[2.12.1] Supply Chain

Please describe your supply chain structure and how you will manage it throughout
the life of the contract.

Your response should include:

A clear description of your supply chain structure including any subcontractors
and partners

A table to show the percentage of service delivery undertaken by any
subcontractors, their geographical coverage and what provision they will
provide to support the specified eligibility groups

A clear explanation of your contract management practices with members of
your supply chain, including how these abide by the principles of the Merlin
Standard

A description of how you will communicate throughout your supply chain to
share good practice

Details of your contingency arrangements should any member of your supply
chain withdraw prior to commencement of service delivery or at any point
during the contract period

A completed Subcontractor Declaration from all subcontractors listed in your
response to this question

Where applicable, you should identify which subcontractors are Small Medium
Enterprises (SMEs) - PLEASE NOTE THAT THIS BULLET POINT ONLY
WILL NOT BE SCORED

Insert your response in the pre-set, shaded space on the following pages.
Your response MUST be limited to 3 sides of A4.

PLEASE NOTE THE SCORE ATTAINED IN THIS SECTION MAY ALSO BE USED

IN A TIE-BREAK SITUATION WHERE APPROPRIATE.




Reed is experienced in delivering locally-integrated contracts supported by effective
& sustainable partnerships & supply chain (SC) relationships including REDACTED
on our National Citizen Service contracts. Our delivery expertise ensures we have
credibility with our SC as we understand operational challenges, e.g. we supported
REDACTED individuals from Troubled Families (TFs) on our London ESF Families
contracts. Our successful approach was awarded an overall score of REDACTED
(REDACTED) in our REDACTED Merlin assessment. SC STRUCTURE: Our Head
of Partnerships (HoP) has: identified where Reed delivery would add value; analysed
suitability of potential subcontractors; & identified further local partners & services to
engage/support participants. Subcontractors: We selected REDACTED
(REDACTED) & REDACTED via our “open & transparent” process (Merlin,
REDACTED). Our ESIF Expression of Interest (EOI) form was: sent to our Partner
Network (PN) of REDACTED registered London providers; published on our website;
& sent to VCS umbrella organisations to share with providers. Completed by
REDACTED London providers, we assessed EOI responses against criteria
including: experience; local knowledge; capacity; coverage; stakeholder links; &
ability to meet the go-live date.

We selected our SC partners based on their:

e Experience/track record of working with TFs: REDACTED & REDACTED have
vast experience supporting TFs & individuals with multiple & complex needs. For
example REDACTED delivered ESF Families in REDACTED, supporting
REDACTED of starts into work.

e Infrastructure: REDACTED has REDACTED fixed offices across South London
(SL), with additional outreach sites (e.g. REDACTED)

e Wider stakeholder links: REDACTED work closely with all Children’s Centres
across the borough which will support referrals, & have links with GPs, Health
Centres & mental health services which will provide holistic support for TFs.

e Quality: REDACTED holds the Matrix standard, Customer First award & Ofsted
Grade 2. BC hold the Matrix standard & Investors in People

e Capacity: REDACTED & REDACTED have confirmed their ability to commence
delivery on REDACTED.

Our HoP has agreed SC delivery areas/volumes (ensuring full geographic coverage),
indicative contract value & payment structure, formalised in Heads of Agreement.

REDACTED

Strategic Partners: Building on Reed/SC existing relationships, we have
established a broad network of local partners to ensure we provide an integrated
service in SL, including local authority (LA) teams, JCP, health providers & charities.
This local network will provide support in generating referrals, engaging priority
groups & providing participant access to complementary provision:

REDACTED

The Operations Manager (OM), Partnership & Supply Chain Manager (PSCM) &
Reed/SC Team Managers will maintain & develop relationships with local providers
& draw upon our existing PN to source additional services required to meet
participant needs/wider eligibility criteria. Using these links we will create & maintain
a local Directory of Services as a Caseworker (CW) resource to accurately signpost
participants onto complementary provision. CONTRACT MANAGEMENT - In the
last REDACTED years we have collaboratively & effectively managed over
REDACTED SC partners, in line with our proven SC Management Framework
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(SCMF). We abide by all Merlin principles (detailed below) which are built into our
SCMF, & our processes achieved positive Merlin feedback & high scores in our
REDACTED assessment. Awarded a Commitment score of REDACTED, Merlin
highlighted our focus on SC collaboration/ cooperation as being “REDACTED”.
During implementation, our SC Implementation Manager will support SC to ensure:
robust policies & procedures are in place, including anti-fraud & data security
measures & all contract staff receive training on our delivery model,
policies/procedures, & participant data capture using REDACTED. This will ensure
all participants receive the same high quality, consistent advice & services.
Performance Management (PM): The PSCM is responsible for all SC PM. The
PSCM applies our SCMF to provide clear defined targets & review processes that
drive consistent, high standards across the SC. We will ensure our SC meets
contract expectations via: Clear Targets: Our SC contracts with will detail: Customer
Service Standards (CSS) (e.g. min. monthly Action Plan reviews); cohort
performance KPIs (e.g. REDACTED short job outcomes linked to our time to job
profile); & quality KPIs (e.g. adhering to Service Level Agreements with LAS). All
metrics will be recorded on our REDACTED, REDACTED, & monitored by the PSCM
via weekly REDACTED reports. At weekly Provider Support Calls (PSCs), PSCM will
use our forecasting tool to help SC partners identify their outcome pipelines & where
they should focus activity (e.g. increase employer engagement). Reviewing
Performance: SC partners & the PSCM will use REDACTED to monitor & review
real-time delivery against targets. The PSCM will meet SC partners monthly at
formal Contract Performance Reviews (CPRSs) to review delivery against CSS,
performance & quality KPIs. SC REDACTED is reported to our
PSCM/OM/Operations Director monthly to identify any further support needs.
Reviewing Quality & Compliance: SC partners will be subject to Reed’s validation
processes, with an independent Assurance & Quality Executive assigned to verify all
evidence. Final checks are completed separately by our Finance Team before
outcomes are claimed & paid. To ensure high quality, the OM will conduct quarterly
observations & sample participant files (graded against the Ofsted Framework). The
PSCM will monitor priority group REDACTED to ensure delivery achieves parity in
referral/performance outcomes. Managing Under-Achievement: In line with our
SCMF, if under-achievement against performance/quality/compliance KPIs is
identified, the PSCM will issue a Service Improvement Notice (lasting up to
REDACTED), outlining improvements required. The PSCM helps the SC partner to
develop a Service Improvement Plan (which they then sign-off) detailing actions they
will take to improve. Actions will be discussed at weekly PSCs & fully reviewed at
CPRs, with the PSCM providing support to help SC improve, e.g. via
training/shadowing. If under-achievement persists after the improvement notice
period, SC will receive a Contract Default Notice, which if not remedied in
REDACTED, will result in contract termination. Payment Processes will mirror
Reed’s DWP payment terms, with Delivery Fee payments paid monthly in arrears &
Outcomes paid within REDACTED of invoice. Feedback: We will continually seek
SC feedback via Evaluation of Service surveys, with responses analysed by our
Head of Continuous Improvement (Cl) & management/service improvements
identified & actioned. Actions to address SC feedback will be reported back in CPRs.
We also collate participant & employer feedback on the effectiveness of our SC
delivery. We regularly conduct a review of our SC partners to ensure they remain fit
for purpose & where required, conduct a gap analysis to identify any additional
services required (e.g. working with our Curriculum & Training Development team to
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design new employer specific training). Development: Reed is committed to SC
development, with our role "REDACTED” (Merlin REDACTED). The PSCM will
provide SC with ongoing capacity building support, e.g. cash-flow/outcome profiling
& resource planning. COMMUNICATING & SHARING GOOD PRACTICE: will be
achieved via: Monthly CPRs with SCs’ management & standard agenda items
including best practice, performance, compliance, quality & identifying service
improvements. Shadowing: We promote mutual shadowing to share good practice
across both Reed & SC frontline staff, as Reed also has “REDACTED”. Service
Delivery Board (SDB): Our quarterly SDBs “REDACTED” & are attended by
Reed/SC programme leads & Senior Management teams, who will meet to: discuss
contract level quality & performance; share best practice; & identify contract-wide
service improvements. Partnership Forum (PF): SC & partners will be invited to a
quarterly PF to discuss wider service alignment & share good practice (e.g. on
supporting priority groups). Briefings: We will send a quarterly newsletter to
stakeholders detailing: best practice; research conducted by our Research & Policy
Manager, results from surveys/focus groups; & update on CI actions.
CONTINGENCY: We mitigate risk of SC partners withdrawing at any point via:
setting clear expectations; go-live readiness support; & assistance from our central
support functions. Where this cannot be mitigated, we will: Replace: Our preferred
option is to replace the SC partner from identified contingencies who have already
completed our EOI. If the SC partner withdraws during implementation we will
mobilise the replacement immediately to ensure contract start by REDACTED. If
withdrawal occurs during delivery, our PSCM will manage transition to a contingency
partner over REDACTED to ensure no break in service. Expand: Where we cannot
secure a replacement, we will expand our delivery. If occurring during
implementation, our Implementation team will mobilise additional resource to ensure
go-live of REDACTED. If during delivery, we will set up infrastructure & staffing
within REDACTED &, as an interim solution to ensure no service break, second
existing CWs & deliver from co-location sites (e.g. REDACTED) within REDACTED.




