
Chapter 11 – Building Effective Working Relationships 

Introduction – Building effective working 
relationships 
 1. Work Coach Team Leaders, Disability Employment Adviser Leaders and Jobcentre 
Customer Service Managers are responsible for: 

 building and promoting strong working relationships and encouraging close working 
across the whole jobcentre to support delivery of a personalised claimant focused service;  

 supporting your teams in networking activities with colleagues and external providers; 
and 

 building effective relationships with key employers to understand their requirements 
and promoting Jobcentre Plus services. 

Work Coach Team Leader roles and responsibilities 
2. In addition to those responsibilities listed above, Work Coach Team Leaders are also 
responsible for: 

 liaising closely with Third Party Team Managers and, in the case of claimants with a 
health condition or disability, Disability Employment Adviser Leaders, to make best use of 
the budget to buy in the additional help they require to increase off flows 

 taking responsibility for providing feedback to the Third Party Provision Team and 
Disability Employment Adviser Leaders on any process or quality issues to ensure 
opportunities meet the needs of the claimant 

 ensuring labour market services provided by partner and external organisations are 
utilised appropriately to maximise off flows and value for money 

 ensuring that referrals to a Decision Maker, the Fraud Investigation Service or a 
Customer Compliance Officer are made where appropriate 

 building effective internal working relationships that enable claimants to be progressed 
forward 

Disability Employment Adviser Leader roles and 
responsibilities 

3. In addition to those responsibilities listed above, Disability Employment Adviser Leaders 
must: 

 build and maintain effective, strategic relationships with DWP colleagues and partners 
(internal and external), to improve their ability to support claimants with health issues and 
disabilities move towards, into and to remain in work 

 build and maintain their own capability and that of their team of Disability Employment 
Advisers (DEA) 

 support the DEA team to develop DWP colleagues’ skills to work effectively with 
claimants and understand the interaction between individuals, their health and disability, and 
employment 

 understand how DWP strategic priorities drive the business and how they link with 
work that is happening in the local community 

 work with the local Senior Leadership Team (SLT), the Work Psychologists, Employer 
and Partnership Team and other internal stakeholders, as well as external partners to drive 
the disability employment agenda. This includes supporting teams to influence employer 
beliefs and attitudes and negotiate employment opportunities for claimants 

 where required by District plans, identify outreach opportunities for the DEA team to 
promote DWP employment related support and access to services for claimants who may 
have a health issue or disability 



 be the Single Point of Contact (SPoC) for health and disability related organisations 
(including GPs, NHS, Disability Peer-led Organisations, social prescribing link workers and 
charities) supporting claimants, employers and partner organisations 

 in collaboration with colleagues, actively promote DWP services and The Disability 
Confident Scheme to external organisations and employers 

Jobcentre Customer Service Manager roles and 
responsibilities 
4. In addition to those responsibilities listed above, Jobcentre Customer Service Managers are 
also responsible for: 

 providing the key contact point for external partners who are not part of the disability 
agenda, including:  

o Local Recruitment Agencies and Employment Businesses; 
o Local Authorities; 
o Citizen Advice Bureaux; 
o Other local community and welfare rights groups; and 
o Probation Service; and 
 encouraging close working and daily liaison between the Employer Adviser (EA) and 

the work coach team, e.g. work coaches. 

Joint working between the Jobcentre Customer 
Service Manager, Disability Employment Adviser 
Leader and the Work Coach Team Leader 
5. The relationship between the Jobcentre Customer Service Manager, Disability Employment 
Adviser Leader and the Work Coach Team Leader in the office and the effectiveness of 
communication between you are of vital importance to the success of the jobcentre as a 
whole. You should diary regular meetings and have discussions on issues of joint interest 
throughout the course of the week. 

6. You will work closely to: 

 foster a ‘One DWP’ approach with colleagues inside and out of own immediate 
business area; 

 ensure adherence to the DWP single departmental plan:2015 to 2020 (link is external); 
 ensure full compliance with the Standard Operating Model (SOM) (link is external); 
 ensure effective hand-over procedures are in place; 
 ensure effective links exist between the jobcentre, Contact Centre and Benefit/Service 

Centre; and 
 support Business Continuity and Health and Safety procedures. 

