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1. Operating Instructions: Policy context

1. In establishing a new integrated adult careers service John Hayes MP,
Minister of State for Further Education, Skills and Lifelong Learning, said:

“We need to give people of all ages the opportunities to enrich their lives and
succeed, so it is vitally important that everyone gets the help and support
they need to make career choices.

“By integrating adult careers services, we are building a more responsive
system that will provide all the information and tools people need in one
place, making it easier and quicker for all users to get the right information
and support for them.”

2. Geoff Russell, Skills Funding Agency Chief Executive said:

“The vision is for millions of people to enjoy more rewarding lives. We want to
create a culture where career development and acquiring new skills is the
norm. This will improve individuals’ lives, society as a whole and in turn
increase productivity and boost the economy”

3. The integrated adult careers service will be known as Next Step and will
consist of three integrated channels (web, phone and face-to-face) operating
under one brand, name and telephone number and underpinned by a
Customer Relationship Management (CRM) system. It will be a universal
service providing personal, relevant advice on getting on in work and life to
any adult aged 19 and over (or 18 and over for Jobcentre Plus customers or
those in custody).

4. The service will provide access to better information about the labour market
and new tools to help adults at any stage in their lives make the right choices
about skills, careers and qualifications and plan their career development; a
new professional development framework for careers advisers and will be
visible through the Next Step brand to raise the service’s appeal to the public.

5. Within the web channel, registration for Next Step will provide a secure
personalised space that gives customers access to the online tools and
services; empowering them to manage their own learning and career
development and provide increased information for the service to provide
further benefit to the customer.
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2. Operating Instructions: Brand

Full brand guidelines are available on the Skills Funding Agency’s Campaign
Resources website – http://www.skillsfundingagency.bis.gov.uk/campaignresources

We believe everyone has the ability to develop and grow in their working lives...but
things often get in the way, hold people back and suppress their potential. Our job is
to remove the barriers.

We exist to ‘Fuel the Potential’ of millions of adults and the experts that support
them.

To do this, we must inspire by being positive and deliver by making it possible.

Our VALUES
We must be ENTHUSIASTIC: Positive energy is infectious, it inspires and motivates.
We must be EXPERT: We need to know our stuff to deliver high-quality, effective
information and advice.
We must be IMPARTIAL: We only ever act in the best interests of our customers.
We must be PRAGMATIC: Our aim is to get the job done. The right outcome is more
important than the right process.

Our VISION
For millions of individuals to enjoy more rewarding working lives; and to create a
culture where career development and acquiring new skills is the norm.
This will improve the lives of individuals, society as a whole and in turn increase
productivity and boost the economy.

Our MISSION
To give everyone access to the best information, advice and resources that help
them make more effective skills, careers, work and life choices.

SERVICE DESCRIPTION
Next Step is a service that gives everyone access to the best information, advice and
resources to make more effective choices about skills, careers, work and life.

Our brand SUMMARY: In 60 seconds
The integrated adult careers service will be launched in August. It will be available to
all adults in England, whatever their prior skills or employment status – fuelling the
potential of millions of people.

Customers will be able to choose to use the service online, by telephone or face-to-
face. Whichever channel they use, they will experience the same high quality service.
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To make this happen, the service has been designed around a central principle:

• That the customer’s needs shape the service that is delivered and
• That advisers take responsibility for continuity and quality.

Customers will benefit from expert, impartial advice which reflects labour market
intelligence. They will also be able to make an informed choice about where they
learn by having access to user-friendly information on courses and providers,
including how successful previous learners have been at progressing into further
learning and employment.

The online channel of the new service will integrate these sources of information, so
that an individual can see in one place all that they need to make a personal choice
about how to move forwards in work and life.

Those who require more support to understand and make use of this information
can speak to an adviser in person or on the telephone.

People receiving out of work benefits who need skills training to move into
sustainable employment will be referred to the service by Jobcentre Plus.

We will continue to develop and enhance the service beyond August. By building
strong networks rooted in local communities, we will help individuals tackle all the
barriers they face to getting on in learning, work and life.

STYLE
The way our brand speaks is a bit like David Attenborough, full of energy, enthusiasm
and possibilities. It’s a voice we respect and listen to. One that educates and informs
by involving us, rather than talking at us. We talk as equals. With respect.

