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SCHEDULE 4.1 - SUPPLIER SOLUTION (TENDER)

The Supplier will comply with the detail set out within the following additional documents which shall be deemed to be incorporated into this Agreement;
	Document
	Dated

	Tender
	Received through the E-Procurement System on 13/03/2021 at 17:36 a copy of which is attached at Annex A to this Schedule 4.1.

	Tender Clarification
	Financial clarification information received through the E-Procurement System on 25/03/2021 at 16:47. Further financial clarification information received through the E-Procurement System on 01/04/2021 at 16:23 






Annex A: Supplier’s Tender
	1.1.1 Information Security Questionnaire
	1.3.1 Service Delivery Proposal

	[REDACTED]
	


	1.3.2 Participant Engagement
	1.3.3 Stakeholder Engagement Local Integration

	

	


	1.3.4 Performance Rationale
	1.3.5 Quality, Management and Assurance

	

	


	1.3.6 Supply Chain Delivery
	1.3.7 HR Recruitment & Training

	

	


	1.3.8 Delivery Infrastructure
	1.3.9 Implementation

	

	


	1.3.10 Social Value
	1.4.1 Appendix 1 – Performance Rationale

	

	[REDACTED]

	1.4.2 Appendix 2 – Supply Chain Delivery Partners
	1.4.3 Appendix 3 – Supply Chain Declaration Letters

	

	[REDACTED]

	1.4.4 Appendix 4 - Organisation Chart
	1.4.5 Appendix 5 - Resources, Skills & Qualifications

	[REDACTED]
	


	1.4.6 Appendix 6 – Delivery Infrastructure
	1.4.7 Appendix 7 – Map of Delivery Locations

	

	[bookmark: _GoBack][REDACTED]

	1.4.8 Appendix 8 - Stakeholder and Integration Partner Relationship List
	1.4.9 Appendix 9 – Key Stakeholder Confirmation Letters

	

	[REDACTED]

	1.4.10 Appendix 10 – Participant Journey
	1.4.11 Appendix 11 – Implementation Plan

	[REDACTED]
	[REDACTED]

	Annex Q - Commercially Sensitive Information
	Annex S - Contract Cost Register

	[REDACTED]
	[REDACTED]

	Annex T - Potential Extension Contract Cost Register
	Annex U - Subcontractor FTE Profile

	[REDACTED]
	[REDACTED]







  







[bookmark: _DV_M1508]SCHEDULE 4.2 - COMMERCIALLY SENSITIVE INFORMATION
Commercially Sensitive Information
	No.
	Date
	Item(s)
	Duration of Confidentiality

	[REDACTED]
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Notified Key Sub-contractors
In accordance with Clause E2.11 (Appointment of Key Sub-contractors), the Supplier is entitled to Sub-contract its obligations under this Agreement to the Key Sub-contractors listed in the table below.
The Parties agree that they will update this Schedule periodically to record:
any Key Sub-contractors appointed by the Supplier with the consent of the Authority after the Effective Date for the purposes of the delivery of the Services.
2.2	any updates to this Schedule generally including any changes to Key Sub-contract prices where the update relates to actual spend as a percentage of the total Fees over the Term. 
	Key Sub-contractor name and address (if not the same as the registered office)
	Registered office and company number
	Related product / Service description
	Key Sub-contract price expressed as a percentage of total projected Fees over the Term
	Key Sub-contract price actual spend expressed as a percentage of the total Fees
	Key role in delivery of the Services
	Geographic coverage within the CPA
	Is sub-contractor an SME or a VCSE?
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8. 1.3.1 Service Delivery, CPA 2a_Reed.docx
		Question 1.3.1 – Service Delivery Proposal





		Please provide a detailed description of the design and content of your delivery proposal including how this meets the requirements outlined within the Specification. Include how it will maximise job outcomes and be tailored to the individual. (Participant Engagement should not be included in your response here and will be covered in Question 2.3.3)



As a minimum, your response should;



· Detail your core offer for Participants including the method of delivery and a rationale for this, outlining your alternative arrangements in line with paragraphs 2.23, 2.38 and 2.64 of the Specification.



· Explain how you will ensure that the participant progresses towards employment, including how reviews of the individual Action Plans will be used to assist progress to employment. 



· Outline how progress will be measured and detail how the provision will be tailored to the individual’s needs. 



· Evidence how your delivery proposal covers each step of the end to end customer journey detailed in Annex 1 of the Specification.



· Outline your research base that informs your proposal, including reference to any UK employment programme evaluation research or wider global research where appropriate.



· Explain how you will identify and address complex needs and barriers of participants, as outlined in section 2.83 of the specification.



· Explain how you will identify suitable employment opportunities for participants.



· Explain how you will provide job advice, including advice on transferring sectors, tailored to the individual.



· 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. 







		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 5 sides of A4.  Cross referencing to Appendix 10 is permitted.












Reed’s Restart Programme brings together the right set of interventions to meet North East & Humberside (NE&H) participant & employer needs, & secure sustainable jobs. Our model draws upon: sector research; our delivery data; Reed & Supply Chain’s (SC) work with key local employers, e.g. [REDACTED] in the NE; & recent input from 33 local stakeholders, incl [REDACTED] & [REDACTED], [REDACTED] & [REDACTED]. Our service proposal will be delivered consistently across the CPA, but tailored to meet different local: challenges (e.g. high youth unemployment in Stockton-on-Tees & Durham); opportunities (e.g. Humber Freeport creating 7000 jobs from 2021 onwards); & growth sectors (e.g. Green sector in York/North Yorks). Our service will be continually reviewed & updated to rapidly respond to local emerging trends/needs.  

OUR CORE OFFER: To provide full coverage across the CPA, we selected 6 SC partners to cover specific LA areas based on their local delivery experience/track record (e.g. SC partner  [REDACTED] deliver DWP JETS for us in N/NE Lincs). Reed & SC will deliver the same core participant journey, as illustrated in Appendix 10, with a personalised support offer tailored to participant needs, supporting them to adapt to new ways of working aligned with local labour market needs. Our offer embeds DWP Customer Charter principles & will be consistently delivered across the CPA & our providers, via standardised: roles, ratios & caseloads; processes/tools (e.g. our Diagnostic); & Reed-delivered induction/ongoing training for Reed & SC delivery staff.

Stage 1: Enter: Reed will deliver [REDACTED] of Stage 1 activities on behalf of Reed & SC. To maximise Starts, we will deliver regular briefings to JCP Work Coaches & they can immediately book participants into a Warm Handover (WH) meeting slot on our online Restart e-Booking System, [REDACTED] 

Warm Handover (WH): Reed CSOs, trained in customer service, will promote the features of our model, how participants can benefit, how it is tailored to the individual & the range of vacancies available. CSOs will answer participant questions/concerns, record travel needs, digital access, & complex barriers/safeguarding concerns. CSOs will use our customer management system (CMS), to book Initial Meetings & allocate participants to Reed/SC Keyworkers (KWs) based on: their nearest/preferred centre (all 44 of our NE&H offices are within 90mins by public transport); KW capacity (not exceeding max caseloads); & KW Specialism. We will provide Specialist KWs for 18-24 & 50+ groups in each Reed/SC fixed office to address disadvantage, e.g. Hull City Council noted the unemployment rate for 18-24s had doubled (Mar-20 to Feb-21); & North Tyneside Council expressed concerns for 50+ participants ([REDACTED] of claimants, Nomis). CSOs will signpost to our Restart webpage for our e-Introduction, visual case studies, KW Profiles & office maps (also in hard copy Engagement Packs provided to JCP). Where WHs are not possible, CSOs will make Welcome Calls to participants.  

Stage 1: Research/Evidence: CSOs have delivered WHs to [REDACTED] leading to us achieving an [REDACTED]Referral to Start conversion rate (Jan-21).

Stage 2: Explore: Reed & SC KWs are responsible for the participant journey from Stage 2 to 1st earnings notification or end of allotted time. KWs will identify participants’ individual needs, build initial rapport & develop a tailored support package via our:  

Initial Meeting (IM): (Initial Meeting (IM): (50 mins, face-to-face (F2F)), within 15 days of referral. To achieve CSS1, we will maximise IM attendance via: effective Restart promotion by CSOs at the WH; SMS/email/call reminders 24 hours before IMs; & a freephone number for queries. Following PRaP referral, the Initial Diagnostic & Action Plan will be completed at the IM (additional sessions for those with complex needs) to provide participants a tangible output & maintain momentum. Evidence: [REDACTED], meeting our service standard & helping maintain engagement. 

During the IM, KWs will: use motivational interviewing to get to know the participant,

their motivation for joining, & aspirations & needs; explain our commitment to them & our expectations; check work status & ID; & provide & explain an Induction Pack (incl. Complaints process). Our initial Diagnostic & Action Plan process includes: 

Job Readiness: KWs use open questions (developed by Work Psychologists incorporating clinical mental health tools), to elicit full disclosure & identify needs & strengths in: Work & Skills History, Digital Capability, Mental & Physical Health, & Personal Circumstances to fully understand needs. KWs refer to additional assessments including Functional Skills & support as required. KWs will ask about existing support or networks in place (e.g. from a Recovery Worker) to align plans.

Readiness to Change: KWs guide participants through an online assessment (designed by Behavioural Change experts), measuring their readiness to make life-changes to enter & sustain work. The resulting score indicates recommended activities for the participant/KW to facilitate change (e.g. undertaking our Mindset course).

Individual Action Plan (IAP): The Diagnostic output is used to co-produce a SMART work-focused IAP agreeing actions/resources to achieve realistic job goals. IAPs will be tailored to individual experience, skills & barriers/needs. E.g. [REDACTED] of NE&H stakeholders we engaged cited the impact of the crisis on YP, so we will design tailored pathways for YP into growth sectors such as construction, which has increased by [REDACTED] in York/N Yorks (2015-20). To help participants with work history in declining sectors, (e.g. Retail in Humberside had a 6% decline pre-Covid), KWs will undertake a Transferable Skills Assessment to map skills to new sectors. KWs show participants live vacancies they can instantly apply for (we have [REDACTED] live NE&H vacancies on DWP JETS, incl. security/contact centre jobs) & identify at least 1 achievable job goal. IAPs will be signed by the KW & participant, & a hard copy provided to the participant.

Stage 2 Research/Evidence: [REDACTED] said their Action Plan was specific to their needs(Reed,Oct-20).
Stage 3: Enable: We are a high-performing DWP provider, achieving [REDACTED] of our Job Entry targets across our 6 live DWP ESF contracts (Reed MI, Mar-21). We will use this experience to train supportive KWs, & Reed & SC delivery teams, to tailor delivery to individuals’ needs via multiple channels (F2F, digital & home visits if required):

KW Support, to ensure Participant Progress: KWs provide high-quality 1:1 support to help people enter work, managing caseload sizes which enable personalised support (ave: [REDACTED  max: [REDACTED), & based on KW support from PRaP referral to 1st earnings. Our caseloads are based on our delivery of comparable contracts, e.g. our [REDACTED] contract (similar customer group) achieved [REDACTED]of sustained job outcome targets (DWP MI, Jan-21) with average caseloads of [REDACTED]. For up to 365 days, Reed/SC KWs will tailor support to individual needs, providing: motivational & barrier removal support; 1:1 supported job-search; application & interview expertise; benefits advice; & financial support (e.g. for travel/interview clothes/ID/childcare, if other funding is unavailable). KWs will create a ‘drop in’ atmosphere, encourage regular use of our offices/facilities, & instil a working routine. KWs will review progress in fortnightly F2F/digital 1:1s, & update IAPs to reflect completed actions/celebrate progress. KWs will formally review/update IAPs during F2F meetings every 4 weeks (min), measuring participant progress, identifying emerging needs, discussing job search & agreeing next steps (IAPs signed by participants/KW). KWs will reassess Diagnostics (every 4 mths) to identify emerging barriers, measure progress/distance travelled & hold 3-way calls with JCP as needed. Business Managers will undertake monthly KW caseload reviews to assess participant progress & suggest KW actions if progress is limited.

Stage 3: Research/Evidence: We know 1:1 support increases job entries (Learning & Work Institute, 2020) & F2F is more efficient than other modes of delivery in reducing the length of participant unemployment (Journal for Labour Market Research, 2020). 

Delivery Support Teams: To support participants to address individual needs & maximise job outcomes, KWs will help to sequence/navigate the support & training offer delivered by our expert internal teams, & specialist local services, ensuring the right support at the right time. All Restart teams use our CMS to access participant data & view/update case notes to support smooth handovers & ensure participants do not have to repeat themselves. Reed & SC delivery support teams include our:

Employer Services Team (EST), to identify suitable opportunities for participants: Reed’s Head of Employer Services (HES) oversees our CPA-wide employer approach & will refresh/update our Employer Engagement Plan (forms part of our Stakeholder Plan) monthly to reflect emerging sectors/new local employers. Our EST will operate at both a regional (central lead generation & large employer account management with vacancies passed to local offices) & local level (Recruitment Consultants in each site working with local employers). Our EST will build on Reed/SC’s existing networks of NE&H employers (e.g. [REDACTED has [REDACTED] employer links across Tees Valley) & will comprise of [REDACTED]  FTEs, including:  Reed Sector Account Managers (SAMs) will target large/medium NE&H employers in growth & Covid/Brexit resilient sectors to secure bulk vacancies for dissemination across Reed & SC. SAMs each focus on 1-2 priority growth sector which offer high volume, realistic jobs for our participants, e.g. Logistics, using links with [REDACTED who we are currently developing an Apprenticeship Routeway with on NE JETS. New SAMs will be introduced if priority sectors change over the contract life. SAMs will work with our Skills Academy Managers & Curriculum Team to co-create Sector Routeways with employers, sector bodies & skills providers ensuring participants have the skills for local jobs; Reed & SC Local Recruitment Consultants (LRCs), based in fixed sites (FTEs linked to participant volumes per office, e.g. 4 LRCs in our large Central Newcastle site). LRCs will work closely with KWs to target local SMEs & roles to match participant skills. LRCs coordinate employer screenings, assessments & interviews. LRCs will run Rapid Recruitment Centres, ‘drop in’ spaces for participants to access jobsearch facilities (PCs/phones/job boards) & receive 1:1 LRC support; A central NE&H Employer Engagement sales team generates leads for SAMs/LRCs, & a Labour Market Analyst (LMA) monitors sector, skills & labour market data trends & projections & ensures our NE&H strategy responds to these changes. 

We will further identify opportunities & engage employers via: local stakeholder collaboration (e.g. [REDACTED] told us of new distribution centres in Chester-le-Street & new manufacturing jobs linked to [REDACTED]); working with [REDACTED]  to promote Restart to SMEs & raise awareness with local NE&H Chambers; extensive marketing campaigns executed by Reed’s Central Marketing Team, including targeted emails to [REDACTED] reed.co.uk employers, & local/regional media campaigns; working strategically with sector/employer bodies (e.g. [REDACTED], which has [REDACTED]  members) to promote Restart to their members; & collaborating with other Restart primes to support national campaigns.

Evidence: [REDACTED]

Skills Academy: Reed/SC Skills Academy Managers [REDACTED]  & Trainers [REDACTED]  will work with Reed’s central Curriculum Team to design & deliver training to up/re-skill participants & meet NE&H employer/sector needs (as informed by the EST/LMA) incl: Sector Routeways co-designed &/or delivered with employer & sector bodies reflecting growth sectors to equip participants with in-demand skills, e.g. we engaged [REDACTED to inform our [REDACTED, as we know 22,000 of NE LEP’s ‘More & Better Jobs’ will be in Construction. Trainers will also deliver courses in: employability (e.g. Confidence/Resilience/CV Writing); Digital Inclusion supporting participants to learn basic internet/email skills; & Self-employment: e.g. Intro to Entrepreneurship, Business Planning & Marketing workshops. KWs will work with Trainers to tailor training interventions to participant groups, e.g. delivering our Young People & Money course, & adapting delivery methods (e.g. peer-led workshops for 50+). Our Skills Academy Managers will highlight gaps in training provision & work with Reed/SC Integration Managers to identify AEB/other funded provision, e.g. SC partner Triage delivers AEB provision in [REDACTED]; & we have agreed referrals to HST’s warehousing & HGV courses. We will pay for training where courses/licenses are not funded but linked to participant job goals (e.g. CSCS cards). For graduates & professionals we also will provide 1:1/group coaching & development support from our Executive Coaches, tailored to their level of qualification/experience.

Evidence: On our DWP ESF Cambridgeshire & Peterborough contract, participants on our Sector Routeways were [REDACTED] more likely to achieve a sustained job outcome.  

Work & Wellbeing Centre: Reed Wellbeing (RW) is an experienced NHS/public health provider & will provide health/wellbeing support across Reed/SC delivery. Upon KW referral, RW will provide an in-depth Health Assessment & deliver 1:1 Adviser & group health sessions, e.g. to address poor mental health (MH) as it is projected that 500,000 more people will experience poor MH due to the pandemic/ recession (Centre for MH, 2020). With participant permission, RW Advisers will share a Health Assessment summary with KWs to advise them on suitable job types/roles which will not exacerbate health conditions, maximising job outcomes & sustainability. The Work & Wellbeing Centre will manage links with external health services & support onward referral, e.g. to Working Minds who provide counselling for moderate MH needs. 

Responding to Change to identify/maximise participant job outcomes: We will ensure our employer engagement/skills approach remains flexible & dynamic, anticipating sectoral changes across & within the CPA, over the contract lifetime. Our data-driven model will drive actions to identify/reflect labour market/sectoral changes, via: • the LMA, by identifying trends/projections & emerging local growth sectors; •input from local employer/sector bodies (e.g. Skills for Care); & •strategic stakeholder strategies/insights identifying future opportunities (e.g. [REDACTED] outlined their agri-food sector would double its contribution to the economy by 2030). Using this data, we will hold internal Future Outlook Meetings on a sub-regional basis, monthly for the first year & then quarterly. These meetings will be led by the responsible Reed/SC Operations Manager (also attended by the HES & local Skills Academy Manager) who will collectively identify changes to our model to optimise participant outcomes, e.g. develop new [REDACTED] products or employ a new SAM to respond to a growing sector. Local OMs will roll out changes, oversee rapid development, & monitor the Outlook Action Plan to completion. Stage 3: Research/Evidence: “Technological change, Brexit & the challenge of the pandemic show a real need to focus & invest in reskilling” (CiPD, 2020). This was echoed by NE LEP who said helping people to identify transferable skills & change sectors was vital.

We will provide participants with job advice, including on transferring sectors:

Our LMA will: disseminate LMI to Reed/SC KWs in accessible formats; & work with SAMs to develop monthly Sector Bulletins for KWs to update them on local live jobs & in-demand skills (using LMI/employer intel). Using these & National Careers Service data (e.g. on skills/salaries/job profiles) KWs will: advise participants on declining sectors (e.g. NE LEP cited manufacturing job losses linked to Brexit); map their transferable skills to growth sectors (e.g. Hull Council identified Food Manufacturing as a growth sector); & provide training & jobsearch support to optimise outcomes.

Digital Delivery: Our F2F delivery is complemented by digital delivery & take-up will be participant-driven based on preference & digital capability, with support provided. This includes: KWs utilising portable IT (supporting rural outreach, e.g. in Richmond, Hexham & Hawes) & Teams Video Calling; & participants using our [REDACTED].   [REDACTED]  is an [REDACTED], & not replace, our F2F offer. We have further developed the [REDACTED]  for Restart [REDACTED]. To help participants use the  [REDACTED] we will provide: [REDACTED] inductions to demonstrate functions (e.g. how to set up tailored job notifications); a simplified version of the to enable those with low digital skills to better engage & access content; & Digital Inclusion training. Those without IT access will be encouraged to access PCs in our sites or community services, & we will purchase tablets/data if needed (e.g. Northumberland CC outlined participants’ financial barriers to digital inclusion). F2F delivery will remain available for those anxious or unable to use our digital/remote tools. 

Evidence & Addressing Tender Assurance Risk: Our data shows that our digital e-platforms can lead to improved job entries. On our South London WHP & DWP ESF contracts, participants using the e-Platform achieved an average [REDACTED] job entry rate vs. an average of [REDACTED] for those that did not use it (across contract lifetimes). 

As a contingency, we are able to transition into a full digital service where F2F delivery (e.g. for IMs/monthly F2F meetings) is not possible. In response to Covid-19 lockdown in Mar-20, we transitioned our DWP contracts to a fully digital model within 3 days. 

To address complex needs & barriers (identified by JCP or during our initial/ongoing Diagnostic), we will provide tailored support to maximise outcomes, incl. longer 1:1 sessions to enable KWs to better address complex needs (factored into caseload assumptions). KWs will use our Route Planner Tool (RPT) (Service Directory) embedded within our CMS, to refer participants to local complementary/paid services to address specific needs (e.g. to Talking Changes IAPT Team (Durham) for those with mental health needs). Reed/SC Integration Managers will use Diagnostic/barrier MI to assess local caseload need & engage external NE&H support/training providers in response. IMs manage our RPT [REDACTED]. Examples of NE&H complex needs incl: •Debt: Exacerbated for disadvantaged groups (e.g. [REDACTED]  of ex-armed forces report debt issues, HOL, 2018), we will refer to local support (e.g. Community Money Advice) & pay Shelter for advice; •Addiction: we will refer to existing services (e.g. CGL), & work with Recovery Workers to support participants •Ex-offenders: ([REDACTED] in Co. Durham, HMPPS 2020). Our MoJ contract staff will train Restart KWs, e.g. to provide disclosure advice. If participants’ circumstances change, KWs will advise them to notify JCP, & set up 3-way KW/participant/JCP calls.

Stage 4: Empower: Into Work Meeting (F2F): Upon job offer, KWs meet participants to explain: benefits tapering/financial impact of work; first day plans: childcare/care needs; & identify support (e.g. travel costs). KWs RAG rate participants on likelihood of sustainment. In-work Support (IWS) (phone/video calls): Once in-work, CSOs provide participants with tailored IWS to address emerging issues & maximise job outcomes, with regularity informed by RAG rating (‘Red’ receive most support). We know IWS is crucial to: prevent participants falling out of work; & being notified quickly when they do fall out of work, ensuring swift job re-entry before disengagement (e.g. on our WHP some HMRC job exit notifications have a 4 week delay). Rapid Response (F2F weekly; phone daily): Participants that fall out of work will be immediately supported by: KWs (if in the first 2 weeks as likely due to unresolved barriers); or Rapid Response KWs (RRKWs, if after 2 weeks). KWs & RRKWs work with participants to understand exit reasons & recommence IAP activities. RRKWs focus on intensive job re-entry activity, e.g. employer mediation, daily job-search (min.10hrs/week). At the end of allotted time, Early Completers/UC Completers have a Final Review & are given their IAP to share with JCP. Those in work are tracked for 182 days & offered a Final Review to promote sustainment. Stage 4: Research/Evidence: Our IWS helped us achieve [REDACTED of sustainment targets across 6 DWP/ESF contracts (DWP, Jan-21). On WHP, RRKWs help participants back into work 11wks faster than WHP average.
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9. 1.3.2 Participant Engagement, CPA 2a_Reed.docx
		Question 1.3.2 – Participant Engagement





		Please provide a detailed description of how you will engage participants to ensure they access and benefit from the service offer. 



As a minimum your response should: 



· Explain how you will engage participants, maintain engagement from referral to start to ensure a high number of starts on the provision and how the participants will remain actively engaged throughout the lifetime of the Programme;

 

· Detail how you and your supply chain/delivery partner will allocate advisors to participants, including the maximum and minimum caseload per advisor across all advisors;



· Explain when mandation, as outlined in 2.91 – 2.111 of the Specification, may be used and detail how this approach will maximise both attendance and ongoing engagement.



· 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. 





		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 4 sides of A4.  










Reed has designed a compelling & engaging Restart programme for North East & Humberside (NE&H) to support participants to access & secure sustained work. We utilised our: •22 yrs’ experience of supporting [REDACTED] participants on DWP provision e.g. [REDACTED] Work Programme (WP); •knowledge of ‘what works’ in engaging/motivating participants (e.g. showcasing live jobs); •& participant, supply chain (SC) partner, employer & NE&H stakeholder input (from 33 NE&H partners, incl. [REDACTED]) e.g. [REDACTED] cited rural accessibility being key to engagement.

 

ENGAGING PARTICIPANTS TO ENSURE HIGH NUMBERS OF STARTS: By adapting our proven processes to Restart (e.g. incorporating CSSs into our staff performance management KPIs), we will meet Restart CSS1 & achieve high Referral to Start conversions, ensuring [REDACTED] starts in NE&H over 3 yrs. Evidence: Our NE DWP JETS is achieving a [REDACTED] referral to start conversion, [REDACTED] above national average (DWP MI Jan-21). We will effectively engage participants onto Restart via:

Proactive JCP Engagement will ensure: we receive proportionate referrals across all NE&H JCPs; that participants referred to Restart are those that will benefit most; & our Start profile is achieved. Reed/SC will: Engage JCP prior to go-live via launch events/briefings; Provide marketing materials & desk aids to help Work Coaches understand all provision, with a flow chart to aid referral decisions (effective on our Work & Health Programme (WHP) to secure appropriate referrals); Have a regular/visible presence in JCP sites (min fortnightly/via telekits if not possible); Work with JCP Partnership Managers at monthly NE&H Local Engagement Meetings to foster links; & Simplify Restart access & minimise Work Coach admin via our Restart e-Booking System, where Work Coaches can immediately book eligible participants into a Warm Handover (WH) meeting. Our e-Booking System is an existing off the shelf scheduling solution, enabling swift implementation (ready for Day 1) & creating efficiencies for Reed/SC & JCP. Although a low risk of failure (99.9% uptime), if unavailable JCP can phone our Customer Service Officer (CSO) Team to book a WH. 

