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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 00:46:10  a copy of which is attached at Annex A to this Schedule 4.1.

	Tender Clarification
	Financial clarification information received through the E-Procurement System on 24/03/2021 22:54. Further financial clarification information received through the E-Procurement System on 06/04/2021 16:00.






[bookmark: _DV_M1508]Annex A: Supplier’s Tender
	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
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	1.4.9 Appendix 9 – Key Stakeholder Confirmation Letters

	

	[REDACTED]

	1.4.10 Appendix 10 – Participant Journey
	1.4.11 Appendix 11 – Implementation Plan

	[bookmark: _GoBack][REDACTED]
	[REDACTED]
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SCHEDULE 4.2 - COMMERCIALLY SENSITIVE INFORMATION
Commercially Sensitive Information
	No.
	Date
	Item(s)
	Duration of Confidentiality

	1
	[REDACTED]
	[REDACTED]
	[REDACTED]

	2
	[REDACTED]
	[REDACTED]
	[REDACTED]

	3
	[REDACTED]
	[REDACTED]
	[REDACTED]

	4
	[REDACTED]
	[REDACTED]
	[REDACTED]

	5
	[REDACTED]
	[REDACTED]
	[REDACTED]

	6
	[REDACTED]
	[REDACTED]
	[REDACTED]
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[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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SCHEDULE 4.4 – NOT USED
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8. 1.3.1 Service Delivery_CWL_Ingeus.docx
		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.












The UK Labour Market is facing unprecedented Labour Market Challenges due to Covid. To directly address this, Ingeus has developed a Central and West London (CWL) Restart delivery model with every component focused on how it contributes to achieving [REDACTED]% sustained job outcomes and the GLA’s ‘Good Work for All’ during the contract lifetime. 

Core offer for participants: Ingeus, part of the APM Group, and our Supply Chain Partners (SCPs) Reed in Partnership and Get Set UK, will deliver Restart across CPA 5a from 18 CWL offices. Our simple, clear, participant-focused model meets all CSS and requirements and draws on Ingeus’ global employability experience in 10 countries and our support of [REDACTED] Londoners into work since 2010. We have conducted research, analysed London Economic Action Partnership, GLA, West London Alliance (WLA) and Central London Forward (CLF) priorities/plans (e.g. WLA’s Build & Recover Plan, GLA’s London Recovery Programme) and consulted with staff, employers, and stakeholders to inform our model. John Bennett, Head of Economic Inclusion, Lambeth Council reviewed our model and said a “hyper local” approach and engaging small organisations was key, which we have incorporated. Our approach to driving job outcomes is based on: Personalised and consistent support from a Restart Adviser (RA) through fortnightly minimum digital or face to face (F2F) contact, building strong rapport with participants and supporting their selection of the most appropriate solutions from a menu of options to address barriers and prepare them for work. Multi-channel accessibility supports participant choice of delivery, meets individual needs and maximises engagement (online via Microsoft Teams and iWorks, and F2F at Covid-secure sites across CWL). Teams/telephone meetings will replace face-to-face for extraordinary circumstances, so participants remain engaged throughout. Regardless of delivery method, participants will receive the same, high quality service with content offered online and face to face. 

DWP Annex 1, step 1 As instructed, our approach to participant engagement is covered in detail in Q 2.3.3 and Appendix 10 Delivery Model Diagram.

DWP Annex 1, step 2 Having set a positive tone and expectation of Restart with the Participant during the Warm Handover, the Initial F2F Meeting with their allocated RA will last an average of 45 minutes, ideally within 5 working days of referral. The meeting will positively initiate a participant’s Restart journey, provide an opportunity to meet their dedicated RA for the first time and conclude with the issuing of a welcome pack. Our RA will blend conversational techniques and a comprehensive/structured Diagnostic Assessment (DA) (based on WHP and Australian jobactive assessments used with 37,000 participants) which will get to the heart of what needs to happen to progress the participant into employment. The DA will accurately identify strengths, needs and concerns in 4 areas aligned to Ingeus’ Progression Framework. These are: 

1. Personal Circumstances e.g. social, housing, debt

2. Skills e.g. transferable skills, low literacy or numeracy levels, digital needs review 

3. Work e.g. lack of work experience, no access to IT kit, sector-skill development

4. Aspirations e.g. overcoming anxiety & building confidence to achieve job/career goals. 

The results will enable the development of a SMART Action Plan (AP) within 8 weeks as the start point and ongoing framework for a participant’s journey to employment. 

