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Abstract.
BACKGROUND: There are anecdotal reports of high job turnover of Individual Placement and Support employment
specialists. However, no studies have addressed this issue.
OBJECTIVE: To explore whether turnover rates among employment specialists are higher compared to public sector
employees along with the correlates of turnover intentions.
METHODS: A repeated cross-sectional study collected data from 40 employment specialists in Norway using validated
scales to measure job perceptions. Turnover intentions were the main outcome.
RESULTS: Turnover rate of employment specialists (45.0%) was significantly higher than the average turnover rate of
other occupations in the public sector (27.1%) in the same geographical regions (x2 = 6.5, df = 1, p = 0.01). After adjusting
for potential confounders, five factors remained significantly associated with turnover intentions in directions as expected:
general job satisfaction (␤ = –0.33, p < 0.05), satisfaction with current work (␤ = –0.35, p < 0.05), satisfaction with supervision (␤ = –0.28, p < 0.05), work meaningfulness (␤ = –0.42, p < 0.05) and Negative emotionality personality trait (␤ = 0.58,
p < 0.05).
CONCLUSIONS: Addressing turnover will positively impact on productivity and job satisfaction of employment specialists
along with continuity of employment support for people with mental health conditions.
Keywords: Vocational rehabilitation, individual placement and support, employment specialist, healthcare workforce management, staff turnover
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1. Introduction
Individual placement and support (IPS), a vocational rehabilitation program for people with severe
mental illnesses, is in the early stage of implementation in Northern Norway (Moe et al., 2021). IPS
has created a new type of occupation in mental
healthcare – employment specialists. As such, the
role has been scarcely studied, with the majority of
the quantitative research concentrating on exploring
competencies and characteristics of the employment
specialists needed for effective IPS delivery (Corbiere et al., 2014; Teixeira et al., 2020; Whitley et al.,
2010). Among these studies, only a few mentioned
high turnover rates among employment specialists
while reporting in-job contextual challenges (Bonfils
et al., 2017; Lindstrom, 2016; Vukadin et al., 2021).
However, to the best of our knowledge there have
not been attempts to study turnover of employment
specialists and the associated factors.
Turnover is a subject of concern, as for any
organization, including IPS services that requires
human capital to operate. Consequently, losing staff
with developed skills, knowledge and expertise can
undermine the productivity of the service (Maertz
& Campion, 1998). The need to hire, train and
supervise new staff, along with production loses
increase associated costs for an organization with
high turnover (Patterson et al., 2010; Waldman et al.,
2004). Another matter of concern is turnover contagion. Evidence repetitively suggests that individuals
are more prone to quitting in an environment where
their colleagues have left or intend to do so (Felps et
al., 2009; Rubenstein et al., 2018).
In an IPS context, losing staff would be especially
problematic. Employment specialists receive training in the role during employment, including both a
short course followed by on-the-job learning by shadowing experienced colleagues and their supervisors.
This takes time and investment to compensate the
loss in productivity following turnover, compared to
an occupation where staff are already trained. Due to
the lack or absence of an employment specialist, IPS
clients ultimately stop receiving employment support
until the position is filled by a new employment specialist. In addition to this, clients being on a waiting
list in itself might result in poorer outcomes, such
as decreased hope and motivation towards achieving
their employment goals, and potentially increasing
the chance of dropping out from the program (Mor
Barak et al., 2001). Finally, the disruption of an
established working alliance between a client and

an employment specialist is another consequence of
the turnover process. This is undesired as working
alliance has been shown to be positively associated
with the main outcome of IPS – successful job acquisition (Corbiere et al., 2017).
Withdrawal cognition, defined as a conglomerate
of “turnover intentions, thoughts of quitting, search
intentions, and expected utility of withdrawal”, has
been found to be the strongest predictor of turnover
across all occupations (Rubenstein et al., 2018).
Numerous other factors are also associated with
turnover intentions and actual turnover among a variety of occupations. Specifically for social workers,
the strongest predictors of turnover intentions are
organizational and professional commitment, job satisfaction and burnout (Mor Barak et al., 2001). The
strongest predictors of actual turnover are turnover
intentions, job satisfaction, employment alternatives
and burnout (Mor Barak et al., 2001). However,
as each occupation possesses contextual procedural, cultural and financial differences it can be
assumed that turnover predictors and intentions vary
between jobs. Consequently, the aims of this study
are:
1) To test the hypothesis that turnover rates are
higher among IPS employment specialists compared to public sector employees in general.
2) To explore correlates to turnover intentions
including aspects of job perceptions, personality and demographics.