We’re straightforward. Never clever for clever’s sake, or overly poetic.

We shun technical words, but that doesn’t mean we dumb things down. We simply
ensure that what we say is super clear and as easy as possible to understand.

Our words, like our service, are practical and useful.

See the Brand Guidelines for our 6 rules to speaking in the Next Step way.
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T: 024 7682 3974
E: amanda.simpson@skillsfundingagency.bis.gov.uk
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for ‘first line’ support or, if appropriate, onward referral may be made to advice
available through the telephone channel.

19. In particular the customer may contact the telephone channel for additional
support, if for example if they need more help to interpret their Skills
Diagnostic Tool report.

20. The customer will always be given the option of making contact with either the
face-to-face service or the telephone service.

Telephone channel to web service

21. Telephone contact centre advisers should always tell customers about the web
channel including the ability to use the web at any time.

22. Customers should also be encouraged to register for Next Step on the web to
enable them to create their own personalised online space, including storing
documents such as CVs and Skills Diagnostic tool results.

23. The customer can choose to use the web channel and should be encouraged to
do so when it is clear that the customer can self-serve through this channel.

Telephone numbers for the Service

24. The national telephone number for the service is 0800 100 900

25. In addition a separate number will exist to provide an access route to the
contact centre for Jobcentre Plus customers and advisers, where a customer
has been signposted or referred to the service. The telephone number for
Jobcentre Plus customers and advisers is 0800 924 429

26. All calls go through to the same single pool of first line advisers at the
telephone contact centre.

27. The telephone contact centre adviser can identify the number that the caller
has dialled whilst on the phone and respond appropriately to support different
campaigns.

28. Separate telephone numbers are available on the customer web portal to
support customer with specific language needs.

29. The telephone numbers for the Language Line services are:

Language Telephone number
Gujerati 0800 093 1119
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Punjabi 0800 093 1333
Somali 0800 093 1555
Syleti 0800 093 1444
Urdu 0800 093 1118
Farsi 0800 093 1116
Polish 0800 093 1114
French 0800 093 1115
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15. An example of how the customer experience framework is applied to customers
is given below.

Customer Experience Framework

Personal Information
- Date of Birth / Personal

details / location etc

Customer Characteristics
- Out of work and not

training

- Claiming Benefits Short
Term

- Skill level <L2

- Low employability skills

Customer Attitude
- Clear goal - good attitude

- Close to goal - Low
perceived barriers

Customer Profile

Personal Information
- Date of Birth / Personal

details / location etc

Customer Characteristics
- Out of work and not

training

- Claiming Benefits Short
Term

- Skill level <L2

- Low employability skills

Customer Attitude
- Clear goal - good attitude

- Close to goal - Low
perceived barriers

Customer Profile

I need help or information

CJ2 Help or Information

I want advice to help me into a new
job/career

CJ3 Find a Career

I need to understand what the aacs can
do for me and how to contact them

CJ1 Contact

I want the aacs to keep in contact with
me to provide advice

CJ8 Keep in touch

This customer… …with these needs… …might access the
following functions…

Intensity & Frequency of
Support

One detailed session
with an adviser to
produce an action plan

Channel Encouraged

Contact Centre for
diagnostic tool
Web for further
information

Tools

Skills Diagnostic
Tool
Skills Account

Information & Advice

…to get the appropriate
outcome

Specific job
information
Labour market
information

“I have received the
information and
advice I needed and
have what I want in
order to successfully
apply for a new job”

We need to get this right to underpin the way in which the service is designed and built.

Funding and
eligibility

Skills- Based
information &

advice

Find / enrol
on a course

Career
Direction / My

skills needs

Find a job /
get a job

Specialist
Help &
Advice

Skills
Accounts

Campaigns
& Fulfilment

In- depth
support

General
Information

Funding and
eligibility

Skills- Based
information &

advice

Find / enrol
on a course

Career
Direction / My

skills needs

Find a job /
get a job

Specialist
Help &
Advice

Skills
Accounts

Campaigns
& Fulfilment

In- depth
support

General
Information

The seven Service Standards

16. We have identified seven Service Standards that our customers expect when
interacting with the service as illustrated below. These are written from the
perspective of the customer and align with matrix, the quality assurance
standards for information advice and guidance.