Progression towards employment: Ingeus’ RA will draw down employability solutions specifically geared to improving each participant’s opportunity to achieve employment. Activities aligned to the 4 Progression Framework areas provide a structured menu of options, accessed by selecting a need on our CRM, ICONI, (e.g. interview practice) and booking suitable interventions (e.g. iWorks’ Interview 360 module which provides instant feedback) which will be automatically populated into the co-signed AP, with clear timelines for completion. The wide range of available job-focused interventions includes:

		Employability training/ workshops

		Led by our RA-Trainers. All workshops (e.g. CV creation, Jobsearch skills, Interview skills) include modular elements covering Embracing Change and Resilience, e.g. remote/flexible working.



		iWorks

		Has 6000+ employability modules/interactive activities e.g. Mock Interviews (recorded, to watch back) and Career Pulse (identifying transferable skills). Access to APs and next Appointments.



		Digital Skills 

		Aligned with the GLA’s ‘Digital Access for All’ recovery mission, we will help participants gain basic & job-specific IT skills to access local jobs e.g. we have supported our London WHP participants with IT equipment and to achieve 900 accredited digital qualifications. 



		Participant spend

		We promote the use of travel/care expenses and other expenditure to help participants to attend, engage and secure sustained work. 





DWP Annex 1, step 3 Participants will access up to 365 days consistent support from their dedicated RA. Our RAs will all be trained in Motivational Interview Techniques, which will support our establishment of a strong rapport with the participant. Trust will be built through provision of regular support, including informal yet meaningful contact through digital channels/telephone and a F2F or digital 1:1 meeting at least fortnightly. RAs have authority and capacity (maximum caseload [REDACTED]) to increase the intensity of provision and provide the individual focus as required to meet the needs, personal circumstances and mindset of each participant. The positive impact of this approach was highlighted in DWP Flexible New Deal evaluation (2011): ‘intensive advisory support was a major strength… customers attended more F2F meetings with an adviser, they were more likely to see the same adviser on an ongoing basis.’ RAs will be supported by a wider team, including RA-Trainers, RA-Career Coaches, RA-Psychologists and RA-Housing, enhancing the participant journey by addressing specific needs and increasing frequency of touchpoints for participants. Aligning to the Enabling Environments accreditation will create an office environment conducive to engagement, driving participant outcomes.

DWP Annex 1, step 4 Each 4 weeks (minimum) the RA and participant will jointly review the AP, face to face. Progress will be recorded, and the plan will be refreshed with new interventions selected to constantly keep the participant positively moving towards their employment goals and maintain momentum (setting action, checking action, driving activities pattern every 4 weeks). The RA & participant relationship will ensure selection of interventions that are suitable, relevant and agreed, ensuring progression towards work at every intervention. Positive reinforcement will aid progression by increasing the participant’s confidence. Research identified ‘For those closer to work… support can be light touch and rapid–the priority is ensuring effective action planning, regular one-to-one contact, confidence-building and coaching support, and periodic review’ (Help Wanted–Getting Britain Back to Work, 2020). The participant may view their AP at any time on iWorks, as a tangible, on-demand reminder of progression made.

The rapport between the RA and participant will enable the RA to challenge lack of progression, identifying the reasons why, and selecting new interventions or revisiting already completed interventions where appropriate. The RA will also report progress on reciprocal actions to which they committed (feedback from our Central London Work & Health Programme (WHP) team highlighted ‘if you promise, you deliver).’ 

