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In a year where most
organisations would
wonder about the value
of writing and producing
an Impact Report,
The Employment and
Enterprise Team at
Bolton at Home have
kept the same high levels
of enthusiasm about their
reporting as always.

We present this report to you to show how
we’ve changed, how we’ve challenged, and
how we’ve championed our projects and
people in the midst of a global pandemic.
The report shares stats and it shares
stories. Combined, it shares success.
We want this report to show not only the
opportunities open to our customers in the
past year, 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.
Although some projects have needed to
change in the face of the pandemic, Bolton

at Home have continued to work both
with and on behalf of our customers to
create and adapt projects and initiatives
that really do make a difference. Though
the challenges we’ve faced in providing
on-site and face-to-face opportunities
has impacted our ability to carry on with
the provision that has always proved so
popular and successful, our move to online
delivery - and our embracing of social media
engagement - has meant we’ve actually
reached new clients, who perhaps never
even knew who we were prior to Covid19.
Although our staff are nearly all currently
working from home, the team bond at
Bolton at Home has never been stronger,
and referrals to each other’s programmes is

both free-flowing and fast. Our staff know
how to play to their strengths at a time
when things are tough, but they’re also the
kind of people to get stuck in when called
upon to support someone else’s project,
knowing that their expertise can prove
pivotal. In the past year, we’ve worked
apart, yet we’ve never been more of
a team.
Pulling together all of these stats, stories
and sentiments to champion the very
people at the heart of the projects we
promote is a great way to remind ourselves
of the impact that Bolton at Home continues
to have, year on year, regardless of what
the world throws at us.
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There probably isn’t a
report in circulation that
doesn’t tell you how a
business or organisation
has pivoted or moved
online during the
pandemic. At Bolton at
Home, we’re no different.

Follow us on

Within weeks of closing our doors, we took our
existing social media pages (predominantly
our UCAN Facebook pages) and started to
fully utilise them. In addition, our UCAN staff
have been creating and utilising their own
personal pages under our brand, so that our
customers know that it really is us behind the
keyboards! Our former placeholder accounts
soon became pages where information
was shared, problems were resolved, and
community connections were built. Our online
presence even spread to Instagram (ideal for
our younger customers - whose stats show
have been the demographic hardest hit by
unemployment during the pandemic) and
YouTube (perfect for those customers who
aren’t present on social media for any reason).

In addition to this revamp, our very own
Alex in the Employment and Enterprise Team
suggested that we should create a brandnew Facebook page to start showcasing job
vacancies, advertising voluntary opportunities,
and promoting training courses that would help
any and all of our customers who were actively
looking for employment and craving some kind
of routine. The page is called Bolton at Work,
and we post up to ten vacancies/opportunities
each and every day, whilst taking great care in
responding to any post engagements and direct
messaging. In fact, you’ll find that some of
the great case studies you’ll read in this report
are all about BAH customers who first came
onto our radar because they interacted with
the Bolton at Work Facebook page. The page
currently has approximately 1250 followers and
is going from strength to strength in terms of
the opportunities it’s giving to our customers.
It’s also a fantastic place to share the pages
and projects of all our other Employment and
Enterprise services here at Bolton at Home.
In all that we do on social media to showcase
the work and the people of Bolton at Home,
we’ve always kept our posts and content as
visual and interactive as possible; for simplicity
and for positive user experience. Posts on our
UCAN Facebook pages, in particular, include

advice and updates regarding everything to do
with Covid19 and lockdown restrictions for our
area, and we also list training opportunities that
are both in-house from Bolton at Home and
offered to us via a variety of local organisations
such as colleges and training providers. This is
where we have a lot of crossover and support
with the new Bolton at Work Facebook page,
and this is just one example of how each of our
teams and projects really do complement
each other.
Both on the Bolton at Work page and our
‘Abbie’s Vacancies’ posts across our UCAN centre
pages, we post job vacancies for those people
currently looking for work, and also those who
have found themselves out of work perhaps for
the first time, thanks to redundancies made as a
result of the pandemic.
Our Facebook pages in particular have proved
popular with our staff as well as our customers,
as they can be monitored easily and used
as excellent portals and hubs from which to
signpost our customers to the people and places
within Bolton at Home that are most appropriate
to their situation…
As you’ll see from this report, all of our support
is still very much still here, if not always
in person.
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Bolton at Home...and Online