7. The Jobcentre Customer Service Managers is also responsible for security in the jobcentre, 
and should have regular contact with the Security Adviser. Whilst the Jobcentre Customer 
Service Managers is responsible for the prevention and detection of fraud and abuse, the 
Work Coach Team Leader and the Disability Employment Adviser Leader have a crucial role 
to play in ensuring the security of the jobcentre. 

8. The Work Coach Team Leader, Disability Employment Adviser Leader and Jobcentre 
Customer Service Manager must be familiar with current security policies and requirements 
and develop and maintain a security conscious environment within all the teams in the 
jobcentre. This includes ensuring staff are aware of security requirements which affect them 
and that they follow mandatory controls and procedures. 

9. For further information, see the Security Intranet site. 

 



Key relationships within the District for Jobcentre 
Customer Service Managers 
10. You will need to build and maintain effective working relationships with a number of other 
managers in your District, including: 

 District Employer Engagement Manager – Conducts face to face employer 
engagement activity in District in line with the District Employer Engagement plans to ensure 
employer satisfaction while providing opportunities for the hardest to help. Acts as the main 
District interface between the District and the National Employer Services Team, and 
Telephone Account Management. Works with other External Relations teams to ensure 
synergy and avoid duplication 

 Partnerships Manager (Carers Strategy Lead) – your District Partnerships Manager 
has lead responsibility for developing partnership and service level agreements with other 
organisations that offer services to our claimants and provides a district focal point for the 
Carers Strategy measures to support carers into paid work. You will take the lead in 
maintaining local relationships with the organisations in your area, keeping your Work 
Services Manager and others up to date with any developments. Carers Intranet site 

 National Employer Relationship Manager: Delivers national employer, partner and 
stakeholder relationship management through the effective leadership of a team of 
relationship managers. A focal point for the provision of labour market knowledge, insight 
and intelligence, they will work closely with you to optimise performance opportunities. 

 Senior Employer Relationship Manager: Delivers national employer, partner and 
stakeholder relationship management, developing relationships with national employers, 
Trade bodies and stakeholders to support Jobcentre Plus policy and strategy. They utilise 
labour market intelligence to support the development of new national business relationships 
to ensure the national portfolio fully reflects new opportunities and areas of labour market 
growth. They will work with you to support local planning and effective decision making by 
highlighting business opportunities from existing portfolio to allow delivery to make informed 
decisions to maximise off flows. 

 District External Relations Manager: Are the external face of Jobcentre Plus at 
District level. They forge relationships with key external partners such as CAB, Local 
Authorities (LAs), Tribunal Services, Local Strategic Partnerships/City Region Partnerships 
and Welfare Rights Organisations. They will conduct face to face employer engagement 
activity in your District in line with the District Employer Engagement plan to ensure 
employer satisfaction while providing opportunities for the hardest to help, and act as the 
main District interface between the District and the National Employer Services Team. 

Trade Union relationships 
11. Jobcentre Customer Service Managers are responsible for managing day-to-day 
relationships within their offices with Trade Union colleagues, maintaining effective 
communications and ensuring that all appropriate standards, agreements and policies are 
adhered to and followed. 

12. The Trade Union Relations policy gives guidance on: 
 key things you need to know; 
 a manager’s guide to meetings with the TU; 
 facilities for Union representatives; and 
 general TU relations information. 

Key relationships within the District for Work Coach 
Team Leader 
13. You will need to build and maintain an effective working relationship with a number of 
other managers in your District, including: 

 Centralised Quality Team – The Quality Coaches on the Quality team are 
responsible for conducting Tier 1 assurance to identify the quality of the service being 
provided and working with you to highlight good quality as well as identifying any learning 



needs that may need to be addressed with your work coaches. They will also work with you 
to improve the understanding of cause and consequence of errors and process compliance. 

