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The Work Programme: One Year On LETTER FROM OUR MANAGING DIRECTOR

G4S HAVE ALREADY SUPPORTED OV
9,000 PEOPLE INTO JOBS THROUGH

THE WORK PROGRAMME. SEETRCNCS

WELCOME TO THE FIRST ANNUAL REVIEW
OF G4S'S WORK PROGRAMME.

In April 2011, G4S were awarded three  The Work Programme represents the
‘Work Programme’ contracts by the most signi cant shift in support for £
Department for Work and Pensions. unemployed people since the introduction £
G4S delivers the Work Programme in:  of the New Deals. Through delivering _ gt

Kent S ds T e s ago there was no G4S Work Programme. Today we havehese dif cult economic times.

Sl Al L . I_S Slljlg o Llol e_ = S helped over 9,000 people into jobs with the vast majority

Greater Manchester, Cheshire objective of helping workless individuals of people still in employment. When | joined G4S we set out a vision for

and Warrington into lasting employment, we aim to change transforming the way that services for unemployed

North East Yorkshire and the lives of hundreds of thousands of There is no doubt that we are facing a much more people were delivered, managed and coordinated.

. o dif cult economy than we were expecting. Supporting
The Humber people and their families. ‘

It has been a challenging and successful year. 12 month&4S are demonstrating that we can succeed, even in

long-term unemployed people to nd decent, sustainableVe have made an excellent start in delivering on

jobs is harder than it has previously been. Performance-that vision in partnership with our network of

driven, individually-tailored support for those furthest  specialist local Job Brokers drawn from the voluntary,
from the labour market has never been more important. public and private sectors.

o

-
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KEY ACHIEVEMENTS

Key Achievements

£3.6
Million

The amount of

up-front money
G4S has invested
in voluntary sector
partners in our
supply chain

‘Good’

THE RATING THAT G4S
ACHIEVED ON THE ‘MERLIN

STANDARD’, REFLECTING
OUR COMMITMENT TO
SUPPORTING A HIGH-
PERFORMING AND
SUSTAINABLE SUPPLY CHAI

The Work Programme: One Year On

The estimated
annualised savings
G4S has already
generated for

the taxpayer by
helping long-term
unemployed people

into work
and off bene ts

5,001

The number of
employers G4S has
supported to employ
a Work Programme
participant.
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SUPPORTING OUR CUSTOMERS

Supporting
our Customers

TO SUPPORT LONG-TERM
UNEMPLOYED PEOPLE INTO
SUSTAINABLE JOBS.

Our services are tailored to meet the speci ¢ needs of
each and every individual who is referred to us.

m All G4S Work Programme Customers have a dedicated
Advisor who supports their journey to employment

m All G4S Work Programme Customers jointly produce a
tailored Action Plan with their Advisor

m All G4S Work Programme Customers are offered a
bespoke range of support to meet their individual needs

m All G4S Work Programme Customers are supported
to develop a realistic Job Goal that matches their skills
and aspirations

m Every G4S Work Programme Customer who enters
employment receives support to ensure they are able
to stay in work

G4S is committed to ensuring that all our Customers are
satis ed with the service that they receive whilst on the
Work Programme.

We have a formal Complaints Procedure for the minority
of Customers who are unhappy with the service they
receive. Our latest gures show that to date we have
received 81 complaints — less than 0.01% of all the
Customers we have worked with over the past year.

Of the 81 complaints made, 76 have been resolved by G4S,

and none of the ve complaints that have been passed to
the Independent Case Examiner have been upheld.

The Work Programme: One Year On

—

G4S WELFARE TO WORK EXISTS

s

ASHLEY HEATON WITH NATALIE MORRIS,
HIS ADVISOR AT WIGAN COUNCIL

Ashley, 21, was unemployed for 12 months before
coming onto the Work Programme in Greater
Manchester. Ashley’s Advisors at Wigan Council
helped build his con dence and self-esteem and

identi ed a role that matched his skills and ambitions

at Victoria Foods, a local food manufacturing company.

