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Introduction
Introducing an impact report that shows an amazing year for the customers of
Bolton at Home, our Employment and Enterprise Service are delighted to share
stories of success, achievement and true inspiration across the range of services
we’re able to offer to our customers.

At Bolton at Home, we’ve worked both with and on behalf of our customers to create
projects and initiatives that really do make a difference, and we’ve looked at everything from
supporting our customers not only to access employment, but also to thrive once they’ve
secured their job.
Pulling together all of these stats, stories and sentiments to champion the very people at the
heart of the projects we promote it’s a great way to remind ourselves of the impact Bolton at
Home can have.

Impact Report - Contents

We want this report to show not only the opportunities open to our customers, but also to
showcase the fantastic work that’s going on behind the scenes at Bolton at Home, as our
unique teams and dedicated staff go above and beyond what you might expect a Housing
Provider to do.
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Employment Support

At Bolton at Home, most customers will visit our
UCAN centres to make calls, access the internet,
and seek advice from our teams.
Colin was no different. He’d come from a
dysfunctional family, was estranged from his
children, and mixed in social groups that offered
a chaotic lifestyle. He enjoyed coming to the
centre, as it gave him a place to take a step
back and to talk positively with our staff who
would give him advice, guidance and support
surrounding the issues in his life.

*Names have been changed throughout.

At the time, Colin lived in an area of Bolton where
drug, alcohol and anti-social behaviour problems
were prevalent. Colin himself was a heavy
drinker, and he’d admitted that his addiction had
got to a point where he couldn’t find a way out,
much as he clearly wanted to make a change.
He’d lost a close friend to alcoholism, and this
had caused him to take stock of his life. Opening
up to our team about this was the first step he’d
felt able to take. We were so proud that Colin felt
comfortable in approaching us to talk about this,
and that he went on to take every opportunity he
could to work with us. With support, he began to
work on his own goals and aspirations, so that he
could make real, positive and permanent changes
in his life.
Colin transferred himself from Employment
Support Allowance to Job Seekers Allowance, and
began to attend structured UCAN employment
support sessions on a more regular basis.

This step led to massive change, and the choices
Colin made - and the routines he applied himself
to - visibly made him happier. Over time, even his
appearance and general persona became brighter
and more positive. He’d even begun actively
looking for somewhere new to live, in order to
make a conscious move away from the people
who would be quick to drag him back to his old
life and old habits.
Thanks to our UCAN staff and the services they
provide, Colin moved away from the area and
secured himself a job in a warehouse. A couple
of weeks ago, he visited his new local centre and
couldn’t wait to tell the staff that he has now
been promoted to the role of Supervisor at work,
and now also has access to one of his children.
Colin continues to tell us how much happier
he is becoming day by day, and is always so
quick to thank our staff, not only for their initial
involvement in helping him make those changes,
but in the ongoing support and opportunity they
give him to keep moving forward.

Impact Report - Employment Support

We offer employment support at all of
our Bolton at Home UCAN centres, where
we work with our customers to help with
everything from job searches, to writing
CVs, to completing application forms. We
also provide training in IT, offer one-toone guidance for interviews, and even
provide money advice and information
about handling debt.
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322

72

140

People supported into
paid work

People supported into
unpaid work

People supported
onto an accredited
course

224

623

464

People supported
onto an unaccredited
course

People accessing
employment support

People were
supported with
digital skills

Impact report

7

Find out more
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by contacting one of our Ucan Centres
www.boltonathome.org.uk/ucan
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Barrier Busting

Tammy first came to one of our UCAN centres for
support finding work as a qualified Accountant.
She’d worked in Portugal for several years, and
held European qualifications in her industry.
Unfortunately, these qualifications were not
recognised by any of the employers she had been
approaching here in the UK. She also lacked the
required experience of having worked in finance
in this country, and so this in addition to her low
level of written Standard English was holding her
back. This was clearly frustrating for Tammy, as
her standard of spoken English was excellent.