17. Prime Contractors and the Contractor for the Telephone channel must ensure
that the Service Standards are an integral part of service delivery and should be
reviewed as part of quality assessment and customer feedback processes and
incorporated into arrangements for continuous quality improvement.
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5. Operating Instructions: Hours of Operation

1. The integrated adult careers service will be available through the telephone,
face-to-face and web channels as follows:

Telephone channel

2. The hours of operation for the telephone channel (core service) will be 08:00
to 22:00 Monday to Sunday with the following exceptions in 2010/11:

Christmas Eve Friday 24th December 8.00 am. - 4.00 pm
Christmas Day Saturday 25 th December Closed
Boxing Day Sunday 26th December Closed
New Year’s Eve Friday 31st December 8.00 am - 4.00 pm
New Year’s Day Saturday 1st January Closed
- Sunday 2nd January 8.00 – 4.00 pm

Language Lines

3. The Language Lines will be available 09:00 to 17:00 Monday to Friday (with
the exception for Punjabi and Urdu which will be available 9am - 8pm). See
Service Offer section of Operating Instructions for further details of Language
Line support.

4. Telephone numbers for the Language line service are in the Service Offer
section of these Operating Instructions and the Next Step website.

Face-to-face channel

5. The face-to-face channel will put in place flexible hours of operation to meet
demand and customer need. This includes operating at times to meet the
needs of external organisations including employers in redundancy
situations.

6. Prime Contractors must ensure arrangements are in place to receive calls
through a single contact point from the telephone channel so there is a
seamless transfer of customers wanting to book a face-to-face session. As a
minimum these arrangements should be available Monday to Friday 09.00
hours to 17.00 hours (excluding bank holidays)

7. In instances where customers contact the telephone channel for a face-to-
face appointment and the office is closed, then calls will be queued in the
CRM for the Prime Contractor to follow up on the next working day.
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8. The Prime Contractor will inform the contact centre of the main delivery
hours of the face-to-face channel.

9. The Prime Contractor will hold details of the operating hours (for service
delivery) of all of their service delivery outlets, including outreach centres.
The opening hours for delivery of the service should also be displayed at the
centre/location delivering the service.

Web channel

10. The web channel will be available 24 hours a day 7 days a week (with very
occasional exceptions where the system needs update or maintenance) and
will clearly state the main operating hours of the Telephone and Face-to-face
service.
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Full brand guidelines are available on the Skills Funding Agency’s Campaign
Resources website –
http://www.skillsfundingagency.bis.gov.uk/campaignresources

Advice
T: 024 7682 3974
E: amanda.simpson@skillsfundingagency.bis.gov.uk
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7. Operating Instructions: Ways of Working across the face-to-
face, telephone and web channels

1. Customers will interact with the service using a blend of channels as described
in the diagram below. Interoperability simply means the way in which the
service will work as an integrated, single service across the three channels. The
movement between the three channels will be supported by a single Customer
Relationship Management (CRM) system.

Face to Face
Channel

Online Web
Channel

Telephone
Channel

Interoperability between
channels

2. The Contractor for the telephone channel will establish Operational
Coordinators (partnerships) to act as the contact point for designated face-to-
face Prime Contractors. Prime Contractors for the face-to-face channel must
also designate a named contact point to work with the telephone channel.

3. These designated named contact points will work directly to develop this
relationship but must ensure that the Skills Funding Agency Operational
Managers in each regional contract area are kept up-to-date and agree any key
decisions relating to delivery of the contract.

4. How the customer accesses the service will be driven by customer choice.
There will be a single national telephone number, 0800 100 900, for customers
to access (including booking face-to-face appointments), the face-to-face and
telephone channels and there will be one web-site.

5. The service will provide a blend of national, regional and local content and the
following table outlines examples of what a customer can expect from the
different channels including the type of Labour Market Information (LMI) at
national, regional and local level.
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23. The customer will always be given the option of making contact with either the
face-to-face service or the telephone service.

Web channel to telephone channel

24. The web channel will provide the national telephone for the customer to
access additional support from a telephone contact centre adviser. This may be
for ‘first line’ support or, if appropriate, onward referral may be made to advice
available through the telephone channel.

