[2.14.1] Quality

Please provide a detailed description of how you will ensure the quality of service
delivery through your management practices.

Your response should:

e Provide a detailed explanation of how you 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. Your
response should include but not be limited to: the quality of staff, frequency
and appropriateness of participant engagement and the quality of the action
plan and the relevance of its content to participants’ needs

e Clearly describe how you will manage and ensure the quality of delivery by
any subcontractors e.g. site visits, audits and observing delivery

e |dentify how you will continuously improve the quality of delivery of this
provision and share best practice throughout your supply chain

e Explain how you will obtain feedback from participants and proactively act
upon this including details of procedures and timings

e Describe how you 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 impatrtiality of
any decision makers

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.




Our established Quality Management Framework (QMF) will be used to maintain
high quality provision, achieve performance targets & ensure compliance across
Reed & our supply chain (SC). All teams & processes for delivery have worked
successfully on previous contracts & are externally verified, giving assurance that
standards will be met at start. For example Reed has ISO9001; ISO27001; Matrix;
Investors in People; Merlin Standard (Excellent); & Ofsted Grade 2 accreditations.
Quality marks & accreditations held by SC partners include: Matrix; a ‘Good’ Ofsted
Grade; Customer First; & Investors in People. Our QMF reflects DWP’s Customer
Charter & outlines the systems & processes we will use to achieve contract minimum
performance levels (MPLS) & customer service standards. Built into our QMF are
lessons learned from our previous ESF Families contract (e.g. focus on
communicating participant progression to referring organisations, to inform their on-
going work). We will monitor & manage performance against these measures at
individual, team & contract level.