As a mother of two young children, Tammy
simply couldn’t take the ‘time out’ to prepare
for and re-take all of her examinations. We
worked with her to approach organisations that
could offer work experience in her chosen field,
so that at least she could progress in the right
direction and feel like she was making a valuable
contribution. She enrolled at Bolton College to
work towards her English Language GCSE, and
we secured a voluntary role for her to manage
the accounts of a local charitable group.
Working with disadvantaged people in this role
really opened Tammy’s eyes to other career
choices and vocations, and so from pure
interest, she undertook an online career test.
The outcomes demonstrated what we already
knew; that her caring and supportive nature was
an overarching part of her character. The test
results suggested a whole range of other careers
that Tammy might choose instead of working in
traditional finance. The information that came
out in the report also highlighted the fact that
there may be different working hours available
in certain ventures that would really help her in
supporting her family.

Within 18 months, Tammy has gone from
strength to strength in her professional and
personal life. She has either completed or is
currently working towards qualifications in
English, Mentoring, Interpreting and Health and
Social Care. She’s also seeking a placement in
local care homes so that she can put her learning
into practice. The goal she has set for herself
for 2020 is to be enjoying a career as a Support
Worker.
Tammy has continued to access the support
of our services, and enjoys attending our
Art and Cookery sessions. She’s become a
fantastic advocate for the work we do across the
organisation, and is a huge asset to us in using
her multilingual talents to help us communicate
more effectively with customers who don’t have
English as a first language.
Whilst Tammy is clearly very motivated and
has lots going on with her family and career
development, we love that she still continues to
volunteer her time and talents as the Accounts
Manager for the local charity we’d originally
partnered her with. This is a testament to all
involved, and we’re delighted that Tammy has
made so many friends in her role to give her a
great social life away from her work and family.
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Barrier Busting is a unique service here
at Bolton at Home that aims to help our
customers with any difficulties they are
facing in life, at home or in work. No
barrier is too small or insignificant, and
for each and every person, we offer a
listening ear, a non-judgmental approach,
and the knowledge and understanding of
who or what is ‘out there’ to help, where
we may not be able to help our customers
directly.
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People accessed
Barrier Busting

206

People supported into
unaccredited
training

106
People supported
into work

20

People supported into
volunteering

251

People supported onto
accredited courses
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Tammy
“Thank you so much for what you have
done for me today. I have been to so many
agencies and you have done more for
me in an hour than I have had in weeks
from others. You have really boosted
my confidence and given me hope.”

Jane

“When I first started seeing you, I did
not believe I would ever find anything I
wanted to do and was really struggling
with all aspects of my life. I am now
half way through university and have
a fabulous work placement for my
course, and I can see a positive future
for the first time in ages. You helped me
to understand and believe in myself.”

Find out more
by contacting one of our Ucan Centres
www.boltonathome.org.uk/ucan

Brooklyn
“Thank you so much! You have helped
me with everything. I came in for a
CV and went out with one, but also an
appointment with money advice, a food
voucher, a bus ticket, three websites to
job search and three more appointments
to help me get work and manage my life
better. Definitely the best service ever!”

Laura
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“Barrier Busting is a great service for
the community. I was really struggling
for an opening somewhere and had good
qualifications, I needed to go to work to help
with the family, so I really needed a ‘UK
proof’ CV. When I still struggled to find work,
Glynis arranged work experience for me as
an accountant, and I have now stayed at
my volunteering post as I enjoy it so much
and it really boosted my confidence. Even
though my qualifications are from a different
country, I now have some real information
to put on my CV to help me get a job which
I am hoping to do in the New Year.”

Impact Report - Customer Training Programme
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Customer Training Programme
Having felt comfortable in discussing the
programme with our staff, Daniel went on to
successfully complete the six-week Transform &
Achieve course, and then progressed to obtain
an eight-week volunteer work placement right
here at Bolton at Home. Daniel couldn’t stop
telling us each day that his life had started to
turn completely around. He admitted that he
could finally face the days with energy and felt
confident to go after his goals. He even lost a
healthy 10lb along the way, thanks to us being
able to put him in contact with a Personal Trainer.