288

People accessing
employment support
Impact Report - Employment Support / UCAN Centres
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99

People supported onto
an accredited course

160

People supported
into paid work

58

People supported onto
an unaccredited course

11

People supported into
volunteering

“I’ve killed more plants than I’ve had hot
dinners, but making videos about gardening
(and just about any other activity you
can think of to get people involved in new
projects) shows our customers that our
wonderful UCAN team are still here, that
we want to interact with them, and that
we’re real human beings who they can
approach with anything they need – even
whilst our doors are closed. I’m really
not bothered how many craft packs or
resources I have to bid for funding to cover
in order to give people the opportunity
to get stuck in with things at home, if it
means more people can enjoy what we can
do with them during this strange time.”

Christine (UCAN)

Employment Support
/ UCAN Centres
Our UCAN centres
really are a lifeline for
our customers at BAH.
They’re a practical place
where people can access
a computer, use the
internet, and seek out
resources and materials
to help them with
everything from benefits
to employment, but this
isn’t all that’s on offer.

Our centres are also a place where people can
feel welcomed, where they can talk to someone,
and where they can feel a part of something for
the good of their mental
well-being.
When lockdown struck, we may have closed
our doors at the UCAN Centres… but we opened
up our browsers! Our UCAN support is still fully
operational online; through social media, use
of video conferencing (Zoom and Teams, etc),
and the use of more regular methods like email
and messaging. Of course, we still call up our
customers to check in on them, knowing that
‘going online’ isn’t a luxury that everyone can
access (ironically why UCAN centres were so
well-utilised in the first place).
What has been really popular and well-received
is our video content, where members of our
UCAN team and volunteers regularly share
interactive ‘how to’ sessions in almost everything
you can think of (and that our customers ask
for). At present, you can tune in to get stuck
in with arts and crafts (where we also send out
craft packs to all participants), cookery and food
prep, gardening, upcycling, and even quizzes

for all the family. These resources are great for
upskilling as well as boosting morale and mental
health, and the family nature of the videos and
live-streamed events means that everyone
can feel like a part of something – just as was
always the case with our centres.
Our UCAN women’s groups are still running,
although virtually. This helps us to keep boosting
the confidence and abilities of the women who
need our support the most. We even created
a CV for one of our ladies completely through
Facebook Messenger!
We’re currently bidding for funding to cover
things like gazebos, folding chairs, and hot water
flasks, so that we can motivate more people to
get out and about for their mental health and
to come see us in person in a socially-distanced
fashion. We’re happy to ‘pop up’ wherever we’re
needed, and with the global pandemic making
way for a national mental health crisis… we’ll
have our all-weather jackets on at the ready to
play our part.
We may not be able to open our doors, but we
CAN still make an impact.
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With the pandemic
throwing up many
challenges in our ability
to run our Career and Life
Coaching service, the BAH
team adapted our offering
to best support the needs
of our customers at a time
when mental health took
over from employment as
the community’s bigger
priority.

Our Career and Life Coaching service works
with customers who have a problem beyond
the ‘pop in for a quick solution’ issues that our
UCAN centres would have previously dealt with.
This can be absolutely anything - from access/
entitlement to benefits, coping with disability,
being left or perhaps even abused by a partner…
the list is endless for who we will support.
Under its initial guise as Barrier Busting, our
offering has evolved over several years to be so
much more than the CV writing service it once
was! As time has gone on, we’ve identified the
needs of the community, and we’ve adapted
to the complex individual and cultural issues
within it. Glynis, one of a team of people
who delivers the service believed that much
more in the way of individualised intervention
and counselling was needed to support our
customers, and so, since the publication of our
last report, she has been supported to complete
her training as a Psychotherapist. The mental
health support and counselling now on offer
means we can help so many different people
and puts us in a strong position to effectively
refer and signpost our customers to the most
appropriate support should they need it.