2. Methods
2.1. Design and setting
This is a repeated cross-sectional study that utilized data collected via questionnaires in the period
of 2019–2020. The survey of the IPS employment
specialists took part in Northern Norway in three
counties: Nordland, Troms and Finnmark. This study
was conducted under IPSNOR – a naturalistic trial
that evaluates the effectiveness of IPS implementation in Northern Norway.
2.2. Data collection instruments
We have used seven validated self-report questionnaires that were translated by the research team
into Norwegian to assess fifteen chosen job perceptions related to the turnover process. The factors were
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chosen based on the available meta-analyses results
(Harrison et al., 2006; Rubenstein et al., 2018) and
face validity – measured job perceptions had to be relevant for the employment specialist role. The choice
of scales was driven by two factors: good psychometric properties; and questionnaire length to prevent
response fatigue. All the scales along with permission
to use them were obtained either from the authors or
their official websites. To collect demographic data
we have used self-developed open and closed questions.
2.2.1. Turnover intention scale (TIS-6)
TIS-6 is a reliable and validated 6-item scale with
a 5-item Likert scale reply form. Theoretically it is
based on the theory of planned behaviour (Ajzen,
1991). Its merit to assess turnover intentions and predict actual turnover was demonstrated by Bothma and
Roodt (Bothma & Roodt, 2013). Their study showed
that the scale has good internal consistency (TIS-6
␣ = 0.80).
2.2.2. Job descriptive index (JDI) and job in
general (JIG): 2009 revision
The JDI family of instruments was developed by
Bowling Green State University. JIG is an 18 item
scale with a 3-item Likert scale. It is a global job satisfaction scale, which measures general satisfaction
with a job regardless of the type of occupation. JDI is
a facet job satisfaction questionnaire, which consists
of five subscales that assess satisfaction with coworkers, current work, salary, opportunities for promotion
and supervision (Gillespie et al., 2016). Both JIG
and JDI were demonstrated to have excellent internal consistency: JIG ␣ = 0.92, JDI Work ␣ = 0.90, JDI
Pay ␣ = 0.88, JDI Promotion ␣ = 0.91, JDI Supervision ␣ = 0.92, JDI Co-workers ␣ = 0.92 (Brodke et al.,
2009a).
2.2.3. Trust in management (TIM): 2009 revision
TIM is a 12-item scale with a 3-item Likert scale
reply form. The questionnaire belongs to the JDI family of scales and assesses subjective trustworthiness
of management. Reliability of the scale was found to
be excellent (TIM ␣ = 0.91) (Brodke et al., 2009b).
2.2.4. Stress in general (SIG): 2009 revision
SIG is a JDI family 8-item scale with a 3-item Likert scale reply form. This self-report questionnaire
assesses job-related stress. Psychometric properties
of the scale, including convergent and discriminant
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validity of the scale are presented in the study by
Yankelevich et al. (Yankelevich et al., 2012).
2.2.5. Work and meaning inventory (WAMI)
WAMI is a 10-item scale with a 5-item Likert scale
reply form. It is a theory driven questionnaire that
measures three key facets of work meaningfulness:
positive work meaning, meaning-making through
work and, the effort to contribute to greater societal good. Summarized scores of these three facets
demonstrate overall individual meaningfulness of
work. Internal consistency of the scale was shown to
be excellent (WAMI ␣ = 0.93) (Steger et al., 2012).
2.2.6. Big ﬁve inventory-2 (BFI-2)
BFI-2 is a 60-item scale that hierarchically assesses
Big 5 personality profile simultaneously at the
facet and domain levels. Good reliability for BFI-2
domains (␣ = 0.87) was shown by Soto C.J. and John
O.P. (Soto & John, 2017).
2.2.7. Translation of the questionnaires
Big Five Inventory-2 had an official Norwegian
translation provided by the author of the scale. The
remaining questionnaires were translated and back
translated according to the guidelines (Wild et al.,
2005).
2.3. Sample
We obtained written consents from 40 IPS employment specialists, encompassing 88.9% of the total
population of IPS employment specialists in the study
area at the time of the data collection.
2.4. Data collection
We conducted four data collections using Survey Monkey web-platform over the 2019–2020 (24
months) time period. Demographic data and BFI-2
personality profiles were collected at T0 in September 2019. Data for JDI and JIG, TIM, SIG, WAMI and
TIS-6 was collected in February 2020 (T1), July 2020
(T2), October 2020 (T3). At each time point, two
follow-up reminders were sent to participants over a
two week period.
2.5. Statistics
We used a Chi-square test to analyze the difference in proportions of employment specialists who
left their jobs (hereafter know as, staff who quit) in
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Table 1
Sample characteristics
Number of participants

