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Invitation to Tender

Qualitative Evaluation Questions
Part 10 – Annex T
10.1  Delivery

	[10.1.1]    Implementation and Delivery 

Explain how you will Implement, deliver and meet the service line requirements detailed in the specification, identifying key associated risks and assumptions (supported by a risk log) including your critical dependencies.  You should also detail your risk management of service delivery processes.  

Please also detail the challenges identified within the service requirements, any challenges or efficiencies you have identified which would impact service delivery, and how you would deal with these.
Your response should cover the period from contract award to a period two months beyond the implementation of live running, highlighting all key stages throughout that period including how you will monitor live running to identify and correct any issues that may arise.
Please upload as Annex J, your detailed “overarching” Implementation and Delivery Plan in Microsoft Excel Format. The document should be clearly named;
“Supplier Name” Overarching Implementation and Delivery Plan_ Annex J

Please upload as Annex K, a Risk Assumption log in Microsoft Excel format. The document should be clearly named;
“Supplier Name” Risk/Assumption Log_ Annex K    

A page limit does not apply to your Implementation/Delivery plan or Risk/Assumption Log.  Where possible, use universally understood terminology, or give an explanation of internally used terminology.
Please note, when drafting your response, bidders should consider the following elements of the evaluation criteria, as listed in the Instructions to Bidders;

The plan must specifically cover IT, Recruitment and Training and Estate areas separately and ensure that the various requirements for are met including MI, IT and Telephony capability.  Your response must include: 

· key milestones, timescales for activities including start and end dates for implementation tasks; 

· the Potential Supplier’s process of identification and securing of proposed premises and the location of proposed premises for the operational management and operational delivery including the date on which your premises would be available for site survey as detailed in paragraph 5.1 of the specification 

· which organisation is responsible for each activity (e.g. DWP, Prime, Sub-contractor/Partner); 

· a critical path; 

· how the Potential Supplier will set up and mobilise in challenging timescales, including contingency planning for fluctuating levels of work and business continuity planning; 

· a narrative rationale to support the proposed Implementation / Delivery including critical dependencies; 

· the Potential Supplier’s process for identifying and securing proposed IT systems for the operational management and operational Implementation/Delivery;

· the Potential Supplier’s process for identifying and securing proposed Resource requirements for the operational management and operational Implementation/Delivery, including the management of attrition during this period; 
· the Potential Supplier’s risk management processes for Implementation / Delivery; and a risk / assumption log (with mitigation actions required & likelihood & impact of the risk materialising)

· the Potential Supplier’s process for training design, development and delivery;

· the Potential Supplier’s process for Implementation / end to end Delivery testing including MI reporting and call recording;

· the Potential Supplier’s process for securing Accreditation plans;

	Present your response at the top of a new page, within these preset margins in Arial font size 12 up to 5 sides of A4, excluding the question text and these instructions.  :


	Serco will utilise our proven methodology to meet the ‘go live’ date for the Warm Homes Discount Scheme (WHDS) service. Our implementation team will comprise of HR, Recruitment & Training, Operations, ICT and Estates work streams. Each will have a designated owner to ensure a successful service delivery. Our detailed plan confirms our commitment to commence service in September 2015 for the WHDS. Our overarching Implementation and Delivery plan is provided as Annex J.

Key milestones and critical path All activities and timescales can be found in our implementation plan (Annex J), with a summary of the critical path and key milestones provided below:
Task Name
Duration
Start
Finish
CRITICAL PATH & KEY MILESTONES
136 days
Fri 12/06/15
Fri 18/12/15
   CP1 - ITT Bid Submission
0 days
Fri 12/06/15
Fri 12/06/15
   CP2 - Intention to Award
0 days
Wed 22/07/15
Wed 22/07/15
   CP3 - Transition Resourcing – Complete
0 days
Wed 22/07/15
Wed 22/07/15
   CP4 - Sign contract
0 days
Mon 03/08/15
Mon 03/08/15
   CP5 - Transition Planning and Initiation – Complete
0 days
Mon 03/08/15
Mon 03/08/15
   CP6 - Accommodation Plan complete
0 days
Tue 11/08/15
Tue 11/08/15
   CP7 - Training Materials complete
0 days
Tue 18/08/15
Tue 18/08/15
   CP8 - Transition Definition Document (TDD) - Management Approval
0 days
Mon 24/08/15
Mon 24/08/15
   CP9 - Performance & Reporting established 
0 days
Wed 02/09/15
Wed 02/09/15
   CP10 - Accommodation - DWP - Accreditation Confirmed / ready for Go Live
0 days
Fri 04/09/15
Fri 04/09/15
   CP11 - Telephony setup complete (VCC, VDN, Call routing, Skill sets)
0 days
Fri 04/09/15
Fri 04/09/15
   CP12 - WFM - Operational / Delivery Manager sign off
0 days
Thu 10/09/15
Thu 10/09/15
   CP13 - MI suite complete and signed off
0 days
Thu 10/09/15
Thu 10/09/15
   CP14 - Training Group 1 – Complete
0 days
Thu 10/09/15
Thu 10/09/15
   CP15 - Site Live
0 days
Mon 14/09/15
Mon 14/09/15
   CP16 - Training Group 2 – Complete
0 days
Fri 18/09/15
Fri 18/09/15
   CP17 - Initial Transition – Complete
0 days
Fri 25/09/15
Fri 25/09/15
   CP18 - Training Group 3 – Complete
0 days
Fri 02/10/15
Fri 02/10/15
   CP19 - Training Group 4 – Complete
0 days
Fri 02/10/15
Fri 02/10/15
   CP20 - Security Plan – Complete
0 days
Fri 09/10/15
Fri 09/10/15
   CP21 - Training Group 5 – Complete
0 days
Fri 23/10/15
Fri 23/10/15
   CP22 - RMADS Production - Phases 1&2 – Complete
0 days
Fri 18/12/15
Fri 18/12/15
Process for identifying and securing premises, including location and availability

