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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 15/03/2021 04:28:29 a copy of which is attached at Annex A to this Schedule 4.

	Tender Clarification
	Financial clarification information received through the E-Procurement System on 29/03/2021 at 16:42. Further responses to clarification questions received through the E-Procurement System on 01/04/2021 at 15:08.

Responses to clarification questions received through the E-Procurement System N/A






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

	[REDACTED]
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Model Services Agreement Combined Schedules v1.08A - Schedule 4.2	2
[bookmark: _Toc499953894][bookmark: _Toc499953975][bookmark: _Toc499969070][bookmark: _Toc500143256][bookmark: _Toc513262266][bookmark: _Toc513349487][bookmark: _Toc514049978][bookmark: _Toc514060219][bookmark: _Toc521145744][bookmark: _Toc2151904][bookmark: _Toc3784793][bookmark: _Toc4321529][bookmark: _Toc5507253]SCHEDULE 4.3 - NOTIFIED KEY SUB-CONTRACTORS
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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Serco Business



		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.










Core offer for Participants: Serco will provide a comprehensive Restart offer in CPA 6, fully compliant with DWP’s specification. Serco’s offer is a technology enabled solution underpinned by face to face support, recognising the importance of providing locally tailored adaptable provision. The service provides targeted support and ensures resources are effectively provided to directly support participants back into work. We will provide up to 365 days of employability support, through a structured process of initial engagement, diagnostic assessment, SMART action planning, delivery of tailored interventions, and at least fortnightly 1-2-1 support and 4-weekly face-to-face reviews. Our full end-to-end journey map is provided in Appendix 10. An online Participant portal and case management system (CMS), JASPER, developed by Serco based on the MWS Technology market leading Aptem system, will structure the journey, providing a content rich employment resource for participants and serve as a knowledge bank for Job Coaches. Vodafone Storm technology enables Job Coaches to provide omni-channel communication (e.g. SMS), engaging with each participant in the most effective way for their individual needs and preferences. This capability is already deployed on the DWP Job Finding Support (JFS) contract. Our initial Diagnostic Assessment will categorise Participants into one of three classification groups: Transactional, Transitional or Transformational. The “3Ts” model has been developed in partnership with Warwick University and Serco ExperienceLab (our internal customer experience and service design agency) and builds on research carried out with unemployed jobseekers (8+ months) across the UK during 2020. The 3Ts provides a flexible framework to guide the participants Restart journey based on a “point in time” assessment. It enables Job Coaches to determine the frequency, intensity and method of support the participant requires. As participants progress, they may move between classifications after each reassessment. Movement into a different classification will be driven by the results of the diagnostic reassessment, Job Coach judgement and in agreement with the participant. The 3T’s approach can be summarised as follows:

Transactional: Participants closest to the labour market, being well motivated, and with a history of work, qualifications, and skills. The core offer will focus on self-directed support, focussed on improving labour market awareness, coping with setbacks, and developing job seeking and transferable skills.

Transitional: Participants of intermediate job readiness, with relative work experience and skills, albeit likely to have been displaced by COVID or other market factors. The core offer will include guided support to realign expectations, recognise transferable skills, and reskill for alternate roles relevant to the local labour market. 

Transformational: Participants furthest from the labour market with more complex barriers such as disability and mental health issues. The core offer will include targeted support to help manage and overcome these barriers and to secure rewarding work which befits their capabilities and situation. 

[bookmark: _GoBack]Method of Delivery: Serco will act as a Managing Provider and Service Integrator (MP&SI), utilising a network of 11 Supply Chain Partners (SCPs), providing full CPA coverage, each with teams of Job Coaches managing the end-to-end journey for a caseload [REDACTED] of Participants. Serco will also directly deliver the customer journey to around 5% of Participants, primarily in Cardiff and Swansea. Participants will access core Restart activities delivered by end-to-end SCPs (e.g., group job search, motivation/confidence/resilience building, LMI sessions, sector introductions, and self-efficacy support); Better off Calculations supplied by Policy in Practice; and other relevant additional services which the Participant may be eligible for through our Directory of Services (e.g., Mental Health and Well Being, AEB). Working with our existing contacts and those directed to us by SCPs, Serco’s Partnership Team led by a Partnership Manager and [REDACTED] Partnerships Co-ordinators (PCs) will manage a flexible service directory on JASPER of current services by postcode. Services can be geographically mapped to identify services in the participants locality. PCs will work across the CPA to engage all stakeholders, sourcing and updating new services when identified, agreeing referral protocols and ensuring our offer complements existing local support. JASPER provides digital self-service support, including a CV builder function, video tutorials, an interactive mock interview, and group webinars. JASPER adheres to SCORM standards for web-based educational technology and has content integration capability. It further provides a record of Assessments and SMART Action Plans and tracks participant activity (e.g. job applications, CVs produced etc.). To ensure we support all participants Serco have incorporated a Digital Skills Guarantee as part of our offer, providing access to digital skills training for those participants who require it. Serco’s Training and Development Manager will lead a team of [REDACTED] Digital Skill’s Tutors (DSTs) across CPA6 to co-ordinate and deliver digital skills across all SCPs delivery venues via one to one, few and many models. The DSTs will source further digital skills support (e.g., AEB funded Essential Digital Skills Qualifications, ESFA Skills Toolkit or MS Learning) and signpost participants to venues offering free on-line access (e.g., public libraries). Serco’s Laptop Library is a CPA wide resource that Job Coaches can also access to loan laptops to participants suffering from digital poverty.  Job Coaches will facilitate non-digital support for any participant lacking the short term means or ability to engage fully with JASPER, including extra in-person reviews, ensuring that all CSSs are still adhered to and Participants are given equal opportunity to progress and obtain employment. Our Centre of Excellence (CoE) will drive Restart innovation and continuous improvement, whilst our Data Observatory (DO) will steer labour market data analysis across CPA6. The CoE, a partnership between Serco, NESTA, Warwick University and Experience Lab, will coordinate “test and learn” and continuous improvement activities and evaluations in all aspects of our model, refining our approach to maximise quality, innovation, and performance. Serco’s own Senior Jobs Coaches, with smaller caseloads [REDACTED], will dedicate 50% of their time to CoE projects to apply new methods and techniques which, where successful, will be cascaded across the supply chain. 

Rationale: Our model builds on our previous high performing managing agent model, including former DWP Flexible New Deal prime contracts (Wales, Manchester, and West Midlands. 2009-11) and Work Programme (WP) prime contracts (South Yorkshire and the West Midlands). DWP data from Jun-11 to Jun-20 inclusive shows that our WP contracts in South Yorkshire and West Midlands respectively achieved [REDACTED]. Our supply chain led model, combined with our direct delivery, engages the best providers, including local micro-SME’s and national providers, retaining first-hand experience of local service delivery, and encouraging greater collaboration. The inclusion of JASPER, our digital portal and case management solution is based on Aptem, a platform available in the employment and skills markets since 2010. It is already used by 15 providers and supports 10,000+ jobseekers, including DWP JETS and JFS provision. Our innovative mix of delivery methods ensures the right balance of expertise to manage volumes; consistency in quality and performance across SCPs (who will use the same tools and case management platform); volumes can be readily redistributed from low to high performing SCPs; and new SCPs can be rapidly introduced to address emergent Participant and local labour market needs. The principles of enabling Participants, supporting self-serve and co-production, underpinned by the integration of JASPER, creates the right platform for positive job-seeking behaviours through day-to-day activity to meet the needs of all Participants.

Alternative Arrangements: Serco will have a comprehensive contingency model where face-to-face delivery is not possible due to COVID or similar disruption, ensuring all CSSs are still met. Restart contingencies will involve digital delivery via Zoom, Teams or FaceTime to preserve video face-to-face interaction. Online interactive, pre-recorded, and self-directed employability content, developed by Serco and our partners, will be provided via JASPER for those unable to attend Restart venues in person. Vodafone Storm will provide omni-channel capabilities if local restrictions are in place. Fluctuations in demand across the CPA and/or a specific area will be mitigated via our delivery structure, with adequate flexibility through the wider Serco footprint and our SCPs local networks with access to an additional 25 co-location/outreach facilities.

Participant progression towards employment: All Participants will undergo a Diagnostic Assessment, using Triangle Consulting’s WorkStar™ assessment tool directly administered and applied by Job Coaches. The WorkStar™ framework identifies current employment barriers, skills, and requirements, and the support needed to achieve job goals. Assessment will be completed within a maximum of 8 weeks of referral, with extra Job Coach sessions to tease out deep seated needs if required. Full Assessment will be repeated every 8 weeks (for Transitional and Transformational Participants), or more frequently if needs should change. Alongside WorkStar™, Job Coaches will utilise the wider suite of outcome stars tools (e.g., Drug & Alcohol Star for substance misuse issues and My Mind Star for mental health) to ensure a substantive understanding of Participant need and the support they require. Results will inform a personalised SMART Action Plan. Plans will be co-produced by Job Coaches and Participants based on SMART principles. Both will sign the Plan, with the Participant retaining a copy via JASPER or a hard copy if they prefer. Priority interventions, based on the Plan, will be delivered during an Intensive Activity Period (IAP) involving 4 to 10 hours of activity per week over at least the first 4 weeks aligned to job goals and weekly progression milestones (e.g., weekly targets of job applications). Activity will be drawn from a core menu of interventions delivered by our end-to-end SCPs and our own direct delivery. This will include interviewing practice with a Job Coach or in group sessions; CV workshops and feedback sessions; and group based transferrable skills sessions and access to self-employment support for those who identify this as a viable alternative. These activities will be supported by access to work-related resources, including JASPER’s self-service tools available 24/7; digital workshops, assessments, and video; NCS Career Job Guides; digital CV template resources​; labour market knowledge resources​; job searching resources​; access to consolidated jobs boards, and bespoke training collateral. Each Plan will be created and finalised within 8 weeks of referral and reviewed between the Job Coach and Participant on an in-person basis every 4 weeks. Reviews will include a detailed evaluation of the impact of previous IAP measures and update new measures for the next 6 months, with continuation of approximately 2 to 10 hours of activity per week, with increasing intensity of job brokerage as the Participant becomes job ready. Each update will capture milestones achieved, emergent employability needs, and new actions. For those completing their allotted time and not entering work, we will facilitate a warm hand-back to JCP and onward Action Plan of self-directed support to leverage the employability benefits of Restart whilst they are fresh and current.

Measuring progress/tailoring to individual need: Assessment and Action Planning ensures that Restart is personalised to each Participant’s needs and that progression is measured and reviewed. Service tailoring will reflect each of the 3T classifications with the frequency, intensity and method of support aligned to each Participant’s needs - e.g., research shows Transformational jobseekers prefer 1-2-1 support, whilst Transactional jobseekers prefer group sessions. Our research mapped a defined “sentiment curve” for each 3T group, reflecting behavioural patterns e.g., Transitional jobseekers are likely to focus on “easy-to-get” jobs if first attempts to secure a job on par with their last position fail. They may be typically rejected from these, being perceived as overqualified, which affects motivation, taking longer to re-assess their prospects and refocus on jobs they can secure. Job Coaches will tailor activities with understanding of these sentiment curves, to focus on creating rewarding and achievable outcomes sooner. Progress will be measured on JASPER through completion of Action Plan milestones, job search and job application records, job interview invites and attendance, wider services accessed, benefit calculations, and ultimately job outcomes. This will build a demonstrable record of improved job readiness. Job Coaches can review this through a real-time dashboard on JASPER, enabling them to monitor activity between regular meetings, providing an early warning sign of disengagement. If a Participant should fail to complete an activity, this will be explored by the Job Coach, with the activity rescheduled or revised. 

Covering each step of the end-to-end customer journey: Our customer journey is mapped to the steps set out in Annex 1 of the Restart specification. A fully documented process will ensure that each prescribed step is completed within the applicable timescales, and all milestones are recorded on JASPER and PRaP. Evidence of how each step is covered is summarised as follows and expanded upon in the accompanying App. 10: Steps 1- 4 - 70% of initial face-to-face meetings held within 15 working days of referral, and 85% within 30 days, achieved by dedicated Serco handover team managing the JCP referral and allocating to the relevant SCP to conduct a 3-way warm handover (JCP Work Coach, SCP, Participant) with appointment management completed in the JASPER’s CMS. App. 10: Steps 5 & 6 - Completion of Diagnostic Assessment and Action Plans within 8 weeks of referral, achieved by Job Coaches facilitating the WorkStar™ diagnostic and follow up Action Plan development – updated each month. App. 10: Step 7 onwards - 1-2-1 support delivered at least fortnightly, achieved through diarised online fortnightly Job Coach touchpoint calls (30 mins fortnightly for all Participants, with additional 15/30 min weekly check-ins for Transformational Participants). - 1-2-1 face-to-face/in-person reviews and Action Plan updates every 4 weeks, achieved through diarised monthly face-to-face Job Coach appointments, lasting a minimum of 45 minutes each - Full Diagnostic Re-Assessment every 4 months achieved by, diarised via JASPER, with an improved 2-month frequency for Transitional and Transformational Participants - A full 365-day programme of support achieved by a full menu of support delivered by our SCP and specialist wraparound services, ensuring a meaningful weekly programme of activity. App. 10: Step 8 - In-work tracking up to 182 days achieved by support from dedicated Data/MI Teams, from day 1 in work to outcome fulfilment, monitored via JASPER. The Job Coach will oversee the entire journey and ensure that each completed stage is captured through JASPER, to ensure a consistent record.

Research base informing our proposal: Our model is informed through our first-hand delivery of employability support, including former DWP FND and English Language Requirement contracts in Wales; evaluative research of historic provision (e.g., The London Work & Health Programme Evaluation, SQW Nov 19); and field research led by ExperienceLab (detailed above). This insight has informed the key features within our solution, such as the development of our 3Ts approach, our emphasis on colocation, the importance of in-person support and coproduction, and the benefits of “co-opetition” with other suppliers. This has been further informed by extensive data analysis with a wider bank of partners, including Grant Thornton (economic analysis), Cambridge Econometrics (sectoral analysis), NESTA (career transition data), and the Impellam Group (employment expertise). 

Identifying and addressing complex needs and barriers: Participants with health conditions, complex needs, or vulnerabilities will receive specialist assessment support to ensure that such needs are fully understood. This will include triaged “warm handover” insight from JCP Work Coaches. Additional support will be provided to any Participant who needs extra help to attend and participate fully (e.g., Big Word Translation, providing translations services in 240+ languages). Job Coaches will be able to broker specialist services (e.g., condition management, Individual Placement & Support, mental health, childcare support, etc.) to help remove complex barriers. This will include services from specialist partners as well as other relevant services which the Participant may be eligible for (e.g., substance misuse services provided by Recovery Cymru in Cardiff). A service directory of all such local support options will be provided for all Job Coaches. Active wraparound specialist support will be available for both participant and Job Coaches to access via JASPER.  

Identifying employment opportunity: Through our former DWP Flexible New Deal and English Language Support contracts in CPA6, we have supported hundreds of local employers. As MP&SI Serco will drive CPA wide employer engagement through a dedicated Employer Engagement Team (EET), comprised of a CPA Employer Engagement Manager (EEM) and 3 supporting Employer Engagement Co-ordinators (EECs), responsible for securing job opportunities accessible by all participants. This activity will be complemented by comparable employer facing roles employed by our SCPs, securing local job opportunities for participants. The EET and SCPs will secure vacancies by offering employers dedicated recruitment support, including initial screening, shortlisting, and interview facilitation.  Our EET will build on our network of pre-existing relationships through job market analysis, using the DO to blend labour market data (ONS/NOMIS), local skills policies (e.g., Welsh Government Regional Employment & Skills Plans), and insight from SCPs to target vacancy demand. The EET will leverage existing relationships, and those with wider stakeholders (e.g., Combined Authorities) to benefit from regional projects offering bulk vacancies (e.g., Wylfa Newydd, Harbour Way, Cardiff Capital Region). Any vacancies the EET/SCPs ringfence for Restart participants will be highlighted on JASPER as ‘Hot Jobs’ identifying them as opportunities that participants stand a better chance of securing. We will embrace “co-opetition” by facilitating joined up employer engagement within our SCPs, jointly approaching national employers with other Restart primes. Whilst all job roles will be targeted, focus will be on roles more contestable for Participants (construction, hospitality, health - aligned to Growth Partnership priorities). All opportunities will be qualified in terms of Participant suitability (e.g., National Living Wage and avoiding zero-hour contracts). JASPER brings additional job search capabilities and is already used on our JFS contract, with 750,000+ current UK vacancies (Feb 2021) captured from all major job boards. JASPER is easy-to-use, laid out in an intuitive way, and provides a variety of natural language search filters. 

Providing tailored job advice: Job Coaches will be skilled in offering timely and meaningful Careers Information, Advice & Guidance (CIAG). They will utilise labour market digests, building on the insight described above, to provide tailored CIAG to each Participant including transferring sectors. Serco delivered the National Contact Centre contract for the National Careers Service (NCS) and will channel CIAG insight from this into Restart e.g., 950 NCS ‘how to become’ guides, available through JASPER, setting out prerequisite skills and experience for specific jobs. Insight from NESTA built from their proprietary ‘Career Causeways’ research will help demonstrate the most viable transitioning pathways e.g., former retail workers are likely to have essential customer service skills relevant to transition to IT Helpdesk roles, and Restart reskilling through local funding will support this. Serco will utilise NESTA’s skills matching applications and algorithms, integrating these within JASPER, allowing us to measure outputs and undertake longitudinal studies through the CoE adding value through the lifetime of the contract. All CIAG support will focus on opportunities in local high priority sectors such as security, logistics, warehousing, and digital media. Support will include reskilling advice for those displaced by COVID (e.g., 180 jobs lost at Timex UK, Swansea) to retrain for comparable roles (e.g., 5000 jobs at Wylfa Newydd nuclear power project in Anglesey). In preparing this response we confirm that we have reviewed the Tender Assurance Report and addressed all risks identified in relation to this question.
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Serco Business



		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.  










Serco’s Managing Provider and Service Integrator (MP&SI) model reduces barriers to engagement as Participants will be supported by Supply Chain Partners (SCPs) who are known and trusted in the communities they serve. For example, SCP North Wales Training has been delivering employability provision since 1983. Serco’s offer is a technology enabled solution underpinned by face to face support, recognising the importance of providing locally tailored adaptable provision. Our model also reflects high engagement and retention rates on other programmes e.g. on our DWP Troubled Families (TF) programme in London, where [REDACTED] of referrals convert to starts (ESF av. is [REDACTED]) and the average referral to start period is [REDACTED] days. Of those not entering work, [REDACTED] actively attended for the full allotted time. In addition, our ESF Skills Support for the Workforce, Adult Education Budget and former DWP Flexible New Deal (FND) and Work Programme contracts all included voluntary participation. The experience gained here is embedded within the engagement model for our Restart offer. Examples include offering choice of local locations, co-ownership of action planning and offering a range of self-help tools through JASPER, our participant portal. 

Engaging from referral to ensure a high start conversion: Serco will apply a fast, responsive, and flexible appointment system to maximise starts aligned to the CSS to achieve minimum 75% of starts within 15 days of referral, and 85% within 30 days. A dedicated Restart Marketing Team will support this, and steer onboarding engagement strategies. A dedicated Serco handover team will receive referrals from JCP via a central phone number, creating a “prospect file” on our JASPER Case Management System (CMS), booking warm handover calls. They will allocate the referral to an SCP or our internal direct delivery who will then facilitate a 3-way handover (SCP, JCP Work Coach - JCPWC, and Participant). Where the Participant agrees to start, the PRaP referral is confirmed, Initial Meeting booked, and details updated on JASPER. Details of the Initial Meeting (date, time, venue) are confirmed with the Participant. Vodafone Storm Contact Centre as Service (CCaaS) technology is used for mixed-media automated reminders (e.g., phone, SMS, e-mail). This process is further supported by:

a) Pre-engagement with jobcentres: Led by our Marketing Manager, it ensures all JCPWCs fully understand our offer and can positively articulate benefits to prospective Participants, with clarity of eligibility, suitability and how to make referrals. Resources include a welcome video on our dedicated Restart website page, co-produced with Participants and employers, which JCPWCs can share. Pre-engagement will help us track JCP customers approaching Restart eligibility points, aligning resources accordingly. Local SCP teams will provide a digital pre-engagement offer and attend JCPWC team meetings (where invited) to build strong local referral relationships.

b) Warm handovers: Our handover team will manage the warm handover with the referring JCPWC and the allocated Job Coach, using this to build the Participant’s commitment to attend, ensure that they understand attendance obligations, and address any barriers which may impact on attendance. This will include accommodating reasonable adjustments or caring responsibilities. The date, time, and location of the Initial Face-to-Face Meeting will be agreed (within 5 days of referral), including any travel advice needed to reach the venue. The Participant will be invited to enter their SCP’s handover team in their phone to help support onward engagement. Restart information leaflets, including a map to the Initial Meeting venue, contact details, and an overview of the Participant journey will be issued.

c) Discretional and empathetic support: Some Participants, especially those displaced by COVID, may have sensitivities about their situation. Some may have other needs, including safeguarding, mental health and financial guidance. Job Coaches will be trained to manage such vulnerabilities (e.g. safeguarding and Mental Health First Aid training), ensuring a non-judgemental, open, and unthreatening approach. This may mean arranging Initial Meetings at venues where Participants may feel more comfortable (e.g. a community centre, library or leisure centre) or allowing a family member to accompany them (a proven technique on our Troubled Families programme), to ensure a positive and supported start to their Restart journey. We will ensure that meetings provide the necessary privacy to disclose any Participant concerns. If the Participant has a transport issue or caring constraints the scheduling of the Initial Meeting, and choice of venue, will accommodate this. This may mean the Initial Meeting is held at an outreach venue closer to the Participant’s home.  

d) Keeping it local: Our extensive network of SCP, co-location and outreach venues will maximise coverage, ensuring that Participants can attend an Initial Meeting as locally as possible. Our focus will be on replicating familiar journeys e.g., Mon CF’s centre in Holyhead is 0.4 miles from the local jobcentre. Participants attending this jobcentre will therefore replicate a similar, familiar journey to attend Restart (with forward attendance aligned to their JCPWC appointments to further maximise convenience). A commitment to prompt reimbursement of travel expenses, and the option of paid for taxis for those with complex travel needs, will all help remove travel issues as a barrier to attending the Initial Meeting.

e) Reminders & Follow-Ups: Our CMS JASPER tracks Participant activity between Job Coach appointments thus picking up early signs of disengagement. Job Coaches will use JASPER to diarise phone call follow-ups to ensure the Participant attends the Initial Meeting. This is supplemented by STORM, already used on our DWP JFS contract, to provide mixed-media automated reminders (e.g. phone, SMS, e-mail). If the Participant does not attend, the Job Coach will re-schedule within 5 days, and contact the Participant to investigate non-attendance and to identify and work around any challenges which may have caused this. This process will be escalated and repeated if further appointments are missed, with an increasing frequency of reminders issued, including formal letters. Mandation will only be used as a last resort. 

Ensuring that Participants remain engaged: SMART Action Plans will be co-produced with Participants, putting them in control of meaningful, relevant participant-centred activities which they value, and empowering them to undertake self-directed activity. The journey will be geared to the pace of each Participant, setting manageable tasks which build a sense of progressive accomplishment. 

a) An effective induction geared to building engagement and a valued relationship with their Job Coach will form part of the Initial Meeting. First contact will be critical, in setting the right tone and momentum for onward engagement. An induction pack will be issued with readily navigable and helpful Restart information, including health and safety precautions, data protection obligations, travel expense reclaim process, complaints process, and details of ongoing attendance requirements. An engaging induction video will be shown to provide a consistent programme overview and clarity of respective obligations. It will also position the Job Coach as the primary point of contact for all Restart matters whilst the Participant is on programme. The goal of the Initial Meeting will be to make the Participant feel welcome, instil self-worth and confidence, and help them to understand and commit to the programme. Job Coaches will apply behavioural insights-based approaches, shown to prevent disengagement, from the outset (London WHP Evaluation 2019). 

b) A comprehensive Diagnostic Assessment using WorkStar™ to help the Job Coach fully understand Participants needs. WorkStar™ is a holistic evidenced based tool, developed by Triangle Consulting, already utilised on DWP’s Work Programme, WHP and ESF provision. It covers 7 key outcome areas linked to employability: job skills and experience; aspiration and motivation; job-search skills; stability; basic skills; workplace and social skills; and health and well-being. It is underpinned by a 5-stage, 10-step “Journey of Change” towards self-reliance. This tool ensures that Participant needs are correctly understood, and that the resultant Action Plan is fully personalised. This in turn builds commitment and engagement. WorkStar™ is part of a suite of “outcome star” tools (e.g., Pathway Star which identifies anxiety and depression issues) that will be used by the Job Coach to enable broader assessment of health and well-being. Job Coaches will identify and facilitate the achievement of ‘early wins’ as we know that engagement is improved once a provider is perceived as having something positive to offer, and/or that useful advice has been received. 

c) A regular programme of fortnightly activity ensuring that no Participant is forgotten or “parked”. Regular activity, using modern resources, will build routine and participatory habits. Participants will undertake between 2 and 10 hours of activity per week, such as guided job-search, referral to support agencies, skills courses, workshops, group training, and work placements. This will include digital activity through JASPER our online participant portal, including e-learning, interactive exercises, and webinars accessible at the Participant’s convenience. JASPER’s content is highly interactive, regularly updated and contextualised to each Participant’s job goals. Participants will receive a login and walkthrough of JASPER at their Initial Meeting, providing immediate access to job-seeking information and support tools. This immediate access to JASPER resources will encourage engagement, provide the participant with constant touchpoints, and further reduce uncertainty and fears about Restart. Fortnightly reviews with Job Coaches will provide a rolling opportunity to refocus activity, as well as address any signals of dis-engagement (e.g. missed activities, limited engagements on JASPER). Participants who may be initially uncomfortable in accessing JASPER will receive extra support from our Digital Skills Tutors and be able to loan laptops through our Laptop Library to progressively build up their confidence in using the platform.

d) Adapting engagement to different Participant sub-groups. ExperienceLab (a specialist agency working with service users to improve public services) have informed our Restart model through direct research with LTU jobseekers. This highlighted that jobseekers with more complex barriers prefer 1-2-1 support, whilst more experienced jobseekers, such as those more recently displaced by Covid-19, prefer group sessions. The Participant journey for each participant sub-group will be aligned to such preferences to help sustain engagement. JASPER will also include a sentiment tracker, capturing how they feel (positive/negative) about their job search after each login to help Job Coaches monitor and manage this, providing extra motivational and confidence building support as necessary.

e) Group work and social networks: Research (e.g., Work Foundation 2016) shows that peer support strengthens engagement and leads to positive outcomes, helping Participants to be more positive about their prospects and increasing their chances of achieving job goals. Group activities (e.g., teambuilding, executive job clubs) will therefore be regularly used as an engagement tool. Restart venues will be welcoming and engaging and allow Participants to drop-in, accessing centre resources, and get additional support. In addition, especially for more experienced jobseekers, peer buddying and mentoring will create opportunities to give back to others and exercise leadership skills. We will also promote Participant and employer success stories through JASPER, our website (video case studies) and social media channels. 

f) Consistent personalised support: To support engagement Participants will remain on the same Job Coach caseload for their full allotted time. Over 90% of our former FND and Work Programme customers retained the same Job Coach for each phase of their customer journey with us. We will only change this if the relationship breaks down, and a change of Job Coach may positively re-engage the Participant. Monthly Team Leader caseload reviews will ensure consistency in approach and quality. Job Coaches will be invested in the success of their Participants, not just in finding them jobs, but in improving their lives more broadly and ensuring long term sustainable employment. This may include signposting to specialist local services e.g., food banks or interview clothing charities (e.g., the Trussell Trust’s 117 foodbanks in Wales). 

g) Extra support to address specialist needs: Job Coaches will continually monitor needs and vulnerabilities throughout each Participant’s journey including through targeted assessments using our suite of Outcome Stars. They will adapt the approach as necessary through appropriate support. This will include signposting to specialist and complementary external services. In CPA 6 we will develop a working directory of specialist service providers for Restart including mental health provision, social prescribing schemes, debt advice services. If face-to-face delivery is not possible due to COVID restrictions or similar, our comprehensive contingency model will expand digital delivery via Zoom, Teams or FaceTime to sustain participation and engagement. Purpose-built, engaging, and self-directed employability content, developed by Serco and our SCPs, will be provided through JASPER. For example, in March 2020, we rapidly adapted delivery of our Superfast Business Wales provision, transitioning to bespoke training via online and distance learning methods. We will make full use of our extensive network of specialist support organisations, ensuring we have the options needed to maintain effective and relevant engagement.