n = 40

Age (mean, SD, range)
Gender (% women)
Experience in the role2 (mean, SD, range)
Previous work experience (n, %)
Health sector
Labor and welfare administration (NAV)
Both health sector and Labor and welfare administration (NAV)
Other
Missing data

Mean = 41.7; SD = 8.2; 26–58
62.5%
Mean = 9.0 months; SD1 = 8.8; range 0–32
n = 9 (22.5%)
n = 10 (25.0%)
n = 8 (20.0%)
n = 8 (20.0%)
n = 5 (12.5%)

1 SD = Standard Deviation; 2 Experience in the role was calculated as a difference between the first data collection (T0)

and the day survey participants started working as IPS employment specialists.
Table 2
Comparison of the turnover rates between IPS employment specialists and all occupations within the public sector on the municipal level in
Nordland, Troms and Finnmark counties

IPS employment specialists in Nordland, Troms and Finnmark
counties
All occupations in the public sector, municipality level in
Nordland, Troms and Finnmark counties2

Still working

Quit

Test statistics

n, %, CI for %
22
55%
39.6%–70.4%
40098
72.9%
72.5%–73.2%

n, %, CI for %
18
45%
29.6%–60.4%
14924
27.1%
26.8%–27.5%

x2 , df1 , p-value

x2 = 6.5,
df = 1,
p = 0.01

1 df = degrees of freedom. 2 The reference data was obtained from the official website of the municipal sector’s interest organization of Norway

(ks.no, 2021).

our sample and in the reference data. For comparison
we used publicly available aggregated registry data of
employees of all occupations in the public sector at
the municipality level. The reference data covered the
same geographical area – Nordland, Troms and Finnmark counties in Northern Norway (ks.no, 2021).
To explore whether job perceptions and personality domains predict turnover intentions we used linear
regression analysis. For the analysis we used the last
observed job perceptions – i.e. if a person participated in T1 and T2 data collections, we used the
last data from T2. A decision to use last observed
job perceptions was made in order to include highest possible amount of observations in the analysis.
We standardized all variables and used z-scores in the
linear models. Turnover intentions measured via TIS6 were used as an outcome variable. First, we made
individual bi-variable linear regression models of a
predictor versus the outcome variable. Afterwards,
we adjusted initial bi-variable linear regression models for Negative emotionality personality trait from
BFI-2 scale and gender. The adjustments for confounders were made as we found strong significant
individual associations between Negative emotionality, gender and turnover intentions.
SPSS version 27 was used to conduct the analysis.

3. Results
Demographic characteristics of the sample
(N = 40) are provided in Table 1. From the initial
sample of 40 IPS employment specialists, 18 (45%)
quit during the 24 month time period. Using a
chi-square test we found the proportion of IPS
employment specialists who quit their positions
during the time period significantly differed from
the proportion of individuals who quit their jobs in
the public sector in the same area in the same time
period (Table 2).
Linear regression analysis was used to estimate
individual effects of demographic and personality
factors on turnover intentions as a standardized scale
score dependent variable. Female gender (␤ = 0.46;
CI: 0.17–0.76) and Negative Emotionality trait
(␤ = 0.67; CI: 0.43–0.91) had statistically significant
individual effects on turnover intentions (Table 3).
After adjusting the bivariate demographic factors
models for Negative Emotionality, the female gender effect on turnover intentions decreased and
became statistically non-significant (␤ = 0.20; CI:
–0.07–0.46). After adjusting the bivariate personality
factors models for gender, the effect of Negative emotionality on turnover intentions decreased
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Table 3
Individual linear regression models showing unadjusted effects of demographic and personality
factors on turnover intentions (outcome a), turnover intentions adjusted for Negative
emotionality (outcome b), and turnover intentions adjusted for gender (outcome c)

