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As the Chair I am delighted, on behalf of the Board, to introduce the 
endorsed business plan for CSW Group for this next year

Looking in the rearview mirror, I am proud of the response from the CSW 
Teams to the many challenges of the pandemic.  Working with our 
commissioners our services were adapted to support those most at need, 
demonstrating both our agility and dedication.

Now, as central funding issues dominate LAs, our commissioners face 
unprecedented challenges in the delivery of services to children, young 
people and vulnerable adults.  With CSW’s Teckal transition and 
restructuring complete, the company is in a great position to support in a 
refreshed relationship and productive partnership. 

Working together we will have a great future!

Sara Randall-Johnson

Introduction from the Chair
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Foreword from the Managing Director

This one-year plan outlines the commitments CSW are making to our 
customers, ourselves and our owners, re-positioning ourselves through 
revitalized strategic activity.  Our purpose has been re-visited, our vision 
re-structured, our mission re-stated, our values renewed, and our planning 
re-energized.

In common with our local authority owners, our schools, many local 
businesses and especially our most vulnerable young people, we face a 
considerable challenge post-pandemic that is impossible to deliver alone.  
While alignment, focus and discipline in delivering our plans will be critical 
to our future success, so will be the depth of relationships we build in this 
coming period: within our teams; with our commissioners and owners; and 
of course, with our customers.

In this plan we note the positives from the previous year and demonstrate 
a continuation of our general direction; this is a stabilising plan.  While 
cognisant of the continuing degree of uncertainty around the 
opportunities for short-term growth, this has added a sharpness to our 
objective setting and performance management.  Our work will be 
demonstrably transparent enabling stakeholders, both internal and 
external, to make judgements about our progress and prepare us well for 
the collaborative growth certain to follow.

As we work with our four local authorities in support of regional recovery, 
what is clear is that our work has never been more needed.  Encouraging 
the next generation onto solid, secure pathways that lead to education, 
training and employment is a critical component of the SW peninsula’s 
resurgence.

I would like to thank all our staff and our enterprise partners for their 
continued hard work, passion and commitment to building a future where 
every individual can contribute positively to society and lead a fulfilling 
life; we look forward to creating trust, sustaining services and working 
collaboratively as we continue to build brighter futures.

Chris Saxby
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Who are CSW?

We provide support to young people, vulnerable adults, schools, colleges, 
businesses and employers through their key transition points.  While we 
strive to deliver services that build aspiration and turn it into achievement; 
our greatest potential is in integrating our provision for our LAs.

Our team is motivated by the belief that support means more than a 
shoulder to lean on.  We provide an unfaltering attention that delivers 
lasting, positive change.  We look to provide longer-term, integrated 
support that sustains way beyond one-off contact.  It is this commitment, 
and the dedication throughout CSW, that enables us to achieve fantastic 
results.

As a highly experienced and agile organisation, our ability to manage 
contracts, supply chains and frameworks enables us to create solutions to 
our Owners’ complex regional employment and training problems.  

We lead diverse delivery partnerships and direct services in a mix of 
settings collaborating with a range of partners and stakeholders, enabling 
delivery of complementary services through mutually supportive 
contracts.  Additionally, we can offer information, advice, and guidance to 
adults, young people and businesses, providing support on a variety of 
levels, from light touch to intensive, long-lasting interventions. 

Demonstrably our future activity does not need to be solely focused on 
work with young people in isolation but could include anything that 
requires the management of services that provide advice and guidance

For well over 25 years CSW, whilst uncovering learning and work 
opportunities for many thousands of local people, has adapted to meet 
market demand and changing government requirements.  We are the 
South-West’s own company, proudly delivering our services for the LA 
areas of Cornwall, Devon, Plymouth and Torbay, with a priority focus on 
those younger people in our society with SEND, those at risk of NEET, and 
those that are NEET.
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or drives skills and personal development through direct or subcontracted 
delivery.  We especially aspire to work more closely with SW businesses as 
they look to upskill, building a mutual network that enables work 
experience, T-level placements and STEM opportunities for the workforce 
of tomorrow.

