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Serco Welfare to Work began  
operations as a leading prime contractor  
of welfare-to-work services in October 
2009. Through three Flexible New Deal 
Phase 1 contracts, Serco’s delivery 
network supported over 25,000 long-term 
unemployed people into sustainable 
employment – changing the lives of these 
individuals, their families and communities. 

IntroForeword

Our established model for delivering welfare-
to-work programmes combines our strengths 
as a prime contractor with the knowledge 
and expertise of national and local providers 
and stakeholders. We choose the very best 
frontline delivery partners from the private, 
public and voluntary sectors, and integrate 
these providers with smaller and community-
based organisations. We offer them support, 
assurance and the challenge to assist 
the maximum number of jobseekers into 
sustained employment, and maintain a policy 
of complete transparency and openness. 

In 2010, the UK Government announced a 
series of reforms to deliver on its vision of a 
21st-century welfare system. This included 
introducing the Work Programme, which 
replaced all existing back-to-work schemes, 
including Flexible New Deal.

The Work Programme is an integral 
part of the Government’s reforms to the 
welfare system, and provides a coherent 
package of support for people out of work, 
regardless of the benefits they claim. Serco 
is committed to improving lives of socially 
excluded communities, and is delighted to 
be delivering in South Yorkshire, Coventry, 
Warwickshire and the Marches. Over the 
next 5 years, Serco’s delivery of the Work 
Programme and the JobDeal contracts will 
help a further 50,000 people who are long 
termed unemployed – many of whom have a 
work limiting health condition or a history of 
offending behaviour, or multiple barriers  
to work – into sustainable employment.

Unemployment is social exclusion. 
Being trapped out of work and on 
benefits means being locked out 
of society and denied access to 
all the things employed people 
often take for granted – like good 
health and personal independence. 
Unemployment can bring the 
horrendous stress of debt and put 
crippling pressure on our relationships 
with family and friends. It exacerbates 
inequality in our society, usually hitting 
the most vulnerable hardest; though 
unemployment is also classless and 
ageless, totally indiscriminate about 
who it hits and what misery it brings. 
And as months become years, it can 
become an excluding trap from which 
it feels impossible ever to escape. 

Welfare-to-work services, like 
Employment Zones, Flexible New Deal 
or the Work Programme, are fairly 
unique in their ability to impact at the 
heart of the wellbeing of individuals, 
families and communities. It has 
been a great privilege for me to lead 
Serco’s management of such services, 
coordinating the delivery of a network 
of private, public and third sector 
organisations, providing access to  
new employment opportunities.  

The greatest limitations on welfare to 
work are always the silos of funding 
and the disconnected delivery of 
services to socially excluded people. 
The secret of Serco’s success has 
undoubtedly been the local and 
national partnerships we continue to 
forge, finding ways to join things up.

Together with our partners, Serco 
has reached tens of thousands of 
unemployed people over the last few 
years. The scale of such impact is 
quite phenomenal – not least on the 
employers who have benefited from 
this injection of motivated new staff. 
Good welfare-to-work services are all 
about creating demand for labour by 
stimulating the supply; understanding 
employers’ needs and then preparing, 
motivating, coaching, equipping and 
supporting the employees to feed 
their businesses. 

The ten stories in this booklet are just 
a brief insight into some of the lives 
we have touched. What has always 
really inspired me in welfare to work is 
how the change from unemployment 
to employment, from hopelessness to 
a new future, comes from within the 
individuals themselves. It is not what 
we, as service providers, contractors 
or state, do ‘to’ them, or what we 
threaten them with as punishment for 
their worklessness – it is what we do 
for them to enable them to realise 
their own potential. Ours is, at its 
best, a public service that empowers, 
that creates positive change from the 
inside out, localising life-changing 
solutions at the level of each and 
every individual. 

 

Richard Johnson

Managing Director, Serco Welfare  
to Work, 2007 to 2011



Aaron, 27, from Hereford, is a great 
example of how a work trial can help 
change your attitude towards work. 
After eight years on benefits, father of  
three Aaron talks about the impact  
Flexible New Deal has had on his life.

“My Jobcentre advisor referred me to the 
Flexible New Deal programme. I hadn’t 
ever had a real job, so to be honest I 
couldn’t see how another back-to-work 
programme was going to help.