Daniel attended our ‘Transform & Achieve’
Employment Bootcamp, keen to get back into
work after being unemployed for six years
due to suffering from anxiety that left him
housebound. He struggled for a while in his
search for employment, because his confidence
issues impacted on his ability to cope with – and
even attend – interviews. He heard about the
Employment Boot Camp through our employment
support programme, and approached our team
for more information.

Daniel is now employed by Bolton at Home
in our busy admin team within Repairs and
Maintenance, where he serves as a fantastic
advocate for everything we strive to do in the
community.

“Come to this course with an open heart,
an open mind, and it will open doors in
your mind. It has been very cathartic for
me, changing me to reveal the true me.
Thoroughly recommend to anyone, as
the lecturers are passionate, professional
and friendly; truly life changing.”

Howard
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Our Customer Training Programme at
Bolton at Home allows us to provide free
courses to all our customers in subject
areas like First Aid, Health and Safety
and ‘Pop Up Business School’, that will
give them skills for life as well as skills for
work. Our courses are held at a range of
warm, welcoming and accessible venues,
and we’ll also always try to help out with
any expenses incurred by customers
wanting to attend.
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42

Courses have been
delivered

488
Customers have
attended courses

Find out more
Mary Winrow
mary.winrow@boltonathome.org.uk
01204 329710
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*Referrals to ESOL directly contact
Shehnaz Munshi		
shehnaz.munshi@boltonathome.org.uk
01204 329583

343

Customers have attended
unaccredited
courses

145

Customers have
attended accredited
courses
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Education and Training Grants

Over the past year, Bolton at Home have been
delighted to support our customers with provision
of grants to cover everything from course costs,
examination fees, accreditation subscriptions,
purchase of essential equipment needed for
customers to get the most out of their studies
and training, and funds to cover childcare and
transport costs.

Whilst the phrase ‘education and training’ can
sound quite formal, the qualifications we support
can be vocational as well as the more traditional
offering. Last year alone, we’ve contributed to
cover costs for customers who have enrolled on
work-based courses including Beauty Therapy,
British Sign Language and Counselling.
At Bolton at Home, we view access to education
and training at any level or subject as a vital way
of boosting social skills, confidence and motivation
as well as formal qualifications, which is why we
believe in ‘starting them young’ by contributing
towards the cost of any young Bolton at Home
customers attending the NCS project at Bolton
Lads and Girls Club.
Whilst the funding we can allocate may not be
enough to cover the full costs required, it’s a huge
boost for any of our customers wishing to make a
positive change. Next year, we’ll be encouraging
even more of our customers to take advantage of
the support on offer.

Find out more
Alex Warburton
alex.warburton@boltonathome.org.uk
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Whilst it’s great to know that there’s
a range of education and training
opportunities available in the community
to allow our customers to gain skills and
qualifications as well as confidence and
career progression, there are still costs
to consider that our customers may be
worried about. At Bolton at Home, we
can access – and even directly provide –
education and training grants that help our
customers.
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£

38
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Grants given out to
customers

£3,844
Total spend
on grants

We can offer small grants to help with training and education. Grants cover:

Training and
course fees

Child care costs

Books, tools or
equipment
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Way in2Work
To help our customers get into work,
we offer part time work experience
placements and key support to track the
milestones of any new skills, experiences
and achievements. In addition to the
work experience we offer support with
job searching, CVs and applications, and
provide one-to-one appointments with
our customers to break down any barriers
into work, and to give them competencybased interview training. We are delighted
to offer accredited qualifications as part
of the Skills Support for Employment
Programme, to enhance the employability
of those we work with.
Following an eight-week work experience
placement with Bolton at Home, Demi started an
Apprenticeship with Glendale Services, who fulfil
our ground maintenance contract for us. She is
a young single mum, and has no family around
for support. 12 months ago, she couldn’t even
leave the house as a result of her depression and
anxiety.