25. In particular the customer may contact the telephone channel for additional
support, if for example if they need more help to interpret their Skills
Diagnostic Tool report.

26. The customer will always be given the option of making contact with either the
face-to-face service or the telephone service.

Telephone channel to web service

27. Telephone contact centre advisers should always tell customers about the web
channel including the ability to use the web at any time.

28. Customers should also be encouraged to register for Next Step on the web to
enable them to create their own personalised online space, including storing
documents such as CVs and Skills Diagnostic tool results.

29. The customer can choose to use the web channel and should be encouraged to
do so when it is clear that the customer can self-serve through this channel.

Telephone numbers for the Service

30. The national telephone number for the service is 0800 100 900

31. In addition a separate number will exist to provide an access route to the
contact centre for Jobcentre Plus customers and advisers, where a customer
has been signposted or referred to the service. The telephone number for
Jobcentre Plus customers and advisers is 0800 924 429

32. All calls go through to the same single pool of first line advisers at the
telephone contact centre.
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33. The telephone contact centre adviser can identify the number that the caller
has dialled whilst on the phone and respond appropriately to support different
campaigns.

34. Separate telephone numbers are available on the customer web portal to
support customer with specific language needs.

35. The telephone numbers for the Language Line services are:

Language Telephone number
Gujerati 0800 093 1119
Punjabi 0800 093 1333
Somali 0800 093 1555
Syleti 0800 093 1444
Urdu 0800 093 1118
Farsi 0800 093 1116
Polish 0800 093 1114
French 0800 093 1115
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7. Prime Contractors (and any sub-contractors) and the Contractor for the
telephone channel must also ensure that they have the appropriate operating
system, software and hardware requirements for Microsoft Dynamics web
client. See Annex A below for details.

8. All users of the CRM involved in the delivery of the careers and skills advice
services (including non delivery staff who have access to personal data) must
have been subject to a satisfactory enhanced criminal records bureau (CRB)
and a baseline (personnel security) standard check. Staff must be subject to a
satisfactory enhanced CRB check a minimum of every three years and new staff
must be subject to an enhanced satisfactory CRB check within three months of
commencing work on the contract. See Section on Safeguarding for further
details.

9. Please also see the Data Security section of these Operating Instructions for
details of how to ensure the ID matching of customers when accessing their
records on the CRM.

10. All Skills Action Plans must be created using the CRM system. Advisers in the
face-to-face channel must obtain the signature of the customer on the Skills
Action Plan in order to be able to claim funding for the advice interview. The
data capture form does not have to be signed separately as it is not used to
claim funding. See below for arrangements where face-to-face advisers do not
have internet connectivity.

11. The first advice session must result in a Skills Action Plan but subsequent
sessions could result in either a new action plan or modification of the existing
plan. Any changes to the Skills Action Plan in the face-to-face channel require
the signature of customer to be gathered in order to claim funding for the
session.

Arrangements for face-to-face advisers where the adviser has no immediate access
to the internet

12. The Prime Contractor is expected to make every effort to make arrangements
for advisers to have access to the internet to support the delivery of their work
and services to customers.

13. However, it is recognised that to reach our target audience and provide
comprehensive geographic coverage of an area those services will sometimes
be delivered in locations where internet access is not always or easily available.
These arrangements only apply in exceptional circumstances where internet
connectivity is not possible.
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(Typical transaction data (MB)/duration (seconds)) * No. of concurrent advisers
sharing a connection = Connection bandwidth (MB/second)

In all cases, a minimum connection bandwidth of 2MB/sec is recommended.
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9. Operating Instructions: Skills Action Plan

1. The Skills Action Plan forms an important and integral part of the advice
process with customers and provides a record of the discussion with the
customer that they can use to reflect on their existing skills, plan for future
skills development and support achievement of their learning or work goals.

2. The Skills Action Plan also provides evidence of the delivery of the service and
should reflect the high quality of the service to contribute to inspection and
quality assurance arrangements.

3. All customers who receive an advice session face-to face or through the
telephone channel - whether accessing a single session or multiple sessions -
must receive a Skills Action Plan.