When selecting our contract site, we focused on identifying an area that enables the security accreditations within the challenging timescales. The selected site is already known to the DWP; one of our existing sites at Phoenix House (PH), in Knowsley. This previously housed the DWP CCS service between 2009 and 2014. We will create a secure office with 60 desks with access controls, in readiness for the ‘go-live’ in September. The Authority’s team will have access to PH immediately post contract signature (3 August 2015) to complete the site survey.
(REDACTED). This centre has the capacity and lease arrangement to allow WHDS delivery without further moves. 
(REDACTED).
Which organisation is responsible for each activity – All owners are listed in the implementation plan in Annex J. 
Mobilising in challenging timescales, including contingency & BC planning

Acknowledging that timescales are tight, based on our previous experience we are confident that we will meet the “go live” deadline. For example, in 2009, we mobilised 55 desks in
PH for DWP CCS in slightly over two months; we established a secure area, installed DOI kit, accredited the site and recruited and trained agents. We also mobilised the Department of Health Healthy Start contract in three months in 2009; we designed, built and tested the CRM system and established a mechanism for accepting data from the DWP and HMRC via PGP encrypted email to determine customer eligibility.
Our plan is based on proven project management features: 

1) Appoint an experienced Implementation Manager to lead our team 

2) Establish a quarterly steering board with executive authority to maintain focus 

3) Maintain a continuous risk & mitigation log to get early detection of any potential set-backs

4) Confirm project scope with the Authority following contract award and translate into project plan; adhere to the agreed project plan with early identification of any deviances

5) (REDACTED).
6) Deploy work stream leads with wider Serco support where necessary.
(REDACTED).
Business continuity planning (BCP) During implementation we will build on the existing PH plan to fully align it to the Authority’s specification; which includes business impact analysis, threat and risk analysis, BC incident and crisis management processes. The plan will be created by the delivery team with support from our Business Continuity Institute (MBCI) qualified BC team. The plan will be reviewed and tested on at least an annual basis, with ‘lessons learned’ events and action plans conducted within 4 weeks of any invocation. We will use the Serco Bolton site.
(REDACTED).
Challenge 1: ensuring WHDS solution is ready in time for go-live.   (REDACTED).
Challenge 2: providing suitable security accredited accommodation.  
(REDACTED).
After ‘go-live’, daily meetings including Authority staff will be held at close of business to review performance and to identify issues, which will be allocated to an individual for resolution (e.g. training issues will be the responsibility of the Training Manager).  

(REDACTED)., the Serco implementation team will hand-over to the operations team, with a formal report produced to highlight any outstanding issues and their resolution. 

The operations team will continue to monitor performance via the daily Review and Preview (RAP meeting) to review the previous day’s performance and make plans for the coming day.  Review meetings with the Authority will move to weekly sessions at this stage, to continue until the operation is fully stabilised and all outstanding issues have been resolved.
(REDACTED).
Process for identifying and securing proposed IT systems for WHDS 
(REDACTED).
As the data in the WHDS system has been classified as OFFICIAL-SENSITIVE, the database must be hosted on an OFFICIAL-SENSITIVE certified infrastructure. The cloud infrastructure we have chosen has the following features:

· UK sovereign cloud platform delivered from two secure UK data centres by a UK company with SC-cleared UK staff.

· Suitable for all data classified at OFFICIAL, including OFFICIAL-SENSITIVE, under the Government Security Classification Policy (GSCP), and for legacy IL0–IL4 solutions.

· Extensive independent validation of alignment with the CESG Cloud Security Principles.

· Independently certified against ISO 27001, ISO 9000, ISO 20000 and Cyber Essentials Plus, and by members of the Cloud Security Alliance.

· Protective monitoring (aligned with GPG13). 
(REDACTED). Finally, the desktop environment that will be used by WHDS agents has been designed to offer the maximum data protection. (REDACTED).  Recommendations laid out in CESG Good Practice Guide (GPG) 36 will be used in the design of the thin clients, to ensure the most secure system to mitigate any breaches to the WHDS data.
(REDACTED). 
Risk management processes for Implementation / Delivery Serco will use its full risk management solution for the project. The Risk Log is attached at Annex K. All risks are allocated a risk owner, a sponsor and detailed mitigations; each risk is scored on likelihood and impact, to provide a comparative score. At contract signature the Risk Log will be transferred to Serco’s web enabled, risk management tool ‘eSTRIM’ allowing consistent risk management. Risk owners will have overall responsibility for ensuring review as follows: Mobilisation – Implementation Manager (Weekly Meetings); Business As Usual – Contract Manager (Monthly Business Review Meetings). eSTRIM provides reports for red and amber rated risks; as an additional management control, risks are reported to Serco’s Public Sector Executive to monitor and provide further challenge, support and escalation.
Process for training design, development and delivery We have existing, up to date training material covering induction and customer services (soft skills, questioning and listening, objection handling, managing challenging customers etc.).  This material will be shared with the Authority for approval.  For specific WHDS material, we will work with the Authority’s training team.  Our training team will also work with our Applications Support team to create material to cover all aspects of system usage; including proof of learning tests to ensure delegates competence.  (REDACTED)., our Training Manager will share with the Authority our proposal for the WHDS training material for approval and signoff.  Changes will be made and shared with the Authority as required.

(REDACTED). The trainers will attend the Train the Trainer (TTT) sessions where they will familiarise themselves with the material, processes, proof of learning exercises and delivery methods.  We expect the Authority to sign off on the competency of our trainers at this stage. 

(REDACTED)..
Process for Implementation / end to end Delivery testing Our solution is based on an existing Virtual Contact Centre (VCC) with existing components, (REDACTED).. Serco's implementation process for end to end delivery testing of MI and call recording is shown below:

Initial Engagement: We will consult with the Authority to discuss and confirm implementation requirements. Serco will document the outcome and hold further meetings to ratify the data gathered until the Authority is satisfied with the process. 