 Third Party Provision Manager – the External Partnerships section below sets out 
your responsibilities in relation to contracted provision. You will need to build a good working 
relationship with the Third Party Provision Manager in order to meet your responsibilities;  

 Partnerships Manager(Carers Strategy Lead) – your District Partnerships Manager 
has lead responsibility for developing partnership and service level agreements with other 
organisations that offer services to our claimants and provides a district focal point for the 
Carers Strategy measures to support carers into paid work. You will take the lead in 
maintaining local relationships with the organisations in your area, keeping you and others 
up to date with any developments. Your Jobcentre Customer Service Managers has the lead 
responsibility in maintaining relationships with organisations in your local area and you will 
need to work with them to maintain up-to-date developments; Carers Intranet site 

 District Employer Engagement Manager – Conducts face to face employer 
engagement activity in District in line with the District Employer Engagement plans to ensure 
employer satisfaction while providing opportunities for the hardest to help. Acts as the main 
District interface between the District and the National Employer Services Team, and 
Telephone Account Management. Works with other External Relations teams to ensure 
synergy and avoid duplication 

 District Performance Team – the District Performance Team are responsible for 
providing briefing and analysis to the District Manager on all performance issues, and 
directing and contributing to performance improvement activity at District level. They will 
also act as the key interface with Group Performance teams to ensure end-to-end claimant 
service and good performance, will facilitate performance improvement networks, and will 
act as the main interface for operational sites and managers on good practice and product 
delivery. 

 Childcare Partnership Manager (CPM) - Jobcentre Plus introduced Childcare 
Partnership Managers to carry forward the childcare strategy. They have a strategic remit to 
help join up service delivery and take forward the childcare agenda for Jobcentre Plus with 
Local Authorities, Children’s Centres, external childcare partnerships and employers. CPMs 
have a key role to play in helping our claimants find the childcare they need, when they need 
it. You will need to liaise with your CPM to ensure that work coaches have access to up-to-
date details of local childcare provision. For further information, see the Childcare intranet 
site. 

 Armed Forces Champion: The Armed Forces Champion is the key link between 
Jobcentre Plus and the Armed Forces community in your district, helping to raise the profile 
of Jobcentre Plus support where necessary. They have been put in place to maintain 
Jobcentre Plus’ commitment to support the Armed Forces and their families and veterans, 
and raise the profile of the support available to this community through Jobcentre Plus. 
Further information is available on the Armed Forces Champions intranet site. 

Key relationships within the District for Disability 
Employment Adviser Leader 

14. You must build and maintain an effective working relationship with a number of other 
managers in your District, including: 

 Third Party Provision Manager – the External Partnerships section below sets out your 
responsibilities for contracted provision 

 Partnerships Manager – your district Partnerships Manager has lead responsibility for 
developing partnership and service level agreements with other organisations that offer 
services to our claimants. They will take the lead in maintaining local relationships with the 
organisations in your area, keeping you and others up to date with any developments 

 District Employer Engagement Manager – Conducts face to face employer 
engagement activity in District in line with the district Employer Engagement plans to ensure 
employer satisfaction while providing opportunities for the hardest to help. Acts as the main 
contact between the district and the National Employer Services Team, and Telephone 



Account Management. Works with other external relations teams to ensure collaboration and 
avoid duplication.  As DEAL, you and your DEAs will support Employer Advisers with 
retention cases, promoting Disability Confident and reverse matching employment 
opportunities to customers with health conditions or disabilities, through building their 
capability 

 District performance team – the district performance team are responsible for 
providing briefing and analysis to the District Manager on all performance issues, and 
leading performance improvement activity at district level. They will also act as the contact 
with group performance teams to ensure end-to-end claimant service and good 
performance, will lead performance improvement networks and be the main source for 
operational sites and managers on good practice and product delivery. Whilst there are no 
formal performance targets for DEALs or their DEAs, their contribution to the overall 
successful delivery of services to claimants with health conditions or disabilities will be 
measured, for example through achievements against the critical success factors 

 Mental Health Co-ordinator - Mental Health Co-ordinators provide a valuable resource 
to make and improve links between local mental health and employment services. Their role 
is to identify the availability of local support (both internal and external) for work coaches to 
signpost claimants to (for example, Improving Access to Psychological Therapies provision) 
and therefore may provide an additional information source to DEAs when supporting work 
coaches who are working with claimants with mental health conditions via regular team 
meetings, awareness sessions etc. For further information, see the Mental Health Toolkits.  