Measuring progress/tailoring to individual need: Formal reassessment of the DA, by the dedicated RA, every 14 weeks will include a review of the participant’s circumstances/ barriers and agreed/documented next steps to ensure needs are continually being met and new barriers are promptly identified. This enables the RA to reassess/adapt support to reflect any changes. Having had constant contact with the participant, the RA would expect prevalent barriers identified at the initial DA to have stabilised, or been overcome, and clear progress towards employment achieved at every intervention (as identified by AP reviews). To safeguard progress, ICONI will notify the RA of failure to attend agreed sessions and our RA will make proactive contact to understand the reason and encourage re-attendance. RAs share relevant information with JCP (via 3-way discussion as needed) and consider mandation where participants fail to engage during their allotted time. 

DWP Annex 1, step 5 Our RA will tailor each Restart journey to the participant’s needs, within the local labour market context, to maximise engagement and the likelihood of achieving employment. Our RA will use methods appropriate to the participant’s circumstances (F2F/online delivery or a blend of both), with F2F delivery from a range of accessible sites across the CPA, close to public transport links and meeting all adjustment needs. Formal F2F meetings with RAs can be supplemented by ad hoc attendance at our sites where desired, e.g. more F2F for those with low digital skills, to use jobsearch facilities, or to access help with job applications. In the event of further Covid restrictions/lockdowns or office outages alternative arrangements will be invoked, including our proven digital solution and a full telephone service. Ingeus’ model is deliberately flexible to enable RAs to select the most relevant interventions, specific to individual needs, interests and transferable skills, appropriate to the local labour market instead of rigid, predetermined pathways. Our interventions include: 

		City and Guilds Skills Bridges

		Participants will develop transferable skills to access positions in growth sectors/with staff shortages e.g. healthcare. Ingeus will commission specific Skills Bridges reflecting London’s growth areas e.g. green jobs. All are tailored to individual learning styles.



		RA-Career Coaches & Industry Mentors

		RA-Career Coaches will enhance support for professional/managerial roles and graduates on 1:1/small group basis, including mentoring and a career assessment. [REDACTED], CLF Contracts Manager commented positively on this tailored support reflecting local needs.

Our Industry Mentors are volunteers with growth sector knowledge who will boost awareness of local options and transferable skills. 



		Work-Focused & AEB 

Training

		With a practical focus to build skills needed by key sectors, e.g. CSCS cards for roles created by regeneration projects e.g. Harrow town centre regeneration. [REDACTED] of our central London WHP participants started qualifications in Q4-20, via AEB funding and procuring short courses linked to recruiting employer’s needs.



		Sector & Employer Routeways

		Designed to meet sector/employer needs and give participants the skills that growth sectors demand e.g. Get Set UK’s routeway into catering, our routeway with Proud to Care for London Living Wage jobs and refer to SWAPs like Career Camp CIC in Brent.



		Work Placements 

		Arranged with local employers/sector routeways where the participant would benefit from real life experience (Haigh & Woods 2016, average 47 more days in work over 2 years) e.g. [REDACTED]% of London WHP participants completing a work placement with Savers entered work.



		Self-Employment Support 

		Comprehensive self-employment support from specialists like PeoplePlus and RIFT will provide prospective entrepreneurs with advice, resources, contacts and help to access funding/grants.



		Advanced Digital Skills

		Specialists like The Coders Guild will provide IT/Digital Skills training, digital marketing and software development responding to the needs of growing digital sectors e.g. Hammersmith & Fulham & Tech City.



		Basic Skills Support 

		Local provision e.g. Capital City College Group Training and Adult Training Network to overcome literacy & numeracy barriers. 





How our delivery proposal covers each step of Annex 1: We have addressed this requirement by referencing the 7 steps of Annex 1 throughout our response.

[bookmark: _Hlk66366015]Our research base: in addition to evidence stated in our response, we reviewed over 30 research papers to inform our model, including: WP Evaluation (2014), Helping 50+ Jobseekers into work (2016), Targeted Initiative for Older Workers Evaluation (2017), Peer Support for Employment (2016), Filling the Gap (2019), DWP FND Evaluation (2011), Encouraging Aspiration, Employment & Career Progression (2018).