Planning Stage: We will produce a statement of work for the VCC, MI and call recording; a change process will be used to record changes to the statement of works.  
Design of requirements:  We will create low level documentation to support the works; start to build the MI reports from information. gathered at the discovery workshops

Testing:  (REDACTED).
.  Evidence will be provided to confirm all tests have been successfully completed. 
Process for securing accreditation plans Serco will support all aspects of the HMG accreditation process, including annual risk assessments, creating Risk Management Accreditation Document Set (RMADS), performing annual IT Security Health Checks (Penetration Tests), and managing Security Working Group (SWG). We will commence accreditation activities following contract award, and will use our existing team of Information Assurance consultants. (REDACTED).


	[10.1.2]  Operational Flexibility and Quality

Please describe, in detail;
·    how you will undertake planning and manage capacity and performance, throughout the life of the contract

·   your manpower planning processes set against the context of delivering anticipated and  flexible volumes of work

·  your manpower planning processes in response to higher than anticipated levels of staff  absence and attrition including any lead in time for securing additional resource
· Your approach to delivery of a quality service including your assurance processes    
Please note, when drafting your response, bidders should consider the following elements of the evaluation criteria, as listed in the Instructions to Bidders;

The response should cover how you will address planned and unplanned volume fluctuations on an in day, intra week and intra month basis whilst maintaining quality of service and should include your typical lead times in which to handle increases in demand in accordance with the timescales specified by the Authority.

Your response should include specific detail on your Disaster Recovery provisions including time to resume normal service



	Present your response at the top of a new page, within these preset margins in Arial font size 12 up to 6 sides of A4 excluding the question text and these instructions.
A minimum score of two is required in this section, having a score of 2 or less will be drawn to the attention of the Procurement Manager.  We reserve the right to exclude any Tender scoring 2 or less on this question from this Procurement. This methodology will be applied to ensure equitable treatment and consistency across all providers for this question.



	How you will undertake planning and manage capacity and performance, throughout the life of the contract 

During live running of the contract, we understand that the Authority will provide two week forecasts four weeks in advance. However, we appreciate that volumes may change after the lock down, including the parameters to determine a ‘void’ day for performance targets. Our Warm Homes Discount Scheme (WHDS) solution has been specifically designed to provide flexibility and service quality expected by the Authority.  (REDACTED).
The P&R team, led by (REDACTED). the Operational Demand Manager (ODM) will be responsible for planning all service details including staff shifts and scheduling necessary off-line time for staff for quality reviews, coaching, training and staff briefings etc. The P&R team will collate data into the required MI packs for review by the Authority, with support from a Forecasting Analyst, Scheduling Analyst, an MI Analyst and Duty Manager (DM). 

(REDACTED). 
Managing operational performance

(REDACTED). the CSM is accountable for ensuring that Serco delivers the stated service levels. The operational management team, outlined in the Organisation Structure Attached (Annex M) attends weekly/monthly sessions to review KPIs and highlight performance improvements; innovation and efficiency areas. Serco will convert KPIs into operational targets, to measure agents against. Targets will comprise SMART (Specific, Measurable, Achievable, Realistic & Time-bound) objectives, monitored as part of our performance management process. The operational management team will be responsible for delivering service levels and will optimise schedules, staffing levels and resources dynamically to ensure they are met.

(REDACTED)..
Our Quality team analyse operational data (e.g. quality scores and telephony data) monthly, for trends and opportunities which will be shared with the Authority via the MI pack. (REDACTED). 
Our staffing planning processes set against the context of delivering anticipated and potentially flexible volumes of work

As described above, Serco will receive volume forecasts from the Authority which are translated into operational schedules by our P&R team. As the WHDS is seasonal, running for only part of the year, we will undergo an annual planning cycle to prepare for the September go-live. The P&R team will quantify the required level of resource and will work with the management team to create recruitment and training plans (REDACTED).. They will undertake all necessary recruitment activity on our behalf at the start of the contract and throughout. (REDACTED).. 

Our staff planning processes have been developed and refined over a number of years, allowing us to accurately forecast and plan resource levels to meet KPIs. We have also developed operational techniques (as illustrated in the table above) to right-size agent levels.

Planning processes in response to staffing planned & unplanned volume fluctuations 

(REDACTED). Our strategy for delivering flexibility is to maintain a fully flexible workforce. (REDACTED). 
Our approach to delivery of quality service

Serco has achieved full ISO9001 and Customer Contact Association (CCA) Global Standards accreditation. This is underpinned by a Quality Management Framework (QMF) populated daily by Team Managers (TM), to allow us to compare performance across the contract at agent and team level, reporting into our (REDACTED). 
Disaster Recovery provisions including time to resume normal service

Our business continuity (BC)/disaster recovery (DR) estates access arrangements will be incorporated within our BS25999 and ISO22301 compliant site Business Continuity Plans (BCPs). BCPs will incorporate responses to potential loss of premises, loss of people, loss of technology and loss of key suppliers.
During implementation we will build on the plan already in place for PH, and ensure full alignment to the Authority’s specification, to include business impact analysis, threat and risk analysis, BC, incident and crisis management processes. The plan will be created by the delivery team with subject matter expert support from our internal Business Continuity Institute (MBCI) qualified BC team.
1) The plan will be reviewed and tested on at least an annual basis. (REDACTED)..




	[10.1.3]  Premises and Infrastructure
Please describe your effective and scalable estates strategy demonstrating capacity to flex to meet volume fluctuations. Your response should include details on;
· how access to the DWP area will be controlled 
· the security protocols which will be put in place including detail of how these will be maintained and monitored 
· how you will ensure approved staff only, will have appropriate access to DWP data
· the mechanisms in place to allow DWP and its providers access to your estate 

In the event that you propose  to operate from two sites rather than just one please also detail; 

· how do you propose to allocate the work between the two sites? 