“Being unemployed for that long had knocked 
my confidence and I’d convinced myself that 
I was unemployable. I started to skip the job 
search days as I couldn’t stand the prospect 
of filling in another application form.

“Sue, my advisor at CSV, suggested a work 
placement at Homebase. She sounded 
convincing, and since they were prepared  
to give me a go I thought I’d do the same.

“I found my feet really quickly, but at the 
start of my third week I caught a bug from 
one of my children and had to call in sick 
for two days. I thought for sure they’d ask 
me to leave, but when I returned to work 
I couldn’t believe how understanding my 
team was. That was all the reassurance  
I needed to know that this was the right  
job for me.

“A week later I was offered a part-time 
job and I was really made up! However, 
convincing my wife was another matter 
entirely. Leaving benefits can be a struggle 
– try doing it as a father of three young 
children on the run up to Christmas.

Aaron’s story

Location: Hereford, West Midlands

Job title: Retail assistant

“Thankfully, Homebase gave me special 
starter pay to make sure my kids wouldn’t  
be without, so it all worked out in the end. 

“I’ve just hit my six-month marker in work and 
I’m enjoying it. This is the longest I’ve held 
on to a job. In all honesty I don’t see going 
back on to benefits as an option.

“I’ve taken my wife and children to meet my 
manager and to show them the sort of work 
I do in the store. I think it’s given us all a 
different perspective on life. We really are a 
lot happier. And it’s changing me too. I’m a 
better person to be around so I’m told and  
I really appreciate the time I get to spend 
with my family. 

“It’s the small things that have made a 
difference though. The neighbours have at 
long last stopped ribbing me about getting  
a job. My wife and I have started planning 
our first family holiday and last week my son 
said that when he grows up he wants to be 
just like me.”

“ This is the longest I’ve held 
on to a job. In all honesty I 
don’t see going back on to 
benefits as an option.”



Location: Greater Manchester

Job title: Retail admin support

Oliver Mayall said:

“ Abdi was great to work with. 
He was extremely positive 
about his future. All he 
needed was a helping hand.”

“It’s no surprise that being unemployed 
knocks your confidence. I’ve more 
obstacles to overcome than some others 
looking for work. Not that I’d ever allow 
that to stand in my way though.

“My Jobcentre advisor referred me to Serco’s 
Flexible New Deal programme. Soon after, 
Oliver Mayall from Inspire to Independence 
(i2i) got in touch. From there on in my life 
started to change for the better. I felt that 
Oliver really understood me and soon I 
started to make friends with other people 
on the programme. This actually helped 
a lot. Funnily enough this is the helpful bit 
they never mention in the leaflets – being 
unemployed doesn’t bring lots of opportunity 
to meet new people.

“The atmosphere in the office where I had 
my appointments was terrific and I felt really 
welcome there even when I’d turn up without 
any appointment. They were always keen 
to hear about my job search and how I was 
doing. Everyone was so positive.

“I can honestly say that within just one week 
on the programme I started to feel better 
about myself. Flexible New Deal gave me the 
confidence to start applying for work. It made 
me realise that there was a life to be had 
off benefits. I applied for an admin support 
job in a shop and went for interview. The 
following day they offered me the position 
and asked me to start the very next day. 
How’s that for a story!

“I’ve now been in work for a year and my wife 
and children say I’m a changed man – and 
I feel it! Oliver, my caseworker, has said that 
I’m an inspiration to others. 

“I hope my story will inspire others to fulfil 
their own potential. I want to be an example 
of what can be achieved in life when you 
have the right attitude.”

After losing both his legs, Abdi from 
Greater Manchester struggled to find a job 
where he felt he could add value. After two 
years out of work, Abdi talks about the 
impact Flexible New Deal has had on  
his life.

Abdi’s story



When Alex from Telford, started on Flexible 
New Deal with Shropshire County Training, 
he was going through a very difficult time. 
Alex talks about the impact finding work 
has had on his life and state of mind.

“When I was unemployed, stuff just 
seemed to get out of hand. I was 
homeless and desperately unhappy with 
my life, so it’s little wonder getting a job 
wasn’t at the top of my list. At that time I 
couldn’t see a way out, so I thought about 
my options and wondered who would 
miss me if I wasn’t here.

