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		Question 1.3.9 - Implementation





		Please outline how you and your supply chain will ensure the required standards for the contract are met from the start of referrals. Describe how your plan will provide a high-quality service from go live across the entire CPA.



Your response should include as a minimum:



· Key milestones, timescales for activities including start and end dates for each activity and the position of the person responsible for each activity.



· The timeline for staff recruitment and training



· The timeline and key activities to secure and set up your proposed delivery locations.



· A contingency plan should you not achieve key milestones in your implementation plan.



· A narrative to expand on the Implementation Plan which: identifies all key risks (e.g., delays to securing premises, recruiting staff, IT etc.); provide a RAG (Red, Amber, Green) rating for each of these; and explain how they will be mitigated and managed, including the timeframe for doing so to ensure that service delivery will still commence on your proposed date.



· Please review the relevant section of your Tender Assurance Report prepared by the Contracting Body to ensure all relevant risks identified in relation to this question are addressed in your response.



Please provide an implementation plan in the form of a detailed Gantt Chart, this can be in PDF format, to be attached at Appendix 11 showing the critical path and interdependencies with supporting narrative. 





		

Present your response at the top of a new page, within the margins defined in the Instructions to Bidders (L/R 2.54 T/B 1.75) in Arial font size 12 up to 3 sides of A4.  














Our NE & Humberside (NE&H) Restart service will be ready to receive warm handover (WH) bookings from 28/6/21, deliver WH meetings from 12/7/21, & conduct Initial Meetings from 13/7/21. The full scope of our Restart service will be ready for 12/7/21 (the day before first PRaP referral) so Reed & our 6 supply chain (SC) partners can offer the full range of support to participants immediately & achieve high-performance from the start of the contract. We will achieve these dates using our Implementation Framework, proven to successfully mobilise large-scale contracts & achieve high performance from day 1. E.g., for our NE England (NEE) DWP JETS contract we onboarded [REDACTED] staff & mobilised 30 sites (in 10 weeks), achieving [REDACTED]of our Starts target in months 1&2 & all CSS measures (DWP MI, Dec-20). 

We have a dedicated Restart Implementation Team (RIT) led by our Board-level Director of Business Excellence, who ensures separation from operational activity so current contracts are not impacted, e.g. job entries on our DWP ESF Cambridgeshire & Peterborough contract increased from [REDACTED]to [REDACTED]of target (internal MI) during JETS implementation (Aug-Oct 20). Our RIT will be 100% allocated to implementing Restart. From 15/3/21 our RIT will consist of a Senior Implementation Manager (SIM); a Project Manager (PM); & [REDACTED FTEs from our existing Implementation Team supported by secondments from our Business Development team (who developed our Restart model & are experienced in service design). Pre-contract award resource also includes [REDACTED]recruitment specialists from Reed Talent Solutions (RTS) to support recruitment. If successful at Contract Award, our RIT will be increased with [REDACTED] workstream leads (department heads) who will lead their workstreams (each with a deputy in the event of a 2nd win), supported by existing staff in their own departments, e.g. our Head of Marketing has a team of[REDACTED to support activity. Our investment from 15/03/21 reflects the scale of activity required & Reed’s commitment to successfully implementing Restart & achieving performance from day one.

[bookmark: OLE_LINK1]Project Management: We will ensure Reed/SC readiness to accept warm handover bookings (from 28/6/21) & provide warm handover meetings (from 12/7/21) & Initial Meetings (from 13/7/21) via: i) Pre-award activity (at our own risk) incl. advertising all go-live roles from 22/2/21 & starting first interviews; development of our e-Booking System & our Restart e-Platform; our pre-order of [REDACTED]staff portable devices to mitigate current Covid manufacturing delays; & securing draft licence agreements for go-live serviced offices; ii) A fully developed Implementation Plan (IP) with 16 workstreams & tasks, responsibilities, milestones, critical path & interdependencies (Appendix 11); iii) Our SIM, experienced in managing DWP implementations, & a PM managing progress daily, supported by workstream leads; & iv) Weekly Restart Project Board where workstream leads discuss progress & escalate risks to the SIM & Director of Business Excellence to agree mitigations. All risks are captured in a risk register, RAG rated & mitigations tracked by the SIM. Urgent risks are escalated to the SIM between meetings & raised with the Board via morning kick-offs to swiftly agree contingencies.