Age
(model 1)
Gender
(model 2)
BFI-21 Extraversion
(model 3)
BFI-2 Agreeableness
(model 4)
BFI-2 Conscientiousness
(model 5)
BFI-2 Negative
Emotionality (model 6)
BFI-2 Open-Mindedness (model 7)
1 BFI-2

Turnover
intentions
(outcome a)

Turnover intentions
adjusted for Negative
Emotionality
(outcome b)

Turnover intentions
adjusted for gender
(outcome c)

␤
95% CI
–0.17
–0.51 – 0.18
0.46∗
0.17 – 0.76
–0.11
–0.45 – 0.23
–0.01
–0.37 – 0.34
–0.10
–0.45 – 0.24
0.67∗
0.43 – 0.91
0.27
–0.1 – 0.64

␤
95% CI
–0.05
–0.31 – 0.20
0.20
–0.07 – 0.46
–

␤
95% CI
–

–
–
–
–

–
–0.03
–0.34 – 0.28
–0.10
–0.41 – 0.22
–0.20
–0.51 – 0.11
0.58∗
0.31 – 0.85
0.25
–0.07 – 0.58

= Big-Five Inventory 2. 2∗ symbol marks statistically significant findings (p<0.05).

but remained statistically significant (␤ = 0.58; CI:
0.31–0.85). Age, Extraversion, Agreeableness, Conscientiousness and Open-Mindedness were not found
to have a significant effect on turnover intentions.
Linear regression models were used to estimate the individual effects of job perceptions on
turnover intentions as a standardized scale score
dependent variable. We found significant individual
effects among the following job perception factors (Table 4): General job satisfaction (␤ = –0.61;
CI: –0.87 – -0.36), Work meaningfulness (␤ = –0.60;
CI: –0.89 – -0.31), Satisfaction with supervision
(␤ = –0.58; CI: –0.84 – -0.31), Satisfaction with current work (␤ = –0.56; CI: –0.83 – -0.29), Work related
stress (␤ = 0.56; CI: 0.29–0.83), Satisfaction with
opportunities for promotion (␤ = –0.36; CI: –0.67 – 0.05), Trust in management in the Labor and welfare
administration (␤ = –0.49; CI: –0.81––0.17). Satisfaction with salary and satisfaction with coworkers
in the health sector and Labor and welfare administration did not have significant effect on turnover
intentions.
After including Negative emotionality as a confounder, four factors had smaller effects on turnover
intentions while maintaining their statistical significance: General job satisfaction (␤ = –0.35; CI:
–0.62 – –0.08), Work meaningfulness (␤ = –0.43;
CI: –0.65 – –0.21), Satisfaction with supervision

(␤ = –0.31; CI: –0.58 – –0.05) and, Satisfaction with
current work (␤ = –0.37; CI: –0.59 – –0.15). Three
other factors had smaller effects on turnover intentions and became statistically non-significant: Work
related stress (␤ = 0.26; CI: –0.04–0.57), Satisfaction with opportunities for promotion (␤ = –0.20;
CI: –0.44–0.04) and, Trust in management in the
Labor and welfare administration (␤ = –0.23; CI:
–0.5–0.05).
Adding gender as a second confounder, did not
substantially change the model estimates compared
to only adjusting for Negative emotionality.

4. Discussion
4.1. Summary of ﬁndings
This is the first study we are aware of that
investigates turnover of IPS employment specialists. We collected survey data from 40 respondents
that constituted 88.9% of the total population of IPS
employment specialists in the study region at the time
of the data collection. We found that 45% of IPS
employment specialists from our sample quit their
positions during the study period. The turnover rate
of IPS employment specialists in our sample was sig-
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Table 4
Individual linear regression models showing unadjusted effects of job perceptions on turnover intentions (outcome a), turnover intentions
adjusted for Negative emotionality (outcome b), and turnover intentions adjusted for Negative emotionality and gender (outcome c)

General job satisfaction
(model 1)
Work meaningfulness
(model 2)
Satisfaction with supervision
(model 3)
Satisfaction with current work
(model 4)
Work related stress
(model 5)
Satisfaction with opportunities for promotion
(model 6)
Trust in management in the Labor and welfare administration
(model 7)
Satisfaction with salary
(model 8)
Satisfaction with co-workers in health sector
(model 9)
Satisfaction with co-workers in the Labor and welfare administration
(model 10)
1∗ symbol