“When I started Flexible New Deal I thought it 
would be the same as the other back-to-work 
programmes I’d been on, but this time things 
were different. I had a great caseworker 
called Mel who went along with me to local 
homeless centres to help me find a place 
to live. Mel said that finding me a job was 
our goal, but we needed to sort some other 
things standing in my way. Mel even found a 
drop-in health centre that I could visit if it all 
got too much.

“Within a few weeks I was given a place 
in shared accommodation with the Stay 
Project. I worked hard to show them that I’d 
be able to run my own home and within three 
months I was offered a one bedroom flat to 
rent. I also visited the doctor, who gave me 
medication to help me stabilise my health. 
With somewhere to live and feeling better I 
enrolled on a mentoring service, which to my 
surprise was a great support and helped me 
deal with some of my problems.

“In the same week that I moved into my 
new flat, Mel organised a four-week work 
placement for me at Asda Living. I worked 
my socks off. All I wanted was a chance to 
show them that I was hard working. Before 
the end of the placement they offered me  
the job – result!

Alex’s story

Location: Telford, West Midlands

Job title: Retail assistant

“I’ve been in work just over a year and life is 
much better. I’d go as far as saying that I’m 
doing well.

“I’ve begun setting new goals for myself and 
hope to move into a house soon. Next month 
I start my Asda supervisor training course. 
My supervisor says that he believes I have 
real potential. 

“So when I get ready for work each day and 
give myself the last check over in the mirror, 
I don’t see Alex, the boy who once thought 
about taking his own life, but Alex, the man 
who’s starting a new one.”

“ I’ve been in work just over a 
year and life is much better.  
I’d go as far as saying that  
I’m doing well.”

(Pictured above, Alex with his caseworker 
Melanie and other FND participants 
celebrating their move into work)



Andrea’s story

“ My boyfriend says that I’ve 
never been more happy  
and chatty. As for my family, 
they say they’re really proud  
of me.”

After leaving school in Wigan and not finding 
a job with prospects, Andrea became 
dependent on her benefits. Through 
Flexible New Deal, and a successful work 
placement, an employer spotted Andrea’s 
hidden talents.

“A few weeks later I overheard Sheila 
talking to my caseworker, saying that I was 
exceptionally bright – me! Later that day she 
offered me a permanent job. 

“So, six months in, my life couldn’t be more 
different. I work Monday to Friday, so I 
appreciate the weekends a lot more. I can’t 
say that I’ve more money to spend at the 
moment, but that’s not the point – I’m at 
the start of my career and I can see a future 
ahead of me.

“I’ve just been promoted to Shelia’s 
executive assistant; her right-hand girl  
she says – a real talent. I look after Shelia’s 
inventory, schedule her orders, all sorts.  
I’m right chuffed to tell people what I do  
for a living. 

“I didn’t start out wanting to be on 
benefits. In school I had lots of dreams  
of what I’d like to do with my life. When  
I couldn’t find a job I liked I just found one 
that I could do instead. That didn’t  
work out.

“When I first came to Inspire to 
Independence (i2i) I was still very quiet and 
a bit nervous. I rarely made eye contact. I 
was shy. I was a bit embarrassed to be there 
really. I didn’t want anyone who knew me to 
recognise me because they’d realise I was 
unemployed too. Usually I would stay at 
home all day. It was boring but in a way it  
felt safe. 

“After a few appointments I became more 
relaxed. The people at i2i were nice to me 
and said that they would help me find a job 
and I wanted to believe them. Because I was 
lacking in confidence, I agreed to a work 
placement to gain some experience.  

“I started my placement with a company 
called ‘Cheeky Chums’, which makes 
clothes for premature babies. Sheila, the 
manager, treated me like one of the team 
from the start. She gave me lots to do, even 
made me a cup of tea. At the end of my first 
day she said I’d really made a difference. 
I couldn’t wait to get back in there the next 
day. I’d never felt that way about work before.

“The real difference of course is that for the 
first time in my life I’m proud of myself.”

Location: Wigan, Greater Manchester

Job title: Executive assistant 



“ For the first time, I’m in total 
control of my life and work 
when I want to. It’s fair to say 
that I feel free.”

