[2.9.1]
Human Resources, Recruitment & Training

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

Your response should include:

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

o Where applicable, an average caseload should be provided with a rationale for why
this is considered appropriate

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

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

e 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

e A rationale for why you consider your proposed staffing level to be appropriate for
this provision and how you will manage this as volumes increase and decrease over
the life of the contract

Insert your response in the pre-set, shaded space on the following pages. Your
response MUST be limited to 2 sides of A4.




The proposed staffing level is appropriate for the provision, based on analysis of
caseload sizes, ancillary services, participant flows and our performance offer. All of
the below FTE figures refer to contract peak, however we will ramp up and ramp
down staff numbers in line with the above analysis, as shown in our pricing proposal
spreadsheet. For example, we only reach our full Caseworker quota after
REDACTED months delivery, as we will have fewer participants on caseload early
on.

REDACTED Contract Manager (REDACTED FTE): Responsible for: driving
performance and ensuring quality/compliance; line managing Caseworkers,
Employer Account Managers (EAM) and the Engagement Officer (EO), including
monthly meetings, against agreed KPIs; supporting any underperforming staff
members through our REDACTED methodology; and addressing any
guality/compliance issues identified through monitoring activities. They will have at
least two years’ experience of managing relevant programmes and hold or work
towards a Leadership & Management L5.

REDACTED Caseworkers (REDACTED FTE): Caseworkers will manage a
participant’s entire journey to employment and act as the focal point of their
REDACTED through Assessments, Action Planning and Progress Reviews. They
will build a trust-based relationship with the participant, enabled by their exceptional
communication skills, knowledge of how to tackle barriers, and empathy. They will
coordinate the REDACTED, and manage the participant’s journey into work. They
will have at least two years’ experience in a similar role, and hold or work towards
Information, Advice and Guidance (IAG) or Employment Related Services (ERS)
level 3.

REDACTED EAM (REDACTED FTE): Will work with participants and their
Caseworkers to understand specific job needs and preferences, and be the
guardians of our Candidate Pool — ensuring we only put job ready, highly motivated
candidates through to employer vacancies. They will: engage with existing partner
employers and new employers; craft work tasters and work placements; advocate on
the participant’s behalf re workplace needs; and maintain a comprehensive employer
database. They will be recruited on the basis of their knowledge of the local labour
market, existing employer links and relevant experience, and will hold or work
towards ERS level 3.

REDACTED EO (REDACTED FTE): Will collaborate with local community
organisations to ensure a substantial referral network, building on existing liaison we
have undertaken as part of the bid process. They will be targeted on securing the
profiled number of participants onto the programme, and will undertake eligibility
checks with each participant, helping the onboarding process for new starters. They
will be employed on the basis of their charisma and communication skills, extensive
knowledge of Coast to Capital’s local services, and links with local organisations
including VCS organisations. EOs will hold or work towards ERS level 2.
REDACTED Compliance Coordinator (REDACTED FTE) will complete checks on
REDACTED% of participant files through online spot checks and formal monthly file
audits. They will also be responsible for: annual self-assessments; the collation and
analysis of feedback; and complaint trends, feeding into our Service Improvement
Process. They will be employed on the basis of their organisational skills, and
experience in comparable roles, particularly within a DWP/ESF context. Compliance
Coordinators will hold or work towards ERS level 3, or other relevant qualifications at
that level.

REDACTED Administrator (REDACTED FTE): Will undertake administrative tasks




necessary for the smooth running of the service, as well as supporting compliance
e.g. job evidencing. They will support claimant tracking following programme
completion. They will be experienced in the role, and hold or work towards Business
Admin level 3.

Subcontracted Staff (REDACTED DTE): From our end-to-end specialists
REDACTEDand Specialist subcontractors REDACTED. Our specialists will provide
services for one or two days a week in each centre.

Indirect Staff (REDACTED FTE): Our REDACTED will have overall responsibility
for contract performance. She will line manage our Contract Manager. Quality and
Compliance Manager, REDACTED will oversee the Compliance Coordinator and
contract compliance/safeguarding. Further support will be provided by: HR Manager,
REDACTED, who will ensure requisite, appropriately trained staff to deliver the
contract; Facilities Manager, REDACTED will fit out premises, provide configured IT
hardware and deliver ongoing IT support; Ml Manager, REDACTED will monitor and
analyse performance, as well as providing data security support; and CEO,
REDACTED will provide overall strategic direction.

Caseloading Through our CoS Model

Each Caseworker will be responsible for an average caseload of REDACTED. In
addition, due to our REDACTED model, participants will benefit from extensive
ancillary support, including from EAMs and our REDACTED partners, which each have
best-in-field specialism. This is comparable to both DWP SES and Work Choice
(contracts for voluntary patrticipants).

Staff Recruitment, Training and Retention

Of staff detailed above, we anticipate that up to REDACTED% could be transferred
from other contracts (e.g. Work Programme) and the rest will be externally recruited.
We have developed job specifications for all roles. Upon contract award, roles will be
advertised on the KS website and across dedicated recruitment websites, including
Universal Jobmatch. CVs and covering letters will be sifted according to robust
selection criteria, with successful applicants invited to complete competency-based
tests and undertake interviews. All staff will be DBS checked and all references
will be taken up prior to staff start dates. Our commitment to staff is reflected by
our Investors in People Gold Award. All DWP/ESF Coast to Capital staff will
undertake a week-long induction where they will receive training covering: our
REDACTED CRM,; record-keeping and auditing; the REDACTED delivery model;
specialist issues for priority groups, trained by our partners e.g. REDACTED; and
relevant processes. New employees will undergo a further REDACTED weeks on-
the-job training, as well as Safeguarding, Conflict Management and Equal
Opportunities training. Through our performance and quality monitoring and
management, we will identify when individuals require further training. If trends are
detected, we will arrange roll-out of training to all relevant staff. We will offer
continuing professional development through ERS and IAG qualifications, as well as
apprenticeships if relevant. Managers provide mentoring for each member of staff -
one-to-one monthly meetings and quarterly appraisals will support retention and
progression.

Managing Sickness/Absence and Changes in Flows

Through our HR online portal, on which all staff are trained, we are able to monitor
all sickness/absence levels, and scrutiny of employees’ REDACTED scores is part of
our performance management and service improvement processes. Likewise, we
are able to detect any changes in flows through our comprehensive Ml suite. This
will enable us to anticipate and mitigate staff absence and volume fluctuations.




Where short-term issues occur, we will be able to flex our service, drawing on
existing staff in the area. KS delivers Work Programme in Brighton and Worthing,
through REDACTED staff, as well as our national DWP SES contract, on which
REDACTED local staff are employed. Our major subcontractor REDACTED also
delivers Work Programme locally, and will shortly start its REDACTED provision, and
as such is able to draw on a pool of existing staff. Our strong recruitment capacity
means we can hire and train new staff quickly when long term fluctuations occur.