Turnover
intentions
(outcome a)

Turnover intentions
adjusted for Negative
Emotionality
(outcome b)

Turnover intentions
adjusted for Negative
Emotionality and gender
(outcome c)

␤
95% CI
–0.61∗
–0.87 – –0.36
–0.60∗
–0.89 – –0.31
–0.58∗
–0.84 – –0.31
–0.56∗
–0.83 – –0.29
0.56∗
0.29 – 0.83
–0.36∗
–0.67 – –0.05
–0.49∗
–0.81 – –0.17
–0.15
–0.49 – 0.19
–0.11
–0.45 – 0.23
–0.16
–0.50 – 0.17

␤
95% CI
–0.35∗
–0.62 – –0.08
–0.43∗
–0.65 – –0.21
–0.31∗
–0.58 – –0.05
–0.37∗
–0.59 – –0.15
0.26
–0.04 – 0.57
–0.20
–0.44 – 0.04
–0.23
–0.50 – 0.05
0.03
–0.22 – 0.28
–0.06
–0.30 – 0.18
0.01
–0.24 – 0.26

␤
95% CI
–0.33∗
–0.59 – –0.06
–0.42∗
–0.63 – –0.20
–0.28∗
–0.55 – –0.02
–0.35∗
–0.57 – –0.12
0.24
–0.07–0.54
–0.18
–0.42–0.06
–0.19
–0.46–0.09
0.04
–0.21–0.29
–0.05
–0.29–0.19
0.03
–0.22–0.28

marks statistically significant findings (p < 0.05).

nificantly higher than in the sample of public sector
employees on the municipal level in the same geographical region and time period.
We found that Negative emotionality and female
gender were statistically significantly positively associated with turnover intentions. We also established
that general job satisfaction, satisfaction with current work and satisfaction with supervision, along
with work meaningfulness maintained strong negative effects on turnover intentions after adjusting
for Negative emotionality and gender. Effects of
Work related stress, Satisfaction with opportunities
for promotion and Trust in management in the Labor
and welfare administration lost statistical significance
after adjusting for Negative emotionality. Finally, satisfaction with coworkers and salary were not found to
have significant effects of turnover intentions of the
respondents in our sample.
4.2. Interpretation of ﬁndings
Contrary to the jobs in the comparison group, the
employment specialist occupation was in the early
implementation stage of IPS. According to previous IPS research, implementation is a challenging

