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Welcome

We are pleased to present our annual report for 2009/10. We have selected aspects of
our work of which we are particularly proud and we feel demonstrate our ongoing
commitment to our company mission and values and our charitable objectives.

2009/10 has been a challenging year characterised by fewer employment opportunities;
increased levels of redundancies and reduced hours of working coupled with greater
levels of competition for all employment opportunities, full and part-time, and demands
for higher levels of skills and qualifications from employers.

Providing high quality, effective, information, advice and guidance (IAG) services has
been fundamental to helping people get a job and stay in work for longer and to
encouraging those in work to stay focussed on progression, to raise their aspirations
and be in the best possible position to take advantage of new opportunities in the future.
Effective IAG has also been essential for our universal services with young people in
education, training and employment. Our message has been simple “stay in and get
on” — and we have seen more young people than ever continue in learning at age 16,
17 and 18.

This year has also been a significant one for our company, which since September
2009 has been jointly owned by our two local authorities, Staffordshire County Council
and Stoke-on-Trent City Council. As we look forward to 2010/11 we will be integrating
our service with other local authority services provided for young people; ensuring that
the support young people receive is holistic and joined up, seamless and consistent,
effective and high quality. We will be delivering adult IAG to a wider and growing cohort
of adults, both in and out of work; helping them improve their skills and employability.
Above all, we will be ensuring that our service demonstrates both value for money and a
positive long term impact on the life chances of the young people, adults and
communities of Staffordshire and Stoke-on-Trent.

We are always pleased to receive feedback on our services. There are many ways you
can contact us and these are detailed at the end of this report.

Carol Jones
Chief Executive
Connexions Staffordshire Limited

Engagement of Young People in our Service

Since the beginning of Connexions
Staffordshire over 8 years ago we have been
involving young people in the development of
our service. Throughout that time we have
worked with young people to develop a variety
of ways in which they can get involved in both
a meaningful and creative approach. From
mystery shopping our centres, recruitment
and selection of new staff to involvement in
carrying out research projects; young people
have been able to influence the development
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of the Connexions service to meet the needs of young people in Staffordshire and
Stoke-on-Trent.

Our chosen qualification route; the National Open College Network Progression Award,
has been particularly successful. The award enables young people to get involved in
the areas they enjoy most, and which are important to them. It enables them to develop
new skills and gain confidence. Over the past 12 months 28 young people have gained
NOCN Progression awards.

John Sandoz, External Verifier for the Open College Network West Midlands said on a
visit to us during the year: “This groundbreaking work deserves national recognition and
adoption by all counties and should be linked to the national agenda.”

In 2009 our Youth Development Volunteers took part in an assessment carried out by
Stoke-on-Trent Children’s Trust, Quality Award team. The assessment measured how
our organisation involves young people in the development and delivery of its services.
We proudly achieved the Gold standard and have maintained it following two further
assessments.

We believe that the key to our success has been adopting the National Youth Agency
(NYA) Hear by Right (HBR) standards. All aspects of young people’s engagement in
reviewing and shaping our service link to HBR standards. Our Youth Development
Volunteers use these standards as a tool to check that engagement is built in and not
bolted on.

Every year a small group of young people receive training in evaluation techniques
using the NYA Act by Right training programme. Following on from the training, all
young people collect evidence of active involvement from across the organisation. This
evidence is then used to map involvement activity and to identify any gaps or areas for
development. The group then agree an action plan for change which is included in our
future business plan.

We have, over the past year also been involved in ensuring that the engagement and
participation of young people in service development has been a key consideration for
our partners. With the development of Staffordshire Young People’s Service and
Integrated Youth Support Services in the city we have played a key role in developing
practice with our partners. With our help, young people have been involved in a number
of key consultation activities including Staffordshire Children’s Trust, Speak Out and
Shape It conferences and Primary and Secondary congresses in the city.

Here is a guide to some of the activities, consultations and projects young people have
been involved in during 2009/10:

Activities

A further 6 young people trained as mystery shoppers
(27 in total).