· how they will work together 

· how will they be managed in real time to maximise available agent resource

A detailed rationale for your proposal should be included.

Please note, when drafting your response, bidders should consider the following elements of the evaluation criteria, as listed in the Instructions to Bidders;

The response should describe how you will manage your estate provision over the duration of the contract period specifically covering;

a) availability and duration of availability of premises;   

b) how capacity thresholds are monitored and managed;

c) how you would meet the challenge of either increasing or decreasing the capacity of your estate and what timescales this can be achieved in; and how you could extend availability to support peaks / backlogs; 

d) details of any service contracts for cleaning, maintenance, security including whether these are/will be sub-contracted; 

e) what percentage level of availability you propose for your estate and how you could extend availability to support peaks / backlogs; 

f) what are your business continuity/disaster recovery arrangements in relation to access to your estate;

g) what mechanisms are in place to maintain service with reference to (f) 

h) the number of intended sites and allocation of service lines to each including estimated staff numbers

i)  details of security arrangements, access controls and segregation of the LAN, IT equipment and staff


	Present your response at the top of a new page, within these preset margins in Arial font size 12 up to 5 sides of A4, excluding the question text and these instructions. 

A minimum score of two is required in this section, having a score of 2 or less will be drawn to the attention of the Procurement Manager.  We reserve the right to exclude any Tender which scores 2 or less on this question from this Procurement.  This methodology will be applied to ensure equitable treatment and consistency across all providers for this question.


	Introduction
We will deliver the Warm Homes Discount Scheme (WHDS) from our Phoenix House (PH) contact centre in Knowsley, Merseyside. This well-established site has available capacity for (REDACTED). and previously provided services for the DWP CCS between 2009 and 2013.

(REDACTED). 
Controlling Access to the WHDS service

Our Customer Service Manager (CSM) will be accountable for ensuring that all security protocols as defined by the Authority are maintained at all times. (REDACTED). 
Ensuring approved staff only will have appropriate access to Authority data

For the WHDS service, agents will access customer records through a new customer database developed by Serco. (REDACTED). 
Managing our estate provision to meet changing requirements

Our delivery model provides the necessary infrastructure, systems, processes and people to maximise available agent resource. (REDACTED). 
How capacity thresholds will be monitored and managed

Our Planning & Reporting (P&R) team will be responsible for monitoring and managing capacity thresholds. (REDACTED). 
Increasing or decreasing the capacity of Phoenix House

As a major provider of contact centre service to the UK Public Sector, we will meet the challenge of flexing our estate capacity (REDACTED). 
Overview of service contracts for cleaning, maintenance and security at our Phoenix House site

Cleaning, maintenance, catering and security services at PH is provided by Serco Facilities Management.

BC and DR arrangements for the Phoenix House site
Our business continuity (BC)/disaster recovery (DR) estates access arrangements will be incorporated within our BS25999 and ISO22301 compliant site Business Continuity Plans (BCPs). BCPs will incorporate responses to potential loss of premises, loss of people, loss of technology and loss of key suppliers.
During implementation we will build on the plan already in place for PH, and ensure full alignment to the Authority’s specification, to include business impact analysis, threat and risk analysis, BC, incident and crisis management processes. The plan will be created by the delivery team with subject matter expert support from our internal Business Continuity Institute (MBCI) qualified BC team.
The plan will be reviewed and tested at a minimum on an annual basis (REDACTED). 


10.2.
Staffing
	[10.2.1]  Resources and Recruitment 
Please detail the staff resource you will need to deliver and manage your Contact Centre Service across ALL aspects of service delivery e.g. Managerial roles; admin roles through to advisors and use of other relevant expertise e.g. Security.  

Please upload as Annex L your organisational structure showing the ratios for each role.


Your response should indicate 
· how many staff are existing, OR if you have none, how many will need to be recruited
· the processes and timescales for undertaking any recruitment
· your strategy for recruiting a flexible and appropriately skilled workforce with appropriate working patterns to meet business need including demand fluctuations  

Your obligations with regard to TUPE should be reflected within your response.  

Where non advisor staff e.g. trainers, are not intended to be a dedicated resource for the Contact Centre, you must indicate the percentage of time they will spend working on the DWP Contact Centre and what their other duties would be.


Please give an indicative number, including seasonal staff, by type that you anticipate will be needed to deliver the Contact Centre Contract and the rationale that supports your proposals. Your response should address challenges identified within the service requirements plus any additional challenges you have identified which would impact Service delivery.
Please note, when drafting your response, bidders should consider the following elements of the evaluation criteria, as listed in the Instructions to Bidders;


Within your response you must detail this staff resource by job role and the numbers of staff that you will have in each of those roles, their skills and experience, including how you intend to organise staff by service lines, and your rationale to support your proposals.   This should also include the use of temporary or agency staff if this is proposed.

Your response should address how you will ensure that the right personnel are recruited/employed, details of your ongoing recruitment needs and how these will be met and should take into account the need for staff to have undertaken CRB checks.

Your response should include specific detail on your Disaster Recovery provisions including time to resume normal service.

	Present your response at the top of a new page, within these preset margins in Arial font size 12 up to 4 sides of A4, excluding the question text and these instructions.  


	Detailed staff resource approach
(REDACTED). The appropriate level of supervisory staff will be assigned, using individuals from other areas of Serco’s Public Sector business as they have experience of the Authority as a customer.
(REDACTED). 
This approach provides continuity for the Authority, the appropriate level of dedicated resource and supports high quality operational delivery during ramp up and in business as usual (BAU) scenarios.

