as jobs or training placements were not being 
achieved. 
 
 
2.3 Referral routes 
 
There were two referral routes through which potential mentees could be signed up for mentoring with 
a provider. PAs could refer directly to the Mentoring Pilots, or referrals could come through the 
Gateway to Work, where most providers delivered presentations on mentoring approaches and signed 
customers directly.  
 
Pilot providers explored a number of paths to increase referral rates from PAs, including: 
 

providing marketing literature for PAs and customers; • 
• 

• 
• 
• 

• 

• 

• 
• 

• 

regular contact with PAs to remind them of the services available and the benefits mentoring could  
provide; 
awareness raising sessions for PAs; 
inviting PAs to visit the pilot provider; and 
providing newsletters and good practice case studies to PAs. 

 
Some areas reported that this approach had led to some success, but a number of providers reported 
the following issues affecting their referral rate: 
 

staff turnover of PAs meant that referrals were affected by the lack of knowledge of new PAs 
about mentoring pilots and PES; 
PAs lack of conviction that mentoring in general, and the pilots in particular, could offer a 
significantly improved opportunity to find work; 
lack of previous experience and knowledge of PAs about mentoring and what it could offer; 
the client’s relationship with their PA, and the degree to which the client felt they could trust a 
recommendation from a PA; and  
client experience of previous Jobcentre Plus interventions, and their perceptions of the extent to 
which this was perceived as worthwhile. 

 
In some areas, a continually low take-up of mentoring meant less effort was expended by providers in 
raising PAs awareness of mentoring.  In some cases, providers had abandoned elements of the pilots, 
feeling that the effort which would be required outweighed the potential for ‘payback’ via recruitment. 
 
The Gateway to Work proved the most effective and reliable alternative to PA referrals. In some cases, 
100 per cent of referrals to providers were via Gateway to Work rather than PAs. By making a direct 
contact with the potential client, providers bypassed PAs, and marketed the provision directly to the 
customers.  Marketing mentoring via the Gateway was most popular with the providers which were 
contracted to deliver both mainstream and pilot mentoring, which could be marketed simultaneously.  
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2.4 Issues affecting referrals 
 
In the first phase, there was a strong feeling among Jobcentre Plus staff and providers that mentoring 
was a helpful addition to services for customers. Jobcentre Plus staff said that PAs were relieved to be 
able to pass customers on to someone who could dedicate time and intensive support to hard-to-help 
customers. Jobcentre Plus staff believed that the independent nature of the mentor, as someone 
separate from the Jobcentre Plus environment and ethos, was important to customers.  However, this 
did not convert to high numbers of referrals or starts in most areas.  
 
Providers suggested that where referrals had been higher, i.e. to Counsellor and Vocational Mentoring, 
this could be attributed to the perceived professionalism, expertise and experience of the mentors in 
their fields. Both these forms of mentoring relied on individuals with a degree of expertise and 
experience in their field, be it counselling or a vocational specialism. PAs and customers were 
reported to have a conviction that interventions from professionals were more likely to be effective.  
 
The issue of definition of the various mentoring types was also important for the referral process. 
Counsellor and Vocational Mentoring appeared to have a clearer purpose and parameters, making it 
easier for PAs to refer to mentoring with confidence in the type of intervention which would be made.  
Peer, Family and Co-ordinator Mentoring were less clearly defined forms of intervention, and so 
harder to market to customers, and appeared not to add value over and above mainstream mentoring. 
 
These issues were affecting the referral process from the PAs, and were being tackled in different 
ways across the pilot areas.  
 
Providers viewed marketing to PAs as important, so that they would understand and appreciate the 
aims of mentoring and explain the provision to customers. This was particularly the case for PES, as 
PAs are also responsible for completing the necessary documentation to refer customers to the PES 
pilots once they obtain employment. 
 