Impact Report - Career and Life Coaching Service
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Case study / testimonials
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People accessed
Career & Life
Coaching Service

162

People supported into
unaccredited
training

115

People supported
into work

12

People supported into
volunteering

84

People supported onto
accredited courses

‘A’ is 28 years old and a resident in the
Horwich and Blackrod area. She contacted
us through our (new) Facebook page in
July 2020, seeking support having been
made redundant. Although she was very
articulate, proactive and well-skilled as
a former Paralegal, the pandemic didn’t
really care about that!
Although A’s initial issue was relating to
employment, Glynis’s approach enabled
deeper work to be done based on the strong
relationships we’re able to form with our
customers at BAH. A opened up to Glynis
that there were actually much bigger
things at play. She was alone with two
small children, and this was impacting her
working hours and benefits as well as her
wellbeing. She had also recently escaped an
abusive relationship.
A admitted that she struggled with
loneliness and long days, and so we
arranged for her to volunteer at her
children’s school. This also meant that her
children could also attend formal schooling
during lockdown. We enrolled A on a Level
2 Teaching Assistant Course at Bolton
College to boost not only her employability,
but also her confidence.

With A’s current abode showing a worrying
damp problem that her (private) landlady
refused to acknowledge even when the
family became very ill, we advised A to
take photos and keep records. We then
put things in motion to have her moved to
a much healthier and safer address. We
were able to speed this up when it became
apparent that A was being tormented
by her former partner and his family
in what was an increasingly unsecured
home. We drew on our strengths and
partnerships across the BAH team and
supporting network. Ultimately, we were
able to re-house A and her children, and
in having already done so much to help
her with training, benefits, employment
and childcare, we were able to signpost
her to other forms of support available in
the community, such as the Money Advice
Team, Endeavor, and Fort Alice.
It’s remarkable to think how much we can
support people if we just dig a little deeper even if we never get to meet them
face-to-face.

Find out more
by contacting one of our
Ucan Centres
www.boltonathome.org.uk/ucan
Impact Report - Career and Life Coaching Service
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Providing free training
courses to educate and
upskill our customers in
a range of personal and
professional development
areas continues to be as
popular as it is effective
here at BAH.

Moving the majority of our delivery online has
actually opened up brand new opportunities for
those customers who would have previously
struggled to attend our training courses because
of mobility issues, childcare, or transport costs.
With more and more people facing an uncertain
future in employment, our work is vital to
help provide people with routine, a sense of
achievement, and a drive to get them back
into work.
Our courses over the past year have included:
Customer Service and Complaints Handling –
This is run over three days on MS Teams. These
were previously two separate courses, but in
viewing the previous uptake, feedback, and
follow-on from earlier runs, it made sense to
combine them. This is a great course for anyone
to have on their CV, as all businesses want their
staff to have an understanding of what good
customer service is, after all!
Transform and Achieve
This has long been a popular offering at BAH,
as it provides a full timetable of learning
opportunities over a three-month period (each
session lasts for 90 minutes each weekday).
The workshops are varied and cover everything
from nutrition and exercise, to pitching yourself
at an interview. We always say how the more

our customers put in, the more they’ll get out
in return, and during the most recent run, one
customer even attended 89% of all available
sessions. The course takes place on Zoom and
fits in around everyone’s busy lives.
Level 3 First Aid
Our friends at Bright Direction were able to
arrange for this course to be run face to face,
which is essential for such a practical and
literally life-saving course. We’ve also been able
to offer Level 2 Health and Safety. Both are oneday courses and fully flexible.
Pop Up Business School
(now Rebel Business School)
This wonderful, well-established and
internationally successful business programme
returned to work with BAH once again in 2021.
This year, it gave 174 residents of Bolton the
opportunity to start or grow their business
without having to pay anything out, borrow
money, or go into debt! It was great to see
some old faces coming back with success
stories, too! Co-Founder and CEO at Rebel,
Simon Paine, is always keen to attend the
Bolton events despite his busy schedule, owing
to the warm welcome he always gets here in
Bolton…