Evidence: Through our delivery of WHP, IPES & JETS contracts, Reed & SC already have existing links with every JCP in the NE&H area, e.g. Reed’s Sunderland WHP site serves 5 JCPs, with our weekly presence/contact prompting [REDACTED]  referrals to date.

Harnessing 3-Way Warm Handovers (WHs): Restart CSOs will, on behalf of both Reed & SC, undertake engaging 3-way WH calls with participants & JCP Work Coaches to promote engagement from the outset. CSOs will sell the benefits of our work-focused Restart contract & how this is tailored to them (e.g. up-skilling support via our Skills Academy). CSOs will answer questions, address concerns & record participant travel needs, internet access & individual/complex barriers, including safeguarding concerns/disabilities. CSOs will record all info on our customer management system (CMS), to be viewed/updated by Reed/SC Keyworker (KW) when the PRaP referral is received, so participants do not have to repeat themselves. On the call, CSOs will allocate a Reed/SC named KW & schedule an agreed date/time for the Initial Meeting (IM) (face-to-face (F2F)), explaining duration/format & documents to bring. CSOs signpost participants to our Restart webpage to view our e-Introduction, visual case studies, local KW Profiles & office maps/travel routes, providing a personable introduction. We will issue Engagement Packs for JCP to provide after WHs (particularly helpful for those without internet access) incl.: a letter confirming IM (with date/time/address added by JCP); service overview; & case studies to promote attendance. Packs will be translated into common community languages (e.g. Urdu in Newcastle). Where WHs are not possible (e.g. due to restrictions) we will obtain participant data from JCP & CSOs will engage as above. 

Evidence: Our WH approach on our DWP NE IPES contract has led us to achieve: an

[REDACTED] Referral to Start conversion rate; [REDACTED] of our Start targets; & [REDACTED] of Initial F2F meetings held & outcome recorded on PRaP within 15 days (DWP, Jan 21). 

Maintaining Engagement from Referral to Start: IMs will be booked to take place

as soon as possible (within 15 working days after referral) to maximise attendance at IMs & maintain momentum, acknowledging that delays can cause disengagement. Using our CMS, we will schedule auto-reminder SMS/calls (24hrs before IMs) to remind participants of: the meeting date/time; office address; KW name; our Restart e-introduction; & our Freephone number should participants need to rearrange/ask questions. If the IM cannot take place within 15 working days (e.g. due to a participant re-schedule), CSOs will conduct ‘keep warm’ activity via telephone calls to maintain engagement & remind them of their upcoming meeting. Where a participant does not attend, KWs record this on our CMS & attempt contact via phone within 24hrs to identify reasons & re-book within 5 working days. All rescheduled meetings will be confirmed via letter if time, &/or SMS reminders, with obligations & consequences of non-attendance reiterated. Where CSOs are unable to make contact, repeated attempts will be made (each day for up to 5 days, via different methods), recorded on our CMS. If a participant fails to attend the IM (more than 3 times) or remains uncontactable with no mitigating factors, KWs may consider mandation (see below).

Evidence: We achieve high levels of voluntary participation for mandatory customers on our [REDACTED]. To date, we have converted [REDACTED] LTU Starts from [REDACTED] Referrals [REDACTED] with very low numbers of compliance doubts raised (DWP, Jan 2021).

ENSURING PARTICIPANTS REMAIN ENGAGED & BENEFIT FROM RESTART via: 

1) A Welcoming & Accessible service: All Reed/SC sites are accessible (< 90 mins on public transport via 44 sites across the CPA, & provide access to rural/coastal areas such as Berwick, Hornsea & Richmond). Our sites were selected based on: transport links; proximity to local services; & Equality Act compliance. All Reed/SC offices will be welcoming & motivating environments with: jobs boards showing the latest vacancies; ‘success tree’ visuals showcasing participants who entered work; refreshments; & WiFi/jobsearch facilities. We will promote financial support to aid participation, e.g. paying travel/care/childcare costs. To ensure participants fully utilise our digital Restart e-Platform (ReP), all participants will receive a ReP induction, the option to use a simplified version of the ReP, & Digital Skills training for those with low/no ICT skills, with the ‘digital divide’ identified as an issue by [REDACTED], especially for long-term unemployed. Where required, we will purchase smart phones/tablets/data for participants to support full participation, or where available, leverage the digital inclusion scheme run by partner, [REDACTED] (provides free phones with 12mths of data/mins). Evidence: Since 2016, our Property Team has set up 70+ new, welcoming sites which promote participant attendance, e.g. Reed’s existing NE&H sites have an average participant Google Rating of [REDACTED]

2) Consistent, Supportive KW: We know 1:1 support & F2F delivery is more efficient than other modes in reducing unemployment length (Journal for Labour Market Research, 2020). Consistent KW support for the full 365 days on programme, with F2F delivery at the core, will motivate & challenge participant behaviours to elicit change needed for work. Reed/SC KWs will deliver consistently across NE&H, ensured via consistent induction/ongoing training & use the same tools/processes incl: 

Optimal KW CASELOAD SIZES (ave. [REDACTED] max. [REDACTED], min. [REDACTED]) which enable KWs to: provide a personalised service tailored to individual participant needs; develop trust/rapport to enable meaningful engagement; & support participants to realise their potential. Our KW caseloads will be consistent across Reed & SC delivery & across NE&H. We have calculated these based on: KWs supporting from PRaP referral to 1st earnings notification (as CSOs undertake pre-referral/in-work activity) & including job re-entry support; & applying assumptions from our delivery of comparable contracts (e.g. off-flows & KW productivity). We have applied DWP’s Caseload methodology to re-affirm our max caseloads & will monitor & review caseloads sizes monthly to ensure they do not exceed our maximum caseload size. Our evidence shows these caseloads are optimal for high quality, tailored KW support which drives outcomes: e.g. our DWP ESF Herts contract (similar customer group to Restart) has achieved [REDACTED] of sustained outcome targets (DWP data, Jan 21) with average caseloads of[REDACTED]

Utilising Reed’s proven, in-depth Diagnostic & Action Plan process, completed at the IM (additional sessions for complex needs) to provide participants with a tangible output & maintain momentum. Our Diagnostic, developed with Behavioural Change Experts, will identify participant strengths, aspirations & barriers to work. Using these results, KWs will co-produce a SMART Individual Action Plan (IAP) with participants, using Motivational Interviewing & support them to identify actions to achieve job goals. 

Reviewing participant progress via: fortnightly 1:1s (F2F or digital, depending on preference/capability); F2F IAP Reviews every [REDACTED] Diagnostic Revisits min. every [REDACTED]; & monthly Caseload Reviews between KWs & their Managers. KWs will maintain participant motivation (e.g. sharing new jobs available that fit their skillset), celebrate successes/distance travelled, & help to overcome setbacks, refocusing IAPs in line with our Participant Progression Strategy (provides caseload progression tools). If needed 3-way calls will be held with JCP Work Coaches to resolve emerging issues.  

Sequencing & navigating support: via our Restart specialist teams (e.g. Employer Services, & Work & Wellbeing), ensuring they receive the right support at the right time. All Restart teams use our CMS to access participant data & view/update case notes ensuring smooth handovers & participants not having to repeat themselves. 

Evidence: [REDACTED] of Reed’s NE WHP participants agreed/strongly agreed that their KW had helped produce a Plan specific to their needs (Oct-2020, 1694 responses). 

3) Varied & Customisable Provision: To ensure our Restart participants remain actively engaged & fully benefit from the service, our Restart programme will offer:

•Multi-strand engagement: Using F2F, telephone, email, video calls & our ReP, with methods tailored to participant preferences (whilst ensuring CSSs are met). Our ReP supplements F2F delivery, & provides locally tailored & 24/7 accessible employability content, with push notifications, job bulletins & KW oversight driving activity. 

E.g. [REDACTED] of Reed’s WHP participants who completed our digital training sessions due to Covid say they would like to participate this way again [REDACTED] responses, Jul-20).

•Tailored Support: In addition to allocating Specialist KWs (below), we will tailor delivery & integrate with specific provision to meet the needs of distinct groups, incl: 18-24s: KWs will: use more text/WhatsApps to maintain engagement; help them gain work experience (e.g. via our partner, [REDACTED, who have supported 100k young people onto placements); & build confidence via referrals to CIPD’s 18-24s Steps Ahead mentoring service. 50+: We will offer Digital Skills training where needed & work with Pensionwise to access financial planning advice. Carers/Parents: We will arrange activities around caring, provide childcare/care support, source flexible jobs, & deliver Budgeting courses. Disability/Health: We will provide access to 1:1/group specialist Health & Wellbeing provision including mental health (MH) support, e.g. as Northumberland CC stated local MH services were ‘stretched’). This provision is popular on our current JETS contracts, as [REDACTED] of participants surveyed stated Covid had worsened their MH (282 responses, Dec 2020). Professionals/Graduates: Executive Coaches will deliver 1:1 coaching to help skilled participants secure jobs to meet their calibre of experience. Ex-offenders: (E.g. we know [REDACTED] has 4,000+ ex-offenders (HMPPS, 2020)), so our MoJ Activity Hubs KWs will train Restart KWs to support ex-offenders’ rehabilitation & work preparation, e.g. disclosing convictions. 

•Participant agency: KWs will assist participants to choose from our range of provision, e.g. our Skills Academy courses. Informed by NE&H LMI/data/stakeholder insight, KWs will help participants to understand local resilient/growth sectors (e.g. [REDACTED]) & make informed choices on Sector Routeways & available jobs sourced by our Employer Services Team. Better Off Calculations also help participants understand the financial impact of job offers. •Integration: KWs will use our existing Route Planner Tool (RPT) (Service Directory, maintained by Integration Managers) to refer participants to services to address barriers & ensure full access to Restart e.g. Durham CC cited infrequent buses in rural areas, so we will refer to Wheels to Work for transport solutions. Since 2018, Reed/SC KWs have used our RPT to make [REDACTED] referrals to 403 local services, incl. EDT & Harrogate Mind. A 2019 independent report found [REDACTED] of our WHP participants felt our support was positively impacted by integration with wider provision. If local support/training to address barriers is unavailable, Integration Managers will source/fund provision (where alternative funding is unavailable) & track impact.

ALLOCATION OF KWs: During WHs, CSOs will allocate a dedicated KW to support participants for 12 months. CSOs will undertake IM booking & KW allocation on behalf of both Reed & SC partners. With access to KW diaries via our CMS, CSOs will book IMs into Reed/SC KW diaries to ensure a centralised/consistent allocation, based on:

Proximity: Participant’s nearest/preferred site (all sites < 90mins by public transport). 

Capacity: Our CMS enables CSOs to view KW availability & select KWs with capacity to take on referrals without exceeding max caseloads. Demographic: Recognising the disproportionate impact Covid-19 has & will continue to have on specific groups, Specialist KWs in each Reed/SC fixed office will support: Young People (YP), who are 2.5 times more likely to work in pandemic affected sectors (IFS, 2020); & Older Workers (50+) as once jobless, they are twice as likely to become LTU than YP (Centre for Ageing Better, 2020). In NE&H we will provide a min. of: [REDACTED]  YP ; & [REDACTED]  50+ [REDACTED] Specialist KWs. Our Specialist KWs will reflect local NE&H need, (e.g. more YP KWs in our 2 Hull sites, as there are 3k+ claimants in this group, Nomis Jan-21), & we will flex FTEs over the contract to meet demand. Specialist KWs will be identified by experience/attributes during recruitment. We will provide Specialist KWs training to further enhance their skills to engage & support YP/50+ via tailored approaches (e.g. social media) & products (e.g. Reed’s YP modules based on best practice from our NEET delivery), driving outcomes for these groups. CSOs will match participants to Specialist KWs during WHs after confirming Date of Birth. Additional KW Specialism: We will train KWs to specialise: family experts Gingerbread will train KWs to support Single Parents ([REDACTED] work in Covid-impacted sectors); Reed’s MoJ contract staff will mentor KWs to support Ex-offenders; & RFEA will train KWs to support Veterans. Recruiting from local areas ensures KWs speak languages reflecting local communities (e.g. Pakistani population in Middlesbrough) as we know from our BAME-specific contracts this increases engagement.

Evidence: We know our Specialist KW approach works, e.g. introducing 18-24 KWs on our WP contract increased performance for the group by [REDACTED] percentage points. 

USING MANDATION: With our experience of delivering mandatory provision we recognise the value of mandation in encouraging participation. For participants where mandation could apply (e.g. UC Claimant, ISWR group), we will make every attempt to engage voluntarily (as above) & only consider this where no options remain. To support fair/consistent decision-making we will develop a Mandation Policy (inviting DWP’s input), with Reed/SC KWs trained via induction/ongoing training & the Policy offering defined KW discretion. Our Internal Audit team will review/sample mandation data monthly at CPA/site/Reed/SC level to assess consistent application. We will maximise attendance & engagement via KWs being supportive to address issues & explaining escalation consequences to participants. Our process incl: 1) Participant commitments/possible mandation explained at WHs & IMs, with a handout in Induction Packs; 2) Only mandating to IMs after repeated engagement attempts (up to 5) via a range of methods, or if participants fail to attend more than 3 times (evidenced via our CMS); 3) Where participants fail to attend/co-operate, KWs will identify mitigating factors (e.g. safeguarding) & meet JCP/participant if possible to resolve issues; & 4) If  no mitigating factors & activity is deemed reasonable, KWs mandate activity in writing

using DWP’s template (given F2F/by post) & raise a doubt via unencrypted email.
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		Question 1.3.3 – Stakeholder Engagement and Local Integration (B)



CPA2a – North East and Humberside 



		



Please describe how you will ensure your service focuses on the needs of the customers in accordance with the priorities and challenges of the contract package area, in order to optimise the achievement of outcomes for individuals.  

 

In line with the specific areas set out below, your examples need to explain how you will work with stakeholders and employers throughout the lifetime of the contract to ensure your service delivery proposal complements existing provision and local strategies. 



Your response must include and address the following:  

· Reference to the different challenges and priorities, including growth sectors of the multiple labour markets across CPA 2a and how these might change over time. These include: The different labour markets in the NE LEP, the new Hull and East Yorkshire LEP, Greater Lincolnshire LEP, York & North Yorkshire LEP and the Tees Valley LEP areas.



· Describe how you will ensure there is adequate engagement and delivery across each of the Labour Markets, whilst ensuring you remove barriers so that beneficiaries can access and obtain an equal offer of support regardless of location and characteristics. The response must ensure it addresses the wide geographical coverage and the multiple challenges. For instance, rural/urban/coastal differences, disadvantaged areas with high rates of worklessness, demographics, existing arrangements, services, programmes/initiatives and access arrangements (transport). 



· How you will define and tackle the employment and skills needs in each of the labour markets within the CPA, in line with each of the local skills and COVID-19 recovery plans and priorities. For example: https://www.businessinspiredgrowth.com/covid-19/a-plan-to-reshape-our-economy/; https://www.humberlep.org/coronavirus/coronavirus-phase-two-delivery-plan/.



· Describe how your provision will meet the needs of beneficiaries in each labour market. Set out how you will address the potential for duplication and how you will ensure that your delivery will complement existing and planned provision, whilst integrating into the employer landscape and growth sectors.  



· How you will work with smaller providers with specialisms that deliver services to a discrete market. e.g. refugees, care leavers, substance misuse etc. Include in your response your understanding of the make-up of the local infrastructure, existing programmes and networks. 



· How you will address current and future challenges to adapt your offer to the changing nature of the cohort as a result of the Covid-19 pandemic, including graduates. Set out how you would work with LEP’s, MCA’s and Local Authorities to ensure the activities and support offered assists future employment opportunities, including: Free Ports, Green Jobs, fast growing tech sector, digitisation and new energy technologies; devolution deal plans and Good Work Pledges. Consideration should also be given to anticipated growth in replacement demand within the adult care, education, hospitality, logistics and other sectors.









		

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 5 sides of A4.  












OUR RESTART OFFER: The scale of the current economic crisis is reflected in North East & Humberside’s (NE&H) sharp claimant increase from 102,635 in Jan-20 to 172,675 in Jan-21 (NOMIS), with 212,000 residents currently furloughed. We recognise Restart will be critical to local economic recovery, identifying high quality jobs in growth/resilient sectors & giving NE&H customers skills & support to access them. Reed has 19 years’ experience working with NE&H customers, employers & stakeholders. We currently deliver [REDACTED]  NE&H contracts incl. DWP’s: Work & Health Programme (WHP), Intensive Personalised Employment Support & Job Entry Targeted Support (JETS); DWP Job Finding Support in York providing rapid, support to unemployed customers impacted by Covid; & an SME export contract for Dept for International Trade. We successfully deliver in rapidly shifting labour markets, e.g. during the pandemic, on NE JETS we helped [REDACTED] (Reed MI, Oct-20 to 12 Mar-21). Using this experience, we designed a NE&H Restart model that responds to the scale of the current economic challenge & will optimise outcomes. Our offer is designed to rapidly adapt to local needs during Restart’s lifetime as labour markets recover. It will be responsive to: Local Challenges & Priorities e.g. Specialist Key Workers (KWs) to support young people, given the 160% increase in claimants aged 18-24 in York & North Yorks (Jan-20 to Jan-21, NOMIS); Employer/Sector Needs: e.g. Transferable Skills Assessment & Workshops for those working in sectors impacted by accelerating automation due to Covid/Brexit (cited by Sunderland Council); & Customer Barriers/Needs: e.g. we will fund IT kit & data to address lack of IT equipment/poor connectivity, cited by [REDACTED] Our NE&H SUPPLY CHAIN (SC): Reed delivering in Gateshead, Newcastle, Durham, N Tyneside, N & E Yorks, Hull, York, & Ashington, Morpeth, Bedlington & West areas of Northumberland. Our SC comprises 6 established NE&H partners, all currently delivering local employability support: [REDACTED] will deliver in Blyth, Alnwick, Cramlington, Berwick; [REDACTED] will deliver in South Tyneside; [REDACTED]  will deliver in Middlesbrough, Redcar & Cleveland, Hartlepool; [REDACTED]  will deliver in N & NE Lincs; [REDACTED] will deliver [REDACTED] of Sunderland; & [REDACTED] will deliver in Darlington, Stockton-on-Tees, & [REDACTED] Sunderland. Selection criteria included: local delivery expertise; stakeholder/ employer links; performance; innovation; social value; & infrastructure (e.g. [REDACTED] NE&H employer links). Reed will work with JCP to manage Restart referrals & Warm Handovers, & Reed/SC will deliver the end-to-end journey from Initial Meeting to Outcome/Completion. Each customer will have a dedicated KW to provide 1:1 IAG & tailor & sequence our interventions (e.g. employability/sector routeway training, interview prep, job search) detailed in an agreed, work-focused Action Plan to secure job outcomes for customers.

DYNAMIC & RESPONSIVE STAKEHOLDER & EMPLOYER ENGAGEMENT: Our NE&H Restart Director (RD) is accountable for ensuring we work collaboratively with stakeholders to support their objectives, sharing our resources & expertise to benefit customers & support economic recovery across each LEP. They will own our NE&H Stakeholder Engagement (SE) Plan (includes employers), refreshing it monthly to respond to changing local priorities & chairing CPA-wide Local Engagement Meetings with JCP, DWP, LEPs/CAs, LAs & skills providers (a DWP requirement). Our RD will be supported by: [REDACTED Reed & SC Senior Operations Managers (SOMs): who will oversee sub-regional delivery (e.g. [REDACTED] SOM); [REDACTED Reed & SC Operations Managers responsible for offices in each locality & will engage JCP (e.g. via regular briefings to Work Coaches) & attend sub-regional/local strategic meetings. Key strategic partners (CAs/LAs/LEPs) will be allocated a Reed & SC Partnership Manager (PM) ([REDACTED FTEs), dedicated to coordinating integration (e.g. aligning with Sunderland LA’s work with Anchor Institution employers; & engaging with local Recovery Boards). All Reed/SC staff will report monthly on engagement meetings & provide monthly updates to inform our quarterly Restart Quality Improvement Plan (QIP) used by the RD to update & refresh frontline delivery to reflect local priorities.

CHALLENGES, PRIORITIES & GROWTH SECTORS: Using data from our NE&H contracts, engagement with 33 NE&H stakeholders specifically for Restart & wider data/research, we have identified current growth sectors in each NE&H labour market: NE LEP: Told us 22,000 of their ‘more & better jobs’ are likely to be in construction. LAs emphasised large-scale opportunities, e.g. Gateshead Council cited Gateshead Quays’ 1000+ jobs. Using our experience supporting [REDACTED, we engaged CITB to inform our [REDACTED] CITB emphasised employers value work placements so customers demonstrate commitment (in response we will build this into our Routeways, wherever possible), & will work with [REDACTED] Managers to pipeline jobs. We also have referral agreements with local construction training providers (e.g. Resources NE & TRN). Greater Lincs LEP: Is the UK’s largest food producing region & the LEP outlines the agri-food sector will double its contribution to the economy by 2030. To upskill customers, we engaged [REDACTED] for Food & Drink, & have agreed access to their ‘Food & Drink Passport’ skills offer. The Food & Drink Federation (membership body) has also agreed to promote Restart & our offer to their 300+ employer members, supporting Reed/SC to generate vacancies. Tees Valley LEP: Tees Valley Strategic Economic Plan identifies logistics as a growth sector, currently employing 17,400 people. On NE WHP, Reed has already created successful Sector Routeways with [REDACTED], with training & guaranteed interviews. We are developing a Living Wage Apprenticeship pathway with Amazon, with them sharing interview questions with our local teams so KWs can prepare customers. To upskill customers we have agreed referrals, e.g. to HST’s AEB-funded warehousing, forklift & HGV courses. York & North Yorks LEP: Highlight opportunities in zero carbon & Green Jobs sectors. Our Employer Services Team will source suitable roles (e.g. electric vehicle manufacturing), bringing best practice from NE JETS where we have partnered with [REDACTED] to recruit for Britishvolt’s [REDACTED] (agreed to ringfence [REDACTED] of [REDACTED] jobs for Reed & SC JETS customers). Hull & East Yorks LEP (from 1st April): Hull City Council highlighted their low-skilled economy (e.g. in fishing & manufacturing), & Humber LEP told us East Riding’s labour market has been affected by reduced tourism. KWs will support customers moving from declining sectors to complete a Transferable Skills Assessment to identify skills relevant to growth/resilient sectors. Using this approach, we supported NE JETS customers from the tourism sector into phone-based customer service roles with Sitel (e.g. 111 Call Handlers), EE & BT.

As growth sectors will continually evolve over Restart’s lifetime, Reed’s Head of Employer Services (NE&H-wide) will refresh & update our SE Plan (includes employer engagement), monthly. To generate vacancies & optimise customer outcomes, we offer employers: a fully managed free recruitment service; a designated contact to build a long-term relationship; & Organisational Skills Analysis to help employers address long-term skills gaps. Our Employer Services Team includes: [REDACTED Reed Sector Account Managers (SAMs): Will target medium & large NE&H employers to secure high-volume vacancies. Each will focus on 1-2 priority sectors (e.g. logistics & food production; construction & green jobs), which will change over Restart’s lifetime, in line with regional sector growth. SAMs will work with [REDACTED Reed & SC Skills Academy Managers who will identify skills training matching employers’ needs, & work with our Curriculum Team to create Sector Routeways in consultation with employers & sector bodies to upskill customers. [REDACTED Reed & SC Local Recruitment Consultants (LRCs): Work closely with KWs to target local SME employers/roles that match customers’ skills. LRCs coordinate employer screenings, assessments & interviews. Customers can drop into our 28 Rapid Recruitment Centres with PCs, phones, job boards & 1:1 LRC support. [REDACTED Reed Employer Engagement Managers & Executives: Form a sales team (based in York), focused on high-volume employer engagement to generate leads for SAMs/LRCs. [REDACTED Reed Labour Market Analyst (LMA): Will continually review sector/skills/labour market data to identify trends/projections to adapt delivery in line with labour market changes. They will disseminate labour market information (LMI) to Reed & SC staff & stakeholders (e.g. LEPs) via monthly Sector Briefings.

TO ENGAGE & DELIVER WITH AN EQUAL OFFER OF SUPPORT across NE&H, we have used Reed & SC’s understanding of challenges/needs from our extensive NE&H delivery experience & local engagement (e.g. Northumberland CC highlighted transport challenges, especially travelling from East to West of the County). We also used travel pattern & ward level claimant data analysis to develop our property strategy. As accessibility is vital to engagement, we will have 28 fixed & 16 outreach sites (all Equality-Act compliant) covering NE&H areas that are: rural (e.g. Hawes in Richmondshire); coastal (e.g. Redcar); & urban (e.g. although customers can travel to Newcastle within 90 mins’ max travel time, we know from experience a local Gateshead office will better engage these customers). Our urban sites are near: places people already access (e.g. [REDACTED] Darlington site is 450m from JCP); & areas with high worklessness (e.g. Reed will have two fixed sites in Hull, the 4th most deprived LA in England (IMD, 2019)). In rural & coastal areas, we will align KW face-to-face support with public transport timetables. Where this is infrequent/non-existent, we have agreed partnerships with local travel schemes, e.g. Ryedale Community Transport, & Wheels 2 Work (Durham). We will pay for customers’ travel to interviews & our face-to-face support, including taxis if required. SAMs will promote employer travel initiatives, e.g. [REDACTED] Amazon’s Spennymoor bus route in County Durham. We will work with ACRE (Action with Communities in Rural England), which represents Community First Yorkshire, Tees Valley Rural Action & Durham Community Action, to help refine our approach to ensure outcome parity for rural customers. To ensure an equal support offer, regardless of location/characteristics: • A consistent model will be delivered by Reed/SC everywhere (ensured by standardised training, processes, tools & caseloads); • KWs will help solve customers’ barriers, e.g. Travel Planning IAG to improve confidence; • We will use digital delivery (e.g. Teams video calls) to supplement, not replace, our face-to-face offer; & • Will facilitate personalised support to remove barriers to engagement e.g. BSL interpreters & funding registered childcare. 