All Connexions centres received mystery shopping
visits and telephone calls. Young people and staff
produced a report on findings and recommendations.
10 young people trained in recruitment and selection
and involved in interview processes for Connexions
Staffordshire, Staffordshire Youth Offending Service
and Staffordshire County Council.
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40 mystery shopping visits carried out on sexual health services across
Staffordshire.

9 young people trained using the National Youth Agency’s Act by Right programme.
4 young people involved in interviews for NSPCC.

Over 400 young people consulted on issues that affect their lives, including
consultation on school terms, standards for post-16 provision, IAG commissioning,
GOWM voice of young people, reward and incentives and provision of crisis funds in
Connexions centres.

Projects

The Great Giveaway — in partnership with Staffordshire Council for Voluntary Youth
Services, 10 young people meet as a grant panel to distribute £10K of Youth
Opportunities funding to develop capacity in voluntary youth services.

Staffordshire Sexual Health Advisory Group — in partnership with SYPS and SSFHT
14 young people have carried out mystery shopping visits, consultations and
delivered training to PCT staff to help health services meet the You're Welcome
standards.

Uth Crew — in partnership with Voluntary Action Stoke-on-Trent, 10 young people
are involved as a shadow Children’s Trust board. The group take part in a number
of activities including consultation, recruitment and selection, training and local
events.

Early leavers/retention project — 5 young people carried out a research project to
find out the reasons young people were leaving Stoke College early. The group
have presented their report to the College Principal and the Chair of the College
Board. The group are set to continue their work by carrying out research into post-
16 provision in Stoke.

Connexions Assistants Programme — working in Staffordshire and Stoke-on-Trent
schools the Connexions Assistant works with Personal Advisers to review, evaluate
and develop information, advice and guidance in their school. We currently have 19
Connexions Assistants, with 12 of them close to completing a Level 1 Award in
Progression, with a further 20+ planned for September 2010.

Youth Development Volunteers — this is our key involvement programme. In 09/10,
28 young people received NOCN qualifications (13 on our internal YDV programme
V3 and 15 young people from the Jigsaw Youth Club funded by YOF) bringing our
total to 55 young people receiving qualifications since registering as an NOCN
centre in late 2007. Our next programme (V4) started in April 2010 with 14 young
people expected to achieve qualifications.

We value all the support, time and challenge our young people present to us. We are
proud of their achievements and as the following quotes reveal, they can see the
benefits of working with us:

“Having completed the YDV programme | am more
confident at interviews, showing how my
communication skills have improved and the
gualification | got.” Chris, 17 from Stoke on Trent.

“The course has really helped me to interact with
people more, | now listen and feel more confident
talking to others.” A 13 year old from Cannock.
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“I now have a qualification to put on my CV, not everyone has a NOCN qualification.
The programme was very different from anything | had done before and it made me
want to stick at it.” A 17 year old from Stafford.

“l did things that | normally wouldn’t have done which really helped my confidence and
gain the trust of others who don’t normally listen to me.” A 15 year old from Uttoxeter.

Other comments received from young people about the service were:

“I was extremely satisfied by the service that | received, it has really helped turn my life
around.”

“Really helpful, has opened my eyes to many career possibilities and how to go about
pursuing them.”

“Thanks for all your help so far such as helping me get another interview into Burton
College which | have now received a letter about.”

“The Connexions adviser was very helpful and kind. Made a big difference and settled
my worries a great deal. Brilliant service and doesn’t need any change.”

‘I think the service was really good and | find it will definitely help me to get
employment.”

Adult Information, Advice and Guidance (IAG) Progra  mmes

During the year our adult team successfully delivered
services to over 14,000 customers aged 16 and over in
Staffordshire and Stoke on Trent.

We provide a seamless transition for young people who 7
move from the support provided by Connexions to other, 23
more appropriate and relevant programmes offered [
through adult IAG provision.

We work closely in partnership with Jobcentre Plus, the
Skills Funding Agency, Staffordshire County Council and
Stoke-on-Trent City Council, delivering information,
advice and guidance on career planning, vocational and
employability skills to adults.