period. Particularly, it is characterized by integration of the employment specialists into the healthcare
services which takes time, lack of supervision and
guidance, unwelcoming attitudes of clinicians, and
big caseloads (Bonfils et al., 2017; Boyce et al., 2008;
Hillborg et al., 2021; Moe et al., 2021). Thus, similar to previous studies showing high turnover rates
(>35%) of staff during the implementation phase of
other healthcare interventions (Gill et al., 2002; Woltmann et al., 2008), it is plausible to infer that the high
turnover of employment specialists found in our study
is induced by the aforementioned work environment
problems that can accompany the implementation
phase.
Additionally, contrary to the other countries who
have implemented IPS, most employment specialists
in Norway are employed by the Labor and welfare
administration, not by health services. A key principle of the IPS approach is that employment specialists
are integrated into the clinical teams, while with an
employment specialist being employed by another
employer this can create additional operational,
bureaucratic and legal challenges for employment
specialists to navigate (Moe et al., 2021). The associated difficulties and frustrations caused by these
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challenges might be another factor contributing to
high turnover rates of employment specialists in our
sample.
In general, personality traits variation had little
effect on turnover intentions except for one trait –
Negative emotionality. This trait “contrasts negative
emotionality with emotional stability, contentment,
and frustration tolerance” (John, 2021). The effects of
Negative emotionality on turnover intentions indicate
that people who score high on Negative emotionality trait are more vulnerable to develop quitting
ideations and in general perceive their job negatively.
We found after adjusting for Negative emotionality
this decreased the effects of all variables on turnover
intentions and the disappearance of the significance
of the effects of job perceptions in the models 5, 6 and
7 enabling the assumption that job perceptions have
mediational role between Negative emotionality trait
and turnover intentions. Female employment specialists, especially those who score high on Negative
emotionality, also seem to have higher turnover intentions. This interpretation of our results corresponds
with other studies that found turnover intentions to
be higher among women and people who score high
on Negative emotionality. For example Miller &
Wheeler found a positive correlation between female
gender and turnover intentions (r = 0.15, p < 0.01)
(Miller & Wheeler, 1992), while Schul & Wren,
using the MANOVA found that female salesperson
had higher intentions to quit when compared to men
(F = 3.01, p < 0.05) (Schul & Wren, 1992). As to Negative emotionality, a meta-analysis by Saldago J.F.
showed that Negative emotionality, called in the study
Emotional stability was a strong predictor of lack of
turnover (rho = 0.35) (Salgado, 2002). Finally, Hirtz
in his study shows that Negative emotionality had
a significant positive impact on turnover intentions,
mediated through job satisfaction (␤ = 0.89, 95% CI
[0.129–1.06]) (Hirtz, 2017).
The relationships between job perceptions and
turnover intentions found in our study correspond
with existing studies on the predictors of turnover
(Kim & Kao, 2014; Rubenstein et al., 2018). Our
findings allow us to depict a tentative image of the
process of employment specialists’ turnover – under
the pressure of a challenging work environment, IPS
staff intentions to quit increase as they find their work
less meaningful, and become less satisfied with their
job in general, specifically with their current work
and supervision. Over time, turnover intentions result
in actual turnover for some individuals. Such explanation of the turnover process of IPS employment
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specialists corresponds with the existing theoretical
framework of turnover (Lee et al., 1999).
4.3. Strengths and limitations
This is the first study of the turnover process of
IPS employment specialists to estimate turnover rate
and investigate predictors of turnover intentions. By
inviting all eligible IPS employment specialists from
a well-defined catchment area to participate in our
study we recruited a representative sample of 40
respondents, which constituted 88.9% of the total
population of IPS employment specialists. We have
also used comparison turnover rates reference data
for public sector jobs in the same geographical region
for the same time period. A further strength of this
study is we have used validated scales to collect
data.
This study also had a number of limitations. First of
all, despite it being a representative sample, the overall sample size is relatively small in statistical terms,
increasing likelihood of a type two error in presented
results. Further research with larger samples from
different geographical regions is warranted to check
reproducibility of findings of our study on turnover
of IPS employment specialists. Secondly, our data
collection was undertaken during the COVID-19
pandemic. Local and state governmental social distancing instructions might have affected both the
turnover rate, survey response rate and job perceptions of the employment specialists. Thus, further
studies should investigate the impact of COVID-19
on the turnover of IPS employment specialists and
their job perceptions.
4.4. Practical implications
Our findings warrant a discussion about the organizational contexts for the IPS employment specialist
role. Improvements to the perceived work environment of IPS employment specialists and the
importance of understanding and facilitating higher
job satisfaction and meaningfulness in their work may
contribute to a decrease in their turnover intentions. In
particular, emphasis may be made on improving both
the supervision and management of the employment
specialists in their day-to-day work. Considering
findings related to gender and personality, the role of
management is to recognize diversity of employment
specialists and provide equal support to all members
of their staff.
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Line managers are pivotal in shaping employees’
experience of work and bringing people management policies to life. It is important for the Labor
and welfare administration and mental health services to consider how best to support and enable line
managers to effectively manage and supervise IPS
employment specialists to reduce the high rates of
turnover found in this study. Failure to do this is likely
to result in the continuing higher turnover rates compared to other public sector employees. Ultimately
though, it is clients who are negatively impacted by
high turnover rates by not receiving the employment
support they want and so reducing the likelihood of
them achieving their employment goals. This impact
comes at a cost not only to the individual client and
their life but to society as a whole.
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5. Conclusion
Negative job experiences and the turnover of IPS
employment specialists may be related to temporary
problems related to the early phase of implementing
IPS. However, it is likely that structural and organizational factors, partly related to the dual-sectorial
organization of IPS in Norway, may reduce job
satisfaction and work meaningfulness, while increasing turnover intentions, beyond the implementation
phase.
While the consequences of IPS employment specialist turnover should be further investigated, the
observed higher rates of turnover clearly have
a negative effect on productivity, program-related
effectiveness and costs that ultimately impact on
clients and their right to work and the achievement of
their employment aspirations.
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