4. In all cases the Skills Action Plan will now be completed through the customer
relationship management system (CRM).

5. Actions to take in the face-to-face channel where there is no internet
connection include typing the Skills Action Plan into the off-line template
provided ready to attach to the customer’s record as soon as internet access
is available and within a maximum of 2 working days.

6. Advisers in the face-to-face channel must obtain two signed copies (one for
the customer and one for records) of the Skills Action Plan in order to claim
funding for the session. Any subsequent modifications to the Skills Action
Plan also requires the customer’s signature to be gathered in order to claim
funding.

7. Please also see the CRM section of these Operating Instructions for further
information including details of step by step actions required if the adviser
does not have internet access at the time of the interview.

8. Advisers in the telephone channel will always e mail the Skills Action Plan to
the customer unless the customer does not have an email address, in which
case this will be posted.

9. All actions relating to the Skills Action Plan must be completed in line with
Data Security requirements set out in the Data Security section of these
Operating Instructions.

10. Particular care must be taken to comply with restrictions and requirements
relating to the recording of information about Offenders. Please see the
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Privacy Notice
14. Customers must also be made aware of the Privacy Notice setting out how

the information contained in the Skills Action Plan may be shared with other
specified organisations. Particular attention must be drawn to the provisions
of the Welfare Reform Act 2009 with regard to sharing information with the
Department for Work and Pensions and Jobcentre Plus.
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Recording information on Offenders

11. It is imperative that under no circumstance is any reference made in the free
text boxes on the CRM, Skills Action Plan or any off-line recording of
information that an individual may be an offender. That is, either serving a
current sentence or having completed their sentence.

12. To aid advisers a list of prohibited text is provided below. This list of
prohibited text has been agreed between the Skills Funding Agency and the
National Offender Management service and Prime Contractors must ensure
that existing and any new advisers are made aware of this instruction. This
list is not exhaustive and advisers must continue to carefully consider input to
free text boxes in the Skills Action Plan. Prime Contractors will be informed,
in writing, by the Skills Funding Agency of any changes that may be made to
this instruction in the future.

Prohibited Text
ARSONIST/S Arson
ASBO Anti Social Behaviour Order/s
ASSAULT Assaulted
BAIL Bail Hostel/s
BURGLAR Burglary Burglars Burgle

Burglaries
CAPTIVITY Captive/s
CELL/S
CONVICTION Convict/s Convicted
CRIME/s
CRIMINAL/S
CUSTODY Custodial
EXTREMIST/S
FELONY Felon/s
FINED Fine/s Fines
GAOL/S Gaoler/s
GUILTY Guilt
HDC Home Detention Curfew

HMP, H.M.P.
HMPS, H.M.P.S.

Her Majesty’s Prison
Her Majesty’s Prison Service

IMPRISON
INMATE/S
JAIL/S
KILLING/S Killer/s
MISDEMEANOUR/S
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MUGGER/S
MURDERER/s Murder/s
OFFENCE/S
OFFENDER/S
PAEDOPHILE/S Paedophilia
PAROLE
PRISON/S PRISONER/S

PROBATION
RAPIST/S Rape/s
RECIDIVIST/S Recidivism
REMAND Remanded
SHOPLIFTER/S Shoplift
STEALING Steal Stole
TERRORIST/S
THEFT/S
THIEF
THIEVE/S

Thievery

YOI Young Offender Institution/s
YOT Youth Offending Team/s
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13. The Customer Relationship Management (CRM) system will flag after 31 days
of inactivity after the last point of contact that that a follow up is needed and
then after another 2 months.

14. The results of a follow-up must be captured in the CRM system to enable the
collection and reporting of management information and performance
management.

15. The Prime Contractor will receive an outcome payment when evidence is
provided that the customer has progressed. See Budget and Funding section
of the Operating Instructions for details of evidence requirements.

Measuring progression through the telephone channel

16. As well as the national impact measure of 50% of advice customers achieving
a positive outcome the telephone channel also has a target of 40% of
customers receiving the information service to achieve a positive outcome as
set out in paragraph 3.

17. Follow up at 1 and 3 months will be carried out by the Contractor for the
telephone channel. Further information on how follow up is to be carried out
at 6 months will be confirmed in due course.

