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Award Criteria -
Technical Merit -
Security

9.The Contractor must take all due
care of the packages and pallets
passing through its network, from
collection to delivery, to ensure
packages and pallets are delivered
with their contents intact. The
Contractor must notify the DfE of any
packages and pallets that become
damaged and take action to repair the
damage in consultation with DfE. The
Contractor must have established
quarantine processes in the event of
damage being caused. Please provide
detail on how you would meet this

requirement including details of internal

reporting and quarantine processes.

| advice file would necessitate for the entire pallet to be sealed and

Parcelforce Worldwide undertakes to ensure that all pallets collected from
collation providers and injected into the Parcelforce Worldwide network
will be afforded full traceability via the scanning process and that we are
committed to maintaining the integrity of the pallets whilst being routed
through our network. Any pallets that incur accidental damage during
transit would be identified and fedback to the DfE in a timely manner. The
damage would be accessed and managed in conjunction with the DfE and
the |nc1dent uploaded to LIL

On arrival into depots packages contained on pallets are subject to a
rigorous reconciliation process, any variances discovered against the pre-

quarantined within the depot environment. DfE will be notified in
accordance with established escalation processes. A similar process is
adopted for single packages collected and distributed through the
Parcelforce Worldwide network. At any stage during the processing of
these items it is identified that a package has been damaged the account
team is notified, photographs produced and circulated to the DfE. The -
item will be held securely in the depot, DfE and the Parcelforce Worldwide |
account team will agree actions which will be communicated to the depot.
Communication briefs will be issued prior to any series highlighting the
required procedures to be-adopted along with Account team contact
details.
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{ Parcelforce
Worldwide

Award Criteria -
Technical Merit -
Security

11. Please describe your procedures
and internal processes for responding
to the following types of security
incident,

- missing package/pallet,

- address error,

- mis-delivered item,

- stolen vehicle/theft, and

- disputed delivery.

Please describe the
systems/databases used to record
security incidents.

Piease provide the number of
consignment losses (irretrievably lost)
over the last 3 years and provide as a
statistic what the losses are as a
percentage of overall consignments
delivered. : '

Missing package/pallet

' Keystage - Please see attached (Process maps keystage 2012), this

outlines the handling and process for both pallets and packages for this
exam series and details exception management procedure.
GQ - If at any stage a GQ package is identified as unaccounted for in the

‘depot environment the following actions are followed immediately.

* Confirm last scan point
» Full search of the last known location, depot or delivery vehicle, to be

‘conducted
| * Retrace the route that the driver will have taken back to the Iast know.

confirmation of where the item was last seen.

« Conduct driver.interview

+ Contact the Account Team confi rm|ng the incident nature, consignment
number, address details for the item and driver interviews. -

* The Account team will escalate in accordance with the DfE incident
Management plan and engage the RMG Securlty Team where

. appropriate

Address error.

If a package is scanned as an address query then either the help desk or
account team would contact the DfE/AO via LIL for updated address
details. Once new address details have been clarified the package is
scanned back to route for delivery the next working day. i

Mis-delivered item

If an item is identified as being mis-delivered, then the package would be
recovered on the same day subject to appropriate notification (please
refer to Technical Merit — Delivery Requirement — q11). Upon return to the
delivery depot the package is inspected with the details being fed back to
DFE/AQ through the LIL system. If packaging is intact the item will be
scanned to route for delivery the next working day or appropriate action is
taken in accordance with DfE instruction.
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" Stolen vehicle/theft

If a vehicle is stolen then the local depot will escalate to the RMG Security

‘“Team and contact the Police to report the incident and obtain relevant

crime reference number. An incident report is completed immediately by
the delivery depot lead manager which outlines the details and specifically
asks if Exam items are involved. If exam items are on the vehicle then the
Account team would be alerted at the same time as the security team.
Once it is confirmed that material belonging to a DfE programme is
involved, DfE will be advised at the soonest opportunity using the agreed
DfE incident management plan and escalation process

Disputed delivery.