Programmes delivered have included:

Progress 2 Work : a programme to support people aged 18+ whose barriers to
employment include substance misuse. Between April 2009 and March 2010 we have
worked with 151 people on this programme and have helped 11 of them move into
sustainable jobs, college courses or other types of specialist or mainstream support or
training programmes.
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Lone Parent Programme Centre : a programme for lone parents. During the year we
have helped 188 people in this situation get ready for
work and increase their employability skills.

Basic Skills Assessment : between March and July 2009 we assessed the literacy and
numeracy levels of 243 people on behalf of Jobcentre Plus.

Nextstep : our team delivered more than 11,000 sessions of information, advice and
guidance to people aged 18+ during the past year.

Integrated Employment and Skills - we were fortunate in Staffordshire to pilot, as part
of the national trials, key aspects of the new Adult Advancement and Careers service.
This included piloting the use of learning accounts and the use of online diagnostic
tools. A key element was also co-location with Jobcentre Plus to deliver careers and
skills advice and guidance services to adults from within Jobcentres.

Job, Enterprise, Training (JET) Centres : During the year we continued to support the
development of the JET model for working with unemployed adults in the communities
where they live. JET Centres opened in Cannock and Burton with JET outreach in
Tamworth. Most of the 295 people accessing this provision had been unemployed for 6
months or more. In North Staffordshire, the JET provision focused on people
unemployed for more than a year and our Advisers undertook nearly 1400
assessments, providing individualised IAG and support.

The following quotations are from three of our adult clients; they demonstrate not only
the commitment of our Advisers but also the way in which they can turn around people’s
lives:

A client from Leek said: “I'm very grateful for the help I got from Alyson, my Connexions
Adult Adviser. | was very rusty in the area of job hunting and probably wouldn’t have
found a new job so quick without the advice. I'm now working as a Community Support
Worker, supporting people with learning disabilities in the community. | enjoy my job
very much. It's challenging but very rewarding.”

A client, aged 32, from Stafford said: “Paul, my Adviser was great. He explained about
the different options available to me and helped me find and apply for suitable jobs. I'm
now working as an ICT Tutor at my local learndirect centre which | really enjoy. Thanks
Paul”.

A client, aged 26 from Burton said: “Since joining the JET programme, | have been
absolutely amazed at the level of support | received from my Adviser, Maura. Nothing is
too much trouble for her. Maura has gone out of her way to help me pull my life back
together. The lady is a Saint in my eyes. She is amazing at her job and as a person. |
don’t know how she did it but she has given me that spark again and a way forward in
life. Thank you Maura.”

6 of 12



The Adult Advancement and Careers Service (AACS)

Currently, nextstep is the main face to face IAG service for
adults, providing careers guidance and support to get people
into work and learning or to help those who want to progress.
On 1% August 2010 this service will be replaced by the new
AACS, branded Next Step, but with a difference.

The new Next Step will:

create a culture where development and
acquiring new skills is the norm

ensure adults are informed and
empowered consumers for learning and
skills

develop a strong emphasis on being an
integrated service with a common brand
representing ‘advancement’ — moving
forward in work and life regardless of
personal situation and skill level

provide a visible identity for the careers
profession

Improving Outcomes for Young People: Every Young Pe rson

Matters

In a year of recession, characterised by significant increases in numbers of young
people 18-24 who have become unemployed, Connexions Staffordshire has worked
tirelessly with partners to successfully reduce the numbers of 16 and 17 year olds who
are not in employment, education or training (NEET). In both local authority areas
(Staffordshire and Stoke-on-Trent) the annual NEET targets set by Government were
achieved and exceeded. The focus in working with young people has been one of
equipping them with the skills and qualifications they will require as the economy comes
out of recession.

Connexions Staffordshire successfully managed both the September and January
Guarantees, working closely with partners including the LSC, Local Authorities and
Learning Providers. The September and January Guarantees have had a significant
impact on the NEET and participation in learning figures for both Staffordshire and
Stoke-on-Trent.