Allocating Job Coaches to Participants (incl. caseloads): Our SCPs in each sub-region of the CPA will ordinarily be referred participants aligned to jobcentres in their catchment area. They will have discretion to decide which Participants are allocated to which Job Coaches. However, our Performance Managers will work with them to help ensure an appropriate and effective matching process. We will support SCPs to ensure a demographic mix of Job Coaches which mirrors the Participant population to support this (e.g., in terms of age, gender, sexuality, disability etc.). This will include Job Coaches who are fluent in languages spoken by participants. Shared characteristics between Job Coaches and Participants can lead to better engagement and stronger rapport to achieve job outcomes. Allocation will also take account of the available capacity within each Job Coach’s current caseload. Job Coaches will have a minimum caseload of [REDACTED] and a maximum caseload [REDACTED]. Performance Managers will work with SCPs to monitor capacity through our JASPER CMS and, if need be, instigate the recruitment of additional Job Coaches to ensure that caseload maximums are not breached. 

Using Mandation: Our priority is to positively engage Participants to attend voluntarily using the techniques described. We recognise that, despite best efforts, some may not engage (e.g., unreasonably failing to attend multiple Initial Meeting appointments after 25 days from referral). We will apply 3-way conversation with JCPWCs and Participants to fully understand and help resolve engagement issues, using our delegated authority to mandate as a last resort. Participants in the Work Preparation or Work Focussed Interview Regimes may be mandated to attend wider activities (e.g., coaching to remain in or find work) and Job Coaches will be fully trained in determining this. Any Job Coach can raise a request to mandate, having exhausted all other options. Requests must be discussed, agreed, and approved by their Team Leader, and subject to Provider Guidance escalation criteria, using the required DWP template for written notification (issued in person or by post). Quality Improvement Managers will monitor all mandations to ensure consistency of application. Where mandation is applied the reason for this will be clearly explained to the Participant, alongside the risk of sanctions in event of further non-compliance, to help maximise onward engagement. Job Coach feedback will always be empathetic, focusing on attendance benefits as well as the reasons for non-engagement, rather than the punitive risk of sanctions. A compliance doubt referral to the UC Service Centre, using the appropriate template, will be made in all instances where a Participant fails to attend a mandatory activity. In preparing this response we confirm that we have reviewed the Tender Assurance Report and addressed all risks identified in relation to this question. 
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Serco Business



		Question 1.3.3 – Stakeholder Engagement and Local Integration



CPA 6 – Wales





		



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:



· [bookmark: _Hlk66091563]How you will ensure that your offer takes account of, aligns with, and adapts to the suite of employability provision across Wales, so as to avoid duplication. Give examples of how you would add value to the existing provision in Wales already targeted at the long-term unemployed. 


· How you propose to adjust your delivery proposal to the specific characteristics within each of the four regions of Wales, acknowledging that all employment delivery is local at the point of engagement. Please include reference to opportunities and challenges within each of the localities that make up the regions. For example: rurality, bilingual provision, BAME groups, disability, and digital skills access. 


· How you propose to engage with local level community provision to ensure joined up working and the development of sustainable working relationships. Please explain how you will use these relationships to support your engagement with diverse communities. 


· Please outline your proposals for working with existing national and regional governance structures, and stakeholder representatives dealing with employability (including employer engagement) across Wales. 



· How you will tailor your service proposal to take advantage of and mitigate the challenges of the employer landscape in the CPA, in order to support individuals to identify and access local employment opportunities. Please include reference to the growth sectors, declining sectors, sectors impacted by Covid-19 (e.g. retail, hospitality & leisure) and skills challenges within the CPA. 





		

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 delivery of Restart in Wales (CPA 6) will provide tailored support to Participants, many of whom will have experienced longer-term unemployment for the first time, getting them back into secure and sustainable work. Serco’s Managing Provider and Service Integrator (MP&SI) model has a focus on integration, leveraging the full breadth of our partner relationships, ensuring that it has a greater impact in addressing unemployment than the sum of its parts. This includes jointly developing employer and sector-specific interventions to provide Participants and employers with the skills that they need to contribute to Wales’s recovery priorities and economic development.

[bookmark: _Hlk62127030]Aligning with existing employability provision and avoiding duplication: Serco has a history of delivering employment and skills provision in Wales. We were the former DWP Flexible New Deal prime provider in Wales (2009-11) and English Language Requirement (ELR) provider (2014-16) the latter supporting people with poor English or Welsh to improve their language skills to help them obtain employment. We also deliver the Superfast Business Wales programme on behalf of the Welsh Government (WG) since 2016, a free business support service that helps eligible Welsh SME businesses make the most of online technology. Through this experience we have developed a comprehensive understanding of devolved policies across health, employment, education and skills which are reflected in our approach to stakeholder engagement and local integration. Our Partnership Manager in Wales (PM) has worked with Supply Chain Partners (SCP) to map existing employability services and the wider range of complementary statutory and voluntary services (e.g. LA Housing Support Grants and WCVA Active Inclusion). This includes WG employability programmes (Traineeships, Jobs Growth Wales, Employability Support Programme, ReAct, and Healthy Working Wales); skills programmes (Wales Union Learning Fund, Apprenticeships, Personal Learning Accounts, Jobs Growth Wales+, Adult Employability Programme, and the Online Skills Toolkit); UK level initiatives (Kickstart, and the Work & Health Programme Wales WHPW); and, Community Employability Programmes (Communities for Work, PaCE, and Communities for Work Plus). Duplication will be avoided by mapping each scheme and ensuring that Restart content does not overlap with similar provision, but instead ensuring that other existing provision can be integrated within the Participant’s Restart journey. We will align our provision strategically through seeking membership of Regional Engagement Teams which maximise the impact of funding and by providing marketing materials/briefings for JCP Work Coaches and providers of other programmes to maximise referrals and start conversion. More importantly, we will integrate services at the point of delivery by ensuring that our SCPs and Job Coaches adopt the Careers Wales Support Finder and Online Skills toolkits to integrate Restart with local training initiatives. We have selected SCPs who already deliver complementary services to further ensure close integration (e.g., Remploy/Maximus deliver the WHPW and Access to Work across Wales with an established history of supporting disabled people in Wales); whilst four of our other SCPs deliver Community Employability Programmes). We will add further value to local provision by a) providing access for CEP Participants to our Employer Engagement resources (including market intelligence and vacancies generated through our Employer Engagement Strategy); b) working with JCP Work Coaches to offer additional support from Restart for those leaving CEP (which is ‘clean’ ESF money) who are not yet ready to enter work, facilitating a seamless transfer with the provider, reducing the risk of transitional drop out; and c) disseminating learning from or Restart Centre of Excellence in Wales which will pilot and incubate innovative service delivery to drive innovation and steer best practice.

Adjusting delivery to the characteristics of Wales’ four regions: Our managing provider delivery model inherently supports better integration and localisation. We will be working with 11 of the best-performing local SCPs who know, and are known, in their communities. They have a pragmatic understanding of the range of services available to Participants, and how and where Restart can add value in these regions. We will adjust our delivery to respond to challenges by working with employers in each region to develop Sector-Based Work Academy Programmes (SWAPs) in local priority sectors that equip Participants with work-ready skills that employers need. Other aspects of our solution are geared to address challenges at a Pan-Wales level. For example, we have developed a comprehensive range of digital skills workshops and are partnering with Digital Communities Wales to provide Participants with access to their Digital Champion training, with a focus on the social care sector. Similarly, we are working with Chwarae Teg, the charity inspiring, leading, and delivering gender equality in Wales, to greater improved employment pathways for female Participants.

[bookmark: _Hlk66111321]We hold L3 Disability Confident Leader, Stonewall Diversity Champion and National Inclusion Standard accreditations. JASPER will support our inclusivity agenda by providing Job Coaches across our supply chain with bilingual online tools, information, guidance, and materials to promote diversity and inclusion, complement services such as the Disabled Peoples Employment Champions and those promoted in A More Equal Wales. Our specific regional strategies can be summarised as follows: North Wales: The North Wales Regional Skills Partnership’s identified opportunity sectors include energy and environment, construction, advanced manufacturing, creative and digital, tourism and hospitality, health and social care, food/farming. The Growth Deal will support 3,800 new jobs by 2036 and is targeting jobs growth in the energy and environment sector. Challenges include deprivation (Rhyl and Queensway in Wrexham are amongst the 10 most deprived areas in Wales), and a reliance on jobs in low paid sectors. The region has been impacted by COVID, including its tourism, hospitality, creative and aerospace sectors. Our local SCPs include North Wales Training, who deliver WG work-based learning, sector routeways and Jobs Growth Wales, and Mon CF who have an embedded delivery in Ynys Mon. North Wales has the highest proportion of Welsh speakers. All our SCPs across Wales will routinely offer Restart services in Welsh where this is the Participant’s first language. Mid Wales: The Mid Wales Skills Partnership opportunity sectors are applied research and innovation, tourism, energy, transport, agriculture, food/drink, and digital. Skills gaps are commonplace amongst employers with a mismatch between supply and demand e.g., RSP evidence (2018) indicates that 62% of employers felt that new recruits were not fully work ready, and that more needs to be done, especially with older workers, to increase sector mobility. The region presents significant rurality challenges e.g., Powys and Ceredigion have the highest proportion of areas in the most deprived 10% in Wales in terms of access to services. For rural areas in this (and all other) regions we will adapt delivery by working with Chambers of Commerce, the FSB, and other business intermediaries to help target rural SMEs able to offer local employment; provide support and advice to help Participants establish homeworking self-employment (e.g., childminding, e-trading, tutoring, book-keeping); create SWAPs which focus on rural sector clusters rather than single employers; and maximise virtual delivery and co-location e.g. our SCP Futureworks delivers from local authority sites in Cardigan and Aberystwyth, close to jobcentres, meaning that Participants will replicate familiar current journeys when they attend Restart. South East Wales: This region generates over 50% of the total GVA in Wales. The region’s Industrial & Economic Plan’s opportunity sectors are advanced materials, manufacturing and energy, construction, creative and digital technology. Cardiff Capital Region’s City Deal presents opportunities for Restart employment including the £734m investment in the South Wales Metro. Challenges include deprivation (Blaenau Gwent and Merthyr Tydfil have the highest proportion of wards in the most deprived 10% in Wales), and connectivity - valleys communities find it difficult to access economic opportunities elsewhere in the region. We will ensure Restart is adapted to the more diverse labour markets and greater concentrations of employment opportunity by focusing on recovery sectors and working with large employers with multiple job vacancies e.g., we will create bespoke SWAPs that are targeted to local developments such as Plasdŵr, Cardiff’s Garden City, driving economic growth through the construction of 7,000 homes. We will position Hubs sites where there is a high throughput of Participants, allowing for economies of scale and investment in a broader range of employability resources e.g., our SCP Itec has a 7000 sq. ft. workshop complex in Newport, including dry construction skills, available to support Restart Participants. We will also target outreach in the most deprived communities, where car ownership is low e.g., our SCP MITB uses a minibus to collect Participants from Caerphilly and RCT to help them to access services. South West: With pockets of deprivation in all local authorities, there is a low value sectoral mix and low levels of qualification in the South West. 11.3% of working age have no qualifications according to the Regional Plan for Regeneration. Major opportunities include The Swansea Bay City Deal creating 10,000 new jobs; Enterprise Zones in Port Talbot and the Haven Waterway; and the Carmarthenshire Homes retrofit programme. Our SCPs are well placed to understand these challenges, adapt delivery, and grasp opportunities e.g., our SCP Coleg Sir Gar already delivers informatics qualifications, supporting the NHS to support their patient data change agenda. They will also be involved in the ‘Homes as Power Stations’ project which will create jobs for Participants.



How we will engage with local level community provision: Our PM will lead on strategic integration in the CPA, creating a virtual Directory of Services of regional and local provision/support services with details of eligibility and key contacts. Restart Job Coaches will use a ‘no wrong door’ approach to working with Participants with multiple barriers to work, providing a differentiated response based on the Participant’s situation and prioritised according to their own perceived need. All our SCPs currently deliver employability provision. For example, PeoplePlus Cymru already deliver the WG Employability Skills Programme, Apprenticeships, JCP provision, ESOL home tuition in SE Wales, and a NEETS programme in the North. This breadth of delivery across our supply chain has created active links with a rich network of local community provision including: Careers Wales, Recovery Cymru Community (substance misuse), MIND, Growing Space, and a variety of housing associations. We will avoid duplication and link to local services and support provision by a) creating cross-referral pathways to ensure that Restarters can access all the relevant local services when they need them; b) integrating Maximus’ WHPW Community Partnership Network of 100+ providers including skills, apprenticeships, IAG, specialist support (e.g. drug & alcohol), and self-employment; c) maximising opportunities for co-location so Participants can access multiple services on the same day e.g. our SCP North Wales Training work with a wide range of local partners including Prime Cymru 50+, Cais and the Flintshire Advocacy Service; d) sharing information and case conferencing with partners who are also delivering to Restarters to achieve more holistic support; e) exploiting opportunities to co-design and co-deliver interventions with stakeholders; and f) creating seamless referral pathways and warm handovers from Restart onto/off-from other services. Diverse communities: A higher proportion of BAME people work in COVID shutdown sectors e.g., 11% food and beverage workers in Wales have BAME backgrounds. (First Minister’s BAME Covid-19 Advisory Group). Our delivery will be tailored by expert SCPs who work with the hardest to help and reach e.g., our SCP Newport City Council works directly with groups and boards supporting local women, refugees, travellers, and the Yemeni, Bangladeshi and Somali Communities. 



[bookmark: _Hlk62127408][bookmark: _Hlk62126673]Working with national and regional governance and stakeholders: We are committed to meaningful dialogue rather than lip-service engagement. Working with national and local government, employers and other key stakeholders (e.g. Future Generations Commissioner and Bevan Foundation) deepens our understanding of what is needed and ‘what works’ locally and ensures that our approach remains current and responsive to changing opportunities and challenges across Wales. Our two PMs in Wales who are already members of the Welsh Government’s Regional Engagement Teams. Our PMs attended and contributed to 350 local networking events in Wales in 2019-20, reaching 5,000 businesses. In specific preparation for Restart, our PMs have held direct discussions with all 22 local authorities across Wales, as well as the Regional Skills Partnerships (RSPs). For example, when our PM recently met with Pembrokeshire Council, they outlined a need for new approaches within Restart to strengthen jobseeker resilience, which we have factored into our solution. Moving ahead, our dedicated Restart PM will collaborate with our SCPs to develop a Restart Cymru Stakeholder Engagement Plan. We will engage national and regional governance and stakeholders through CPA level, DWP-led Local Engagement Meetings. We will seek a broad range of stakeholder contributions, including a) using them as a sounding board to test future delivery design concepts; b) actively sharing two-way labour market intelligence/insight; c) maximising the co-location of services for Participants with stakeholder agencies; and d) creating progression pathways for Restarters onto/off-from other services (e.g., into apprenticeships with local colleges). Our PM will attend local business networks e.g., Chambers of Commerce, FSB, Business Wales Hubs, the Blaenau Gwent Effect Network and the Pembrokeshire, Ceredigion & Carmarthen Business Network. They will regularly communicate with Working Wales and RSPs on skills and employment priorities, providing quarterly updates on employer opinions and opportunities. The PM will also engage local authority economic development teams to discuss regional and sectoral opportunities (e.g., the upgrade of Cardiff Central Station, Mid Wales Growth Deal, the Serco/Amey Global Centre of Rail Excellence joint venture, the £400m A465 Heads of the Valleys road dualling improvement and the Ebbw Vale Enterprise Zone).



Employer engagement and the employer landscape in Wales: Serco will support WG and DWP plans for economic recovery in Wales and tailor Restart by identifying key growth sectors aligned to e.g., Employability & Skills Plans, The Framework for Regional Investment, Economic Action Plans, WG’s “Our Economic Resilience & Reconstruction Mission” (focused on social enterprise and the green economy) and local authority economic development priorities (e.g., Powys Vision 2025). We develop long-term relationships with employers, based on mutual trust and benefit. We have already worked with over 6,000 Welsh SMEs through our Superfast Business Wales programme. As managing provider, Serco’s strategic approach to the promotion of Restart services in Wales includes developing and chairing a national Restart Employer Board to help us fully understand employer needs and the best ways to engage employers in Wales. We ensure effective representation on the Board from employers across Wales, from different sectors, and of different sizes (e.g., large anchor employers, national employers with outlets across Wales, and independent local small businesses). Our strategy will also include a) Establishing an Employer Engagement Team (EET) for Wales in tandem with our SCPs, supporting and co-ordinating activities to ensure effective account management of each employer, avoiding employers receiving duplicate approaches; b) Collectively agreeing with our SCP an overarching employer engagement strategy, developing a significant value proposition for employers in Wales and ensuring that we source vacancies which are attractive to Participants to optimise outcomes; c) Developing high quality bilingual marketing content for direct and digital marketing (email, proactive calling, targeted pay-per-click and social campaigns e.g. Google AdWords and LinkedIn) to promote employer case studies and target specific growth sectors; d) Rolling account management and keep-in-touch strategies with employers who hire Participants, to target potential repeat / future vacancies and to promote the Business Wales Skills Gateway and ‘We’re in Your Corner’ resources; and e) Close working with  Working Wales (WW), WCVA, IEP, ERSA, other Restart primes and our Centre of Excellence to develop best practice and new employer engagement initiatives. We have also carried out econometric modelling undertaken by our data analytics partners Arca Blanca, Grant Thornton, Cambridge Econometrics, and the University of Warwick. We use Talkwalker and Hootsuite Social Analytics Tools to track place-based developments through online, social, print, TV, and radio media e.g., setting  searches for key terms such as ‘new jobs’, ‘redundancy’ or the names of localities with deprivation challenges such as ‘Merthyr Tydfil’. This combination of tools ensures that we capture data, and the views of commentators and the public to better help interpret trends in practice. We will develop Information Sharing Protocols with all Local Authorities, so we can contribute to the 19 Public Service Boards responsible for achieving the seven well-being goals of the Well-Being of Future Generations (Wales) Act 2015.  We will share intelligence with stakeholders including WG Employability Division, Working Wales and NTFW to tailor local delivery to growth and demand sectors, helping participants to make informed choices on career paths. We will continue to invest in data aggregation technology to identify and interrogate labour market trends, adapting the responsiveness of our model to each locality as needed.  



[bookmark: _Hlk66092563]Tailoring Restart to the employer landscape: We will tailor our service to take advantage of, and mitigate challenges to, the employer landscape, including: Growth Sectors: Identified growth sectors across the CPA including advanced materials and manufacturing, tourism (driven by post-COVID growth in UK holidays), creative industries, fintech, cybersecurity, energy, construction, (upgrading housing stock), food and land-based and the foundational economy (one of the 5 Beacons in the Reconstruction Mission). For example, Spectrum Internet’s full fibre installations in South Wales, the construction of new rail infrastructure by Transport for Wales and the Wales Metro City Deal, and the proposed Trawsfynydd low carbon energy development will all drive new employment. Our Partnership Manager and EET will “get in on the ground floor” for inward investment projects such as these to achieve priority vacancy access for Participants. We will work with our SCPs to offer sector specific training, including pre-employment SWAP courses, training in the workplace and guaranteed interviews. This will include sector specific on-line courses delivered through JASPER, our Participant portal. Wherever possible delivery will be co-designed with employers to ensure specific skills needs are met.  Declining Sectors: These include traditional manufacturing and steelworks in Wales (e.g., the ongoing uncertain future of the Liberty Steel in Newport). We will support former manufacturing workers to reskill and challenge their aspirations to consider suitable alternate career paths. Our partner NESTA will apply their career causeways algorithm to help identify transferable and sustainable career paths in new sectors for such former manufacturing and steelworker Participants. This tool better enables Job Coaches to identify similar roles to a Participant’s most recent position, and to identify the new skills that they may need to move into a transferable role. Sectors Impacted by Covid: According to the Centre for Towns, 6 out of the 20 places with the worst post-COVID economic wellbeing can be found in Wales. Hospitality, leisure, tourism, sport and fitness, and retail have all been impacted by COVID locally. Whilst some sectors may recover quite quickly as restrictions lift (Wales is likely to be a popular staycation destination again in 2021), a legacy impact will remain. Transitional Participants, displaced by COVID, are a key group recognised in our 3Ts model, receiving targeted reskilling support. We will also align delivery with the Economic Resilience & Reconstruction Mission’s Beacons. Skills Challenges: NOMIS data for the year to Dec-19 showed that 16% of the adult population in Merthyr Tydfil (some 5,900 residents) have no formal qualifications, with similar percentages in Blaenau Gwent, RCT and Neath Port Talbot. We will leverage provision such as the WG Employability Skills Programme within Restart to help Participants with lower skills to achieve L2+ qualifications, addressing Essential Skills, as well as relevant sector skills needs. 
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Serco Restricted and Sensitive - Commercial in Confidence



		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.  











[bookmark: _Hlk65758497]
Assumptions: Our performance offer in CPA 6 has been informed by our past delivery of DWP programmes (e.g., Work Programme - WP), the local track record of our Supply Chain Partners (SCP), and econometric modelling undertaken by our data analytics partners Arca Blanca, Grant Thornton, Cambridge Econometrics, and the University of Warwick. Our analysis of previous DWP contracts delivered by Serco, such as the WP, has helped us to understand the local relationship between economic factors and our performance rationale. e.g., our WP contracts in South Yorkshire and the West Midlands respectively achieved [REDACTED] outcomes ([REDACTED]% of expected profile) and [REDACTED] outcomes ([REDACTED]%). This equates to performance across all PGs of [REDACTED]% against an MPL of [REDACTED]%. Analysis has also factored in estimates provided by our Supply Chain Partners (SCPs) based on their own record and experience in the CPA; macroeconomic and labour market forecasting to 2026 (including the latest possible estimates of the future impact of Brexit and Covid on the economy, and specific forecasts as to the replacement demand within the CPA for lower-skilled workers). Resultant assumptions acknowledge that any fall in unemployment may lag-behind an initial post COVID recovery, albeit with steady employment growth thereafter. Any performance pinch in 2021/22 should be offset by outcome gains from 2023 onwards. Higher forecasted long-term economic growth rates will largely drive predicted performance upwards. The UK Industrial Strategy and post-COVID stimulus measures will support this. In Year 1 there will be an expected greater proportion of Transitional and Transactional participants (those who are more job ready and/or have been displaced by COVID) albeit many of these should return to work sooner. Correlating to this, we expect a smaller proportion of participants to be Transformational (hardest-to-help) at the start of the programme, albeit Years 2 and 3 will be more focused on Transformational participants as the economy recovers and the programme develops. We have similarly taken account of performance build up in line with the initial Year 1 ramp up of provision, as referrals build to optimum on-programme levels, as well outcomes achieved in the tail of the contract, as the tracking period for the final cohorts expires. Our offer factors in a performance uplift from each core delivery innovation, such as JASPER (our participant portal) and our Centre of Excellence (CoE). As such, our Tendered Required Number of Outcomes (TRNO) offers a market leading yet achievable stretch above the Minimum Required Number of Outcomes (MRNO). Our Earnings PI is derived from our case flow modelling, accounting for ramp-up/ramp-down at the contract start/end, seasonal fluctuations in employment patterns, employment “churn” as a key driver of job opportunities, our analysis of Participant volume and throughput over the lifetime of the contract, and the wider assumptions given in this response. 