Completing the work experience placement
gave Demi a lot more confidence in herself
and her abilities. She now sets herself goals to
work towards, and positively beams with pride
whenever her daughter asks to “go to work with
mummy”. Demi can now see a positive future for
herself, beyond the limitations that had previously
held her back due to her anxiety and depression.
She is always keen to share her story so that
she can inspire other people just like her, who
never believed their lives could be turned around
simply through signing up to a part time work
experience placement.
Incidentally, Demi’s is the smiling face you’ll see
on the cover of this Impact Report!

“I don’t think there is anything that could
have made my placement better. The support
and help I have received has been second
to none from everyone I have met. People
have gone out of their way to help me. I have
appreciated every single minute of it. The
opportunities that this placement has given
me have just been too good to be true.”

Shamim
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Adult work experience
placements

“It has been such an honour and privilege
to have gained this experience, and
none of it could have been achieved
without your continued support, and
Jules and the teams wonderful help and
guidance. Guardian angels who have
been with me each step of the way.”

Amin

People have gone
into work

“I have learnt to be a lot more
comfortable about my impairment
around other people and it has
given me confidence that I am
just as capable as anyone else.”

Bilal

£25,000
Income generated

Find out more
Niki Meikle
niki.meikle@boltonathome.org.uk
01204 328 103
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Maryam started working at Starts With You, which is one of our
subsidiary companies, following an eight week work placement
with Bolton at Home. Maryam had previously had a long and
successful career as an Accountant in Iran, but since moving to
the UK, a range of different barriers had meant that she’d been
out of work for six years. Her confidence was low and she was
even scared to talk to people as she didn’t feel her language
skills were good enough. We took the time to encourage
Maryam to open up to us.
We listened to Maryam, and were able to put together a
tailored package of support from our Employment and
Enterprise Team, the UCAN Centre and the Skills Support for
Employment Programme. This support included first-hand work
experience in administration in a customer facing environment,
the tools to record and identify the skills she was gaining,
support with creating and updating her CV, access to job
opportunities, and support with subsequent applications and
interviews.
It wasn’t long before Maryam was successful in getting a
great new role at Starts With You. We then offered her the
opportunity of having access to ‘In Work Support’ to help with
the transition from benefits to employment, so that she would
continue to grow in confidence as she took positive ownership
of her flourishing career.
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Impact Report - Working Wardrobe

At Bolton at Home, we really do see
the truth in the old adage that first
impressions really do count. At no point
is that sentiment more true than when
you’re meeting a potential employer for
the first time. Working Wardrobe gives
our customers the very best chance of
making a good impression by making sure
they have the opportunity to select a full
outfit that will make them look the part
– and feel great about it in the process.
The private appointment even includes
interview coaching!
Rather than present you with one case study
about our fantastic Working Wardrobe project, we
thought we’d pull together some of the feedback
that we’ve had come directly from those who
have benefited from visiting our Bolton town
centre store.
We love how so many of our customers
have described the Working Wardrobe store
as a “boutique” where they feel welcomed,
comfortable and special in being able to have a
personal appointment in which they can select a
full outfit that really makes them feel like the best
version of themselves.
Whilst the clothes, shoes and accessories to really
make a fantastic first impression are important,

we know that our customers really value the fact
that their session includes informal, one-to-one
and tailored (if you’ll forgive the pun) interview
tips, guidance and confidence, so that they can
walk into their interview feeling as good as they
look.
Regardless of the outcome of the interview
they go to, our customers are always keen to
tell us that we make them feel amazing. This is
the long-term impact we’re really interested in
here at Bolton at Home, because to look good is
great, but to feel good means you’ll go out into
the world knowing you’re capable of doing great
things.
We’re always happy to accept donations of high
quality clothing, shoes and accessories to kit
out our store, and we love how members of the
Bolton community are active in supporting this.
It’s fantastic when customers come to us excited
not only about their interview success, but about
the “beautiful” outfits that they get to keep, and
the new-found confidence the whole experience
of getting involved with Working Wardrobe has
given them. We even have employers contacting
us to say how amazing our customers looked and
sounded at interview!
At Working Wardrobe, we don’t just want our
customers to do well at their interview. We want
them to really enjoy it, too.