(REDACTED). This team is responsible for completing BPSS right across the Serco business – including Defence and Education. The Head of Security (REDACTED). has designed a Security approach, including appropriate resource, to ensure that the service meets Authority requirements for ‘go live’ and for BAU audit activity. Further detail of our resource is included in Annex M - Potential Suppliers Anticipated Resource Structure from the Commencement of Full Operations (we believe the client question text should refer to Annex M not L – Anticipated setting up Operations Structure).
Recruitment (Process & Timescales)

Serco will ensure that the WHDS Contract is resourced with suitably qualified, motivated and high-performing individuals. We expect the highest standards of engagement, performance and wellbeing for our people. All staff are managed and supported by the same effective HR standards, policies and practices. These are based on employment laws, industry best practice, and reflect our governing principles. 
(REDACTED). Recruitment Steps 

Time 

Capacity

(REDACTED). 
(REDACTED). 
(REDACTED). 
(REDACTED). 
(REDACTED). 
(REDACTED). 
(REDACTED). 
(REDACTED). 
(REDACTED). 
(REDACTED). 
(REDACTED). 
(REDACTED). 
(REDACTED). 
(REDACTED). 
(REDACTED). 
(REDACTED). 
(REDACTED). 
(REDACTED). 
(REDACTED). 
(REDACTED). 
(REDACTED). 
(REDACTED). 
(REDACTED). 
(REDACTED). 
(REDACTED). 
(REDACTED). 
(REDACTED). 
(REDACTED). 
For management and support roles:

All senior management roles for the WHDS service are already in place, and will transfer to the service during the implementation phase. It is Serco policy to recruit internally wherever possible for management roles, as it provides a number of key benefits including: reduced recruitment and training time, retaining key skills within the organisation and providing a development route for our brightest and most capable front line staff.

We will undergo recruitment activities on an on-going basis to maintain the correct level of staff at all times including for peaks(REDACTED). 
Skills & Experience – We will assess the specific skills and experience required for each role against candidate specifications detailing traits required for WHDS.
Quality and Fit – Our candidate specification will detail required competencies and personal profile to ensure that staff have the appropriate outlook to deliver this highly specialised contract. We will recruit for all roles based on the traits outlined below:
(REDACTED).
Flexibility – Finally we will test candidate’s scope for flexibility – (REDACTED).  

All Serco employees engaged on the Authority WHDS contract will be recruited in line with the HMG BPSS, ensuring Disclosure Scotland checks are completed before staff access to live systems. We have experience of completing these types of checks on a large scale (REDACTED).  we will also ensure all required reference checking is carried out. (REDACTED). 
TUPE Obligations (Legal, Moral and Service)

Serco fully understands, complies with and is committed to the TUPE Regulations 2006 (amended 2014). However, based on information regarding the WHDS and the fact that it is a seasonal requirement Serco does not believe that any individuals would be subject to transfer under TUPE as a service provision change is not taking place.

Disaster Recovery (DR)

Our business continuity (BC)/disaster recovery (DR) estates access arrangements will be incorporated within our BS25999 and ISO22301 compliant site Business Continuity Plans (BCPs). BCPs will incorporate responses to potential loss of premises, loss of people, loss of technology and loss of key suppliers.

During implementation we will build on the plan already in place for PH, and ensure full alignment to the Authority’s specification, to include business impact analysis, threat and risk analysis, BC, incident and crisis management processes. The plan will be created by the delivery team with subject matter expert support from our internal Business Continuity Institute (MBCI) qualified BC team.

1) The plan will be reviewed and tested on at least an annual basis. (REDACTED)..




	[10.2.2] Training and Development 

Clearly identify how you will provide the contact centre staff with professional and dedicated training; experienced and effective leadership; and ongoing management in order to ensure the contact centre provides, and maintaining high quality customer service (across all emerging media channels), including:

· how you will ensure that all training and development requirements for agents are identified and met
· how you will ensure there will be strong and effective leadership of the Contact Centres including management experienced in providing a comparable service.

· an outline of your training approach and how you ensure your trainers have the appropriate skills.

· how you will manage internal communication processes amongst your staff
· how you evaluate effectiveness of training 

· how you will ensure training material is continually developed to include up to date DWP policy and procedures and share all training products with DWP.

Please note, when drafting your response, bidders should consider the following elements of the evaluation criteria, as listed in the Instructions to Bidders;

Please set out your strategy for training and on-going development for both new and existing staff over the life of the contract.

Your response should outline how you will address ongoing communication with staff across the service, including team meetings and knowledge management



	Present your response at the top of a new page, within these preset margins in Arial font size 12 up to 4 sides of A4, excluding the question text and these instructions.


	Training will be a dedicated and professional discipline embedded within our operation to ensure focus, quality and flexibility. It will be delivered directly under the contract management structure with dedicated training facilities with qualified managers/trainers.
Identifying and meeting agents’ training and development requirements
(REDACTED). . 
Management development: Front line staff who wish to progress and who display the necessary skills and behaviours will be offered training in our Management Academy, which will develop the skills needed for permanent management and support roles, (REDACTED). Ensuring strong and effective leadership of the Contact Centres
Serco has an established and proven senior management team to lead the service. (REDACTED). How we approach training and ensure your trainers have the appropriate skills
(REDACTED). our training team will work with the Authority to develop plans and training material. Serco trainers will attend train the trainer (TTT) sessions (REDACTED). Managing internal communication processes amongst our staff
We will appoint a TM as a Communications Lead for the service, who will main contact for all communications relating to the contract. We will also assign a Deputy Communications Lead to cater for absences. Communications leads will create a knowledge bank of information as a repository for all contract related information e.g. briefing notes, process changes, training material etc. Additionally, all Serco staff have access to our corporate intranet ‘Our World’; this system houses our Serco Management System (SMS) which includes all operating processes and procedures. ‘Our World’ also contains updates and news items across Serco.