Managing Performance Achievement: Serco has a proactive performance management model for DWP provision, evolved from our FND, WP and ESF prime contracts, selecting the best performing SCPs. This is based on a comprehensive performance profile, setting monthly targets for job entries, contracted with each SCP and delivery team. Our approach includes weekly performance calls by our Performance Managers (PMs) with each SCP, followed by quarterly performance reviews between our CPA Manager (CPAM), PM, Quality Manager, and the SCP. Standard inductions and documented procedures ensure that all SCPs understand what needs to be delivered and how. For Restart this will factor in all specified Performance Indicators (PIs), including the monthly “run rate” and Earnings PI required to achieve the TRNO and MRNO, as well as monthly compliance with Delivery Fee Standards and Customer Service Standards (CSSs). Performance data will be logged on a dedicated Restart MI system, including direct data logging by SCPs. Ultimately this system will be JASPER, but Serco also uses other MI tools which can be deployed temporarily as JASPER’s full Restart functionality is finalised. Dashboard analytics provide real-time performance monitoring for SCPs, individual Job Coaches and Participants. JASPER’s functionality will include automated diarising of appointments, and alert triggers for Job Coaches to flag where a PI is at risk of being missed (e.g., Participants referred but still yet to start after 25 days, where immediate intensive follow-up is required). JASPER will provide real time performance data for all PIs for each SCP and the full contract, generating monthly and quarterly reports for DWP CPR meetings. These report tools also enable performance self-analysis and improvement response independently by SCPs as a further pro-active component of performance management. Our CPA PM will use the same data to, in turn, hold monthly reviews with each SCP, following the same format as DWP’s CPR. Our Quality Team carries out regular SCP audits and feeds back to the PMs where any quality shortfall may impact on performance. Our CPA Management Team will review the outcomes of all such discussions to inform forward performance strategies and priorities. Our internal Data Team will supplement this through a rolling programme of detailed quarterly trend analysis to help interrogate performance trends and escalate any necessary improvement action.

Correcting Failures to Meet Performance Levels / CSSs: Our responsive monitoring and MI reporting through JASPER tracks all Participant engagements, ensuring that trends towards underperformance are identified at the earliest point (i.e., before targets are missed) and that we achieve continuous performance build, even when ahead of the TRNO. This process also takes account of performance concerns arising from DWP CPR meetings. Our PM will investigate each issue and implement a Performance Improvement Plan (PIP) with the SCP or Serco team in question, agreeing timebound improvement actions. The timeframe for improvement will be linked to the severity of the issue, with turnaround normally expected within 1 to 3 months. Example PIP measures may include direction to refresh staff training, add extra delivery resource, or to revise service content to improve outcome focus. We will support proactive improvement such as buddying low performing Job Coaches with high performers across the supply chain. Our CoE capability will be harnessed to support and inform PIP measures. Our approach will be supportive rather than punitive, offering practical capacity solutions which drive performance change. Tracking of activity on JASPER and STORM provides precise and actionable guidance to SCPs on how to correct performance shortfalls. The CPAM will review and update PIP progression weekly to ensure that agreed improvement is being achieved. Where this is not the case, further escalation will be applied, e.g., reducing / reallocating market share, invoking a management change, or, as a last resort, replacing underperforming staff/SCPs. An internal Lessons Learnt exercise will be completed at the close-off of each PIP, to better understand how the original performance concern could have been mitigated, as well as the effectiveness of the PIP actions agreed. We will share and consult with SCPs on lessons learnt and in the development of our Continuous Improvement strategy, to mitigate the risk of similar issues reoccurring. 

Proactive Engagement with DWP: As a longstanding key supplier we already maintain proactive relationships across DWP. For Restart, most performance issues will be effectively dealt with through monthly MI returns and formal CPR meetings between our CPAM and DWP EAD Performance Manager (DWP-PM). If, however, a material short term performance issue arises (e.g., new COVID restrictions, an SCP reporting trading difficulties) this will be immediately raised by the CPAM with the DWP-PM, and proposed mitigation measures will be agreed. This will be part of an open, constructive day-to-day two-way relationship, reflecting those achieved on our previous DWP programmes. We will work with DWP to facilitate monthly CPA Local Engagement Meetings attended by the CPAM, DWP-PM, JCP Partnership Managers, local authority representatives and relevant CPA stakeholders. 

Best practice, sharing lessons, collaboration, and innovation: We have strong networks with other CAEHRS T1 and T2 suppliers; 2 are part of our proposed supply chain across the Restart CPAs we are contesting, including PeoplePlus and Maximus. As a former FND and Work Programme prime contractor we actively contributed to DWP’s former Flight Path performance improvement initiatives and will embrace a culture of “co-opetition” with other Restart primes, as well as their supply chain partners, to distil best practice through DWP led initiatives and similar forums. This has included delivering best practice presentations from our DWP programmes at the former annual Into Work Convention (now known as the Learning & Work Institute’s Employment & Skills Convention). We will particularly seek to learn from SCPs who are common to our own and other prime contractor supply chains, as well as any of our SCPs who may also be a prime in another CPA, to build our understanding of what works best, and to replicate this. We will proactively undertake improvement discussion at the quarterly SCP forums, bringing together collective best practice from SCPs. Moving ahead we will share Restart insight from our CoE evaluations undertaken by our partner, Warwick University, and insight provided by ExperienceLab including an annual symposium focused on the Participant experience. We are also members of CPA 6 specific groups, such as the Regional Engagement Teams which ensure the projects funded by WEFO deliver to the maximum advantage and that good practice is shared, and we will use such memberships to best practice from Restart for the benefit of other providers.

Main Risks to the Stated Performance Level: We will apply general mitigations across all performance risks, such as reducing caseload sizes to provide more intensive Participant support which in turn should generate higher outcomes. Specific performance risks, and associated mitigations, within our continuity strategy include:

Risk 1: Prolonged impact of COVID and/or Brexit, suppressing the job market. Mitigation: More sector specific training in local industries resilient to COVID (e.g., distribution) - reskilling packages for those from worst hit sectors (e.g., hospitality) - extra services geared to self-employment/work-from-home jobs - engagement with anchor employers to help ringfence emergent / recovery jobs for Participants. Rationale for Success: Job board data shows a growth in vacancies in distribution, healthcare, ecommerce, and supermarket roles since COVID began, and intensive focus on these will capitalise on vacancy demand whilst the pandemic persists. Risk 2: Supply chain underperformance / failure. Mitigation: Real time performance management of SCPs, informed by JASPER, including performance capacity building - A diverse network of SCPs - performance is not reliant on one partner - Flexibility to reallocate market share between high/low performers - Strong standby SCPs who can be responsively onboarded (incl. replacement of underperformers). Rationale for Success: Serco has developed high performing supply chains for FND, WP and ESF Troubled Families using the same techniques, ensuring performance turnaround where any SCP presents a performance risk. Risk 3: Participant compliance, where failure to attend undermines outcome prospects. Mitigation: Securing first contact with Participants in the Jobcentre where possible - Developing effective warm handover and ongoing collective case conferencing with JCP Work Coaches - Adopting an empathetic delivery culture, building Participant engagement through meaningful activity, and strong in-person relationships, rather than sanctions. Rationale for Success: Through our FND, Work Programme and ESF programmes we know that Participants better engage where they see and understand the benefits and build rapport with Job Coaches. Better engaged Participants are more likely to achieve a positive outcome. Review of the Tender Assurance Report (TAR): We confirm that we have reviewed the TAR and addressed all risks identified. 
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OFFICIAL



		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.  














Monitoring & Managing Quality of Provision: Serco is committed to providing high quality and efficient services, aligned to the Restart specification, Provider Guidance, DWP Customer Charter, Provider Assurance Team (PAT) and Merlin Standard. Serco ESE was graded ‘Good’ for quality assurance and compliance our Nov 2020 Merlin Standard assessment. This builds on high quality assurance on our current provision; our DWP Troubled Families (TF) contract was awarded a “Reasonable” assurance rating at our last PAT assessment in 2020. At a group level, Serco holds ISO 9001 and will apply this standard within Restart as a key improvement tool. We are a Cyber Essentials Plus and Disability Confident accredited and appoint Supply Chain Partners (SCPs) with similar credentials. Our CPA Manager (CPAM) will have responsibility for quality assurance, supported by a CPA level Quality Team. Our Quality Manager will have oversight of a rolling Continuous Improvement Plan, drawing in best practice from our other programmes (e.g., ESF Skills Support for the Workforce). This process ensures that Provider Guidance is cascaded down to our SCPs, providing clarity of delivery expectations. A Serco Performance Manager (PM) will contract manage each SCP through detailed monthly reviews informed by management information from our JASPER Case Management System (CMS), and audit outputs from the Quality Team, ensuring that delivery meets agreed Performance Indicator (PI) and CSS requirements including adherence to maximum Job Coach caseloads. Alongside formal reviews, PMs will pro-actively drive quality through day-to-day SCP keep-in-touch calls. For quality monitoring purposes, Serco Job Coaches will be treated the same as those employed by SCPs.

Ensuring the Quality of Delivery: Our Quality Team will conduct a rolling programme of internal audits to scrutinise standards across our supply chain. This includes scheduled and short-notice audit visits, delivery observations, casefile compliance checks, qualitative interviews with staff and Participants, and analysis of PI data applied. Quality Managers will offer a “help desk” facility to SCPs, addressing queries and providing support to comply with requirements. Audit results feed into an annual Self-Assessment Report (SAR), based on Provider Guidance criteria and taking account of DWP’s external evaluation and audits, to drive qualitative improvement. The frequency of internal audit with each SCP will be governed by the outcome of their previous audit; and no less frequently than quarterly. SCPs rated at a higher quality risk will receive more regular assessment. Should quality fall below agreed standards, or be on a downward trend, a Quality Improvement Plan (QIP) will be instigated by the CPAM/Quality Team with the SCP or delivery team in question. This will consider the causes for the lapse in quality and define agreed measures to bring delivery back-up to standard. Qualitative support will be provided, such as extra staff training or seconded support from the Quality Team to address the issue. Improvement against the QIP will be monitored and reviewed by the PM/Quality Team. If required improvements are not achieved, QIP measures may be escalated which may, as a last resort, involve the replacement of the SCP or team members. 

Handling complaints / acting on findings: High service standards, including for standards of staff conduct, will ensure complaints are minimised. Our DWP TF programme has received less than 1 complaint per 100 Participants, with all successfully resolved to the Participant’s satisfaction. For Restart we will apply our four-stage process, aligned to Provider Guidance and DWP’s Complaint Resolution Core Briefing Pack. A copy will be issued at induction, alongside a walkthrough to ensure understanding. Complaints may be tabled to any staff member. Most complaints will be readily resolved by local staff/SCPs, but can be escalated through to the PM, CPAM and ultimately the Independent Case Examiner (ICE) if needed. We will investigate and resolve complaints as quickly as possible, depending on their complexity, with the majority resolved within 4 weeks. Our ICE is fully impartial and for the most serious grievances, expert colleagues from outside of the CPA will investigate. Participants will receive written acknowledgement and ongoing updates throughout the process. Resolutions will be logged on our internal incident management portal (to ensure resolution timeframes are met), fed into quality reviews, and reviewed by the CPA Management Team, to ensure lessons are learned and similar future issues are avoided. A full complaints and resolutions log will be made available to the Participants JCP WC and DWP. We will encourage wider regular independent Participant feedback through a designated feedback e-mail address, Participant feedback forums, and “you said, we did” display boards at Restart venues. Our strategy will act on the findings of DWP’s own Customer Satisfaction Surveys, ensuring we remain a top quartile performer for CSS8.

Tracking / monitoring progress of each participant: Our JASPER CMS, updated by Job Coaches after each Participant interaction, articulates the status of the Participant’s journey towards work at any given point. This includes completion markers for each CSS milestone (referral date, start date, dates of fortnightly 1-2-1s and 4-week in person reviews, etc.) and an “expected job entry date” based on the Participant’s needs and support required. JASPER will record all services delivered and Action Plan milestones completed, informing a rolling assessment of job readiness progression, including outputs from the Diagnostic Reassessment every 2 to 4 months, directly benchmarking employability gains. Job Coaches, supported by JASPER’s functionality, will assess sentiment feedback to ascertain how Participants feel about their job-search, factoring in psychological improvements as much as the acquisition of measurable skills, to focus emotional and wellbeing support. JASPER will generate real-time dashboards on each Participant based on this range of data, informing case-conference reviews between Job Coaches and Team Leaders. 

Capacity to manage Restart alongside existing / future commitments: Serco is a FTSE 250 company with an annual £3.2bn turnover employing 30,000 staff in the UK. We successfully integrate scalable new contracts from across Government on a routine basis. Restart would account for less than 2% of our annual turnover and would sit within our ESE Division, alongside our existing DWP and ESFA provision. The ESE team will draw on the wider Serco Group where needed. We will recruit dedicated staff for Restart and monitor the roll-out to ensure there is no detrimental impact on ongoing programmes. Due diligence of SCPs has ensured they have similar capacity, we will continue to monitor them ensuring no adverse start-up impacts on their other programmes. Increased risk monitoring will be applied to SCPs delivering existing DWP contracts and/or mobilising Restart in other CPAs. Should any emergent risk arise, ESE will deploy additional resource to ensure all obligations are fulfilled.

Robust audit trail of evidence and data: Our robust process will validate and verify all auditable stages of the Participant journey. JASPER will have functionality to record Participant logins by date and duration, including on-line fortnightly reviews. For in-person delivery (e.g., initial meetings / four weekly reviews), signed attendance will be recorded, signed copies of Action Plans and updates (with wet signatures), and travel/expenses declarations will be retained. Scanned electronic copies of documents will be taken, with originals securely logged and stored. For self-employment outcomes we will record the stated evidence listed at 5.14 of the specification (e.g., trading records) to ensure these are accurately validated. Manual records will be collated as part of our business continuity strategy if JASPER is temporarily unavailable. SCPs will receive full guidance on audit trail requirements. All internal audits, improvement plans, and complaint cases will be fully documented. Periodic Quality Team audits will include spot-checks on a sample of records to ensure accuracy, and set improvement plans in any instances where audit evidence is incomplete. All audit evidence will be retained for the full duration of the contract. 

Review of the Tender Assurance Report (TAR): We have reviewed our TAR and ensured all risks relating to this question have been addressed.
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Serco Business



		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.  














[bookmark: _GoBack]Rationale for the Supply Chain: Reflecting our core expertise as a Managing Provider and Service Integrator (MP&SI), our approach for DWP provision has always been to subcontract provision to “best-in-market” partners. As evidence of this, Serco ESE was graded ‘Excellent’ for performance management at our Nov 2020 Merlin Standard assessment (improving on our previous rating of ‘Good’). For Restart in CPA 6 we will subcontract 95% of end-to-end volumes to Supply Chain Partners (SCPs), Serco will directly case manage 5% of Participants, focused in Swansea and Cardiff. In delivering a small proportion of the contract, our team will have more informed expectations of the supply chain, providing us with ‘instant control’ in managing the service and applying a test-and-learn approach to innovation. There are many advantages to this approach: a) it enables us to allocate volumes to the best performing / most knowledgeable local providers; b) it broadens the overall range and depth of delivery specialisms available to Participants; c) it removes any conflict of interest between direct and subcontracted delivery (e.g., reluctance to reallocate market share to SCPs if they outperform direct delivery); d) it reduces operating costs by leveraging existing SCP resources / venues in the CPA, especially in remote localities; e) it supports objective decision-making should a supply chain refresh be needed; f) it supports better integration between Restart and other relevant services delivered by our SCPs (e.g., progression into apprenticeships); g) it ensures we have an effective mix of organisations to ensure diversity and inclusivity; and, h) it reduces risks associated with contract start-up and mobilisation. 



Details of the supply chain from Day 1: A detailed breakdown of our proposed supply chain in CPA 6 is provided in App. 2. As MP&SI Serco will oversee contract management, quality assurance, continuous improvement, and CPA-level employer/stakeholder engagement aligned to Performance Indicators (PIs) and CSSs. In CPA 6 we have a network of 11 “end-to-end” SCPs, each responsible for case management of the full customer journey to all participants from a defined sub-region of the CPA, working with referrals from JCP in that area. This is geared to assure full CPA coverage, with no Participant having to travel more than 90 minutes from home to access in-person services. Most SCPs are proven partners with a track record in delivering end-to-end services on similar DWP provision, utilising local staff and resources geared to offering a range of employability support. For example, Maximus will case manage delivery of the full Participant journey across Caerphilly. Our Restart network will include integration of specialist services which Participants are eligible to access as part of our comprehensive Directory of Services, alongside a wealth of already funded support available locally. All the SCPs listed in App. 2 will be onboarded to support Day 1 referrals from June 2021 and, subject to quality and performance achievement, they will remain as SCPs for the lifetime of the contract. 



Rationale for any changes during the contract life: We will not materially revise our supply chain over the lifetime of the contract; we intend to sustain the same SCP network throughout. We are adept at building sustainable supply chains; most of our ESF Skills Support for the Workforce SCPs have been continuous over two contract cycles. A change may nevertheless occur if an incumbent SCP persistently underperforms and where reasonable performance improvement measures have failed to rectify this, or if the SCP is at risk of ceasing trading. Such SCPs may be removed and replaced. In these situations, our priority will be to appoint a like-for-like replacement and/or enable other SCPs to increase their allocation in that area. It is not our strategy to replace subcontracted delivery with direct delivery, however if a suitable SCP in an area cannot be found Serco is committed to stepping in to ensure optimum service levels are maintained. Extra SCPs may be added to the supply chain in the event of sustained volume demand above forecast levels, where extra support is needed to ensure Performance Indicators and caseload ratios are sustained. We may also onboard innovative new specialist SCPs who can offer ground-breaking services with potential to offer further performance uplift. Should a change to the supply chain be necessary, this will be fully discussed between our CPA Manager (CPAM) and DWPs Performance Manager to ensure that DWP are satisfied with our rationale and the credentials of any new SCPs proposed. 



Identify, evidence, and use feedback to drive continuous improvement: We improved our SSW Management Information (MI) system in response to a 2018 SCP feedback survey, introducing a more user-friendly and efficient tracking system, recognised in our 2020 Merlin Standard report as adding value to SCPs. We will replicate a similar improvement approach for Restart, through a rolling Continuous Improvement Plan, with supply chain improvement as a core element. In terms of current improvement, we already engage our current SCPs on our DWP Troubled Families programme in London in contributing to our Self-Assessment Report (SAR), ensuring the assessment is representative of our partnership, and we will replicate this as a component of our Continuous Improvement Plan for Restart. The Plan will drive quality, performance, and value for money. Weekly Performance Review Meetings (PRMs) between our Performance Managers (PMs) and each SCP will drive this, building on a standard PRM agenda and toolkit piloted on our SSW programmes and cited as best practice by external ESF Auditors. Toolkits will be prepared ahead of each PRM based on PI/CSS data tracked through our JASPER CMS. JASPER and Vodafone STORM (cloud contact centre solution) will track all Participant interactions, enabling us to understand what works, track early warning signs of participant disengagement, predict future performance, and take early corrective action through precise, actionable data where needed.



The PRM will include candid two-way feedback on what is working, and what can be further improved. We will apply Job Coach videocall forums across the supply chain, to discuss challenges and share solutions, with incentive and recognition schemes for the best ideas. Our Quality and Compliance Advisors will apply rolling SCP audit and assessment, including observations of delivery (e.g., key Job Coach interactions), Participant and staff surveys, and audits of documentary evidence. Where a SCP is performing above the supply chain average against a PI, this analytical approach will be used to understand how they have achieved this, and how the same techniques might be replicated. Reverse-engineering of good practice will not just involve SCP managers but will actively involve a diverse mix of SCP practitioners, including Job Coaches, Trainers, and support staff. Everything will be considered through this process from the effectiveness of different employability resources to the range of in-centre resources and the specific skills-sets and knowledge of Job Coaches. E.g., if one SCP self-designs an effective skills training module, we will work with them to make this available to other SCPs. This will be geared to drive PI improvement one percentage point at a time to maximise overall marginal gains. This will be actively shared through DWP’s provider forums across all Restart prime providers. Our CPAM and QCAs will also investigate supply chain best practice more broadly, such as reviewing Merlin reports of other Restart primes and other DWP-led evaluation studies. Our own evaluation partner, Warwick University, will carry out deep-dive quantitative and qualitative research into our SCPs performance to tease out improvement trends and issues which may be less readily identified by monthly reviews. Our Centre of Excellence approach, testing innovation through direct delivery which can in turn be fed into the supply chain, will also inform improvement.



Sharing best practice and building capability: We have effective systems for sharing SCP best practice through our current SSW and DWP Troubled Families programmes, co-ordinated by our Training & Development Manager. For example, we hosted a major conference in Birmingham in Jan-20 for SCPs from across our SSW contracts nationally, building on existing quarterly partnership meetings. Similarly, in 2020 we applied an SCP COVID-19 survey, to map and share good practice in responding to the pandemic. Our 2020 Merlin Standard report notes our “considerable effort and investment in supporting and developing providers to fulfil their obligations”. Bi-monthly Steering Groups, open to all SCPs and hosted by the CPAM, will identify best practice, building a culture of “co-opetition” - a blend of positive competition, collaboration, and co-operation. Each meeting will have a deep dive focus on different elements of the Participant Journey, such as converting starts, progressing learners, or achieving job outcomes. Identified good practice will be distributed through the supply chain through performance reviews and by disseminating SharePoint-based Toolkits. Any transferable ideas and research from our Centre of Excellence, will also be shared and embedded with our SCPs. The Centre of Excellence will also work with seconded Job Coaches from our SCPs to spread best practice and to remove barriers to the uptake of new practice across the supply chain. We will pair different SCPs (including cross CPA pairings should we win two Restart contracts) to learn and benefit from each other’s alternative approaches. Our Operational Excellence programmes, with recognised status from The Institute for Continuous Improvement in Public Services (ICiPS), will also be available to our SCPs. This includes Six Sigma Yellow Belt project management training delivered by our British Quality Foundation accredited trainers. This exchange of best practice will directly build the capability of our supply chain. Our 2020 Merlin Standard report further notes that “providers described how they have used Serco as a sounding board for commercial development ideas, and one specifically told how they had been positively encouraged to build their management development capacity”. 



Balance of risk between Serco and the supply chain: We will agree a consistent Tendered and Minimum Required Number of Outcomes (TRNO/MRNO) with each end-to-end SCPs, mirroring the contract wide TRNO and MRNOs, ensuring an equitable performance risk and expectation across the supply chain. No SCP will carry a disproportionate performance risk. The only variances between the contract level TRNO/MRNO, and the TRNO/MRNO agreed with a SCP, will be where the SCP may specialise with a more complex Participant group (e.g., exclusively working with Participants with disabilities). A lower-risk TRNO/MRNO may be agreed to reflect this, with a proportionate variance made in the TRNO/MRNO for the rest of the supply chain to accommodate this. Our payment model for end-to-end SCPs will mirror that of DWPs, being based on a Delivery Fee and Outcome Payments. The Delivery Fee per SCP will be based on a proportion of the overall 30% Delivery Fee element of the overall contract, reflecting the percentage of total volumes delivered by each SCP, paid monthly in arrears. This will include proportionate uplift in the early months, mirroring the table at Point 5.5 of the specification. End-to-end SCPs will also receive an Employment Outcome payment for each qualifying job, reflective of our Contract Cost Register and the accelerator mechanism. Where appropriate, we may offer a SCP different terms, such as a higher proportionate Delivery Fee, where this secures sustainable provision from small or specialist providers which may otherwise not be available. We will retain a fair proportion of revenue to fund the management of the contract but adhering to a principle of most investment following the Participant. Should any SCP deliver a specialist spot-purchase service, they will be paid fair and jointly agreed unit fee for each Participant receiving that service. Serco are signatories of the UK Prompt Payment Code and will ensure timely, defined payment for all Restart SCPs, being no less reasonable than DWP’s payment terms with us. Within our ESE division, 98% of invoices were paid on time in Jan-21, and 89% paid on time in the previous 12 months. Payment to SCPs will not be contingent on payment from DWP to us being received. In preparing this response we confirm that we have reviewed the Tender Assurance Report and addressed all risks identified in relation to this question.
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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.  












As one of the UK’s leading employers, Serco routinely fills over 800 internal vacancies every month, alongside ensuring that our UK workforce of over 30,000 staff remains appropriately skilled and competent in post. This throughput is supported by extensive HR capability, with dedicated CIPD qualified HR Business Partners assigned to each business unit, including our Employment, Skills & Enterprise (ESE) Division which will manage this Restart contract. Our core values of Trust, Care, Innovation and Pride are fully integrated within our staffing strategy.

FTEs, job titles, key responsibilities skills, experience & qualifications: A full breakdown of FTE staffing is provided at App. 5, including populated details for the numbers of staff (at Day 1 and contract peak), job titles, key responsibilities, relevant skills, experience, and qualifications for each role. Person specifications for each role, informing the content of App. 5, have been derived from our current and former delivery roles for DWP programmes, including the Work Programme and Flexible New Deal. In summary, all staff will have skills, experience, and qualifications appropriate to their role. The summary provided in App. 5 represents a benchmark of our entry expectations, albeit candidates with comparable, relevant, and transferable skills, experience, and qualifications from outside of the employment services sector will equally be considered. Managers and supervisory staff will typically have a Level 6 qualification (e.g., a bachelor’s degree) in a relevant subject, as well as prior managerial experience in a directly comparable role. Participant-facing staff, in particular Job Coaches as the central caseworkers within our solution, will hold, or be working towards, a L3 or L4 in Employment Related Services (delivered by Serco Education), Advice & Guidance, Education & Training (formerly PTTLS), or a similar sector qualification. Qualifications in Teaching English as a Foreign Language (TEFL), PGCEs, and Cert-Eds are also desirable. The wider portfolio of skills of Job Coaches will include employability coaching; communication and listening; persuasiveness and problem-solving; and labour market understanding. They will demonstrate professionalism, performance focus, empathy, integrity, respect, and compassion.