A disputed delivery is where the tracking is confirmed as delivered but the
recipient has claimed not to have received the item/s. Initial checks would
be made against the information held against the package number
utilising our full track and trace system. GPS tracking system will be used
where applicable; this will further assist with confirmation of events.  If the
above does not resolve the situation the depot management team will be

{ requested to conduct a driver interview on return to the depot. This

information is then passed to DfE/AO to complete their investigation. if
this is not resolved the RMG Security Team is made aware of the incident
whilst further investigations take place

Systems/databases

All reported Security incidents are held on a central RMG security '
database; Parcelforce Worldwide will- update the DfE Right Now LIL

_system with all reported incidents

Consignment losses

Total level (All claims Loss only)

Parceiforce Worldwide loss claims paid as a percentage of delivered
volume was

FY 10/11 —0.01%, FY 11/12 - 0.01%, YTD 12/13 - 0.006%
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Award Criteria -
Technical Merit -
Security

Parcelforce
Worldwide

13.At the end of each shift the
Contractor must ensure that all drivers
are debriefed and that anything
reported that is out of the ordinary, and
relating to DfE collections or deliveries
is recorded. Please detail your current
processes for debriefing drivers and
recording what is reported and provide
details of-the format of the information
you would keep for DfE.

business processes which are enhanced during the exam programmes to

Please see attached process maps for-the debriéﬁng on the delivery
process and separately for the collection phase, these are standard

reflect the sensitive nature of educational material. In addition to these
processes our exams helpdesk are actively engaged in contacting depots
and de-briefers during Key Stage despatches to identify exceptions and
relevant mitigating circumstances. Incidents relating to DfE items will be
recorded centrally on the LIL system and also on the M! provided during
each programme. :
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Award Criteria -
Parcelforce | Technical Merit -
Worldwide | Interfacing with
external parties

2.The Contractor must provide
technical assistance to the Collation

‘Supplier and Awarding Organisations

to allow those organisations to produce
consignment labels with a barcode
which the Contractor will be able to.
readily use to scan packages in and
out of the Contractor's network. The
Contractor will need to provide facilities
on their site, to assist, if required, the
Collation Supplier-and Awarding
Organisations with consignment label
production. Please provide details
where available of any web based
solution that can be provided to
Examination Centres which will enable
them to self generate labels with
barcodes for immediate use. Please
provide detail on how you will meet the
above requirements.

 Parcelforce Worldwide have ‘work.ed closely with the Awarding

Organisations over the past few years to enable the development and
deployment of labels for Examination Centres and ensuring that the
relevant pre-advice is received into our IT infrastructure in a timely
manner. Our IT team will provide the label specs and pre-advice formats
to be used, furthermore we are currently developing an online solution
that will enable remote centres to securely book collections and produce
barcoded labels without the need for a log in process or publicising a

contract number to be used. We anticipate this to be available by Apnl

2013.
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Parcelforce
Worldwide

Award Criteria -
Technical Merit -
Interfacing with
external parties

4.In addition to the Contractor
providing technical assistance for the
printing of barcodes and addresses on
consignment labels, please provide
further detail on what assistance you
would be able to provide to the
Collation Supplier and Awarding
Organisations for the production of
consignment labels. Please indicate if
you will be able to source consignment
labels or provide the equipment for
their production. -

The existing process and label formats have been adopted by all the AO's
and overseen by the DfE, however Parcelforce Worldwide would be
prepared to offer additional assistance where it was required should this
be the case.
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Award Criteria -

6.The Contractor must specify to the.
Collation Supplier or Awarding
Organisations the packing format of
bulk collections, such as, -

- pallet/box size,

- max. weight,

- pre-advice data format i.e. packaged
by delivery postcode, contractor depot

Parcelforce Worldwide will work with the collation provider and DfE to
understand the planned fall to ground volumes for-each series and define

‘these by delivery depot, Parcelforce Worldwide will then propose a

loading plan which details the total pallets required by day for each of thé

depots. The collation provider will on receipt of this information confirm the |-

number of items loaded by pallet which will align with the pre-advice data.
The profile of the boxes being used will dictate the number of items
loaded to a paliet and therefore the number of overall pallets required

Page 57 of 83

S\Iagﬁggv?gze ;I;\etgpfggi'gl\cveltrrlmt T ?t?measn : ales and frequency of within the despa.tch, this information is shared by the 'collatioq provider
external parties collection during the planning phase. Once the load plan _has been confirmed
The Collation Supplier and Awar dmg Parceiforce Worldwide will liaise with the collation provider tq ensure that
Organisations will provide delivery the preferred despatch plan can pe achieved and any alterations are
address information prior to and during discussed an__d agreed prior to series commencement. Parcelforce ‘
each exam series. Please describe W_orldwide'wm support the despatch programme by placing staff onsite
making reference .to supporting ! prlor.to and during despatchphasg and iq conjunction with ﬁhe collation
evidence/examples, of how you will _ g:g\élr(li:; olzcr:cc‘;zl(fac;rgi \é\écl)ichczji \Fl)vcl)ltl provide an up to date list of fall to A
meet this requirement. , o : ) '
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‘Parcelforce
Worldwide

