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EPBC Overview
• EPBC launched April 2, 2012 and aims to: 

– Assist British Columbians in obtaining sustainable work opportunities;

– Be responsive to economic conditions, labour market changes and local needs;

– Partner with other provincial ministries, community organizations and employers. 

• Key service streams: 
– Unemployed British Columbians; 

– Communities and Employers;  

– Research and Innovation opportunities.
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EPBC Client Services
• Any unemployed British Columbian may access services

• Services aligned to client needs and eligibility - assessed by case 

manager and documented in client action plan 

• 85 WorkBC Employment Services Centres (ESCs)

• 100+ Satellite Offices with Outreach and Itinerant Services

• Administered by 73 contracts each responsible for a geographic area 

(“catchment area”)

• Specialized populations access range of services and service delivery 

options
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Specialized Populations
• Youth, 

• Immigrants, 

• Francophones, 

• Aboriginal Peoples, 

• Persons with Disabilities, 

• Persons who have experiences violence or abuse, 

• Rural populations, and 

• People with multiple barrier to employment

• Services focus on preparing for, finding, obtaining and 
maintaining employment
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Community and Employer Partnerships
Vision:   Increase employment, targeted training and 

work experience outcomes in communities 
through partnerships, shared information and 
innovative practices

Investment Goal:  $8 million in 14/15 

Job Creation Partnerships:
• For local projects to provide benefits to the job 

seeker, community and the local economy

Labour Market Partnerships:
• To address local labour market or human 

resources issues through strategic partnerships 
with other labour market stakeholder 
organizations

• Employer Sponsored Training (EST)  - financial 
assistance to employers to support training 
activities for employees who would otherwise 
lose their jobs
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For more information 
about CEP Fund please 

visit 
WorkBC.ca at 

http://www.workbc.ca/Employers/Run-
your-business/Community-and-

Employer-Partnerships.aspx



Community and Employer Partnerships cont...

New components Launched in February 2014

Project Based Labour Market Training :

• To assist with local projects that provide a combination 
of on and/or off the job employment training

Research and Innovation :

• To explore and/or find untried and untested methods 
of delivering programming

• E.g., BC Centre for Employment Excellence
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Clients Receiving Services

• Client volumes have surpassed pre-

transition levels 

• 135,212 people have received EPBC 

services since the program start 

• Of these:  84% (113,350) received 

services through an employment case 

manager

• 10% (13,126) are non case managed 

apprentices

• 7% (8,736) benefited from self serve 

services available through EPBC 

• 65,420 people are actively receiving 

services through EPBC

• Specialized populations represent 

67% of all active case managed files 
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Data on this slide is for the period 

ending January 31, 2014

EPBC 
launch*



Case Managed Clients Served
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Of the 113,350 case managed 
clients served to date in EPBC:

BC Employment and Income 
Assistance clients: 34,389 (30%)

Employment Insurance eligible 
clients: 40,149 (35%) 

Specialized Populations: 74,205 
(65%)

EPBC Specialized Populations

Person with a Disability            28 %
Youth 27 %
Multi-Barriered 21 %
Rural and Remote 12 %
Aboriginal People 10 %
Immigrants 8 %
Survivors of Violence/Abuse      5 %
Francophone 1 %



Employment Outcomes

• 30,184 Employment 

Outcomes and 662 

Community Attachment 

Outcomes (e.g. Unpaid 

work experience) have 

been achieved.

• 40% of clients no longer 

in case management 

have achieved an 

employment outcome.
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Data on this slide is for the period 

ending January 31, 2014
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Program Enhancements Over Past 2 Years

• Since program launch, changes to improve service delivery 
include: 
– System changes to make it more accessible and user friendly
– Changes to the financial model 
– Policy enhancements to streamline access and increase 

flexibility 
– Extended the review period by one year to three years 
– Tools, information and training to build the capacity of 

contractor and service providers staff to deliver the program

• Collaborative approach to problem-solving is the key 
success factor 
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EPBC Governance Framework  
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Learning & Continuous Improvement

• Partnership with the Centre for Employment Excellence 
– Continue to build on successful collaboration to provide information, share practices, 

and deliver resources, tools, and training to support the employment service sector 
– Support research initiatives that inform new and innovative approaches to service 

delivery

• External Program Advisory Panels
– Objective advice on improving program delivery and outcomes