Our approach enables us to provide first class services that:

o Ensure that all young people we interact with will understand 
the full range of opportunities available to them; 

o Provide excellent programmes of advice and guidance, delivered 
by professionals with the right skills and experience;

o Contribute, with commissioners, stakeholders and partners, to 
the reduction of NEETs;

o Assist in addressing skills shortages or needs sectors or local 
areas which are not currently being addressed by employers, or 
individuals through targeted work in SME’s;

o Identify training and support for people at all levels, addressing 
the needs of disadvantaged groups in and out of the workplace;

o Help individuals access learning, and information about learning 
and skills;

o Broker opportunities between learners and employers; and 

o Ensure all eligible young people up to Academic Year 14 will be 
effectively tracked through a Comprehensive Case Information 
System (CCIS) compliant system in relation to their education, 
employment and training status, and destinations in line with 
statutory requirements.

CSW has demonstrated the ability to derive focused, integrated and 
bespoke solutions targeted to have significant benefits to specific 
individuals, communities and elements of our regional society.

“I just wanted to take a minute to thank you for all 
the work that you have been doing to support our 
most vulnerable children. It is clear that you really 
have been going the extra mile to support and help 
and we appreciate it, especially at this difficult time.”
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Our Purpose, Vision, Mission, and Values

For our Team at CSW, knowing our purpose is hugely important it drives 
everything we do as individuals and collectively.  Our purpose is brought to 
life through our vision and delivered by our mission.

Values Behaviours
Create trust … through our clear & consistent approach, engaging & 

empowering our people, recognizing their valued 
contributions with celebration

Sustain services … responsibly, with integrity, ethically & with a commitment 
to equity

Work collaboratively … in a professional, reliable & responsive manner seeking 
opportunities for continuous improvement & mutual benefit

Underpinning all – our values; the description of our ethics and beliefs
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• Align our portfolio (being clear on value streams on offer to / 
required by LAs, building-in performance improvements)

• Support our people (improving Team capability & affirming 
leadership commitment) 

• Collaborate for growth (assuring a sustained future)

Our strategic approach

In this interim period of significant change, we are looking to stabilise the 
business and position for suitable growth taking best advantage of our 
new Teckal status. 

To do so it is essential that we are clear about our future capabilities, 
matching them carefully to our Local Authority owners’ needs for both 
today and tomorrow.

This requires a confident Team, comfortable with change and resilient to 
the challenges ahead.

With three strategic actions focused on ‘what’ we do, ‘who’ does it & ‘how’ 
it’s done, we’ll …

o Simplify what we offer Local Authorities and other customers;
o Become easier to work with;
o Deliver Owner value through contract performance; and
o Be a great place to work for our Team

Three strategic actions
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Our Strategic Goals

1.  Deliver consistent, high-quality services across all contracts to agreed 
budgets

2.  Support our staff’s physical and mental health, and wellbeing while 
safeguarding the children and vulnerable adults whose lives we interact 
with

3.  Maximize and exploit opportunities for collaboration

4.  Improve business efficiency through the adoption of technology or 
other innovation

5.  Reduce overall cost of ownership

6.  Understand and then reduce our environmental impact

Our changes will not be completed overnight but will be the subject of 
sustained focus across our planning horizon.  Critical to our success will 
be gaining the trust of our customers, our shareholder owners, and of 
course taking our Team with us.

This year we shall prioritise our first three strategic goals:

o Re-establishing our reputation for high quality services across 
all our portfolio, not simply in pockets of excellence;

o Delivering a People Strategy that will be at the heart of our 
leadership focus; and

o Building a spirit of collaboration across our Team and 
stakeholders.

This will enable us to maintain our vital delivery focus, improve our 
working environment and establish trust with our broad team of 
commissioners, schools and businesses.
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Objectives; Milestones for the delivery of Goals

Consistent, high-quality services

Plans

1. Deliver contracts to agreed 
budget and KPIs; reviewing PIs 
with Commissioners  for 
relevance

2. Demonstrate consistency of 
process adherence across the 
Regions, improving and 
amending processes as 
required maintaining suitable 
quality standards

3. Provide focus on delivery of 
Customer Satisfaction to 
Commissioners

4. Meet/maintain professional 
quality standards

Measures

1.1  Contractual KPIs – on COSMIS

1.2  Contracted budget

2.1   Internal & external audit completion to 
plan with <5 non-conformances

2.2   Establishment of continuous improvement 
framework & mechanism

3. Improved Customer Satisfaction from agreed 
baseline

4. Maintain Matrix and ISO 27001 
accreditations

Maintaining our focus on strategic goals isn’t easy unless we have a clear 
pathway derived for us to follow.  This pathway is described by our 
Objectives; each one complimentary to the others and collectively 
delivering against our strategic headmarks.