Award Criteria -
Technical Merit -
Deployment

1.The Contractor shall have sufficient
vehicle, depot, hub and staff resources

and capacity to meet the requirements -

of DfE programmes. Special attention
should be made to the summer exam
series where peak volumes of package
collections can reach approximately

50,000 packages per day and

approximately 185,000 packages per
week, plus the subsequent delivery of
these packages and thus there could
be a total of 100,000 packages in the
network in a single day. Please
demonstrate you have the capacity to
cope with peak volumes during an
examination series. In addition, please
detail how flexible you are to changes
indemand.

As a'leading provider of time-guaranteed express deliveries, with the
ability to reach all 27 million UK addresses. Employing 4,400 staff,
Parcelforce Worldwide operates a hub and spoke system with 52 depots
and state of the art hubs in Coventry.

The key to our reliability and efficiency lies in our Coventry hubs, one for
UK parcels and the other for international. Our highly automated tracking
and sorting centre covers 43 acres and can handle up to 32,000 parcels

an hour. At peak times we take delivery of a fully laden vehicle every 45

seconds which makes us one of the largest and most efficient snngle-sﬂe
sorting operations in Europe

Peak Plannihg

Parcelforce Worldwide operational planning for each exam series starts 3
months prior to the start date to ensure that sufficient resource is available
and trained for the anticipated rise in traffic volumes. Operational

‘Meetings are held between all key stakeholders (both internal and

external) to discuss forecasted volumes and total network capacity

130314 Parce
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requirements. As the test series approaches, regular meetings with all
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relevant departmenfs within Parcelforce Worldwide continue to be held to
ensure that there are no compllcatlons and to ensure that robust plans are
in place

Volume of Work

Due to the size and scale of our network we are umquely posmoned to be |

able to flex staff and vehicles as required to meet any fluctuations in
volumes, which is routinely tested across our business during peak
penods

m We access additional workmg hours either through overtime or where
necessary using fully vetted temporary staff.

m Our fleet of vehicles can be flexed as required and we have contracts in »

place that enable us to hire vehicles at short notice.

Unexpected Workload Variations

We work in partnership with our customers to understand likely peaks in

demand and resource accordingly. We will explore a variety of options to
further manage workload variations such as: managing the contract over

| more than one site or using a core resource of agents for periods of

minimal volumes with an overflow to multi-trained agents in a bureau -

environment during peak periods. In addition we also have the flexibility to -

apply back office resource to manage peaks of call activity, which
provides us with significant ‘stretch’ in resource.

The Network

Our networks are controlled and monitored by a 24/7 central control
enabling drivers to be diverted away from problem areas. Drivers can
report accidents, emergencies or breakdowns through the control centre
by in-cab communication. Services are normally back on the road through
repair or replacement within the hour.

Parcelforce Worldwide also has the added benefit of being able to access

substantial trailer resource of over 3,000 units from the Royal Mail Group.
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Award Criteria - |
Technical Merit -
Deployment

Parcelforce
Worldwide

3.Awarding Organisations must have
access to appropriate management
information (in electronic format) as
soon as possible, but no less
frequently than daily, in respect of
collections and deliveries and any
problems. As a minimum requirement

it must be possible to cross reference
_the Contractor's

consignment/shipment/ID number with
each collection point and individual
package. Please provide detail on how
you would meet this requirement.

Parcelforce Worldwide provide daily reports for the DfE and all engaged
AO's across the relevant series. The reports contain all volumes posted
during that series, a breakdown of exceptions which are currently
identified as undelivered. The DfE have sight of all data pertinent to all
AO's whist the individual AO's will only have sight of their individual traffic
volumes. See attached.
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Parcelforce
Worldwide

Award Criteria -
Technical Merit -
Deployment

5.The Contractor must ensure that it
retains the capacity to provide the
service during the examination
seasons detailed in the specification.
Please describe how you will ensure
that the necessary resources will be
available to provide the required _
service. Please provide details of other
customers/contracts, which will require
significant amounts of resource during
the period and describe the allocation
process where customers/contracts are
competing for resource.

