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Overview 
1.  The Skills Funding Agency provides careers information and advice in 
England through the National Careers Service. 
2.  The National Careers Service: 

  Offers advice and guidance on careers, training, funding and other 

initiatives which support claimants to improve their skills and progress 
into employment.   

  Is available to all adults in England aged 19+ or 18+ for Jobcentre Plus 

claimants regardless of benefit type.  

  Offers advice via:  

  Telephone  

  On-line 

  Face-to-face careers advisers. 

  Can offer support in a range of ways including: 

  Interview tips 

  Information on job types 

  Help with CV preparation 

  Help with identifying transferable skills 

  Personal action planning 

  Funding information 

  A discussion of available options 

  Course information. 

 
3.  All Jobcentre Plus claimants have access to the National Careers Service, 
to include referral to in-depth face-to-face interventions where appropriate.  
4.  Here, claimants can utilise a skills diagnostic tool, where appropriate, 
which further builds on the Skills Screening undertaken by Jobcentre Plus. 
This provides a more detailed assessment of skills levels and needs in 
relation to immediate and aspirational job goals. 
5.  The tool will identify the most appropriate action a claimant needs in order 
to help them into sustainable work.  
6.  All claimants referred to a National Careers Service face-to-face adviser 
will be issued with an NCS Skills Action Plan.  
7.  These action plans should be shared with Jobcentre Plus in all cases. 
8.  The Skills Action Plan should feed into future adviser interviews, 
suggesting how claimants may address their needs. 
9.  Where the National Careers Service identifies claimants as needing extra 
help and advice in order to further develop their Skills Action Plan, they will be 
offered more in-depth careers information and advice services.  
10. This additional support comprises of 1-3 interviews with a National 
Careers Service adviser where a Skills Action Plan is formulated and agreed. 
Some claimants will use the skills diagnostic tool to identify strengths and 
skills gaps.  
11. Under Skills Conditionality, attendance at every National Careers Service 
appointment is mandatory for referred JSA and ESA (WRAG) claimants. 
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of these appointments. 

The Youth Contract  
12. The Youth Contract: 

  Offers a range of additional help for unemployed young people. 

  Builds on the support already available through the Jobcentre Plus 

Employer Offer,  Work Programme and Get Britain Working measures 
from April 2012, over a three year period. 

  Ensures that every unemployed young person who needs support gets 

it. 

13. Full Youth Contract details are available on the Youth Contract Home 
Page.  

Youth Contract- Careers Advice 
14. All 18 – 24 year olds have access to a careers interview with the National 
Careers Service within the first three months of their claim. 
15. National Careers Service interviews can take place either face-to-face 
following a referral or via the telephone following a signposting. 
16. During Work-Focused Interviews: 

  Explain what the National Careers Service offers 

  Signpost the claimant to the National Careers Service; or 

  Refer the claimant to the National Careers Service. 

17. Skills  Conditionality  applies to all JSA and ESA WRAG claimants referred 
to the National Careers Service. 

Signposting 

Who to signpost to the National Careers Service? 
18. Typically, signposted claimants have the appropriate skills related to 
realistic job goals and are motivated and likely to self help. See Signposting to 
the National Careers Service. 
19. Claimants who only require help with their C.V should be signposted to the 
National Careers Service telephone (0800 100 900) and web based services 
(nationalcareersservice.direct.gov.uk).  
They should not be referred for a face-to-face appointment with a National 
Careers Service Adviser.  

Signposting to the National Careers Service 
20. At each intervention, all claimants should be signposted to the National 
Careers Service telephone service (0800 100 900) and web based services 
(nationalcareersservice.direct.gov.uk) in addition to undertaking job matching 
activity. 
21. To Signpost:  

  Explain the National Careers Service support available 

  That it’s a telephone / web based service that claimants can access in 

their own time. 

  Issue a National Careers Service signposting leaflet with contact details. 