The success of the September Guarantee in Staffordshire was recognised by lan Wright

MP, then Parliamentary Undersecretary for 14-19 Reform and Apprenticeships, who
wrote to the Director of Children’s Services in Staffordshire to,
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“...congratulate you and your colleagues on this achievement [September Guarantee]. |
was very pleased to see that your strong delivery of the Guarantee had a positive
impact on participation at age 16...”

The September Guarantee ensured that young people had an appropriate offer of
learning, with rates of 97.8% and 97.2% for 2009 year 11 leavers being achieved for
Staffordshire and Stoke on Trent respectively. This translated into a significant increase
in numbers of young people progressing in to learning at 16 and remaining in learning at
17. Staffordshire saw an increase in participation in learning from 82.6% in March 2009
to 86.6% in 2010. Stoke-on-Trent saw an even greater increase in participation in
learning from 73.1% in 2009 to 80.7% in 2010.

While the overall trend for participation is very positive, for vulnerable young people, the
gap in the rate of participation remains too wide and below those of the whole cohort.
For example, the number of young people with learning difficulties and/or disabilities
who are not engaged in education, employment or training has been reduced in both
Staffordshire and Stoke-on-Trent. However, for this group of young people their
propensity to be in this situation is twice that of their peers in the whole cohort.

Expanding the range of provision to meet the diverse needs of
different groups of young people has been a key factor in
increasing the participation of 16 and 17 years olds. The
development of highly individualised and flexible learning
provision, including extended transitional support (e.g. activ8 and
Stoke Challenge) has been invaluable in this respect and as such,
the good practice can be transferred to flexible learning in the
future.

What some of our clients said about the help they r  eceived

"I'm a young mum and | wanted to get a better life for me and my
daughter. Connexions helped me do this. I'm back at college
now doing a course in Childcare, which | love. I'm getting £30 a
week EMA and I'm getting help with the costs of childcare."
Kaysha, aged 19 from Cannock.

"My Connexions Personal Adviser is great. | have
Asperger’s Syndrome and find doing certain things
very difficult. She helped me improve my confidence,
helped me pick my GCSEs and helped me arrange my
work experience. I'm doing my GCSEs soon, so fingers
crossed. My Dad is also very proud of what I've
achieved." Rob, aged 16 from Stafford.
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"I left school with no qualifications and no idea of what to do but,
thanks to Connexions, | have just finished a two year
Apprenticeship in Gents Barbering. | now have a job | love,
money in my pocket and a much brighter future." Jarrod, aged
19 from Stoke-on-Trent.

"I've always been interested in becoming a Chef, but my
lack of confidence and skills made it difficult for me. After
completing a support programme with Stoke City Football
Club and Connexions Staffordshire, I'm much closer to
reaching my dream. | hope to start a catering course at
college in September." Chantelle, aged 18.

Quality Matters

At Connexions Staffordshire Ltd we are proud
of the service we deliver to clients of all ages
and we encourage clients to give us feedback
SO we can gauge satisfaction levels. During the
last year 870 young people gave us their
individual feedback with over 97% rating the
service they received as good or very good.

We also received feedback from over 3500
adults (18 — 65 yrs) who had used our services
and over 95% of these rated it as good or very
good.

During 2009/10 Connexions was reaccredited with ISO 2001 a standard about business
processes and systems, Charter Mark which is a customer service award, Positive
about Disabled which recognises our equality in recruitment and employment and
Matrix a standard for Information, Advice and Guidance which we hold for our Nextstep
delivery contract.
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Comments received from adults about the quality of the service were:

“Before coming here | didn’t really have a clue what | wanted to do or how | was going
to get there but the adviser was really good, explaining, and | can now see a way
forward.”

“What a lovely guy — made me feel really welcome and he
was genuinely interested in what | had to say. An hour
well spent. | have received the best information so far on
my training and job prospects. Thank you.”