In order for Parcelforce Worldwide to maintain is consistently high levels
of quality of service, we have an established procedure for year round
volume forecasting, to ensure that we maintain an accurate focus on the
level of resource required to deliver the service expected of our clients. At
present we are not aware of any other customers/contracts which would
require significant levels of resource during the high volume summer
series. Parcelforce Worldwide educational contracts are prioritised when
being reviewed operationally within the business
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Parcelforce

Award Criteria -

. Technical Merit -

7.The Contractor must broduce, and

provide to DfE for approval prior to use,

its own internal communications /
training material and awareness
strategy to ensure that drivers, depot
managers and other staff understand |
DfE requirements. In particular the

material must emphasise that, the loss”

of a test paper or test script will have
serious implications for all students
involved. An unmarked exam script, is

Ahead of each exam programme, Operational Bulletins are sent out to all

“operational managers in the business, detailing the correct collection and .

delivery processes to be adhered to at all times. Particular emphasns is
placed on the implications of the loss of an exam paper. These messages

- are in turn cascaded through to all frontline employees via WTL briefs

(Work Time Learning) which are carried out weekly. Key messages are.
also displayed on the plasma tv screens in all units reiterating the
processes to be followed. A further reminder to drivers around compliance |
to the correct processes is communicated through the means of a driver
pocket sized guide, which drivers carry with them during exam
programmes. Internal communications also take place between ourselves -
and our sister businesses Post Office Counters and Royal Mail, ensuring

Deployment ' lrzzﬁ:?;eaayb:]zsgdatcri]:tlr?rﬁ‘;;fa??me::cr? t/r\lleyl ce;re dfuIIy aware of the contract and also of the correct Parcelforce
. _ orldwide processes.

g?eissetléiigtﬂsb;u:‘%ﬁ 5;?18\5)viitlf1"‘ As a key reinforcing message for the commencement of the Key Stage

communicate DFE's re quirements to programme the Account team attend_s senior Area Team’ operational

your workforce directly involved in the meetings across England to emphasise awareness of the key

provision of the service paying requirements including, security, adherence to specific operatlonal

particular attention to th,e collection -| procedures and professional conduct at all times.

delivery requireménts and scanning’ Brgnded Yellow pe_ns cgrrymg the Exam team motto “Ensure our

(track and trace) requirements | children’s future is safe in your hands” are issued to all teams across the
) business as a constant reminder.- '
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Parcelforce
Worldwide

Award Criteria -
Technical Merit -
Supporting
Examination Centres
and Markers '

1.The Contractor must provide a
Helpdesk function to all- DfE
stakeholders in relation to all elements
in the DfE logistics activities, where the
expected primary method of contact
shall be by telephene. The Contractor
must provide a tailored seasonal '
support service, which is staffed
accordingly and is readily accessible,

‘to enable queries to be promptly and

efficiently resolved in a satisfactory
manner. This seasonal Helpdesk
facility must be provided for use by DfE
stakeholders only and must have a
dedicated telephone number. Please

~describe, making reference to

supporting evidencef/examples, how
you will meet this requirement.

The Parcelforce Worldwide exams helpdesk in Milton Keynes provides a
dedicated phone line in order to deal with all queries promptly and
efficiently. The desk is open from 8am to 6pm during an exam series and
8.30am to 5pm outside a series, Monday to Friday. During the summer
2012 exam series, the team handled over 6,000 calls and also dealt with
3,500 enquiries. They also processed 2;500 adhoc centre collection
bookings online. In terms of the performance of the desk; they achieved
100% grade of service {calls answered with the SLA of 0-15 seconds) with
no abandoned calls. 100% of all enquiries received into the desk where
closed down within the agreed targets. ’
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Award Criteria -

-Technical Merit -

Supporting
Examination Centres
and Markers

Iforce — Annex AV1

3. Prior to the start of the contract, the
Contractor must provide and agree
with DfE plans for the operation of the
seasonal Helpdesk which must include,
a) detailed staffing levels,

b) a list of named Helpdesk operators,
supervisor and manager including their
direct contact details. }

c¢) complaints and escalation policies
and procedures,

d) training materials,

e) FAQ processes,

f) overview of staff training plans

g) call/femail scripting to be used by
operators, and

h) setup and scripting of helpdesk

‘messaging {e.g. out of hours message)

as well as any interactive voice
response (IVR) that may be-in place.
Please provide an overview on how
you will meet the requirement and
describe the process you will use to
finalise and agree the plans priorto the
commencement of the contract.