To ensure an agile & responsive approach to DEFINING & TACKLING EMPLOYMENT & SKILLS NEEDS IN EACH LABOUR MARKET, our RD will update the QIP monthly, reflecting customer support & skills/training needs in line with local skills & Covid-19 Recovery Plans. Our Integration Managers (IMs) & Skills Academy Managers will develop partnerships to fully integrate Restart within local AEB delivery, e.g. Humber Learning Consortium has invited us to attend the Primes Partnership Group to align delivery, which will be attended by our IM if successful. Low Skills: We know this is an issue across the CPA. North of Tyne CA’s (NTCA) AEB Strategic Skills Plan states employers report basic skills gaps in English/Maths impede progression. 15% of Middlesbrough & 13% of Redcar & Cleveland residents have no qualifications (ONS 2019) v. UK average of 7.7%. We will refer to local AEB-funded English/Maths courses, e.g. Hull College & Newcastle College. Where this is not available or there are long waiting lists, we will pay to fast-track customers to access English, Maths & ICT delivered by our provider, Let Me Play. KWs will also signpost customers to local AEB-funded sector training, e.g. HST’s construction/HGV courses in Stockton & Newcastle; & NGTC’s Spectator Safety & SIA courses (linked to jobs at Newcastle, Middlesbrough & Hartlepool football clubs). Skills Gaps: Reed/SC Skills Academy Managers & [REDACTED] Trainers will work with SAMs/LRCs & Reed’s Curriculum Team to design/deliver Sector Routeways to meet NE&H employer/sector needs. Our Routeways will support customers to: understand the role/sector, complete accredited training, undertake a placement & attend a guaranteed interview. These will be co-designed with sector/employer bodies to equip customers with in-demand skills (e.g. Skills for Care informed our Care Routeway, as we know there are c5,000 care vacancies in NE alone (Skills for Care, 2020). Informed by SAMs, LMI & employers, our Curriculum Team will develop new Routeways in line with emerging sectors. Reed/SC Trainers also deliver a range of internal employability courses (e.g. Interview Skills); & self-employment (SE) training for those who opt for this route, with KWs providing tailored advice (e.g. on Self-Assessments) & refer to SE existing provision.

TO ADDRESS THE NEEDS OF BENEFICIARIES IN EACH LABOUR MARKET, our Continuous Improvement Team & OMs will analyse customer data, & customer & stakeholder feedback monthly to identify emerging needs & adapt our offer. Building on our existing relationships with [REDACTED NE&H referral partners, we have engaged local services who will provide complementary support to Restart customers & mapped eligibility criteria, referral methods, & provision end dates, e.g.: Mental Health (MH) & Debt: The pandemic has increased demand on local services. Northumberland CC described MH provision as “stretched”, & SC partner, Sunderland North Community Business Centre (a foodbank referrer) stated “foodbanks are heavily subscribed”. Solutions: We have agreed referrals with local MH services to support customers with depression & anxiety (e.g. Harrogate Mind) & will continue to work with local debt services (e.g. Community Money Advice Durham). KWs will also refer customers to Reed Wellbeing (support to manage physical & MH) & Working Minds (series of 5 sessions for customers with moderate MH needs, e.g. bereavement & relationship counselling). Youth Unemployment: 18-24s have been disproportionately impacted by Covid-19, making up a high proportion of the NE&H claimant count, e.g. 26% in Richmondshire & 21% in Stockton-on-Tees & Hartlepool (ONS, Jan-21). This was reinforced by stakeholders, including [REDACTED] (who support young people (YP) in Tees Valley), & Hull Council where youth unemployment has risen by 76% since Mar-20. Solutions: Using our experience supporting 200,000+ YP we will: provide increased intensity of support via different methods (WhatsApp, Text) to maintain engagement; using customers’ date of birth, refer 18-24s to Specialist KWs trained to support YP; & support LA tracking of ‘unknown’ NEETs. Reed is a member of Movement to Work (employer coalition focused on resolving YPs’ barriers to work) & will refer to their work placements. We will align with/not duplicate existing provision, e.g. Youth Hubs in Hull & N. Tyneside. Lack of Digital Skills/Access: 9% of NE residents are completely ‘offline’ (Lloyds Digital Index, 2020). Durham CC & NE LEP highlighted the ‘digital divide’, with residents lacking skills to apply for jobs digitally. Northumberland CC cited the cost of broadband/digital equipment as a barrier. Solutions: To avoid duplication, we will refer to AEB-funded training (covering digital skills guarantee), e.g. Learning Curve’s L1 Digital Skills. We will signpost customers to the government’s Skills Toolkit digital courses (incl. email, creating/improving CVs). If there are gaps in provision, Reed/SC in-house Trainers will deliver tailored face-to-face Digital Skills training. To address financial barriers, we will fund smartphones/ tablets/credit/data, where not covered by schemes e.g. NTCA’s Digital Inclusion Fund. 

WORKING WITH SMALLER PROVIDERS, LOCAL SERVICES & AVOIDING DUPLICATION: We will complement local services & work with smaller providers through: •Our SE Plan, with clear responsibility for engaging local/strategic NE&H stakeholders to add value, facilitate referrals & avoid duplication (e.g. [REDACTED asked us to align with their local Employment Hubs & DWP Innovation Pilot provision). •Our existing Route Planner Tool (RPT) is an online service directory within our Customer Management System. It will be used by Reed/SC IMs to map pathways with local services, enabling KWs to refer customers & track impact. Our RPT currently has [REDACTED]  NE&H providers, including smaller providers, e.g. Tees Valley Centrepoint (care leavers) & Middlesbrough Recovering Together (substance misuse), & has facilitated 6,013 customer referrals since 2018. On award, we will add our SC’s links into the RPT, e.g. [REDACTED]  Impact on Teesside (talking therapies). •Reed & SC Skills Academy Managers will integrate training & skills provision (e.g. agreed referrals to North Lindsey College’s AEB training). •SC partner, Reed Wellbeing will deliver health & wellbeing interventions (e.g. anxiety management) & support health provision integration (e.g. NHS IAPT teams) identifying alternative support to address gaps/waiting lists. •Reed/SC IMs will continually update our RPT to support local service integration (e.g. with support for care leavers & refugees) throughout Restart’s lifetime. IMs will map/add new providers & pathways, for skills, health & local services in response to emerging customer barriers/needs. IMs will also identify provision that cannot be accessed on a funded basis (or where gaps/long waiting lists exist) that we could fund. Where appropriate, IMs will invite small providers to deliver from our sites free of charge. •Promoting existing programmes, e.g. our LRCs/SAMs will signpost SMEs to Skills Support for the Workforce’s fully funded training to upskill employees. •Participating in existing employment/skills forums, e.g. Reed attends Newcastle City Council’s Active Inclusion Meetings; & Humber LEP invited us to present at their Skills Advisory Network to coordinate activity. We will establish additional forums (in consultation with strategic stakeholders), where they do not exist or would add value.

ADAPTING OUR OFFER: Our employer engagement/skills approach will remain flexible & dynamic in responding to sectoral changes across & within NE&H. Our PMs & SAMs will track local developments & identify opportunities/employers to source new jobs, e.g. Freeports in Humber/Teesside; Darlington’s Treasury North; & Green Jobs. Reed & SC SOMs will hold internal Future Outlook Meetings on a sub-regional basis (monthly for the first 12 mths, then quarterly when labour markets steady) to consider changes (informed by our LMA) to adapt our employer & sector engagement. This enables us to quickly adapt in line with high levels of anticipated replacement demand across NE&H, including in health, education, hospitality & logistics. E.g. Health is NTCA’s largest sector accounting for 62,000 (17%) of jobs. To prepare customers to fill these roles, we established links with NHS Employers (representing NHS Trusts) to provide access to job pipelines. Future Outlook meetings will be informed by input from local employer/sector bodies (e.g. Chambers of Commerce), & stakeholder insight (e.g. [REDACTED identifies health, manufacturing & energy as sectors offering more & better jobs). In response we will identify changes to optimise outcomes e.g. create a new energy Routeway for Smart Meter Installers, or introduce new SAMs, e.g. for tourism, as the economy recovers. To update KWs on new sectors, our SAMs/LMA will develop monthly Sector Bulletins on live jobs/skills in demand (based on LMI/employer input). Using these & National Careers Service data (e.g skills, salaries & job profiles), KWs map customers’ transferable skills & focus job search. Applying our recent research to identify effective ways to support customers in rural areas, we have ring-fenced £1m for NE&H Innovation Pilots working with partner ACRE, NE&H stakeholders & anchor employers to pilot transport solutions to help customers access jobs. Local engagement indicated changes in customer cohorts, e.g. Hull College stated an increase in workless graduates/managers; & N. Tyneside Council cited many unemployed 50+ adults with retail backgrounds. To provide targeted support to professionals/graduates, our Executive Coaches will deliver 1:1 coaching to help them secure roles to meet their calibre of experience. We will provide Specialist KWs for customers aged 50+ (1 per fixed site), identified during recruitment & receive specialist training. Monthly, we will: analyse customer data at LA level on barriers, skills needs & demographics to identify how to flex delivery to meet needs; review findings; update the QIP; & reflect changes in frontline delivery e.g. increased 18-24/50+ Specialist KWs in specific sites. To support Good Work Pledges, we will target employers who pay the Real Living Wage, invest in staff training & are socially responsible. Reed/SC will sign Good Work Pledges (e.g. NTCAs) & promote them to NE&H employers.
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		Question 1.3.4 – Performance Rationale





		Please outline the rationale for the Performance Offer as outlined in the Contract Cost Register (CCR)



Your response should:



· Clearly identify and explain any assumptions, used to develop your Performance Offer including any research (such as on UK employment programme evaluation), evidence and/or experience from relevant past delivery which underpins your Performance Offer.



· Describe how you will proactively manage the achievement of performance levels and customer service standards as detailed in section 4 of the Specification or outlined within your response below, by you and your supply chain, including the frequency and level of detail of monitoring activity and trend analysis.



· Identify how you will act on any findings including how you will develop and implement effective solutions to correct failures to meet performance levels and customer service standards in a timely manner and ensure that it does not re-occur, for both you and your supply chain (where applicable).



· Explain how you will proactively engage with the Authority to notify us of any issues and remedial actions rather than waiting for scheduled review meetings.



· Outline how you will work with other providers, across all Restart contracts and supply chains to share best practice and lessons learnt, embedding a culture of collaboration and innovation to improve performance and customer experience.



· Identify the three main risks to achieving your stated performance level in the CPA, how you plan to mitigate these risks and why you think these approaches will be successful.



· 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.





		

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.  





































We developed our NE & Humberside (NE&H) Tender Performance Level (TPL) of [REDACTED] using a bottom-up approach, evidenced by statistical analysis, & agreed with Supply Chain Partners (SCPs). Since 2017 we have invested in a high-performance culture, e.g. via management academies (completed by [REDACTED] staff) & improved MI. This has resulted in performance improvements on existing programmes [REDACTED]) & high performance of new contracts (e.g. we are achieving [REDACTED). We are confident our TPL is deliverable [REDACTED] & [REDACTED]. To ensure we perform at a level to achieve our TPL from day 1 we have invested in pre-award activity including: advertising go-live roles from 22/02/21 & holding first interviews; development of our e-Booking System & Restart e-Platform; pre-ordering [REDACTED] staff PCs to mitigate Covid-related delays; securing draft licence agreements for go-live serviced offices; & agreeing a dedicated Restart recruitment team of [REDACTED]  FTE.

To develop our TPL we used: Assumptions: We used our Work & Health Programme (WHP) contract & DWP ESF contracts in Cambs & Herts to develop our offer as they are current, include our latest systems/products & work with similar customer groups. We took an average of performance with completed cohorts to ensure performance was achievable on Restart. Research & evidence was focused on the NE&H economy to assess the impact of Brexit/Covid & current labour market instability, reviewing variances in economic forecasts to come to an informed view of the impact. Sources included: International Monetary Fund; CIPD; Office of Budgetary Responsibility; University of Leuven’s Sector Analysis of the Impact of Brexit (2019); Bank of England (BoE) Decision Maker Panel jobs data (Feb 21); ONS earnings & employment data; & LEP plans/data, e.g. York & North Yorks LEP’s ‘Plan to Reshape our Economy’ report, Oct 20. We used our analysis: to project jobs growth/decline, e.g. manufacturing accounts for 19% of jobs in Humber, but is forecast to lose 5% in 2021 (BoE, Feb 21); to identify growth sectors to inform our sector approach; & for wage data to inform our TPL. We also reviewed evaluations of UK employment programmes, to inform our service design to maximise outcomes, e.g. the most successful programmes use work placements with private sector firms (IES 2020) so we have included sector routeways with placements embedded. We used our delivery experience & understanding of how programme design impacts performance, to design a Restart model that invests in interventions aligned to current labour market conditions & customer needs maximising outcomes. MI from our existing contracts helped us assess the impact of the products & training in our Restart model (e.g. our Restart e-Platform) on outcomes. [REDACTED] (see Appendix 1).  

We will manage Performance Level (PL) & Customer Service Standard (CSS) achievement using our Performance Management Framework (PMF) which is adaptable to Restart PLs/CSSs & uses our Customer Management System (CMS) & Power BI to analyse trends/track daily performance. We have built management ratios of [REDACTED (local delivery staff: Business Manager (BM)) to ensure performance oversight & the correct level of management resource. We have determined these ratios to be the most appropriate based on: the role of the BM & their optimal managerial span being between 8 & 10 direct reports (McKinsey, 2018); & similar ratios on our extended DWP ESF contracts that have achieved [REDACTED] of contract to date sustained job outcome profile. We have built monthly cohort outcome profiles to establish individual & contract KPIs that will drive performance management: Contract: BMs & Customer Service Managers: monitor team performance; analyse MI & review HMRC earnings data to inform our outcome pipeline, reporting data weekly to Ops Managers (OM), Senior OMs (SOM) & Restart Director (RD). RD has weekly calls with our Managing Director, Ops Director & Finance Director to update monthly forecasts. They formally report performance to our Board at monthly Risk Assessment Meetings which allow our Board to: analyse 50+ indicators covering performance, quality & CSSs (e.g. [REDACTED % completing diagnostic assessment in 8wks) & finance & governance (e.g. staff ratios); & agree remedial actions if required. Individual: BMs manage Keyworker performance via: daily team meetings & MI analysis; weekly 1:1s; monthly Caseload Reviews to manage against KPIs, analyse caseload progress & monitor/manage caseload sizes (to stay under agreed max); & quarterly observations. Customer Service Managers manage Customer Service Officers on KPIs (e.g. call response times) using team & 1:1 meetings & CMS MI. Managers have formal monthly reviews with their line manager. SCPs: We will agree KPIs/PLs/CSSs & cohort profiles with SCPs who will use the same delivery model, quality & performance management processes, & staff structures (with agreed staff numbers to maintain caseload sizes/management ratios). Reed & SCPs use CMS reporting to review performance daily. SC Managers manage SCPs against PLs & CSSs via: daily catch-ups; weekly calls; monthly Contract Performance Reviews (CPRs) to review performance against KPIs; quarterly site observations; & Quarterly Service Forums to share best practice & address any performance issues. To incentivise high performance among SCPs, we will pay for performance achieved, regardless of the overall contract performance (e.g. if a SCP delivers performance within the accelerator threshold, we will pay them accordingly, even if overall contract performance is outside of the threshold).

On our Cambridgeshire DWP ESF contract we introduced Caseload Reviews in Mar-18 which increased short job outcome performance from [REDACTED] of profile to [REDACTED]  in 5mths (now [REDACTED]  On WHP using a consistent delivery model, staffing & caseloads has supported us to consistently achieve service standards across Reed & SC.

Correcting underperformance: Identify: SOMs/OMs will analyse CMS MI weekly (BMs daily) to monitor performance/identify trends, focusing on key metrics e.g. job entries, & early indicators of performance [REDACTED]. MI is discussed by BMs/OMs weekly & action taken if issues are identified, to minimise or eliminate impact. Contract: RD, SOMs & OMs identify underperformance reasons & develop a Performance Improvement Plan (PIP) with actions, timescales & improvement targets. RD reports PIP progress weekly to our Board. Individual: Managers identify reasons, agree an individual PIP & review progress daily. If poor performance persists after 12 weeks, a disciplinary warning is given & further support agreed. Continued poor performance results in termination of employment. SCPs: SC Managers (SCMs) use MI to identify performance issues early & take action. If a SCP underperforms, SCMs issue a Service Improvement Notice (lasting up to 3 months) outlining required improvements, & support development of a Service Improvement Plan. SCMs provide support to achieve required improvements & review progress in support calls & CPRs. A Default Notice is issued if under-achievement persists which if not remedied in 20 days, results in termination & triggers contingencies (with DWP approval) e.g. realigning market share between existing SCPs. Addressing Tender Assurance Risk (TAR): Once PIP actions are tracked to completion & performance improves, our RD/SOMs work with our Continuous Improvement (CI) Team to prevent underperformance re-occurring. To ensure learning is embedded across the CPA & over the contract lifetime RD/SOMs & our Head of CI will reflect improvement actions in our Restart Quality Improvement Plan (QIP). SMART QIP actions will be monitored quarterly & reviewed at Risk Assessment Meetings to prevent reoccurrence. Strategic Projects: If underperformance is identified at a contract level, the Board will initiate a service review & our CI Team will undertake Root Cause Analysis of specific performance & quality issues & identify & measure improvements which impact long term delivery. All improvements from CI activity will be fed into our PMF to ensure new processes/products/activities are embedded in our delivery to prevent re-occurrence.

 [REDACTED]. 

Engaging with the Authority: RD will be DWP’s point of contact & agree reporting outside of review meetings to ensure comms are proactive & clear. This will include sharing profiles, pipeline information & processes for sharing MI & timely production of performance returns. We will be transparent & open, engaging DWP early to raise any performance concerns, working collaboratively to address issues before any underperformance occurs. If it does occur, the RD will proactively inform DWP, proposing remedial actions for agreement. Once actions are implemented, the RD will update DWP on the resulting impact on performance/how we will prevent recurrence. 

Best Practice & Collaboration: We are committed to working with DWP & providers to achieve Restart Critical Success Factors & build an evidence base to support Restart evaluation & inform future programmes. We take a ‘one team’ approach with our SCPs, sharing ideas & jointly identifying improvements. To support rapid implementation, we will work with the Institute of Employability Professionals (IEP) to share our candidate pipeline with providers in other CPAs to aid recruitment. We have proposed to DWP a collaboration project for all bidders post-submission to agree common Restart datasets to support best practice/trend analysis. We have budgeted [REDACTED] to fund Innovation Pilots to address new/emerging NE&H priorities & will share learning with DWP/Restart primes. We are exploring working with ERSA/IEP on a CI partnership to pilot new ways of working. We have experience of leading CI workshops & projects for providers & DWP primes, e.g. in 2020 we led primes in development of a DWP Employer Portal to co-ordinate employer engagement/promote WHP.

Performance Risks: 1. Volumes: If higher than expected it could dilute our model & make interventions less effective. Mitigation: HR will develop a recruitment plan based on monthly referral forecasts to ensure resource is in place & trained on time. To support our HR team we have agreed a contract with Reed Talent Solutions (RTS) for a dedicated Restart recruitment team ([REDACTED] FTE for go-live recruitment), which will be able to flex to meet demand. RD/SOM/OM will monitor volumes weekly/monthly & analyse trends. If referrals are higher than forecast our HR & RTS teams quickly recruit additional Keyworkers (av. time to hire is 18 days), to maintain caseload sizes & service quality. Evidence: In the 6 months before lockdown (Oct 19-Mar 20) our 6 DWP ESF contracts managed [REDACTED] of target referrals using this approach (DWP MI Jan 21) whilst achieving [REDACTED]  of profiled job entries (internal MI). 2. Economy: Impact of Brexit/Covid is higher than predicted resulting in fewer jobs, lower wages &/or reduced hours. Mitigation: Our Restart Employer Services Team (EST)([REDACTED] has Local Recruitment Consultants embedded with delivery teams to ensure vacancies are aligned to customer needs. A central engagement team will generate employer leads, build routes into key growth sectors/analyse economic data to respond to labour market shifts. Addressing TAR: Evidence: Our EST helped us achieve [REDACTED] job entry rates with long-term unemployed participants aged 25+ on Work Programme (Reed MI, Dec-19), & we have further enhanced our EST for Restart (e.g. building in a Labour Market Analyst/Sector Account Managers). 3. Supply Chain: SCPs will deliver [REDACTED]  of Restart in NE&H. Poor SCP performance risks meeting the TPL. Mitigation: Using our SCP selection & due diligence processes we selected high-performing SCPs, e.g. [REDACTED]  achieved [REDACTED]  job outcomes on their CPA 5 NE WP contract. We will have 2 SCMs & 2 SC Execs to support & drive SC performance via the PMF described above. Evidence [REDACTED].
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		Question 1.3.5 – Quality, Management and Assurance of Provision





		Please provide a detailed description of how you will ensure the quality of service delivery through your management practices and those of your supply chain/ delivery partner(s) (where applicable).  



Your response should as a minimum:



· Explain how you, and your supply chain/ delivery partner(s) (where applicable), will monitor and manage the quality of provision to ensure that the standards set within the Specification and your tender will be met from the start and throughout the life of the contract across the whole Contract Package Area. 



· Describe how you, and your supply chain/ delivery partner(s) (where applicable), will handle complaints and act on any findings including details of procedures, timescales, escalation routes, how participants will be made aware of these procedures and how you will ensure the impartiality of any decision makers.



· Clearly explain how you, and your supply chain/ delivery partner(s) (where applicable), will accurately track and monitor the progress of each participant on Restart so that you can clearly articulate at any given time where these participants are in your participant journey towards achievement of outcomes.



· Provide a clear explanation of your capacity to manage this provision alongside existing and any future contractual commitments.



· Clearly describe the systems and processes that will be used to provide a robust audit trail of evidence and data collected. This should include but not be limited to attendance records/action plans, participant consent, evidence to support claims for outcome payments.



· 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.





		

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 2 sides of A4.  














We will apply our Quality Management Framework (QMF) across Reed & supply chain (SC) ensuring high quality/consistent delivery across all 24 CPA2a Local Authorities. Our QMF has polices/processes to govern our management practices & is externally validated via Matrix (2019), Merlin “Excellent” (2020), ISO9001 & DWP PAT level ‘Reasonable’ (2019), & is aligned with DWP Code of Conduct & Customer Charter.

Monitoring & Management: Our existing regime, set out in our QMF (adapted to meet Restart CSSs) includes: Clear lines of responsibility: Reed’s Restart Director (RD), reporting to our board-level Operations Director (OD), will be responsible for overall contract quality/compliance & be the key contact for DWP. Operational quality is managed by Reed & SC management: Senior Operations Managers (SOM) oversee the QMF at a sub-CPA level; Operations Managers (OM) manage quality/performance at office level; Business Managers (BM) manage team-level quality; & Skills Academy Managers oversee training quality. Reed’s Risk Management (Compliance, Validation, Internal Audit (IA)), Continuous Improvement (CI), HR & Innovation & Change teams support quality delivery across Reed & SC. Systems: Reed & SC record all data & interactions on our customer management system (CMS). Our CMS links with Power BI (our sophisticated MI system) enabling complete visibility of real-time quality data at contract/office/staff level to support CSS achievement & performance management. Governance: The RD/SOMs/CI Team/Reed Board will hold monthly contract-specific Risk Assessment Meetings (RAMs) to review Reed & SC delivery using a scorecard of performance/quality metrics (incl. CSS actuals vs. target) & identify any issues. SMART improvement actions are sent out within 3 working days, reviewed at the next RAM & completion tracked. Validation & IA: Our Validation Team conduct independent checks of Reed & SC records on our CMS for completeness & accuracy, & ensure CSSs are met, e.g. Action Plan (AP) completed within 8 wks of referral. Issues are fed back to Reed/SC BMs to address immediately with Keyworkers (KW), providing further support as needed, with any recurring issues & solutions explored in Quarterly Performance Reviews (QPRs). Reed’s independent IA Team conduct contract-level audits, visiting a sample of Reed & SC offices to interview & shadow staff to assure process adherence (e.g. to the Mandation Policy) & check key risk areas (e.g. contract compliance). An Audit Report is presented at RAMs, & the RD mobilises staff to implement required actions. Staffing: Reed & SC will use the same job descriptions & assessment criteria to recruit, ensuring consistent staff quals/skills across the CPA to deliver high-quality support. All Reed & SC staff will complete the same Reed-led Restart training, covering: all requirements; quality & performance KPIs/CSSs; role responsibilities; & reporting processes. QPRs will identify individual quality issues & put corrective actions in place. Feedback is collected by Reed & SC via:  Quarterly surveys of employer, stakeholder, & participant satisfaction;  Evaluation Forms for internal & external (Restart-funded) training;  Feedback forms & suggestion boxes;  Staff Satisfaction Surveys; &  Bi-annual participant focus groups. Our CI Team analyse feedback; identify issues/trends; include in a quarterly Quality Improvement Plan (QIP); & help Reed/SC to implement actions. Our CI Team will also support DWP Programme Evaluation. System/process improvements: Wider trends identified via above monitoring/feedback are reported to the CI Team/RD, fed into a CPA-wide QIP, & changes rolled out to Reed/SC & tracked to completion. Learning informs our Performance Management Framework, ensuring quality drives staff behaviour & performance improvement. CI: Our 6-Sigma Black Belt CI Team oversees CI across Reed/SC via: 1) Our routine CI cycle (maintains/improves day-to-day quality) using feedback, MI, internal evaluations e.g. file checks, & best practice from other Reed/SC contracts to identify improvement actions, included in the QIP & tracked to completion. 2) Strategic projects (drive longer-term improvements) using root cause analysis of specific quality/performance issues to identify & implement solutions. Actions with significant impact are shared with Reed, SC & DWP to improve current/future delivery.