[bookmark: _GoBack]Recruitment: Our recruitment strategy will be aligned to our headcount profile, both for Day 1 of the contract, and for ongoing staffing build and replacement turnover up to the peak on-programme volume point. Recruitment investment and capacity will be aligned to this. Our HR team will develop a qualified pipeline of Job Coach candidates for both Serco and our Supply Chain Partners (SCPs) using extensive existing resources including 70+ internal recruitment staff; partnerships with 60+ recruitment agencies; high profile advertising across multiple jobs boards; deployment of appropriate HR capacity to sift applications and manage the required throughput of interviews; and recent experience of recruiting large teams (e.g., we recruited [REDACTED] staff for our new DWP Job Finding Support contract in just 6 weeks). Our partner NESTA is supporting this by conducting an economy wide scan of occupations that match Job Coach requirements to identify and engage non-traditional sources of candidates. This strategy will be co-ordinated with our SCPs ensuring that they too have the necessary capacity to recruit the staff required to meet their respective headcount profiles. Directly employed staff will be recruited using Serco’s robust recruitment process. SCPs will have discretion to apply their own recruitment methods, but these must align with our standards. Common Job Descriptions (JDs) have been devised, with detailed guidance on required skills and experience of best-fit candidates (reflecting the criteria summarised in App. 5). Vacancies will be advertised through job boards and social media (e.g., JASPER, Indeed, LinkedIn), via local jobcentres, via Serco/SCP websites and, if necessary, via specialist sector agencies (e.g., Parkhouse Bell, R-Knights). Candidates will be sifted against JD criteria (experience and skills), with shortlisted candidates being interviewed to provide a further deep-dive assessment of expertise. For specialist roles (e.g., quality, business assurance, data and MI) relevant Serco subject matter experts in similar positions will form part of the interview panel. Assessment tests (e.g., asking Job Coach candidates to set-out their approach to supporting a hypothetical Restart jobseeker) will be used to test skills in practice. We also apply online tools that assist in assessing the candidate suitability and are matched with our business values. Our approach is adaptable to on-line interviewing and assessment whilst COVID restrictions are ongoing. Job offers will be subject to references, evidence of qualifications, and Right to Work in the UK checks. The recruitment process for all new starters required for Day 1 of the contract will be completed 3 weeks prior to contract go live.

Train & Retain Staff for Effective Delivery / Satisfactory Performance: Our recruitment strategy will ensure that staff bring a high baseline of relevant delivery and performance skills from Day 1. Our Training & Development Manager, working in collaboration with our HR and Recruitment Business Partners and SCPs, will devise and deliver a comprehensive CPD programme for all Restart staff. This will be shaped by our Restart Centre of Excellence (CoE), driving continuous improvement by combining learnings from our own direct delivery; input from our partner Warwick University (academic rigour, sector-wide best practice, peer reviewed results); and with independent input from Participants facilitated by ExperienceLab (user-centred design specialists). The CoE will pilot innovation which can then be rolled out across our supply chain to ensure continuous improvement throughout the contract. After recruiting appropriately qualified and motivated staff, we place high importance on quickly making them ‘feel at home’ in the business. All new staff will receive a comprehensive induction, with a process walkthrough of our participant journey and Restart Provider Guidance; tutorials on JASPER (our participant portal) and PRaP (if applicable to their role); and Participant safeguarding issues (e.g., Health & Safety, Equality Act, Mental Health First Aid). We will mandate regular online/face-to-face training for all Job Coaches, providing refreshers on a rolling 12-month basis as well as providing additional bespoke training depending on emerging Participant needs. Competency will be assessed by Team Leaders and our Quality Team, through annual 360-degree feedback (Participant, Manager, Peers, CoE), peer caseload reviews and regular appraisals and observations, all informing future CPD plans. All Restart staff will have an entitlement to at least 5 days of CPD support each year. This will include access to internal Restart courses offered across the supply chain and relevant external training (e.g., via IEP, ERSA), and apprenticeships (we had 480 active apprentices in 2020). We will provide access to CPD initiatives from across the Serco Group. For example, we sponsor a Contract Managers Programme at Said Business School, and we have launched an online learning platform, giving colleagues access to 15,000 courses, (which we recently used to train 10,500 NHS Test & Trace Advisers). Performance Managers will organise regular practice-sharing meetings for SCP staff to drive performance skills and to share learning about what-works. This will include absorbing and cascading best practice from other Restart prime providers nationally. Alongside this staff will benefit from on-the-job training, mentoring, and peer support from line managers and co-workers. 

Staff Retention: To increase staff retention, we have delivered action plans in high attrition areas; profiled colleagues in hard-to-fill or challenging roles to improve candidate sourcing and selection; and built on our holistic reward propositions. These measures have resulted in a 10% reduction in Voluntary Turnover Rate year-on-year. We offer a range of staff benefits, personal development, and work-life balance opportunities. This includes an employee assistance programme, generous employer pension contributions, a savings portal with major retailers, and the option for staff to “buy” up to 5 extra days of annual leave per year. Remuneration, benefits, and reward packages for Restart staff will be benchmarked against best-in-sector comparators e.g., ERSA Industry Salary & Benefits Survey. Our annual internal Pulse Awards provide companywide recognition of staff who have excelled against our values; nominations can be made by any colleague. We provide long-service awards (10 years+), store vouchers, and celebratory events which recognise individual and team success, and have a dedicated Employee Benefits Portal, providing access to discounted products and services. Our confidential Employee Assistance Programme (EAP) helps staff maintain and enhance their health and wellbeing at home and work, providing access to confidential employment advice and guidance. A dedicated Serco Health, Wellbeing & Safeguarding Lead will coordinate a range of wellbeing activities for staff, providing safeguarding training, advice, referral pathways, and online resources to support wellbeing and health. All staff and SCPs will have access to Thrive, an evidence-based smartphone app providing tools which support mental wellbeing. The ESE division’s employee engagement score, measured by an online survey in Sep-20, is over 80% and current attrition rate is below 1%. We expect SCPs to offer similarly competitive packages and benefits. 

Managing sickness absences and annual leave: For planned absences (e.g., annual leave) we apply a robust booking system. This ensures cover is planned and staff in the same team are not absent at the same time. For unplanned absence (e.g., sickness) managers use Serco’s MyHR Absence Manager, developed with input from the Royal College of Nursing, to apply best practice. This includes appropriate assistance to help colleagues recuperate and return to work as soon as possible. Anyone who calls in sick is called within 24 hours to ensure we understand the reason for this and what we can do to support, including offering occupational health support. Current contingencies include extra capacity planning for staff having to shield or self-isolate due to COVID. Caseload assumptions factor-in annual leave entitlements, especially in peak holiday periods, and an unplanned absence factor, based on absence rates from our other programmes. Our contingencies include buddying and collective case-conferencing between Job Coaches, to build familiarity with each other’s caseloads, making it easier to provide cover, especially for unplanned absence. CPA management staff will also receive Job Coach training so that they can step in if needed. SCPs will be expected to apply the same practices in managing absence and will be supported to implement these by our Performance Managers. An intensified review will be applied during any period of absence of key staff to ensure that quality of service delivery and performance levels are maintained.

Managing staff levels in line with volume changes: Forecasting future demand and aligning capacity against this will be a standard item on all SCP/PM monthly meetings. Our approach includes a progressive recruitment strategy over Year 1 as volumes build to optimum on-programme levels, and a tapering off (e.g., not refilling vacated posts) in the tail end of the contract as volumes wind-down. Staffing will be continuously reviewed to ensure caseload ratios are sustained. SCPs will benefit from our WorkForce Management Programme to manage peaks and troughs. Caseload assumptions include a tolerance factor for minor day-to-day volume fluctuations. We may nevertheless recruit extra fixed-term staff across the supply chain to meet volume peaks. Our CPA Management Team will work with DWP using Labour Market Intelligence from our Centre of Excellence to pro-actively forecast and manage this (e.g., a spike in new claimants today could mean a spike in Restart referrals in 12 months). Such forecasts will serve as an early warning to recruit staff pre-emptively. Similarly, jobs may be removed if demand is materially lower than forecasts.

Organisation Chart: An organogram is enclosed at App. 4 setting out our management structure, including directly managed subcontractor roles and the percentage of FTE time dedicated to Restart in this CPA from such roles.

Review of the Tender Assurance Report (TAR): We confirm that we have reviewed the relevant section of our TAR and have ensured that all relevant risks identified in relation to this question have been addressed in this response. 
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Serco Business



		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.  














Delivery infrastructure: Our premises strategy has been informed by our own local knowledge, having delivered Managing Provider employment and skills provision in CPA 6 for over 10 years. Our premises strategy provides local accessibility and participant choice to maximise voluntary attendance and high engagement. We will deliver through a blended network of hub premises and outreach sites, alongside digital delivery, using over 116 different locations to ensure full coverage across all local authority areas in the CPA. A full breakdown of sites is provided in App. 6. Our CPA Manager (CPAM) will undertake a six-monthly review of our premises strategy to ensure that full coverage is sustained, and any access issues are resolved. This may entail working with our Supply Chain Partners (SCPs) to add extra sites if necessary. The depth of our network and Business Continuity Plans ensures contingency coverage should any location be temporarily unavailable (e.g., due to fire, flood, break-in, etc.). Our hub and spoke approach will ensure modern, bright, welcoming and well-equipped delivery centres, suitable for group-based activity. These will be, in most cases, the established centres of our SCPs, already used for the delivery of DWP or similar provision and with bilingual delivery reflective of the Welsh language need. Our venue network has collective capacity to meet the weekly forecast throughput of face-to-face meetings required. For example, SCP Futureworks’ customer centre in Pembroke Dock can accommodate up to 20 participants in group activity on the same day, it has an open plan customer service centre, a private interview room, 2 IT suites, 2 training rooms, refreshment facilities, and shower and washing machine facilities for customers in need. Should new permanent sites be needed, we will work with SCPs to identify and secure these. This will involve identifying suitable leasehold sites which are affordable, accessible and of appropriate quality. We will engage landlords to agree Heads of Terms and secure early access to keys to facilitate any necessary refurbishment (re-fit, cabling, telephony, signage, etc.), factoring this into our implementation planning to ensure sites are delivery ready for Day 1. Hub sites will offer facilities including IT suites, wi-fi access, drop-in space, comfortable waiting areas, and welfare facilities (kitchens, WCs, discrete prayer areas). Training rooms will have modern facilities such as whiteboards, flip charts, data projectors, and a range of resources. We will work with SCPs to ensure that all environments are modern, bright, welcoming, and conducive to employability activities. IT areas will include internet enabled computers, printers, photocopiers, and phones for Participants to arrange job interviews. To promote engagement, hubs will have notice boards displaying details of additional support such as debt advice, a range of the latest vacancies supported by the Employer Engagement Teams, and good news stories e.g., a “Hall of Fame” of Restart Alumni. Hot desks will enable partner organisations to offer co-located advice services, including scope for employers to carry out job interviews on site. Venues will also have quiet areas where Job Coaches can conduct discrete on-line 1-2-1 support via Zoom/Teams. Hubs will be supplemented by a wider network of informal outreach and co-location sites, maximising coverage across the CPA, such as training centres, coffee shops, libraries, and business centres. For example, SCP Newport Council will co-locate Restart delivery in 15 of its community centres, hubs and libraries. Co-location will enable Job Coaches, working on a peripatetic basis, to access to a hot-desk at partner venues to carry out in-person Participant reviews. Other facilities, including group training rooms, will be available in some locations. Where applicable we will supplement this network using additional outreach sites, including Serco’s wider estates, for ad-hoc delivery as required. For example, Serco has a relationship with the Menzies and Hilton hotel chains through our Asylum Accommodation & Support Services Contracts, enabling us to deliver through their venues.  

Premises for face-to-face contact: Any venue within our network may be used to deliver face-to-face contact. Reviews will be conducted in an appropriate one-to-one area, such as a small meeting room or a discrete desk area, to allow for open conversation. All venues will be subject to a quality check by our SCP Performance and HSE Managers prior to approval for face-to-face contact, ensuring that all legislation is observed. This includes compliance with the Equality Act, ensuring that necessary reasonable adjustments are catered for (e.g., access ramps, disabled toilets, and provision of auxiliary aids / assistive technology such as portable hearing loops, large/easy read formats resources, etc. Materials will be translated into prevalent community languages if required (e.g., Arabic and Polish in Cardiff). Should a Participant undertake skills training in a workplace, a full health and safety check will be completed, ensuring appropriate supervision and instruction in using any hazardous tools or equipment. We are working with SCPs to ensure that all current/future COVID regulations are adhered to, including Covid-19 risk assessments for all sites, signage, social distance markers, screening, sanitizer, and free face masks. We have a comprehensive contingency plan if face-to-face delivery is not possible because of COVID or similar disruptions. This includes heightened 1-2-1 delivery via Zoom/Teams to preserve “face-to-face” relationships. Additional online interactive, pre-recorded, and self-directed employability content will also be provided. 

Access within 90 minutes: We commissioned Grant Thornton to provide a ‘heat chart’ analyses of vulnerable populations, places, and economies, to ensure that our premises strategy is aligned to localities where Participants are most concentrated. We have also consulted with stakeholders in terms of priority locations to provide venues (e.g., feedback from discussions with stakeholders is that there is a real need for provision on the periphery of Communities First areas). Based on this, we have selected SCPs with delivery sites located in town centre / high street locations, within walking distance of jobcentres, other service providers, and public transport hubs / interchanges to maximise convenience for Participants. All offer direct connectivity to outlying suburbs and villages e.g., SCP Mon CF has a centre in Holyhead which is a key transport hub, but also delivers in Amlwch, Menai Bridge and co-locates with jobcentre plus in Llangefni. Our mapping analysis shows that 98% of Participants live within a comfortable 60-minute travel journey of a Restart Hub site. No Participant will travel for longer than 90 minutes, based on the most convenient journey by public transport, to attend. Our wider network of formal and informal outreach locations ensures further choice and flexibility for Participants. Especial focus has been given to the most rurally remote areas, such as Snowdonia, the Brecon Beacons and the Pembrokeshire Coast, with the poorest and least regular transport connectivity to major towns. We will provide a more concentrated network of outreach and co-location sites in these areas e.g., SCP Futureworks delivers outreach services (including some co-location with jobcentre plus) in Communities First areas including Haverford West, Monkton, Pennar, and Aberteifi.  We will also leverage a range of other support to help ensure convenient Participant attendance including Traveline Cymru Journey Planners and cycle hire schemes such as Nextbike in Swansea, Penarth and Cardiff.

Hub locations will also be close to childcare facilities and affordable public car parks, including disabled parking bays, for those who may have the means and preference to drive. 

Delivery via digital services: Our Participant journey will include comprehensive digital delivery through JASPER, our innovative and bespoke online Participant portal which provides a framework to manage the Participant journey and provide interactive digital employability support. JASPER’s functionality includes case management functionality to track progression; diagnostic assessment (Work Star and related outcome star tools) and action planning functions; integrated Zoom for remote support; an AA accessible jobseeker interface; integrated job-board functionality accessing just about every advertised job in the UK as well as those sourced by Serco and our SCPs; job matching capability to present Participants with best-fit vacancies; and task management / Nudge Engine® technology to focus Participant behaviour. Services provided will include CV building support, job search, e-learning and video content, structured Restart group webinars, and functionality to make and manage job applications. The average Restarter will undertake 2 to 6 hours of self-directed weekly activity on JASPER. Participants can access JASPER from home using their own smart phone or home computer. As 95% of UK households have access to a smart phone (statista.com 2018) most Participants will have the means to do this. Those without a smart phone will be able to access JASPER via IT suites at our hub locations; by accessing free-to-access computers at local libraries or job clubs (e.g., the Rhondda Cynon Taf Work Clubs); or by linking into Digital Communities Wales and DevicesDotNow schemes or through signposting to low-cost mobile phone tariffs geared for DWP claimants such as Voxi. We will also make discretionary funding available to support access for the Participants who are unable to reasonably achieve this through one of these channels. Participants will receive an introduction to JASPER as part of their face-to-face induction, with a supervised on-screen demonstration provided by their Job Coach. They will also be issued with contact details for their Job Coach should they encounter difficulty using JASPER, and their record of digital activity will be reviewed with Job Coaches every fortnight as a minimum to ensure that they are comfortable with the platform and making full use of the services which it offers. 

Contingency if JASPER is not available: JASPER has been developed by our partner MWS Technology, building on their tested participant portals used by tens of thousands of jobseekers since 2009. It has capacity to manage the throughput caseloads of Restart, with each Participant record securely backed-up every day. The risk of JASPER being unavailable is low, given the high level of viral protection, firewall and cyber security contingencies built into its design. MWS have also committed to demanding service standards, assuring that JASPER will be back-online within 48 hours should it be offline for any reason. Nevertheless, our business continuity planning is geared to accommodate all risks, including if JASPER should be unavailable for a prolonged period of a week or longer. In this situation Job Coaches would deploy alternative support which may include brokering additional in-centre group session time, as well as signposting Participants to other digital tools they can use in the meantime (e.g., LinkedIn, Indeed, etc.). The flex in caseload assumptions still allows for Job Coaches to see at least 70% of the caseload on a weekly face-to-face basis if needed. Signposting to our network of specialist support organisations also provides a wealth of options to enable relevant activity to continue. This will all ensure that there is no drop in the overall hours of activity afforded. Interim activity will replace planned JASPER content as closely as possible (e.g., replacing on-line skills training with similar subject content delivered in-person or through an alternate digital channel). Mapping of replacement content which can be readily deployed will form part of our rolling business continuity risk mitigation approach. 

Contingency if other infrastructure is unavailable: With an extensive network of venues across the CPA, Restart activity can readily be redeployed to a substitute site if any venue is temporarily unavailable, without impacting on the 90-minute travel rule. Job Coaches will work peripatetically to support this, with flexibility to work from any venue.  Our large delivery network of hub, outreach, colocation, and informal venues ensures we can mitigate any risks that may emerge. A contingency plan will exist for each venue, so a clear redeployment can be immediately actioned (e.g., in case of fire, flood, break-in) with immediate Job Coach messaging to Participants so that they have clarity at short notice on any alternate venues they need to attend. 

Review of the Tender Assurance Report: We confirm that we have reviewed the relevant section of our Tender Assurance Report and have ensured that all relevant risks identified in relation to this question have been addressed in this response. 








image10.emf
16. 1.3.9  Implementation CPA6 FINAL.docx


16. 1.3.9 Implementation CPA6 FINAL.docx
Serco Business



		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.  












As a major supplier to the Government, Serco routinely mobilises complex new contracts to tight timescales, supported by a documented project management and mobilisation process. In 2019 we successfully mobilised 17 ESF Skills Support for the Workforce (SSW) contracts across 15 LEP areas, onboarding a total of 55 Supply Chain Partners (SCPs) in under 2 months. We successfully implemented Flexible New Deal (Wales, Manchester, and West Midlands) and Work Programme (West Midlands and South Yorkshire) contracts. Most recently we successfully implemented DWP’s new national Job Finding Support (JFS) and NHS Test and Trace contracts. All these contracts were ready to accept referrals from Day 1. We will apply the same successful mobilisation model to Restart. Our Restart project team already established with involvement from over 40 staff, which will evolve into our Implementation Team post bid submission. This team is sponsored by [REDACTED], Head of Employment, Skills & Enterprise (ESE) Division supported by expert leads e.g. for solution design, operational finance, legal assurance, etc. This multi-disciplinary team has extensive experience of transitioning services for the DWP, and includes experienced project managers, qualified in mobilising contracts using PRINCE2 and Yellow Belt lean approaches. Our Project Director, will have overall responsibility for mobilisation, supported by a specialist Implementation Project team. Dedicated Workstream Leads will lead mobilisation for each key operational area (e.g. supply chain, recruitment, etc.). Workstream Leads will be senior managers in their respective specialist areas, with previous experience of mobilising comparable contracts. We have ringfenced the availability of this team for the forecast implementation period, affording 100% of their capacity to Restart mobilisation. A ringfenced “Year 0” budget provides the necessary pre-start working capital to underpin implementation (e.g. investment in IT, resources, recruitment, etc.). Our team will work to the accompanying Restart Implementation Plan (RIP, see App. 11) which defines tasks, responsibilities, and critical path for a successful service launch. The implementation team will lead the full setup process and handover to the CPA Management Team.

Key milestones, timescales, and responsibilities: Service Start Date (SSD) will be 28/6/21 (approx. 2 months from confirmation of preferred bidder status), with bookings for warm handover appointments. On this date we will be ready across the entire CPA to receive referrals and book warm handover appointments into available appointment slots. Our accompanying RIP (App. 11) defines key milestones, timescales, and ownership of activities. It defines all critical path issues and interdependencies (e.g. resource and IT set up follows premises acquisition). Key milestones include:

Milestone 1: SCP contractual onboarding completed and signed-off. Timescale: Mar-Jun 2021. Responsibility: Supply Chain Workstream Lead.

Milestone 2: Full quota of staff, in line with CCR profile, in-post and trained for SSD. Timescale: Mar-Jun 2021. Responsibility: HR / Supply Chain Workstream Leads.

Milestone 3: Full network of venues open for SSD. Timescale: Mar-Jun 2021. Responsibility: HR and Supply Chain Workstream Leads.

Milestone 4: JASPER participant portal configured for Restart. Timescale: Mar-May 2021. Responsibility: IT Workstream Leads and Partnership Manager.

Milestone 5: Stock of suitable vacancies for first Restart cohort. Timescale: May-Jun 2021. Responsibility: Employer Engagement Workstream Lead.

Milestone 6: JASPER roll-out (digital portal and case management solution). Timescale: Mar-Jun 2021. Responsibility: IT Solution Workstream Lead.

Milestone 7: Formal engagement established with all CPA key stakeholders.  Timescale: Mar-Jun 2021. Responsibility: CPA Mobilisation Lead.

[bookmark: _GoBack]Timeline for staff recruitment and training: Serco has directly recruited over 10,000 staff in the last year and has a clear timeline for recruitment and training. Staff recruitment will be overseen by our HR and Supply Chain Workstream Leads who will be responsible for ensuring that a full complement of staff is in place and fully trained by the SSD. Our HR team will develop a qualified pipeline of Job Coach candidates for both Serco and our Supply Chain Partners (SCPs) using extensive existing resources including 70+ internal recruitment staff; partnerships with 60+ recruitment agencies; leveraging our recent experience of recruiting large teams (e.g. we recruited [REDACTED] staff for our new DWP Job Finding Support contract in 6 weeks). Recruitment for Restart will begin pre-emptively and “at risk” to Serco from March 2021. This includes working with NESTA to publish the Job Coach Career Transition algorithm to identify suitable candidates from other sectors. We will confirm with SCPs the number of staff who will be deployed directly into Restart roles and complete standard Restart job descriptions, with pre-emptive advertising to build a pool of candidates. Activity will intensify upon confirmation of preferred bidder status (April 2021) with shortlisting, interviewing, assessment activity and job offers being confirmed. Our staff induction programme will also be designed and finalised in this period. Induction will be based on existing, proven plans and collateral configured to be specific to Restart. We will work to ensure Day 1 starters are appointed and in post no later than early June 21, to enable an intensive induction training period prior to the SSD.

Timeline and activities to secure delivery locations: Led by our Estates and Supply Chain Workstream Leads, we will ensure that a full network of venues is in place on the SSD aligned to initial referral volumes. As Managing Provider, we have recruited SCPs who already have suitable premises with capacity to accommodate Restart. Our approach means that 66 venues in CPA 6 are already confirmed and in place. These will be fully inspected prior to the SSD to ensure suitability (incl. Health & Safety, Equality Act checks) and a refurbishment plan will be agreed for reasonable adjustments if required. Our Workstream Leads have also begun comprehensively mapping a network of outreach and co-location sites. From the date of preferred bidder notification, we will progress Service Level Agreements (SLAs) with all such venues to formalise access arrangements (e.g. days/times of availability), with all such SLAs being in place by May 2021. Serco’s Job Coaches will be based at delivery sites in Swansea and Cardiff, which are currently being secured by our Estates Team. 

Contingency Plan (RIP milestones not achieved): The Implementation Project Director will formally review progress against the RIP with the Workstream Leads each week, to keep activities on track, apply mitigations to potential slippages, and escalate issues within Serco as necessary. They will be responsible for creating a weekly highlight report, summarising progress and shared with DWP. This is a critical contract for Serco and weekly reports will be shared with the Serco UK and Europe management team to ensure visibility of progress. Updates will be provided by [REDACTED] to assure that any deviation from the agreed plan is impacted and managed effectively within Serco and our SCP. If a task is at risk of slippage, extra investment and resources will be deployed to intensify focus and bring things back on track. Such measures will themselves be reviewed to ensure that they are having the desired impact. Contingency planning will align with our risk management approach, described below. This will include pre-emptively devising strategic contingencies should there be a material risk of missing a RIP milestone. Such contingencies include having a reserve list of stand-by SCPs should first choice SCPs be unable to mobilise, tracking reserve outreach and co-location sites should we fail to agree SLAs with first choice venues, internally training up Job Coaches within Serco’s employee base should we need temporary extra Day 1 capacity and having contingency operations plan for local Covid lockdown/restrictions. Our Senior Work coaches assigned to the Centre of Excellence (CoE) will have a caseload of [REDACTED], to allow for CoE project work and therefore have capacity to take on additional volumes for short period. Within each CPA we will have enough JCs in place on day 1 to cover the 3 months of referrals. Alongside our CPA level RIP, our Supply Chain Workstream Leads will work with each SCP to ensure that they have a corresponding RIP to mobilise their own delivery. Sign-off of standard SCP contracts, as soon as possible after our own contract with DWP is signed, will support this. The Supply Chain Workstream Lead will apply the same weekly review approach with each SCP as described for our core RIP above. This will include joint planning of interdependent activity, such as training SCP staff in using JASPER for case management. Our strategy will include wider monitoring to ensure that the implementation of Restart does not have an adverse impact on other provision delivered by Serco and our SCPs (e.g. DWP Job Finding Support). It will also include a Lessons Learned process and post SSD monitoring to address any initial teething challenges and ensure strong performance from the outset. As evidence of capability, our SSW contracts were profiled to achieve [REDACTED] starts in the first 7 months, yet we exceeded this by [REDACTED]%, delivering [REDACTED] starts.  