. Government Procurement Service — Seasonal Courier Services Framework Agreemenit - RM1008

Full project plan will be made visible to all key stakeholders to ensure
implementation within timescales and to make sure all elements of the
programme are covered. This plan will be amended leading up to the start
of the programme and used as a review document.. For information we
have attached the induction training pack used for Exam Helpdesk staff
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Parcelforce
Worldwide

Award Criteria -
Technical Merit -
Supporting
Examination Centres
and Markers

5.The Contractor must provide a
Customer Relationship Management
(CRM) system, that will be used to
monitor helpdesk service and log calls,
including categorisation. Records
produced from the system should be
kept for a minimum of 18 months.
Please provide details of the system
you intend to use, including the types
of reports that can be generated, and
how the records will be stored

The CRM system used by the dedicated helpdesk captures the call
date/time, centre number (If applicable) centre name and postcode, depot
the centre is attached to, reason for the call {category) which in turn
allows us to generate the attached daily report to the DfE. All records are
stored within a password protected environment in line with business wide
security protocols. All records generated from the system are held for a
minimum of 18 months.

Parcelforce
Worldwide

Award Criteria -
Technical Merit -
Supporting '
Examination Centres
and Markers

7.The Contractor must ensure that it
has the flexibility to expand capacity to
respond to any requirements for peak
periods of inbound calls and any
outbound call campaigns, such as
booking scheduled collections. Please
describe, making reference to
supporting evidence/examples, how
you will meet this requirement.

With full planning any requirement can be covered by the Helpdesk Team.
It is recognised that unforeseen requirements may occur during a
programme so besides the direct Exam Desk Team we have the flexibility
of utilising the wider Platinum Desk Team and the Customer Service
Teams at Depots. : o

It should be noted that despite changes in requirements the Exam Desk
Team have always provided the level of service and response needed,
reflecting the high level of planning-and implementation that experience
has brought to the Team. '
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Award Criteria -
Technical Merit -
Supporting _
Examination Centres
and Markers

Parcelforce
Worldwide

9.The Contractor must host dedicated
pages on'its website for the DfE
programme providing information to
Examination Centres and markers
such as, but not limited to, the process
for making collection bookings and
frequently asked questions. Please
provide detail on how you would meet
this requirement. Include in your
response any experience you have of
providing a similar service for other
customers.

The existing dedicated Parcelforce Worldwide DfE web site allows Exams
Officers to book their collections, Examiners to arrange their redeliveries
and also provides both parties with Contacts, Service Guides and Useful
Information and enables both parties to locate their nearest Post Office
Counter or Parcelforce Worldwide depot. There is also a Latest News
page which we can update at any time to provide useful information to all
parties. This is a unique offering for the education related accounts.

http://www.parcelforce.com/education/dfe
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Parcelforce
Worldwide

Award Criteria -
Technical Merit - -
Project and Account
Management and
Governance

1.DfE may require additional
governance requirements of the
Contractor in respect of attendance at
‘meetings, project management
documentation, reporting etc and
where required these will be detailed in
the Call Off Contract/Order. The
Contractor must participate in any .
governance arrangements as specified
in the Governance schedule. Please
describe, making reference to
supporting evidence/examples, how
you will meet this requirement.

Noted and agreed. Details of potential additidnal governance will be
required to fully answer this question and can be confirmed as part of the
call off contract/order '

130314 Parce
Page 70 of 83

Iforce — Annex AV1




Government Procurement Service — Seasonal Courier Services Framework Agreement - RM1008 \

130314 Parcelforce — Annex A V

Page 71 of 83




:3.The Contractor must grant DfE
representatives access to their site and
visibility of all the processes and :

systems they are using on DfE's Parcelforce Worldwide are happy to grant DfE access to any of its site.s.