  Record signposting action in Conversations in LMS.  
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Careers Service, via telephone or web-site.  Any face-to-face appointments 
arranged by Jobcentre Plus should be recorded as referrals to the National 
Careers Service.  

Signposting is not appropriate where  

  A referral to the face-to-face service is required or where skills needs 

are less clear. In this case, the claimant should be referred to the 
National Careers Service.  

  The claimant has previously been referred or signposted and has 

received all the help they require. 

  Claimants have been identified as having a skills need which is a barrier 

to them entering employment. These claimants should be mandated to 
provision.  

Referral 

Who to refer to the National Careers Service 
23. Referral to the National Careers Service should be considered where skills 
needs are less clear and/or the claimant has: 

  A poor employment history; and / or 

  Outdated skills; and / or 

  An employability skills gap; and / or 

  Lack of understanding of their current skills levels and those required by 

the labour market; and / or 

  Those previously signposted to National Careers Service but who have 

not made use of the service. A formal referral is now appropriate. 

These criteria should be considered alongside whether the claimant is 
motivated and likely to access self help offer, or lacks confidence and would 
benefit from face-to-face help. 

Referral to the National Careers Service 
24. Skills  Conditionality applies to all JSA and ESA (WRAG) claimants 
referred to the National Careers Service.  
25. Attendance at the first appointment and all subsequent National Careers 
Service appointments is mandatory. 
26. Any non-JSA or non ESA (WRAG) claimants (including Rapid Response 
Service customers) can still be referred to National Careers Service, however 
referral or attendance is not mandatory. 
27. For a face to face Skills Health Check: 

  Advisers should use the national dedicated Jobcentre Plus number 

08000 xxxxxx.  

  This number is for JCP advisers only. Do not give this number to 

claimants.  

  Explain that a “Skills Health Check” is an interview to determine specific 

skills needs and is not related to personal health assessments.  

  Explain what the claimant should expect when they attend: Co-location 

models and associated referral routes will be agreed locally.  

  Record referral on LMS using the “Skills Health Check” opportunity 

type, even where advisers are co-located on Jobcentre Plus premises. 
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(WRAG) claimants are mandatory and failure to attend, participate or 
comply may result in benefit sanctions.  

  Print off and issue the mandatory Skills Conditionality referral letter 

(SC01 ESA Referral Letter, SC02 JSA Referral Letter) to the claimant. 
Do not issue the LMS referral letter to the claimant.  

  Note conversations that the claimant has been referred under Skills 

Conditionality. 

  Book a Follow Up flexible intervention. 

Note: For claimants of other benefits (non JSA/ non ESA WRAG claimants) 
the SC01/SC02 should not be issued as the referral is non mandatory. 

Referral-Local Arrangements 
28. Where local arrangements are in place to use a Diary Sheet appointment 
booking system or local phone number for National Careers Service, rather 
than using the National number, these may continue.   
29. Where offices do not operate this process the Jobcentre Plus adviser 
should make the claimant an appointment by telephoning the national 
dedicated Jobcentre Plus number 08000 924 429.  
30. In either case the referral must be made on LMS and the mandatory 
referral letters must still be used, where appropriate. 
Note: Regulations are in place, which allow the Secretary of State to share 
information about clients in relation to employment, skills and training with 
careers advice services and skills providers, where this information is 
necessary to effectively administer their training and benefits.  Only those 
items of information that are listed in the Operational data share data list can 
be exchanged without breaching the Data Protection Act 1998. Claimant 
consent is not required for this information.  Please note that information on 
criminal records; health details and other sensitive personal information are 
not listed in the Operational data share data list so informed consent is still 
required to pass on this information. See Operational Data Sharing for Skills 
for further guidance. 

Delays in appointment booking 
31. Where delays in obtaining appointments arise, outside of the 5 working 
day suggested timescale, refer to the Skills Guide for Partnership Managers 
for the escalation process.  