Risk Mitigation: We will deploy Serco’s corporate Risk Management Software, ‘Risk Manager’ to identify, mitigate and manage any risks. The Project Director will use this tool to maintain and update the risk register, identifying each mobilisation risk and associated mitigation. Risks are rated on likelihood of occurrence (Red, Amber, Green) and significance of impact (Low, Medium, High). Each risk is owned by the relevant Workstream Lead, with responsibility for mitigation and contingency. Risks are stored using Risk Manager, which can produce reports on higher risk issues in advance of implementation governance meetings. These reports will be reviewed and updated each week during the mobilisation period, with a focus on moving high risk issues to a lower risk rating. Timeframes will be aligned to the complexity and severity of each risk, with mitigation geared to de-escalate high risk issues within 1 to 4 weeks, ensuring that delivery commences on the SSD. Key risks include:

Risk 1: Delays in securing staff (incl. DBS/BPSS clearances). Rating: Amber/Medium. Mitigation: Extensive recruitment advertising □ prioritising suitable candidates with immediate availability □ engaging SCPs with suitable staff who can be directly redeployed to Restart □ engaging sector staffing agencies (Parkhouse Bell, S Knights). Contingency: Front ending the DBS/BPSS process with existing SCP staff migrating to Restart □ Upskilling Serco colleagues as temporary Job Coaches □ Engaging backstop SCPs with extra Job Coach capacity, incl. qualified freelancers. 

Risk 2: Delays in securing premises. Rating: Amber/Low. Mitigation: Engaging SCPs who already have suitable sites with immediate capacity, □ mapping and agreeing SLAs with a wide network of co-location / outreach sites. Contingency: Pre-emptively securing temporary sites for Serco staff (e.g. business centres) until permanent sites are confirmed □ approaching a surplus of possible co-location / outreach venues to ensure critical coverage.  

Risk 3: Delays in IT implementation. Rating: Amber/Medium. Mitigation: Selection of MWS Technology as a proven provider already used on our DWP Job Finding Support contract □ depth of IT capability within the wider Serco Group which can be leveraged Contingency: Manual assessment, tracking and validation systems (with transferability to PRaP) in place □ depth of face-to-face employability assets which removes digital delivery dependency.

Risk 4: SCP withdrawal. Rating: Green/Low. Mitigation: Thorough due diligence on capacity and capability of SCPs □ detailed clarity on delivery offer to enable SCPs to apply their own due diligence □ SCP offers designed to be fair, deliverable, and attractive. Contingency: Early Heads of Agreement with SCPs □ Broader list of pre-vetted, and delivery ready reserve SCPs who can be responsively onboarded □ Scope for other SCPs to manage extra short-term volume (a proportion of SCPs have volume allocations below their maximum capacity, which could be increased). 

Review of the Tender Assurance Report: No comment was made in the TAR however we proactively strengthened our approach to ensure readiness for Go Live.


image11.emf
17. 1.3.10 Social  Value CPA6 FINAL.docx


17. 1.3.10 Social Value CPA6 FINAL.docx
Commercial in Confidence



		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.  












Improving social value: Serco are market leading advocates of Social Value. At the forefront of this agenda is the Serco Foundation, our independent charitable trust, enhancing public service outcomes for vulnerable citizens. Through our Employment Skills & Enterprise (ESE) Division, the Foundation has distributed £27,000 in funding to 17 community groups to combat the impact of Covid-19. Serco ESE also received a Walsall Works Community Support Silver Award in 2020, recognising our social value contribution to the community during the Covid-19 pandemic through our ESF Skills Support for the Workforce (SSW) programme. Building on this, we will work with DWP to maximise social value returns within Restart. This will include applying environmental stewardship at Restart locations (e.g., green purchasing, co-location, waste recycling) and structuring delivery to minimise travel journeys (e.g., using digital delivery to reduce non-essential face-to-face activity, promoting bike initiatives,  and selecting delivery sites close to public transport routes). Working with preferred waste suppliers, we have achieved zero waste to landfill at 70+ locations by implementing responsible waste hierarchies (reduce, re-use, recycle), we will replicate this approach across all Restart venues. In addition to this and specifically for Restart, we will:

· Creating a Social Value Committee, open to all staff, Supply Chain Partners (SCPs), and stakeholders (e.g., JCP, LEPs, NCVO) who will set the scope of a Restart Social Value Action Plan & Investment Grant Aid Strategy. 

· Establish a Bright Idea Initiative where any employee can put forward Social Value suggestions, we will monitor and report on our Social Value impact through Restart as part of our internal evaluation 

· The Restart Centre of Excellence (CoE) will apply test and learn approaches to maximise social impacts in all areas of Restart delivery. Job Coaches will co-locate with SCPs wherever possible, further generating best practice learning opportunities, and providing expert mentoring to SCP Job Coaches who need it.

· Supply Chain Charter: Our SCPs are an extension of our business, and we expect the same values from them. The Supply Chain Charter will maximise participation by VCSE suppliers; 75% of our SCPs on our DWP Troubled Families programme in London are VCSE suppliers, and we have 1 VCSE SCPs for Restart. Give a day of your time: Every Serco and SCP employee will have one volunteer day per year to give back to the community. As an example, volunteering with organisations who focus on mental health, some of the most pressing issues facing this CPA. 

· Social Value Impact Report: As part of our commitment to Social Value we will produce a quarterly impact report and newsletter that we will share with the Authority to measure impact across will promote best practice to all SCPs and stakeholders, helping them to adopt and implement new ideas. Guidance, advice, and training will be also be afforded to help them maximise social value impact.

· Annual Social Value Week: We will hold an Annual Social Value Week, a successful feature similarly applied on our Work Programme contracts, to promote social value across CPA 6. Examples of activities we will run includes senior and central support staff offering Job Coaches mentoring. We see this as a two-way process, Job Coaches receiving advice and guidance for in-work progression and senior staff experiencing first-hand contract learnings. This initiative facilitates best practice between different business units, bringing fresh perspectives to social value challenges (e.g., Environmental Services and waste reduction). 



Serco are committed to supporting participants, employees, stakeholders, employers and wider communities across CPA 6. Serco’s Digital Skills Guarantee is a Restart specific initiative that aims to tackle this by investing in additional resources and projects to bridge the digital skills gap that is prevalent across CPA6. We have included [REDACTED] Digital Skills Tutors within our resource model who will provide Community Digital Skills across the CPA, targeting areas identified as having a high proportion of residents suffering from a lack of digital literacy. Serco will allocate one day a week of the Digital Skills Tutors time to supporting this initiative. Working with the Serco Partnership Team they will identify opportunities to provide free digital skills to non-Restart citizens. For example, they will deliver sessions within schools on topics such as ‘how to stay safe online’ and ‘the impact of cyber bullying’ 



In-work progression, employee well-being, and staff retention: Serco is a business where people and values matter. We have a strong public service ethos and employ people who want to make a positive difference to other people’s lives, embodying our core values of Trust, Innovation, Care and Pride. SCP’s have been selected in part on their social value credentials. Where SCP’s have outstanding initiatives, we ask them to proactively share ideas through our quarterly Social Value newsletter, circulated to all supply chain partners.  We have invested in our workforce through wellbeing and health resources for colleagues and focused on tracking and managing first day absence. A dedicated Restart Serco Health, Wellbeing & Safeguarding Lead will coordinate a range of wellbeing activities for all staff (both Serco and our SCPs), providing training, advice, referral pathways, and online resources to support wellbeing and health. In addition to this all Serco and SCP staff will have access to Thrive, an evidence-based smartphone app providing tools which support mental wellbeing such as Cognitive Behavioural Therapy. To increase staff retention, we have delivered action plans in high attrition areas; profiled colleagues in hard-to-fill or challenging roles to improve candidate sourcing and selection; and built on our holistic reward propositions. These measures have resulted in a 10% reduction in Voluntary Turnover Rate year-on-year. Remuneration, benefits, and reward packages for Restart staff will be benchmarked against best-in-sector comparators e.g., through ERSA’s industry salary surveys. Our annual internal Pulse Awards provide companywide recognition of staff who have excelled against our values; nominations can be made by any colleague. We provide long service awards (10 years+), store vouchers, and celebratory events which recognise individual and team success, and have a dedicated Employee Benefits Portal, providing access to discounted products and services. Our confidential Employee Assistance Programme (EAP) helps staff maintain and enhance their health and wellbeing at home and work, providing access to confidential employment advice and guidance. In-work progression will also include access to Serco Learning Management System (LMS), and our range of apprenticeships, management and talent programmes underpinning career development for all employees.



Representative recruiting which advances equality of opportunity: Serco is committed to equality of opportunity; we hold Stonewall Diversity Champion, National Inclusion Standard (Silver Award), and Mindful Employer accreditations, as well as being a signatory of Ban the Box (supporting ex-offenders into employment). More than 2,700 colleagues are members of our internal diversity network. Our diversity success has been driven through active engagement with initiatives such as Everywoman, The Dying to Work Campaign, The Think Act Report Framework, and Stonewall, seeking expert guidance to shape our thinking and support our work in becoming a more diverse and inclusive employer.

· Equality for Women: In 2018, we ranked in the top 25% of FTSE 250 companies for gender balance at Board and Senior Leadership levels. Our 2021 Diversity & Inclusion Strategy aims to increase female leadership positions by 3%. Representation of women increased to 33% of Serco Group plc Board members and 31.8% of our Executive Committee members (direct reports to the Group Board). Our UK gender pay showed improvement in 2019, reducing to 10.2%. Whilst there remains more work to do, we expect to see this positive trend continue. 

· [bookmark: _Hlk65837738]Equality for BAME Groups: We have also invested in a series of Embrace Networks – secure support networks for staff from different diversity groups - including Serco Embrace our BAME network – reflecting that our UK workforce includes staff of 48+ different nationalities. Our 2021 Diversity & Inclusion Strategy aims to increase BAME leadership positions by 1%.

· Equality for People with Disabilities: We hold L3 Disability Confident Leader accreditation and have a dedicated embrace network, Serco Unlimited for those colleagues affected by physical and mental disability. We will also provide practical support to our SCPs to enable them to also become Disability Confident Leaders. 

· Equality for LGBT+: In 2018, we rose 63 places on the Stonewall Workplace Equality Index for UK LGBT+ employers, and have a further embrace network, In@Serco for LGBT+ colleagues. 

Our dedicated Inclusion Hub supports our diversity agenda by providing staff with online tools, information, guidance, and materials to promote diversity and inclusion. We will ensure Equality Act compliant recruitment and selection for Restart. “Blind” recruitment techniques will be used to create Job Coach candidate lists for Serco and SCPs to support rapid mobilisation. We will commit to training all Serco and SCP managers including recruiting managers in Unconscious Bias, and will facilitate pre-screening video interviews (including a voice only option) where the hiring manager has not previously viewed the candidate’s CV. This tool is already used in our Health and Customer Services business units. Restart job adverts and descriptions have been designed to remove conscious and unconscious bias, interview panels will have diverse membership, and equality data from all applicants will be tracked and monitored. Working with our non-profit partner NESTA we will apply their career causeways algorithm to help us identify suitable Job Coaches from other sectors with the right transferrable skills to further drive a more diverse workforce. We will specifically target Restart candidates from underrepresented groups, advertising vacancies with JCP, providing opportunities for suitable Restart participants directly, even if this means forfeiting the outcome fee for that Participant. We will recruit a team of Job Coaches who are representative of the demographic make-up of the participant cohort. This will better enable us to match participants with a Job Coach of the same age group, ethnicity, and gender, helping to build a stronger bond and rapport. Serco and SCP’s will commit to employing [REDACTED] Kickstart participants in CPA6 in 2021, providing the opportunity at the end of six months to apply for full time positions. 



Supporting workforce development: Serco applies a structured workforce development strategy, alongside contract specific strategies, which will be embedded within Restart. We believe investment in our own and supply chain partners workforce is a critical success factor for Restart, helping to improve engagement with Participants, professionalising frontline workers and contributing to the overall effectiveness of the programme. As part of this commitment we have included the following within our overall Restart offer: A dedicated Training & Development Manager to co-ordinate wider on-the-job training, mentoring, and peer support. In this respect, all Restart staff will achieve demonstrable career progression across the CPA over the lifetime of the contract, advancing their skills, knowledge, and behaviours. Where any Restart supervisory or management position becomes vacant, we will seek to promote another Restart team member into the role wherever possible, as well as pro-actively identifying young adults to join our delivery team in apprenticeship positions; Reporting into the Training and Development Manager will be [REDACTED] Digital Skills Tutors to support the delivery of CPA-wide digital skills to participants as part of our Digital Skills Guarantee. A critical role of the Digital Skills Tutors will be training Work Coaches to support participants in understanding how to maximise the benefits of our participant portal JASPER. The Digital Skills Tutors will also support the workforce in gaining specific accredited training through Microsoft, for example management staff will have access to courses such as the Microsoft Data Analyst Associate with PowerBI course to help improve their ability to analyse data and reports specifically linked to performance and continuous improvement; All Job Coaches (Serco and SCPs) will have access to a L3 or L4 in Employment Related Service (Serco were the first training provider to offer a the L4 Employment Practitioner apprenticeship standard) developed in partnership with the Institute of Employability Professionals and delivered by Serco Education; Our Operational Excellence programmes have achieved recognised status from The Institute for Continuous Improvement in Public Services (ICiPS). This includes Six Sigma Yellow Belt project management training delivered by British Quality Foundation accredited trainers, and for which we have certified 1,125 employees since 2015. Yellow Belt training focuses on developing an internal project related to safety, quality, delivery, cost, or people, allowing us to customise it to Restart delivery. Serco will commit to training 1 employee per Supply Chain per year in Yellow Belt. Resulting in 11 employees benefiting every year. As the training carries certification, this will enhance employees future career prospect; Working in partnership with our non-profit partner NESTA we will provide training across all participant facing employees on their proprietary Career Causeways tool. The Career Causeways tool is a simple to follow system that identifies what roles participants could transition into based on their skills and work experiences, especially if their preferred job is susceptible to economic shocks. For Restart, staff competency will be assessed by through annual 360-degree feedback (Participant, Manager, Peers, CoE), peer caseload reviews and regular appraisals / observations, all informing CPD plans. This includes annual appraisals linked to personal development plans, enabling all staff to maximise career potential. Through this we achieved a 48% internal promotion rate for leadership roles in 2019 and are working to raise this to 65% by 2023. We have a dedicated Graduate Programme and, as of August 2020, employed 480 UK Apprentices. We are a registered provider of apprenticeship provision, delivering multiple Apprenticeship Standards including the L6 Chartered Manager Degree Apprenticeship (CMDA), developed with the University of Wolverhampton, providing a structured routeway into leadership roles. As evidence of progression possibilities, our Customer Service Director began his Serco career as an Apprentice in 1989. We are committed to supporting apprenticeships wherever possible throughout our business and we will continue this through Restart, striving to meet the government target to employ an average of at least 2.3% of our own and supply chain staff as new apprentice starts over the lifetime of the contract. All Serco Group managers will be trained in mental health awareness by 2023. Female staff have additional access to the Everywoman Portal, with online webinars, workbooks, articles, and videos designed to help overcome personal challenges in the workplace. We will make an allocation of residual funding available from our own apprenticeship levy to extend training to small VCSE partners supporting our Restart delivery. Our online LMS offers 15,000 courses, recently used to support the training of 10,500 NHS Test & Trace Advisers. Performance Managers will host regular practice-sharing meetings for SCP staff to drive performance skills and share learnings about ‘what-works’. 
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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)

		Serco [REDACTED]		Private Limited Company		[REDACTED]		End to end		5%		Cardiff, Swansea, Vale of Glamorgan

		Coleg Sir Gar [REDACTED]		Private Limited Company		[REDACTED]		End to end		2%		Pembrokeshire, Ceredigion

		ELITE Supported Employment Agency [REDACTED]		Registered Charity		[REDACTED]		End to end		4%		Blaenau gwent, Caerphilly, Bridgend, cardiff, MerthyrTydfil, Neath Port Talbot, Rhondda Cynon Taff

		Itec Skills and Employment [REDACTED]		Private Limited Company		[REDACTED]		End to end		15%		Blaenau Gwent, Bridgend, Cardiff, Monmouthshire, NPT, Newport, Pembrokeshire, Powys, Swansea, RCT, Torfaen, Vale of Glamorgan

		Maximus UK Services Limited [REDACTED]		Private Limited Company		[REDACTED]		End to end		32%		Bridgend, Caerphilly, Cardiff, Carmarthenshire, Conwy, Denbghshire, Gwynedd, Anglesey, Newport, Pembrokeshire, Powys, Swansea, RCT, Vale of Glamorgan, Wrexham

		Mon CF [REDACTED]		Registered Charity		[REDACTED]		End to end		2%		Gwynedd, Anglesey

		The Merthyr Tydfil Institute for the Blind (MTIB) [REDACTED]		Registered Charity		[REDACTED]		End to end		1%		Caerphilly, Merthyr Tydfil, RCT 

		Newport City Council [REDACTED]		Public Sector		[REDACTED]		End to end		3%		Newport

		North Wales Training Ltd [REDACTED]		Private Limited Company		[REDACTED]		End to end		2%		Conwy, Denbighshire, Flintshire, Wrexham 

		Pembrokeshire County Council (Futureworks) [REDACTED]		Public Sector		[REDACTED]		End to end		2%		Pembrokeshire, Ceredigion

		People Plus Ltd [REDACTED]		Private Limited Company		[REDACTED]		End to end		31%		Blaenau Gwent, Caerphilly, Cardiff, Carmarthenshire, Conwy, Denbighshire, Flintshire, Merthyr, Monmouthshire, NPT,  Powys, Swansea, RCT, Torfaen, Vale of Glamorgan

		Tydfil Training Consortium Ltd [REDACTED]		Registered Charity		[REDACTED]		End to end		1%		Caerphilly, Merthyr Tydfil, RCT 

		Enterprise Exchange - [REDACTED]		Private		[REDACTED]		Participant Enterprise and Entrepreneurship creation and support		specialist support covering whole CPA		specialist support covering whole CPA

		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

				Administrator		Provide support with contract management administration.		Competent at using Microsoft O365 software including spreadsheet and database software. Effective communication skills and the ability to communicate through a range of channels · Ability to liaise with, develop and maintain meaningful working relationships within internal and external stakeholders. Strong organisational and planning skills, with a keen attention for detail. 		Level 2 or equivalent desirable		[REDACTED] 		[REDACTED] 

				Apprentice		Provide support with contract management administration.		Competent at using Microsoft O365 software including spreadsheet and database software. Effective communication skills and the ability to communicate through a range of channels · Ability to liaise with, develop and maintain meaningful working relationships within internal and external stakeholders. Strong organisational and planning skills, with a keen attention for detail.		Level 2 or equivalent desirable		[REDACTED] 		[REDACTED] 

				Branch Manager		Responsible for managing a team of job coaches and ensuring the successful delivery of contract. The role will ensure all operational delivery is operated safely, efficiently and achieves or exceeds performance expectations.		Previous experience in operational or programme management in the employability sector. Ability to manage a team to exceed KPIs and deliver to Customer Service standards. Ability to proactively manage own and others’ workload. Analytical, diagnostic, problem-solving and project management skills, able to manage multiple priorities. Demonstrates a flexible approach to work. Maintains and presents a professional approach		Level 6 or equivalent desirable		[REDACTED] 		[REDACTED] 

				Business Analyst		Interpret data and translate user requirements into detailed specifications that are clear and concise and without ambiguity.		Previous experience as a Business Analyst within an Agile environment. Experienced using business analysis techniques, ideally including Requirements Elicitation and Management, User Stories, Acceptance Criteria, Impact Mapping, Process Mapping and Design.		Level 5 or equivalent desirable		[REDACTED] 		[REDACTED] 

				Business Assurance Manager		Implement and maintain effective controls to provide assurance such as: contract compliance, sub-contractor due diligence, onboarding, and compliance with Serco Management System, Merlin, PAT, risk management and business continuity.		Computer literate including spreadsheets, CRM and bespoke software, Maintain high standards of quality and accuracy, with an attention to detail. Experience of both setting and following processes. Possess good communication skills, both written and verbal. Excellent interpersonal skills, with the ability to work across several work teams. Follow procedures accurately and reliably		Level 6 or equivalent desirable		[REDACTED] 		[REDACTED] 

				Business Manager		Responsible for managing a team of job coaches and ensuring the successful delivery of contract. The role will ensure all operational delivery is operated safely, efficiently and achieves or exceeds performance expectations.		Previous experience in operational or programme management in the employability sector. Ability to manage a team to exceed KPIs and deliver to Customer Service standards. Ability to proactively manage own and others’ workload. Analytical, diagnostic, problem-solving and project management skills, able to manage multiple priorities. Demonstrates a flexible approach to work. Maintains and presents a professional approach		Level 6 or equivalent desirable		[REDACTED] 		[REDACTED] 

				Centre of Excellence Manager		Overall responsibility of the Restart CPA process and continuous improvement strategy and implementation of the strategy. Overall management of the project life cycle from selection, scoping, implementation and dissemination of results. Manage relations with key Partners such as DWP, Nesta, Warwick University, Cambridge Econometrics and Voice of Participant. Overseeing CofE team and ensuring the research objectives are delivered on time and within the resources available.		Experience and track record of driving continuous improvement, ideally within the employability/skills sector. Excellent people and project management experience. Must be experienced in managing complex and sensitive operational challenges. Adapt at identifying issues, driving to root cause and able to negotiate solutions. Competent use of statistics related to business improvement metrics and operational performance. Able to define problem statements and required outcomes based on cost benefit analysis linked to business objectives. Strong interpersonal skills to effectively deal with internal customers; foster open upward and downward communication within the organisation built on mutual respect.		Level 6 or equivalent desirable		[REDACTED] 		[REDACTED] 

				CEO		Overseeing all operations and business activities to ensure they produce the desired results and are consistent with the overall strategy and mission		An experienced senior manager and an inspiring leader. Possess a business mindset and will be able to see the “big picture” in a variety of settings. Take actions to enhance the company’s cash flow while keeping the human factor in perspective.		Level 6 or equivalent desirable		[REDACTED] 		[REDACTED] 

				Commercial Manager		Responsible for the financial management of the Programme; improves the understanding of business performance; Evaluates and manages risk, including SCP risk.		Commercially minded and customer focused, with a track record of collaborating with business leaders.  Strong commercial acumen, as well as a strong understanding of the relationships between key financial and non-financial business value drivers.		Professional qualification for the role (e.g. ACA, ACCA, CIMA or equivalent) or a relevant non-accounting-based qualification (e.g. an applicable MBA).		[REDACTED] 		[REDACTED] 

				Contract Manager		Responsible for the delivery of the overall contract from performance, quality and compliance.		Experience of managing similar sized contracts and have ability to understand the contractual requirements.		Level 6 or equivalent desirable		[REDACTED] 		[REDACTED] 

				CPA Manager		Responsible for overall Contract Management and Delivery of Restart programme including performance and compliance. Develop ongoing opportunities with DWP and be accountable for the P&L and all aspects of delivery.		Experience of working at a senior management level within the Employability sector through direct delivery and supply chain delivery model. Proven track record of successfully managing similar size employability contracts. Have a sound understanding of financial, contractual and risk management requirements.		Level 6 or equivalent desirable		[REDACTED] 		[REDACTED] 

				Customer Service Coordinators		Assist and advice to new team members on how to manage client interaction and provide help and advice on key customer service skills.		A good communicator and to be able to express empathy with team members and participants. Excellent writing and verbal skills are essential. 		Level 3 or equivalent desirable		[REDACTED] 		[REDACTED] 

				Data Administrator		Processing of key referral, programme start and payment data via the DWP’s PRaP system. Maintaining contract compliance by ensuring accuracy of data submission within contractual timeframes		Previous administrative / data inputting experience ideal. Experience of working with large volumes of data. Detail orientated and able to remain focussed when dealing with repetitive tasks. Takes responsibility and ownership for reporting errors and suggesting improvements.		Level 3 or equivalent desirable		[REDACTED] 		[REDACTED] 

				Data Centre Lead		Workflow management of data administrators and warm handover call handlers. Liaison with DWP POST team to resolve any PRaP data issues. Conduct compliance and quality checks of Self-Employed outcomes prior to submission.		Experience of workflow management of PRaP data inputs and downloads. Liaison with the DWP POST Team to resolve PRaP data issues. Experienced people manager with an ability to manage a large team of administrators. Proven relationship management, influencing and negotiating skills gained in a managed service delivery organisation. Excellent analytical skills and understanding of management information. Strong IT skills with emphasis on MS Excel and MS Office software - Strong communication skills, both written and verbal. Ability to work under pressure and within tight timeframes.		Level 5 or equivalent desirable		[REDACTED] 		[REDACTED] 

				Digital Marketing Coordinator		Will manage the Restart website, social media platforms / digital campaigns to engage stakeholders, employers, and the wider sector. Will develop rich digital content creation such as posts or video clips to support the campaigns and manage and deliver the email marketing platform to communicate with stakeholders and employers.		Experience in managing and delivering both free and paid for digital marketing campaigns across a range of channels and platforms. Experience working with website CMS. Experience working with email marketing systems		Level 4 or equivalent desirable		[REDACTED] 		[REDACTED] 

				Employability Director		Responsibility & oversight of all Employment related contracts		Experience of working at a senior management level within the Employability sector and managing a diverse range of employment contracts over the full contract life cycle. PL responsibility. Significant experience of forming and leading effective operational management teams.		Level 6 or equivalent desirable		[REDACTED] 		[REDACTED] 

				Employer Engagement Coordinator		Sourcing high volume employment opportunities aligned to meet participant needs and aspirations and according to growth sectors. Develop key employer partnerships to maintain a flow of employment opportunities ringfenced for Restart participant.		Experience of dealing with employers within the employability programme or recruitment sector.  Self-motivated, high-energy individual with a demonstrable passion for engaging with employers. Excellent interpersonal skills, with the ability to effectively communicate at all levels, using a variety of communication methods.		Level 4 or equivalent desirable		[REDACTED] 		[REDACTED] 

				Employer Engagement Manager		Responsible for development and implementation of the Employer Engagement Strategy. Coordinating and overseeing Employer Engagement strategy and management of Employer Engagement team.		Experience of dealing with employers within the employability programme or recruitment sector, with people management experience. Ability to manage a team of EEC's and provide coordination, leadership and direction. 		Level 6 or equivalent desirable		[REDACTED] 		[REDACTED] 