Supply Chain: In addition to SC’s SOM/OM/BM roles ensuring internal quality, Reed SC Managers (SCM) (reporting to the RD) will monitor/manage quality of SC delivery, supported by [REDACTED SC Executives. SCMs will use our QMF to assess CSS achievement & ensure consistency (e.g. via SC KW observations). Concerns/improvement areas are raised via weekly calls/monthly Contract Performance Reviews, with SCMs replicating our improvement process if issues arise. External organisations providing training/specific interventions for Restart participants will be quality assured by Reed/ SC Integration Managers (IMs) before being added to our Route Planner Tool in our CMS. IMs will review participant feedback quarterly to maintain a quality provider base. 

Complaints: Reed & SC will have a consistent Complaints process, available in offices, on our website, in Induction booklets & explained at initial meetings. Process: 1) BM investigates & tries to resolve swiftly. Findings/remedial actions are confirmed in writing within 5 working days; 2) If unresolved, Complaint is escalated to OM/SOM to investigate; 3) Escalated to RD if needed, then OD & finally Managing Director (or equivalent SC staff). At each escalation, written feedback is given within 10 working days; 4) If not remedied, participant is advised to contact the Independent Case Examiner. Impartiality: Complaints are never investigated by the subject of the complaint. Stages 2-4 are undertaken by senior staff independent of local delivery. The OD updates the Board at the RAM. Complaint evidence is collated by our CI Team quarterly & used to identify trends/improvements to include in the QIP.

Tracking & Monitoring: All Reed & SC KWs agree SMART APs with participants, with clear milestones & activities that can be tracked/updated using our CMS. 4-weekly AP reviews track individual progress & set new activities (e.g. responding to job goal changes). Re-assessment of the Diagnostic Assessment every 4 months (or more frequent where required) measures distance travelled. Full, live diagnostics, case notes & APs are visible on our CMS, so delivery staff & BMs can track individual progression. AP milestone achievement analysis is provided via our CMS & Power BI.

Capacity: Reed is experienced in managing large scale contracts while maintaining performance/quality on existing services, e.g. during DWP JETS implementation (Aug-Oct 20) we maintained/improved performance on all existing contracts. 100% of Reed & SC delivery roles are dedicated to Restart, only staff in some back-office teams, e.g. Finance, will work across other contracts (& where they have capacity). We have identified some go-live senior management roles that will be filled internally, only where there is a suitable staff member to backfill original roles (due to our investment in staff development/transition planning for Restart). We will then only transfer staff to Restart from other contracts which are ending & roles are no longer needed. Resource levels are constantly monitored by OMs in-line with referrals using our capacity planner tool to ensure our Recruitment Plan remains suitable & sufficient staff will be in place. SC experience in implementation/delivery of similar contracts was assessed at bid stage, & SCMs will monitor SC staffing in weekly calls to ensure sufficient staff to meet referral volumes. Reed Central Support teams will provide Restart resource (incl. for Implementation), & we have expanded teams to provide further capacity for Restart, e.g. additional FTE in our HR & Learning & Development teams. With [REDACTED] Reed Group staff in central teams (e.g. IT/Legal/Property) we can flex our resource to meet demand.[REDACTED].

CMS: Provides a complete audit trail of participant data/evidence/outcomes incl: assessments, APs, provision, attendance & job entry/outcome. Our CMS, integrated with Power BI & PRaP, produces data/MI at contract, Reed/SC office, staff, cohort & participant level, giving our management team complete visibility of real-time quality data. BMs/SCMs use our CMS to conduct file-checks (min. 5 files per KW per quarter) to ensure compliance. All staff are trained in evidence collection/data storage processes. Our Compliance Team separately monitor compliance/quality via 6-monthly audits & spot-checks, agreeing actions with BMs (flowed down to KWs).
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		Question 1.3.6 – Supply Chain / Delivery Partners





		Please provide a detailed description of your supply chain/delivery partner approach, including a rationale for why you have chosen to include, or not, a supply chain or delivery partners.



Your response should include as a minimum:



· Provide details of your supply chain/ delivery partner(s) (where applicable) from day one and through the life of the contract, with supporting rationale for any changes during the contract life.



· Where not using a supply chain, articulate how your organisation will provide all services, from day one and through the life of the contract, with supporting rationale for any changes during the contract life.



· Explain how you will identify, evidence and use feedback to drive continuous improvement through your delivery of this provision and that of you and your supply chain/ delivery partner(s) (where applicable). 



· Explain how you will share best practice and build the capability of your organisation and your supply chain/ delivery partner(s) (where applicable), outlining how you will ensure a balance of risk between your organisation and your supply chain / delivery partner(s) (where applicable).



· 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.





		

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.  



















































Reed has extensively analysed CPA2a (North East & Humberside (NE&H)) demographics, job markets & geography to develop a supply chain (SC) which: has capacity to implement & deliver large volumes quickly; has the capability to meet performance targets from the outset & at scale; & is responsive to local needs. Using our proven SC processes ([REDACTED “Excellent” DWP Merlin Standard, 2020), extensive due diligence & SC management expertise [REDACTED] to deliver high performance. We will adopt a one team approach, in-line with DWP’s Code of Conduct, working collaboratively with our [REDACTED] experienced, locally embedded end-to-end SCPs to maximise outcomes for Restart participants.

Our approach is to build a high-performing, resilient & flexible SC with capacity & capability to deliver quality support from day 1 & develop/grow with support from Reed. We used our proven Make/Buy Strategy to assess our delivery approach. We mapped & analysed programme size/scale against our existing infrastructure & capabilities, & local provider capacity/quality, to determine optimal Reed & SC delivery configuration. We opted for SC delivery where we believe our partners will achieve performance in the geography that meets/exceeds our own. Reed will deliver [REDACTED] of NE&H volumes (covering areas below) & apply our existing delivery experience/management across these areas, which will support a quick implementation & drive high performance from day 1. Our chosen SCPs, covering the rest of the CPA, are all established NE&H providers with detailed knowledge & understanding of local needs & labour markets. We identified our SC via an open Expression of Interest (EOI) process, promoted via: Contracts Finder, industry websites (e.g. ERSA), LinkedIn (2k+ views), our website & existing Partner Network of 700 UK providers; & completed by 109 providers (including 87 SMEs). SC selection used set evaluation criteria, proactively interrogating partner financial/operational resilience via intensive due diligence (e.g. cashflow), providing assurance our SC has the stability, capacity & resilience to implement quickly, & deliver a consistently high quality, high performing service over the contract lifetime. We selected larger providers with capacity for higher volumes (e.g. [REDACTED] & [REDACTED]already work with us in NE&H) & smaller, high-performing SCP (e.g. [REDACTED with the potential to grow with support. Our SC is [REDACTED]SME. SC details/rationale for selection: 

		Provider

		Delivery Location

		% 



		[REDACTED]

		County Durham, Newcastle, Gateshead, N & E Yorks, Hull, York, N Tyneside & Northumberland (Bedlington, Morpeth, Ashington & West areas)

		[REDACTED]



		[REDACTED]

		Darlington, Stockton-on-Tees, Sunderland [REDACTED]

		[REDACTED]



		[REDACTED]

		Middlesbrough, Redcar & Cleveland, Hartlepool

		[REDACTED]



		[REDACTED]

		North & North East Lincolnshire

		[REDACTED]



		[REDACTED]

		Blyth, Alnwick, Cramlington, Berwick

		[REDACTED]



		[REDACTED]

		South Tyneside

		[REDACTED]



		[REDACTED]

		Sunderland [REDACTED]

		[REDACTED]





Our SCPs can demonstrate: High performance: e.g. [REDACTED]; Delivery experience: e.g. [REDACTED]; Financial capacity: e.g. [REDACTED]; Ability to implement: e.g. [REDACTED] fully implemented[REDACTED] in 8 weeks during Covid lockdown, whilst also implementing [REDACTED] of DWP DPS provision, doubling their headcount; Covid-19 resilience: e.g. our Work & Health Programme (WHP) SC (including [REDACTED]switched to digital delivery within 3 days of Mar-20 lockdown; Innovative approaches/Social Investment: e.g. SNCBC delivers heritage, clean & green volunteering routeways to develop work skills; Infrastructure/local partnerships: e.g. [REDACTED]will deliver from 4 fixed sites & are part of North of Tyne CA’s COVID Response.

Training/other support providers: Reed/SCPs will commission services that support outcomes, where funded provision is unavailable & this support cannot be provided through our core Restart offer or local integration (e.g. with devolved AEB provision). Provision will help participants overcome barriers/train for roles in priority sectors. Reed/SC Skills Academy Managers will actively identify training provision to address participant skills needs, logging referral/cost information on our CMS-based Route Planner Tool (RPT) (service directory). They will agree terms with training providers who add value to our Skills Academy & develop skills for local jobs, e.g[REDACTED] accredited e-learning, helping NE&H participants access these jobs. Experienced NHS/public health provider Reed Wellbeing will provide health & wellbeing support across Reed & SC delivery. They will conduct health assessments & deliver 1:1/group health sessions (e.g. to address poor physical health) & manage referrals with external health services, e.g. to Working Minds for specialist Mental Health support. Reed & SC Integration Managers (IMs) will support wider integration identifying other local support services (e.g. housing/debt) to meet participant needs, e.g. [REDACTED]for debt support. By logging details on our RPT, Reed & SC Keyworkers (KWs) can select training/other support services flexibly to meet local needs. Addressing Tender Assurance Risk: We have identified end dates for existing funded ESF/other provision & will highlight this to all Reed/SC KWs through our RPT & regular bulletins. IMs will also share details of replacement provision to ensure participants can access the same type of service.

Changes to SCPs: We selected SCPs to deliver from Day 1 that are operationally/ financially stable, with a track record of high performance & experience delivering similar contracts, to minimise changes to our SC during contract lifetime. To mitigate risk of changes, we: ensured SCPs had a clear understanding of Restart commercial & legal terms from the outset, e.g. we ran webinars on service elements, volumes, CSSs; provided guidance, e.g. on staffing levels, property sizes, mobilisation strategy; & advised on volume sensitivity analysis to support SCPs to calculate & assess risk. Where required, we will advance SC delivery fee payments to help with cashflow/setup costs. Our Finance Team will conduct monthly SCP financial checks to monitor ongoing stability & enable proactive management of capacity/market share. If we need to replace a SCP, e.g. due to underperformance, we will identify the best replacement, considering: a like-for-like provider (suitable contingencies already identified via our EOI process); Reed delivery; or a market share increase for an existing high-performing SCP. Any changes will be agreed with DWP in writing.

Identifying & using feedback: Our DWP PAT Audit (2019) stated “fully embedded systems are in place to capture, analyse & utilise customer feedback”. Our Lean Six Sigma Continuous Improvement (CI) Team oversee our routine CI cycle, identifying improvement actions which are shared with Reed & SC delivery teams to drive CI & deliver DWP’s Critical Success Factor 3. Example: From Feb-Apr 2019, our CI & SC teams supported a WHP SCP to [REDACTED]monthly job entries. The CI Team will identify & evidence Reed & SC feedback via: Quarterly employer, stakeholder & participant evaluation surveys; Training Evaluation Forms; Feedback forms & suggestion boxes; Training/partner feedback; Staff Satisfaction Surveys; & Bi-annual participant focus groups/forums on delivery elements. Using feedback: Our CI Team collate & analyse feedback; identify issues/trends; populate a Quality Improvement Plan; & help implement actions across Reed & SC teams. Our CI Team’s “You Said, We Did” campaign highlights the positive impact of feedback & increases engagement, e.g. in 2019, we used feedback to adapt our Better Off Calculator to make it more user friendly, & Reed/SC staff reported increased confidence in providing benefits IAG. Our SCMs/SC Execs use feedback on SC delivery in monthly reviews to identify improvement areas & manage SCPs against actions.

Sharing best practice & building capability:  Our partner’s state: “Reed is very transparent about sharing best practice” (Merlin 2020, [REDACTED] “Excellent”). We are committed to sharing best practice across Reed & SC delivery to drive quality & CI, e.g. on our NE WHP, we rolled out a SCP’s JCP letter template internally & across the rest of our SC after positive feedback. This has led to improved JCP relationships & alignment of approaches. Our SCMs/SC Execs will be the point of contact for SCPs, providing day-to-day support. Alongside this, Reed & SC will communicate & share best practice via: Joint induction training between Reed & SC staff; Weekly telekit/monthly reviews with SCP management to discuss quality measures, identify improvements & gather/disseminate best practice to drive excellence across Reed & SC delivery; Monthly SC Management bulletins comprising updates on changes to Reed policies/wider legislation, funding opportunities & best practice (e.g. from our Additional Learning Needs champions on supporting those with dyslexia); Monthly LMI bulletin disseminated by our Restart Labour Market Analyst, containing data/ updates on local key/growth sectors to inform delivery to meet emerging needs & drive outcomes; Monthly Safeguarding bulletin updating SCPs on legislation changes & best practice; Shadowing: we will promote mutual shadowing across Reed & SCP frontline staff, in particular where an area of delivery expertise/strength is identified. Shadowing of our staff by a SCP on WHP helped lead to an [REDACTED]increase in their successful in-work support calls; Quarterly Service Forum where Reed & SCPs discuss service trends & delivery challenges, co-ordinate employer engagement & share best practice. We will provide targeted support to help SCPs grow capacity using our Provider Capacity Analysis (PCA) tool in monthly reviews, encouraging SCPs to consider their capacity & areas they can improve capability. Our SCMs/SC Execs will jointly develop a SMART action plan of support with SCPs & review the impact of completed actions. We have a track record of successfully growing capacity/capability of SCPs, e.g. we helped a SCP on our National Citizen Service contract[REDACTED]. One of our SC Execs will also be dedicated to supporting SC capacity/capability building via: providing access to Reed workforce development initiatives for SC staff, e.g. [REDACTED]of Restart staff will attend our Future Managers academy; sharing Reed policies, e.g. our Menopause Policy; social value & staff wellbeing initiatives e.g. free health checks; & giving ongoing practical guidance to support SCPs to achieve accreditations (e.g. Reed will support [REDACTED to achieve their Cyber Essentials Plus accreditation – all 6 SCPs have already attained Disability Confident Level 2 or above). We will also support SMEs in our SC via transfer of any underspent Reed Apprenticeship Levy funds. 

To balance risk between Reed & SC, we conducted extensive due diligence to determine SC operational/financial stability (mirroring DWP’s Financial Capacity assessment), enabling us to select SCPs & determine market share. At bid stage we encouraged SCPs to read contract T&Cs & worked to ensure SCPs understood our delivery model so they could determine true investment levels. On award we will flow Restart contract terms down to SCPs. We have applied our fair, industry standard management fee covering our support to SC whilst allowing them to deliver sustainably. We will pay SCPs for performance they achieve, regardless of the overall contract performance (e.g. if a SCP delivers performance over the TPL & overall contract performance is below). To help SC manage volume fluctuation risk, we will proactively adjust/manage market share between SCPs & Reed, expanding/reducing delivery areas (in agreement with SCPs) whilst remaining within financial/operational capacity. Ongoing transparency via MI reporting & Open Book Accounting allows us to support SCPs to manage risk during delivery. Our 2020 Merlin inspection praised how we “actively reviewed the funding of…contracts [to minimise] risk to Partners”.
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		Question 1.3.7 - Human Resources, Recruitment & Training





		Please detail the human resources (including sub-contractor staff) that you will use to deliver and manage this provision, from day one and through the life of the contract. 



Your response should include as a minimum:



· A clear explanation of the Full Time Equivalent (FTE) number of staff, job title, key responsibilities, relevant skills, experience & qualifications for each role at Appendix 5.



· A clear explanation of how you will recruit to meet headcount profiles and ensure the staff will have the relevant skills or experience, from day one and how their skills will be maintained and refreshed throughout the duration of the contract, including details of training and frequency of this training.



· A clear description of how you will train and retain staff to ensure effective delivery of this provision and satisfactory performance from the start of the contract and throughout its lifetime.



· A clear explanation of how you will manage sickness absences and annual leave during peak times, including contingency arrangements for managing the absence of key staff while maintaining the quality of service delivery and performance levels.



· How you will manage your staffing level as volumes increase and decrease over the life of the contract.



· Include an organisation chart at Appendix 4 (this can be in PDF format and should not exceed 2-pages) to describe your proposed management structure for this provision, including any directly managed subcontractor roles where applicable and the percentage of time that will be allocated to this contract for each listed role.



· 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. 





		

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.  












Reed’s Restart staffing strategy is based on our experience of recruiting employability staff for our successful North East & Humber (NE&H) contracts, including [REDACTED]staff in the last 3yrs. Reed & our 6 Supply Chain (SC) partners will deliver & manage Restart with [REDACTED]staff at peak [REDACTED]. Our management structure can be seen at Appendix 4. 100% of frontline delivery roles will be dedicated to Restart. Only staff in back-office functions, e.g. Finance, will work across other contracts. Our SC will use the same roles, staffing structure, staff ratios & caseload sizes as Reed, ensuring consistent participant support across NE&H. Reed/SC FTE staffing by job title, key responsibilities, relevant skills/experience/quals is detailed in Appendix 5.

Recruit to meet headcount profiles: Our HR team of [REDACTED]is in place & a contract agreed with Reed Talent Solutions (RTS) for a Restart recruitment team of [REDACTED]for go-live (will reduce to [REDACTED]for ongoing NE&H recruitment). RTS will create a recruitment pipeline (from 22/02/21) & hold initial screenings/interviews. We have considered the high demand for skilled employment staff & our experience of successfully recruiting staff in NE&H (e.g. average of [REDACTED] applications for every NE&H vacancy in the last 3yrs). Therefore we: • have increased starting salary brackets to make our roles more competitive & will flex to the higher end of brackets in areas like central Newcastle where salary expectations are higher; • will develop our pipeline of candidates across NE&H pre-award & share with our SC so we are not competing for recruits; • actively promote our ‘refer a friend’ scheme to our existing NE&H workforce [REDACTED]; & • recruit from different sectors (e.g. retail & the visitor economy) using our experience of identifying transferable skills & our proven training to upskill recruits, e.g. our NE JETS Head of Employer Strategy [REDACTED] (Reed MI, Feb, 21). We will conduct extensive activity pre-award: Reed/SC will use the same job descriptions & advertise roles (via reed.co.uk, DWP’s ‘Find a Job’ site, social media, sector websites e.g. ERSA, regional/local press & by collaborating with IEP); screen applications; & complete first interviews (by 23/04/21). Final interviews will begin on award & end by 14/05/21 so any notice periods can be completed (for recent NE JETS recruitment [REDACTED]of go-live recruits had <1month notice periods). Reed/SC will use identical criteria & key competencies to interview & assess candidates. Successful candidates will receive conditional offers subject to vetting per HMG Baseline Standards (DBS). To help participant engagement, we will recruit relatable Keyworkers (KWs) & frontline staff who reflect local communities (e.g. seeking to reflect Middlesbrough’s [REDACTED] BAME rate) & speak community languages (e.g. Amharic in Middlesbrough).

For 28th June ‘21: We have already identified internal candidates for our Restart Director (in place by 10/05/21). Our succession planning ensures deputies are trained & ready to step in so existing contracts are not impacted. [REDACTED Reed Customer Service Officers (CSOs) & a Customer Service Manager will be recruited & inducted by 25/6/21 as contingency for our Restart e-Booking System & to respond to JCP queries.

For 12 & 13th July ‘21: [REDACTED]further FTE ([REDACTED]Reed, [REDACTED]SC) will be recruited & inducted by 09/07/21, incl. [REDACTED] Reed & [REDACTED]SC KWs. We will achieve this using Reed & SC experience of recruiting quality staff quickly at scale e.g. Reed onboarded [REDACTED] JETS staff in 5wks & [REDACTED] in 10wks, & [REDACTED] mobilised [REDACTED]  staff in 4 mths in 2019 across 5 prison contracts. At 13/07/21, our Business Manager to staff ratio will be [REDACTED, providing comprehensive oversight to identify performance issues early, adjust/ improve systems & processes, & ensure all [REDACTED  Reed/SC fixed offices are open & ready to hold Initial Meetings. Similar go-live ratios on our DWP NE JETS contract have enabled us to exceed target starts in the first 3 months. Management ratios will increase over time to our optimum as staff become more experienced & performance improves (see below). The full scope of our service offer will be ready from 12/07/21 before Reed/SC receive the first PRaP referrals, incl. KWs, CSOs, Local Recruitment Consultants, Trainers, & Executive Coaches so we can fully support our participants immediately, engage employers & build on our existing links, e.g. Reed/SC links with all NE&H JCP offices, to achieve high-performance from the start. A full go-live JETS contract service offer helped us achieve [REDACTED]of first earnings profile in months 1-5 (Reed MI, Feb, 21). Our HR & Implementation Teams will monitor & support SC recruitment (e.g. joint assessment days) to ensure recruitment timescales are met. Go-live contingency: We will second Reed Central Support staff with operational experience to fill roles not recruited at 28/06/21, &/or recruit suitable, fully trained, temp staff via RTS whilst recruitment is completed. 

Ongoing: Our NE&H Recruitment Plan, owned by HR, outlines FTEs required, roles & timings of recruitment activity to reach peak staffing (see staffing levels section). RTS will develop & maintain a pipeline of pre-screened candidates & use the above process to recruit staff during the programme lifetime. RTS will have a 30 day target from recruitment decision to job offer (achieved 18 days last quarter) to minimise the impact of staff turnover on participants. This will ensure staff leaving the contract can provide a full handover to new recruits to further minimise disruption. [REDACTED Reed SC Managers will monitor SC recruitment activity & provide support (e.g. ongoing access to our pre-screened candidates) to ensure suitable staff are recruited/trained on time.

Relevant Skills/Experience: We have already identified essential criteria for all Reed/ SC roles (see Appendix 5). Reed & SC selection processes will assess candidates against criteria to ensure recruited staff have relevant skills & deliver a high-quality service from day 1. Our induction course & ongoing training will develop/refresh skills.

All Reed & SC staff complete a full induction led by Reed that will include: • [REDACTED]

Ongoing training ([REDACTED]. Train & Retain: Reed/SC are responsible & ethical employers, e.g.: Reed is on the FT Diversity Leader List 2020, Reed & Triage are Armed Forces Covenant signatories; Reed & 5 of our 6 SC are Disability Confident L3; & Northern Rights is a member of South Tyneside Equality Forum. Reed/SC HR & Learning & Development Teams (LDTs) will support operational staff to train/retain as follows: Train: All Reed/SC staff complete our 2wk induction as above using a mix of face-to-face, remote & e-learning. If required, e.g. due to Covid restrictions, induction can be delivered 100% remotely. Remote JETS induction successfully onboarded [REDACTED] quality go-live staff supporting early target achievement e.g. [REDACTED of target starts months 1-4 (DWP MI Jan21). Reed’s LDT of [REDACTED]staff will be increased to [REDACTED  for Restart, providing capacity to deliver induction to all Reed & SC staff, ensuring consistency of learning & delivery. CPD opportunities for Reed & SC staff include: accredited quals (e.g. Northern Rights’ L4 Employability Practitioner & Reed’s L3 Education & Training) to support staff development, performance, retention (e.g. [REDACTED] Reed staff gained a qual in 2020); management academies which provide development pathways ([REDACTED Reed staff completed in 2020); training bursaries for personal & professional goals; & mentoring/coaching schemes, e.g. [REDACTED]staff coaching programme; & Reed’s Women in Leadership programme supports women into managerial roles. 

Retain: We recognise a risk to retention as NE&H labour markets recover & some staff may look to move role. To address this, we have retention tools that have helped us achieve an average length of service of 3.5yrs[REDACTED] We will provide a free Wellbeing Check for Reed & SC staff to assess health/lifestyle habits & create an action plan. Our SC has similar tools, e.g. [REDACTED] Health Advocates & [REDACTED]virtual headspace sessions, help them achieve combined average length of service of 7.4yrs.

Managing Absence: 30 days’ annual leave/sickness per staff member is built into staffing models, accounting for peak times (Christmas/August). Annual leave (max. 2 weeks) requires 2 weeks’ advance approval. Managers proactively manage absence to keep quality/performance high. If sick, staff must call their manager by 8:30am so cover can be arranged e.g. manager or a free KW covers their appointments. Manager leave is coordinated to ensure cover, longer-term absences are temporarily filled by Central staff with experience. For long-term sickness, caseloads transfer to new/ seconded staff & DWP will be given min. 60 days’ notice of key role replacements. 

Staffing Levels: We use activity assumptions, e.g. intervention frequency, length & format (e.g. 1:1/group) to calculate our required headcount. We use ratios to determine our management structure to support frontline staff to achieve quality & performance standards, e.g. [REDACTED for Business Managers. Staff ratios are based on our current high performing employment programmes & have been fully assessed to ensure they remained appropriate for Restart, e.g. similar ratios on our DWP ESF Cambridgeshire contract helped us achieve [REDACTED]of target sustained job outcomes to date (Reed MI, Jan-21). Staffing increases & decreases with volumes. Recruitment is planned against participant referral profiles at an office level, using historical ‘time to recruit’ data to ensure staff are recruited in advance & trained & ready when needed. Reed/SC staff profile from day 1 to peak (Mar-23) is:

		28 Jun

		13 Jul

		Sep 21

		Dec 21

		Mar 22

		Jun 22

		Sep 22

		Mar 23



		[REDACTED]

		[REDACTED]

		[REDACTED]

		[REDACTED]

		[REDACTED]

		[REDACTED]

		[REDACTED]

		[REDACTED]





Turnover rates for each role are built into our model based on our current NE&H contracts, e.g. [REDACTED]for Business Managers. We will replace leaving staff via the recruitment process above. Operations Managers will monitor referrals against profile & our Recruitment Plan weekly to ensure resource plans remain suitable & sufficient staff will be in place. For short term volume increases, Business Managers adopt temporary caseloads &/or temp KWs are sourced via RTS. Longer-term/larger increases prompt recruitment. Low referrals trigger increased JCP Work Coach engagement via briefing events. When headcount reduces, Reed/SC will support staff to move to other contracts/roles in Reed/SC with redundancies used as a last resort.
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		Question 1.3.8 – Delivery Infrastructure





		Please provide details of the delivery infrastructure you will use to deliver this provision, including details of premises, digital support and any outreach services.