Potentially Violent / Sensitive Markers 
32. Referral details to the National Careers Service provider must include 
whether the claimant has a current Potentially Violent (PV) marker or is a 
Sensitive Case.  
33. Please refer to MAPPA guidance for claimants identified under MAPPA 
arrangements. 

Follow up action-National Careers Service Interview/Skills Health Check 
34. All referrals to the National Careers Service must be followed up to confirm 
attendance as per locally agreed arrangements. 
35. Following a Jobcentre Plus referral to the National Careers Service(NCS): 
Step 

Action 

 

Provider Action  
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Notify JCP of the claimant attendance or Failure to 
attend (FTA) via locally agreed process 

2. 

Return a copy of the NCS Skills Action Plan  

 

Jobcentre Plus action 

3. 

Update relevant LMS SHC opportunity with start details 

4. 

Record referral result 

5. 

File the Skills Action Plan in the labour market unit 
(LMU)and flags up for consideration and action planning 
at the next adviser interview 

36. Upon receipt of  attendance outcome:  

  Update Skills Health Check opportunity with attendance or failed to 

participate details. 

  For failed to participate cases consider DMA action. 

Claimant does not attend National Careers Service interview 
37. If the claimant does not attend the interview with the National Careers 
Service provider, the provider:  

  Informs JCP that the claimant failed to attend.  

38. Upon receipt of the notification: 

  Update LMS to show ‘Did Not Start’ 

  Determine a reasonable amount of time for the claimant to respond, 

given their personal circumstances and record this on the SC-FTP-01 
letter. 

  Issue SC-FTP-01 letter to claimant to allow them opportunity to 

demonstrate good reason for failing to attend; the claimant should 
complete page 2.  

39. If the claimant returns page 2 of the SC-FTP-01 letter, attach the 
completed form to the SC DMA5 and send to DMA. 
40. If the claimant has not responded by the date specified on the SC-FTP-01 
letter, refer to DMA by completing the SC DMA5 form, noting that the claimant 
has failed to respond to your request for information. 
41. Advisers can decide whether a claimant shows good reason for not 
attending. Good reason should only be used in very occasional and 
exceptional circumstances. 
42. Where good reason applies, record on LMS as Good Reason.  
43. Where good reason is not applied, all cases must be referred to a 
decision maker on form SC DMA5 form using the process detailed in DMA 
referral guidance.   
44. Where  the claimant fails to attend or participate in a subsequent National 
Careers Service appointment made by National Careers Service advisers, the 
provider  

  Notifies Jobcentre Plus as per local arrangements; and  

  Issues Skills 11 form to Jobcentre Plus in cases of misconduct.  

  Upon receipt of notification, adviser follows the failed to attend process. 

At the Follow Up adviser interview: 

  Update the action plan/JSAg on LMS with steps agreed on the Skills 

Action Plan (supplied by the National Careers Service) where this is 
appropriate and relevant to the claimant’s job goals on the JSAg. 
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recommended. 

  Where a claimant has failed to attend, complete or comply with the 

National Careers Service interview without good reason, undertake 
DMA action. 

  Advisers can decide whether a claimant shows good reason for not 

participating but this should only be used in very occasional and 
exceptional circumstances. 

  Where good reason is shown, update LMS to show Good Reason. 

45. Where good reason does not apply, refer the case to DMA.   
46. Where  the  National Careers Service adviser recommends skills provision 
which is appropriate to the claimant’s job goal, mandate the claimant to a 
training provider.  
Note: All referrals must be recorded against the appropriate LMS opportunity 
type.    
Intermediary opportunity type must not be used. 

No onward referral 
47. Where a skills need is identified by a National Careers Service /Careers 
Adviser but no referral to provision is made by Jobcentre Plus: 

  Record the reason in the 'More' box e.g. no available provision. 

  Where no provision is available the agreed escalation route applies. 
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