Evaluating the effectiveness of training
(REDACTED). Maintaining training material

Training material for WHDS will be recorded and stored in a version controlled training library and knowledge base under the responsibility of the Training Manager. The library will contain material created by the Authority and Serco. Whenever changes to DWP policy, process or systems are communicated to us, the Training Manager will review current material to determine whether changes will be required, and submit amendments for Authority approval. This process will also be followed for any changes to the WHDS system developed by Serco and where feedback recommendations are taken on board.
We will hold regular meetings between the Training Manager and the Authority’s training team in addition to the biannual formal sessions, and the ad hoc meetings called where required.  
Training strategy for both new and existing staff

(REDACTED). Managing ongoing communication with staff across the service

Each team will have weekly briefing sessions with their TM where any key messages can be communicated to the team. These sessions will be scheduled by the Planning & Reporting team to ensure that service delivery is not impacted. These are in addition to the daily ‘huddles’ and RAP meetings as described above. On a day-to-day basis, we will also use a variety of mediums to aid effective communication including plasma screens in the operation to display key/urgent messages, notice boards displaying contract information (e.g. data security campaigns), and briefing notes circulated throughout the operation via face to face briefing sessions and ‘desk drops’. All communication material will be stored in our knowledge management tool by our Communications Lead.


10.3. Contract Management, Performance and Continuous Improvement 

	[10.3.1]  Contract and Performance Management
Please provide details of the processes you will adopt in the areas of contract management, performance management, resource forecasting and continuous service development and improvement.  
Your response should include; 

· your approach to quality
· complaint handling processes 
· your approach to promoting and evaluating continuous improvement of the service line processes to ensure that the service is of a consistently high standard. 
· your approach to enhancing customer service, leading to efficiencies including reductions in AHT. 
Your response should address challenges identified within the service requirements plus any additional challenges you have identified which would impact Service delivery.  Your response should also include how you will ensure that all agreed targets are met with robust MI reporting processes in place.

Please note, when drafting your response, bidders should consider the following elements of the evaluation criteria, as listed in the Instructions to Bidders;
You response should include 

· detail on how your processes will ensure that performance targets and customer service levels are met.

· detail on how you will develop the service taking into account innovation and efficiencies 

· your response around your complaints handling should demonstrate how you will ensure that these are used to refine your processes 
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	Contract Management

During implementation, the Customer Services Manager (CSM) – our Senior Responsible Officer (SRO) for the contract will agree and document the Contract Management Requirements (CMR) with the Authority to formalise effective management and performance monitoring and to ensure that performance targets regarding customer service levels are met. 
Monthly and quarterly Business Review Meetings (BRM) will take place as defined in the Business Specification document during the implementation phase and continue into business as usual (BAU) service delivery. Meetings will be held at Phoenix House (PH), and Serco will provide secretariat support and facilities (meeting rooms, car parking, etc.) to enable partnership working with the Authority. (REDACTED). 
Performance management

Our Team Managers will routinely review agent performance against service targets through our (REDACTED). enables Team Managers (TMs) to track and evaluate employee performance (REDACTED). 
Ensuring our performance targets and customer service levels are met

The EPMS aggregates and analyses complex data sets and provides simple drill down functionality showing performance in both numerical and graphical formats. Reports are used by our teams to drive continuous improvement for our customers by providing employees with performance feedback to identify and further develop our top performing agents, Team Managers and Delivery Manager groups.  (REDACTED). 
Ensuring our targets are met

All Serco employees will clearly understand what is expected of them to support the contract’s overall performance. The CSM will agree with the Authority suitable service targets aligned to the KPIs and SLAs; as well as identify, together with team managers, relevant internal targets to align with our wider industry benchmarks. (REDACTED)..
The CSM is responsible for sharing all relevant contract and business communications at the contract level, and a Team Manager (TM) will be appointed as the Communications Lead for the contract.  The Communications Lead will have responsibility for ensuring all Authority communications/updates are shared across the operation (REDACTED). Serco previously provided contact centre services from our Phoenix House for the DWP CCS between 2009 and 2013.  (REDACTED).  Our RAP meetings provide the forum to share updates from the NMT.  For example, during our previous contract, bad weather occasionally resulted in reduced staffing at some DWP sites.  Serco were able to respond to the NMT’s request for additional support by discussing the request at RAP meetings to identify options.  Subsequently, Team Managers were able to gather a group of staff to work additional hours to provide capacity. 

Resource Forecasting

Serco understands that we will receive a two week demand forecast from the Authority, four weeks in advance; we will use the forecast to produce detailed, flexible schedules to service demand. If actual volumes exceed the forecast (REDACTED).) or if the Authority wishes to reforecast, we will empower our operational team to increase our available FTE (REDACTED).  to accommodate, where possible, fluctuations in demand. (REDACTED). 
Our flexible staffing model and management tools allow us to react to changes in demand quickly and efficiently(REDACTED). 
We will use our resource forecasting systems and processes that are currently in place (REDACTED). 
Ensuring continuous service development and improvement

(REDACTED). our Customer Service Director is accountable for ensuring that a high performance standard is maintained across all our public sector contact centre contracts. Together with his team, he will make use of monthly management reports which show achievements against client targets in RAG (red, amber, green) rating; these results are reviewed with the executive team at Serco’s divisional monthly board meeting. This senior review process promotes cross contract working and allows experience from other contracts to be shared, to enable lessons learned and improved services(REDACTED)..

Delivering innovation to the service

Serco is committed to ensuring that the WHDS service is recognised as a ‘model contact centre’ by the Authority, HMG and within Serco. Our active contract and performance management will drive continuous service development. (REDACTED). 
Our Approach to Quality 

The CSM will produce an annual ‘Quality Improvement Plan’ to establish an on-going service development. The plan will be a living document that will be reviewed regularly by the CSM, quality team and JIF. (REDACTED). 
Managing Complaints

We recognise the importance of learning from complaints in support of continuous improvement of the service. (REDACTED)..  We understand the Authority’s definition of complaints from the specification, and will fully comply with the DWP Complaints Handling process within our complaints management system. One of our Team Managers will be appointed as the Complaints Manager to ensure adherence to the agreed process, including establishing if the complaint is as a result of action/inaction of Serco or the Authority. For complaints relating to the Serco’s service, we will investigate and resolve all complaints as per the instructions provided in Appendix 4 of the specification.