Measuring our progress will be important to ensure any course 
corrections necessary can be made.

Some of our objectives are relatively short, sharp and to be delivered 
against in the very near future.  Some are longer-term objectives and will 
still be very much works–in-progress as this new planning year ends.
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Improve Efficiency & Reduce Cost

Plans

1. Exploit new HR and Finance 
support systems

2. Organise to encourage & 
deliver staff-led continuous 
improvement

3. Conduct performance contract 
reviews examining for 
deliveries non-funded & other 
process waste

Measures

1. Deliver benefits for HR and Finance 
systems as described in original business 
case

2.1  Produce process-experienced ‘sore 
thumbs’ database from staff feedback 
(Demand)

2.2  Derive & deliver staff change 
empowerment framework

3. All contracts to be reviewed annually

Objective – Staff Training Plan

Plan:

1. Engage Managers to derive 
fulsome feedback on current 
skills gaps of Teams; and Staff to 
derive fulsome feedback on 
personal view of skills gap

2. Construct and agree Training 
Plan component of People 
Strategy to close skills gaps 
(across single year where 
practicable)

3. Determine training provision and 
deliver targeted training, 
prioritized for optimum business 
effect

4. Review skills for any new or non-
closed gaps

Measures:
1. Skills gaps identified

2.Training plans agreed with each staff 
member

3. Training plans delivered for each staff 
member

4. Skills gaps reviewed
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Recognition/Retention/Recruitment

Plans

1. Incorporate physical & 
mental health, and 
wellbeing within People 
Strategy 

2. Develop and implement 
recognition & reward 
policy within People 
Strategy

3. Develop differing 
recruitment strategies 
pertinent to individual 
roles as necessary

Measures

1. Staff Wellbeing framework 
constructed, and activities delivered as 
planned

2. Recognition & reward process 
established & embedded  with staff 
recognised monthly by peers &/or 
managers

3. Successful recruitment

Encourage collaboration

Plans

1. Conduct Transitions review 
with Commissioners

2. Conduct annual & ad hoc (as 
required) joint planning 
workshops with Owners’ 
groups by region

3. Conduct annual planning 
workshop with LEPs

4. Conduct regular staff forum 
meetings

5. Conduct annual staff survey

6. Recognise trade union

Measures

1. Workshops completed as planned

2. Workshops completed as planned

3. Workshops completed as planned

4. Staff forums completed as planned

5. Annual staff survey completed as 
planned

6. Develop relationship with Unison
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Understand & Reduce Environmental Impact

Plans

1. Determine & measure 
environmental footprint

2. Deliver against agreed 
sustainability policy and 
plans

Measures

1. Environmental footprint understood

2. Plans delivered

Our performance will be measured and monitored monthly by CSW’s 
senior leadership team.  A balance scorecard methodology has been 
introduced to encourage a fulsome focus across the portfolio of activity 
(delivery and change) being undertaken.

Financial

Learning              Customer                 
& Growth            Satisfaction

Management      Effectiveness

• Objectives with Targets

(focused on delivering Strategic Goals)

• Action Plans to meet Targets

(supported by Risk management)

• Milestones within Action Plans

(showing the path to achievement)

• Reviews

(enabling learning & re-direction if necessary)

With clear focus, our objectives, targets, and measurement regime will need regular in-
year balancing – to ensure not only that we set ourselves the right targets, but that our 

measurement scheme is valid, and our ambition deliverable

CSW’s Senior Leadership Team will take a balanced view,
examining our business through four specific lenses,

seeking forward-looking indicators as well as using traditional rear-view mirror ones
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Good governance aims to provide:

o Owners with statutory visibility as per Articles of the Company
o Main Board with suitable info/data to enable oversight
o Staff with view on business & opportunity to feedback
o Leadership Team with data to manage the business
o Ops Board opportunity to conduct weekly corrections as 

necessary

To deliver this a series of interlinked meetings are scheduled across the 
year:

Governance
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Current services for 
Young People
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Transitions

Working across the peninsula to support young 
people to make successful transitions into 
employment, education and training. 

