
Citizens Advice 

“Citizens Advice is pleased to welcome the  ERSA promise on customer care.  We hope it will 
be invaluable in ensuring claimants know what support they can expect and what will be 

required of them, regardless of who is delivering their back-to-work services.”   

Lizzie Iron, Head of Welfare Policy, Citizens Advice 

Gingerbread 

 “We‟re keen to see a commitment to high standards across employment provision, and clear 
complaint and resolution channels for when things go wrong. We‟re pleased that ERSA have 

taken this a step forward with the customer promise, and look forward to working with them and 
others to make sure that claimants on the ground see a real benefit.”  

Kate Bell, Head of Policy and Research at Gingerbread, 

 

British Association for Supported Employment (BASE) 

“BASE welcomes the development of „Our Shared Promise‟ and we will be encouraging our 
members to adopt and publicise it.  The Promise signals the commitment of providers to fully 

involving customers in the delivery of high quality services”,  

Huw Davies, Chief Executive, British Association for Supported Employment (BASE) 

 

Association of Learning Providers (ALP) 

“ALP welcomes “Our Shared Promise” as an important move forward in encouraging the 

spread of good practice, ensuring DWP customers are fully aware of their rights and 

responsibilities and can receive the best service possible. We would encourage providers 

everywhere to get engaged and to make the promise.”  

Paul Warner, Director of Employment and Skills, Association of Learning Providers 

 

CBI 

“The CBI welcomes the customer promise 
and believes it will help establish clear 

standards on customer care within the 
employment service sector. It articulates 
what customers have a right to expect from 

employment service providers as well as the 
customer‟s responsibilities and how they can 
make the most of the support they receive.”  

Susan Anderson, Director of Public Services, 
CBI 

Statements of Support 