Addressing complex needs/barriers: “There was little evidence that providers had offered specialised and targeted support to help participants address particular barriers to work” (WP Evaluation 2014). Our CWL Restart model will ensure that all participants with differing complexity of need receive the same opportunity to achieve work. RAs will receive Safeguarding training as part of their induction, refreshed annually (minimum) to ensure they identify vulnerable participants and address any safeguarding concerns. As part of the DA, which has a 1-10 ranking for severity of issues, complex needs will be prioritised for immediate stabilisation before the participant is supported to complete increasingly work focused activities. APs will be reviewed every 4 weeks, or to respond to a change of circumstance (e.g. becoming homeless). Repeating the DA will identify emerging complex needs that do not present on Day 1. Based on our delivery experience in London and engagement with SCPs we anticipate some Restart participants will present multiple or complex barriers that require specialist support, e.g. mental health issues - WLA had a 21% year on year increase in WHP participants with mental health issues in 2020 and debt/financial difficulties - 58% of working Londoners live in poverty, Westminster Council see poverty/debt as a key issue and are opening 2 new food banks to help residents. To address complex needs/barriers, RAs will be able to book onto in-house support or refer out to local specialist provision using the ICONI digital platform which generates a supported referral to the service. Referral options include:

		In-house 

RA-Psychologists 

		We provide non-clinical support, e.g. CBT for anxiety or low-level depression, including access to online CBT e.g. BeatingTheBlues or Silvercloud, identified in a 2016 RAND study to show “significant positive outcomes related to work and employment”. 



		RA-Housing

		Providing support with tenancy sustainment, liaising with private landlords, mortgage providers, Councils/housing providers e.g. Notting Hill Genesis (a clear need in our London WHP participants). They will also build links with refuges to respond to the 8.5% increase in domestic violence due to Covid reported by Met Police.



		Debt Advice and Support 

		Debt specialists like Step Change and IncomeMax will help participants to find ways of repaying debts affordably.



		Language 

Support

		ESOL courses and organisations like Twist Partnership have a track record supporting BAME/foreign language speakers into work.



		Health and Wellbeing Services

		We will refer to health & wellbeing services like Health 2 Employment, Manor Gardens Welfare Trust to help participants overcome health barriers, access support and build resilience



		Substance Misuse 

		Drug and alcohol recovery specialists like Haringey Drugs Service will help participants tackle alcohol and substance abuse issues. 





RAs will sequence interventions to ensure participants with complex barriers’ hierarchy of needs are tackled in a logical order, providing support at the right time and avoiding duplication through an “integration-first” approach. 

Identifying suitable employment opportunities: Ingeus/SCPs will build on existing links with 1,936 local employers to create the opportunities to drive outcomes. Our [REDACTED]-strong Employer Services Team (EST) will work with local growth sectors/employers to maximise participants’ access to diverse local vacancies. Informed by real-time Labour Insights data, showing employers/sectors actively recruiting, we will work collaboratively across the CPA to identify, target and engage with employers at all levels.

Employer Services Managers will coordinate CPA-wide employer engagement by Ingeus and SCPs. They engage employer groups to identify suitable opportunities (e.g. for Park Royal’s 2,000+ employers), collaborate with other providers (and local job brokers, e.g. Haringey Works) to establish a national Restart employer offer, and account manage Ingeus’ national employers (e.g. Amazon, Mitie, Stagecoach). Sector-specialist Employer Account Managers will identify suitable opportunities via direct engagement with employers. They leverage sector expertise to identify skill needs and establish long-term relationships through a timely, effective recruitment. Working with local agencies (e.g. NL Recruitment, Linking Humans, KX Recruit) will maximise access to sustainable local vacancies. Site-based SME Advisers will support the EST, working alongside RAs to support small and micro-businesses, including those in less visible sectors, so we can meet the needs of employers of all sizes. Suitability of vacancies will be assured by robust two-way information sharing between RAs and the EST. Vacancies are managed via ICONI, accessible across Ingeus/SCP teams to maximise opportunities and prevent duplication. Daily vacancy updates will be sent to RAs, with clear skills requirements to support accurate matching. Participants can directly apply for jobs via iWorks, with jobscraping adding 1000s of additional opportunities. RAs also work with the EST to reverse market participants, showcasing skills acquired through job-focused interventions, and promote guaranteed interviews, work placements and Apprenticeships. Weekly job briefings give RAs up-to-date, relevant job advice plus Skills Bridges plans or sector routeways in recruiting industries (South Thames College’s SWAP training JCP Work Coaches).