. ?ewc?r:gi c(:;rlltl(\allré?it-- Ezralg u:'ir::z eDfEnrggs{viz ;clht; right to ‘Under normal circumstances we would request 48hrs notice to be given
Parcelforce . ry p 9q : prior to any visit and all visits will be accompanied by a Parcelforce
- Project and Account assurance audits of work to be h S ) : - .
Worldwide ‘ - Worldwide representative. Parcelforce Worldwide will assist DfE or its
Management and undertaken, work in progress or work_ independent auditors by providing any documentation directly.related to
Governance : completed. Please confirm that you will : ) ‘ :

grant access to any site involved in the _the services being provided for the DfE under this contract.I .

delivery of the service and provide
details of the assistance you will
provide to the audit process,

1130314 Parcelforce — Annex AV1 ' , I . |
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Parcelforce
Worldwide

Parcelforce
Worldwide

Award Criteria -
Technical Merit -
Project and Account:
Management and
Governance

Award Criteria -
Technical Merit -
Project and Account
Management and
Governance '

7.The Contractor shall manage risks
and issues and should, :

a) have a process for recording,
evaluating, monitoring and reporting
issues and risks both internally and to
DfE;

b) mitigate identified risks;

c) supply a risk and issues register to
DfE; and - .

d) highlight any issues affecting the
delivery of DfE materials in the times
and format indicated in the DfE's
incident management plan.

Please confirm compliance and provide
evidence to support your risks and
issues management. Include in your .
response details of any risk
management accreditations held.

9.The DfE supports innovation and the
Contractor will be required to support
DfE in achieving continuous :
improvement. Please confirm your
support of this and detail your internal
change management process.

Parcelforce Worldwide maitains an internal buisness continuity plan
detailing risks and issues for our overall operation (please see attached)
additionally we will continue work with the DfE to indentify and manage
risks and issues specific to DfE examination series

Please see attachéd innovation and continuous improvement document
which confirms our support of innovation. Also included is a copy of the
Parcelforce Worldwide internal change management process.
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.| Parcelforce
Worldwide

Award Criteria -
Technical Merit -
Project and Account
Management and
Governance

11.Upon award of any contract made
as a result of this competitive exercise,
the Contractor must plan their resource
allocation for the implementation of the
service for the start of the 2013
academic year. Using the information
provided in the specification, please
provide an outline implementation plan.

Your response should include, but

should not be limited to, network
preparation, staff training,
communication strategy, provision of a
Helpdesk and website setup, and

‘systems setup.

As Parcelforce Worldwide are the incumbent supplier to the DfE for
Seasonal courier services no implementation will be required to continue
with collection and delivery services for the existing examination series.
However prior to any series commencement we work to strict planning
and rollout timelines as detailed below

Planning

Parcelforce Worldwide operational planning for educational exam series
starts 3 months prior to any main series; defined stakeholders within the
business are engaged to ensure that sufficient resource is available to
deliver against forecasted volumes and inline with network capacity
requirements. As the series approaches, regular meetings with all relevant
departments within Parcelforce Worldwide and DfE/key stakeholders
continue to be held to ensure that robust plans remain in place. These .
plans continue to be revised as improved forecast volumes are provided
up to the start of each series. ’

Please see attached Planning document which details planning,
forecasting, communication (internal and external), helpdesk resource,
operational resourcing and driver briefing rollouts as well as training
materials. :

Communications

During each exam session, information is sent out in several different
ways to ensure a broad cascade of necessary information to all relevant
staff. Specific briefs are developed for drivers, depot staff, hub staff, help
desk personnel, Royal Mail and Post Office Counters. Additionally, in the
summer a Driver Pocket Guide (as attached) which outlines basic
collection/delivery information specific to each exam contract and yellow
branded pens (carrying programme strapline) are produced. This is
designed to be an instant reference guide for the driver that he/she can
keep in their pocket; it also includes contact details for the exam team and
help desk. Prior to and during each series weekly WTL (Work time
learning) meetings are held in which briefings are provided outlining key
procedures and enforcing the guidelines for the handling of exam
materials. This is reinforced with key messages and information displayed
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through plasma screens positioned at all locations within the business.
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Parcelforce
Worldwide

Award Criteria -
Technical Merit -
Application of KPI's

2. Please confirm how you will adhere
to the stated service levels for Failed
Collections (method of calcuation to be
agreed between Contractor and DfE)
making reference to the procedures
and systems you will use.