Direct marketing by providers at Gateway to Work ‘opt out’ sessions was the main means of 
promoting mentoring to potential customers. 
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2.5 Issues affecting take-up 
 
There were several issues highlighted regarding the referral process, which included: 
 
• poor understanding of what mentoring could offer; 
• a lack of conviction in the efficacy of some types of pilot mentoring.  
 
Customers preferred to discuss the mentoring option on a one-to-one basis. Key to this process was the 
dismissal of myths about counselling and mentoring, making it relevant to the customer’s situation, 
providing positive examples and success stories, and discussing how and why it might be of benefit. 
Where customers had a long history of signing, it was also considered important to prepare customers 
for the transition from adviser to mentor support, to break the dependency culture and encourage 
independence. 
 
A challenge facing all providers was the fact that the provision was funded by Jobcentre Plus since 
this led to customers doubting the independent confidential nature of the mentoring. The providers 
attempted to counteract this perception by presenting the mentoring service as a discreet and 
independent service.  A number of providers opted to always deliver mentoring sessions away from 
Jobcentre Plus premises. (Although in these cases, providers faced the barrier that customers were 
often reluctant to leave the familiar Jobcentre Plus environment, and this led, in some cases, to 
resistance or lack of ‘buying into’ the process.) 
 
Take up of Counselling and Vocational Mentoring was reported to be higher because customers 
recognised that these forms of intervention were clearly distinct from those of the PAs. 
 
Across the pilots, previous experience and knowledge of mentoring and/ or counselling was identified 
by providers as one of the main determinants of the ease with which they engaged customers in 
mentoring. Providers perceived that resistance to mentoring was related to the cultural background of 
the customer, such as benefit history, religion, geography or family tradition. Providers reported these 
customers were too proud or suspicious to accept any form of support.  This included: older males in 
areas where there was a very male dominated culture; industrial areas which lacked a history of 
interventions of this kind; long-term unemployed or serially unemployed people; and those who 
preferred to seek support within their own religious group. Providers reported that these factors had a 
direct effect on referral rates, especially conversions to starts and completion.  
 
 
2.6 Referral and take up of PES 
 
Difficulties with recruitment to PES were distinct to this type of intervention. The only route of 
referral to PES was via PAs making an offer of PES mentoring when customers found employment 
and signed-off benefits. Providers stated that PAs struggled to market this option, and customers’ 
responses were usually negative. Providers believed this was because customers wanted to move away 
from any links with Jobcentre Plus, and so the offer of ongoing provision had negative connotations. 
Other obstacles included: the perceived potential for difficulties with a new employer, should time out 
for appointments be requested; being singled out from other employees; and a desire to be self-reliant 
having moved off benefits.  
 
In addition, PAs themselves were reported to place a low priority on ongoing support for customers, 
and that once they were signed off, the role of the Jobcentre Plus staff was viewed as being finished. 
PAs who actively marketed other forms of mentoring were not found to be promoting PES in the same 
way. Also, providers reported some process complications, with referrals taking too long to be 
effective.  
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Most referrals and take-up of PES occurred where providers already had access to the customers while 
they were still with their adviser. Numbers were increased where customers were taking part in 
Gateway to Work. The reasons were three fold:  
 

PES could be marketed throughout the training course;  • 
• 
• 

• 
• 
• 
• 

• 
• 
• 

customers may have already received mentoring or heard reports of mentoring from peers; and  
providers knew in advance if customers were going for interviews or been successful in their job 
search and could target recruits.  

 
One of the pilots found that where vocational or mainstream mentors continued to provide mentoring 
on an informal basis e.g. by telephone or one meeting a month following transition into employment, 
this was effective. The provider considered that this worked because there was an existing relationship 
to build upon, and the support was discreet as colleagues/employers would not necessarily know about 
the arrangement. 
 