Measuring progression through the web channel

18. For customers accessing the service via the web channel, progression will be
measured by taking a representative sample of customers who have
registered with the service and conducting a customer survey. The survey will
focus on both customer progression and satisfaction of the service that they
received.

19. It is envisaged that these surveys would be conducted through email. In
addition customers using the web channel (whether registered or not) would
be asked periodically if they wish to complete a web survey to gauge
satisfaction.

Regional Key Performance Indicators

20. As well as the national impact measures and key performance indicators,
regional key performance indicators and specified regional priorities will also
steer the focus of activity by Prime Contractors for the face-to-face channel.
These will normally, but not always, align with the national priority groups for
in-depth and ongoing support. Regional KPIs are set out in the Prime
Contractor contract for the face-to-face channel.
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14. Operating Instructions: Data Security

1. Since February 2008 all Government Departments and public bodies have been
required to ensure that any personal data that is transmitted (sent by email, sent
by post, taken outside of government/public premises) is protected
appropriately.

2. It is a requirement that Prime Contractors ensure that they and their sub-
contractors have arrangements in place to protect personal information securely
that conform to government security standards. All personal data that is
transmitted (sent by email, sent by post, the internet or removable media or
used and stored in CRM) must be appropriately protected and stored.

3. These Standards are available at:

http://www.cabinetoffice.gov.uk/media/cabinetoffice/csia/assets/dhr/cross_gov
080625.pdf

4. It is a requirement that Prime Contractors ensure that the arrangements comply
with any Skills Funding Agency guidance or instruction in relation to Data
Security. In addition the Prime Contractor will be required to comply with the
data security requirements of Department for Work and Pensions (DWP) and
Ministry of Justice for prison and probation services. This will include having data
security agreements in place where appropriate.

5. Where the Prime Contractor is providing services to customers claiming out of
work benefits, it must provide data to the Secretary of State for Work and
Pensions or his nominated representative in accordance with the requirements
notified to the Prime Contractor. Failure to transmit complete or accurate data
under this clause will constitute a serious breach of contract in accordance with
Clause 10 of the General Terms and Conditions of the Contract and may result in
payment for this part of the service to be delayed or withheld.

Personal and Sensitive Data

6. Advisers who have access to personal data and sensitive personal information
(as defined by the Data Protection Act 1998) should be aware of the difference
between the two. Personal data includes information such as name, address,
date of birth and Sensitive personal data includes information such as disability,
ethnic origin or health. Please see paragraphs 10 and 11 below for further
details.

7. Advisers must be aware of the sensitivity of the data they have access to and
should treat it accordingly by:
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16. Operating Instructions: Labour Market Information (LMI)

1. Next Step will operate in a national, regional and local context, delivering a
service which responds to individuals’ needs and steered by regional
priorities (areas, sectors, customer groups) to provide advice in a labour
market context informed by high quality, up-to-date labour market
information.

2. Key to the delivery of the integrated adult careers service will be the
provision of comprehensive, up-to-date and timely national, regional and
local labour market information to customers. Prime Contractors and the
Contractor for the telephone channel must demonstrate how Next Step
service delivery will be supported by the effective use of up-to-date national,
regional and local labour market information.

3. Three tiers of labour market information will exist to support the service:

o National LMI, including up-to-date data derived from the Sector
Skills Councils which will be edited, summarised and presented as
‘snapshots’ in an adviser-friendly format.

o Prime contractor - led regional and sub regional LMI will be
collated centrally and fed into the web channel.

o Local LMI will be collated by the subcontractors and fed up to the
Prime Contractors

4. Labour market information must reflect principles of equality of opportunity
and must be impartial; accessible, up-to-date, robust and relevant to the
needs of practitioners in their careers and skills advice work with customers.
Recognised research best practice must be used in ensuring appropriate
provenance and accuracy of data.

5. The national and regional LMI provided by the SSCs include full publications
and bite size versions and the full publications will cover:

o sector information - a brief description of what the sector covers;
o information on careers available and new emerging jobs;

transferability of skills career paths and opportunities for
progression;

o information on pay rates in the sector;- information on entry
requirements, application processes (e.g. Apprenticeships);

o qualifications: - different types of qualifications
needed/acceptable and approved courses (where these exist);

o data on employment and labour market trends and forecasts;
o skill shortages;
o information on opportunities for adults changing career direction;
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o information on points of entry or transfer into a sector from
another area which would be helpful for inspiring job changers;

o job profiles;
o case studies - including role models and different types of

customers making their way in the sector (e.g. women returning
to the labour market; graduate entrants, Apprentices etc.); and

o Frequently asked questions.

