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[2.9.1] Human Resources, Recruitment & Training 

Detail the human resources (including any sub-contractor staff) that you will use to 
deliver and manage this provision.  

 

Your response should include: 

 

 A clear explanation of the Full Time Equivalent (FTE) number of staff, job title, 

key responsibilities, relevant skills, experience & qualifications for each role.  

 Where applicable, an average caseload should be provided with a rationale 

for why this is considered appropriate 

 Details of the number of existing staff and those who will need to be recruited 

 A clear description of how you will recruit, 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 

 A rationale for why you consider your proposed staffing level to be appropriate 

for this provision and how you will manage this as volumes increase and 

decrease over the life of the contract 

Insert your response in the pre-set, shaded space on the following pages.  
Your response MUST be limited to 3 sides of A4. 
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RESOURCES: At peak, Reed, REDACTED (REDACTED) & REDACTED will 
employ REDACTED staff to deliver & manage provision. We have worked 
collaboratively with Supply Chain (SC) partners to develop our staffing model across 
the contract to support a consistent service with the same high quality approach & 
delivery across all Local Authority (LA) areas. This approach provides an easily 
understandable & accessible resourcing model for LA Troubled Families (TF) teams 
with dedicated points of contact within Reed & SC delivery for each LA.                                                                                                   
Caseworkers (CWs): REDACTED - REDACTED Reed (new), REDACTED 
(existing), REDACTED REDACTED (existing). We have modelled our CW numbers 
using: an activity/time-based approach which reflects the high intensity of support 
individuals from TFs require to move into sustained work (average REDACTED1:1); 
& best practice from our previous delivery of ESF Families programme in London. To 
ensure a consistent, intensive approach across the whole of South London (SL) 
CWs will have low caseloads (contract average REDACTED, maximum 
REDACTED) which will support participants to move towards, & into, sustained 
employment. Responsibilities include: joint-working with TF Practitioners & TFEAs; 
outreach; engagement; assessment; action planning; addressing barriers; 
coordinating health & other specialist support; identifying work experience 
placements; providing job search & interview preparation support; sourcing 
vacancies; exit interviews; & in-work support. As a minimum, CWs will: hold, or be 
working towards, a REDACTED in Employment Services Sector (or equivalent); & 
have exceptional communication skills. Team Managers (TMs) will allocate CWs to 
individual boroughs & ensure that they undertake LA-specific training with the local 
TF team to support understanding of local priorities, barriers & ways of working. As 
CW resource will steadily increase over the contract (peak CW headcount will occur 
in REDACTED) we will work with LAs to schedule training if a change in the CW 
takes place, with TMs ensuring: there is a warm handover between CWs; & there are 
LA handover meetings with TFEAs & the LA TF team in order to provide continuity & 
that new CWs understand local priorities, barriers & ways of working. Trainer: 
REDACTED – REDACTED Reed (new), REDACTED (existing), REDACTED 
REDACTED (existing). Will deliver group activity, tailor courses to meet participant 
needs & learning styles & support continuous improvement of training. Trainers will: 
hold/working towards REDACTED in Education & Training (or equivalent), have 
experience of training delivery & required sector competencies. Recruitment 
Manager (RM): REDACTED- Reed (new). Our RM will work with large employers 
building on our links with employers who have hired individuals from TFs in SL on 
our previous DWP ESF Families programme (e.g. REDACTED) to source vacancies, 
volunteering, work placements, pre-screen participants & provide job/employer 
specific interview coaching. RMs will be experienced in recruitment, employer 
engagement or business-to-business sales, & have strong communications skills to 
build rapport with employers. Team Manager (TM): REDACTED- REDACTED Reed 
(new), REDACTED (existing), REDACTED REDACTED (existing). TMs will develop 
& performance manages CWs, Trainers & RMs, & build local referral relationships. 
TMs will be experienced in delivering DWP/ESF projects of a similar size & scale & 
ideally have previously worked in a CW role. TMs will also be assigned LAs & will be 
the single point of contact for LAs TF Heads of Service. Partnership & Supply 
Chain Manager (PSCM): REDACTED (Reed; new). Will support SC partners & 
manage their quality & performance, ensuring compliance & will support best 
practice dissemination. The PSCM will have previous management experience & 
have excellent influencing & communication skills. Our PSCM will operate across SL, 
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working closely with LA TF teams & JCP to understand & formalise working 
agreements, including the terms outlined in the SLA in Annex 8 & any local 
agreements put it place with individual LAs to support integrated delivery. During the 
contract the PSCM will ensure positive working relationships between Reed/SC & LA 
TF teams. Where an LA TF team has a change of scope, or requires the working 
relationship to change, the PSCM with work with the TM & CWs to finalise any 
changes & formalise them in a revised local agreement. The PSCM will also liaise 
with key local stakeholders & strategic partners to complement delivery & agree 
cross-referral/signposting processes (e.g. JCP, community & voluntary sector 
organisations, GPs, health workers/health centres, & complementary support such 
as SFA-funded skills provision). The PSCM will have experience engaging with 
organisations across public, private & voluntary sectors & their KPIs will reflect the 
need to maintain effective working relationships with TF Teams. Reed Operations 
Manager (OM): REDACTED (new). Responsible for: overall contract delivery; liaison 
with DWP; ensuring targets are met; & line managing Reed TMs & PSCM. The OM 
will have experience of: managing employment contracts, building long-term 
relationships with partners, & working with, & reporting quality & performance to, 
commissioners. Qualified to degree level (or equivalent), reporting to our Operations 