Our QMF has the following processes to monitor & manage adherence to
Reed/DWP quality standards consistently across the contract: Clear lines of
responsibility: Our Operations Manager (OM) is responsible for contract quality,
reporting to DWP & managing the Reed Team Manager (TM) & Partnership &
Supply Chain Manager (PSCM). TM will support the OM to monitor & manage
service quality at team/individual Caseworker (CW) level; our PSCM manages SC
performance & quality & supports integration with Local Authority (LA) Troubled
Families (TF) teams; & CWSs ensure participants receive support to secure sustained
work. Our QMF is supported by our internal teams: Assurance, Quality & Systems
(AQS) provide independent quality assurance of delivery standards; Continuous
Improvement (CI) identify best practice & implement improvements; HR recruit/train
staff; & Innovation & Change (I&C)/Curriculum & Training Development develop/test
new products. High quality staff & training: Our proven process uses assessment
centres to recruit staff with the right skills & experience, e.g. REDACTED of
participants valuing CW support (REDACTED Evaluation of Service, REDACTED
responses,). Our HR, Learning & Development Team will develop contract-specific
training (e.g. integrated working with LA TF teams) to ensure Reed/SC operational &
support staff are aware of their individual responsibilities, quality & performance
targets & reporting processes. Training includes: systems (e.g. recording outcome
evidence); performance standards (e.g. high quality Action Plans); & MPLs &
customer service standards (e.g. Exit Review for REDACTED of participants). After
induction, all staff will have access to online & printed guides detailing quality &
compliance processes & standards, & complete mandatory refresher e-learning. Our
participant management system, REDACTED, will be used by Reed & SC to record
real-time data & activity. REDACTED functionality enables the PSCM, TM & CWs to:
record & report against contract specific KPIs (e.g. REDACTED of participants have
a CV); provide automatic updates to CWs to ensure quality measures are met (e.g.
when Action Plan Reviews are due); & provide an audit trail of documents &
electronic information that is captured & maintained at all stages (e.g. initial needs
assessments & Exit Review reports). REDACTED will be used to generate ‘real time’
REDACTED reports, which our OM, TM, AQS team & CI team will use to monitor
service quality. This will include: whether participants within a specific cohort are
progressing towards work as measured by our A (job ready) - E (furthest from work)
job readiness scale; intervention success; & caseload sizes not exceeding maximum
of REDACTED through referral allocation. Reviews: TM will manage CWs, Trainer &
Recruitment Manager against quality expectations via scheduled 1:1 reviews. Our
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review process is based on: * Quarterly Performance Reviews (QPRS) to review &
plan achievement of quality targets/KPIs, identify improvement areas & set
objectives * Monthly meetings to discuss performance, quality, the frequency &
appropriateness of engagement/activities & to track progress against objectives in
the QPR ¢ Ad-hoc meetings to immediately address quality &/or compliance issues.
Where improvements are identified, TM will ensure staff access support (e.g.
refresher process training) to build on skills/competencies & improve the quality of
support participants receive. Observations & File Checks: CWs are assessed against
Ofsted Common Inspection Framework & Matrix standard. TM will observe 1:1
sessions & group activities on a quarterly basis for each CW. Observations will
assess the quality of interventions, e.g. how the CW uses the diagnostic to inform
the Action Plan. As a minimum, TM will check a sample of REDACTED participant
files for each CW, every quarter. Checks include: ¢ reviewing quality of Action Plans
* frequency of appointments & Action Plan reviews & assessment of participant
progression has been met ¢ completed & scheduled training & CW notes to review
suitability * quality & compliance of Exit Reviews. Trainers will follow the same
observation process. TM will address individual quality issues in ad-
hoc/monthly/quarterly 1:1 reviews & if required, increase the frequency/number of file
checks/observations until concerns are addressed. Trends or systems & process
issues identified (e.g. new courses required) will be reported by TM to OM/CI team &
fed into a contract Quality Improvement Plan (QIP). Assurance & Quality Meetings
(AQM): The OM, Head of AQS & the Reed Board will meet monthly to review MPLs
& customer service standards, assess identified issues & agree corrective actions
with timescales. This process will be supported by REDACTED AQS audits &
unannounced spot-checks by the AQS team to ensure quality & compliance are
maintained (e.g. the quality of employment data/evidence). Outcomes are reported
to the OM with corrective action taken immediately & progress reviewed at the next
AQM. All corrective actions are included in the QIP. Subcontractor Quality: Our
PSCM is responsible for SC performance & quality of delivery. During
implementation, we will work with SC partners to embed our QMF into their delivery
to ensure consistent contract-wide standards & customer service levels (REDACTED
has previously worked with us & have worked to our QMF). To drive
quality/performance the PSCM will use our SC Management Framework which
outlines the frequency of site visits, observations, file audits & REDACTED that will
be used to manage quality & performance compliance. The PSCM will use
REDACTED REDACTED to monitor cohort progression & performance, job
outcomes & achievement against MPLs with REDACTED used as the basis for
weekly provider calls between the PSCM & SC TMs & monthly contract performance
reviews (which take place during scheduled site visits). The PSCM will complete
observations of delivery quarterly & ensure SC staff conduct observations monthly.
Quarterly file checks for accuracy & compliance will be completed by the PSCM &
SC TMs & SC partner files will be included in AQS REDACTED audits. Any quality
issues will be discussed in REDACTED review meetings, with improvement
measures agreed & findings reported to our Cl team. We will establish a
REDACTED Service Delivery Board attended by Reed & SC to: discuss contract
quality & performance; share best practice; & identify contract service improvements.
We have selected our SC based on high performance & shared values (e.qg.
REDACTED were a high performing SC partner on ESF Families, supporting
REDACTED of patrticipants into work). Continually Improving Services: Reed has
a REDACTED (Ofsted REDACTED). Our QMF activities driven by our operational
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staff will ensure the programme continually improves, supported by a structured CI
process overseen by our central Cl team. Our Cl team identifies & implements
service improvements at a contract (both Reed/SC) & company-wide level &
monitors cross-cutting themes, e.g. our environmental policy. At contract level, all
findings gathered via our QMF are collated by our CI team which: analyse the
information; identify trends/areas of best practice; & develop a contract specific QIP
covering both Reed & SC delivery. The QIP will outline: quality improvement actions;
responsibilities; & timelines. The QIP will be reviewed monthly by our OM, PSCM &
Head of Cl & discussed at our Service Delivery Board to ensure actions & best
practice are implemented in Reed & SC delivery & to review successful service
improvements. Our Cl team identifies company-wide improvements & best practice
from all Reed contracts using individual contract QIPs & our REDACTED Operations
Forum (attended by all Reed OMs) which supports the identification of transferable
best practice. This work is supported by our 1&C team, responsible for
developing/trialling new products & approaches, e.g. we recently applied
REDACTED in our communications to reduce missed appointments. The Reed
Board reviews all actions & 1&C innovations monthly. Any significant performance
improvement suggestions will be discussed with DWP & local stakeholders. Self-
Assessment Review (SAR): At REDACTED & then REDACTED, our Cl team will
liaise with our OM, PSCM, TM & SC to complete a SAR detailing: progress made;
performance against KPIs & MPLs; areas for improvement; & improvement actions
for the next REDACTED. All actions & outcomes will be recorded in the QIP. CI
success: On our NI employment programme we analysed the top REDACTED
barriers faced by participants & adapted local training, helping us achieve quality
standards (REDACTED) & become the highest performing provider. Feedback &
Complaints: Our Cl team collates & analyses all feedback. Reed/SC partners will
obtain feedback via: REDACTED Evaluation of Service participant surveys;
anonymous feedback boxes in every delivery office; evaluation forms at the end of
every course; Exit Reviews; REDACTED satisfaction surveys with participants,
employers, subcontractors & stakeholders; & REDACTED patrticipant focus groups.
Our CI team will review feedback (responding where possible within REDACTED
weeks) to identify improvements, include them in the QIP & work with OM, PSCM,
TM & SC to implement actions. Our CI team will manage a REDACTED campaign to
highlight the positive impact of participant feedback & to generate more suggestions.
Complaints: The same process/policy applies across Reed & SC delivery.
Participants will be informed of our process when they start provision (including
recourse to the Independent Case Examiner (ICE)) & the policy will be displayed in
all Reed/SC offices. Our process is: 1) Participants try to resolve issues with their
CW 2) Unresolved issues are escalated to the TM who conducts a balanced
investigation & confirms findings in writing within REDACTED working days 3) If the
issue remains unresolved it is escalated to the OM & OD & finally to our Managing
Director (MD). At each escalation, the OM/OD/MD will complete a fair, impatrtial
assessment & provide written feedback within REDACTED working days 4) If the
participant remains dissatisfied, they are reminded of their recourse to the ICE. We
will keep a record of complaints for REDACTED months. Our Cl Team will collate
service improvements identified by our feedback/complaints processes & include
them in the QIP. They will work with the external evaluating organisation to ensure
findings from CI activities &/or feedback/complaints process feed into independent
programme evaluation.