Stakeholder Engagement: Ingeus and our SCPs are deeply embedded in the local community. A Restart Head of Integration and [REDACTED] Local Integration Leads (LIL) will nurture existing relationships to ensure 1) Restart aligns with local plans and strategies, responds to emerging needs and complements the existing employment and skills ecosystem e.g. leveraging AEB provision and 2) participants benefit from multi-agency working and our wrap-around support offer for all needs from external services. LILs will develop local partnerships and attend local forums to create joint working/co-location opportunities. WP Evaluation (2014) found there was “limited use of [specialist providers] to deliver support interventions”. To address this, we have a Performance Fund of £[REDACTED] to enable RAs to make supported referrals to local services or purchase one-off interventions (e.g. test and learn pilots) via ICONI e.g. we have used this approach in London with specialist provider BEAM who support participants with a history of homelessness into work.

Personalised Job Advice: Industry transfer support will be a key focus, with industries in decline e.g. retail, hospitality. Ingeus will provide clear, relevant advice in line with our model from the outset and will offer a wide range of Restart support to prepare participants to enter new sectors. RAs will be recruited from various sectors/backgrounds to embed knowledge across our team. This will include those with ‘lived experience’ of losing a job due to Covid. During DA, RAs will identify transferrable skills and support participants’ access to relevant sector-based training via Skills Bridges’ social learning platform (e.g. Care Sector training programmes for participants with strong people skills, out of work due to Covid), short courses, iWorks (industry overviews, role testimonials) and online resources (e.g. National Careers Service website). They will be supported by professional development (e.g. Institute of Employability Professionals), relevant apprenticeships and EAMs who will provide weekly labour market updates to ensure advice is tailored to sectors recruiting with RA-Career Coaches advising professionals and graduates, which responds to an increasing local need we have seen in our WHP JETS participants.

[bookmark: _GoBack][bookmark: _Hlk66525109]At least [REDACTED]% of participants will secure a sustained outcome and every participant will leave Restart having received personalised job advice, better off in work calculation, and a valued, relevant journey moving them closer to work. For those reaching the end of the allotted time, RAs will conduct a DA at week 42 and produce a final AP update at week 48, identifying ongoing actions for participants and continuing to provide relevant job advice and up-date access to relevant vacancies (DWP Annex 1, steps 6 & 7). RAs will support participants entering work by completing a Work Assessment and day/ week/month-1 calls to check progress/address issues promptly. If a participant falls out of work after month 1, our Rapid Response Team will intensely work with them, focusing on job search and matching to get them quickly back into suitable employment. Participants will have 6-months post-Restart iWorks access to support further in-work development.
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9. 1.3.2 Participant Engagement_CWL_Ingeus.docx
		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.  












Ingeus’ engagement approach is based on a fast start, offering a choice of locations and activity, and consistent, high levels of engagement both face-to-face and remotely. This is underpinned by a team of locally based Engagement Advisers, providing consistent and responsive customer service to all Central and West London (CWL) participants.