 

Your response should as a minimum:



· Provide details of the delivery infrastructure that you will use for engaging and supporting participants, making sure this in line with paragraphs 2.151 – 2.153 of the specification.  Please note that a full site list is not required but details on how you will identify them and ensure sufficient to meet the Restart specification and your service offer



· Include premises for face to face contact and digital services, and how these meet any legal requirements, including compliance with the Equality Act 2010.



· Please demonstrate how your delivery infrastructure, including where applicable a description of any outreach services you will provide, will ensure that all Participants can access your services within the daily travel limits of 90 minutes each way (as outlined in the specification).



· Please provide details of the digital services you will offer to deliver your provision.  (Digital services includes all non face to face services delivered to customers including by telephone and internet. We would expect responses to focus on the services that will be provided rather than the hardware or software used to provide it although both may also be relevant.)



· Detail your contingency plans should your digital solution or other parts of the delivery infrastructure be unavailable, the timeframes to enact this and how it will not have an adverse impact on your proposal.



· 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.





		

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.  









































To provide full North East & Humberside (NE&H) coverage, Reed & our 6 Supply Chain (SC) partners will deliver from 28 fixed & 16 outreach offices. Our Delivery Infrastructure is based on: • Analysis of Universal Credit claims & furlough scheme take-up to determine likely volumes at local authority level & referrals for each office, e.g. Spennymoor site will likely support [REDACTED]participants, while York site will likely support [REDACTED]; •Clear activity assumptions based on best practice from our 22 years’ delivery experience to determine staff numbers & activity schedules in every site, e.g. 45 mins for each 4-weekly review meeting; •Reed & SC’s NE&H delivery experience to identify the best locations, ensuring premises are accessible & travel times are within 90mins e.g. from existing delivery, we understand travel distances/difficulties in Northumberland so Reed & SC partner Northumberland CC will use 5 fixed & 1 outreach site; •Our track record of high performance that shows smaller offices generate higher outcomes, so we will have multiple offices (e.g. Reed will have 2 Hull sites) to keep total site volumes below [REDACTED]. Our Property Team calculated required sq. ft. for Restart activities, ensuring sufficient space in sites. We have supported our SC with their infrastructure, e.g. providing guidance on sq. ft. requirements for capacity calculations, highlighting implementation expectations/risks, & identifying mitigations.

Meeting specification requirements: Environment: Offices will be welcoming environments supporting participant attendance/engagement e.g. through friendly receptionists in all fixed sites, job boards & ‘success tree’ visuals showing participants who have entered work. Our Property Team ensures sites are maintained to a high standard & issues are resolved quickly via SLAs with local maintenance contractors e.g. same day response. Delivery of Restart across the entire CPA will be achieved via 28 fixed (permanent base) & 16 outreach sites (timetabled presence in partner sites), with at least one fixed site in each County/Unitary Authority. Both site types will be used for face-to-face delivery & remote/digital services. Fixed sites are in central areas of high volume with numerous transport links. Outreach sites are in areas of low volume &/or serve communities over 90 mins from a fixed office (e.g. Kirkbymoorside serves Helmsley & Pickering), ensuring we provide full coverage & parity of access for participants. We will agree a timetabled presence in each outreach site to fit with other provision delivered there & ensure participants know when Restart services are available. We are experienced in delivering from partner sites, e.g. SC partner People Plus previously delivered ESFA skills contracts from their 6 Restart outreach sites in Stockton-on-Tees, Sunderland & Darlington. We will also have a contact centre in Liverpool (based outside of the CPA), where Customer Service Officers will conduct Warm Handover calls & deliver remote in-work support to participants. Accessible: We know office accessibility is vital to participant engagement, & ultimately performance, so we will use more sites than required to reduce travel times to below 90 mins in most cases. Each Reed & SC office is centrally located & we have undertaken a mapping exercise (see below ‘Meeting Travel Limits’) to ensure they are accessible by car & public transport in <90 mins, e.g. SC partner Standguide’s central Grimsby site is 2 mins’ walk from nearest bus stop, serving Waltham (28 mins) & Humberston (35 mins). Sites will be located in high-footfall areas near local services, e.g. SC partner Northern Rights’ South Tyneside site is 400m from South Shields JCP. Our mapping exercise highlighted small pockets of the CPA, with low population numbers, not served by public transport, e.g. Falstone in Northumberland. To accommodate participants from these areas we will pay for community transport/taxis or provide home visits. If DWP cap travel time, e.g. due to a participant’s health, we will arrange to deliver at a local outreach site or arrange a home visit. Facilities in all fixed sites will incl: Rapid Recruitment Centre with wifi & PCs for participant use, telephones, printers & job boards for job search; 1:1 rooms & training rooms; toilets; seating areas; & refreshments. All large training rooms will have capacity to deliver group activities & hold local events, e.g. employer talks, job clubs. Employers will use our facilities to interview participants, supported by Local Recruitment Consultants. Facilities will meet specific needs, e.g. adjustable desks for those with health conditions. All outreach sites have 1:1/group facilities & Keyworkers (KWs) will have remote technology, e.g. laptop/tablet, to enable effective delivery. Reed site availability & suitability will be checked by our Property Team, & SC partners verify site facilities & adherence to requirements with SC Managers/Implementation Team (prior to go-live). Our approach to suitability assessment & enforcing standard facilities requirements ensures every participant receives a consistent, high-quality experience & parity of service/resources regardless of location. Managing Volumes: Reed & SC will operate a phased property solution to ensure implementation speed & to align with profiled volume increases. Reed interim serviced offices, outreach sites & existing SC sites will be ready on 09/07/21 for go-live for face-to-face meetings, providing full coverage within 90 mins travel time. We will transfer delivery to fixed sites (& new SC sites) as they become ready (all sites operational by 01/10/21) to provide capacity for peak volumes (serviced offices have capacity for volumes in months 1-3). We have worked with our SC to map critical sites ensuring they have suitable premises ready for go-live to service volumes & meet the travel time KPI. Reed & SC Operations Managers will monitor volumes. If referrals increase, our Property Team has a network of agents to quickly source new sites. If referrals decrease, we will increase JCP engagement to build referrals. Using multiple smaller sites allows us to flex capacity should volumes decrease long-term, reducing property & ensuring funding is used for maximum participant benefit. 

Meeting Legal Requirements: All Reed & SC sites will be Equality Act 2010 compliant & meet all other required legislation, e.g. Health & Safety (H&S) legislation. Our Property Team manages a portfolio of 143 offices across the Reed Group & has developed a Property Requirements list for site identification & final sign-off for Reed & SC to assess readiness & ensure all legal obligations are met. Any identified issues are addressed before a site is approved for use by staff & participants. Our Head of H&S & Safeguarding ensures all Reed & SC Business Managers understand their responsibilities for day-to-day H&S, e.g. first aiders on site, & they conduct office risk assessments (annually or more regularly if changes are made to working environments). Our Property Team book annual checks of fire alarms, extinguishers & electrical appliances, & SC Managers verify this activity is completed with SC partners. Outreach sites are subject to the same checks of legal requirements & will be assessed quarterly by our Operations Managers to ensure ongoing suitability.

Meeting Travel Limits: We have conducted detailed analysis of office access & travel routes to ensure all of NE&H is within 90mins travel time by public transport of a Reed/SC office, &, in most cases, will be under 60 mins. Where areas are not served by public transport, we will fund private travel to meet the KPI e.g. by using community transport or paying for taxis. Our process: 1) We identified large population centres & transport hubs, e.g. Scarborough has a main train station & 16 bus routes providing access across the city/nearby area; 2) Used our local knowledge & experience to identify additional locations to reduce travel times, as we know from experience that this supports a high-quality, high performing service & helps maintain participant engagement. E.g. local Reed staff identified that, although accessible to Newcastle, an additional site in Gateshead would maximise participant engagement; 3) Worked with our SC to replicate steps 1) & 2) for their office solutions; 4) Analysed local travel routes to identify any areas close to or over 90mins from a Reed/SC office, e.g. we added a Skipton site as it is 93 mins by bus from Harrogate; 5) Checked travel routes using local travel information e.g. bus routes/timetables & Google Maps to confirm 90 mins KPI is met; 6) Created an office map showing CPA coverage (Appendix 7). 

Digital Services will provide participant choice & accessibility, & enhance, not replace, face-to-face support. Digital support will include: •Video call facility (Microsoft Teams) for 1:1s, dependent on participant preference & capability (Action Plan reviews will always be face-to-face every 4 weeks); •Virtual workshops & training sessions delivered by our Skills Trainers such as our ‘Put Your Mindset to Work’ course. [REDACTED] responded positively that we met their needs while providing a remote service (Digital Training Feedback, June 2020); •Health & wellbeing support from SC partner Reed Wellbeing (RW) via 1:1 sessions & group workshops (e.g. Stress Awareness) using best practice from our JETS delivery ([REDACTED  1:1 & 200 group sessions delivered digitally to date); •Our new online Wellbeing check, developed by clinical specialists at RW, to assess physical, emotional, social & financial wellbeing to drive informed & effective change ([REDACTED]); & •[REDACTED]. Evidence: On our South London Work & Health Programme & DWP ESF contracts, participants using the e-Platform achieved an average [REDACTED]higher job entry rate than those that did not (across contract lifetimes). Those without IT access at home will be supported to access local Library/community services & PCs in our offices, or will be provided with a tablet &/or data. We will work with our partner Hubbub to expand their Community Calling service (provides free phones with data & free mins) into NE&H. Participants not confident in using IT will be supported via our Digital Inclusion modules to build their skills & confidence. Face to face delivery will always be available for those uncomfortable/unable to use our digital tools, e.g. in Upper Teesdale, where broadband access is in the UK’s worst 10%. 

Service Contingencies are in place, & quickly available, to ensure no adverse impact on our Restart service. In order to mitigate the risk of any property delays at go-live, we have already enacted a contingency plan, utilising serviced offices, existing premises & outreach sites. Serviced office agreements will be signed 4 weeks prior to go-live. We have identified contingencies for all fixed sites if our first choices are unavailable & will use serviced offices for longer if delays occur. Our Property Team will use our NE&H network of property agents & contractors to quickly source new Reed/SC offices. During delivery, all Reed offices operate a Business Continuity Plan (regularly tested) detailing contingency plans/actions if sites are unusable, including: • using an alternative, nearby delivery site (fixed/outreach) with capacity & within 90mins; • using a community site (e.g. Library/community centre); • transferring to digital delivery with staff working remotely from home (we achieved this in 3 days on all DWP contracts in March 2020 & now have processes & equipment in place for this to be enacted immediately). Participants will be notified of any re-arranged appointments at the earliest opportunity, ensuring we keep to all required service levels, e.g. monthly face to face appointments. Plans are owned by local Business Managers & refreshed annually/more frequently in line with any changes. SC Partners have equivalent arrangements for their sites overseen by SC Managers. Contingency arrangements for our Digital services include: •KW video calls will immediately transfer to phone or face-to-face meetings; •Training & Health & Wellbeing support will move to face-to-face in one of our sites, or from a community venue (budget included in pricing), taking place within 2 weeks of the cancelled session, with participants provided details of the change. RW use community sites on their Diabetes Prevention programme (e.g. delivered this from 15 North Yorkshire sites) & maintain a bank of self-employed coaches who can be immediately deployed if travel times are too long for existing staff; •Our online Wellbeing check has had zero failures to date & we have an 8-hour response KPI with our system provider. Should it fail, a paper version will be issued to participants; •Our Restart e-Platform has had no failures to date. Provider [REDACTED deploy a back-up server & technical support team (incl. out of hours) to minimise service impact. In any extended interruption (unlikely), KWs will offer more 1:1 support &/or alternative electronic/paper versions of e-Platform content.
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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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		Question 1.3.10 – Social Value





		Please explain how you intend to add to the social value in the CPA and its citizens in which you are bidding. 



Your response should include as a minimum:



· How you will aim to improve the social value in your own organisation and that of your local supply chain / delivery partner (s) by investing in your work force to increase in-work progression, employee well-being, and increase staff retention. 



· Outline how you will recruit in an unbiased, representative way which advances equality of opportunity for groups underrepresented in the labour market (for example, but not limited to, women, people with disabilities, BAME groups).



· How you will ensure your organisation and supply chain / delivery partner (s) support workforce development? For example, additional training and development for existing employees, supporting qualifications, mentoring and support.





		

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 4 sides of A4.  














Reed is [REDACTED] by the Reed Foundation, a registered charity which has helped raise [REDACTED] for social causes, including NEPACS who support children with parents in prison & York Council’s Home Connections service which provides Sight Support Advisors & home equipment for residents with sight loss. Reed & our Restart supply chain (SC) is committed to delivering sustainable social, economic & environmental value to support local aims, e.g. North of Tyne Combined Authority’s (CA) vision of ‘narrowing inequalities’ through ‘a dynamic & more inclusive economy’.

MEASURING, IMPROVING & DRIVING SOCIAL VALUE (SV) ACROSS OUR SC: Reed’s approach to ensuring Restart adds to SV across North East & Humberside (NE&H) is driven by our company mission to ‘positively transform people & their communities’. At organisational level, our Restart SV agenda will be driven & monitored by Reed’s MD & Board. Our NE&H Restart Director will hold local responsibility, supported by 2 dedicated roles: Our SV Manager (SVM) will monitor Reed & SC delivery against agreed targets. They will work within our LEAN Six Sigma Black Belt-certified Continuous Improvement Team, which supports quality & performance improvement. Our SVM’s monthly analysis & quarterly reports will drive progress against our Restart SV Plan (below) & implement actions to address issues (e.g. adjusting recruitment to increase BAME representation). They will complete DWP’s Life Chance Workforce Monitoring template & share best practice with DWP & other primes; & our SC Executive (SCE) will provide practical support to all [REDACTED] NE&H SC partners (SCPs) sharing SV tools, resources & best practice between Reed & SCPs. As we know recruiting the right Restart staff will require significant investment, SCPs will be able to access our Reed Group recruitment expertise, & we will make advance payments & pay promptly to support smaller SCPs’ cashflow.  

Reed’s SVM & SCE will review Reed & SCP policies & SV initiatives, establishing benchmarks & identifying specific targets for improvements. Together with our SC, our SVM & SCE will create a NE&H Restart SV Plan, outlining a collaborative approach to drive SV through specific targets. Our SV Plan will align with PPN 06/20 & build on Reed’s existing reporting, e.g. on DWP ESF contracts we use the National TOMs Framework themes, outcomes (e.g. SV embedded in SCPs) & measures (e.g. equality, diversity & inclusion training provided for staff & SCP staff). Our SVM will collate SV data, including data captured by Reed & SC HR teams (e.g. representation of equality groups at staff level). They will also collate data to support monitoring of all 5 PPN 06/20 themes (e.g. climate change). Findings will inform our NE&H Restart Diversity & Equality Delivery Plan, submitted to DWP at 6 months & then annually. 

Workforce investment: Reed & SCPs focus on growing existing talent through staff development, e.g. [REDACTED]of Northumberland CC & [REDACTED]of Standguide managers have been promoted internally. We will advertise promotion opportunities to existing Restart staff before advertising externally. Reed has dedicated Learning & Development (L&D) & Leadership & Management (L&M) functions to support in-work progression. Our Restart training package includes: REDACTED]

[bookmark: _Hlk66360562]. Reed/SC commitment: [REDACTED]of staff will attend our Restart Future Managers Academy. Restart Management Academy: Management training for Reed & SC which builds on best practice from Reed’s 6-day programme, supports people managers to develop happy & high-performing teams. REDACTED]managers have completed since Jan-19 & employee satisfaction has increased from [REDACTED] (avg. 2019-20) to [REDACTED] (2020-21). Reed/SC commitment: [REDACTED]of Reed/SC managers will access our Restart Management Academy. Additional learning: Reed & SCPs have a range of formal & informal development opportunities for staff, e.g. Reed has 63 professional courses & a Professional Development Fund for staff; Northumberland CC’s KWs complete Level 3/4 NVQ in Advice & Guidance. Best practice from these will be rolled out across Reed & SC, & bulletins featuring inspiring case studies of employees’ progression through on-the-job learning will be shared. This adds to local SV, e.g. supporting York & North Yorkshire LEP’s aim ‘to support the local workforce to continuously develop new skills’.

Employee Wellbeing: Our Restart offer will improve the wellbeing of our workforce & their families, supporting local priorities. Using Reed Wellbeing’s (our sister company & Restart wellbeing provider) expertise, we will develop a Restart Workforce Wellbeing Strategy for Reed & SCPs. Reed Wellbeing has delivered 22 NHS & LA contracts focused on healthy eating, diabetes prevention, physical activity, smoking cessation & mental health, including across North Yorkshire. Our Restart approach to improving wellbeing across Reed & SCP staff includes: Reed/SC commitment: [REDACTED]of Reed/SC staff will be offered a free Wellbeing Check to review their lifestyle & habits & create a personalised wellbeing plan; Workshops developed by Reed’s Wellbeing Champions. E.g. in Feb-21, we introduced 3 new 1-hour workshops including ‘Tips for focusing on lifestyle factors to boost physical & mental wellbeing’. Staff feedback included “All 3 sessions had real world relevance for both work & personal life”; Our Route Planner Tool, an online directory within our Customer Management System used by Reed & SC Integration Managers to map pathways with local wellbeing support that employees & participants can access (e.g. Sunderland Wellbeing Service’s psychological therapies); & Expert 1:1 support to help employees quit smoking, contributing to local wellbeing priorities, e.g. in Hull where 1 in 4 residents aged 16+ smoke. In addition, Reed’s own Restart staff will have access to: A 24/7 Employee Assistance Programme; Online Wellbeing Centre with physical, financial & mental wellbeing resources, e.g. workouts, pension calculators & access to occupational therapists; Flexible working (particularly valued by staff with caring responsibilities); & Regular opportunities to give formal/informal feedback, e.g. through quarterly Staff Surveys. Our SCPs have similar initiatives, e.g. Triage’s Health Advocates run a calendar of wellbeing activities focused on staff training, upskilling, positive mental health & physical health.  Where we identify gaps in SCPs’ offers, our SCE will share Reed policies & initiatives & provide practical support to improve SV. This will contribute to local ambitions, e.g. North East Commission for Health & Social Care Integration’s call for ‘increased preventive investment across the life course’.

Retention: REDACTED]

RECRUITMENT: Restart will play a critical role in supporting economic recovery across NE&H. At peak, our workforce will have [REDACTED]FTE employees, recruited from local communities & reflecting local demographics. We pride ourselves on offering local people high-quality jobs & investing in their continuous development. Reed is on the FT Diversity Leaders 2020 list, recognising our inclusivity regardless of gender, age, ethnicity, disability, or sexual orientation. Our commitment to advancing equality of opportunity is also evidenced through us being a Mindful Employer, Disability Confident Leader, Business Disability Forum member, Stonewall Diversity Champion, Race at Work Charter signatory & Armed Forces Covenant signatory. Our SCPs bring additional expertise, e.g. Northern Rights is a member of South Tyneside Equality Forum; & Triage is a Carer Positive Employer. Our SCE will share info through our SC bulletin & by running practical workshops to help SCPs achieve inclusivity accreditations (e.g. Stonewall Diversity) & make best use of Access to Work to support & retain staff. Reed & SCPs will recruit in an unbiased, representative way to advance equality of opportunity in NE&H by: All staff completing diversity training; Removing diversity data from info provided to hiring managers; Providing applicants access to our Disability Rights UK-trained HR Team to discuss roles, processes & adjustments; & Setting pre-defined, objective criteria at each sifting stage & requiring recruiting managers to keep records to show how these have/have not been met.

To reach under-represented groups we will: Advertise vacancies widely, incl. on DWP’s ‘Find a Job’; Seek to reflect BAME populations (e.g. [REDACTED]), by sharing targeted adverts with specific JCPs (e.g. Newcastle City JCP which serves Wingrove where 50% of residents identify as BAME) & local authority job brokerage provision (e.g. Northumberland CC’s job clubs); Invite community partners to reshare our LinkedIn/social media adverts, (e.g. Gingerbread which supports single parents to find flexible jobs); Share adverts with university careers services to reach alumni jobseekers (e.g. Hull University, as the number of claimants aged 18-24 across the (former) York, North York & East Riding LEP area increased by [REDACTED]between Jan-20 & Jan-21 (NOMIS); Include ‘equivalent experience/quals’ on adverts, e.g. offering a literacy test in place of GCSE English; Promote flexible working, e.g. flexi-hours, part-time, job share & remote working, valued by people with disabilities &/or caring responsibilities; Offer interviews to disabled applicants meeting minimum criteria; & Ensure our Restart recruitment webpages are accessible. LTU local jobseekers (not on Restart) may face barriers to accessing Restart roles, including sector knowledge, recent work experience & employability skills. We will use our ringfenced Restart Innovation Pilot funding to develop a Routeway into Restart, providing those from under-represented groups with work trials & better access Restart opportunities. 

Initiatives to advance equality of opportunity for specific under-represented groups: Women: Reed/SC commitment: [REDACTED]of our Restart workforce will be female. Recognising that ‘Women do the majority of unpaid care work in the UK’ (Government Equalities Office, Mar 2019), we will advance equality of opportunity by actively promoting flexible working patterns (incl. evenings & weekends), part-time roles, job shares & remote working. We have partnered with [REDACTED] who are providing expert training & access to their single parent panels for consultation to ensure our Restart service is tailored to attract & support women. At Reed, women represent [REDACTED] of managers, [REDACTED] of senior leaders & [REDACTED]of Board members (compared to [REDACTED]of FTSE [REDACTED] Board members). This has been achieved through specific initiatives that will be shared with SCPs including our: Women in Leadership Programme (supporting progression into management); Women’s Mentoring Scheme; Returners’ Mentoring Scheme (after Maternity/Adoption Leave); & enhanced flexible working & maternity policies. Disabled people: Reed/SC commitment: disabled people will make up [REDACTED]of our Restart workforce, mirroring the REDACTED]of the working age population who report as disabled (Disabled people in employment, House of Commons, Aug-20). Reed, Triage, Northumberland CC, Northern Rights & PeoplePlus have achieved Disability Confident Leader (Level 3) status & SNCBC holds Level 2. As added value, Reed will deliver 4 webinars each year to support NE&H SMEs to become Disability Confident. Reed’s Policy & Research Team undertakes in-depth research to influence stakeholders, e.g. finding 36% of SMEs did not employ anyone with a disability, we published ‘Increasing Disability Confidence in SMEs’ (Jun-19) with practical advice & signposting. Our SCE will share the latest information & resources secured through our Business Disability Forum membership as well as our 3 Disability Inclusion Guides (Recruiter, Employee & Manager) to ensure a unified Reed & SC approach. These initiatives will add SV to local priorities, e.g. North East Commission for Health & Social Care Integration’s focus on ‘creating good & safe work within an environment that promotes the health & wellbeing of employees’ with health conditions.

BAME groups: Reed/SC commitment[REDACTED]of our Restart workforce will be from BAME employees, reflecting NE&H demographics. Within specific areas, BAME targets will reflect local communities, e.g. within Tees Valley, Middlesbrough will have an [REDACTED]BAME target (focusing on attracting applicants from Pakistani communities in Gresham, Southfield & Westbourne) & Northumberland will have a [REDACTED]BAME target. Our SCE will share proven Reed initiatives with SCPs, for example:  Monitoring BAME representation across roles;  Offering guaranteed interviews to BAME management candidates who meet minimum criteria;  BAME mentoring scheme; & Appointing BAME Diversity Champions to review employment practices. Reed/SC’s approach will add SV to local priorities, e.g. York & North Yorkshire LEP’s focus on ‘inclusive work practices that release people’s potential’.

SUPPORTING WORKFORCE DEVELOPMENT: We have invested at bid stage in significant commercial & financial upskilling of SCPs via Q&A webinars & 1:1 meetings on Restart contractual & commercial terms (e.g. accelerated outcome payments) to build their capacity. Reed & all 6 SCPs have structured programmes to support staff development & progression, e.g. [REDACTED]. To identify additional training & qualifications, all Reed & SC employees will review development needs with their manager in regular reviews. Our SCE will work with SCPs to identify ways to expand workforce development opportunities for Restart staff, regularly reviewing their training offers & sharing best practice, including Reed’s[REDACTED]Reed’s successful programme with[REDACTED] (including higher level apprenticeships, e.g. L3 Team Leading & L5 Management). 