Having worked in a vinegar factory for 
22 years, Andy wanted to find a different 
sort of job and offered his employer his 
resignation. After two years on benefits, 
Andy eventually turned his hobby into 
a new career thanks to Serco-delivered 
Welfare to Work programme.

Location: Bolton, Greater Manchester

Job title: Dog groomer

“When I resigned, everybody thought 
I was mad – except my wife. She 
recognised how unhappy I’d become 
in my job. I stuck with it until we’d paid 
off our mortgage and then enough was 
enough. At first I thought I’d just join an 
agency and get suitable work that way, 
but manufacturing and food production  
in the UK had taken a down turn and 
I soon realised that it would also be a 
struggle to find a job in any other sector.

“Eventually I was referred to Flexible New 
Deal, one of Serco’s contracts, to help 
me into work. I told my advisor that I was 
thinking about dog grooming just for terriers 
– I had the experience as I’d had a terrier 
for 16 years. My advisor quickly referred 
me to a specialist provider called INBIZ to 
see if I could turn my hobby into a credible 
business. With their help, I walked away from 
welfare and literally walked into my new life.

“In September 2011, I celebrated my first 
year in business. I only work with terriers, 
which might sound limiting, but there’s a 
healthy market for my skills. The dogs come 
to me for an hour at a time and rather than 
using traditional clippers I have to physically 
pull the dog’s top coat away from the 
undercoat – don’t worry it doesn’t hurt the 
dog at all, some of them actually love it and 
drift off to sleep. My catch phrase is ‘they 
come in scruffy and go out fluffy’. 

“My customer base has grown enormously 
over the last year. I’ve marketed myself 
across all the pet stores in my area and  
took over someone else’s clients when  
they retired. 

“For the first time, I’m in total control of my 
life and work when I want to. It’s fair to say 
that I feel free. I’m no Richard Branson, but I 
make enough money to pay the bills. I don’t 
have aspirations of growing my business too 
much though at nearly 50 years of age, my 
wellbeing is more important than my wealth.” 

Andy’s story



After the loss of her husband, Carol  
from Newport found it difficult to leave  
the house, let alone find employment.  
After seven years out of work, Carol talks 
about the impact Serco’s Flexible New 
Deal programme has had on her life.

“When I meet new people and recount 
how my life used to be, they always 
seem surprised at the story. I had been 
unemployed for many years as I was 
the main carer for my late husband and 
elderly mother. I also have five children, 
so as you can imagine I was run off 
my feet at the family home. I had no 
motivation or aspiration of finding a life 
outside of my home.

“When my husband passed away I didn’t really 
know what my future would be. I thought the 
chance of ever being ready to work again was 
remote. I became agoraphobic. I didn’t like 
to leave the house, let alone go out and have 
the confidence to start interacting with people 
again. It’s true to say that I was disconnected 
from the outside world.”

“Being unemployed for a long time meant 
that I was referred to one of Serco’s Flexible 
New Deal providers called ITEC. After a 
few appointments with them, I did start to 
come out of my shell a little. At the time, 
Poundland retail store was offering work 
trials through ITEC, and they thought this 
would safely ease me back into a more 
social environment.

“Within 24 hours, I had taken my Poundland 
induction course and had set to work. The 
work trial lasted a week, and much to my 
surprise the store manager told me that he 
was so impressed with my enthusiasm and 
commitment that he offered me a job. 

Carol’s story

Location: Newport, South Wales

Job title: Retail assistant

“Almost two years on, my life has had a 
dramatic turnaround and it would be true 
to say that I don’t recall how I could have 
ever been content with life under the old 
conditions. I feel like I wasted too much of 
my life being out of work.

“I’ve been on holiday – twice; I learnt how 
to ride a bike, and encouraged my children 
to do the same. I have interests outside the 
home and have even joined a ladies’ darts 
team. We’re not bad either.

“During the time I was claiming 
unemployment benefit I went on several 
back-to-work programmes, but it’s Serco’s 
Flexible New Deal programme that really 
made the difference to my life.”

“ I went on several back-to-
work programmes, but it’s 
Serco’s Flexible New Deal 
programme that really made 
the difference to my life.”