“A warm welcoming and encouraging meeting, very
helpful.”
“An excellent service from Chris, very pleased with the help and information given,

thank you.”

“You always feel very welcome when visiting the venue and always have helpful staff.”

All Our Employees Matter

Connexions Staffordshire Ltd has a long history of delivering both IAG and Management
Training internally to staff and externally to partners. Every one of our 341 employees is
qualified to a minimum of NVQ level 3 with over half the staff professionally qualified at
NVQ 4 or above. Our most senior managers have achieved level 5.

During the year, ninety members off staff have been
trained and achieved the following qualifications:

NVQ 3 Advice and Guidance; 14

NVQ 4 Advice and Guidance; 26

LDSS (Learning and Development Support
Services) Level 4; 34

NVQ 3 Management; 9

NVQ 5 Management; 2

Level 3 Business Admin and Customer Service
Awards; 5

In addition 17 external candidates were trained and
supported to achieve a range of other qualifications.

Every year Connexions Staffordshire Ltd run a series of workshops through the summer
months to advance the skills and knowledge of delivery staff. The title of the 2009
Summer School was ‘Safeguarding is everyone’s business’. This was delivered over
five days to ensure that all staff and managers had the opportunity to engage in the
training which was delivered by both Connexions Staffordshire staff and colleagues
from Staffordshire County Council and Stoke City Council Safeguarding Children teams.
The training covered:

Safeguarding Policy and Procedures

The role and functions of the Local Safeguarding Children Board
The role of the LADO
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Recording and updating client records
Contact Point

Data Protection and Information Sharing
Serious Case Reviews

The Summer School gave the opportunity
for Connexions staff and managers to get
involved in discussions about the learning
from the serious case reviews and the latest
draft report from Lord Laming.

We are proud of our reputation for being an
employer who takes staff training and
continuous professional development
seriously.

Data Security Matters

The safeguarding and handling of personal or sensitive data is paramount and this
message was reinforced through our Summer Schools during July. We understand
data security ismore than just computers and passwords: it's about business
processors; the people; their attitude and the approach they take to ensure data is
handled safely. All staff, from the most junior to the most senior, have undergone
mandatory data security training; this is an ongoing commitment for new and existing
employees.

We ensure data is kept safe by:

Training all staff in the safe handing of paper and electronic records, assessing
the risks, limiting exposure by reducing the size of data sets, security marking
documents and selecting the most appropriate method of transportation. This
may require the using authorised couriers or encrypting data.

Anyone who accesses our client database must hold a valid Enhanced Criminal
Records Bureau (ECRB) check.

Sensitive data is always stored in our secure data centre and not on laptop
computers or USB devices. If data has to be transported it is logged
and encrypted.

Computer access is protected using mandatory Two Factor Authentication
with One Time Passwords (OTP). The use of OTP is at the heart of our user
authentication process. This means that should a user's password ever be
compromised, this additional, mandatory, security authenticator is still required
and only ever works once.

Data can be shared securely with partner organisations through our unique web
portal, which facilitates controlled membership to allow uploading, as well as
downloading of data which is always encrypted during transfer.
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Finance Matters
Connexions Staffordshire Limited : Finance Report 2 009/10

Connexions Staffordshire Limited spent nearly £14m delivering services to young
people and adults across Staffordshire and Stoke-on-Trent in 2009/10:

Salaries include NI & Pension contributions £10.31m
Paid to Providers as sub-contractors £1.64m
Rents, Rates, Property Repairs & Service costs £0.79m
Operational Support Costs £0.44m
IT Services £0.32m
Finance costs, net of interest received £0.15m
Human Resources, Quality & Training £0.14m
Miscellaneous administrative costs £0.16m
TOTAL £13.94m

Ways to Contact Us

By Post: Foregate House, 70 Foregate Street, Stafford, ST16 2PX
Telephone: 01785 355700

Fax: 01785 355747

e-mail: info@cxstaffs.co.uk

website: www.cxstaffs.co.uk

Follow us on twitter: www.twitter.com/cxstaffs
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