Ashley received extensive coaching prior to the
interview and support with lling out the application
form. Shortly after the interview, Ashley was offered an
Apprenticeship at Victoria Foods, which he accepted.
He is enjoying the personal and nancial bene ts of
being in work, including renting his own at and buying
acar.

He is working towards an NVQ Level 2 Food Industry
Skills quali cation and is excited about progressing into
a supervisory position in the future. Ashley’s Advisors
continue to keep in contact with both him and Victoria
Foods to provide on-going support.

The Work Programme: One Year On

FRONT: JENNY MAXWELL OF MINSTER CLEANIN

(LEFT) AND TRINA PLAXTON (RIGHT); BACK:
PPDG'S LAURA STEPHENSON AND ROB WARNER

Trina Plaxton had tried several times to get back to work
after battling depression and alcohol addiction whilst
bringing up her two children. Now, thanks to PPDG — a
G4S supply chain partner in Yorkshire and Humber — and
Trina’s determined efforts, the hard work has paid off.

Local rm Minster Cleaning Services hired Trina as a

cleaning operator. Trina said: “After all those years out
of work | suffered a massive loss of con dence. PPDG
helped me with a motivational course to boost my self-
esteem and helped me brush up my CV and interview

SUPPORTING OUR CUSTOMERS

JERMAINE (LEFT) WITH HIS NEW BOSS

After moving to Bognor Regis last year, Jermaine found
it dif cult to nd any work until he joined the G4S
Work Programme.

He desperately wanted to work in the youth arena and

was keen to use his past experiences to bene t other young
people. Jermaine joined the Work Programme with RBLI, a
G4S Supply Chain Partner in the South East. He discussed
with his Advisor the dif culties of nding immediate
employment in the youth eld due to his criminal record.

techniques. This gave me all the help that | needed. | am Together, they decided to look for alternative jobs in the

delighted, as | feel I've got control of my life and things
are really looking up for my family.”

Minster Cleaning Services were happy with Tina from
the moment they met her. Richard Holdich of Minster
Cleaning Services said: “We're grateful that PPDG has
found someone of Trina’s calibre to come and work for
us. She has tted in extremely well and has proved a
popular member of the team.”

NEXT STEPS FOR G4S:

short term whilst continuing to work on his long term goal.
After attending an interview in December, Jermaine was
offered a post as a Sales Agent and started immediately.
Through RBLI, Jermaine also achieved a place with the
Prince’s Trust Youth Offender Mentoring Project, which
uses ex-offenders as role models to help those in youth
custody. This project offers the opportunity for Jermaine
to gain training and quali cations in his preferred eld.
Jermaine feels that the help he received has inspired him to
continue pursuing a career in youth work whilst developing
work skills and a good employment history. Jermaine’s job
has made a huge difference to his con dence, motivation
and independence.

= We will introduce a formal Customer Satisfaction survey = We will run three Customer Focus Groups during the

later this year to provide all Customers with the chance

next year to identify how we can further improve our

to offer positive and negative feedback. It will also allow us service for particular priority groups including younger

to track the satisfaction of Customers by region, payment

Customers and those with a health condition.

groups and demographic groups as well as providing us with
data to analyse changes to Customer satisfaction over time.

www.g4swelfaretowork.com
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SUPPORTING OUR SUPPLY CHAIN

Supporting our
Supply Chain

The Work Programme: One Year On

m Since joining our Work Programme supply chain,

Pinnacle People have become one of our top-performing

subcontractors in Kent, Surrey and Sussex.

m Cheshire Training Associates and Work Solutions have

G4S OPERATE A 100%
SUBCONTRACTED DELIVERY
MODEL FOR THE WORK
PROGRAMME. FRONTLINE
SERVICES ARE PROVIDED BY
21 ‘JOB BROKERS’ SPREAD
ACROSS OUR THREE
CONTRACT PACKAGE AREAS.

Job Brokers are drawn from the voluntary, public and
private sectors, and they range from large national
organisations to small local providers. Each Job Broker
is supported by a dedicated G4S Supply Chain Manager
who works with them to drive their performance,

share best practice and provide advice and guidance.
Our relationship with our subcontractors is vital in
ensuring that we support as many Customers into

work as possible.