“If you’d told me this time last year that 
I’d be putting away my plastering tools to 
take up a career as a funeral director,  
I wouldn’t have believed you!

“Throughout my teenage years I’d been 
developing my skills as a plasterer, not that 
I was ever formally trained. But when the 
work dried up I found myself signing on at 
the Jobcentre and I guess like many I fell into 
the trappings of the welfare state. A year on, 
benefits flashing by, my Jobcentre advisor 
told me that I was soon to be referred to  
a back-to-work programme run by Serco.

“In honesty I was nervous about starting the 
programme as I thought I’d be squeezed 
into taking a job I didn’t want. However, on 
the positive side I thought it might just be  
the motivation I needed – and guess what?  
I was right.

“When I joined the programme my 
caseworker told me that he’d give me a 
helping hand in whatever I thought was 
realistically possible for me to do. I’d heard 
from a friend about a job with a local funeral 
director, so I mentioned it to my caseworker. 
In no time I was in front of the employer 
having a chat, no application forms to fill  
in – result!

“I wasn’t sure if the job was for me, so instead 
of committing to it and letting everyone down 
I asked if I could volunteer, learn the ropes so 
to speak. Then, if I felt that I couldn’t handle 
it, I wouldn’t be letting anyone down. Now, a 
year later, I’m part of the furniture here at work.

“It’s a fact that a funeral will always be a sad 
occasion, but that doesn’t mean that it has 
to be miserable. I’ve come to understand 
that a funeral should be a celebration of that 
person’s life, a time to remember the joy  
they brought into others’ lives.

“Some days the job is particularly hard, but 
I believe that it’s important to treat every 
bereaved family as though they’re the only 
bereaved family, and to remember that 
everyone is someone’s loved one. Empathy, 
dignity and respect really are required at  
all times.

“So what’s changed about me? Well, I’ve 
grown as a person. I’m more mature and I 
appreciate life with my family so much more. 
It’s sad to think that I wasted so much time 
being out of work, and not just for the loss  
of earnings but for my own self-esteem.”

Location: Bolton, Greater Manchester

Job title: Funeral director

Chris’s story

“ I’ve grown as a person. I’m more 
mature and I appreciate life with 
my family so much more.”



After being out of work for three years due 
to ill health, Jennifer from North Wales talks 
about the impact finding a job has had 
on her wellbeing.

“It’s funny how things come full circle.  
I’ve been in work a whole year and 
spookily I started my working life  
30 years ago on a job-training scheme  
in the same store I’m working in now.

“I’d like to think I’ve always been hard 
working and, in fact, while my children 
were growing up I had three jobs – I ran a 
breakfast club, worked as a cook for the 
local council and at weekends I worked at 
the local co-op. This was until three years 
ago when I had a health issue and had to 
leave work.

“I was devastated and became very 
depressed, not only because of my health, 
but because it affected my mobility –  
I thought I was unemployable. My confidence 

eroded and when I 
came to BTCV on the 
Flexible New Deal 
programme last year  
I was really in need  
of some support  
and self-belief.

“I was determined to make a contribution to 
society and managed to obtain a few hours 
working as a ‘dinner supervisor’ at a primary 
school in Denbigh. I hated being dependent 
upon benefits and was determined to find 
more work.

“One day, with my new-found confidence, 
I walked right into BM Bargains and asked 
for the manager. I gave him my new CV and 
told him that I’d applied to work in the store 
nine times and this time I thought he’d better 
look at my CV. Two hours later, he called and 
offered me a job.

“Since being in work, I’ve stopped taking 
medication for my illness. The daily activity 
seems to have done the trick. I’ve even 
managed to take up gardening and I love it! 

“I’m involved in the community again. I smile 
and chat to everyone as I go about my job – 
everyone stops to say hello. This makes the 
difference in life.

“My advice to anyone moaning about not 
finding a job is – lift your head up, take the 
bull by the horns and get out there.”

Jennifer’s story

Location: North Wales

Job title: Retail assistant

“ My advice to anyone moaning about not 
finding a job is – lift your head up, take 
the bull by the horns and get out there.”



When Lee from Cardiff had been out  
of full-time work since leaving school, he 
was relieved to finally be offered a work  
trial for a permanent, full-time job 
in Poundland.