Mentoring & support: Our Inclusion & Belonging Steering Committee is made up of [REDACTED] who each represent a specific diversity group (BAME x 2, women, disability & LGBTQ+). Diversity Champions chair employee working groups & lead specific projects, e.g. our Menopause Policy was suggested by our Women’s group & developed by our Women’s Champion with our HR Team. To promote equal opportunities & progression for under-represented groups, Reed & SCPs have mentoring/buddying schemes which will be available for Restart staff. E.g. all new SNCBC & Northern Rights staff are allocated a buddy at induction & Reed has mentoring schemes for specific under-represented groups & will provide 1:1 coaching sessions to all Restart staff who complete our Management Academy to help embed their learning. Our SVM & SCE will support Restart staff to undertake shadowing of high-performing employees as a development tool. Our workforce development approach will contribute to local strategies, e.g. North of Tyne CA’s focus on ‘continued training & skills development, supporting career progression’.
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		APPENDIX 2

		ORGANISATIONS PROPOSED TO DELIVER SPECIFIC ELEMENTS OF THE SERVICE

		NAME OF ORGANISATION including name and email address of your main contact from your subcontractor organisations.  (Begin by including your own organisation)		TYPE OF ORGANISATION (Private, Public, Voluntary)		CONTACT NAME AND E-MAIL ADDRESS		ELEMENT(S) OF PROVISION TO BE DELIVERED		PERCENTAGE OF OVERALL DELIVERY		DELIVERY LOCATION(S)

		[REDACTED]		Private		[REDACTED]		End to end delivery		[REDACTED]		County Durham, Northumberland, Gateshead, Newcastle upon Tyne, North Tyneside,East Riding of Yorkshire, Kingston upon Hull, City of
York, Craven, Hambleton, Harrogate, Richmondshire, Ryedale, Scarborough, Selby

		[REDACTED]		Private		[REDACTED]		End to end delivery		[REDACTED]		Hartlepool, Middlesbrough, Redcar and Cleveland

		[REDACTED]		Public		[REDACTED]		End to end delivery		[REDACTED]		Northumberland

		[REDACTED]		Private		[REDACTED]		End to end delivery		[REDACTED]		South Tyneside

		[REDACTED]		Private		[REDACTED]		End to end delivery		[REDACTED]		North East Lincolnshire, North Lincolnshire

		[REDACTED]		Voluntary		[REDACTED]		End to end delivery		[REDACTED]		Sunderland

		[REDACTED]		Private		[REDACTED]		End to end delivery		[REDACTED]		Darlington, Stockton-on-Tees, Sunderland

		NB If there is insufficient space in the above table to include all the organisations proposed to deliver specific elements of the service involved, please attach a supplementary sheet using the same table format.
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Staff Job Roles

				Job Roles and Responsibilities - Appendix 5



				   Please provide full details of the Full Time Equivalent (FTE) number of staff, job title, key responsibilities, relevant skills, experience & qualifications for each role using the table below.   



				Job Title		Key Responsibilities		Relevant Skills and Experience		Qualifications		Number of FTE staff at  Day 1		Number of FTE staff at peak

				Keyworker		KWs manage support to participants from PRaP notification to 1st earnings. They will be responsible for: assessment; action planning; advice & guidance; employability coaching; barrier removal; case-conferencing; vacancy sourcing; & refer to external community partners for training/support interventions.  They will co-ordinate and sequence support from Restart specialist teams, helping participants navigate the full Restart service offer. Specialist Rapid Response Key Workers (RRKW) swiftly move those who drop out, back into work to maintain momentum/earnings. In each fixed office, there will be at least 1 Keyworker specialising in supporting young people and 1 in supporting participants aged 50+.		Able to demonstrate coaching/mentoring experience and persuasion/influencing skills; experience of customer-facing roles & working in a target-driven environment. Must also have exceptional admin, motivation & communication skills & be supportive, empathetic & able to build rapport/trust so they can manage their caseloads, keep participants engaged & maintain momentum towards securing work.		A minimum of 2 A-Levels or an equivalent Level 3 Diploma; GCSE English Language at a minimum of a Grade B (or equivalent Level 2 qualification). OR achievement of a Level 2 in Literacy Assessment at interview stage. 		[REDACTED]		[REDACTED]

				Local Recruitment Consultant		Will source vacancies by building on our existing local employer links & engaging employers (including SMEs) identified through data from our Labour Market Analyst, their own local labour market understanding & knowledge of participant need. They will develop strong working relationships with these employers and bring on board new employment opportunities for our participants. They will also screen & prepare Restart candidates for local/regional vacancies & our Sector Routeways, working with our Sector Account Managers. Will be responsive to changing local labour market conditions, proactively engaging new employers and sectors to meet labour market needs.		Strong communication & relationship building skills to create rapport & long-lasting employer relationships; employer engagement/business-to-business sales experience; experience of working as part of a service delivery team. 		Min. of 2 A-levels or equivalent L3 Diploma. Desirable: CPRS, CIPD, IEC or REC qualification/equivalent desirable. 		[REDACTED]		[REDACTED]

				Administrator		Will welcome Restart participants into our sites, coordinate room bookings & provide general office management & admin support to the Business Manager and wider team. They will deliver consistently high levels of customer service when communicating with participants and be responsible for data capture and database management.  They will support with maintaining petty cash/vouchers/travel cards in sites for participant travel reimbursement, and will co-ordinate order & issue of digital inclusion kit/data for participants.		Excellent organisational skills, exceptional attention to detail, experience in providing excellent telephone based customer service and will be able to input data at speed and with a high degree of accuracy. Experience of working in a fast paced, target orientated environment; Experience of using database systems to input data accurately; Strong verbal communication skills and good influencing skills; Ability to follow processes		5 GCSEs A-C		[REDACTED]		[REDACTED]

				Business Manager		Business Managers will manage the performance & productivity of Keyworkers, Local Recruitment Consultants and Administrators in their team. They will support the team through conducting observations, coaching & development to help them exceed their targets; & ensure staff adherence to quality/performance targets & Restart programme obligations. Responsible for performance management at a team level, analysing data/MI on a daily and weekly basis. 		Previous experience working in a Keyworker role (if possible); delivering similar size/scale DWP projects; quality compliance experience; data analysis; & performance & relationship management; Experience in sales management and delivery output; Track record of achieving targets (min. 1 year experience); Experience in people management including training and coaching; Strong administration and IT skills; Assertiveness, Resilience and good decision making skills.               		A minimum of 2 A-Levels or an equivalent Level 3 Diploma; GCSE English Language at a minimum of a Grade B (or equivalent Level 2 qualification). OR achievement of a Level 2 in Literacy Assessment at interview stage. 		[REDACTED]		[REDACTED]

				Operations Manager		Operation Managers will be directly responsible for the effective performance of one or more Restart sites, managing a team of Business Managers.  They will be responsible for data analysis to ensure parity of access & outcomes for participants/groups on Restart, and to identify performance/quality improvement areas. This includes ensuring that all actions are taken to deliver within budget and to agreed performance and quality standards. They will lead, motivate and develop the team to meet Restart programme requirements and to continuously improve the service we provide. They will also manage JCP engagement in their delivery area.		Demonstrable success in the management of teams across multiple sites; experience of successfully managing voluntary participation programmes; understanding of the design and implementation of complex operational processes across multiple teams; experience of carrying out effective performance and development reviews; data analysis and reporting; overseeing financial resources; driving continuous improvement; Managing external relationships; High level of personal organisation and time management skills.		A minimum of 2 A-Levels or an equivalent Level 3 Diploma, GCSE English Language at a minimum of a Grade B (or equivalent Level 2 qualification). OR achievement of a Level 2 in Literacy Assessment at interview stage.		[REDACTED]		[REDACTED]

				Partnership Manager		Will be the main contact for all strategic stakeholders (e.g. LEPs, Local Authorities, Combined Authorities), attend existing local forums & build strong relationships to support ongoing alignment, integration & joint working of the Restart service locally. They will ensure the right operational staff are invited to and attend the required stakeholder meetings (including Senior Operations Manager or Restart Director where appropriate); & will report monthly on engagement meeting outcomes which will be reflected in the Stakeholder Engagement Plan & inform activity to refresh delivery so it reflects local priorities & optimises customer outcomes.  		Experience of, and track record of success, working in a sales-oriented environment in an account management or business development role; Experience of working as part of a multi-function service delivery team; Knowledge of local services, sectoral knowledge & funding streams (desirable); experience of successfully maintaining long-term, high value relationships with strategic stakeholders; excellent communicator; & high standards of presentational & interpersonal skills to promote Restart.		A minimum of 2 A-Levels or an equivalent Level 3 Diploma. GCSE English Language at a minimum of a Grade B (or equivalent Level 2 qualification). OR achievement of a Level 2 in Literacy Assessment at interview stage.		[REDACTED]		[REDACTED]

				Senior Operations Manager		Directly responsible for effective performance and delivery quality within a cluster of Restart offices. This includes ensuring that all actions are taken to ensure the Restart contract(s) are delivered within budget and to agreed performance levels, Customer Service Standards & wider quality standards. Through remote, direct and indirect management, they will ensure adequate work flow issues are addressed and milestones necessary for the participants journey are achieved. They will manage Operation Managers and Partnership Managers, and support the Restart Director in achievement of Restart performance levels. They will  chair our sub-regional internal Future Outlook Meetings, drawing together labour market information, updated from Partnership Managers & stakeholder/employer insight, to identify how to adapt and flex our employer engagement & skills strategy to maximise outcomes for participants.		Extensive experience of team management across multiple sites and multiple contracts within the Welfare to Work sector; experience and understanding of the design and implementation of complex operational processes across multiple teams; experience of carrying out effective performance and development reviews, overseeing financial resources; driving continuous improvement; managing external relationships at a high level; high level of personal organisation and time management skills; data analysis & reporting skills.		Degree or relevant qualifications e.g. Information Advice and Guidance NVQs, Social Work qualifications. Level 3 or 4 NVQ would be of interest.; A minimum of 2 A-Levels or an equivalent Level 3 Diploma; GCSE English Language at a minimum of a Grade B (or equivalent Level 2 qualification). OR achievement of a Level 2 in Literacy Assessment at interview stage.		[REDACTED]		[REDACTED]

				Restart Director		Will have overall responsibility for managing the profit, performance, productivity  of Restart staff, including overseeing subcontracted delivery provided by our supply chain partners. Will lead the operational management team (including Head of Delivery Support, Senior Operation Managers and Head of Employer Services) to achieve all quality and performance targets, and reports to our board level Operations Director. The Restart Director will be DWP's single point of contract for all Restart delivery and performance.  They will also chair the CPA-wide  monthly Local Engagement Meetings (with JCP, LEPs etc), as well as our internal monthly Restart-specific Risk Assessment Meetings (RAMs) to review Reed & SC delivery using a scorecard of performance/quality metrics & identify issues		Experience within the welfare-to-work sector; significant experience of working at a senior management level; significant experience of forming and leading effective operational management teams; understanding of financial, contractual and risk management methods; demonstrable success in implementing cost control programmes and implementing rapid change in response to changes in market conditions and/or revised strategy; demonstrable success in improving previously underperforming teams or areas of business; & experience of working as a supplier on large scale public sector procurement programmes.		A minimum of 2 A-Levels or an equivalent Level 3 Diploma; GCSE English Language at a minimum of a Grade B (or equivalent Level 2 qualification). OR achievement of a Level 2 in Literacy Assessment at interview stage.		[REDACTED]		[REDACTED]

				Supply Chain Manager		Will support the Restart Director in the implementation and ongoing management of our Restart contract. They will act as a central point of contact for supply chain partners, building a professional, trusting and successful relationship. They will closely monitor and manage performance via MI analysis,  weekly calls, monthly reviews and Partner Forums, ensuring best practice and learning is shared across Restart delivery. They will use MI/data to support performance and quality improvements, managing supply chain partners against clear targets and instigating performance improvement processes where targets are not met. They will also support the ongoing development of supply chain's capacity and capability.  		Experience of managing performance improvement in an operational delivery business environment; practical experience of selecting and negotiating with other 3rd party organisations to agree service level agreements or contracts for the delivery of services; ability to performance manage multiple contracts/clients; experience of conflict management and dispute resolution; experience in providing high quality information, advice & guidance and training at a range of seniority levels; data analysis & reporting skills.		A minimum of 2 A-Levels or an equivalent Level 3 Diploma.; GCSE English Language at a minimum of a Grade B (or equivalent Level 2 qualification). OR achievement of a Level 2 in Literacy Assessment at interview stage.		[REDACTED]		[REDACTED]

				Supply Chain Executive		Support the Supply Chain Manager with administration, data analysis and comms duties. They will attend the monthly performance reviews and quarterly observations and will be a second point of contact for the Restart Supply Chain.  One of our Supply Chain Executives will be dedicated to supporting Supply Chain partners to develop their capacity/capability, attain accreditations and achieve social value measures. 		Experience of managing performance improvement in an operational delivery business environment; Ability to performance manage multiple contracts/clients; Experience of conflict management and ongoing dispute resolution; excellent communication and data analysis skills		Degree or relevant qualification. A minimum of 2 A-Levels or an equivalent Level 3 Diploma.; GCSE English Language at a minimum of a Grade B (or equivalent Level 2 qualification). OR achievement of a Level 2 in Literacy Assessment at interview stage.		[REDACTED]		[REDACTED]

				Customer Service Officer		Will conduct the 3-way warm-handover calls for all Restart participants & arrange time/date/location of their Initial Meeting. During Warm Handover calls Customer Service Officers explain the contract, encourage engagement by selling the key features & benefits of Restart and addressing concerns, & identify participant needs, discussing any reasonable adjustments. They will match participants to suitable Keyworkers, considering the participant's location, Keyworker availability, & specialism required (e.g. young people, or 50+). They will be responsible for managing our freephone number, answering any queries about the service and will also undertake appointment reminder calls & in-work support.

*Please note that supply chain Customer Service Officers will only deliver the in-work support element.		Experience of a customer-facing &/or call centre environment (or equivalent), strong communication & interpersonal skills; Demonstrable experience of delivering high quality customer service; Experience of working in a fast past, target orientated environment; Experience of using contact centre technology & systems; Highly organised with an ability to work to set targets; Ability to follow processes; Attentive to detail, ensuring all relevant data is captured accurately.		5 GCSEs A-C, 2 A-levels (or equivalent)		[REDACTED]		[REDACTED]

				Customer Service Manager		Will be responsible for: leading and motivating a team of Customer Service Officers; performance management, identifying skills gaps, mentoring and coaching staff; adherence to Key performance indicators & Customer Service Standards; maintaining productive relationships with internal and external stakeholders (e.g. JCP); managing Profit and Loss reports and monthly financial forecasting for Restart. 		Experience in customer service management and delivery output; Track record of working and achieving targets (at least 1 year experience); Experience in people management including training and coaching; Strong administration and IT skills; Assertiveness, Resilience and good decision making skills.		A minimum of 2 A-Levels or an equivalent Level 3 Diploma; GCSE English Language at a minimum of a Grade B (or equivalent Level 2 qualification). OR achievement of a Level 2 in Literacy Assessment at interview stage. 		[REDACTED]		[REDACTED]

				Senior Customer Service Manager		They will be directly responsible for the effective performance of our Customer Service function and achievement of Customer Service Standards and our internal KPIs (including those related to Warm Handover bookings & delivery, allocation of Keyworkers, appointment reminders/rescheduling & in-work support). They will manage Customer Service Managers. They will ensure all actions are taken to deliver within budget and to agreed performance and quality standards. They will lead, motivate and develop the team to meet Restart programme requirements and to continuously improve the service we provide, creating efficiencies wherever possible. 		Demonstrable success in the management & development of customer service teams; data analysis & reporting skills; managing & delivering in a target driven environment; experience of using Customer Management Systems to deliver effective customer service; Overseeing financial resources & budgeted; Driving continuous improvement; High level of personal organisation and time management skills.		A minimum of 2 A-Levels or an equivalent Level 3 Diploma. GCSE English Language at a minimum of a Grade B (or equivalent Level 2 qualification). OR achievement of a Level 2 in Literacy Assessment at interview stage.		[REDACTED]		[REDACTED]

				Skills Trainer		Will improve the opportunities of Restart participants by coaching, training and upskilling them to achieve their career goals. Preparing and delivering training, including employability training (Identifying Job Goals, Interview Skills); digital skills; self-employment provision;  & personal development courses (e.g. Resilience). They will maintain a professional training environment classroom, adapting delivery to meet the needs of a range of participants. They will promote courses to Keyworkers to maximise uptake of relevant participants; and work with Business Managers to assess local caseload needs to schedule and develop training provision to respond to this.		Ability to work to strict targets and with people from various backgrounds; Excellent verbal and written communication and presentation skills; Experience of working in the welfare-to-work or any other similar relevant sector; Background in preparing and delivering training courses; Ability to tailor materials and delivery to specific participant demographics/needs.		Recognised Teaching qualification such as PTTLS or PGCE; A minimum of 2 A-Levels or an equivalent Level 3 Diploma; GCSE English Language at a minimum of a Grade B (or equivalent Level 2 qualification). OR achievement of a Level 2 in Literacy Assessment at interview stage. 		[REDACTED]		[REDACTED]

				Curriculum Executive		Will design, deliver and evaluate courses/training materials for Restart to meet participant and labour market needs, train Trainers in the use of training products, & work with Sector Account Managers & Local Recruitment Consultants to develop Sector Routeway training to respond to labour market opportunities. The role also involves scheduling, coordinating and managing internal training events and updating and maintaining internal training systems. 		The Curriculum Executive will need to be organised & flexible in their approach.  Experience developing lesson plans & curriculum; experience working with awarding bodies; track record working with employers to develop sector-specific training. Demonstrated excellent written communication skills and ability to adapt writing style to different audiences.		Minimum Level 4 teaching or training qualification (e.g. C&G 7407, PTLLS Level 4) + minimum 1 year experience of delivering training; Assessor qualified - CAVA/TAQA Qualification (or equivalent) to be able to carry out the assessment part of the role; A minimum of 2 A-Levels or an equivalent Level 3 Diploma; GCSE English Language at a minimum of a Grade B (or equivalent Level 2 qualification). OR achievement of a Level 2 in Literacy Assessment at interview stage.  Degree desirable.		[REDACTED]		[REDACTED]

				Skills Academy Manager		Responsible for managing the performance, quality & productivity of a team of Skills Trainers & the Restart Curriculum Executive, delivering & developing our internal skills offer to participants. They will provide coaching and development to help these staff exceed their targets & improve the quality of their delivery. They will also  map available training services & lead engagement of local/regional training providers to access funded (e.g. AEB provision) and non-funded work-related courses (e.g. SIA Licence training) for Restart participants to increase their chances of securing employment.		Worked as a Skills Trainer or similar role, with knowledge of skills sector & curriculum; Experience of team management including the supervision of an individuals'/teams’ delivery and/or output (minimum 6 months experience); A personal track record of working towards and achieving targets (minimum 1-year experience); Experience of people management including supporting, mentoring, and coaching and developing an individual; knowledge of local skills provision; relationship-building; & communication skills. 		A minimum of 2 A-Levels or an equivalent Level 3 Diploma. GCSE English Language at a minimum of a Grade B (or equivalent Level 2 qualification). OR achievement of a Level 2 in Literacy Assessment at interview stage.		[REDACTED]		[REDACTED]

				Integration Manager		Will map & source local provision already available in our delivery areas, and add this to our Route Planner Tool throughout the contract lifetime to support Keyworkers finding and referring participants on to relevant support (e.g. debt, mental health). They will also work closely with Reed Wellbeing's Work and Wellbeing Managers and Skills Academy Managers, to source provision gaps. Where provision is not available or it is not funded, the Integration Manager will source additional paid provision to address provision gaps (e.g. debt, mental health, sector training), & manage the quality assurance & payment processes for these providers, measuring the cost & value for money. Will report to the Head of Delivery Support. 		Understanding of local public sector services and commissioned services; Experience of successfully developing and maintaining stakeholder relationships; Experience of representing a business externally; Experience of working in an outcomes / target based environment.		A minimum of 2 A-Levels or an equivalent Level 3 Diploma; GCSE English Language at a minimum of a Grade B (or equivalent Level 2 qualification). OR achievement of a Level 2 in Literacy Assessment at interview stage.		[REDACTED]		[REDACTED]

				Integration & Partnership Manager		This is a Supply Chain role only. Organisations in our supply chain with smaller proportions of delivery have amalgamated the Partnership Manager and Integration Manager roles into this single role.

Will be the main contact for all strategic stakeholders & map& source local provision already available throughout the contract lifetime. They will: attend existing local forums & build strong relationships to support ongoing alignment, integration & joint working; ensure the right SC operational staff are invited to and attend the required stakeholder meetings; work closely with operational teams to source provision gaps (including sourcing additional paid provision to address provision gaps & quality assuring &managing payment processes). They will continuously feedback input from their engagement to inform changes to delivery, ensuring Restart continues to reflect local priorities & optimise customer outcomes.		Experience of, and track record of success, working in a sales-oriented/target-based environment in an account management or business development role; Experience of working as part of a multi-function service delivery team; Knowledge of local services, sectoral knowledge & funding streams; experience of representing a business externally and successfully maintaining long-term, high value relationships with strategic stakeholders and local partners; excellent communicator; & high standards of presentational & interpersonal skills to promote Restart.		A minimum of 2 A-Levels or an equivalent Level 3 Diploma; GCSE English Language at a minimum of a Grade B (or equivalent Level 2 qualification). OR achievement of a Level 2 in Literacy Assessment at interview stage.		[REDACTED]		[REDACTED]

				Executive Coach		Deliver tailored, bespoke support to participants seeking professional/managerial roles (including Graduates), identifying any challenges and barriers with finding employment; book participants onto relevant training courses; Support participants with CV writing and job application process; Liaise with employers to identify any employment opportunities for the jobseekers.		Able to demonstrate coaching/mentoring experience and persuasion/influencing skills through previous work or social activities; Experience of working in a welfare-to-work provider, or as a senior-level recruiter/head-hunter; Experience of working in a performance target driven environment.		A minimum of 2 A-Levels or an equivalent Level 3 Diploma; GCSE English Language at a minimum of a Grade B (or equivalent Level 2 qualification). OR achievement of a Level 2 in Literacy Assessment at interview stage. 		[REDACTED]		[REDACTED]

				Senior Executive Coach		Will manage the performance & productivity of Executive Coaches. They will also provide support to participants seeking professional/managerial roles, identifying any challenges and barriers with finding employment; book participants onto relevant training courses; Support participants with CV writing and job application process; Liaise with employers to identify any employment opportunities for the jobseekers.		Experience of coaching or team leading (or a desire to progress into); Experience of performance management and data analysis; Able to demonstrate coaching/mentoring experience and persuasion/influencing skills through previous work or social activities; Experience of working in a welfare-to-work provider, or as a senior-level recruiter/head-hunter; Experience of working in a performance target driven environment; Willingness to travel locally (e.g. to meet customers/employers). 		A minimum of 2 A-Levels or an equivalent Level 3 Diploma; GCSE English Language at a minimum of a Grade B (or equivalent Level 2 qualification). OR achievement of a Level 2 in Literacy Assessment at interview stage. 		[REDACTED]		[REDACTED]

				Head of Delivery Support		Responsible for the effective performance of a number of service delivery streams, including the Integration Manager, Skills Academy team, Executive Coach team & specialist partner Reed Wellbeing. This includes ensuring that all actions are taken to ensure these services are delivered within budget and to agreed quality standards. Through remote, direct and indirect management, the Head of Delivery Support will ensure adequate work flow issues are addressed and milestones necessary for the participants journeys are achieved. They report performance weekly to the Restart Director.		Extensive experience of team management across multiple sites and multiple contracts within the Welfare to Work or Recruitment sector; Understanding of publicly funded contracts & OFSTED standards (where applicable); Experience and understanding of the design and implementation of complex operational processes across multiple teams. Experience of performance management, overseeing financial resources, driving continuous improvement and managing external relationships; High level of personal organisation and time management skills		A minimum of 2 A-Levels or an equivalent Level 3 Diploma; GCSE English Language at a minimum of a Grade B (or equivalent Level 2 qualification). OR achievement of a Level 2 in Literacy Assessment at interview stage.		[REDACTED]		[REDACTED]

				Sector Account Manager		Will manage strategic Restart partnerships with key sector bodies focusing on nominated local growth sectors. They will manage large, regional employers to secure bulk vacancies; & work with sector bodies, our Skills Academy Managers, Curriculum Team & employers to develop, tailor & update Sector Routeways content to ensure  they continue to meet employer & sector needs. Will be responsive to changing local labour market conditions, proactively engaging new employers and sectors to meet labour market needs.		Strong communication & relationship building skills to build rapport & long-lasting employer relationships; employer engagement/business-to-business sales experience; administration experience; track record of working toward and achieving targets; experience/knowledge of target sectors. They will be a sector specialist with detailed knowledge of the local sector(s), the requirements of roles & sector-specific terminology.		Min. of 2 A-levels or equivalent L3 Diploma. Desirable: CPRS, CIPD, IEC or REC qualification/equivalent desirable. 		[REDACTED]		[REDACTED]

				Employer Engagement Executive		Responsible for generating employer leads for the Local Recruitment Consultants & Sector Account Managers. Using telesales techniques they will identify new business opportunities; promote an awareness of Restart; call employers to promote Restart and generate employment leads. All leads are passed to relevant Local Recruitment Consultants & Sector Account Managers for immediate follow-up. Will be responsive to changing local labour market conditions, proactively engaging new employers and sectors to meet labour market needs.		At least one year's experience of and track record of working in a B2B sales, Recruitment Consultant or telesales role; Experience of working as part of a service delivery team; Experience of working towards targets. 		A minimum of 2 A-Levels or an equivalent Level 3 Diploma; GCSE English Language at a minimum of a Grade B (or equivalent Level 2 qualification). OR achievement of a Level 2 in Literacy Assessment at interview stage. 		[REDACTED]		[REDACTED]

				Employer Engagement Manager		Responsible for leading and motivating the employer engagement team; Will performance manage, identify skills gaps, mentor and coach staff; Adhere to Key performance indicators; Maintain productive relationships with internal and external stakeholders; Manage Profit and Loss reports and monthly financial forecasting.		Experience in people management including training and coaching; Over a year’s experience of and track record of success working in a business to business sales environment; Experience of working as part of service delivery team; Good knowledge of local labour market; Strong written and verbal communication skills		A minimum of 2 A-Levels or an equivalent Level 3 Diploma, GCSE English Language at a minimum of a Grade B (or equivalent Level 2 qualification). OR achievement of a Level 2 in Literacy Assessment at interview stage.		[REDACTED]		[REDACTED]