The SIM will inform DWP of any actual/anticipated critical path deviations & action taken to mitigate impact/eliminate consequences & go live on time. In weekly comms with DWP, the SIM will help identify potential delays early & support resolution (e.g. truncating activities into a shorter timeframe if needed). Key milestones, timescales, responsibilities, risks & mitigations for the workstreams with higher risk levels are:

HR: Owner, [REDACTED] (Head of HR) will ensure all Reed & SC staff are in place, trained & DBS checked: [REDACTED Reed staff in place by 25/6/21 as contingency for our e-Booking System & to respond to JCP queries, & [REDACTED]Reed, [REDACTED]SC staff in place by 09/7/21 to deliver warm handovers & Initial Meetings. Our Head of HR will ensure all subsequent weekly ramp up profiles are met. Key milestones include: all interviews complete by 14/5/21; all induction/training complete by 09/7/21. Key risks: Unable to recruit high-calibre candidates & recruitment/training incomplete for go-live dates (Likelihood (L): Green, Impact (I): Red). Mitigations: Our well-resourced HR team of [REDACTED] is in place & a contract agreed with RTS (filled c. [REDACTED] roles in 2020) for a dedicated Restart recruitment team of [REDACTED]. Applying lessons learnt from our successful NE&H recruitment ([REDACTED]people recruited since 2018, with ave [REDACTED applications per role), we have increased starting salaries to mitigate the recruitment risks of high demand for employment staff, & as we have a high number of existing staff in NE&H, we will actively promote our Refer a Friend Scheme. Pre-award, RTS will develop a pipeline of NE&H candidates & share with SC so we are not competing for recruits. RTS will: advertise roles (via reed.co.uk, social media, sector websites (e.g. ERSA), local & regional press & by collaborating with IEP); screen applications; & complete first interviews (by 23/4/21). Final interviews begin on 19/4/21 & end by 14/5/21 so notice periods can be completed. We expect most candidates will have 1mth notice periods or less, e.g. for JETS [REDACTED]of go-live recruits had <1mth notice periods. Our time from decision to recruit to job offer is 18 days (ave. achieved over last 4mths), vs. 27.5 UK average (Glassdoor). Internal candidates for our Restart Director have been identified, will be interviewed & in place by 10/5/21. Succession planning ensures their deputies can step in so existing contracts are not impacted. Our HR Team/SC Development Lead (below) will monitor SC recruitment & provide support (e.g. joint assessment days) to ensure recruitment timescales are met. Induction comprises 2wks of training (incl. contract requirements; delivery model; systems/policies/procedures; & role specific content), e-learning modules & the IEP L2 Sector Induction course for those new to the sector. Induction uses face-to-face, remote & e-learning &, if required can be delivered 100% remotely. Reed’s Learning & Development Team of [REDACTED] training specialists will be increased to[REDACTED], providing capacity to deliver induction to both Reed & SC staff. The quality of our induction supports high performance, e.g. our clear process training (delivered remotely to Reed/SC) enabled achievement of [REDACTED]referral to start conversion on our NEE JETS contract in months 1-3 (v [REDACTED]nationally). 

[bookmark: OLE_LINK2]Property: Owner [REDACTED] (Head of Property) will ensure delivery sites are ready for go-live. Milestones include: serviced office agreements signed by 04/6/21, priority outreach sites finalised by 09/7/21. Key risks: Delivery sites not ready for go-live (L: Amber, I: Red). Mitigations: We will take a phased office approach. Our contact centre will be ready by 25/6/21 (as a contingency for our e-Booking System & to deliver warm handovers from 12/7/21), & our interim serviced offices, key outreach sites & existing SC sites will be ready by 09/7/21 for face-to-face meetings, providing full coverage within 90mins travel time. Using serviced offices whilst finalising the fit-out of fixed sites will reduce risk, e.g. lead times for comms lines can delay fit-outs. We will transfer delivery to fixed sites as they become ready (all sites operational by 01/10/21) to provide the capacity for peak volumes (our serviced offices will only have capacity for the lower volumes in months 1-3). In areas with limited serviced office options, e.g. Northumberland, we will prioritise mobilising fixed sites by 09/7/21 (using 4G dongles if comms lines delayed). We successfully used serviced offices on our DWP ESF Marches contract for months 1-2 (& achieved [REDACTED]of cumulative Starts profile in mths 1-3). We will add [REDACTED FTE to our Property Team & [REDACTED FTE to our Legal Team to quickly secure leases & manage fit-outs. We also maintain a supplier list for fit-outs for quick mobilisation. Our Property Team will check go-live readiness, Equality Act-compliance & appropriate/approved branding & signage of each office. We have verified each SC partner’s office solution for 09/7/21 ([REDACTED of 12 SC fixed sites are existing), incl. size, any plans for new offices & contingencies, e.g. [REDACTED] proposed new Middlesbrough site is in the same building as their current site with the same landlord, minimising risk.

