Summary of National nextstep services 2008-10
The new contracted services are to be provided on a regional basis and will dovetail with the national learndirect telephone and web services.
There are three key objectives associated with the new contracted service:
· Providers will support individuals by delivering labour market focused careers services

· Delivery will be through

· Universal Services for all individuals aged 20 or over

· Differentiated and Personalised Services (DaP) for those with low skills or particular needs

· A focus on flexible delivery methods and arrangements capitalising on partnership working, use of outreach and community locations and maximising the opportunity offered by the use of a variety of delivery methods
Service Levels
There are two service levels specified within the contract:

· The Universal Service.  
This will be delivered mainly via group work.  Each client will receive a Unique Learner Number (ULN) and action plan.  This service is to be available to all adults (over the age of 20) and not just those with qualifications below level 2.
Target delivery levels are 462,137 adults per annum nationally with 47,240 living or working within the East of England.

· The Differentiated and Personalised Services (DaP)
The delivery of this service will focus on the individual client journey on a one to one basis (minimum 2 face to face, with the option of further interventions by telephone and/or email). 
Key target groups for this delivery have been identified as:

· Below level 2 (90% of delivery target levels)

· Level 2 (10% of delivery target levels) with emphasis on those who:

· have low skills in low prospect jobs

· are out of work

· are 50+

· are on benefits

· are offenders or ex-offenders

· are from ethnic minorities

· are self-declared LDD (learning difficulties and disabilities)

Target delivery levels are 138,641 adults per annum nationally with 14,172 living or working within the East of England.
The delivery of services must be flexible and dynamic, being accessible through mainstream, outreach and community locations. As well as out of office hours provision, clients should benefit from partnership and collaborative working practices.
Signposting and referral of clients to appropriate, local specialist services is to be accessible to all clients
Clients can make use of three access points:

· The Regional Telephone Access Point.  This will link the national learndirect service with the information and signposting to regional/local provision.  This is NOT an advice point.  (This has been clearly defined by the LSC).  
Clients not eligible for the face to face Differentiated and Personalised Service (DaP) will be referred to Learndirect Advice and or the Universal Service
· The Regional Website will provide access to the full range of learndirect web based services in addition to information on local and regional provision.  Email requests will also be channelled via this website.  Access to this element of the service will be promoted via UK online centres, learndirect learning centres and other community based IT provision.

· Face to Face Services will be provided in a variety of formats which will include:

i. Outreach

ii. Group work

iii. Drop in workshops

iv. Customised programmes

v. Partnership delivery and working community groups

vi. Links with employer facing provision

vii. Creative use of resources and support tools


Impact Targets
· Universal Service has a target of 40% of clients entering learning, work or training

· Differentiated and Personal Service (DaP) has the following targets:

i. 40% of clients entering learning or training

ii. 30% entering sustainable employment

iii. 15% of clients to progress into work

iv. 45% of clients to become qualified to a higher level
Quality Assurance
Quality assurance of provision is of paramount importance and the following has been stipulated for ALL providers of the contract:
· Providers (including the Prime Contractor) will hold and retain matrix accreditation

· Providers will comply with the Ofsted modified Common Inspection Framework

· Providers will ensure that they meet the Customer Satisfaction Measure of:

95% of customers in receipt of services being satisfied with the service that they have received.
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