 
2.7 Appropriateness of referrals 
 
There were some common issues which customers consistently asked for support with from mentors, 
but were considered to be outside the remit of mentoring by many providers. In these cases, customers 
were sign-posted to alternative provision. These included practical issues such as: 
 

personal finances including debt; 
practical issues of housing and benefit entitlements; 
personal appearance and dress codes; and  
issues related to lack of exposure to working life including lack of routine and not ‘fitting in’.  

 
These issues were found to affect employability and progression, but a number of providers identified 
that the most common practical issues could be addressed through a general training course on 
personal finances, which could run alongside the mentoring provision. This allowed the mentoring 
provision to be directed towards more specific personal development issues. 
 
 
2.8 Referrals of hard-to-help customers 
 
Providers which were using volunteer mentor counsellors felt that some issues proved too difficult or 
entrenched for volunteer mentors to work through with the client. In these cases, mentors needed to 
refer customers on to other mentors or specialist agencies.  
 
Where customers were ‘hard-to-help’, such as people who were continuously re-entering the benefits 
system, were very long-term benefit claimants, or deemed ‘unemployable’, longer term, professional 
interventions from trained counsellors were required. This indicates that there was an issue with the 
appropriateness of general mentoring for customers with specific issues and barriers. 
 
 
2.9 Establishing relationships between mentor and mentee 
 
Matching mentor and mentee was reported to work most effectively where both individuals felt that 
they were involved in the process. Ways in which this was achieved included: 
 

sharing a CV or profile for mentor and mentee; 
exchanging key information prior to the first meeting; 
highlighting common ground prior to the meeting; 

 9  



Mentoring and Post-Employment Support  
 

agreeing meeting details in conjunction with both parties; and • 
• 

• 
• 
• 
• 

matching styles of working and communication. 
 
The mentor and mentee dictated the content of the mentoring meetings. Having an overall structure to 
the meetings was considered beneficial, for example, using mentoring agreements, goal setting, 
agreeing boundaries and having an opt-out option were all considered important. 
 
 
2.10 Added value over mainstream mentoring 
 
Mentoring Pilots were able to cultivate customer-centric provision through a more rigorous matching 
process for mentors and mentees, where a more tailored approach to specific types of client need was 
available. This led to a review of the processes used within mainstream mentoring in the pilot areas 
including: 
 

matching processes for mentees and type of mentoring service; 
mentor training; 
marketing strategies; and  
in-depth mentoring methods, including counselling. 

 
The development of the pilots meant that there was a fallback option of a more in-depth and tailored 
service when it was needed. The customers all had very different backgrounds, attitudes and barriers. 
Having options for the type of support available meant a pilot could be selected which was accessible 
to the individual and was able to tackle their specific issues. 
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3.0 Mentoring by pilot type 
 
 
3.1 Introduction 
 
This section covers details gathered on the various forms of mentoring intervention through the first 
and second phases of research. Issues considered in relation to mentoring types vary, depending on the 
key issues which were raised in the survey. In addition, more information was available on 
Counselling and Vocational Mentoring because of the higher levels of throughput, and these types of 
mentoring are covered in more detail.  
 
 
3.2 Counselling Mentoring 
 
 
3.2.1 Characteristics of clients 
 
Counselling Mentoring provided a one-to-one service for customers with emotional, attitudinal and 
behavioural issues. A diverse range of customers had been referred to Counsellor Mentoring. Clients 
referred to Counsellor Mentoring often had problems with confidence, which affected their ability to 
move into work. Customers receiving this form of mentoring could have chaotic lifestyles (housing, 
mental health, substance issues) and were considered hard-to-reach in terms of standard Jobcentre Plus 
provision. Clients tended to have other personal barriers to work, including debt, low levels of basic 
skills, family-related problems, and aggressive behaviour. However, customers for Counsellor 
Mentoring also included graduates who did not know what their options were. 
 
 
3.2.2 Referral and take up 
 
The take-up of Counsellor Mentoring was initially very high in one of the three areas piloting this 
approach, and lower in the other two.  
 