“Being unemployed for so long was 
tough. My self-esteem suffered and there 
were times when I felt very low. My friends 
were all working, but somehow I couldn’t 
quite get a break. I applied for lots of jobs, 
but my writing skills aren’t the best and 
in the end I just gave up filling in forms. I 
buried my head in the sand and thought 
eventually a job would come to me. After 
three years on benefits, it’s hard to keep 
that faith. 

“Through Jobcentre Plus, I was referred to 
Serco’s Flexible New Deal programme. My 
local provider was ITEC and they helped 
restore my confidence with a tailored 
programme of support that included help 
writing a CV, advice on interview techniques 
and job searching.

“Initially, I was interested in working in the 
security sector, but when an opportunity 
arose to go on a four-week work placement 
in a retail store close to home, I jumped at 
the chance. Just weeks after successfully 
completing my placement, I accepted an 
offer of a permanent role at the store. 

“I stayed with the company for a year and 
even stepped into a supervisor role. When 
the chance of a permanent supervisor role 
came up with a local warehouse I applied  
for the post and got it!  

“I love working there. It’s very busy and my 
role is varied, moving between filling customer 
orders, driving the forklift truck, and managing 
the correct schedules of work for my team.

Lee’s story

Location: Cardiff, South Wales

Job title: Warehouse supervisor

“My manager says that I’m very hands-on 
and fit in well with colleagues, that I’m a 
highly committed member of the team and  
a pleasure to work with. 

“As a result of my job, I’ve learnt a lot about 
myself – that I work well as part of a team 
and I can appreciate different and opposing 
opinions on an issue. I’ve found that I’m 
committed and motivated when it comes  
to my career.

“The Welfare to Work team were brilliant and 
so supportive. They stood by me when I 
was finding it tough to get work and I’m very 
grateful for the help I received.”

“ The Welfare to Work team 
were brilliant and so supportive. 
They stood by me when I was 
finding it tough to get work 
and I’m very grateful for the 
help I received.”



“ Life is really good and I’m a 
changed man. I can see a 
secure future ahead.”

Location: Rochdale, Greater Manchester

Job title: Security officer

“My working day is long by anyone’s 
standards, but I’m not complaining. It’s 
worth it to have this job. My day starts 
with a 3:30 am alarm call. I catch the 5:30 
am bus to work – an hour-long journey. I 
work a 12-hour shift as a security officer 
and finish at 7 pm – then I take the same 
trip back home. 

“I wasn’t always this motivated I can tell 
you! When I was unemployed I’d say I was 
looking for the right security job, but after a 
few years bouncing between benefits I think 
that started to wear thin, even with my family.

“That all changed when I joined JHP on 
Serco’s Flexible New Deal programme. I met 

Mark from Rochdale, is no stranger to 
challenges. When the ideal job opportunity 
arose, Mark didn’t allow his transport 
issues to stand in his way. Through Flexible 
New Deal, Mark has discovered that 
there’s a solution to every problem. 

Mark’s story

a terrific caseworker called John who had 
an amazing positive attitude and we clicked 
right away. John suggested I attend some 
confidence-building sessions and job-search 
days. It was John who rang around and 
found me this job as a security officer.

“There was one issue – I don’t drive – and 
the job isn’t exactly close to home. But as I 
said, I found an early-morning bus that gets 
quite close and that’s good enough.

“Six months on and I’m a different person – 
I’ve changed loads. I’ve learnt some good 
skills in the security sector. I can assess 
different situations quickly, see the risks,  
and know which angle to take with people.

“Now that I’ve had six months to learn 
the ropes I want to start my own security 
business. I’m keeping it under my hat for 
a while, but I’ve sourced my own security 
dogs, found others who would work with me 
and bit by bit I’ve been buying the uniforms.

“Life is really good and I’m a changed man. 
I can see a secure future ahead. That’s 
important to me because I have an eight-
month-old son and I’m determined to provide 
for my family. That’s what I remind myself of 
each day as that alarm clock sounds.

“I think if I can achieve this in six months, 
imagine where I’ll be in a year. I won’t be 
running for the bus I can tell you. I’ll be 
running my own business.”



Serco Welfare to Work
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