Stakeholders: Owner, [REDACTED] (Associate Director - stakeholder lead) will finalise local partner relationships & lead our engagement with JCP to achieve profiled starts, e.g. [REDACTED]starts by 30/9/21. Key milestones include: finalise our Stakeholder Engagement Strategy by 23/4/21; all JCP presentations by 21/5/21. Key risks: Local partner engagement to support participants not complete (L: Green, I: Amber); local JCP relationships not in place & KPIs not achieved (L: Green, I: Red). Mitigations: We invested in early stakeholder engagement, with 33 NE&H partners already engaged to discuss joint-working & referral pathways, e.g. to Learning Curve’s skills provision. Reed/SC are experienced in developing JCP relationships for new contracts, e.g. we presented to all NEE JCP Managers for WHP. Reed/SC have existing links with every JCP across NE&H & will engage/re-engage all JCP offices immediately post-award. 

Supply Chain: Owner, [REDACTED] (SC Development Lead) will finalise SC partner requirements/contractual terms & ensure readiness for go-live (all actions complete by 09/7/21). Key milestones include: due diligence checks completed by 30/4/21; SC contracts signed by 10/5/21. Key risks: SC not ready to deliver (L: Green, I: Red). Mitigations: [REDACTED led Restart SC development & supported SC financial modelling. Supported by our central Head of Supply Chain Management, [REDACTED, & our RIT, she will apply our experience (e.g. mobilising [REDACTED] NEE WHP SC partners) & ‘One Team’ approach to ensure full SC readiness. She will review progress weekly, share contingency approaches & give advice/support. To reduce SC risks & accelerate implementation we have shared key milestones/dates to support planning & maximise lead times. We will induct SC staff (above) & ensured our SC have: experience of DWP delivery & processes; experienced implementation leads; strong local JCP links & existing offices (e.g. Northern Rights’ existing South Tyneside office). 

Service Design: [REDACTED] (Service Design Lead) will update operational guidance so CSSs & MPLs are incorporated, trained to Reed/SC staff & delivered from day 1. Key milestones include: Restart e-Booking System ready & tested by 18/6/21; Restart e-Platform (ReP) (digital participant learning/job search platform) updated by 11/06/21; & targeted training offers for key participant groups (e.g. our Effective Networking course for professionals) ready by 02/7/21. Key risks: Operational guidance, e-Booking System, ReP features &/or targeted training not ready for go-live (L: Green, I: Amber). Mitigations: Update current DWP contracts’ operational guidance with all Restart requirements by 25/6/21. Our e-Booking System was selected for its ease of mobilisation: already used by 130 orgs to manage [REDACTED]bookings a year & requires minimal Restart development (which will start pre-award to mitigate any risks). Our ReP has existing features (used on JETS) & new features are already in development, as are the new elements of our targeted training offers.

Optimisation: Our Restart Director (RD) will own a 180-day Optimisation Plan, agreed with the SIM. It will start from 13/7/21 & focus on achieving KPIs & CSSs (e.g. signed Action Plans within 8wks of referral). The RIT will provide support during the 180 days. The SIM & RD will update the Board weekly & agree a phased transition to Business as Usual, only with Board approval that all aspects have gone live successfully. We used this approach successfully on NEE JETS, managing [REDACTED]of target referrals in month 1 (DWP MI, Oct 20) whilst meeting all CSSs.

[bookmark: _GoBack]Contingency planning includes: HR: We will second Reed Central Support staff with operational experience to fill go-live roles not recruited at 28/06/21, & work with RTS to recruit suitable temp staff (who will be fully trained) whilst recruitment is completed. Property: We have already identified contingencies for all fixed sites if our 1st choices are unavailable, & will use serviced offices for longer if delays occur. Reed/SC staff can also temporarily locate in our existing NE&H offices (e.g. our Sunderland site, SR1 1NA), Reed Recruitment offices (e.g. Harrogate) &/or community/partner sites. Our Property Team will use our NE&H network of property agents & contractors to quickly source new Reed/SC offices. SC: If a partner withdraws, we will activate contingency providers with capacity/experience (identified for each area, & with DWP approval) & provide support for start-up. Covid contingencies: Including remote staff onboarding (successful on JETS) & remote delivery, e.g. our NEE JETS contract is predominantly a digital employment service, & since Oct-20 we have supported [REDACTED] participants to achieve a job outcome, ten times higher than our DWP target (DWP MI, Jan-21).
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