We have two teams across the geography, one team is 
accountable for the delivery in education settings, 
namely with SEND and vulnerable groups and one 
team works in the community to support NEET young 
people. 

We also monitor and track the destinations of young 
people, to reduce the number of not known young 
people to the lowest possible number

In  the last year across Cornwall, Devon,  Plymouth 
and Torbay we  recorded in the region of 30,000 
contacts with young people, and supported over 
2,300 NEET into education, employment or training.

Providing high quality 
advice & guidance enabling 
young people to make 
successful transitions

Somerset Tracking 

Our Client Relations Team work hard to support 
Somerset County Council to meet their statutory 
duty to support all young people aged 16-19 to 
participate in education or training. 

Every year CSW contact young people, normally by 
telephone, who have left statutory school to see 
whether they have continued in education, have 
moved into employment or whether they need any 
support to access education or employment. 

Tracking young people 
through their transition 
points, supporting them to 
move forward
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Cornwall SENDIASS

Providing Free, confidential and impartial information, 
advice and support across Cornwall. 

We work to empower children, young people and 
parents/ carers of children with special educational needs 
or disabilities by ensuring they have the information, 
confidence and support needed to make informed 
decisions. Encourage good working relationships 
between parent/ carers, children, young people, 
education providers, the local authority and other 
agencies. We also work to support schools and other 
agencies to continue to develop good working practices in 
relation to SEND.

Advice is given over the phone, online and in person 
(covid-19 compliant).

Empowering young people 
and parents /carers of 
children with SEND (special 
educational needs & 
disabilities)

#Focus5

A unique programme for those aged 15-18 who may 
be struggling to move on in life, across Devon, 
Plymouth, Torbay and Somerset.

Working to develop the 5 key skills identified by 
employers:

• Communication
• Customer Service
• Organisation
• Problem Solving
• Teamwork.

The programme is key worker led and young people 
access a variety of different types of support and 
activities. 

Providing unique and 
flexible 1-1 support for at-
risk young people across the 
Heart of the South-West 
LEP area. 
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Support for NEETs

Two ESF Funded projects across the Heart of the 
South-West LEP and Dorset

Working with 15–24-year-olds who are not in 
education employment or training, or at risk of falling 
out. This activity compliments our Transitions work. 

Young people work with a provider from our network 
to create a learning plan, access a range of accredited 
and non-accredited learning and are supported to 
progress into employment, education, apprenticeships 
or traineeships. 

Support includes 1-1 mentoring, community projects, 
environmental impact workshops, work experience and 
qualifications. 

Providing vital support for 
young people not in 
education, employment or 
training (NEET) through a 
network of providers

COMPASS

A partnership of 11 providers across Cornwall and the 
Isles of Scilly, led by Cornwall Council, managed by CSW 
and funded by the European Social Fund, enabling Young 
People, including those with SEND (special education 
needs and disabilities) and SEMH (social, emotional and 
mental health) aged 15-24, to develop the resilience, 
employability skills and labour market intelligence to 
make informed choices around access to education, 
employment and training based on their interests, skills, 
abilities, and the needs of the labour market.

COMPASS offers a flexible, person-centred approach to 
supporting young people who are NEET (not in education, 
employment or training) or at risk of NEET.

Supporting young people 
whose SEND (special 
education needs & 
disabilities) and/or SEMH 
(social, emotional & mental 
health) issues present a 
barrier to their progression
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Current services for 
Education Providers
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We manage the South West Peninsula STEM Ambassador 
Hub (covering Devon and Cornwall). This is one of 19 Hubs 
across the UK that manage the 33,000 nationally 
registered STEM Ambassadors.

STEM Ambassadors are an important and exciting free of 
charge resource for teachers and others engaging with 
young people inside and out of the classroom.

Ambassadors offer their time, knowledge and enthusiasm 
to help bring STEM subjects to life for young people aged 
5-19.

Under the successful Big Bang programme, the annual 
event reached thousands of young people, opening their 
minds to STEM. This event did not take pace in 2020 due to 
Covid-19. 

Supporting educators to open 
the door to ST EM careers and 
experiences

STEM Experiences

Careers Education & Investor in Careers

Supporting schools and colleges to meet the 8 Gatsby 
Benchmarks for careers education. These services to 
education are funded directly by commercial sales to 
schools.