G4S set out to nd the best subcontractors in each
region to deliver the Work Programme. We have
been impressed with the way that our partners have
delivered services to Customers. G4S has recently
been awarded a ‘Good’ grade by MERLIN - evidence
of our commitment to supporting our supply chain.

performed well in their delivery areas in the North West

and have been given extra Customer referrals as a result.
This re ects our strategy of giving more Customers to

higher-performing supply chain partners as the Work
Programme progresses.

= We remain committed to developing the voluntary
sector in our supply chain. Newhaven Community

Development Association (NCDA) is our top-
performing subcontractor in the South East. We have
recently welcomed another voluntary sector provider

— Shaw Trust — into our supply chain, to support our

delivery in Yorkshire and Humber.

Work
Solutions

“Our experience has been of a genuine
partner able to add value through thei
supply chain management expertise,

committed to quality, challenging us td
surpass our best but recognising and
rewarding our achievements.”

Jerry Stokes, Chief Executive of Work Solutions

We conduct an anonymous survey each year to collect g \we have continued to support our subcontractors

the views of our supply chain. The results of this survey,
as well as examples that show how we work with our
supply chain, are shown throughout this section.

NEXT STEPS FOR G4S:

m We have taken on board the feedback
about our systems and will overhaul them

through building their capacity. For example, Pertemps
People Development Group (PPDG) began as one of our
subcontractors in North East Yorkshire and the Humber,
and they now also operate as a Work Programme
subcontractor in the South East and as a ‘Family Support
Broker’ for our European Social Fund contract to support
families with multiple problems in the North West.

m We will design and deliver a comprehensive IT training
package for our Job Brokers. This will ensure that all

to increase both reliability and functionality. subcontractors receive the advice and support that

This will be complete by January 2013.

they need. This will be delivered by Quarter 4, 2012.

www.g4swelfaretowork.com
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m We have launched a Job Broker Reward Scheme to
recognise the outstanding efforts of the top performing
Advisors in our Job Brokers. Each month, Job Brokers
nominate Advisors who have performed extremely
well, or who have gone beyond their normal day-to-day
activities, to help Customers nd sustainable jobs.

The scheme, which offers prizes, has proved very popul

with both Advisors and Operations Managers.

m To ensure that we can deliver support to all of our
Customers, we have a truly diverse supply chain. In
the North West we work with DEAF (Deaf Education
Advocacy Fellowship) who deliver a specialist job
brokerage service for D/deaf customers. Despite the
barriers their customers face, DEAF are performing on
a level with our top-performing Job Brokers in moving
their customers into work.

m Our anonymous supply chain survey produced some
encouraging comments about how we manage our
supply chain. For example, Job Brokers reported that
G4S were “transparent” and “open”. In addition, our
focus on improving performance in placing Customers
into sustainable jobs was highlighted by our supply chai
as a key strength of G4S.

Although the majority of feedback from our supply chain
survey was positive, the survey also showed some areas
for improvement:

m Several members of our supply chain reported that they
wanted greater reliability and functionality in our system

and reporting functions.

m Some subcontractors felt the training for our
IT system could have been more comprehensive.

m 82% of our supply chain said that they were not currentl
aware of G4S's long-term strategies with regards to our
supply chain and wider operations.

m Our long-term strategies are clearly articulated at
central and regional levels but it is clear that our plans
have not always Itered down to our supply chain
partners. G4S will bring the senior managers from our
Job Brokers together in Quarter 4, 2012, and bi-annuall
thereafter, to brief them on our plans going forward.

www.g4swelfaretowork.com

SUPPORTING OUR SUPPLY CHAIN

90% of our supply chain view

the relationship with their Supply
Chain Manager as “effective”

92 %of our supply chain
said that they “would consider
working with G4S again on
future projects”

93%00f our supply chain said
that our original application proces
gave them enough opportunity

to demonstrate their skills

and expertise

83%of enquiries and queries
from our supply chain are
responded to within ve days

80%of our supply chain
reported that they use the

opportunities that G4S provide
to share best practice with other
supply chain partners




SUPPORTING EMPLOYERS

The Work Programme: One Year On

Supporting Employers

EMPLOYERS ARE AT THE
HEART OF THE G4S WORK
PROGRAMME. IN OUR FIRST
YEAR OF OPERATIONS, WE
HAVE ALREADY SUPPORTED

m Our Employer Liaison Manager in the North West has

developed an ‘Employer Engagement Strategy Group’
that meets monthly to develop the ‘employer offer’

and nd operational solutions based on partnerships
throughout the supply chain. This complements

the ‘best practice’ sharing forums that we hold for
Employer Engagement teams in all our contract areas.