• Program Evaluation 
– Information about how well the program is meeting its objectives and goals 
– Helps to inform future program decisions and modifications 

• Obtaining feedback & collaboration
– Continue to obtain feedback from various stakeholder groups – contractors, service 

providers, career development practitioners, associations, the Centre etc on what the 
sector needs to be successful in becoming the recognized leader in the delivery of 
employment supports and services as well as improve services to clients
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EPBC Implementation Experience



A PREVIEW
Accessibility for Specialized Populations in One-
stop Employment Centres: Best Practices from 
the UK, US and Australia

Wendy Bancroft and Susanna Gurr

2014 Career Development Conference

Richmond, BC, March 7th, 2014
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• Introduction/Context

• Genesis of the study

• Objectives of the study

• Best practices along the pathway to 
employment and beyond

• Things that make a difference

• Concluding thoughts

Overview 



The Employment Program of BC (EPBC)

EPBC was implemented in April 2012 – one stop comprehensive 
approach to serving all unemployed British Columbians looking 
for work. 

• Pre –EPBC:  Employment-based services provided by a broad 
range of agencies that catered to specific groups 

• Post-EPBC: All job seekers can access services through the one 
umbrellas—EPBC—delivered in 85 WorkBC ESCs in 73 catchment 
areas across the province. Lead contractor for each ESC have 
formed partnerships with other local service providers 
(subcontractors) to deliver specialized or alternative 
programming and services.
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Introduction/Context



For EPBC, Specialized Populations include job seekers who may require 
alternative services to access employment services, in order to meet 
their unique needs to achieve the desired outcomes. They include 
individuals from the following groups: 

• Aboriginal Peoples
• Francophones
• Immigrants
• Persons with Disabilities
• Multi-Barriered
• Rural and Remote
• Survivors of Violence or Abuse
• Youth
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Specialized Populations in EPBC



Distribution of Active Case Management Specialized Populations,  December 2013
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EPBC Caseload Numbers

Active Case Managed # of Case Managed 
Individuals (%)

All Service Plans 54,603 100%

Specialized Populations 36,849 67%

Youth 14,904 27%

Persons with a Disability 15,393 28%

Multi-Barriered 11,258 21%

Rural and Remote Populations 6,324 12%

Aboriginal People 5,445 10%

Immigrants 4,125 8%

Survivors of Violence and/or Abuse 2,829 5%

Francophone 588 1%
Specialized Populations indicating a client may belong to one or more Specialized Populations groups (e.g. Youth and 
Immigrants): Unique counts represent a single count of the service plan.
SOURCE: EPBC Monthly Report, December 2013. Province of BC, 2013.



The Need
• Interest from the Ministry’s Expert Advisory Panel on Specialized Populations and other 

key stakeholders to ensure job seekers in the Specialized Populations experience the 
system as one that is accessible, that welcomes them, where they can engage, use 
services that meet their needs and feel hopeful to proceed towards a pathway to work.

• Survey of BC Career Development Practitioners identified challenges working with 
specialized populations who make up a large proportion of their caseload 

• Service providers want to learn about strategies that will help improve their practice.

The Request
• The Expert Advisory Panel on Specialized Populations approached the Centre with its 

interest for information about best practices on accessibility for specialized populations 
in one-stop employment services centres.
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Genesis behind the study



Objectives
• Produce a resource of best practices that have emerged in other 

jurisdictions with the same or similar one-stop approach to 

employment services (more specifically, these are the United States, 

United Kingdom and Australia—all with a longer history of one-stop 

approaches than BC)

• To be used (we hope) by providers and practitioners within and across 

the WorkBC Centres to facilitate dialogues about innovative 

approaches, and to identify, adapt or create strategies appropriate for 

their Centres to improve access for job seekers in specialized 

populations. 
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Research Objectives



• What are the factors mostly likely to spell “success,” in 
terms of supporting specialized populations to find and 
keep jobs?

• What can we learn from others who have been doing this 
longer?

• What is the experience for clients and providers within 
these frameworks?
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Key questions framing the study



• The study involves a literature review and environmental 

scan, review websites and conducted key informant 

interviews with researchers, provider associations and 

service providers in the three jurisdictions. 