 Drugs Co-ordinator - Drugs Co-ordinators will work with the drugs partnership and 
local treatment providers to establish appropriate referral and feedback processes as part of 
commissioning and delivery arrangements in the local area. A major part of the Drug Co-
ordinators role will be to ensure that work coaches are fully equipped to make suitable  
referrals to drug treatment providers, therefore they may provide an additional information 
source to DEAs when supporting work coaches. They could also arrange drug awareness 
sessions delivered by the local drug partnerships and by providing information, guidance 
and support. For further information, see the Drug and Alcohol Dependency guide 

 Senior Work Psychologist Managers and Work Psychology teams – who will provide 
advice and support about:  

o work place issues 
o work solutions and work entry 
o driving the disability employment agenda 
o joint initiatives to provide co-ordinated support for claimants to gain and retain 

work 
o facilitating enhanced learning and development to build capability of work 

coaches and other colleagues       

Key interfaces 
15. You will need to identify the points at which claimants are handed to and from other teams 
in the office and ensure these key relationships work well. 

16. These will include: 

 Service Delivery Coach and the Service Delivery Support Team should have a 
close working relationship with the WCTL who should inform them daily of: appointments 
booked; 

 any claimants with special needs; 
 any vulnerable claimants; 
 any claimants marked unacceptable claimant behaviour (UCB) or potentially violent 

(PV); 
 any spare interview capacity; 
 interviews that are running late/early so they can effectively manage urgent 

appointments; and 
 any compliments or complaints made. 



 EA and work coaches - the EA has a key role in ensuring that work coaches are kept 
up-to-date with the latest vacancies and are briefed on labour market developments through 
regular updates. 

 Work coach team and Contact Centre –You will be involved in discussions with the 
Contact Centre Team Leader if contingency arrangements are invoked. Local contingency 
plans are in place and you should have these readily available. 

 Work coaches and Service Delivery Support who wil handle some DMA 
Submissions your work coaches will need to ensure that they have effective handover 
processes in place to ensure timely accurate referrals on doubts to benefit are submitted. 
Decision Making and Appeals work coaches and DMA decision makers - You will need 
to develop a good working relationship with your DMA team, which is part of the BC 
organisation, to ensure decisions are made promptly and effective two-way communication 
with the decision maker takes place. 

 IT Service Management (ITSM) and other site staff – TechNow will set up users and 
undertake standard IT checks prior to reporting any incidents to Help Desks. They will then 
feedback the priority level to the individual so that they are aware of the proposed fix time. 
All internal teams will provide TechNow with appropriate information when wishing to set up 
users and reporting IT incidents. 

 National Insurance Number (NINO) Applications / Enquiries – the process for 
NINO applications depends on whether the request is for employment purposes or other 
reasons. The process is detailed in the NINo instructions. 

Decision Making and Appeals (DMA) 
17. A good working relationship with the Decision Making team is needed, to ensure decisions 
are made promptly and effective two-way communication with the decision maker takes place. 

18. To ensure the appropriate information is provided, effective communication and liaison 
arrangements need to be in place. 

Working with Partners 
19. Partnership working is of particular importance to Jobcentre Plus. We can achieve a lot 
more through working with partners than by acting alone, using partners to assist in delivering 
our stretching business priorities. 

20. Given that Jobcentre Plus operates in a changing business environment, what is now 
required is an approach that defines the work needed to establish and maintain effective 
partnerships, gives greater clarity on the partners to be engaged with, and provides additional 
business tools to enable more effective and consistent partnership engagement.  

21. The approach and supporting tools are available on the Partnership Products Intranet site. 
A Partnerships Newsletter is also published weekly. 
22. These bulletins notify recipients of new and revised information on the Intranet site and 
relating to our partnership work. We encourage you and your colleagues to subscribe to the 
bulletin. 