The past three years has seen PFW consistently achieving the service
levels for reported failed collections through stringent adherence to
collection planning, scheduling and local driver/ exam centre liaison and
understanding of local needs. As an example; our performance for the
Yellow label service, is as detailed:

Collections reported as failed over the previous 12 months: 0.595%.

For centres reporting two or more failed collections: 0.026%

Parcelforce Worldwide do however recognise that whilst this is seen as a

_strong performance we are looking to devise revised processes to

establish stronger reporting solutions to identify where collections have
failed and enable a proactive approach to resolve these.
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Parcelforce
Worldwide

Parcelforce
Worldwide

Award Criteria ]
Technical Merit -
Application of KPI's

Award Criteria'-
Technical Merit - -
Application of KPI's

6. Please confirm how you will adhere

to the stated service levels for

Lost/destroyed Packages making
reference to the procedures and
systems you will use.

8. Please confifm how you will adhere

to the stated service levels for Theft

through negligence and items lost and
found by an external party making
reference to the procedures and
systems you will use.

With reference to our response to the Technical Merit Security questions -
the processes and procedures detailed therein ensure we adhere to the
standard acknowledging the utmost importance of a single lost script. LIL
and exception reporting Ml will be utilised. Parcelforce Worldwide will
engage its own internal security team to manage any incidents alongside
DfE and inline with the documented Iricident Management Plan. '

S S RV N AN
Our response to Security question 11 refers. Drivers are all issued with
lanyard key secuirity devices the paramount consideration however would
be for the safety of the driver in any violent situation. Our procedures for
conducting search and recovery have been reviewed and bolstered and
now provide a robust service enhancement. As are procedures for
retrieval of any items found by an external party. All security incidents will
be managed in line with DfE Incident Management Plan, fully supported
by the Account and Senior Management team. All frontline colleagues are
briefed at the start of every series about security and processes that must
be adhered to. During every series operational colleagues are updated at
weekly WTL briefing sessions, all depots and hubs carry info.shares
through plasma screen televisions (running 24hr cycles) and drivers are
provided with documented process guides -
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Award Criterié -
Technical Merit -
Application of KPl's

Parcelforce
Worldwide

Award Criteria - -
Technical Merit -
Application of KPI's

Parcelforce
Worldwide

10. Please confirm how you will adhere
to the stated service levels for
Adherence to logistics incident
management procedure including
operational issue netification making
reference to the procedures and
systems you will use.

12. Please confirm how you will adhere
to the stated service levels for
Adherence to agreed project plan
milestones making reference to the
procedures and systems you will use.

Parcelforce Worldwide are committed to fully utilising Right Now LIL

software to inform DfE and key stakeholders of any operational incidents
or issues and will work with said partners to resolve. Prior to any series
commencement a risk and issues log will be completed in conjunction with
the DfE highlighting potential areas of risk to successful completion. ”

Whilst Parcelforce Worldwide will comply with the incident management
procedure there will be occasions where 100% may not be achieved, we
would request that a maximum of 5 instances be allowed per series.

Parcelforce Worldwide will continue to engage with the DfE and its
partners to ensure that all key milestones are planned, agreed and

achieved. :
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Parcelforce 'Award‘Criteria -Cost
Worldwide Effectiveness

1. Please confirm that prior to
submitting your prices you have read
and understand the principles
contained in the Charging Schedules.
Please also confirm you have fully
completed the bid section within the e-
sourcing event as this charging
information will be used for the
commercial evaluation of bids. For the
purposes of this competitive ‘
procurement exercise the Charging
Schedules are provided as a separate
attachment within the e-sourcing event,
which provides further explanation of
the charging principles. The bid fields
provided within the Charging Schedule
attachment correspond to the Charging
Schedules included in the bid fields
section of e-sourcing event. The bids
submitted. within the e-sourcing event
will be extracted and included in the
final version of the Framework
Agreement at Schedule 3: Charging

Noted and Agreed

130314 Parcelforce —Annex AV1
Page 82 of 83

Schedules.




f

{ f P ? { { | C o o ‘ r ! ! ! : ‘ ' ] ‘ i
| 8 X ¥ ' & 3 ¥ ' ""'_"f o ! " ke { F ~ . ‘F““—“J —t '—‘_‘vJ st
I .

|

|

Government Procurement Service — Seasonal Courier Services Framework Agreement - RM1008 '

130314 Parcelforce — Annex AV1
Page 83 of 83




ww —n