What a fantastic job you’re doing with the
Working Wardrobe and the candidates that
came for interviews with us at Glendale
all looked amazing! After the initial few
minutes which is always daunting, they
were confident and I could see they were
beaming with pride as a result of your
makeover and guidance, so much so that
4 of the 8 candidates are starting or have
started a seasonal roll with us at Glendale!

Dave
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People seen

87

People supported
into work

“You all knew what to style me in and I found that you was all
really helpful feeling like it was an over all boutique experience.
I also found it really helpful for interview prep. I like how
I got put into an interview process and got given feedback
on my responses. You all knew your stuff as well. I went
away feeling I’d gained a lot from the whole experience
and felt more confident preparing for my interview.”

Victoria

“I want to thank you both so much for your help and
support today. I cannot begin to tell you how much your
provision has boosted my confidence and made me feel
valued again in terms of employability. The last couple
of years have been tough and I lost a lot of confidence.
Mostly I felt unworthy because of being unemployed and
claiming benefit. I can tell you I was dreading coming for
‘handouts’ to help me back to work but when I arrived you
did not patronise me, instead you gave me brilliant interview
advice, lovely clothing and really boosted my confidence.”

Julie
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161
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Dawn Juson
dawn.juson@boltonathome.org.uk
07774 008236
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In Work Support is a service designed
to help our customers to maintain their
employment, get the best out of their
roles, and look towards making great
progress in their jobs and careers. We also
work with our customers to make sure that
we can help them with any changes in their
financial circumstances that employment
brings, such as childcare, travel, and any
changes or entitlement to benefits.

Last year, we met Nicola. She was profoundly
deaf and working with one of our colleagues on
another employment and skills programme in the
community. That particular colleague had wanted
to refer Nicola to us anyway, but it was a nice
bonus for everyone to find that members of our
team could communicate effectively with her in
BSL.

Our team communicated with Nicola in a face to
face context, but also via email if she felt more
comfortable that way in contacting us from
home. We took part in practical sessions to look
at the in-house and online systems she could
use for accessing her entitlements like pay,
tax and leave, until she was comfortable and
confident with dealing with this on her own.

We worked with Nicola to help settle her in to her
job as a warehouse packer for an online retailer.
We offered support and guidance around removing
any real or perceived barriers to her progression,
and of course worked with her to overcome any
isolation she may have felt as a result of her
being deaf. As a team, we assisted Nicola to find
and use strategies to help her form meaningful
relationships with colleagues, which in turn
would boost her overall confidence. She’d initially
admitted to feeling very ‘lost’ in her working
environment, as it was a large organisation with
many members of staff.

Nicola was very low in confidence when we
first met her, and today is much more selfassured, confident, and proactive. In taking full
advantage of the opportunities available to her
to make the most of her employment, and in
having her own determination to do well, she
remains happy, valued and progressing well in
her job.
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In-Work Support
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70

Customers supported
to stay in work
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Find out more
Helena Gaughran
helena.gaughran@startswithyou.org.uk
07789 031450

39

People sustained
employment

56%
Sustainment
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Total statistics

In the last 5 years these are the numbers of
customers we have supported:

1,749

352

People supported into
paid work

People supported into
unpaid work

1,414

1,073

People supported
onto an unaccredited
course

People supported
onto an accredited
course

Impact Report - Total statistics

The public view of a Housing Provider is that they
focus purely on their customers in terms of their
housing needs, but at Bolton at Home, we have
a reputation for looking at the bigger picture in
terms of how we can best support our people.
And, as we don’t have targets, we can focus on
exactly what our customers need from us.

For more information contact:
Bolton at Home Limited
98 Waters Meeting Road
Bolton BL1 8SW
Carrie Riley
Telephone: 01204 328102
Email: carrie.riley@boltonathome.org.uk
boltonathome.org.uk