				Finance Business Partner		Responsible for the financial management of the Programme; improves the understanding of business performance; Evaluates and manages risk, including SCP risk.		Commercially minded and customer focused, with a track record of collaborating with business leaders.  Strong commercial acumen, as well as a strong understanding of the relationships between key financial and non-financial business value drivers.		Professional qualification for the role (e.g. ACA, ACCA, CIMA or equivalent) or a relevant non-accounting-based qualification (e.g. an applicable MBA).		[REDACTED] 		[REDACTED] 

				Finance Manager		Responsible for the financial management of the Programme; improves the understanding of business performance; Evaluates and manages risk, including SCP risk.		Commercially minded and customer focused, with a track record of collaborating with business leaders.  Strong commercial acumen, as well as a strong understanding of the relationships between key financial and non-financial business value drivers.		Professional qualification for the role (e.g. ACA, ACCA, CIMA or equivalent) or a relevant non-accounting-based qualification (e.g. an applicable MBA).		[REDACTED] 		[REDACTED] 

				Finance Officer		Providing financial and administrative support		Experience of working within a financial environment desirable. Knowledge of economics and accounting, business management skills, analytical thinking skills and financial management skills.		Level 3 or equivalent desirable		[REDACTED] 		[REDACTED] 

				Head of Operations		Responsibility & oversight of all Employment related contracts		Experience of working at a senior management level within the Employability sector and managing a diverse range of employment contracts over the full contract life cycle. PL responsibility. Significant experience of forming and leading effective operational management teams.		Level 6 or equivalent desirable		[REDACTED] 		[REDACTED] 

				Health & Safety Manager		Promoting a positive health and safety culture throughout your organisation		Credible experience in health and safety, including operations experience. A track record of project management. Excellent written and verbal communication skills in order to work with, provide advice to, train, and promote excellence in Health and Safety all staff		NEBOSH Diploma (or equivalent)		[REDACTED] 		[REDACTED] 

				Health and Wellbeing Advisor		Developing a holistic health and employment approach, progressing customers closer to the labour market and into sustainable employment		Proven experience of supporting those with health issues back to work/ vocational rehabilitation / occupation health. Experience of working with people with multiple and complex needs, including health conditions and disabilities		Level 3 or equivalent desirable		[REDACTED] 		[REDACTED] 

				Health, Well-being & Safeguarding Lead 		Overall lead on health, wellbeing and safeguarding on the Restart contract for Serco and for SCPs. Develop materials, programmes and tools for use through the CPA. To act as a focal point for incident management. Scope to include Serco and SCP staff and participants. Facilitates specialist training such as regarding Modern Slavery and safeguarding.		Experience of work in a health and wellbeing environment. Experience of advising on safeguarding matters. Demonstrable ability to provide advice, guidance and support and have an up to date knowledge and experience of external agencies and / or experience of setup up referral pathways.		Level 3 or equivalent desirable		[REDACTED] 		[REDACTED] 

				HR Manager		Responsibility for staff recruitment, ongoing welfare and workforce development. 		2 years' experience of working in a HR role, strong understanding of legislation with regards to employees and employment law		CIPD Advanced Diploma in Strategic People Management, Advanced Diploma in Strategic Learning and Development		[REDACTED] 		[REDACTED] 

				Information Security Manager		Responsible for the overall infosec management of the Restart contract, in conjunction with the internal Serco InfoSec team. Lead the collaboration with SCP to communicate and embed secure ways of working. Ensure adherence to security policies, standards and controls through the provision and provide expert advice and guidance.		Experience in information security management and control and collaborating with stakeholders to mitigate risk while delivering business improvements. Has managed the full life cycle of ISO27001 and CES+.		Level 6 or equivalent desirable		[REDACTED] 		[REDACTED] 

				IT Delivery Lead		Ensure the organisation has the IT infrastructure in place to provide effective delivery		Experience in the technology sector and proven experience delivering business critical IT projects. Excellent IT skills, communication with great business analysis skills.		Level 6 or equivalent desirable		[REDACTED] 		[REDACTED] 

				IWS Coach		Maintain relationships with Restart participants who have progressed into employment. To offer meaningful support in areas of concern to enable participants to remain in employment. Provide information around career prospects and workforce development to aid in participants further development.		Strong communication and problem solving. Excellent customer service skills. Drive to support and help people		Level 2 or equivalent desirable		[REDACTED] 		[REDACTED] 

				Jasper Content Administrator                  		Ensure the content (customer portal) is up to date and add new information regarding such as wellbeing providers, wrap around services and any new material.		Previous experience of similar administrative role desirable. Good customer service skills, excellent communications skills, able to use own initiative, able to work well in a team and be able to use a computer and the main software packages competently.		Level 3 or equivalent desirable		[REDACTED] 		[REDACTED] 

				Jasper Manager		Maintain and provide strategic development of JASPER over the full life cycle of the product and ensure it is fully operational. Main point of contact with MWS (supplier) and project manage any changes from specification to implementation & testing.		Experience of Learning or similar platforms. Familiar with process flows and process methodology e.g. UML. Experience of configuring software a bonus but not required. Soft skills would need to include strong communication both upwardly and to users. Vendor management experience and experience of working with both internal and external suppliers.		Level 6 or equivalent desirable		[REDACTED] 		[REDACTED] 

				Job Coach		Manage a caseload of 60 - 70 participants to achieve targeted job outcomes, providing advice and support to guide, challenge and encourage participants to overcome barriers to employment and achieve realistic job goals		Knowledge and experience of employability programmes is desirable. Must possess a genuine desire to help participants on caseload. Be able to manage a caseload and deliver required KPIs and Customer Service Standards. Computer literate (MS Word, Outlook, Excel, PowerPoint). Excellent interpersonal skills, with the ability to work within a team.   Ability to proactively manage own workload and multiple priorities with excellent organisation and time management skills. Maintains high standards of quality and accuracy, with an attention to detail 		Level 4 or equivalent desirable		[REDACTED] 		[REDACTED] 

				Management Info Analyst		Assist in the definition, production, delivery and analysis of internal and external client MI required for operational delivery.		Experience of working in a similar MI Analysis role and possess strong IT skills and excellent analysis skills. Possess excellent communication skills and understand operational and contractual needs. Experience of Power Bi is desirable.		Level 3 or equivalent desirable		[REDACTED] 		[REDACTED] 

				Management Info Manager		Overall responsibility for Management Information (MI) within the CPA. Oversees the development of the MI reporting suite to help ensure performance and quality against KPIs, improve delivery and help identify trends. Introduce advance analytics practices.		Experience of managing a team of analysts to produce MI reports and dashboards for internal and external use. Extensive knowledge of data processing. Strong analytical and problem-solving skills.		Level 6 or equivalent desirable		[REDACTED] 		[REDACTED] 

				Marketing Manager		Responsible for development and delivery of the marketing and engagement strategy to engage employers, stakeholders, participants and Customer. Oversee marketing strategies of SCP and is in adherence to Customer guidance. Will develop strategic thought leadership reports / research findings / content to support drive for continuous improvement across the sector		Experience delivering lead generation B2B Marketing activity that meets KPI’s 
Experience working with the full marketing mix
Experience writing and delivering Marketing plans and strategies and managing a marketing budget 
Experience leading a Marketing team. 		Level 6 or equivalent desirable		[REDACTED] 		[REDACTED] 

				Mobilisation Director		Lead in the successful implementation of the Restart contract, meeting timelines and budget requirements. Coordinates and prioritises project tasks, manages timelines, maintains project plans and communicates status to clients, project sponsors and senior management. Works with external providers/suppliers as needed ensuring the project is implemented within contractual obligations and regulatory requirements 		2 years' experience in implementation and project management in similar sectors. Excellent problem solving, communication and presentation skills. Strong data analysis and ability to manage both up and down.		Level 5/6 or equivalent in project management		[REDACTED] 		[REDACTED] 

				Office Management		Overall management of the office		Previous office experience desirable. Good communicator and well organised.		Level 3 or equivalent desirable		[REDACTED] 		[REDACTED] 

				Operations Manager		Responsible for managing a team of job coaches and ensuring the successful delivery of contract. The role will ensure all operational delivery is operated safely, efficiently and achieves or exceeds performance expectations.		Previous experience in operational or programme management in the employability sector. Ability to manage a team to exceed KPIs and deliver to Customer Service standards. Ability to proactively manage own and others’ workload. Analytical, diagnostic, problem-solving and project management skills, able to manage multiple priorities. Demonstrates a flexible approach to work. Maintains and presents a professional approach		Level 6 or equivalent desirable		[REDACTED] 		[REDACTED] 

				Partnership Coordinator		PC will proactively engage with key stakeholders to promote Restart and identify and promote existing local initiatives to maximise opportunities for participants. PCs will handle queries and generate leads in areas where there is a gap in provision. Responsible for managing key relations with JCP, NCVO and local delivery and skills partners and bespoke support organisations.		Experience of dealing with a wide range of stakeholders and partner organisations.  Self-motivated, high-energy individual with a demonstrable passion for engaging with key stakeholders. Excellent interpersonal skills, with the ability to effectively communicate at all levels, using a variety of communication methods. Excellent negotiation and influencing skills. Always presents a professional approach, while tailoring style and according to the audience		Level 4 or equivalent desirable		[REDACTED] 		[REDACTED] 

				Partnership Manager		Responsible for managing the team of Partnership coordinators and developing and implementing the Stakeholder Engagement Plan. Responsible for engaging and building partnership with key stakeholders such as Job Centre Plus', Combined Authorities, Local Authorities, LEPs and Skills Advisory Board and attend Local Engagement Meetings (LEM).		Experience of dealing with a wide range of stakeholders, with people management experience. Ability to manage a team of PCs and provide coordination, leadership and direction.  Self-motivated, high-energy individual with a demonstrable passion for engaging with stakeholders. Excellent interpersonal skills, with the ability to work across several multi-discipline teams. Proven ability to build collaborative, professional internal and external relationships. Ability to effectively communicate at all levels, using a variety of communication methods. Excellent negotiation and influencing skills. Always presents a professional approach, while tailoring style and according to the audience		Level 6 or equivalent desirable		[REDACTED] 		[REDACTED] 

				Performance Manager		Performance manage a caseload of supply chain partners (SCPs) delivering Restart within CPA. Performance Manager will support, develop and challenge supply chain partners to meet and exceed performance targets and maintain quality service delivery.		Operational / Performance Management experience of delivering Employability contracts. Subcontractor management experience desirable. Experience of analysing management information and working with reporting systems. Excellent interpersonal skills, with the ability to work across several work teams. Ability to proactively manage own workload and multiple priorities with excellent organisation and time management skills. Demonstrates a flexible approach to work Ability to use own initiative, working independently and as part of a team. Works well to targets and fixed deadlines. Excellent negotiation and influencing skills and possess ability to effectively communicate at all levels, using a variety of communication methods.		Level 4 or equivalent desirable		[REDACTED] 		[REDACTED] 

				Performance & Quality Manager		Performance and quality manage delivery Restart within CPA. 		Operational / Performance Management experience of delivering Employability contracts. Subcontractor management experience desirable. Experience of analysing management information and working with reporting systems. Excellent interpersonal skills, with the ability to work across several work teams. Ability to proactively manage own workload and multiple priorities with excellent organisation and time management skills. Demonstrates a flexible approach to work Ability to use own initiative, working independently and as part of a team. Works well to targets and fixed deadlines. Excellent negotiation and influencing skills and possess ability to effectively communicate at all levels, using a variety of communication methods.		Level 4 or equivalent desirable		[REDACTED] 		[REDACTED] 

				PMO Mob		Lead in the successful implementation of the Restart contract, meeting timelines and budget requirements. Coordinates and prioritises project tasks, manages timelines, maintains project plans and communicates status to clients, project sponsors and senior management. Works with external providers/suppliers as needed ensuring the project is implemented within contractual obligations and regulatory requirements 		2 years' experience in implementation and project management in similar sectors. Excellent problem solving, communication and presentation skills. Strong data analysis and ability to manage both up and down.		Level 5/6 or equivalent in project management		[REDACTED] 		[REDACTED] 

				Premises Implementation		Workstream Lead for premises and ensuring premises are ready in advance of go-live 		3 years' experience in implementation and project management in similar sectors. Excellent problem solving, communication and presentation skills. Strong data analysis and ability to manage both up and down.		Level 5/6 or equivalent in project management		[REDACTED] 		[REDACTED] 

				Project Coordinator		Project manage and deliver all CofE projects on time and within the resources available.		Project management skills to manage the process of providing excellent operational service and continuous improvement. Excellent business management skills and communication skills. Ability to use project management software to plan and resource stages as required and building relationship with internal partners. Ability to organise their time and workload and be flexible and open to change.		Level 6 or equivalent desirable		[REDACTED] 		[REDACTED] 

				Project Manager		Project manage and deliver all CofE projects on time and within the resources available.		Project management skills to manage the process of providing excellent operational service and continuous improvement. Excellent business management skills and communication skills. Ability to use project management software to plan and resource stages as required and building relationship with internal partners. Ability to organise their time and workload and be flexible and open to change.		Level 6 or equivalent desirable		[REDACTED] 		[REDACTED] 

				Quality & Compliance Advisor		Conduct quality and compliance assurance audits and observation of service delivery.		Experience of working in a quality and compliance environment ideally within the Employability sector. Proven relationship management, influencing and negotiating skills gained in a managed service delivery organisation. Excellent analytical skills and understanding of management information. Experience of training delivery and utilising coaching skills. Strong IT skills with emphasis on Office 356 software.		Level 5 or equivalent desirable		[REDACTED] 		[REDACTED] 

				Quality & Compliance Improvement Advisor          		Conduct quality and compliance assurance audits and observation of service delivery, both within Serco and within SCPs.		Experience of working in a quality and compliance environment ideally within the Employability sector. Proven relationship management, influencing and negotiating skills gained in a managed service delivery organisation. Excellent analytical skills and understanding of management information. Experience of training delivery and utilising coaching skills. Strong IT skills with emphasis on Office 356 software.		Level 5 or equivalent desirable		[REDACTED] 		[REDACTED] 

				Quality Manager		Overall responsibility for building systems and processes to ensure the service is contractually compliant. Provide assurance that service delivery has in place effective processes and systems to deliver a quality service that is compliant with contractual and legislative requirements and protects DWP expenditure and data.		Experience of working within the Employability and / or skills sector and have knowledge and experience to review policies and guidance and develop an assurance framework. Assess policies and procedures are aligned to provider guidance. 		Level 6 or equivalent desirable		[REDACTED] 		[REDACTED] 

				Receptionist		Responsible for front of house services at delivery location, treat all customers as individuals and provide support when needed. Meet customers and inform staff of appointments. Book appointments, handle incoming calls, general administration duties.		Strong communication skills, excellent customer service, good general administration skills		Level 1/2		[REDACTED] 		[REDACTED] 

				Regional Manager		Motivating all delivery sites to exceed all targets, creating strategies to help drive performance, recruiting high quality staff into the business and recognising / rewarding hard working delivery hubs.		Previous experience in a managerial role ideally within the employability sector. Have a good understanding of the contractual requirements and be able to manage a team effectively remotely.		Level 6 or equivalent desirable		[REDACTED] 		[REDACTED] 

				Restart Director		Overall responsibility for the delivery of Restart contract. Maintain and manage all KPI's, strive to exceed all performance targets, monitor and manage budgets to ensure delivery is maintained. To lead teams developing a culture of high achievement, customer service excellence and continuous improvement		5 years' experience of leading teams and delivering/achieving stretching targets. Understanding of finance and budgets. Excellent problem solving and presentation skills. Relationship management and ability to continually challenge yourself and others.		Level 5/6 or equivalent desirable		[REDACTED] 		[REDACTED] 

				Self-Employment Advisor		Provide information, support, coaching, advice and guidance to participant looking to go self-employed.		Possess business acumen and have a good understanding of business functions. Strong verbal communication skills for articulating ideas to participants and supporting the development of a robust business plan.		Level 5 or equivalent desirable		[REDACTED] 		[REDACTED] 

				Self-employment Manager		Responsible for managing a team of self-employment advisers and ensuring the successful delivery of contract. T		 Ability to manage a team to exceed KPIs and deliver to Customer Service standards. Ability to proactively manage own and others’ workload. Analytical, diagnostic, problem-solving and project management skills, able to manage multiple priorities. Demonstrates a flexible approach to work. Maintains and presents a professional approach		Level 6 or equivalent desirable		[REDACTED] 		[REDACTED] 

				Senior Job Coach           		Manage a caseload of participants to achieve targeted job outcomes, providing advice and support to guide, challenge and encourage participants to overcome barriers to employment and achieve realistic job goals, whilst supporting other job coaches.		A good understanding of business functions such as sales and marketing, finance, operations, leadership and management.		Level 4 or equivalent desirable		[REDACTED] 		[REDACTED] 

				Trainer		Identify training and development needs of participants and deliver appropriate training to upskill participants.		Previous experience in teaching /training required. Excellent written communication skills for producing plans, reports, evaluations and funding applications.		Level 3 or equivalent desirable		[REDACTED] 		[REDACTED] 

				Training & Development Manager        		Overall responsibility for the design, implementation and evaluation of training throughout the CPA, within Serco and with SCPs. Workstreams include system, process, compliance and contract requirements training. Works in partnership with other functional leads. Supports training programmes through content development, direct delivery and train the trainer approaches. Provides training on Jasper to internal and external frontline staff, communicate any changes to Jasper, identify skills gaps within the CPA and facilitates or delivers training to internal and external frontline staff and help capacity build the supply chain.		A strong track record of designing and delivering training programmes across a diverse and wide range of subjects and supporting in the personal development of all employees.		Level 6 or equivalent desirable		[REDACTED] 		[REDACTED] 

				Work & Skills Strategic Lead		Responsible for managing the team of Partnership coordinators and developing and implementing the Stakeholder Engagement Plan. Responsible for engaging and building partnership with key stakeholders such as Job Centre Plus', Combined Authorities, Local Authorities, LEPs and Skills Advisory Board and attend Local Engagement Meetings (LEM).		Experience of dealing with a wide range of stakeholders, with people management experience. Ability to manage a team of PCs and provide coordination, leadership and direction.  Self-motivated, high-energy individual with a demonstrable passion for engaging with stakeholders. Excellent interpersonal skills, with the ability to work across several multi-discipline teams. Proven ability to build collaborative, professional internal and external relationships. Ability to effectively communicate at all levels, using a variety of communication methods. Excellent negotiation and influencing skills. Always presents a professional approach, while tailoring style and according to the audience		Level 6 or equivalent desirable		[REDACTED] 		[REDACTED] 

				Warm Handover Call Handlers     		Dealing with JCP Referrals/ queries and conducting warm handover.		Previous experience of call centre / telemarketing would be ideal. Possess excellent communication skills and data-inputting skills.  Good IT skills and able to work under pressure and within tight timeframes.		Level 3 or equivalent desirable		[REDACTED] 		[REDACTED] 
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		Appendix 6		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?  

		ELITE Supported Employment Agency Ltd		8 Magden Park, Green Meadows, Llantrisant, CF72 8XT		Existing		Disabled access, kitchen facilities for staff and visitors, manned reception, training suite, inteview rooms, telephone facilities, WIFI, IT facilities, close proximity to local JCP office, CCTV and Job Club location.		Within walking distance of public transport services. Walking disance to local JCP office.		Yes		Staffing Base / Job Club / Participant Training Courses / Staff Training Courses / Contract and Partner Meetings / Administrative Support

		ELITE Paper Solutions		Unit 3, Viaduct House, Merthyr Tydfil Industrial Estate, Pentrebach, CF48 4DR		Existing		Disabled access, kitchen facilities for staff and visitors, manned reception, training suite, inteview rooms, telephone facilities, WIFI, IT facilities, close proximity to local JCP office, CCTV and Job Club location.		Within walking distance of public transport services. Walking disance to local JCP office.		Yes		Staffing Base / Job Club / Participant Training Courses / Staff Training Courses / Contract and Partner Meetings / Administrative Support

		ELITE Clothing Solutions 		Unit 3, Gwent Court, Ebbw Vale, NP23 8AN		Existing		Disabled access, kitchen facilities for staff and visitors, manned reception, training suite, inteview rooms, telephone facilities, WIFI, IT facilities, close proximity to local JCP office, CCTV and Job Club location.		Within walking distance of public transport services. Walking disance to local JCP office.		Yes		Staffing Base / Job Club / Participant Training Courses / Staff Training Courses / Contract and Partner Meetings / Administrative Support

		Disability Action Centre		DAC, Unit 8 – 10, Disability Action Centre, D’arcy Park, Llandarcy, Neath, SA10 6EJ		Existing		Disabled access, kitchen facilities for staff and visitors, manned reception, training suite, inteview rooms, telephone facilities, WIFI, IT facilities, close proximity to local JCP office, CCTV and Job Club location.		Within walking distance of public transport services. Walking disance to local JCP office.		Yes		Staffing Base / Job Club / Participant Training Courses / Staff Training Courses / Contract and Partner Meetings / Administrative Support

		Dyffaty Community Centre		Chapel Street, Swansea, SA1 1NB		Existing		Disabled access, kitchen facilities for staff and visitors, manned reception, training suite, inteview rooms, telephone facilities, WIFI, IT facilities, close proximity to local JCP office, CCTV and Job Club location.		Central Swansea and within walking distance of public transport services. Walking disance to local JCP office.		Yes		Staffing Base / Job Club / Participant Training Courses 

		The Zone 		46 – 48 Dunraven Place, Bridgend, CF31 1JB		Existing		Disabled access, kitchen facilities for staff and visitors, manned reception, training suite, inteview rooms, telephone facilities, WIFI, IT facilities, close proximity to local JCP office, CCTV and Job Club location.		Central Bridgend and within walking distance of public transport services. Walking disance to local JCP office.		Yes		Staffing Base / Job Club / Participant Training Courses 

		St Catherines Church		St Cathrine's Church, Upper church Street, Gelliwasted Grove, Pontypridd, CF37 2UF		Existing		Disabled access, kitchen facilities for staff and visitors, manned reception, training suite, inteview rooms, telephone facilities, WIFI, IT facilities, close proximity to local JCP office, CCTV and Job Club location.		Central Pontypridd and within walking distance of public transport services. Walking disance to local JCP office.		Yes		Staffing Base / Job Club / Participant Training Courses 

		YMCA PLAS		YMCA PLAS 2 Shakespeare St, Cardiff CF24 3ES		Existing		Disabled access, kitchen facilities for staff and visitors, manned reception, training suite, inteview rooms, telephone facilities, WIFI, IT facilities, close proximity to local JCP office, CCTV and Job Club location.		Within walking distance of public transport services. Walking disance to local JCP office.		Yes		Staffing Base / Job Club / Participant Training Courses 

		Wales Council for the Blind		Hastings House, Fitzalan Pl, Cardiff CF24 0BL		Existing		Disabled access, kitchen facilities for staff and visitors, manned reception, training suite, inteview rooms, telephone facilities, WIFI, IT facilities, close proximity to local JCP office, CCTV and Job Club location.		Within walking distance of public transport services. Walking disance to local JCP office.		Yes		Staffing Base / Job Club / Participant Training Courses 

		YMCA		Duffryn Road, Mountain Ash, Cynon, CF45 4DA		Existing		Disabled access, kitchen facilities for staff and visitors, manned reception, training suite, inteview rooms, telephone facilities, WIFI, IT facilities, close proximity to local JCP office, CCTV and Job Club location.		Within walking distance of public transport services. Walking disance to local JCP office.		Yes		Staffing Base / Job Club / Participant Training Courses 

		 Coleg Sir Gar 		Graig Campus, Sandy Road, Llanelli, SA15 4DN		Existing		All campuses have public toilets, coffee shops and canteen on site.  Other facilities include library, student support service, gym, relaxation area and centres developed and dedicated to various subjects.  All classrooms are fully equipped with wifi for learning. There is also a car park at every site.		All campuses are built close to public transport links (mainly bus).  All campuses have a public bus stop close to the entrance of the site (with the exception of Gelli Aur, a working farm.  The bus stop is 		Yes		The college delivers a range of Further Education and Higher Education courses across all campuses.  In addition the college delivers commercial, apprenticeships and traineeships and employability training.

		 Coleg Sir Gar 		Graig Campus, Sandy Road, Llanelli, SA15 4DN		Existing		All campuses have public toilets, coffee shops and canteen on site.  Other facilities include library, student support service, gym, relaxation area and centres developed and dedicated to various subjects.  All classrooms are fully equipped with wifi for learning. There is also a car park at every site.		All campuses are built close to public transport links (mainly bus).  All campuses have a public bus stop close to the entrance of the site (with the exception of Gelli Aur, a working farm.  The bus stop is 		Yes		The college delivers a range of Further Education and Higher Education courses across all campuses.  In addition the college delivers commercial, apprenticeships and traineeships and employability training.

		 Coleg Sir Gar 		Jobs Well Campus, Jobs Well Road
Carmarthen
SA31 3HY		Existing		All campuses have public toilets, coffee shops and canteen on site.  Other facilities include library, student support service, gym, relaxation area and centres developed and dedicated to various subjects.  All classrooms are fully equipped with wifi for learning. There is also a car park at every site.		All campuses are built close to public transport links (mainly bus).  All campuses have a public bus stop close to the entrance of the site 		Yes		The college delivers a range of Further Education and Higher Education courses across all campuses.  In addition the college delivers commercial, apprenticeships and traineeships and employability training.

		 Coleg Sir Gar 		Pibrlwyd Campus, Pibwrlwyd
Carmarthen
SA31 2NH 		Existing		All campuses have public toilets, coffee shops and canteen on site.  Other facilities include library, student support service, gym, relaxation area and centres developed and dedicated to various subjects.  All classrooms are fully equipped with wifi for learning. There is also a car park at every site.		All campuses are built close to public transport links (mainly bus).  All campuses have a public bus stop close to the entrance of the site 		Yes		The college delivers a range of Further Education and Higher Education courses across all campuses.  In addition the college delivers commercial, apprenticeships and traineeships and employability training.