23. Work Coach Team Leaders are responsible for: 

 taking the lead in building and maintaining an effective working relationship with the 
following key local partners:  

o Jobcentre Plus providers; 
o Skills Funding Agency (SFA), Local Enterprise Council (LEC), National 

Careers Service, Skills Development Scotland and Skill Build in Wales; 
o Learndirect; 
o Connexions Service/Careers Scotland/Careers Wales; 
o Surestart; 
o Prison Service and Probation Service; and 
o HM Revenue and Customs (HMRC) for tax credits. 
 organisations involved in significant local welfare to work initiatives, e.g. 

neighbourhood renewal, city strategy, Local Area Agreement (LAA), diversity groups etc.; 
and 



 other key local non-contracted providers of labour market services. 
24. The Disability Employment Adviser Leader is the Single Point of Contact (SPoC) for 
building effective working relationships with health and disability related organisations, 
including: 

 GPs 
 NHS 
 Disability Peer-led Organisations 
 social prescribing link workers 
 disability-related charities 
 other disability-related partner organisations 

25. Jobcentre Customer Service Managers are responsible for building effective working 
relationships with key local partners, including: 

 local Recruitment Agencies and Employment Businesses; 
 Local Authorities (LAs); 
 Citizen Advice Bureaux; 
 other local community and welfare rights groups; and 
 Probation Service. 

26. Your District External Relations Manager will lead on developing the partnerships strategy 
for your District, supported by Local Partnerships and agreements with national employers 
and SMEs, Third Party Provision, Employer Engagement and Childcare Partnerships 
Managers. 

27. Work Coach Team Leaders will need to work closely with the Partnership Manager and 
Third Party Provision Manager to ensure that the work coach team maximises the benefits for 
claimants of our local partnerships including agreements with national employers and SMEs. 
For further information, see the National Partnerships Team intranet site. 
28. Work Coach Team Leaders will need to ensure that their team of work coaches is aware 
of, and makes full use of the contracted and non-contracted services available to claimants. 
Work Services Managers will also need to network with partners in order to develop and 
maintain knowledge of what local opportunities exist to help our claimants move closer to the 
labour market. 

29. Your District Manager is accountable for all external relationships across the District and 
normally leads on links with MPs/MEPs. 

Local recruitment agencies and employment businesses 
30. Recruitment agencies and employment businesses are being used increasingly by 
employers to ‘head hunt’ individuals for specific occupations. They can act as an employer in 
their own right to supply workers on a temporary basis to meet fluctuations in demand for their 
products and services and to provide an opportunity for an extended job trial before employing 
the individual themselves. 

31. Experience has shown that many jobseekers seek the flexible working arrangements that 
agency work can offer. Temporary work can also help many people to rebuild their job skills 
and confidence leading to placement in more permanent opportunities.  

32. Jobcentre Plus and the Recruitment and Employment Confederation (REC) have an 
agreement concerning the vacancies that Jobcentre Plus will handle on behalf of employment 
agencies. Click here to view the Universal Jobmatch Job posting guide. 
Local Authorities 
33. Local Authorities administer payments of Housing Benefit and Council Tax Benefit as one 
of their many public services. Jobcentre Plus has a national partnership agreement with Local 
Authorities.. 

34. In local large-scale recruitment or redundancy situations, the Local Authority Economic 
Development Officer is a useful liaison point, but you should always check with your District 
External Relations Manager who may lead in this area. 

 



Pensions, Disability and Carers Service (PDCS) 
35. Since 3rd October 2011, there has been a change in the structure of the DWP that 
created a single Operations Directorate. This Operations Directorate brought together, under 
a single line management, all services already delivered by Pension, Disability and Carers 
Service (PDCS) and Jobcentre Plus. 

36. From the point of view of the public there will be no changes to the way they access DWP 
services, via Jobcentre Plus or PDCS. The same services continue to be delivered as before.  

37. PDCS exist to support current and future pensioners as well as disabled people of all ages 
and carers whether or not they are able to work. They are responsible for delivering and 
administering: 

 Attendance Allowance (AA); 
 Disability Living Allowance (DLA); 
 Carer’s Allowance (CA); 
 Vaccine Damage Payments Scheme (VDPS); 
 State Pension (SP) and related activity; and 
 Pension Credit (PC). 

38. The Signposting Directory (link is external) is a useful tool for directing claimants to other 
parts of DWP and other Government Departments for advice on claiming benefits such as 
those listed above. 
Citizens Advice Bureaux 
39. Citizens Advice Bureaux (CAB) provide free, confidential, impartial and independent 
advice to help people in resolving their debt, benefits, housing, consumer and legal problems. 
Trained volunteers help people to deal with over 5 million new problems every year from 
3,400 locations. 

40. Jobcentre Customer Service Managers should aim to build good links with the local CAB 
not just on individual areas but on understanding the Jobcentre Plus business model in your 
locality. 