OVER 5,500 BUSINESSES TO TAKE

= We try to innovate in the way that G4S and our supply

ON A NEW MEMBER OF STAFF.

G4S knows that employers want motivated, skilled
recruits who will add to their bottom line. Through
our Work Programme operations we are successfully

chain identify and Il employer vacancies. In December
2011, G4S announced an innovative ‘Shared Vacancy’
pilot scheme in North East Yorkshire and The Humber.
Under the pilot, Job Brokers work in partnership to
identify suitable vacancies for Customers. If a Job

working with thousands of businesses, matching the rightBroker is unable to Il a particular vacancy within three
candidates to their vacancies. Below are some examples days, the scheme requires them to share the vacancy

of how we have been working with employers over the
past 12 months:

= We have delivered over 30 ‘Olympic Roadshows’ to
give our Customers access to the jobs available at the
2012 Olympic Games in London. The roles offered
have included Security Of cers, Duty Managers,
Command Centre Group Leaders, Search Team
Leaders and Response Team Leaders.

m G4S drives local employer engagement throughout o

supply chain, including developing and delivering sector*

speci ¢ pre-employment training. For example, in the

with other Job Brokers. This has been designed to
promote cooperation between Job Brokers, delivering
a better service for Customers without undermining
competitiveness between our subcontractors.

“The Wage Incentive has encouraged
me to give a chance to a young person,

which | would have not otherwise done’.’

Hallett's Convenience Store, Cleethorpes

South East we have developed training in sectors sucVe have made progress in many aspects of employer
as warehousing, call centres and health and social carengagement. There are some areas where we have

at the request of local employers.

identi ed a need for improvement:

m As part of our * In Work Support’, we regularly contact® Many employers are still unaware of the Work

employers as well as Customers in order to provide
support in the early stages of employment. G4S
uses two specialist subcontractors to deliver in-work

support to our Customers: Renovo and Pathways CIC.

Programme in the regions where we operate.
This means that we are potentially missing out on
opportunities to place Customers into suitable jobs.

The services that these specialist partners offer include Our employer engagement has often focused on
career coaching, training courses and crisis interventionmedium-sized and large employers. While we will

= We have actively been promoting and implementing
the new ‘Wage Incentive’ offered by the Government
to encourage employers to employ young people aged

maintain and build these relationships, we will also focus

on increasing the number of vacancies we receive from
small and micro-businesses.

18-24. 80% of the employers accessing the scheme = Although we collect employer feedback on an informal

through G4S are new contacts for us. In addition,

we are pleased that 53% of the employers that have
recruited young people using the Wage Incentive are
Small and Medium-sized Enterprises (SMES).

basis, we have not yet established a formal method of
employers telling us what services they would like from
us and our supply chain.

The Work Programme: One Year On

g
‘ ’ insplre? independence
& better /alace to be

In January 2012, Inspire 2 Independence held
a day-long ‘Jobs Fair’ at its Manchester of ce.
This was the rst of its 2012 Job Fairs, which
are being held on a quarterly basis. Employers
and their representatives held face-to-face
screenings and interviews, and offered advice
The companies in attendance were recruiting f
a total of 216 vacancies in the Manchester Areg

“Support for the event was fantastic,
we had 344 Customers in attendance ¢
14 representatives from local business
across a whole variety of sectors.”

Richard Green, i2i Centre Manager

Customer Feedback:

“The day was a great help and it would &
great to have more events like this.”

“It was great to see employers face-to-fa

Employer feedback:

“The event was extremely well organisec
the staff were friendly and very helpful.”

Manchester College

“Well organised and really enjoyable -
a great way to recruit staff.”