Director. Reed Assurance & Quality (A&Q) Exec: REDACTED (existing), part of 
our independent Assurance, Quality & Systems team. A & Q Execs will: train Reed & 
SC staff in outcome & compliance processes, check claim evidence & ensure 
compliance with DWP’s Code of Conduct, Participant Charter & data security 
requirements. They will hold a degree level qualification in an analytical subject. SC 
has REDACTEDA&Q/Administrators (all existing). Reed will use Central Teams to 
support delivery: Marketing will develop TF-specific campaigns & materials, focusing 
on the benefits of employment, using case studies & our employment-specific 
courses to drive interest & referrals from TF teams. Materials will also be produced 
to engage employers (meeting DWP/ESF requirements); Finance will manage SC 
Delivery Fee & Outcome payments & submit claims via PRaP following final 
validation; Curriculum & Training Development will develop courses & materials & 
train Trainers in their use; & our Continuous Improvement (CI) team will identify 
improvements (e.g. using feedback from participants, supply chain & employers) & 
produce Quality Improvement Plans which will be reviewed by the Board with quality 
improvement actions implemented in response.                                                                                                                            
RECRUIT, TRAIN & RETAIN: Our HR, Learning & Development team will support 
the OM with staff recruitment, induction, ongoing training & retention processes to 
ensure effective delivery & ongoing high performance: Recruit: We maintain a pool 
of pre-screened candidates who we will engage on contract award. We advertise 
roles on reed.co.uk, social media (e.g. REDACTED), sector websites (e.g. 
REDACTED) & local/regional press. HR will screen applications for relevant 
qualifications, experience & attributes. Those shortlisted will be interviewed & 
assessed against key competencies, e.g. ability to manage challenging situations. 
Successful candidates are given conditional offers, after our HR team complete 
vetting procedures in line with REDACTED, e.g. DBS check. SC do not need to 
recruit for this programme, but if they require additional/new staff during the contract 
we will support them to mirror our recruitment practices (e.g. utilising our pre-
screened candidates). Train: Induction: To ensure high performance from the outset, 
Reed/SC staff will complete contract-specific induction training, including:  individual 
KPIs & contractual Minimum Performance Levels (e.g. time between referral & 
Action Plan)  a specific element on the SLA outlined in Annex 8 & how the 
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programme links in with LA TF teams  LA-specific training for individual TMs & CWs 
allocated to those boroughs (delivered by LAs as per Clause 4 of the Borough 
commitments in Annex 8 of the specification)  systems/ processes including LA 
systems  training on making referrals to specialist provision & when to refer to LA 
TF Teams & TFEAs  using our REDACTED (REDACTED)  evidence for 
Short/Sustained Outcomes  REDACTED recording requirements  & e-learning 
modules (e.g. Equality, Health & Safety, Safeguarding, Data Protection). We also 
provide specialist training e.g. mental health awareness & benefit conditionality. 
Ongoing: Reed is Investors in People accredited & Reed/SC are committed to staff 
training/development including: qualifications (e.g. REDACTED); shadowing high-
performing staff; & training bursaries for personal/professional goals. Staff are 
required to complete refresher training on policies/procedures & legislation (e.g. 
Equality Act) & DWP requirements. CWs will complete refresher training on working 
with TFs if appropriate (e.g. if there has been a change in approach, or a change in 
Government policy/best practice). Retain: We have an REDACTED staff retention 
rate at REDACTED months due to:  competitive starting salaries, within the sector’s 
top quartile  employee benefits & performance related pay & progression  focus on 
staff development & commitment to CPD  & encouraging employee ideas & 
fostering a culture of innovation e.g. employee suggestion scheme.                                                                                                      
MANAGING ABSENCE: We have built flexibility into our staffing model to cover a 
reasonable level of sickness & leave (average of REDACTED per annum). Annual 
leave & sickness absence are proactively managed by the OM in line with company 
policies to ensure quality & performance. Annual leave must be approved in advance 
(REDACTED) & be a maximum of REDACTED duration. To adhere to REDACTED 
of the SLA set out in Annex 8, where a CW is off for more than one week 
consecutively, the OM will ensure suitably qualified cover by temporarily utilising 
TMs & informing the LA TF Team of the arrangement. If they are sick, staff must call 
their manager before 8:30am & any cover needs will be addressed at the daily Kick-
Off meeting in the morning in each office, e.g. TM covering appointments with 
participants. For longer absences, we have a robust Sickness Absence Policy to 
support employees back to work after long-term sickness. When long term sickness 
occurs, caseloads will be reassigned to ensure quality & performance levels, e.g. to 
new &/or seconded staff. Key management staff absences will be temporarily filled 
by Central Team staff with operational experience. All staff leave & sickness 
absence has been built into our staffing & caseload model, along with any cover 
required to be provided by staff working on the programme.                                                                                                           
STAFFING LEVELS: We used our London ESF Families delivery experience to 
model front-line staff FTEs, based on: caseload sizes, training group sizes of 
REDACTED, & activity. Staffing is phased to reflect increasing volumes from go-live 
(reaching peak in REDACTED) & decreasing volumes at contract end. We will 
ensure caseloads do not exceed our max of REDACTED during staffing level 
changes through careful profile management by TMs & OM & giving TMs small 
caseloads. Management & Support staff are aligned with staffing levels on previous 
successful contracts. If referrals spike, we can quickly accommodate (with TMs able 
to take on a small caseload directly). For larger/long-term increases, we will recruit or 
second staff from contracts that are completing. If referrals from LA TF teams are 
lower than anticipated, we will increase staff time working to support outreach & 
marketing activities in the community. 

 