41. More information can be found on the CAB website (link is external) and for further details 
please visit the Partnership Agreement between Citizens Advice and Jobcentre Plus. 
Other Welfare Rights organisations 
42. Welfare Rights organisations offer advice to members of the public on Social Security 
benefits, Housing Benefit, Child Benefit and any welfare assistance. They help their clients 
claim their entitlements and act as intermediaries to explain benefit decisions that have been 
made. 

Probation Service 
43. There will be occasions where certain claimants will have restrictions placed on their 
jobsearch by the Probation Service relating to claimant groups. Jobcentre Customer Service 
Managers will need to establish links with the local Probation Service to ensure that the Multi 
Agency Public Protection Arrangements are operating in accordance with the agreement 
between Jobcentre Plus and the Probation Service. 

Jobcentre Plus Programme Providers 
44. Operational Procurement Units (OPU), acting on behalf of your district, will contract with a 
lead provider or a number of providers to deliver a range of programmes and services 
designed to help our priority claimants into work. 

45. The District Third Party Provision Manager is responsible for managing the day-to-day 
relationship around referrals and claimant experience with the provider(s), but Work Coach 
Team Leaders are responsible for ensuring that work coaches are making use of the full 
range of provision available, making quality referrals, and that the referral process operates 
smoothly. 

46. Work Coach Team Leaders will need to monitor the number of starts on provision in 
conjunction with the Third Party Provision Manager and Programme Providers to ensure that 
expected levels are achieved. All work coaches should follow up provision referrals to record 



starts, did not start or did not engage and note LMS accordingly. Work Coach Team Leaders 
may also be the first point of contact for work coaches and claimants if there are complaints 
about providers or if any issues arise about the quality of provision. In these circumstances 
you will need to liaise with your Third Party Provision Manager. 

47. A directory of contracted provision will be available within your district. However, many 
other opportunities are typically available through non-contracted routes for which you may 
not have a directory, for example provision available through Further Education (FE) colleges 
or the Marks and Starts initiative. 

48. It is important that work coaches are familiar with the full suite of opportunities available, 
so that they can discuss with their claimants the most appropriate options for moving closer 
to, and ultimately into, work. 

Other key non-contracted providers 
49. Jobcentre Plus Districts are encouraged to identify local partners that are able to provide 
additional support to our claimants, and enter into informal agreements to refer claimants to 
partner services when appropriate. Your district’s Partnerships Manager will have some 
involvement in identifying partners, and building and maintaining relationships with these 
partners. However, as these partners operate locally, it is likely that, as Work Coach Team 
Leaders and Disability Employment Adviser Leaders, you will have the day-to-day working 
relationship with them. 

50. Your district may produce a directory of non-contracted provision available in the area. 
Part of your role as Work Coach Team Leaders and Disability Employment Adviser Leaders, 
is to ensure that your work coaches are aware of providers operating in the local area. 

51.  Work Coach Team Leaders and Disability Employment Adviser Leaders will need to be 
aware of any local organisations, both statutory and voluntary, that provide services for 
people with individual needs that complement or enhance the services that we are able to 
offer. This will include organisations that have been established to provide support for people 
with health conditions or disabilities, lone parents and young people. Work Coach Team 
Leaders, Disability Employment Adviser Leaders and Jobcentre Customer Service Managers 
should work together to identify the organisations with which informal links are appropriate, 
and decide who should be the first point of contact. 

SFA/LEC/National Careers Service 
52. The National Careers Service provides information, advice and guidance services to our 
claimants and is funded by the SFA (LEC in Scotland), with whom Jobcentre Plus has a 
national partnership agreement. In many Districts, National Careers Service advisers deliver 
services from jobcentres, in agreement with the Jobcentre Customer Service Manager. For 
further information, see: 

 Skills Funding Agency (link is external) 
 Scottish Enterprise | Local Enterprise Companies (link is external) 
 National Careers Service (link is external) 
 Scottish Executive Education and Training (link is external) 
 Welsh Assembly Education and Skills (link is external). 