• The report analyses the collected data and identifies best 

practices and lessons for supporting specialized 

populations in one-stop employment centers. 

|  BC CENTRE FOR EMPLOYMENT EXCELLENCE 24

Methodology



• Physical facilities and resources, including assistive 
technology, which facilitates access

• Channels to services and programs relevant to needs and 
goals 

• Marketing and messaging that is inclusive
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Definition of Accessibility used for 
the study 



The “Client Experience”
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Learning from Experience: Best Practices Along 
the Pathway to Employment and Beyond

Outreach / 
Marketing

Accessible 
facility

Accessible 
information

Intake and 
orientation

Case 
Management 

/Planning

Finding and 
keeping the 

job



Business practices: Ability to meet budget and contractual requirements
There is no fixed formula of characteristics or practices that mark out high 
performing sites. Instead, a combination of many factors tends to contribute to 
good practice, depending on each service provider’s caseload, environment and 
business model. 

Best practices associated with high performing organizations include the following:
• A positive, problem-solving attitude
• A work culture that encourages innovation and supports learning
• An internal governance structure that provides opportunity for partner agency 

voice
• Lead agency governs with transparency and equity
• Provider makes use of available resources in government and in the community
• Provider supports the development of staff capacity including interagency cross-

training and training to better understand client needs

(SOURCE: Best Practices in Job Services Australia)
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Things that make a difference (1)



Linkages with community organizations
• High performing sites are more likely than mid- and low-performing sites to build 

connections within their community, to reach out to community-based 
organizations, to make use of government programs and connect with other 
employment service providers when necessary.

• Developing organizational collaboration is one of the key activities being tested in 
the Australian Stream 4 demonstration pilots. Two primary engagement models 
have emerged:

• Joint case conferences and sharing information, in which providers establish 
communication protocols with external organizations, or invite these 
organizations to participate in joint meetings, or make presentations to job 
seekers

• Case management teams that may include staff from several organizations, or 
might involve co-locating staff in the other organization’s venue
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Things that make a difference (2)



Staff capacity 
• Capacity building is advised.  Staff turnover is an issue in many jurisdictions, and need 

ways to reduce uncertainty and acknowledge strengths. 

I’ve done a number of evaluations for the Department of Work and Pensions, and 
virtually for every implementation type study I’ve done, staff training comes up as an 
issue. It’s as though there’s no corporate memory, no learning about this.  

• In one-stops, staff need cross-training, training that helps them to understand the 
services that partner agencies provide, and also staff with partner agencies receive 
necessary training.

• Other strategies recommended by the US Institute for Community Inclusion for 
increasing staff capacity to support job seekers with specialized employment barriers will 
be in the report (see next slide for selected examples)
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Things that make a difference (3)



Examples:
• Train staff on use of nontraditional assessment strategies that maintain 

a focus on client strengths
• Ensure that all staff members interact, whenever possible, with a wide 

variety of customer groups, rather than being “siloed” to a given 
population

• Train specific personnel to coordinate planning teams for customers 
with more significant needs

• Train staff on communicating effectively with individuals with limited 
English proficiency and resources for interpretation and translation 
services

• Inform staff members about the range of service delivery options 
available to job seekers in specialized populations and how best to 
determine their best employment options
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Things that make a difference (3)



Use data collection and analytics to lead to better outcomes

• Collect information to know what’s going on, report and evaluate, report 
successes and identify issues and make continuous improvements  

• Crucial to understand more than the big numbers—need to “dig in.” Need to 
understand how the story varies according to different populations and 
approaches. For example, evaluate to answer these questions:

• What process works best for whom? 
• What keeps job seekers, especially those with significant challenges, 

engaged in the process and motivated to persevere?

• Client feedback is essential – surveys need to go beyond user satisfaction 
questions and capture information about whether services are effective and 
benefits/impacts for clients

• Track, report/evaluate, share, learn,  improve and enhance outcomes
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Things that make a difference (4)



• Field of employment services is an evolving field: new 
initiatives are being tried and tested and new approaches 
to problem-solving constantly emerging 

Change, Learn and Improve 

• Use communities of practice to address some of the 
challenges
Communities of practice are groups of people who share 
a concern or a passion for something they do and learn 
how to do it better as they interact regularly. (Wenger, 
2006). 

• What happens in a job centre makes a difference
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Some of our early thoughts



• Finish the report

• Share findings with the Expert Advisory Panel on 

Specialized Populations

• Free Webinar in May
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What’s next?
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Q & A

Thank you!