(REDACTED).


10.4
Telephony and IT 
	[ [10.4.1]  Telephony solution

Provide details of your capacity and flexibility in terms of telephony systems and equipment, including indexing, storing and retrieving electronic calls; Including:

· a full system and equipment specification; 
· the capacity of your system and equipment and the availability of additional capacity should this be required;
·  the standards the telephony conforms to and how it meets or exceeds the telephony standards required by the Authority, including in queue messaging requirements such as long wait times, business disruption out of hours treatment
· Details of the arrangements for DWP to supply and maintain message files to be uploaded as needed
·  the capacity of your call recording systems to meet varying call recording retention periods as specified by the Authority
· details of the support and maintenance arrangements for your telephony system and equipment, and Provision of back-up systems and equipment for Disaster Recovery; 
· how you will deal with service interruptions; The service levels applicable and whether maintenance/support will be subcontracted and to whom; 
· Operate and manage call recording ensuring all recordings are managed and stored securely for the contract period; 
· the means to ensure the facility for three-way conference call, when accessing the authority’s translation service.
Please note, when drafting your response, bidders should consider the following elements of the evaluation criteria, as listed in the Instructions to Bidders;

DWP wishes to be assured that all data will be handled to high standards of security. Please describe as a minimum:

· Security Incident Management & Reporting;

· Secure destruction and sanitisation of physical media used to store DWP data e.g. paper documents, CDs, IT equipment etc;  

· Storage of information/call recordings. 
· Transfer of information
· Please describe as a minimum sub contracting arrangements and access to call recording.
Your response should outline the call recording systems to be utilised.

Your response should include specific detail on your Disaster Recovery provisions including time to resume normal service
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	A full system and equipment specification: 

(REDACTED).
(REDACTED). 
(REDACTED). 
(REDACTED). 
(REDACTED). 
(REDACTED). 
(REDACTED). 
(REDACTED). 
(REDACTED). 
(REDACTED). 
(REDACTED). 
(REDACTED). 
(REDACTED). 
(REDACTED). 
(REDACTED). 
(REDACTED). 
(REDACTED). 
(REDACTED). 
(REDACTED). 
(REDACTED). 
(REDACTED). 
(REDACTED). 
(REDACTED). 
(REDACTED). 
(REDACTED). 
(REDACTED). 
(REDACTED). 
(REDACTED). 
(REDACTED). 
(REDACTED). 
(REDACTED). 
(REDACTED). 
(REDACTED). 
(REDACTED). 
(REDACTED). 
(REDACTED). .

Our Telephony solution standards

Our solution is designed to operate to industry open standards, with no restrictions to closed architecture or vendor propriety lock-ins, allowing external developers to design applications that can be seamlessly added to the system.   Additionally, the system can support analogue, digital, IP and SIP protocols to meet the standards of an integrated solution as required by the Authority. The solution also has the facility to monitor recorded and real-time calls. (REDACTED). Maintaining message files to be uploaded as needed

Serco will work with the Authority to ensure that the message files used to greet customers are always maintained up to date. Our managers will collaborate with the Authority to make amendments to in-call messages in a timely manner. In queue messages can be recorded by Serco staff (REDACTED)..
Meeting varying call recording retention periods as specified by the Authority

Serco will maintain call recordings for 14 months for WHDS as required. We have designed our solution based on the requirements set out by the Authority(REDACTED). Support and maintenance arrangements for  the telephony system, Disaster Recovery, and managing service interruptions and the maintenance/support solution

Our VCC service is highly available, (REDACTED).”.  All Incidents will be resolved within agreed SLA’s where possible and reported on at agreed Service reviews with the Authority.  Bug fixes, patches and upgrades are all included with-in the maintenance support. 
Our Disaster Recover (DR) and Business Continuity (BC) plan will use an alternative Serco site (REDACTED). 
Call recording management and the secure storage of information 

Our Telephony system is consistently monitored by Serco we conduct regular service reviews to determine storage requirements on an on-going basis. (REDACTED). 
Three-way conference calling

The telephone turrets on agent workstations are capable of conducting conference calls with up to six participants.  Using the Conference function on the handset, the agent will be able to create a three-way call between the customer, the Authority’s translation service company.

Security Incident Management & Reporting

Serco has a dedicated Central UK based Security Operations team who focus on operational security using experience from other DWP contracts(REDACTED). The Incident Manager will ensure adherence of this process across all roles and will establish performance levels in line with the business priorities and SLAs. Serco will proactively address any potential breaches, and where necessary, escalate issues to senior leaders for speedy resolution. As part of our incident management process, all employees, contractors and third parties are mandated to report any observed or suspected security weakness such as email or internet viruses.

(REDACTED). Secure destruction and sanitisation of physical media 

Serco will comply with HMG IS5 for the destruction or sanitisation of all redundant media, in relation to this contract. All media being used to store classified information will be encrypted, using FIPS 140-2 or CPA product.  

Transfer of information

Serco will use appropriate technologies (e.g. IPsec, TLS) assessed under relevant assurance schemes (e.g. CPA, CC) to protect data-in-transit. (REDACTED). 
Please describe as a minimum sub-contracting arrangements and access to call recording
Serco have a Group Standard Operating Procedure on Third Party and Outsourcing, which forms a baseline for all of our IT partners, which Serco will enforce before any call recording can be accessed. (REDACTED).


	[10.4.2]  Technical Solution 

Explain your capability, capacity and flexibility in terms of IT systems and equipment.  You should provide detail for:-

1. your internal IT systems to be used for staff management and operational organisation purposes and MI collation for ALL service lines;

2. your IT system and database for the delivery of the Warm Home Discount Scheme Service Line number 10.