Impact Report - Customer Training Programme
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Find out more
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Customer Training Programme
“Every so often, we discover a partner
who is completely aligned with what
we’re trying to achieve at Rebel. Bolton
at Home are definitely one of those
partners, and together we have delivered
our most impactful work in the North
West of England since 2017. What makes
our relationship with Bolton at Home so
valuable is their commitment to their
customers and the wider community of
their town. This fosters enormous trust.
Their willingness to innovate and their
genuine desire to help people in the longterm is to be massively applauded.”
Though we are proud of how we’ve pivoted
in our provision at BAH, we’re always looking
ahead. Right now, our team are busy putting
together training to support our customers
with things like anxiety, well-being, and the
management of stress – all things that we
know have been massively on the rise since
the onset of lockdown.

“It was Niki at Bolton at Home who
introduced me to the Transform and
Achieve programme. I trusted and valued
her opinion, so I was keen to get involved.
At the time, my physical and emotional
health were quite poor. I was feeling low
in confidence and really struggled to feel in
control of anything.
Doing the T&A sessions online really helped
me to start addressing different areas of
my life through self-awareness and positive
coaching techniques that I could really
apply. The team were clearly skilled and
professional, and I really valued the work
they put in and the individual focus they
gave to everyone. The programme gave
me a routine and a sense of self-worth.
I actually started to feel excited about
the fact that I could apply new skills and
start becoming an effective participant in
society again. I’d formerly felt so lost, but
clearly I just needed the right support, the
right people, and the right help - which I
definitely got through Bolton at Home.

15
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Transform and Achieve really inspired me,
and so I now currently work as a Volunteer
Project Officer for the programme. I love
that I get to be a part of a community
where I can help other people as well as
continue to work on myself.”

3

Accredited courses
delivered

14

Non accredited courses
delivered

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

Kerry
Transform and Achieve delegate
(and volunteer)

11

Attended accredited
courses

181

Attended non
accredited courses

192

People attended
in total

Impact Report - Customer Training Programme
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Kickstart

Impact Report - Kickstart

I love being a project assistant on many of
BAH’s programmes, and I’m even involved
in the admin for putting together a Youth
Page – which was an idea put forward that
has been really championed by the team
here. I’m currently making a promo film to
showcase to year 10s in local schools, so
that they can see what opportunities are
open to them if they apply themselves for
work – and apply to great places like Bolton
at Home should the opportunity come up.
I always love to be helping people, so I’m
hoping that Working Wardrobe starts back
up again properly soon as I’d really love
to support on that. I’m hoping to pursue
a career in education after my time at
Bolton at Home ends, and I just know that
this placement and these people are going
to help me so much. Interviews can be a
struggle for me, so I’m really happy that this
is something that’s been addressed through
my training to help me for the future.”

James

(BAH Kickstart Participant)

As well as creating and
developing our own
programmes at BAH, we’re
always keen to make the
most of any opportunities
that come our way from
external sources. This year,
the Chancellor’s Kickstart
initiative was one of those
opportunities we were keen
to grab.

Historically, recessions have always affected
young people the most significantly, and the
Covid19 Pandemic proved no different. With
the Kickstart scheme looking to support 16
-24 year olds with 6-month work placements,
we’ve been delighted to play our part to offer
such opportunities to the young people in our
communities.
Currently, we have three young people in roles
across Bolton at home.
We’re looking to fill a complement of 20
placements for young people in the Bolton
community, and given the support we can
offer within these placements, we know that
the likelihood of those turning into longer-term
employment opportunities is very high indeed.
From start to finish, we play an active role in
the true support, development, and ongoing
mentoring of our Kickstart team members.
We look at everything from interviews, to
on-the-job training, to applying and preparing
for future roles. This includes access to the
Nail That Interview course as well as inhouse
training, which covers everything with our
Kickstarters from interview technique to goal
setting, and clothing choices to body language.