We offer personal guidance sessions with level 6 qualified 
consultants across the South West. They work with young 
people to understand the needs and help them locate 
their ambitions and education & career options.

The Quality in Careers Standard through Investor in 
Careers is delivered nationally. It is designed as a 
development and external assessment framework for 
accrediting the highest quality Careers Education 
Information Advice and Guidance (CEIAG) provision.

Bringing high quality careers 
education, information, 
advice and guidance to 
young people across the 
region
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Work Experience

Covid-19 has drastically affected our work experience 
provision however, we are working with our schools to 
support them moving forward.

We are committed to provide a work experience service 
that supports young people, schools, colleges, and 
businesses work together to achieve meaningful and safe 
work experience. 

Our Health and Safety professionals undertake duty of care 
checks with employers for work experience placements to 
ensure they are assessed/reviewed as suitable and 
compliant to provide a student placement location. 

This provision is part of our commercial arm, all activity is 
paid for by schools. Devon County Council have provided a 
fund to support this work in the county.

Raising the aspirations of 
young people through 
meaningful workplace 
experiences

The Apprenticeship Support and Knowledge for 
schools and colleges (ASK) programme is funded 
by the National Apprenticeship Service, part of 
the Department for Education, to support the 
Government’s Careers Strategy and ensure that 
schools and colleges are equipped and supported to 
deliver their statutory duty. 

The programme is designed to give all schools and 
other educational establishments across England 
free support to develop and transform 
apprenticeship, traineeships and T Level awareness 
activities, so that students, parents and carers, 
teachers and governors can be informed and 
inspired about the range of apprenticeship 
opportunities.

Providing schools and colleges 
the tools to confidently promote 
apprenticeships to their 
students

Apprenticeship Support & Knowledge
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Current services for 
Employers
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Healthworks for Cornwall

An ESF Funded project across Cornwall, led by the 
Cornwall Development Company.

CSW are a subcontractor operating in the Atlantic to 
Moor area. The project will support anyone who has a 
health-related barrier and has been unemployed or 
inactive for over 26 weeks (or less if they also have a 
barrier returning to work).

CSW will be providing pre-employment support 
including careers advice and guidance. The support will 
help identify strengths, build self-confidence, identify 
barriers to progression and develop employability 
skills. This support with be delivered through a blended 
approach of virtual and face to face delivery both 
individually and where appropriate small groups.

Supporting adults in 
Cornwall to move closer to the 
labour market

SMART Skills

An ESF funded project, across Plymouth, Devon & 
Torbay, providing support to employers up skill 
their staff and grow their business. The project 
will also support unemployed individuals to gain 
additional skills and move forward in the labour
market.

Working with 6 partners there is a wide variety of 
activity on offer, including L4/L5 qualifications, 
taster days, digital skills workshops, 
entrepreneurial skills and apprenticeships. The 
project will also enable the creation of a Skills Hub 
for the area. 

CSW Group are managing the delivery of the 
service on behalf of Plymouth City Council. 

Supporting employers across 
Devon to grow by accessing 
training and opportunities
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CSW Group
0800 97 55 11
contact@cswgroup.co.uk 
cswgroup.co.uk 

Poseidon House,
Neptune Park,
Cattedown Road,
Plymouth
PL4 0SJ 

CSW Group

CSW_Group

CSWGroupUK

Our Partners
We’d like to acknowledge the superb efforts of our partners in supporting the 
sustained delivery of our vital services and look forward, with them, to further 
deepening our strong relationships.

Art Makers  Bournemouth Churches Housing Association (BCHA)  Carefree Chaos

City College Plymouth  CMT Services  Cornwall Education Business Partnership 
(Cornwall Council)

Cornwall Neighbourhoods for Change Cosmic Focus Training  Functional Skills UK

Groundwork London  Groundwork South  I Can Do That!  Learn Devon (Devon 
County Council)

Motiv-8 SW Ltd  Petroc Real Ideas Organisation Sound Gallery  South Devon College

Take Art  Tempus Training  Tops Day Nurseries (Aspire Training Team)

University of Exeter  Urban Biodiversity  V Learning Net  Weymouth College

Whitehead Ross Education and Consulting Wings Charity  Young Devon

Young Somerset
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