		 Coleg Sir Gar 		Ammanford Campus, Ammanford
Carmarthenshire
SA18 3TA		Existing		All campuses have public toilets, coffee shops and canteen on site.  Other facilities include library, student support service, gym, relaxation area and centres developed and dedicated to various subjects.  All classrooms are fully equipped with wifi for learning. There is also a car park at every site.		All campuses are built close to public transport links (mainly bus).  All campuses have a public bus stop close to the entrance of the site 		Yes		The college delivers a range of Further Education and Higher Education courses across all campuses.  In addition the college delivers commercial, apprenticeships and traineeships and employability training.

		 Coleg Sir Gar 		Gelli Aur Campus, Carmarthen
Carmarthenshire
SA32 8NJ 		Existing		All campuses have public toilets, coffee shops and canteen on site.  Other facilities include library, student support service, gym, relaxation area and centres developed and dedicated to various subjects.  All classrooms are fully equipped with wifi for learning. There is also a car park at every site.		All campuses are built close to public transport links (mainly bus).  All campuses have a public bus stop close to the entrance of the site 		Yes		The college delivers a range of Further Education and Higher Education courses across all campuses.  In addition the college delivers commercial, apprenticeships and traineeships and employability training.

		Coleg Ceredigion		Coleg Ceredigion, Llanbadarn Fawr
Aberystwyth
Ceredigion
SY23 3BP		Existing		All campuses have public toilets, coffee shops and canteen on site.  Other facilities include library, student support service, gym, relaxation area and centres developed and dedicated to various subjects.  All classrooms are fully equipped with wifi for learning. There is also a car park at every site.		All campuses are built close to public transport links (mainly bus).  All campuses have a public bus stop close to the entrance of the site 		Yes		The college delivers a range of Further Education and Higher Education courses across all campuses.  In addition the college delivers commercial, apprenticeships and traineeships and employability training.

		Coleg Ceredigion		Coleg Ceredigion, Maes y Parc
Aberteifi
Ceredigion
SA43 1AB		Existing		All campuses have public toilets, coffee shops and canteen on site.  Other facilities include library, student support service, gym, relaxation area and centres developed and dedicated to various subjects.  All classrooms are fully equipped with wifi for learning. There is also a car park at every site.		All campuses are built close to public transport links (mainly bus).  All campuses have a public bus stop close to the entrance of the site 		Yes		The college delivers a range of Further Education and Higher Education courses across all campuses.  In addition the college delivers commercial, apprenticeships and traineeships and employability training.

		Mon CF		63 Market St, Holyhead LL65 1UN		Existing		Offices, one to one rooms, training room		Town Centre location, on the main bus route, ample car parking in near by car parks      Bus stop 50 yds from building		Yes		Employment Support, training courses, CSCS test centre, office staff base

		Mon CF		Unit 2 – Site 9, Amlwch Business Park, Amlwch LL68 9BQ		Existing		Offices, one to one rooms, training room		Outskirts of town, situated next door to the Job Centre 100 yds from the bus stop		Yes		Employment Support, Training courses, Office base for staff

		Mon CF		Canolfan Coed Cymol, Mona Road, Menai Bridge, LL59 5EA		Existing		Offices, one to one rooms, distance learning		Heart of the town centre, 20 yds from the bus stop		Yes		Employment Support, distance Learning

		Mon CF		Units 4A & 4B, First Floor , 30 Dean Street, Bangor, LL57 1UR		Existing		Offices, one to one rooms, training room		Town Centre location, on the main bus route, ample car parking in near by car parks      Bus stop 30 yds from building		Yes		Employment Support, Training courses, office base for staff

		Mon CF		36 - 40 Poole St, Caernarfon, LL55 2AB		New		Offices, one to one rooms, Small training room		Town Centre Location - on bus route		Yes		Employment Support, Training courses, distance learning, office base for staff

		North Wales Training 		St Davids House, Mochdre Business Park, Colwyn Bay LL285HB		Exisitng 		Training rooms, computer rooms, 121 rooms, admistration accomodation, job search room, telephone access wifi, canteen facilities 		200 metres from bus stop, 3 miles from two train stations 		Yes 		Currently Traineeships, Employability Skills Programme, Apprenticeship and HO function

		North Wales Training 		Unit 22, Deeside Enterprise Centre, Rowleys Drive, Shotton, Flintshire CH5 1PP		Existing 		Training rooms, computer rooms, 121 rooms, job search room, telephone access wifi, canteen facilities 		0.5 miles to bus stop and train station		Yes 		Currently Employability Skills Programme, 

		North Wales Training 		57 Regent Street Wrexham LL11 1PF		Existing 		Training rooms, computer rooms, 121 rooms, admistration accomodation, job search room, telephone access wifi, canteen facilities 		Half mile from nearest bus and train station		Yes 		Currently Employability Skills Programme, Apprenticeshhips 

		North Wales Training 		Cadet Centre, John Street, Rhyl, Denbighshire, LL18 1PP		Existing 		Training rooms, computer rooms, 121 rooms,, job search room, telephone access wifi,		Half mile from nearest bus and train station		Yes 		Currently Traineeships, 

		MTIB		Merthyr Tydfil - Unit 4, Triangle Business Park, Pentrebach, Merthyr Tydfil CF48 4TQ		Existing		Offices, 2 floors of delivery / ICT suites, smaller breakout / interview rooms, board room / training room, Interactive smart boards, canteen, reception and manufacturing unit		Ample free parking on site, bus stop within 5 min walk and Pentrebach train station within 10 min walk. Merthyr town centre 20min walk.

MTIB also make use of a dedicated Minibus to provide travel to and from our premises for participants who are unable to utilise public transport. 		Yes		Currently deliver a range of employability skills programmes including WG ESP and WCVA Active Inclusion projects. The premises also hosts our Supported Business and placements for our MTCBC contract. Employability delivery includes session delivery on one to one and group basis as well as online delivery.

		Newport City Council		Ringland Community Centre (East Hub) 282 Ringland Circle, Newport NP19 9PS		Existing		Internet, 121 space, training rooms, IT suite (free access)		Bus stop 150 yards from HUB
Carpark on site		Yes 		family support, employment support, flying start, community development work, library services, training, youth & play services, newport youth academy, majority of community services

		Newport City Council		Newport East Community Centre - Moorland Park, Newport NP19 4NA		Existing		Confrenece room, sports hall, IT suite (free access)		Bus stop 50 yards from building
Carpark on site		Yes 		Majority of community services

		Newport City Council		Beaufort Centre - Beaufort Rd, St Julians, Newport NP19 7UB		Existing		Sports hall, Internet		Bus stop 0.1 mile from building
Carpark on site		Yes 		Majority of community services

		Newport City Council		Alway Centre, Aberthaw Ave, Newport NP19 9NS		Existing		Internet, 121 space, training rooms, IT suite (free access)		Bus stop 30 yards from building
Public carpark 50 yards		Yes 		Majority of community services, employment support, youth & play services

		Newport City Council		Rascal HOPE Centre - 9 Poplar Rd, Newport NP19 9AX		Existing		Internet, 121 space, training rooms, IT suite (free access)		Bus stop 0.2 miles from building
Carpark on site		Yes 		Majority of community services, employment support, youth & play services

		Newport City Council		Pillgwenlly Millennium Centre (CENTRAL HUB) Courtybella Terrace, Newport NP20 2GH		Existing		Internet, 121 space, training rooms, IT suite (free access)		Bus stop 0.2 miles from building
Carpark on site		Yes 		family support, employment support, community development work,  training, youth & play services, majority of community services

		Newport City Council		Share Centre - 88 Stow Hill, Newport NP20 4DW		Existing		Internet, 121 space, training rooms, IT suite (free access)		Bus stop 0.1 mile from building
Public carpark 70 yards		Yes 		Majority of community services, employment support, training

		Newport City Council		Newport Central Library - John Frost Square, Kingsway Centre, Newport NP20 1PA		Existing		Internet, training rooms, IT suite (free access)		Bus stop 0.2 miles from building
Public carpark 0.2 miles		Yes 		Library services, employment support

		Maindee Library 		Maindee Library, 79 Chepstow Rd, Maindee, Newport NP19 8BY		Existing		Internet, training rooms, IT suite (free access)		Bus stop directly outside building
Public carpark 0.1 mile		Yes 		Library services, employment support, training, community services

		Newport City Council		Bettws Community Centre (North Hub) Bettws Shopping Centre, Bettws, Newport NP20 7TN		Existing		Internet, 121 space, training rooms, IT suite (free access)		Bus stop 20 yards from building
Public carpark 0.1 mile		Yes 		family support, employment support, community development work, training, youth & play services, majority of community services

		Newport City Council		Bettws Library, 495, 501 Monnow Way, Bettws, Newport NP20 7AR		Existing		Internet, 121 space, training rooms, IT suite (free access)		Bus stop 20 yards from building
Public carpark 0.1 mile		Yes 		Library services, employment support, training, community services

		Newport City Council		Malpas Library, Pillmawr Rd, Newport NP20 6WF		Existing		Internet, 121 space, training rooms, IT suite (free access)		Bus stop 150 yards from building
Carpark on site		Yes 		Library services, employment support, training, community services

		Newport City Council		Caerleon Townhall, 2 Church St, Caerleon, Newport NP18 1AW		Existing		Internet, training rooms		Bus stop 60 yards from building
Carpark on site		Yes 		Majority of community services, library services, employment support, training

		Newport City Council		Shaftesbury Community Centre, 12 Evans St, Newport NP20 5LD		Existing		Internet, 121 space, training rooms, IT suite (free access)		Bus stop 0.2 miles from building
Carpark on site		Yes 		flying start, employment support, community development work, training, majority of community services

		Newport City Council		Maesglas Community Centre (West Hub) Bideford Road, Newport NP20 3XT		Existing		Internet, 121 space, training rooms, IT suite (free access)		Bus stop 110 yards from building
Carpark on site		Yes 		family support, employment support, community development work, training, youth & play services, majority of community services

		Newport City Council		Gaer Community Centre, 19C Gaer Rd, Newport NP20 3GY		Existing		Internet, 121 space, training rooms, IT suite (free access)		Bus stop 50 yards from building
Public carpark 50 yards		Yes 		flying start, employment support, community development work, training, majority of community services

		Newport City Council		Rogerstone Library, Castle View, 146 Tregwilym Rd, Rogerstone, Newport NP10 9EL		Existing		Internet, 121 space, training rooms, IT suite (free access)		Bus stop 20 yards from building
Public carpark 50 yards		Yes 		Library services, training, community services

		Tydfil Training Consortium Ltd 		106-109 High Street, Merthyr Tydfil, CF47 8AP		Existing 		Flexible training rooms, all equipped with ICT facilities to support pre and post employment development.		Bus & Train links are within 500m of the centre 		Yes 		Youth & Adult Training including: Traineeships, Apprenticeships and Employability Skills.

		Tydfil Training Consortium Ltd 		Unit 7 Maritime Offices, Woodland Terrace, Maesycoed, Pontypridd, CF37 1DZ 		Existing 		Flexible training rooms, all equipped with ICT facilities to support pre and post employment development.		Bus & Train links are within 400m of the centre 		Yes 		Youth & Adult Training including: Traineeships, Apprenticeships and Employability Skills.

		Tydfil Training Consortium Ltd 		MTEC, 114 High Street, Merthyr Tydfil, CF47 8AP		Existing 		Test Trading facilities with pre-start offices and support facilities 		Bus & Train links are within 500m of the centre 		Yes 		Enterprise support and guidance alongside test trading facilities.

		MTIB		Merthyr Tydfil - Unit 4, Triangle Business Park, Pentrebach, Merthyr Tydfil CF48 4TQ		Existing		Offices, 2 floors of delivery / ICT suites, smaller breakout / interview rooms, board room / training room, Interactive smart boards, canteen, reception and manufacturing unit		Ample free parking on site, bus stop within 5 min walk and Pentrebach train station within 10 min walk. Merthyr town centre 20min walk.

MTIB also make use of a dedicated Minibus to provide travel to and from our premises for participants who are unable to utilise public transport. 		Yes		Currently deliver a range of employability skills programmes including WG ESP and WCVA Active Inclusion projects. The premises also hosts our Supported Business and placements for our MTCBC contract. Employability delivery includes session delivery on one to one and group basis as well as online delivery.



		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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		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?  

		Maximus - subcontractor		Ty Cennydd, Castle Street, Caerphilly CF83 1NZ (fixed)		New		Exact facilities TBC, but would include reception, training room, 1-to-1 rooms, wifi, printers, WCs and kitchen		1 minute walk from Castle Street (stop Castle Entrance) for buses 26, 28, 50, 50A, 86X, 120, 120X, A, B, C, C9, C16, C17, D, E, G, H and L		Yes		Restart Programme

		Maximus - subcontractor		Trafalgar House, Fitzalan Place, Cardiff CF24 0ED (fixed)		New		Exact facilities TBC, but would include reception, training room, 1-to-1 rooms, wifi, printers, WCs and kitchen		2 minute walk from West Grove 1 stop for buses 8, 8S, 9, 10 and X3

3 minute walk from West Grove 5 stop for buses 28B, 52, 57, 58 and X1		Yes		Restart Programme

		Maximus - subcontractor		West End Yard, 21-25 West End, Llanelli SA15 3DN (fixed)		New		Exact facilities TBC, but would include reception, training room, 1-to-1 rooms, wifi, printers, WCs and kitchen		1 minute walk from Pembrey Road (stop West End) for buses 195, 197, L4 and X11

3 minute walk from Church Street (stop British Legion 3) for buses L4 and L6

5 minute walk from Felinfoel Road (stop Thomas Arms Hotel) for bus 128		Yes		Restart Programme

		Maximus - subcontractor		30 Dean Street, Bangor LL57 1UP (fixed)		New		Exact facilities TBC, but would include reception, training room, 1-to-1 rooms, wifi, printers, WCs and kitchen		2 minute walk from Penuel Church stop for buses 5, 5C, 5D, 6B, 67, 67C, 67L, 76A, 78, 78A and A55		Yes		Restart Programme

		Maximus - subcontractor		Marina Quay, East Parade, Rhyl L181 1LQ (fixed)		New		Exact facilities TBC, but would include reception, training room, 1-to-1 rooms, wifi, printers, WCs and kitchen		1 minute walk from Pavillion Theatre stops for buses 35 and 36

3 minute walk from Queen's Walk stop for buses 11C, 11F, 11M, 18, 19 and 47		Yes		Restart Programme

		Maximus - subcontractor		Clarence House, Clarence Place, Newport NP19 7AA (fixed)		New		Exact facilities TBC, but would include reception, training room, 1-to-1 rooms, wifi, printers, WCs and kitchen		1 minute walk from Clarence Plce stop for buses 8C, 20A, 20C, 26A, 27, 28, 29B, 73, 74A, 74C, SJ1 and SJ12		Yes		Restart Programme

		Maximus - subcontractor		Ty Pennant, Mill St, Pontypridd CF37 2SW (fixed)		New		Exact facilities TBC, but would include reception, training room, 1-to-1 rooms, wifi, printers, WCs and kitchen		1 minute walk from Catherine Street Bus Station for buses 90, 100, 101, 102, 103, 105, 107, 112, 120, 130, 132, 404, T4 and X4

1 minute walk from Rhondda Road (stop Caddy's) for buses 101, 109, 120, 130, 132 and 150		Yes		Restart Programme

		Maximus - subcontractor		11 College Street, Swansea SA1 5AF (fixed)		New		Exact facilities TBC, but would include reception, training room, 1-to-1 rooms, wifi, printers, WCs and kitchen		1 minute walk to High Street (Stop 1) for buses 16, 25, 28, 35, 36 and 54

1 minute walk to The Kingsway (stop: swatagd) for buses 4 metro, 8, 16, 26, 33, 34, 35, 49, 54 and X26

1 minute walk to The Kingsway (stop: swatadj) for buses 4 metro, 4A metro, 8, 25, 36, X6 and X13

2 minute walk to High Street (Stop 3) for buses 26 and 34		Yes		Restart Programme

		Maximus - subcontractor		108b Holton Road, Barry CF63 4HJ (fixed)		New		Exact facilities TBC, but would include reception, training room, 1-to-1 rooms, wifi, printers, WCs and kitchen		1 minute walk from King Square (stop 3) for buses 95, 303 and 304

2 minute walk from King Square (stop 1) for buses 94, 95, 98 and 304

3 minute walk from King Square (stop 2) for buses 88, 95, 97A, 304 and B3		Yes		Restart Programme

		Maximus - subcontractor		Regent House, Regent Street, Wrexham LL11 1PR (fixed)		New		Exact facilities TBC, but would include reception, training room, 1-to-1 rooms, wifi, printers, WCs and kitchen		1 minute walk from Regent Street (stop School of Art) for buses 14, 17, 21, 21A, 27, 29, 41B, PC2, T3 and TL2

4 minute walk from Wrexham Bus Station for buses 1, 2, 2A, 2B, 2C, 3, 5, 7, 11, 11A, 12, 12A, 14, 17, 21, 21A, 26, 27, 29, 33, 34, 35, 41A, 41B, 146, PC2, T3, Tl1, Tl2, TL3, X46 and X51		Yes		Restart Programme

		Maximus - subcontractor		Brackla House, Brackla Street, Bridgend CF31 1BZ (fixed)		New		Exact facilities TBC, but would include reception, training room, 1-to-1 rooms, wifi, printers, WCs and kitchen		1 minute walk from Cheapside Aldi stop for bus 404

3 minute walk from Nolton Street stop for buses 303 and 404		Yes		Restart Programme

		Maximus - subcontractor		Llandaff North and Gabalfa Hub, College Rd, Cardiff CF14 2HU (outreach)		New		Exact facilities TBC, but would include reception, training room, 1-to-1 rooms, wifi, printers, WCs and kitchen		3 minute walk from Gabalfa Avenue (stop Gabalfa TA Centre) for buses 615 and G1

4 minute walk from College Road (stop Aberporth Road) for buses 21, 35, 615 and G1

7 minute walk from A4054 (stop Ysgol Glantaf) for buses 25, 64 and 615		Yes		Restart Programme

		Maximus - subcontractor		Tai Abertawe, 36-37 Pendre, Cardigan SA43 1JS (outreach)		New		Exact facilities TBC, but would include reception, training room, 1-to-1 rooms, wifi, printers, WCs and kitchen		1 minute walk from Pendre (stop Commercial Hotel) for buses 408, 430, 554, T5 and X50		Yes		Restart Programme

		Maximus - subcontractor		Douglas Road Centre, Douglas Road, Colwyn Bay LL29 7PE (outreach)		New		Exact facilities TBC, but would include reception, training room, 1-to-1 rooms, wifi, printers, WCs and kitchen		2 minute walk from Greenfield Road (stop Antioch) for buses 12, 13, 14, 15, 21, 23, 27 and X12		Yes		Restart Programme

		Maximus - subcontractor		The Library The Chapel, 19 - 21 Castle Street, Llangollen LL20 8NY (outreach)		New		Exact facilities TBC, but would include reception, training room, 1-to-1 rooms, wifi, printers, WCs and kitchen		1 minute walk from Castle Street (stop War Memorial) for buses 5, 64, 192 and T3

1 minute walk from Parade Street (stop 2) for buses 198 and T3		Yes		Restart Programme

		Maximus - subcontractor		WOW Training, 15a London Road, Holyhead LL65 2NE (outreach)		New		Exact facilities TBC, but would include reception, training room, 1-to-1 rooms, wifi, printers, WCs and kitchen		1 minute walk from London Road (stop Llys Watling) for buses 23, 24A, 61, 4B, 4R and 25

4 minute walk from Holyhead Station for Avanti West Coast and Transport for Wales trains		Yes		Restart Programme

		Maximus - subcontractor		PAVS 36-38, High Street, Haverfordwest SA61 2DA (outreach)		New		Exact facilities TBC, but would include reception, training room, 1-to-1 rooms, wifi, printers, WCs and kitchen		3 minute walk from Picton Place stop for buses 301, 302, 308, 311, 349 and T11		Yes		Restart Programme

		Maximus - subcontractor		The Library, Park Lane, Newtown SY16 1EJB (outreach)		New		Exact facilities TBC, but would include reception, training room, 1-to-1 rooms, wifi, printers, WCs and kitchen		4 minute walk from Newtown Bus Station for buses 71, 81, 84, 86A, 86B, 86C, 775, T4, T12 and X75

8 minute walk from Newtown Station for Transport for Wales trains		Yes		Restart Programme

		Maximus - subcontractor		Tonypandy Library, 21 De Winton Street, Tonypandy CF40 2RA (outreach)		New		Exact facilities TBC, but would include reception, training room, 1-to-1 rooms, wifi, printers, WCs and kitchen		1 minute walk from Tonypandy Bus Station for buses 120, 121, 130, 172, 173, 920, 930, 972		Yes		Restart Programme

		Peopleplus office		Aberdare: 2nd Floor, Compton House, 4&5 Victoria Square, Aberdare		Existing 		Full IT suites, access to Job searching facilities		Central Town location, Bus stop and train station within short walking distance. Parking on site		Yes		Traineeships and Adults employability Programme

		Peopleplus office		Torfaen: Cwmbran Centre, Office 3 & 5, Part 2nd Floor, Powys House, South Walk, Cwmbran		Existing 		Full IT suites, access to Job searching facilities		Central Town location, Bus stop and train station within short walking distance. Parking on site		Yes		Traineeships and Adults employability Programme

		Peopleplus office		Merthyr: Offices 13-15 & 17, Crownford House, Swan Street, Merthyr Tydfil		Existing 		Full IT suites, access to Job searching facilities		Central Town location, Bus stop and train station within short walking distance. Parking on site		Yes		Traineeships, Business Entreprise centre and Community Support

		Peopleplus office		RCT: Principality House, 31 Taff Street, Pontypridd		Existing 		Full IT suites, access to Job searching facilities		Central Town location, Bus stop and train station within short walking distance. Parking on site		Yes		Traineeships, Adults employability Programme and Passport to Employment

		Peopleplus office		Neath Port Talbot:Cymric House, Bethany Square, Port Talbot		Existing 		Full IT suites, access to Job searching facilities		Central Town location, Bus stop and train station within short walking distance. Parking on site		Yes		Traineeships and Adults employability Programme

		Peopleplus office		Neath Port Talbot: Rooms 2.1-2.4, Market Chambers, The Parade, Port Talbot, Neath		Existing 		Full IT suites, access to Job searching facilities		Central Town location, Bus stop and train station within short walking distance. Parking on site		Yes		Traineeships, Adults employability Programme and Domestic Violence support.

		Peopleplus office		Carmarthen: office 2, Former Courthouse, Yr hen llys, Margaret Street, Ammanford, 		Existing 		Full IT suites, access to Job searching facilities		Central Town location, Bus stop and train station within short walking distance. Parking on site		Yes		Traineeships 

		Peopleplus office		Cardiff: Units 3.1 & 3.2 Hastings House, Fitzalan Place, Cardiff		Existing 		Full IT suites, access to Job searching facilities		Central Town location, Bus stop and train station within short walking distance. Parking on site		Yes		Adults employability Programme and ESOL Tuition

		Peopleplus Outreach		Carmarthenshire County Council Llanelli Main Public Library, 1-3 Vaughan St, Llanelli SA15 3AS		Existing 		Full IT suites, access to Job searching facilities		Central Town location, Bus stop and train station within short walking distance. Parking on site		Yes		Traineeships and Library Services

		Peopleplus Outreach		Monmouth: Palmer Community Centre, Pl De Cormeilles, High St, Chepstow NP16 5LH		New 		Full IT suites, access to Job searching facilities, café		Central Town location, Bus stop and train station within short walking distance. Parking on site		Yes		Trainesships and Adults Employability Programme, café 

		Peopleplus Outreach		Blaenau Gwent: Ebbw Vale Institute, Church Street, Ebbw Vale, 		New 		Full IT suites, access to Job searching facilities. Café		Central Town location, Bus stop and train station within short walking distance. Parking on site		Yes		Homelessness support, Mental Health services, Substance Misuse support and Café

		Peopleplus Office		Caerphilly:Sir Alfred Owen Way, Pontygwindy Road,  Caerphilly		New 		Full IT suites, access to Job searching facilities		Central Town location, Bus stop and train station within short walking distance. Parking on site		Yes		Adults employability Programme

		Peopleplus Outreach		Conwy: CAIS Ltd, Tŷ Dafydd Alun,36 Princes Drive,Colwyn Bay,Conwy,
		New 		Full IT suites, access to Job searching facilities		Central Town location, Bus stop and train station within short walking distance. Parking on site		Yes		Adults employability Programme, substance Misuse Mentoring, Veterans Support

		Peopleplus Outreach		Denbighshire: The Hub, 69-75 Wellington Road, Rhyl, Clwyd, 		New 		Full IT suites, access to Job searching facilities		Central Town location, Bus stop and train station within short walking distance. Parking on site		Yes		Adults employability Programme and adult community learning

		Peopleplus Office		Flintshire: Enterprise Centre, Rowley's Dr, Shotton, Deeside 		New 		Full IT suites, access to Job searching facilities		Central Town location, Bus stop and train station within short walking distance. Parking on site		Yes		Adults employability Programme

		Peopleplus Outreach		Powys: The Pavillion, Spa Road, Llandrindod Wells 		New 		Full IT suites, access to Job searching facilities		Central Town location, Bus stop and train station within short walking distance. Parking on site		Yes		Adults employability, music and arts community venue

		Peopleplus Outreach		Vale of Glamorgan:
Cardiff House Priority Business Park Vale Of Glamorgan, Barry 		New 		Full IT suites, access to Job searching facilities		Central Town location, Bus stop and train station within short walking distance. Parking on site		Yes		Adults employability Programme and self employement support

		Peopleplus Office		 Princess House, Princess Way, Swansea SA1 3LW		New 		Full IT suites, access to Job searching facilities		Central Town location, Bus stop and train station within short walking distance. Parking on site		Yes		Adults employability Programme and self employement support

		Pembrokeshire County Council (Futureworks)		Market Building, Melville Street, Pembroke Dock, SA72 6XS		Existing		Dedicated Futureworks customer centre 450 m2, dedicated IT suites and training rooms.  Open plan customer service centre. Private interview room, 2 x IT suites. 2 x training rooms, interactive whiteboards, refreshment facilities, shower and washing machine for customers in need		bus stop - main bus toure 30 m / train station 1/2 mile		Yes		Employability & Skills programmes

		Pembrokeshire County Council (Futureworks)		17 Cedar Court, Milford Haven, 		Existing		Dedicated Futureworks customer service centre/training facility - 87 m2, access to IT, a tea station with a microwave and fridge, a unisex WC.		Adjacent to Havens Head Business Park and Havens Head Retail Park.  Bus stop 50 m, train station 200 m		Yes		Employability & Skills programmes

		Pembrokeshire County Council (Futureworks)		19 Old Bridge, Haverfordwest, SA61 2ET		Existing		Dedicated Futureworks customer service centre/training facility on mezzanine floor, 250m2, access to customer IT, kitchen and toilets		Bus station 20 m / train station 0.5 mile		Yes		Employability & Skills programmes

		Pembrokeshire County Council (Futureworks)		3&4 St Mary Street, Cardigan, SA43 1HA		Existing		Dedicated Futureworks customer service centre, IT facilities for customers, small kitchen area and toilets		Bus station 100 m		No		Employability & Skills programmes

		Pembrokeshire County Council (Futureworks)		The Guildhall, Aberteifi, Ceredigion, SA43 1J		Existing		Community Centre, toilets and refreshments		Bus station 100 m		Yes		Community services - employability support

		Pembrokeshire County Council (Futureworks)		Pennar Community Hall, Pembroke Dock SA72 6TA		Existing		Community Centre, toilets and refreshments		Outreach based in centre of Communities First ward: Pennar		Yes		Community services - employability support

		Pembrokeshire County Council (Futureworks)		Monkton Swifts Social Club, Monkton Lane, Pembroke, Dyfed, SA71 4LP		Existing		Community facilities, toilets and refreshments		Outreach based in centre of Communities First ward: Monkton		Yes		Community services - employability support

		Pembrokeshire County Council (Futureworks)		Foundry House, Orange Way, Pembroke SA71 4DR		Existing		Community facilities, toilets and refreshments		Outreach based in centre of Communities First ward: Pembroke, St Mary North		Yes		Community services - employability support

		Pembrokeshire County Council (Futureworks)		The Hive, Goshawk Road, Haverfordwest, SA61 2UB		Existing		Community facilities, toilets and refreshments		Outreach based in centre of Communities First ward: Haverfordwest Garth 2		Yes		Community services - employability support

		Itec Training Solutions Ltd 		Cardiff: Crawshay Court, 6 Curran Road, Cardiff, CF10 5TG.