				Labour Market Analyst		Responsible for supporting our Restart Employer Engagement Team to generate sustainable employment for our participants. They will collate and analyse local labour market information to create monthly labour market reports & sector bulletins to help focus employer engagement in sectors with forecast jobs, ensuring we meet current labour market needs and identify, and take advantage of, future opportunities.		A good understanding of the local labour market; Experience of analysing large amounts of labour market data and using this information to draw conclusions/trends/projections; strong written and verbal communication skills. 		A minimum of 2 A-Levels or an equivalent Level 3 Diploma; GCSE English Language at a minimum of a Grade B (or equivalent Level 2 qualification). 		[REDACTED]		[REDACTED]

				Head of Employer Services		Will be responsible for the creation, implementation, and continuous refinement of our Restart employer engagement strategy to reflect ongoing & emerging labour market changes. They will manage national employer accounts & coordinate employer engagement across Reed & Supply Chain delivery, including working collaboratively with other Prime providers to create Restart efficiencies. They will manage/provide support, guidance and a strategic direction to our Employer Engagement Team, Labour Market Analyst & Sector Account Managers; & ensure ongoing communication & joint working with & between Local Recruitment Consultants. Will report to the Restart Director and contribute to Future Outlook Meetings, and attend Local Engagement Meetings, where appropriate.		Experience of working in sales focused roles; Experience of the administration or delivery of recruitment or assessment processes; Experience in a sales management role and working towards and achieving targets; Experience in, or a desire to progress into, a people management role; Experience of working as part of a multi-function service delivery team; Demonstrable proficiency in IT and Microsoft Office; Experience of developing and maintaining senior client relationships.		A minimum of 2 A-Levels or an equivalent Level 3 Diploma; GCSE English Language at a minimum of a Grade B (or equivalent Level 2 qualification). OR achievement of a Level 2 in Literacy Assessment at interview stage.		[REDACTED]		[REDACTED]

				PRaP Team Leader		Will be Reed’s designated contact for DWP’s PRaP Operational Support, & be responsible for managing and ensuring the efficient processing of referrals and claims & flow of information to/from DWP via Reed systems, ensuring transaction processing accuracy & efficiency, & adherence to processes. As team supervisor, the PRaP Team Leader will prioritise the workload of the PRaP Executives to ensure all transactions are processed in a timely and accurate fashion.		Advanced Excel & reporting skills; demonstrable experience in dealing with high volumes of data  with excellent attention to details; experience supervising small teams; & excellent organisation & time management skills.		A minimum of 2 A-Levels or an equivalent Level 3 Diploma; GCSE English Language at a minimum of a Grade B (or equivalent Level 2 qualification). OR achievement of a Level 2 in Literacy Assessment at interview stage.		[REDACTED]		[REDACTED]

				PRaP Executive		Responsible for the swift processing of data to DWP’s PRaP System. They will complete reconciliations to ensure all claimable outcomes have been processed in line with Restart contractual guidance delivery and will liaise with other partners and the relevant in-house teams in all instances where a discrepancy in the process has been identified.		Experience of working with high volumes of data; Excel Skills including V-Lookups, Match, Index and Pivot Tables; High levels of concentration coupled with excellent attention to detail; Ability to work under pressure; Personal attributes will include effective: Influencing, Interpersonal, Target Orientation, Drive & Resilience, Verbal Communications and Customer Service skills; Experience of the use of database systems to input data and interrogate information and produce reports.		A minimum of 2 A-Levels or an equivalent Level 3 Diploma; GCSE English Language at a minimum of a Grade B (or equivalent Level 2 qualification). OR achievement of a Level 2 in Literacy Assessment at interview stage.		[REDACTED]		[REDACTED]

				Validations Team Leader		Leading a team of Validations Executives, they will develop and implement fit for purpose processes, reports, systems and controls that provide assurance to the business that all performance is validated and claimed in a timely manner. This will include the effective communication, coaching and training of these processes and controls. They will have responsibility for the performance management of the team, resource deployment and provision of management information and reports.		Understanding of contractual requirements within provision/services commissioned by government bodies; Experience of leading a validation, claims function or equivalent; Demonstrable successful performance management of a team; Practical experience of database management and the processing of complex information; Intermediate/advanced knowledge of excel; and intermediate knowledge of other Office packages; Experience of providing a high quality advisory and guidance service to internal customers.		A minimum of 2 A-Levels or an equivalent Level 3 Diploma; GCSE English Language at a minimum of a Grade B (or equivalent Level 2 qualification). OR achievement of a Level 2 in Literacy Assessment at interview stage.		[REDACTED]		[REDACTED]

				Validations Executive		Check customer management system records are compliant and meets requirements before submitting to DWP and that processes followed to ensure Customer Service Standards (CSSs) are met for Restart e.g. Action Plan created within 8 weeks of referral, & manage data amendment requests to customer management system records & change of circumstance forms. They will analyse validation rejections to identify key trends, answer queries and ensure material is understood.		Intermediate/advanced knowledge of Excel and of other Office packages; experience gained in a fast paced environment of the manipulation of data to inform work priorities; high level business to business customer service; ability to rapidly assimilate and work with complex procedures and processes; Exemplary attention to detail; Ability to work on own initiative; Exceptional time keeping and organisational skills; ability to work to deadlines and manage priorities.		A minimum of 2 A-Levels or an equivalent Level 3 Diploma; GCSE English Language at a minimum of a Grade B (or equivalent Level 2 qualification). OR achievement of a Level 2 in Literacy Assessment at interview stage.		[REDACTED]		[REDACTED]

				Finance Business Partner		Will manage Monthly performance reports; Support notification tracking and cohort performance information; Analyse and track costs to bid commitments; Budget & Forecast; Support with resource planning tools, and caseload forecasts for Restart.		Min 3 years Management Accounts experience.		Part or Fully qualified CIMA or ACCA accountant.		[REDACTED]		[REDACTED]

				Claims Manager		They will be responsible for the control and reconciliation of claims for Restart, ensuring that all performance is accurately and efficiently claimed, accurate records of claims for Reed are maintained, and invoices for DWP are accurately and efficiently prepared to strict timetables. Will line manage the Self-billing Executive.		Demonstrable experience in dealing with high volumes of data with excellent attention to detail; Excellent excel spreadsheet skills, comfortable with pivot tables and manipulating data; Experience of and an ability to quickly understand and follow complex systems and procedures; Able to understand and process changing requirements in a fast-moving environment; Demonstrable experience of building professional relationships, both internally and externally. Previous Management experience desirable.		5 GCSEs A-C, a minimum of 2 A-Levels or an equivalent Level 3 Diploma		[REDACTED]		[REDACTED]

				Self-Billing Executive		Will be responsible for the administration of processes to ensure the accurate and efficient generation of invoices for subcontractors on Restart under a self-billing approach. The role will ensure accurate records of claims and statement of accounts for supply chain partners are maintained at all times. They will organise authorisation processes to ensure our partners claims are processed in an efficient and accurate manner and will engage with Purchase Ledger to ensure invoices and credit notes are paid to contractual timescales.		Demonstrable experience in dealing with high volumes of data with excellent attention to detail; Excellent excel spreadsheet skills, comfortable with pivot tables and manipulating data; Experience of and an ability to quickly understand and follow complex systems and procedures; Able to understand and process changing requirements in a fast-moving environment; Demonstrable experience of building professional relationships, both internally and externally.		5 GCSEs A-C, 2 A-levels (or equivalent)		[REDACTED]		[REDACTED]

				Social Value Manager		Responsible for creating managing and reporting local Social Value Plans for Restart. Collate Social Value data, including data captured by Reed/SC HR teams (e.g. representation of equality groups at staff level), alongside additional PPN 06/20 criteria (e.g. climate change). They will analyse monthly & quarterly reports to drive progress against our Social Value Plan & help implement actions to address emerging issues. Lead and deliver project activities related to Social Value and Equality, Diversity and Inclusion (EDI).		Strong verbal communication skills and good influencing skills; Experience of successfully building long-term, high value relationships; Experience of collating and interpreting data; experience of delivering Social Value and Equality, Diversity and Inclusion (EDI) outcomes.		Qualified to a degree level/equivalent.		[REDACTED]		[REDACTED]

										Column Total (subject to rounding)		[REDACTED]		[REDACTED]

				insert more lines if required
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		Appendix 6

		DELIVERY INFRASTRUCTURE DETAILS 



		Organisation Name(s)                  (including Prime, Subcontractors, Specialist and ad-hoc)		Delivery Location(s) (including Outreach and co-location sites		Existing/ New sites		Facilities Available 		Public Transport links and proximity to the premises		Confirmation that delivery premises will comply with the Equality Act 2010 		What is delivered from this site?  

		Reed in Partnership		Morpeth (Fixed): The Mount, Dark Ln, Morpeth, NE61 1JY
       		New		Training rooms; 1:1 rooms; wifi/PCs for jobsearch; printers; telephones; toilets; seating areas with tea/coffee; & job boards		The office is 18 mins walk away from Morpeth train station, serving nearby towns and villages, & 500m from Morpeth Bus Station. Bus routes provide access for residents located around town and nearby towns, e.g. X18 to Widdrington (19mins), 710 to Longframlington (20mins),X15 to Felton (20 mins).		Yes		This is a new site, & will be dedicated to Restart. No other contracts will be delivered from the venue.

		Reed in Partnership		Durham (Fixed): Riverdale, The Sands, Durham, DH1 1JY		New		Training rooms; 1:1 rooms; wifi/PCs for jobsearch; printers; telephones; toilets; seating areas with tea/coffee; & job boards		Office situated 0.7 miles away from Durham bus station, providing access to Durham city centre bus and train stations (16mins by X20 X-lines). Bus routes also accommodate several nearby towns & villages, e.g. X20 X-lines then 16 to Sacriston (33mins), X20 X-lines to Framwellgate Moor (33mins), X20 then X21 to Chester-le-Street (50mins), X20 X-lines to Belmont (17mins), 20 then 49 to Brandon (44mins), 20/2655 indiGO to Gillesgate (19mins). Durham train station provides service to Chester-le-Street (7mins).		Yes		This is a new site, & will be dedicated to Restart. No other contracts will be delivered from the venue.

		Reed in Partnership		Spennymoor (Fixed): Units 8-10, Durhamgate, Green Ln, Spennymoor, DL16 6FY		New		Training rooms; 1:1 rooms; wifi/PCs for jobsearch; printers; telephones; toilets; seating areas with tea/coffee; & job boards		Office located 0.1 miles from Centre Bus Stop (1 min) serving neigbouring towns & villages e.g. 7 Sapphire to Ferry Hill (22mins), Croxdale (12 mins), 580 to Tudhoe (16 mins), 112 to Middlestone (22mins) & Stobb Cross (21 mins)		Yes		This is a new site, & will be dedicated to Restart. No other contracts will be delivered from the venue.

		Reed in Partnership		Newton Aycliffe (Fixed): Acorn House, Durham Way N, Newton Aycliffe, DL5 6UZ		New		Training rooms; 1:1 rooms; wifi/PCs for jobsearch; printers; telephones; toilets; seating areas with tea/coffee; & job boards		The office based in Newton Aycliffe is situated 0.9 miles from the Heighington Rail Station, providing service for residents in Bishop Auckland and the southern towns & villages via connecting services in Shildon (bus and rail), e.g. bus no.5 Sapphire to Newton Aycliffe centre (30mins) & Chilton (45mins), Heighington Village in 30mins (train to Shildon then bus no.1 to the village).		Yes		This is a new site, & will be dedicated to Restart. No other contracts will be delivered from the venue.

		Reed in Partnership		Stanley (Fixed): Business Centre, Tanfield Lea, Stanley, DH9 9NX		New		Training rooms; 1:1 rooms; wifi/PCs for jobsearch; printers; telephones; toilets; seating areas with tea/coffee; & job boards		Stanley providies access to residents in Consett, and other nearby towns & villages, e.g. 16a bus to Consett(23 mins), 78 Coast & Country to Leadgate (21 mins), 5 bus routes to Annfield Plain (7 mins), X5 to Delves (67mins).		Yes		This is a new site, & will be dedicated to Restart. No other contracts will be delivered from the venue.

		Reed in Partnership		Peterlee (Fixed): Ground Floor, Bracken Hill Business Park, 4 Fern Ct, Peterlee, SR8 2RR 		New		Training rooms; 1:1 rooms; wifi/PCs for jobsearch; printers; telephones; toilets; seating areas with tea/coffee; & job boards		The office is 160m away from the local bus station, serving residents in the surrounding areas of Peterlee, e.g. 201 indiGO then 55 to Blackhalls (40mins), 201 indiGO then X6/X7 to Dawdon (39mins) & Seaham (41mins), 201 indiGO then 23 to Horden (20mins), 22 to Thornley (35mins). Residents of Shotton also have access to the office via 15mins walk.  		Yes		This is a new site, & will be dedicated to Restart. No other contracts will be delivered from the venue.

		Reed in Partnership		Gateshead (Fixed): Baltic Business Quarter, Hawks Road, Gateshead, NE8 3DF		New		Training rooms; 1:1 rooms; wifi/PCs for jobsearch; printers; telephones; toilets; seating areas with tea/coffee; & job boards		The office is accessible through various bus routes, providing transportation for residents in nearby towns and areas, e.g. Q2 then X31/X70/X71 to Lobley Hill (34mins), Q2 to Deckham (25mins), 49 to Dunston (30mins), 93 to Felling (27mins), Windy Nook (29mins) & High Fell (31mins), 53 Voltra to Saltwell (27mins).		Yes		This is a new site, & will be dedicated to Restart. No other contracts will be delivered from the venue.

		Reed in Partnership		Newcastle (Fixed): Eldon Court, Percy St, Newcastle Upon Tyne, NE1 7YE		New		Training rooms; 1:1 rooms; wifi/PCs for jobsearch; printers; telephones; toilets; seating areas with tea/coffee; & job boards		Centrally located, only 0.5 miles (10mins walk) to Newcastle Station, 0.5 miles (11 mins walk) to Manors Station and bus access to residents in high volume areas e.g. 30/31 to Benwell (24mins), 1 to Elswick (25mins), Q2 Quaylink to Byker (13mins), Q3 to Walker (21mins), 12 to Wingrove (21mins), 10/11 to Kenton (26mins).		Yes		This is a new site, & will be dedicated to Restart. No other contracts will be delivered from the venue.

		Reed in Partnership		North Tyneside (Fixed): Cobalt 3.2, Silver Fox Way, Newcastle Upon Tyne, NE27 0QJ		New		Training rooms; 1:1 rooms; wifi/PCs for jobsearch; printers; telephones; toilets; seating areas with tea/coffee; & job boards		Office serving towns and regions in and around North Tyneside through bus transportation, e.g. 53 to Chirton (22mins), 22 to Howdon (16mins) & Wallsend (22mins), 54/309 to Monkseaton (28mins). 		Yes		This is a new site, & will be dedicated to Restart. No other contracts will be delivered from the venue.

		Reed in Partnership		Hull East (Fixed): 1501 Hedon Rd, Hull, HU9 5NX		New		Training rooms; 1:1 rooms; wifi/PCs for jobsearch; printers; telephones; toilets; seating areas with tea/coffee; & job boards		The office is 480m away from the bus station situated on Hedon Road. Several bus routes serve the office, providing access to nearby towns & villages across the county, e.g. South East Holderness, 75 then 12 to Bransholme Road (60mins), X7 to Drypool (22mins), 75/78/79/X7 to Marfleet (22mins).		Yes		This is a new site, & will be dedicated to Restart. No other contracts will be delivered from the venue.

		Reed in Partnership		Hull West (Fixed): 60 Commercial Road, Hull, HU1 2SA		New		Training rooms; 1:1 rooms; wifi/PCs for jobsearch; printers; telephones; toilets; seating areas with tea/coffee; & job boards		Several bus routes serve the office, providing access to nearby towns & villages across the county, e.g. 75 To Thorngumbald (10mins), 173 to Hull Interchange (20mins), 934 to Camerton (17mins).		Yes		This is a new site, & will be dedicated to Restart. No other contracts will be delivered from the venue.

		Reed in Partnership		York (Fixed): Monks Cross Dr, York, YO32 9WN		New		Training rooms; 1:1 rooms; wifi/PCs for jobsearch; printers; telephones; toilets; seating areas with tea/coffee; & job boards		Office situated 25mins from York Station (via bus 9) with bus access to residents in nearby towns & villages, e.g. 12 to Clifton (34mins), CastleLine to Heworth (13mins) & Micklegate (24mins), Skelton then 19 to Skelton (59mins). 		Yes		This is a new site, & will be dedicated to Restart. No other contracts will be delivered from the venue.

		Reed in Partnership		Harrogate (Fixed): Suite B & C, Station Parade - The Exchange, Harrogate, HG1 1TJ		New		Training rooms; 1:1 rooms; wifi/PCs for jobsearch; printers; telephones; toilets; seating areas with tea/coffee; & job boards		Situated in the city centre with access to local bus routes e.g. bus no.36 to Low Harrogate (12mins), New Park (12mins) & Ripon (49mins), 1A/1B/1C/1D to Starbeck (13mins), 3 to Saltergate (20mins), 1A/1B to High Harrogate (10mins), Granby (12mins).		Yes		This is a new site, & will be dedicated to Restart. No other contracts will be delivered from the venue.

		Reed in Partnership		Scarborough (Fixed): Unit 19, Scarborough Business Park, Scarborough, YO11 3TU		New		Training rooms; 1:1 rooms; wifi/PCs for jobsearch; printers; telephones; toilets; seating areas with tea/coffee; & job boards		Office situated near Seamer Rail Station (18mins walk) and nearby bus routes, providing access to residents in nearby towns & villages, e.g. Malton, Norton, 7 to Scarborough station (37mins), 22mins walk to Eastfield, 7A then 555 to Filey (59mins), 843 Coastliner to North Bay (46mins), 7A to Ramshill (40mins), 7 then 8 to Woodlands (50mins).		Yes		This is a new site, & will be dedicated to Restart. No other contracts will be delivered from the venue.

		Reed in Partnership		Selby (Fixed): 15 Abbey Ct, Selby, YO8 8LZ		New		Training rooms; 1:1 rooms; wifi/PCs for jobsearch; printers; telephones; toilets; seating areas with tea/coffee; & job boards		Office is 480m from Selby Train Station, serving regions connected by rail e.g. . Up to 7 bus routes serve the office within 200m, providing access to residents in nearby towns & villages e.g. 64/164 to Thorpe Willoughby (11mins) & Hambleton (22mins), 401 to Goole (40mins), 401 then X5 to Howden (70mins), 42 to Cawood (23mins), 415 Sapphire to Riccall (20mins). 		Yes		This is a new site, & will be dedicated to Restart. No other contracts will be delivered from the venue.

		Reed in Partnership		Skipton (Fixed): Unit 2, Keighley Rd, Skipton, BD23 2UE		New		Training rooms; 1:1 rooms; wifi/PCs for jobsearch; printers; telephones; toilets; seating areas with tea/coffee; & job boards		Office located 0.9miles from Skipton Station (12mins bus) serving neigbouring towns & villages e.g. Cononley (5mins), Steeton & Silsden (10mins) & Keighley (14mins). Situated south of Skipton with bus access to residents in high volume regions e.g. 66 to Skipton station (14mins), Glusburn (31mins) & Sutton-in-Craven (22mins), 580 to Gargrave (31mins), 784 to Addingham (39mins) & Ilkley (49mins), 280 to Barnoldswick (46mins). 		Yes		This is a new site, & will be dedicated to Restart. No other contracts will be delivered from the venue.

		Reed in Partnership		Barnard Castle (Outreach, TCR The Hub): Shaw Bank, Barnard Castle, Co. Durham DL12 8TD 
Proposed, currently unable to engage due to COVID-19.		New		Training room; 1:1 room; wifi; printer; toilets		Located 450m from the Shaw Bank bus stop, serving Barnard Castle and residents in surrounding towns & villages, e.g. X75/X76 MAX to Gainford (25mins), 84/85 to Staindrop (15mins). Galgate bus stop, situated in Barnard Castle centre,  is 15mins walk from the office which serves additional towns in Barnard Castle, e.g. 95 to Mickleton (25mins) and Middleton-in-Teesdale (35mins), 72 to Bowes (15mins).		Yes		This is an outreach site, other community activities are delivered from this venue.

		Reed in Partnership		Hexham (Outreach, Hexham Community Centre): Gillesgate, Hexham, NE46 3NP		New		Training room; 1:1 room; wifi; printer; toilets		A co-location office with The Hexham Community Centre located 400m from local buses to provide access to residents in Hexham and areas in South Northumberland, e.g. 685 to Haydon Bridge (20mins), 680 to Chollerford (30mins),  74 to Ponteland (69mins). The office is also 9mins walk from the Hexham railway station providing access to residents in Corbridge in 6mins (or 24mins by bus 10), Prudhoe (11mins) and Haltwhistle (18mins).		Yes		This is an outreach site, other community activities are delivered from this venue.

		Reed in Partnership		Richmond (Outreach, The Station): Station Yard, Richmond, North Yorkshire, DL10 4LD		New		Training room; 1:1 room; wifi; printer; toilets		A co-location with The Station to support residents in the region who can access the office through bus routes, e.g. bus no. X26 MAX to Richmond Central (3mins), Hipswell (11mins), Colburn (27mins) & Scotton (30mins), 34 to Catterick (23mins), 159 to Leyburn (46mins), X27 MAX to Middleton Tyas (39mins).		Yes		This is an outreach site, other community activities are delivered from this venue.

		Reed in Partnership		Northallerton (Outreach, The Forum): Bullamoor Road, Northallerton, DL6 1LP		New		Training room; 1:1 room; wifi; printer; toilets		A co-location with The Forum 9mins away from the Northallerton Train station by bus (53/73/80). Up to 6 bus routes provide residents access to the office in the region, e.g. bus no. 54/73 to Romanby (13mins) & 73 to Bedale (36mins), 80/89 to Brompton (24mins), 70 then 80 to Sowerby (80mins).		Yes		This is an outreach site, other community activities are delivered from this venue.

		Reed in Partnership		Kirkbymoorside (Outreach): Farnsdale Village Hall, Church Houses, Farndale, Kirkbymoorside, YO62 7LF, North Yorkshire, England		New		Training rooms; 1:1 rooms; wifi/PCs for jobsearch; printers; telephones; toilets; seating areas with tea/coffee; & job boards		The office is located in Farnsdale, Helmsley is a 10 min bus ride from Kirkbymoorside (128 bus from Helmsley to Kirkbymoorside).		Yes		This is an outreach site, other community activities are delivered from this venue.

		Reed in Partnership		Hawes (Outreach): Hawes Library, The Neukin, Marketplace, Hawes, DL8 3RA		New		Training rooms; 1:1 rooms; wifi/PCs for jobsearch; printers; telephones; toilets; seating areas with tea/coffee; & job boards		The office is located on Neukin Marketplace Road, 174 ft away from the bus station. Up to 4 bus routes serve the town centre, providing access to nearby towns & villages across the county, e.g. 156 to Gayle (3mins).		Yes		This is an outreach site, other community activities are delivered from this venue.

		Reed in Partnership		Hornsea (Outreach): Hornsea Library, Broadway, Hornsea, HU18 1PZ		New		Training rooms; 1:1 rooms; wifi/PCs for jobsearch; printers; telephones; toilets; seating areas with tea/coffee; & job boards		The office is located on Broadway Road, 473 ft away from the bus station. Up to 5 bus routes serve the town centre, providing access to nearby towns & villages across the county, e.g. 246 to Cliff Road (10mins), 550 to Hornsea Freeport (15mins), 129 to Rolston (14 mins)		Yes		This is an outreach site, other community activities are delivered from this venue.

		Triage		Middlesbrough (Fixed): The Co-operative Buildings 251-255 Linthorpe Road, Middlesbrough, TS1 4AT 		New		This office will have multiple meeting rooms, training rooms, computer suites, wifi & printers interview rooms, jobs board, breakout area, w/c & kitchen facilities, 		Located 10mins away (by 63 bus) from Middlesbrough Rail station and situated in the centre, the office offers ease of access to high volume residents using public transport, e.g. 64/64A to South Bank (25mins), 5 Sapphire to Nunthorpe (33mins), 13 to Stainton (27mins). 		Yes		This office will be in the same building as Triage's Work and Heatlh Programme and JETS delivery, but in a separate unit

		Triage 		Hartlepool (Outreach): Seymour House, Hartlepool Marina TS24 0UX 		New		Training rooms; 1:1 rooms; wifi/PCs for jobsearch; printers; telephones; toilets; seating areas with tea/coffee; & job boards		Office located 0.7m from Hartlepool station (12mins walk) providing access to Seaton Carew (5mins). Several bus routes within walking distance provide access to residents in the region, e.g. 65 to Elwick (49mins), 1 to High Throston (25mins), 36 to Rift House (32mins), 23/24 Sapphire to Crimdon (27mins).		Yes		Triage will only deliver Restart from this site.

		Triage		Redcar and Cleveland (Outreach): Palace Hub 28-29 Esplanade, Redcar TS10 3AE 		New		Training rooms; 1:1 rooms; wifi/PCs for jobsearch; printers; telephones; toilets; seating areas with tea/coffee; & job boards		Office located on the sea front, 0.4miles (8mins walk) from Redcar Central Station providing access to Longbeck (17mins). Several bus routes within walking distance provide access to residents in the region, e.g. 81 to Kirkleatham (18mins), 62 to New Markse (26mins), X4 to Markse-by-the-Sea (10mins). 		Yes		Triage will only deliver Restart from this site.

		Northern Rights		South Tyneside (Fixed): South Shields Business Works, Henry Robson Way, South Shields, NR33 1RF		Existing		2 x Advisor Rooms, 2 x Training Rooms, 2 x 1:1 rooms, 1 x job search/employer engagement room, w/c and kitchen facilities. Parking.		Situated close to River Tyne, the office is located 200m from the Station Road bus stop. Residents can access the office using multiple bus routes, e.g. 17/50 to West Harton (15mins), 27/X20 to Simonside (25mins), 30 to Boldon (30mins), YEL to Hebburn (24mins).		Yes		Current Employability & Training Site. 