6. These publications can be found at:
http://www.advice-resources.co.uk/UsefulInformation/lmi/ - full documents
http://www.advice-resources.co.uk/UsefulInformation/LMIBitesize/ - small
digestible versions to be used with customers.

7. The information will be regularly updated and will comply with Next Step
quality assurance arrangements.

8. This national and regional LMI will be accessible online to advisers and
customers. The web LMI offer within Next Step will provide in due course:

o easy navigation, with clear signposting;
o efficient searches both within and across sectors, and links to

other sources of relevant information;
o the use of understandable language, which is jargon free;
o print-friendly versions of downloadable documents (including high

resolution images of charts); and
o Link to Jobcentre Plus job opportunities site and the National

Apprenticeship Service opportunities site.

9. The Prime Contractor and Contractor for the telephone channel must
develop links to Sector Skills Councils, Jobcentre Plus and other organisations
producing labour market information at a national, regional and sub- regional
level to ensure access to up-to-date labour market resources, sector-based
careers and skills advice and any available assessment materials.

10. The service, as a whole, will need to work with a range of strategic
stakeholders, including, the National Apprenticeship Service and Unionlearn
to provide a seamless offer for employees and support for employers
wanting to help up-skill their workforce and ensure advisers have the
necessary knowledge sharing with those services to help individuals access
the support they need.

11. The Prime Contractor for the face to face channel will be responsible for the
collection and dissemination of local labour market information, including
liaising with the appropriate organisations to ensure that they provide this
data and make it available to the web and telephone channels.
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12. Prime Contractors and the Contractor for the telephone channel must ensure
that advisers make use of labour market information as part of effective
practice when working with customers. They musthave arrangements in
place to collate and share local and regional knowledge, expertise and labour
market information across the other channels of the integrated service.
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19. Operating Instructions: Equality and Diversity

1. The service must comply with all relevant legislation with regards to Equality
and Diversity6.

2. As well as complying with all relevant legislation, the service should develop
strategies to encourage people from the identified priority groups to use the
service and meet the specific needs of those users.

3. Prime Contractors and the Contractor for the telephone service should strive
to ensure that their workforce is diverse and as far as possible reflect the
communities they serve including attracting and serving people from all
socio-economic backgrounds.

4. The language used to position, deliver and promote the new service must be
appropriate for the communities it is seeking to help and clearly
communicate the message of universality. For example, providing advice in a
variety of languages and modes of delivery, making sure that services can be
understood and used by those with learning difficulties and disabilities, as
well as those less familiar with or able to access web-based technology and
that older people feel that the service is as much for them as for younger
adults.

5. The Prime Contractor should develop professional development strategies
for careers advisers to ensure that the information and advice provided
challenges stereotypes and gives customers an understanding of non-
traditional occupations.

6. Prime Contractors and the Contractor for the telephone channel should also
ensure that advisers can support customers to help them overcome
occupational segregation and stereotyping, build awareness of flexible
working patterns and promote better use of ‘lifecycle’ skills and
qualifications, especially for people returning to the labour market. It must
offer support on overcoming barriers preventing individuals from entering
learning and work.

7. The Skills Funding Agency will monitor take-up of services and outcomes
achieved against equality and diversity measures and Prime Contractors and

6 For the purpose of this document the term Equality and Diversity is used as defined in the
Equality Act 2010. This defines protected characteristics as: age, race, religion or belief, sex,
sexual orientation, disability, gender reassignment, marriage and civil partnership and
pregnancy and maternity.
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the Contractor for the telephone channel must act to improve both take-up
and outcomes if necessary.

8. All channels of the service will conform to defined and agreed usability and
accessibility standards.

9. The service will provide a language line providing support in a range of
community languages. This service will be provided by the Language Team
within the Telephone Contact centre. Further details of the language line
support available are set out in the Service Offer section of these Operating
Instructions.