You should provide details of your maintenance & support arrangements for IT. Including; 

· provision of a full IT specification; 

· how you will work with the Authority to ensure the IT system and equipment you will use to deliver the requirements are secure, auditable and meet DWP Security standards; 

· Provide details of how you will use the systems to support the service, and detail around the capacity of the secure server to store data, IT database and equipment and the availability of additional capacity should this be required and; 

· details of the support and maintenance arrangements for all your IT systems and equipment;

· Provision of back-up systems and equipment; 

· How you will deal with service interruptions and service levels applicable and whether maintenance/support will be subcontracted and to whom; details of how the solution will ensure the protection of customer data to DWP security standards; 

· Description of your incident management process; 

· Details of the test check and audit trail of access by staff; 

· For the WHDS how you will ensure the secure transfer of data to energy suppliers and at scheme end to the Authority at hand back stage;
·  details of the MI production capabilities, how those MI capabilities meet the requirements in the specification both in real time and historically
· Details of your controls to protect the confidentiality of DWP information when it is no longer necessary or appropriate for it to be held on a piece of equipment.

· Details of your processes to ensure DWP information can be archived in accordance with DWP  requirements.
Your response should include specific detail on your Disaster Recovery provisions including time to resume normal service
Please note, when drafting your response, bidders should consider the following elements of the evaluation criteria, as listed in the Instructions to Bidders;
DWP wishes to be assured that all data will be handled to high standards of security. Please describe as a minimum:

· Security Incident Management & Reporting;

· Secure destruction and sanitisation of physical media used to store DWP data e.g. paper documents, CDs, IT equipment etc;

· Storage of information 
· Transfer of information
Please describe, in detail, your plans for accurately capturing, storing and securely transferring (via PGP encryption or similar as directed by the authority) customer data (especially sensitive personal data records - aggregated and unaggregated), in line with departmental (ISSS) and Cabinet Office security standards (Security Policy Framework). 

· Your response should include, accommodation (physical), electronic (IT systems and encrypted data transfer) and process elements of the service.
Your response should cover your own IT systems and the Database for the WHDS
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	(REDACTED). Management Information Reporting

Management Information reports will form part of the design to allow Operations  to report on customer contact and track outbound and inbound transfer of data with participating Energy Suppliers. All transactions, data amendments and Energy Supplier transfer information will be stored on separate tables on the database. This information will be used to provide the necessary level of MI in relation to data transfer and enable required reconciliation

Contract End 

At contract end all data will be returned in the required file format with the secure upload mechanism to be agreed with the DWP as part of system design. All required audit data will also be made available for subsequent upload as part of this process

(REDACTED).. All of the agents for the WHDS will be deployed within a segregated, access controlled area in the Phoenix House site, due to the OFFICIAL-SENSITIVE data classification, (REDACTED). 
IT Specification

Serco will design, implement and maintain the WHDS database on a secure hosting environment(REDACTED). Availability, Backup and Disaster Recovery

The production environment will be hosted using the standard availability service level agreement (SLA), along with the development environment. Details of the standard hosting service are:
(REDACTED). 
Maintenance

Planned maintenance will have no impact on the availability of the VMs running on the Service. (REDACTED). 
Storage and transfer of data

Data will be stored (REDACTED). in compliance with CESG guidance on the storage of data classified as OFFICIAL-SENSITIVE. As stated previously, the platform has been accredited for the storage and retrieval of OFFICIAL-SENSITIVE data.

 (REDACTED). Removal of data


All IT media (HDD, SRAM, USB media, CD/DVD) are either overwritten using CESG approved tools, or physically destroyed in accordance with the guidance in HMG IAS No 5, Annex A. All such activity will be logged as part of the service management procedures.  Paper based material will be stored and destroyed in confidential waste retainers.

Archiving of data

As above, all transactions, data amendments and Energy Supplier transfer information will be stored on separate tables on the database and returned to DWP as per requirements post contract end

Security

Serco will ensure that all aspects of the IT equipment and systems are secured in a manner that is compliant with DWP security standards, and will nominate an individual to act as the focal point for this activity. This person will report into the operation and will be accountable to the DWP and Serco security team who will conduct their own audit on a regular basis to ensure that systems remain compliant with DWP accredited standards. Serco has its own ISO27001 level management system (SMS) which is rigorously enforced. 

(REDACTED). 
Incident Management Service Desk and Service Management

Serco operate a central Secure Service (REDACTED).  Our customers benefit from our adoption of ITIL as a core operating methodology in both our remote and local Service Desk provisions.

Serco shall provide Service Management across the DWP environments in scope, in line with the Service Level Agreement. The following areas of Service shall be provisioned as part of the core contract and all service and support personnel shall hold SC clearance or above:

Service Desk – Serco shall operate a 24x7 Service Desk for DWP users, enabling them to report incidents and raise Service Requests. Contact channels will include telephony, Email and Fax 

Incident Management - The purpose of Serco’s Incident Management process is to restore normal service operation as quickly as possible with minimum disruption to the business, thus ensuring agreed levels of availability and service are maintained. Serco shall provide and agree a robust Incident Management policy, process and procedures for DWP during the implementation(REDACTED). 
Security Incident Management & Reporting

Serco has a dedicated Central UK based Security Operations team who focus on operational security. (REDACTED). This approach can be further modified to meet the Authority’s requirements and will be detailed as part of the Information Assurance review to be conducted within 30 days of contract award. 

Serco holds ISO27001 certification and its Security IM Process is compliant with these standards. The Incident Manager will ensure adherence of this process across all roles and will seek performance from the Support groups, in line with the business priorities and the SLAs. Serco will proactively act on any potential breaches, where required, escalate Incidents to higher levels of organisation for seeking speedy resolution. This detailed process will form part of the agreed accreditation process and we will seek DWP sign off of the same.  (REDACTED).
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