		Standguide		North East Lincolnshire (Fixed): Units M11-14, The Hub, Freeman Street Market,	Grimsby, DN32 7DS 		Existing		Meeting rooms, computer suites with wifi & printers, w/c & kitchen facilties		Office located 450m from Grimbsy Docks station. Residents in NE Lincs can access the office with ease due to strong public transport services, e.g. 7 to Humberston (35mins), 53B to Waltham (28mins), 5/5M to Great Coates (35mins), 51 to Holton le Clay (50mins). 		Yes		DWP Work & Health/Better Working Futures, DWP Work & Health JETS

		Standguide		North Lincolnshire (Fixed): Unit 4a Queens Way Business Centre, Scunthorpe, DN16 3RN		Existing		Meeting rooms, computer suites with wifi & printers, w/c & kitchen facilties		Office located east of Scunthorpe. Bus stops are within 15mins walk. Upto 12 bus routes serve the office providing residents access using public transport, e.g. 1/4 to Ashby (12mins), 4/13 to Yaddlethorpe (28mins), 4/x4 to Brigg (40mins), x4 then 60 to Burton upon Stather (60mins), x4 then 350 Humber Fastcat to Winterton (55mins) & Winteringham (63mins), 4 then 100 to Messigham (49mins), x4 then 399 to Epworth (67mins), 1 then 90/361 to Crowle (77mins).		Yes		DWP Work & Health/Better Working Futures, DWP Work & Health JETS

		Northumberland CC		Berwick upon Tweed (Fixed): Berwick Adult Learning Campus, Walkergate, Berwick upon Tweed, TD15 1DB  		Existing		Meeting room [not LSS owned, all staff able to book] Shared office, 5 training rooms [2 general classrooms, 2 IT Suites, Art Room] WIFI andprinter and copier, Shared kitchen facility [staff only], Shared w/cs 		Office located 300m (4mins walk) from Golden Gate Bus stop. Residents can access the office using several bus services from here, e.g. 67 to East Ord (15mins), 267 to Etal (30mins), 464 to Lowick (30mins), X18 MAX to Bamburgh (45mins).		Yes		WHP, JETS, Triage, Learning & Skills Service,  IAG and training and education

		Northumberland CC		Alnwick (Fixed): Alnwick Campus, Lindisfarne Road, Alnwick, NE66 1AX		Existing		6 training rooms all with WIFI and IT + Printer and copier  - Large hall available for activities - CAB and food bank on site		South of Alnwick town centre. Office served by bus routes within walking distance (450m), providing access for residents in nearby towns & villages, e.g. X15 to Alnwick town centre (10mins), 418/X20 MAX bus to Hipsburn (25mins), X18 MAX/X20 MAX to Amble (39mins), 470/473 to Wooler (43mins).		Yes		WHP, JETS, Triage, Learning & Skills Service,  IAG and training and education

		Northumberland CC		Cramlington (Fixed): Northumbria House, Manor Walks Shopping Centre, Cramlington, NE23 6UR		Existing		Training room; 1:1 room; wifi; printer; toilets		The office is located on Mannor Walks road, 0.2 miles away from Dudley Lane bus station. Up to 10 bus routes serve the town centre, providing access to nearby towns & villages across the county, e.g. 43 Sapphire to Red Lion West (12mins), 52 to Cramlington Whitelea (15mins), X9 to Westmorland Way (15 mins)		Yes		WHP, JETS, Triage, Learning & Skills Service,  IAG and training and education

		Northumberland CC		Blyth (Fixed): Blyth Campus, Brunel Building, 64 Regent Street, NE24 1LT		Existing		Training room; 1:1 room; wifi; printer; toilets		The office is located on Regent Street, 0.4 miles away from the Prince of Wales bus station. Up to 7 bus routes serve the town centre, providing access to nearby towns & villages across the county, e.g. X11 to Blyth Twelfth Avenue (10mins), 2 to Nlyth Ingram Drive (15mins), 309 Colbalt to Rotary Way North End (20 mins)		Yes		WHP, JETS, Triage, Learning & Skills Service,  IAG and training and education

		Sunderland North Community Business Centre (SNCBC)		Sunderland (Fixed): Sunderland North Community Business Centre, Winchester House, Baxter Road, Town End Farm, Sunderland SR5 4LW 		Existing		A fully resourced ICT suite, 20 person conference/ training room, kitchen, 4 individual discussion rooms for small group activities for up to 8 people.
		Office located 300m (4mins) from Berwick Avenue bus stop. From here, residents can access the office using public transport, e.g. 12/13 to Roker (35mins), 12/13 then E6 to Whitburn (45mins), 56 then 4 to Washington (35mins).		Yes		Head Office Of Organisation, current Adult Training Site, Houses Management, Finance  and Admin Teams including those for employability services.   Also in Building - Ofsed Nursery,  Youth and Community Provision including Youth club.

		SNCBC		Washington (Fixed): Community Opportunities, Albany Village Centre 26 Albany Village, Albany, Washington, NE37 1UB		Existing		
Dedicated ICT/training suite for up to 12 people, multi-use hall for larger training sessions, individual and group counselling spaces


		Office located north of Washington town centre. Several bus routes serve the office, providing access for the wider Washington region, e.g. 23 to Birtley (42mins), 50 then X1 X-lines to Houghton le Spring (30mins), Springwell (19mins), 56 to Hylton Castle (30mins).		Yes		Self contained community centre in Albany Area of Washington, located in middle of small shopping precinc. Also houses Clean and Green Environmental Project and Washington Community Hub and Volunteering Services.

		SNCBC		Houghton le Spring (Fixed): Community Opportunities, 8-9 Westbourne Terrace, Shiney Row, Houghton le Spring, Tyne & Wear, DH4 4QT		Existing		Open plan office area, two small  private interview/counselling rooms, 8 person ICT room, w/c with small kitchen area, open plan training/ recreational area, a community kitchen, w/c facilites, a conference/ training room for up to 8 people.		Office situated north of Houghton le Spring. On main arterial route on A183 into Sunderland City Centre. Up to X bus routes serve the office within 300m (3mins walk), providing access for residents in nearby towns & villages e.g. X1 X-lines to Houghton le Spring (10mins), Hetton-le-Hole (18mins) & Easington Lane (24mins), 78 Coast & Country to Great Lumley (15mins) & Chester-le-Street (25mins).		Yes		 Self contained shop Unit on main and Shiney Row  Shopping Precinct  , near to Post Office, serves Coalfields Area of Sunderland which is a semi- rural area i.e. Houghton, shiney Row, Easington and Hetton. 

		SNCBC		Hylton Castle (Fixed): Community Opportunities,19 Chiswick Square, Hylton Castle, Sunderland, SR5 39Z 		Existing		Open plan counselling /ICT area, private interview/ group work room for up to 5 people, wc and small kitchen area. Large upstairs flat with training / meeting room for up to 15 people, W/C and kitchen.		Situated in Hylton Caslte, North of Sunderland, with local transport access to serve residents in nearby towns & villages, e.g. 35 to West Boldon (12mins) & Bolden Colliery (15mins), 56 to Cleadon (34mins), 3 then E1 to Whitburn (47mins), 3 to Southwick (16mins) & Roker (33mins). Office is also 5mins walk from main A1290 arterial road.		Yes		Self contained, converted  shop Unit on main and busy  Hylton Castle Shopping Precinct, near to Post Office . Employability and Training delivered from site  and also used as Community Hub for community engagaement/ development activities. Accesible from Sunderland Cty Centre and serves North Of Sunderland

		SNCBC		Sunderland (Outreach): Community Opportunities, Thorney Close Action and Enterprise Centre, 120 Thorndale Road, Thorney Close, Sunderland , SR3 4JQ		Existing		 
Fully equipped kitchen facility, large hall for up to 100 people for sporting activities, group meetings, conference room, dedicated ICT facilities, individual and group counselling spaces

		Office situated in West Sunderland, with bus access 500m from office. Residents in nearby areas can access the centre using public transport, e.g. 4 to Doxfor Park (23mins), Burdon (40mins), 35 to New Herrington (15mins), 18A to Pallion (31mins). 5 mins walk from main A690 main arterial road for car access.		Yes		Council owned building, Co located with Sunderland Councils Together for Children teams, Next steps Careers Service, Occupational Health, Sandhill Foodbank and  SNCBC' West Clean and Green Environmental Project.

		PeoplePlus		Darlington (Outreach): The Dolphin Centre, Horsemarket, Darlington, DL1 5RP		New		Training rooms; 1:1 rooms; wifi/PCs for jobsearch; printers; telephones; toilets; interview and events space, disability access		The office is situated near the town centre with access to multiple bus stations serving surrounding areas in the region, e.g. 5/5A/7/8/X21 to North Road (15mins), 1/2/X1 to Cockerton (14mins), 10 frequenta to Haughton Green (12mins), 2 frequenta to Eastbourne (11mins) and 12 to Teesside Airport (31mins). Darlington Train Station is 600m from office (8mins walk) serving North Road (3mins)and Dinsdale (13mins). 		Yes		Delivered ESFA skills contracts in these premises

		PeoplePlus		Sunderland (Outreach): Quayside Exchange, 197 High St E, Sunderland, SR1 2AX		New		Training rooms; 1:1 rooms; wifi/PCs for jobsearch; printers; telephones; toilets; interview and events space, disability access		Located on the High Street, 0.5miles from Sunderland Train Station (10mins walk). Office provides bus access to residents in high volume areas, e.g. 10 to Hendon (16mins) & Millfield (20mins), 20 to  St Anne’s (30mins), 4 to Redhill (30mins).		Yes		Delivered ESFA skills contracts in these premises

		PeoplePlus		Sunderland (Outreach): Sunderland Enterprise Park, Business & Innovation Centre, Wearfield, Sunderland, SR5 2TA		New		Training rooms; 1:1 rooms; wifi/PCs for jobsearch; printers; telephones; toilets; interview and events space, disability access		Located in Southwick, north of River Wear. Several bus routes serve the office, providing access to residents in high volume areas, e.g. 5 bus routes to Roker (40mins), 8 Coast & Country then 3 to Whitburn (41mins), 3 to Washington (22mins).		Yes		Delivered ESFA skills contracts in these premises

		PeoplePlus		Stockton-on-Tees (Outreach): Durham Tees Valley Business Centre, 32 Orde Wingate Way, Stockton, TS19 0GA		New		Training rooms; 1:1 rooms; wifi/PCs for jobsearch; printers; telephones; toilets; interview and events space, disability access		Located north of Stockton town centre, 0.5miles from Stockton Train Station (10mins walk). Up to 10 bus routes serve the office within 500m radius, e.g. 59 to Fairfield (24mins), X66 MAX/X67 to Hartburn (30mins), 36/52 to Norton (20mins), 58 to Roseworth (17mins), 36 to Billingham (32mins), X22 to Sedgefield (33mins).		Yes		Delivered ESFA skills contracts in these premises

		PeoplePlus		Stockton-on-Tees (Outreach): Norton Grange Community Centre, 62-64 Somerset Road, Stockton-on-Tees, TS20 2ND		New		Training rooms; 1:1 rooms; wifi/PCs for jobsearch; printers; telephones; toilets; interview and events space, disability access		Situated in Norton, north of Stockton-on-Tees with several bus routes into the office, serving residents in north Stockton and nearby towns & villages, e.g. 36 to Billingham (26mins), 15 to Roseworth (23mins), 37 to North Tees Hospital (31mins).		Yes		Delivered ESFA skills contracts in these premises

		PeoplePlus		Stockton-on-Tees (Outreach): Billingham Forum Town Centre, The Causeway, Stockton-on-Tees, Billingham, TS23 2LJ		New		Training rooms; 1:1 rooms; wifi/PCs for jobsearch; printers; telephones; toilets; interview and events space, disability access		Office located 0.5miles from Billingham station (10mins). Several bus routes within 500m radius providing access to residents in North Stockton-on-Tees, e.g. 36 to Wolviston (19mins), Newton Bewley (29mins) & Greatham (20mins), 52 to Cowpen Bewley (18mins), 36 then 6 to Brierton (50mins).		Yes		Delivered ESFA skills contracts in these premises

		Reed in Partnership		Liverpool (fixed, contact centre): Graeme House, Liverpool, L2 7ZH		New		Customer Support Officer desks, meeting rooms, printers; telephones; toilets; wifi		100m from James Street Station and on 8 local bus routes for staff access. Participants will not use this office		Yes		This is a central office for support functions & our Customer Service Team (outside of the CPA). Participants will not be using this venue.











		NB  If there is insufficient space in the above table to include all the organisations proposed to deliver specific elements of the service involved, please attach a supplementary sheet using the same table format
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CPA2a



				Restart 
Stakeholder /Integration Partner Relationship List				Restart Bidder		Reed in Partnership		CPA		2		2A - North East & the Humber

				Stakeholder Classification		Definition		Confirmation Letter Required?

				Core		If a Stakeholder / Integration Partner meets one or more of these three conditions they are considered 'Core'

1. The withdrawal of this stakeholder / integration partner is an integral part of the customer journey or would materially affect performance.
OR
2. The withdrawal of this stakeholder /integration partner would result in a gap service provision to a customer group or geographic area.
OR
3. Greater than 1% of annual CPA referral volumes which will directly engage with this stakeholder's services.		Yes

				Ancillary		None of the above conditions are met, but the stakeholder provides a service which represents added value for the customer.		No



				Stakeholder Name

Hopkinson Ben DWP COMMERCIAL DIRECTORATE: DWP: 
Please provide the full registered name of any company or charity included.
		Service Provided

Hopkinson Ben DWP COMMERCIAL DIRECTORATE: DWP:
Please outline the service this stakeholder will provide.		Geographical Coverage

Hopkinson Ben DWP COMMERCIAL DIRECTORATE: DWP:
Please indicate which geographical area of the CPA this stakeholder will be providing the service in.		Estimated Proportion of Referral Volumes

Hopkinson Ben DWP COMMERCIAL DIRECTORATE: DWP:
Please identify the proportion of annual CPA referral volumes which will directly engage with this stakeholder's services.

Cell will turn blue if this meets condition 3. of the Core definition.		Estimated Contribution to Performance Offer

Hopkinson Ben DWP COMMERCIAL DIRECTORATE: DWP:
Please identify the estimated contribution of this stakeholder's services to your performance offer.		Core or Ancillary Stakeholder

Hopkinson Ben DWP COMMERCIAL DIRECTORATE: DWP:
Please refer to the classification table above.		Confirmation Letter Submitted



				Core (Stakeholder/Integration)



				ACRE - Action with Communities for Rural England		Informing the refinement of our rural delivery approach.		Pan CPA		[REDACTED]		[REDACTED]		Core 		Yes

				Bauer Academy		Referrals to online Digital, creative, and content creator skills training		Pan CPA		[REDACTED]		[REDACTED]		Core 		Yes

				British Chambers of Commerce		Collaboration to refine our approach to SMEs, & help raise awareness of provision among local Chambers.		Pan CPA		[REDACTED]		[REDACTED]		Core		Yes

				DN Colleges Group (including North Lindsey College)		Referrals to their AEB and other funded skills provision to upskill participants		South Yorkshire, Lincs and the Humber Region		[REDACTED]		[REDACTED]		Core 		Yes

				Education Development Trust (EDT)		Referrals to National Careers Service for professional careers advice		Pan CPA		[REDACTED]		[REDACTED]		Core 		Yes

				Gateshead Council		Strategic collaboration to understand local economic priorities and employment opportunities		Gateshead		[REDACTED]		[REDACTED]		Core 		Yes

				Groundwork North East and Cumbria		Alignment and referrals to existing AEB, Traineeships, Greem sector programmes and BBO where relevant		North East		[REDACTED]		[REDACTED]		Core 		Yes

				HST - Health and Safety Training Ltd		Referrals to AEB Skills Provision including Driver, Safety and Plant related training		North East & Tees Valley		[REDACTED]		[REDACTED]		Core 		Yes

				Hull College Group (Hull and Goole Colleges)		Referrals to skills provision (visitor economy, engineering, food manufacturing, port/logistics, Digital & Green Energy) 		Humberside and Goole		[REDACTED]		[REDACTED]		Core 		Yes

				Humber Learning Consortium		Alignment with existing provision inc BBO, AEB and strategic collaboration via local ESIF Network		Humberside		[REDACTED]		[REDACTED]		Core 		Yes

				Humber LEP		Strategic collaboration to understand local economic priorities and align employment opportunities		Humberside		[REDACTED]		[REDACTED]		Core 		Yes

				Institute of Employability Professionals (IEP)		Work collaboratively on recruitment and training intiatives to support our Restart delivery and the sector.		Pan CPA		[REDACTED]		[REDACTED]		Core 		Yes

				Learning Curve Group		Referrals to their AEB and other funded skills provision to upskill participants (including logistics, H&S Care)		North East		[REDACTED]		[REDACTED]		Core 		Yes

				Newcastle College Group (Newcastle College)		Referrals to their AEB and other funded skills provision to upskill participants		Newcastle		[REDACTED]		[REDACTED]		Core 		Yes

				NGTC Group		Referrals to their AEB and other funded skills provision to upskill participants (including SIA, Facilities Management)		Durham, Newcastle, M'Boro and Sunderland		[REDACTED]		[REDACTED]		Core 		Yes

				North East LEP		Strategic direction to maximise integration and achieve outcomes for residents		Across NE LEP Region (7 Local Authorities)		[REDACTED]		[REDACTED]		Core 		Yes

				Northumberland County Council		Strategic collaboration to understand local economic priorities and employment opportunities		Northumberland		[REDACTED]		[REDACTED]		Core 		Yes

				(NSAFD) National Skills Academy for Food & Drink 		Collaboration to support understanding of Food & Drink Manufacturing sector & raise awareness with employers		Pan CPA		[REDACTED]		[REDACTED]		Core		Yes

				Pension Wise (Citizens Advice Bureau)		Aligning with their Pensionwise advise service to help older workers make informed decisions on their working life.		Pan CPA		[REDACTED]		[REDACTED]		Core		Yes

				Resources NE Ltd 		Referrals to AEB Skills Provision including Bricklaying, Painting and Decorating, Joinery etc		Sunderland and South Tyneside		[REDACTED]		[REDACTED]		Core 		Yes

				Skills for Care		Sector Skills Council helping to refine our Care Sector Routeway & raise awareness with employers		Pan CPA		[REDACTED]		[REDACTED]		Core		Yes

				Sunderland North Community Business Centre		Referral to job brokerage, wellbeing, and volunteering provision.		Sunderland		[REDACTED]		[REDACTED]		Core 		Yes

				Tees Valley Combined Authority & Tees Valley LEP 		Strategic direction to maximise integration and achieve outcomes for residents		Tees Valley region		[REDACTED]		[REDACTED]		Core 		Yes

				Uplift Associates		Referral to mental health and wellbeing provision		Sunderland, East Durham, N & S Tyneside		[REDACTED]		[REDACTED]		Core 		Yes



				Core (Specialst Paid Partners)



				Bauer Academy		To deliver Creative career group employability sessions, including development coaching and confidence training for interviews in the Creative sectors.		Pan CPA		[REDACTED]		[REDACTED]		Core 		Yes 

				Eden Training 		Referrals to vocational skills provision across a range of sectors, e.g. manual handling and customer service 		Pan CPA		[REDACTED]		[REDACTED]		Core 		Yes

				Genius Within 		Online group confidence and employability sessions for participants with neurodiverse needs, including Autism and Dyslexia.		Pan CPA		[REDACTED]		[REDACTED]		Core 		Yes 

				Gingerbread 		Deliver training to upskill our Reed Keyworkers in how to support Single Parents.		Pan CPA		[REDACTED]		[REDACTED]		Core 		Yes 

				Health to Employement 		Delivery of health assesments and support to develop a work focused action plan for participants to improve their health.		Pan CPA		[REDACTED]		[REDACTED]		Core 		Yes 

				Let Me Play		Delivering online Functional Skills provision to Restart participants (up to Level 2) to address English, Maths and/or ICT needs (where local services can not be accessed).		Pan CPA		[REDACTED]		[REDACTED]		Core		Yes 

				Middlesbrough College		Referrals onto existing training courses (such as Electrical PAT testing and CSCS Card) and support access to guaranteed interviews and jobs.		Middlesbrough and surrounding area		[REDACTED]		[REDACTED]		Core 		Yes 

				MJ Skills 		Delivery of sector based employment training linked to vacancies with employment opportunities sourced.		Pan CPA		[REDACTED]		[REDACTED]		Core 		Yes 

				National Skills Academy Food and Drink (NSAFD)		Providing access to their ‘Readiness to Work in the Food & Drink Passport’ provision, including accredited e-learning to prepare participants for jobs in the sector.		Pan CPA		[REDACTED]		[REDACTED]		Core 		Yes 

				Reed Wellbeing 		Assessing participant’s health needs, and then delivering their expert health & wellbeing provision via 1:1 and group delivery, to Reed and our supply chain’s Restart participants. 		Pan CPA		[REDACTED]		[REDACTED]		Core 		Yes 

				Shelter 		Shelter delivering support for Restart participants around housing, debt management & Welfare benefits.		Pan CPA		[REDACTED]		[REDACTED]		Core 		Yes 

				The Construction Skills People ltd 		Sector based training linked to employment opportunities  within construction and warehouse sectors 		Pan CPA		[REDACTED]		[REDACTED]		Core 		Yes 

				The Digital College 		Referrals to their sector-based online training courses. 		Pan CPA		[REDACTED]		[REDACTED]		Core 		Yes 

				West Notts College (deliver in CPA 2a as well as CPA 2b)		Referrals onto existing training courses (such as Warehouse & Railways) and support access to guaranteed interviews and jobs.		Pan CPA		[REDACTED]		[REDACTED]		Core 		Yes 

				Working Minds 		Referrals to their health & wellbeing provision.		Pan CPA		[REDACTED]		[REDACTED]		Core		Yes



				Ancillary (Stakeholder/Integration)



				5 Lamps		Referral to their housing, youth services, back to work provision YEI (under 30s) and over 50s support		Stockton on Tees		[REDACTED]		[REDACTED]		Ancillary		No

				Centrepoint		Young People referras (up to 25 years old) to homeless services, including skills provision.		Sunderland and Tees Valley		[REDACTED]		[REDACTED]		Ancillary		No

				Centre for Ageing Better		Work with us to refine our offer for 50+ participants throughout the life of the contract		Pan CPA/National 		[REDACTED]		[REDACTED]		Ancillary		No

				CIPD		Referral to their Steps Ahead Mentoring Scheme for 18-24s		Pan CPA		[REDACTED]		[REDACTED]		Ancillary 		No

				Community Money Advice		Financial advice and debt support & also provides a food bank 		Durham County		[REDACTED]		[REDACTED]		Ancillary		No

				Construction Industry Training Board (CITB)		Support our sector alignment and inform our construction routeway		Pan CPA		[REDACTED]		[REDACTED]		Ancillary		No

				Durham County Council		Strategic collaboration to understand local economic priorities and employment opportunities		Durham County		[REDACTED]		[REDACTED]		Ancillary		No

				Food & Drink Federation		Strategic collaboration to understand employer skills needs in the sectornd help promote Restart to employers		Pan CPA/National 		[REDACTED]		[REDACTED]		Ancillary		No

				Google		An official Google Partner, we have access to their digital leaning materials for participants and employers		Pan CPA/National 		[REDACTED]		[REDACTED]		Ancillary		No

				Harrogate Mind		Referrals to Mental Health Support for people suffering with anxiety or depression		Harrogate		[REDACTED]		[REDACTED]		Ancillary		No

				Hubbub		A digital inclusion scheme with O2 to provide digital devices/data, working with them to support expansion.		Pan-CPA		[REDACTED]		[REDACTED]		Ancillary		No

				Hull City Council		Support local integration with existing loca provision.		Hull		[REDACTED]		[REDACTED]		Ancillary		No

				Movement to Work		Provide access to work placements for 18-25s		Pan CPA/National 		[REDACTED]		[REDACTED]		Ancillary		No

				NHS Employers		Support our engagement with NHS trusts and help raise awareness		Pan CPA/National 		[REDACTED]		[REDACTED]		Ancillary		No

				North East Enterprise Agencies Ltd		Referrel to self-employment, and business start up support delivered through 10 local Enterprise agencies 		North East		[REDACTED]		[REDACTED]		Ancillary		No

				NHS Employers		Support our engagement with NHS trusts and help raise the awareness of Restart and other DWP provision.		Pan CPA		[REDACTED]		[REDACTED]		Ancillary		No

				North Tyneside Council		Strategic collaboration to understand local economic priorities and employment opportunities		North Tyneside		[REDACTED]		[REDACTED]		Ancillary		No

				Relate		Referrals to relationship support to address conflict within the family		North East		[REDACTED]		[REDACTED]		Ancillary		No

				RFEA (The Forces Employment Charity)		Support veterans & their families to address barriers & prepare for work. Can refer to their national programmes, and have also agreed to support our ongoing refinement of delivery to veterans.		CPA-wide		[REDACTED]		[REDACTED]		Ancillary 		No

				Ryedale Community Transport		Provide rural transport solutions to those living in rural areas		Ryedale, Scarborough, Selby, York areas		[REDACTED]		[REDACTED]		Ancillary		No

				Sunderland City Council		Strategic collaboration to understand local economic priorities and employment opportunities		Sunderland City Council 		[REDACTED]		[REDACTED]		Ancillary		No

				TRN Train		Referral to their AEB Construction Skills Provision		North East		[REDACTED]		[REDACTED]		Ancillary		No

				Vistech Services		Referral to security training provision		Tees Valley		[REDACTED]		[REDACTED]		Ancillary		No

				Wheels2Work		Provide rural transport solutions to those living in rural areas		Co Durham		[REDACTED]		[REDACTED]		Ancillary		No
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