NSL Services Salford

NEXT STEPS FOR G4S:

m We will design a targeted marketing m A key part of our new strategy
will be contacting small and micro-  employers to be in place by Quarter
businesses either directly or
through relevant employer groups.
We will consult our Job Brokers on  Programme, the number and type of
existing strategies and share best  vacancies that they are likely to geners
practice between our contract
package areas.

strategy for reaching employers
who do not yet engage with the

Work Programme, to be in place by
Quarter 4, 2012. This strategy will
be designed with the support of our
subcontractors and local Jobcentre
Plus colleagues.

www.g4swelfaretowork.com
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David Keogh and Thomas Burton,

newly recruited Wage Incentive employees

“Thank you for all of your help so far. Wi
think this is a brilliant scheme and a ma
part of this is being able to employ peog
who have been overlooked in the past.”

Teresa Parker, HR and Compliance Manager,
BG Insurance

K
\)/ ey

housing trust

“We were delighted to work with G4S re(
in being able to target new apprenticesh
opportunities available within the Trust's
gsupply chain. This meant that within 4 w¢
of contacting G4S unemployed resident
our estates were starting these opportu

which made it a win:win for both of us. T
combined with the on-going support for ¢
residents, gives us every con dence the
sustain employment.”

lan Gregg, Parkway Green Housing Trust

= We will launch an annual survey of

3, 2012. This survey will cover their
level of engagement with the Work

over the next 12 months and their
preference for how and when G4S and
our supply chain contacts them.
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Working with
Stakeholders

THE SUCCESS OF OUR WORK
PROGRAMME OPERATIONS
RELIES ON THE SUPPORT
AND INPUT OF A NETWORK
OF LOCAL AND NATIONAL
STAKEHOLDERS.

Our stakeholders include Jobcentre Plus (JCP), DWP,
local authorities, Local Economic Partnerships (LEPs)
and many others. We know that it is only through
positive and dynamic local engagement with these
stakeholders that we can deliver real and lasting change
to the individuals and communities that we serve. Below | 50 mleli Sl Eleiiliplen WE T e sion e il =l
is a set of examples that show how, and where, we have | ##2lE 20kt

engaged with local stakeholders:

m We work closely with politicians and senior of cials in m Local authorities are important stakeholders in the
DWP to shape and inform Work Programme policy. delivery of employment programmes. We work to
Rt. Hon Chris Grayling MP, the Minister for Employment,  align our operations with new and existing provision for
has made a number of visits to our operations to see the  disadvantaged people in each local area. For example,
G4S Work Programme rst-hand. we have been working with Manchester City Council as
part of their ‘Community Budgets’ pilots. Our aim is to
m G4S and our Job Brokers liaise regularly with JCP in help them progress the Community Budgets for Phase 2,

all the areas where we deliver the Work Programme. in which they will support 1,000 people to access family
Good working relationships with colleagues at JCP services in North Manchester.

can help us provide a better service for Customers.

We attend Communications Meetings, deliver m G4S have built strong relationships with prisons and probation
presentations and workshops to frontline Advisors, trusts around the country. One example of this is our work
communicate frequently with District Managers and with HMP Maidstone. Offenders became eligible to join the
co-locate our Job Brokers’ staff in some jobcentres. Work Programme on the rst day of their release in March

We have also arranged for JCP Advisors and our Job 2012, G4S have set up a partnership with the Resettlement
Brokers’ Advisors to shadow each other to learn more  1eam at HMP Maidstone to provide a seamless service
about each other’s respective roles. to prison leavers. This has included visits to the prison to
promote the Work Programme and the services that are
available to offenders when they leave prison. We also
attended the prison’s Resettlement Open Day in April 2012.
In addition, G4S recently took part in the ‘Offender Prison
Council’ focus group.

= We produce a monthly newsletter for all the
stakeholders in our Work Programme areas as
a means of promoting the pro le of the Work
Programme as well as sharing ‘good news stories’
and best practice.

The Work Programme: One Year On

Kentt§'
County _
Council J

“I have found G4S to be very
supportive and helpful in their approac
to our new employment programme,
being honest and transparent in their
communications between their
sub-contractors and my team to ensur
successful delivery of our programme.’