Learndirect 
53. Learndirect has a national agreement with Jobcentre Plus to identify relevant training 
courses for our claimants. The Learndirect advice line is mainly a telephone service, although 
claimants can e-mail through the learndirect website. For further information, see: 

 Learndirect website (link is external) 
 My World of Work (link is external) 
 Learndirect Wales (link is external). 

Connexions/Careers Scotland/Careers Wales 



54. Work Coach Team Leaders will need to establish links with local Careers service /local 
authority (connexions) provider, in particular, to deal with issues arising from work coach 
interviews with 16-17 year olds wishing to claim Jobcentre Plus benefits. 

55. The Careers Service /local authority (connexions) and Jobcentre Plus each have a key 
role to play in contributing to government targets to reduce the proportion of 16-18 year olds 
not in education, employment or training (NEET). 

56. For further information, see: 

 My World of Work (link is external) Careers Wales (link is external) 

Sure Start 
57. Sure Start is a government programme that aims to achieve better outcomes for children, 
parents and communities by: 

 increasing the availability of childcare for all children; 
 improving health and emotional development for young children; and 
 supporting parents as parents and in their aspirations towards employment. 

58. Sure Start children’s centres provide a variety of advice and support for parents and 
carers. They bring together all the different support agencies to offer a wide range of services 
to meet the needs of parents/carers and the children, all in one place. 

59. Work Coach Team Leaders will need to establish where and how Sure Start services are 
delivered in their area and establish links with local providers. The Childcare Partnership 
Manager will be able to provide you with local information and contact details.  

60. For further information, see: 

 Sure Start website (link is external) 
 Childcare portal (link is external). 

Prison Service and Probation Service 
61. If you have a prison in your area, you are likely to have full or part-time Employment and 
Benefit Adviser that makes regular visits to the prison to deliver employment and benefit 
surgeries for prisoners, in particular those approaching their release date. Work Coach Team 
Leaders will need to liaise with the Prison Service to ensure that Freshstart arrangements 
operate smoothly. 
62. Freshstart is an initiative that builds on the close working links between Jobcentre Plus 
and the Prison Service/Scottish Prison Service by: 

 guaranteeing all offenders, over 18 and sentenced from all relevant prison 
establishments, a pre-arranged Initial Work Search Interview / work focused interview (WFI) 
(JSA claim) upon release from custody; 

 supporting Prison Service/Scottish Prison Service in their ‘Employment, Education and 
Training‘ strategy, helping them to increase the proportion of offenders moving into 
employment/training over the next 3 years; 

 developing joined-up government working to help offenders and reduce re-offending; 
 helping offenders take up early entry into the Work Programme as soon as possible 

after release; and 
 complementing, supporting and building on existing Jobcentre Plus business.  

63. Work Coach Team Leaders will also want to establish links with the local Probation 
Service to deal with issues arising in relation to Advisory Services for ex-offenders, and to 
ensure that your Jobcentre Customer Service Manager has multi-agency Public Protection 
Arrangements (MAPPA) arrangements in accordance with the agreement between Jobcentre 
Plus and the Probation Service. 

64. For further information, see: 

 Offender Guidance 
 Multi Agency Public Protection Arrangements (MAPPA) (Serious Offender and Serious 

Sex Offender Guidance in England and Wales) 



Her Majesty’s Revenue & Customs (HMRC) 
65. Work Coach Team Leaders will need to establish a link with the local HMRC office for 
dealing with issues around claimant enquiry services and referrals from one agency to the 
other. Tax credit claims are dealt with centrally. All tax credit enquiries should be made to the 
Tax Credit Helpline – 0345 300 3900 or textphone 0345 300 3909. 

66. The Work Coach Services Team will give claimants information and advice on Working 
Tax Credit and Child Tax Credit, and are able to offer a fast track service to assis t claimants 
by processing claims and changes via E-Portal or by contingency arrangements when E 
Portal is not available. The fast track service is available to: 

 claimants making a new claim to IS/JSA (Income based (IB)) and a new claim to tax 
credits; 

 claimants leaving IS or JSA (IB) to start work; and 
 existing IS and JSA (IB) claimants who have a first child joining the household (this will 

prompt a new claim to tax credits). 
67. For further guidance, see: 

 Tax Credit Memos (link is external) 
 Tax Credits Guidance 
 HM Revenue & Customs 

 

 

 

 

 

 

 

 

 