Providers reported that Counselling Mentoring held considerable weight with PAs and customers due 
to the recognition of mentors’ expertise. PAs and customers had confidence in this kind of 
intervention, viewing it as a professional service. This was cited as the main reason for the continuous 
flow of referrals.  
 
Fear of counselling and misconception that it is ‘middle class’ was highlighted as one of the key 
barriers to greater numbers of referrals. PAs and providers needed to be pro-active in breaking down 
this myth to encourage participation from hard-to-reach customers.  
 
 
3.2.3 Meeting client needs 
 
The Counselling Mentoring relationships had the freedom to be open-ended and explore issues in-
depth until resolution was achieved. PAs recognised that mainstream provision was often unsuitable, 
inaccessible or not tailored to support this client group. 
 
Counselling training was a crucial element of the service’s ability to respond to customers’ needs. For  
example, to recognise personality disorders, cognitive impairments and mental health disorders, be 
they organic or triggered by substance abuse. There was a consensus that Counselling mentors needed 
to be qualified or in the process of qualifying. Where volunteers were used, the mentors were 
supervised and supported by the organisation co-ordinating the pilot.  
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In addition, PAs often relied on providers of Counselling Mentoring for advice and guidance on how 
to handle these specific groups on a day-to-day basis. 
 
Personal Advisers said that they noticed significant improvements in their customers as a result of the 
mentoring process. In comparison, providers referred to mainstream mentoring as quite ‘surface level’, 
leading to more entrenched barriers to client progress and remaining unresolved. 
 
Given the high level of support needs, Counsellor Mentoring customers tended to maintain the 
mentoring relationship over a longer period of time than the other forms of mentoring. The duration of 
the mentoring relationship was generally client led, but could last for months rather than weeks. The 
open-endedness of provision was identified as the core of how and why Counselling Mentoring was 
effective with hard-to-reach customers. The customer could dictate the time span and pace. This meant 
fundamental support needs could be disclosed and addressed one-by-one until they were resolved. 
Providers believed that Counselling Mentoring identified and, therefore, tackled, more fundamental 
barriers and issues for customers, resulting in greater potential for resolution and progression. 
 
 
3.2.4 Mentor/mentee matching 
 
Recruitment of Counsellors for these pilots has included a mutually beneficial arrangement set up 
within one pilot area using a local university which provided counselling degrees: the pilot benefited 
from using ‘nearly qualified’ volunteers; and the Counsellors gained volunteer hours and free 
supervision. The positive relationship meant there was no shortage of Counsellors to deliver the pilot. 
This helped the pilot to maintain a good level of responsiveness to customers throughout delivery.  In 
other areas, professional therapists were recruited specifically for the pilot. 
 
 
3.2.5 Additionality 
 
In terms of added-value, Counselling Mentoring helped people who were considered unemployable in 
the past. It often served to speed up access to specialist services, such as rehabilitation, drug and 
mental health teams. Combining counselling with specialist interventions to address the basal issues 
affecting the individual’s ability to engage with support provision proved effective. Cross-referral to 
specialist agencies was fundamental to the effectiveness of this intervention. Customers often accepted 
the need for referral from a Counsellor mentor, where they declined advice from an adviser or training 
provider. 
 
 
3.3 Vocational Mentoring  
 
Vocational Mentoring matched mentor and mentee using the customer’s chosen vocational path as the 
selection criteria. This form of mentoring was developed mainly as a short-term intervention for the 
more job-ready customers. The purpose was to provide an insight into the vocational area, information 
about options within that field, training recommendations and advice on local employers. 
 
 
3.3.1 Referral and take up 
 
Jobcentre Plus staff found Vocational Mentoring was easy to ‘sell’ because it could be related to 
customers’ job interests, although there was a view that customers taking up this option had limited or 
no personal barriers to work. By definition, Vocational Mentoring customers had to be job-ready. In 
this sense, they were less ‘needy’ than other customers.  This may account for the higher level of 
throughput for this type of mentoring. 
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