David Knox, Kent County Council

NHS

Tameside and Glossop

“We have worked together with G4S to
develop training for staff on health issue
are at an early phase of developing a tr
approach around access to mental hea
services. Getting people into work is a f
health priority so working collaborativel
support this programme is important fo
health and wellbeing of local people.”

Elaine Michel, NHS Tameside

NEXT STEPS FOR G4S:

m To develop a working relationship withm Ensure our Stakeholder Engagementm Produce an Annual Stakeholder

WORKING WITH STAKEHOLDERS

@asttoCAPITAL

local enterprise partnership

“l am delighted to have G4S on our
Coast to Capital Forum. Their involve
helps the Board and my team to link lo
services together and ensures that we
remain focused on our key aims of hel
the local economy grow and boosting
employment opportunities for people
of all ages.”

Ron Crank, Director of Coast to Capital LEP

Depariment for
Work and Pensions

“G4S have demonstrated a real commitme
ndo partnership working with Jobcentre Plus
This together with their strong emphasis o

performance achievement and the very evi

jcunderstanding of the importance of moving
people from welfare to work from their seni
management team, is good news for the
Customers that they serve.”

Stuart Grif ths, JCP District Manager,
North East Yorkshire and Humber

every Prison and Probation Trustin  Strategy is updated annually to re ect Survey to collate the views of local

our three contract package areasto  the changing delivery landscape. delivery partners and ensure the neeg

ensure joined-up support for all ex-
offenders on our Work Programme.

www.g4swelfaretowork.com

of all our customers are being met.
To be in place by Quarter 4, 2012.
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Economic Context

EMPLOYMENT

Inthe rst few months of 2011 M3

unemployment showed a slight fall /\
The macroeconomic environment in the UK remains challenging. to just over 2.4 million, butin June 5,
Conditions have become more dif cult since the Work Programme P TS S S /
. . g rapid ascent, fuelled by the stalled
was orlglnally conceived. economy to a peak of almost 2.7 35— =
million. This number has fallen back S /

slightly in the rst half of 2012 to
reach approximately 2.6 million.

THE WORK PROGRAMME IS

23 <

HELPING THOUSANDS OF \ Du Jm fb Hr Nr My hn M hg S O Nov Dac fm Fb Mx Ao My jn
umber of unemployed people -
PEOPLE INTO SUSTAINABLE millions (Labour Force Sur\/ey) Greyline ; before Wark frog ced Rediine : afier Werk Programme commenced
EMPLOYMENT.
IN CHALLENGING ECONOMIC
TIMES IT IS EVEN MORE VACANCIES
IMPORTANT TO PROVIDE 5ot -
The number of unemployed people -
TAILORED, EFFECTIVE SUPPOR per vacancy in the economy has 35 |
TO THOSE FURTHEST FROM increased over the past year from . /\
THE LABOUR MARKET. 5.2105.7. ! /f \
170 .
. | / ____..VM
a0
440
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Total vacancies in the UK AR o
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GROWTH G4S PERFORMANCE

The latest GDP gures show that 2% Despite the challenging economic
the UK has technically entered 1 | backdrop, the G4S Work
another recession (often referred o Programme is helping thousands
to as a ‘double-dip’ recession of people into sustainable
following the negative growth in o employment. Our performance
2008), although the extent and ST since June 2011 has been
longevity of this new downturn om # i ﬁ ﬁ accelerating and we will continue
are hard to predict. o ] L ; | — [ e s this trend throughout this year
e Qlmie o ﬁ Qi @ Q3 ._Ql’_ and beyond.
4% | |

=

|
M Number of people helped
Groy bars : before Werk Prograrmme commeneed Ried bars : after Work Pragramme commenced into work
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Economic growth (% change
in GDP on previous quarter)




G4S DELIVERS THE WORK PROGRAMME IN PARTNERSHIP WITH:

"4
‘ ’ insplre?independence
& better /alace to be

G4S Welfare to Work Please send comments and queries to:
Southside g4sworkprogramme @ uk.g4s.com
105 Victoria Street . . -
For more information, visit:
London

www.g4swelfaretowork.com
SWIE 6QT e