 		Existing		5,500 sq. ft. 5 training rooms on 2 floors . Separate private interview and counselling rooms and large meeting room. Kitchen facilities and reception area.		Adjacent to train and bus stations		Yes		We currently deliver our Welsh Government Traineeship and Employability Skills Programme from this site, and will integrate Restart from July 2021. 

		Itec Training Solutions Ltd 		Newport:115-116 Commercial Street, Newport, NP20 1LW.



		Existing		7,100 sq.ft. 8 training rooms plus a dry construction workshop. Fully operational café run by trainees. Traning routes -  Construction, Motor Vehicle, Hospitality, Childcare, Retail Customer Service and Bus Admin and reception area 		5 minutes walk from bus station.                        10 minutes walk from Newport Central train station.		Yes		We currently deliver our Welsh Government Traineeship and Employability Skills Programme from this site, and will integrate Restart from July 2021. 

		Itec Training Solutions Ltd 		Torfaen: 11 – 17 Caradoc House, Cwmbran, Gwent, NP44 1PP.



		Existing		3,300 sq.ft. 5 training and 1 interview room.  Kitchen facilities and reception area 		2 minutes walk from bus station.                           5 minutes walk from train station		Yes		We currently deliver our Welsh Government Traineeship and Employability Skills Programme from this site, and will integrate Restart from July 2021. 



		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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		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?  

		Itec Training Solutions Ltd 		Bridgend:  1st - 2nd Floors, Cambria House, Bridgend, CF31 1ED		Existing		5,500 sq. ft. 5 training rooms on 2 floors. Separate interview and counselling rooms.  Kitchen facilities and reception area . 		Adjacent to train and bus stations		Yes		We currently deliver our Welsh Government Traineeship and Employability Skills Programme from this site, and will integrate Restart from July 2021. 

		Itec Training Solutions Ltd 		Blackwood (Caerphilly): 81/81A High Street,Blackwood, NP12 1BA.


		Existing		5,500 sq. ft. 5 training rooms on 2 floors. Separate interview and counselling rooms.  Kitchen facilities and reception area.		2 minutes walk from bus station                                                    		Yes		We currently deliver our Welsh Government Traineeship and Employability Skills Programme from this site, and will integrate Restart from July 2021. 

		Itec Training Solutions Ltd 		RCT (larger premises will be sought): The Former National Union Of Mineworkers, Unit 1 Rooms 1-6 NUM Offices,Woodland Terrace, Pontypridd, CF37 1DZ




		Existing		1500sq. Ft 2 training rooms and 3 interview rooms. Kitchen facility and reception.		5 minutes walk from bus / train station.                         		Yes		We currently deliver our Welsh Government Traineeship and Employability Skills Programme from this site, and will integrate Restart from July 2021. 

		Itec Training Solutions Ltd 		Vale of Glamorgan - Barry CF63 4HG		New		Facilities include reception, training room, 1-to-1 rooms, wifi, printers, WCs and kitchen		8 minute walk to station, close to bus stops		Yes		Restart 

		Itec Training Solutions Ltd 		Ebbw Vale - NP23 6HP		New		Facilities include reception, training room, 1-to-1 rooms, wifi, printers, WCs and kitchen		3 minute walk from bus stop.  10 minute walk from train station		Yes		Restart 

		Itec Training Solutions Ltd 		Merthyr Tydfil - CF47 8DN		New		Facilities include reception, training room, 1-to-1 rooms, wifi, printers, WCs and kitchen		5 minutes walk from bus / train station.                         		Yes		Restart 

		Itec Training Solutions Ltd 		Monmouth - Abergavenny NP7 5 AU		New		Facilities include reception, training room, 1-to-1 rooms, wifi, printers, WCs and kitchen		5 minute walk from bus stops, 12 minute walk from train station		Yes		Restart 

		Itec Training Solutions Ltd 		Monmouth - Calicot NP26 4BG		New		Facilities include reception, training room, 1-to-1 rooms, wifi, printers, WCs and kitchen		3 minute walk from bus stop.  10 minute walk from train station		Yes		Restart 

		Itec Training Solutions Ltd 		Monmouth - Chepstow NP16 5XG		New		Facilities include reception, training room, 1-to-1 rooms, wifi, printers, WCs and kitchen		3 minute walk from bus stop and 15 minutes from train station		Yes		Restart 

		Itec Training Solutions Ltd 		Port Talbot - SA13 1PB		New		Facilities include reception, training room, 1-to-1 rooms, wifi, printers, WCs and kitchen		5 minute walk from bus station, 10 minute walk from station		Yes		Restart 

		Itec Training Solutions Ltd 		Pembrokeshire - Haverfordwest - SA61 2AL		New		Facilities include reception, training room, 1-to-1 rooms, wifi, printers, WCs and kitchen		3 Minute walk from bus station, 10 minutes from train station		Yes		Restart 

		Itec Training Solutions Ltd 		Pembrokeshire - Pembroke Dock SA72 6AL		New		Facilities include reception, training room, 1-to-1 rooms, wifi, printers, WCs and kitchen		5 minute walk from bus stop and train station		Yes		Restart 

		Itec Training Solutions Ltd 		Swansea SA1 5AG		New		Facilities include reception, training room, 1-to-1 rooms, wifi, printers, WCs and kitchen		5 minute walk from bus station, 6 minute walk from station		Yes		Restart 

		Itec Training Solutions Ltd 		Powys - Brecon - LD3 7AL		New		Facilities include reception, training room, 1-to-1 rooms, wifi, printers, WCs and kitchen		2 minute walk from bus stop		Yes		Restart 

		Itec Training Solutions Ltd 		Powys - Welshpool - SY21 7DA		New		Facilities include reception, training room, 1-to-1 rooms, wifi, printers, WCs and kitchen		5 minute walk from bus stop and train station		Yes		Restart 

		Itec Training Solutions Ltd 		Powys - Newtown - SY16 2QZ		New		Facilities include reception, training room, 1-to-1 rooms, wifi, printers, WCs and kitchen		1 minute walk from bus station 10 minutes from train station		Yes		Restart 

		Serco		Office Suites 1 - 6, Churchill Villas, 33-34 Churchill Way, Cardiff. CF10 2EA		New		Facilities include reception, training room, 1-to-1 rooms, wifi, printers, WCs and kitchen		3 minutes from train station, bus stop - 10 minutes from new bus station		Yes		Restart 

		Serco 		The Warehouse Building, 221 High Street, Swansea, SA1 1NW		New		Facilities include reception, training room, 1-to-1 rooms, wifi, printers, WCs and kitchen		2 minutes from bus station,  3 mintes from train station		Yes		Restart 

































































		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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				Appendix 8

				Restart 
Stakeholder /Integration Partner Relationship List				Restart Bidder		Serco		CPA		6



				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

				Advocacy Services North East Wales		Range of Advocacy support in North and East Wales		North/East Wales		[REDACTED] 		[REDACTED] 		Ancillary		No

				All Wales People First		Advocacy for people with Learning disabilities		CPA 6		[REDACTED] 		[REDACTED] 		Ancillary		Yes

				ALS / Tydfil Training / Merthyr College		Training Providers – additional training and learning for customers both pre-employment and in work.		Wales / Merthyr and surrounding areas		[REDACTED] 		[REDACTED] 		Ancillary		No

				ALS Training 		Apprenticeships and Vocational Training 		CPA 6		[REDACTED] 		[REDACTED] 		Ancillary		Yes

				Aneurin Bevan Health Board		Aneurin Bevan Health Board provide staff training, assessments and a priority referral route to those customers most in need, focus groups dealing with alcohol and substance misuse in conjunction with GDAS, CBT, needs assessments and resolution, GP referrals, bibliotherapy, online support/training and employment.		Newport Wide		[REDACTED] 		[REDACTED] 		Ancillary		No

				Anglesey County Council		Employability, Training, Venues, wide range of additional services		Anglesey		[REDACTED] 		[REDACTED] 		Ancillary		No

				Autism Directory		Autism support and guidance		South Wales		[REDACTED] 		[REDACTED] 		Ancillary		No

				Blaenau Gwent County Council		Employability, Training, Venues, wide range of additional services		Blaenau Gwent		[REDACTED] 		[REDACTED] 		Ancillary		No

				Bridgend County Council		Employability, Training, Venues, wide range of additional services		Bridgend		[REDACTED] 		[REDACTED] 		Ancillary		No

				Business In Focus		Business Support and Self Employment Support		South wales		[REDACTED] 		[REDACTED] 		Ancillary		Yes

				Business Wales		Provides information on flexible support service for small businesses, events, directories, opportunities and resources. Work to support clients developing new business start ups.		CPA 6		[REDACTED] 		[REDACTED] 		Ancillary		No

				Business Wales Business Hubs		Business Support and Self Employment Support / Co Working Space / Networking		CPA 6		[REDACTED] 		[REDACTED] 		Ancillary		Yes

				CAB		Financial help for customers, access to specialist debt advice, disability benefits and advice, housing advice, assists dealing with barriers and provides a holistic service		CPA 6		[REDACTED] 		[REDACTED] 		Ancillary		Yes

				Caerphilly Council		Lead Practitioner Forum. A network for all the training companies in the area		Caerphilly  		[REDACTED] 		[REDACTED] 		Ancillary		No

				Caerphilly County Council		Employability, Training, Venues, wide range of additional services		Caerphilly		[REDACTED] 		[REDACTED] 		Ancillary		No

				Caerphilly Training & Employment forum		Local provider network – sharing information, links, referrals, training etc		Caerphilly – with reach into other Local authorities		[REDACTED] 		[REDACTED] 		Ancillary		No

				CAIS 		Empowering Changing the lives of people affected by Ill Mental health and substance misuse		Wrexham, Conwy, Flintshire, North Wales, Denbighshire		[REDACTED] 		[REDACTED] 		Ancillary		Yes

				Calan DVS 		Domestic Abuse Support		Bridgend, Neath		[REDACTED] 		[REDACTED] 		Ancillary		Yes

				Cardiff Council		Employability, Training, Venues, wide range of additional services		Cardiff		[REDACTED] 		[REDACTED] 		Ancillary		No

				Careers Wales / Working Wales		Free advice, guidance and access to training to help you get into work or further your career, Sharing best proactive referral information and joint working for the benefit of Traineeship learners		Newport Wide, North Wales		[REDACTED] 		[REDACTED] 		Ancillary		No

				Carmarthenshire County Council		Employability, Training, Venues, wide range of additional services		Carmarthenshire		[REDACTED] 		[REDACTED] 		Ancillary		No

				Carmarthenshire Family Information Service( Communities for work)		Short courses / support		Carmarthenshire		[REDACTED] 		[REDACTED] 		Ancillary		No

				Case-UK		Access to Work Mental Health Support Service – in-work support and counselling for those struggling with mental health in work.		CPA 6		[REDACTED] 		[REDACTED] 		Ancillary		No

				Ceredigion County Council		Employability, Training, Venues, wide range of additional services		Ceredigion		[REDACTED] 		[REDACTED] 		Ancillary		No

				Chwarae Teg		Support for diverse workplaces 		CPA 6		[REDACTED] 		[REDACTED] 		Ancillary		No

				Coleg Ceredigion		Training / venues /		Ceredigion		[REDACTED] 		[REDACTED] 		Ancillary		Yes

				Coleg Gwent		Training / venues / 		Gwent		[REDACTED] 		[REDACTED] 		Ancillary		Yes

				Coleg Sir Gar 		Training / venues / 		Carmarthenshire		[REDACTED] 		[REDACTED] 		Ancillary		Yes

				Communities First Legacy project		Budgeting, money management, better off in work support		Pembrokeshire		[REDACTED] 		[REDACTED] 		Ancillary		No

				Conwy County Council		Employability, Training, Venues, wide range of additional services		Conwy		[REDACTED] 		[REDACTED] 		Ancillary		No

				Credit Union		Practical support, help and guidance for individuals confronted with debt and money problems.		CPA 6		[REDACTED] 		[REDACTED] 		Ancillary		No

				Deeside Business Forum		Networking opportunities and insights on local developments		Flintshire and Wrexham		[REDACTED] 		[REDACTED] 		Ancillary		No

				Denbighsire County Council		Employability, Training, Venues, wide range of additional services		Denbighshire		[REDACTED] 		[REDACTED] 		Ancillary		No

				Digital Skills project		Basic digital skills for life and work		Pembrokeshire		[REDACTED] 		[REDACTED] 		Ancillary		No

				Drug Aid		Help for individuals struggling with substance misuse		CPA 6		[REDACTED] 		[REDACTED] 		Ancillary		No

				Economic Growth Partnership		Aligning and supporting strategic plans throughout the Borough with representatives from all sectors.		Merthyr Tydfil		[REDACTED] 		[REDACTED] 		Ancillary		No

				ExperienceLabs		Participant Research		CPA 6		[REDACTED] 		[REDACTED] 		Core		Yes

				Families First Preventions		early intervention and preventative services working with a child or young person and their family and identifies and brings in further support services required to meet their needs.		Newport Wide		[REDACTED] 		[REDACTED] 		Ancillary		No

				Flintshire County Council		Employability, Training, Venues, wide range of additional services		Flintshire		[REDACTED] 		[REDACTED] 		Ancillary		No

				Flintshire Health and Wellbeing Forum		Joint working to cross refer customers who need multiple interventions to support them whilst looking for employment		Flintshire		[REDACTED] 		[REDACTED] 		Ancillary		No

				FOR Cardiff		Employer Networking, venues, 		Cardiff		[REDACTED] 		[REDACTED] 		Ancillary		No

				GAVO		Voluntary council for Wales		Caerphilly, Gwent Ebbw Vale		[REDACTED] 		[REDACTED] 		Ancillary		No

				GDAS		Drug and alcohol support		Caerphilly, Newport, Blaenau Gwent		[REDACTED] 		[REDACTED] 		Ancillary		No

				Grant Thornton		Economic and Labour Market Data		CPA 6		[REDACTED] 		[REDACTED] 		Core		Yes

				Growing Space		Mental Health Support		Newport		[REDACTED] 		[REDACTED] 		Ancillary		Yes

				Grwp Cynefin		Housing support, advice and guidance 		Denbighshire		[REDACTED] 		[REDACTED] 		Ancillary		Yes

				Grwp Llandrillo Menai		Management of Apprenticeship, Traineeship and Employability Skills Contracts		North Wales		[REDACTED] 		[REDACTED] 		Ancillary		No

				Gwent Association of Voluntary Organisations		Support the development and engagement of service users seeking volunteering opportunities		Newport Wide		[REDACTED] 		[REDACTED] 		Ancillary		No

				Gwynedd County Council		Employability, Training, Venues, wide range of additional services		Gwynedd		[REDACTED] 		[REDACTED] 		Ancillary		No

				Heads of Valleys Training 		Driver Training / CPC / Forklift etc 		South wales		[REDACTED] 		[REDACTED] 		Ancillary		Yes

				Hergan Construction		Mock Interviews / Work Experience 		Newport		[REDACTED] 		[REDACTED] 		Ancillary		Yes

				HWB Mentor Enterprise Hub		Self employment and Enterprise Support		Angelsey, Cwynedd		[REDACTED] 		[REDACTED] 		Ancillary		Yes

				Impellam		Employment Support		CPA 6		[REDACTED] 		[REDACTED] 		Core		Yes

				LAG Carmarthenshire		Support successful grant applications with advice and guidance 		Carmarthenshire		[REDACTED] 		[REDACTED] 		Ancillary		No

				Learning Disability Wales		Mental Health Support		CPA 6		[REDACTED] 		[REDACTED] 		Ancillary		Yes

				LLamu		Homeless support, Moving forward project, Mental Health		CPA 6		[REDACTED] 		[REDACTED] 		Ancillary		No

				Merthyr Partnership forum		Local provider network – sharing information, links, referrals, training etc		Merthyr Tydfill, with reach into other Local Authorities		[REDACTED] 		[REDACTED] 		Ancillary		No

				Merthyr Tydfil CBC		Employability, Training, Venues, wide range of additional services		Merthyr Tydfil		[REDACTED] 		[REDACTED] 		Ancillary		No

				MIND		Mental health Support		Caerphilly, Newport, Blaenau Gwent		[REDACTED] 		[REDACTED] 		Ancillary		No

				Mind / Hafal / Platform		Mental Health Support		CPA 6		[REDACTED] 		[REDACTED] 		Ancillary		No

				MIND Cymru		Mental health support		CPA 6		[REDACTED] 		[REDACTED] 		Ancillary		No

				Money Advice Service		Financial advice and support		North Wales		[REDACTED] 		[REDACTED] 		Ancillary		No

				Monmouthshire County Council		Employability, Training, Venues, wide range of additional services		Monmouthshire		[REDACTED] 		[REDACTED] 		Ancillary		No

				National Training Federation for Wales – regional Provider group members		Lobbying Welsh Government, sharing training provider best practice		CPA 6		[REDACTED] 		[REDACTED] 		Ancillary		Yes

				Neath Food Bank		Food bank		NPT		[REDACTED] 		[REDACTED] 		Ancillary		Yes

				Neath Port Talbot Council		Employability, Training, Venues, wide range of additional services		NPT		[REDACTED] 		[REDACTED] 		Ancillary		No

				NESTA		Career transition information, guidance and research		CPA 6		[REDACTED] 		[REDACTED] 		Core		Yes

				Newport Council		Employability, Training, Venues, wide range of additional services		Newport		[REDACTED] 		[REDACTED] 		Ancillary		Yes

				Newport Food bank/Jesus Cares/Trussell Trust		Support service users on tackling food poverty locally		Newport Wide		[REDACTED] 		[REDACTED] 		Ancillary		No

				Newport Live		Offering healthy eating and physical activity education for children identified through referral		Newport Wide		[REDACTED] 		[REDACTED] 		Ancillary		No

				Norman Industries		Disability support – range of services for people with significant health support needs, Access to supported employment and specialist disability support projects		Pembrokeshire		[REDACTED] 		[REDACTED] 		Ancillary		No

				PCC Housing Department		Housing support, advice and guidance – we will act as an advocate with this service		Pembrokeshire		[REDACTED] 		[REDACTED] 		Ancillary		No

				Pembrokeshire County Council		Employability, Training, Venues, wide range of additional services		Pembrokeshire		[REDACTED] 		[REDACTED] 		Ancillary		Yes

				Pembrokeshire County Council		Early Years Youth Support		Pembrokeshire		[REDACTED] 		[REDACTED] 		Ancillary		Yes

				Pembrokeshire County Council		Infrastructure 		Pembrokeshire		[REDACTED] 		[REDACTED] 		Ancillary		Yes

				Policy in Practice		Better Off Calculator		CPA 6		[REDACTED] 		[REDACTED] 		Core		Yes

				Poppy Factory		Employment Support for Veterans		CPA 6		[REDACTED] 		[REDACTED] 		Core		Yes

				Powys County Council		Employability, Training, Venues, wide range of additional services		Powys		[REDACTED] 		[REDACTED] 		Ancillary		No

				Prime Cymru 50+		Volunteering opportunities aimed at 50+		North Wales		[REDACTED] 		[REDACTED] 		Ancillary		No

				Regional Skills Partnership (RSP) – via Group Representative		The RSP co-ordinates allocation and delivery across the region on behalf of the Welsh Government		South East Wales		[REDACTED] 		[REDACTED] 		Ancillary		No

				Regional Skills Partnership Provider Group		Intelligence on regional developments, employment projects, skills needs of employers progress of North Wales Growth bid		North Wales		[REDACTED] 		[REDACTED] 		Ancillary		No

				Remploy Community Partnership Network		Provider network – sharing good practice and making best use of services.		CPA 6		[REDACTED] 		[REDACTED] 		Ancillary		No

				Rhondda Cynon Taff CC		Employability, Training, Venues, wide range of additional services		RCT		[REDACTED] 		[REDACTED] 		Ancillary		No

				Rhyl City Strategy		Provide a range of integrated services aimed at supporting people to flourish in work- combining health and employment support to improve wellbeing and employability		North Wales 		[REDACTED] 		[REDACTED] 		Ancillary		Yes

				RNID 		Support for people with hearing loss		CPA 6		[REDACTED] 		[REDACTED] 		Ancillary		Yes

				SAFE business Forum		Networking opportunities and insights on local developments		North Wales		[REDACTED] 		[REDACTED] 		Ancillary		No

				Salvation Army		Employability support, social barrier support		CPA 6		[REDACTED] 		[REDACTED] 		Ancillary		Yes

				Shaw Trust 		Employment Support		CPA 6		[REDACTED] 		[REDACTED] 		Ancillary		Yes

				Supported Business Alliance		Network of Supported Businesses across the UK, including Welsh SB’s. Providing guidance advocacy for Businesses working with L.D.		CPA 6		[REDACTED] 		[REDACTED] 		Ancillary		No

				Swansea City Council		Employability, Training, Venues, wide range of additional services		Swansea		[REDACTED] 		[REDACTED] 		Ancillary		No

				Thrive		Mental Wellbeing Support		CPA 6		[REDACTED] 		[REDACTED] 		Ancillary		Yes

				The Training and Learning Company		Adult  community education and training		Carmarthenshire		[REDACTED] 		[REDACTED] 		Ancillary		Yes

				Torfaen CBC		Employability, Training, Venues, wide range of additional services		Torfaen		[REDACTED] 		[REDACTED] 		Ancillary		No

				Town Centre Partnership (TTC Chair)		Supporting businesses in the Town Centre to develop, promote and grow their businesses by ensuring strategic and delivery plans are achieved.		Merthyr Tydfil		[REDACTED] 		[REDACTED] 		Ancillary		No

				University of South Wales		Training rooms, business support , training		South Wales		[REDACTED] 		[REDACTED] 		Ancillary		No

				University of Warwick Institute of Employment Research		Participant and Labour Market Research		CPA 6		[REDACTED] 		[REDACTED] 		Core		Yes

				Unlock		Ex offender support		CPA 6		[REDACTED] 		[REDACTED] 		Ancillary		No

				Vale of Glamorgan Council		Employability, Training, Venues, wide range of additional services		VoG		[REDACTED] 		[REDACTED] 		Ancillary		No

				WCVA		Head of voluntary sector in Wales		CPA 6		[REDACTED] 		[REDACTED] 		Ancillary		No

				Welsh Government Traineeship, Employability Skills and Apprenticeship		Skills development and job creation		North Wales		[REDACTED] 		[REDACTED] 		Ancillary		No

				WG Inclusive Apprenticeship and Disabled People’s Employment forums		Welsh Government forums to develop apprenticeships and employment opportunities for Disabled and Disadvantaged people. 		CPA 6		[REDACTED] 		[REDACTED] 		Ancillary		No

				Women’s Aid		Support for resolving issues around domestic abuse		Newport Wide		[REDACTED] 		[REDACTED] 		Ancillary		No

				Cambridge Econometrics		Economic and Labour Market Data		CPA 6		[REDACTED] 		[REDACTED] 		Core		Yes

				Wrexham City Council		Employability, Training, Venues, wide range of additional services		Wrexham		[REDACTED] 		[REDACTED] 		Ancillary		No
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				Restart
Stakeholder / Integration Partner Relationship List				Restart Shortlisted Bidder		Example Bidder Inc.		CPA		1



				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 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/integrataion partners  services.		Yes

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



				Stakeholder/ Integration Partner 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 Contrubution 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

				Example Healthcare		Health Consultations		CPA Wide		15.00%		0.50%		Core		Yes

				Example Mobility Solutions		Mobility Hire		South Yorkshire Only		0.50%		0.00%		Ancillary		No
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