Whilst we understand that for many
organisations the Kickstart programme will tick
some boxes and fill some roles, at BAH, we see
it as an opportunity to work closely with partners
such as Job Centre Plus to unearth and hone
the talent we have within our communities. We
want to play our part to make young people
capable, productive, and positive influences to
the economy and to the future of our town as a
whole. We believe that this starts with effective
recruitment, which means that our young people
are encouraged to apply for the role that they
actually want to do, rather than one that is
merely presented to them.
We should mention here that instead of paying
the National Minimum Wage to these young
people, we top it up to the National Living Wage.
Why do this when nobody expects it? Because
we know that we’ll get the best out of people if
we show them that we really value them.
As you’ll see from this report, all of our support
is still very much still here, if not always
in person.

Find out more

www.boltonathome.org.uk/kickstart

Impact Report - Kickstart

“The kind of support you get here at work with
Bolton at Home is nothing like I’ve experienced
before - or that I’d expect many young people
get on a work placement, to be honest.

Working Wardrobe
Although our popular and
pioneering programme,
Working Wardrobe,
understandably needed
to close its doors on many
an occasion during the
lockdown, it’s still very
much the beating heart of
what we do at BAH.
Impact Report - Working Wardrobe

19

Our Impact Report April 2020 – March 2021

We continue to work with partners and members
of the community to take donations of great
quality clothing and accessories that can be
chosen by customers who come to us for fully
tailored (pun intended) support in impressing at
interview – and preparing for the job beyond it.
As of this year, our customers are no longer
just referred to Working Wardrobe. They can
self-refer, having maybe found themselves
unexpectedly and uncharacteristically out of
work owing to the pandemic. When customers
of any kind come to us, they have a two-hour
appointment (when restrictions allow), and
during that private dedicated time in a dedicated
space, we look at putting together an outfit that
helps our customers to look good and – just
as importantly – feel great. We also look at the
concept of appropriate workwear for the modern
workplace.
We know that many places may offer generic
interview practice and skills/technique
development for job seekers and interviewees,
but where Working Wardrobe differs is in the fact
that we work specifically on practice interviews

for the actual jobs our customers are applying for.
This is much more of a realistic and worthwhile
exercise as a result, as we can fully anticipate
what might come up in the interview.
After our customers have dressed to impress, our
work doesn’t stop there, and we provide tailored
In Work Support (the name of the programme)
for 6 months from the first day working in the
job - which even covers things outside of the
job, such as travel, childcare, and benefits. Our
In Work Support programme has most definitely
continued through the lockdown, with many of
our twice-monthly appointments and check-ins
being carried out virtually. Together with our
customers, we work on action planning, the
creation of a skills and achievements portfolio,
and activities that enable our customers to build
competences that will help them in all future
career development and job progression. We
speak with each customer to talk about what
they’ve done, what they’ve learned, and how this
can be applied in the future.
Our mission will always be to make sure our
customers stay (happily) in their job for a long
time to come.

“Dawn helped me at first by giving me the
time and chance to choose nice clothes
and shoes for my upcoming interview. She
also helped me with my preparation for
the interview, and this gave me a massive
confidence boost. I got the job, and I came
back to Dawn at Working Wardrobe for
some more support, confidence, and a
listening ear. She gave me some more
workwear and bits to go with it, and she

also helped me out with two weeks’ worth
of bus tickets to make sure I could travel to
work, which really helped as my first pay
day seemed a long way off! Dawn keeps in
contact with me to help keep me on track,
which I really benefit from. Thank you,
Working Wardrobe. I hope you can help
others in the many ways you’ve helped me.”

Jack

159

People supported into work
since opening

319
People seen
since opening

Impact Report - Working Wardrobe
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Training Grant
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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.

their studies and training, and funds to cover
childcare and transport costs.

At Bolton at Home, we can access – and even
directly provide – education and training
grants that help our customers.

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.

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

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.

£

£1,986.13
Total spend
on grants

£

9

Total number of
grants given

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.
In the last 6 years these are the numbers of
customers we have supported:

1090
People supported
into paid work

1172

People supported onto
an accredited course

363

People supported
into unpaid work

1472

People supported onto
an unaccredited course

Impact Report - Total statistics
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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

Follow us on