Engaging participants to ensure a high number of starts: Ingeus has supported [REDACTED] referrals on Work Programme (WP) and Work & Health Programme (WHP), successfully converting [REDACTED]% to starts. Our Restart engagement approach draws on our WP/WHP experience. For participants to engage meaningfully, our experience shows we need to demonstrate how Restart can make their life better and ensure positive early interactions (e.g. no postponements). Ingeus’ [REDACTED] Engagement Advisers will manage the early engagement process for all CWL participants, for both Ingeus and Supply Chain Partner (SCP) locations. They will cultivate strong relationships with JCP Work Coaches (supported by [REDACTED] Local Integration Leads focused on JCP engagement), promoting the benefits of Restart and our delivery model, offering greater flexibility than conducting initial engagement via caseload-carrying Restart Advisers (RA). The Restart referral/start process will be assured for Day-1 delivery through: 

Ingeus’ Restart CWL Engagement Team based in our Lambeth, Islington and Brent Hubs, will use a scalable cloud-based platform with call-flow management. This allows us to quickly adjust capacity/location to respond immediately to all Warm Handover (WH) requests. Our core approach is for Work Coaches to phone our Engagement Team to book WH meetings. To add value, we are keen to pilot alternative options with local JCP, including direct booking by Work Coaches via an online portal.

Engagement Advisers receive training during Induction to effectively promote Restart, using listening/communication and behavioural techniques to build rapport. On WH calls they identify the individual’s needs and emphasise where we will tailor support for them to build enthusiasm for joining, e.g. retraining for those wanting to change sector, our RA-Career Coach for managerial/professional roles and RA-Housing’s support. They set clear expectations of how Restart will work for all potential participants and extract key information for RAs to personalise Initial Meetings. 

Our ICONI participant management system allows us to schedule all calls/meetings, respond flexibly to find suitable slots for participants and capture all relevant data and activity in line with DWP provider guidance. The data dashboards created will help us manage caseloads and analyse the effectiveness of the referral process.

Promoting Restart: During implementation we will engage with all JCPs, and throughout Restart’s duration dedicated JCP Local Integration Leads (LIL) will engage JCPs to improve processes and maximise referrals. As most participants will first hear about Restart from their Work Coach, it is important they have the correct information. We will provide regular briefings and materials JCP can share with participants, with introductory videos showcasing delivery sites and services. Each JCP office will have assigned Engagement Advisers to ensure we understand and quickly respond to local requirements (e.g. preferred referral methods, local campaigns).

Warm Handover (WH): delivering effective WH meetings will address concerns from previous programmes and ensure participants are motivated and informed from the start (e.g. ‘Customers…generally had very little idea of what to expect from FND. Most said that they were given only the sketchiest details’, DWP FND Evaluation, 2011). WH sessions will be booked into Engagement Adviser diary slots within ICONI, with our dedicated Engagement Team offering the clear advantage of broad availability (without conflict around managing an ongoing Restart caseload), expert customer service, and contingency cover within the team to eliminate the risk of cancellations and a negative first impression. Our messaging will align with promotional materials, outlining participation benefits, potential for progression, access to local specialist partners (e.g. Health2Employment), available training (e.g. Systems Training), our support offer (e.g. RA-Psychologist, RA-Career Coach) and opportunities with our 1,936 London employers. Successful WHs will build rapport which drives engagement and outcomes, so we expect calls to last at least the full 15 minutes allocated. Calls won’t end early if participants need more time, however, Work Coaches can withdraw from calls once they are satisfied customers are effectively participating in the WH. Where exceptional circumstances prevent WHs (e.g. high sickness levels at JCP), or DWP notify us they cannot attend, we will continue with initial engagement activity to discuss Restart with participants. 

Driving activity: Engagement Advisers will encourage participants to undertake pre-referral/Initial Meeting activity including access to our online resource portal iWorks (currently has 7,000 active users) to access introductory employment modules and start considering career paths, promoting active involvement. Participants are invited to complete a simple questionnaire which feeds into our full diagnostic assessment. For PRaP only (no WH) referrals, an Engagement Adviser will call the participant to replicate the WH discussion and messaging, providing details of the benefits, allaying concerns, addressing Restart accessibility needs, and promoting early access to iWorks.

We will not start a participant without a referral. Once JCP confirm the referral, Engagement Advisers will acknowledge receipt and conclude checks, request any missing information, e.g. safeguarding/risk factors (e.g. MAPPA referrals), and provide the participant with a dedicated number for queries. Thereafter, the RA will manage direct contact with the participant using their preferred communication methods to keep them warm and maximise the likelihood of attendance. Methods used will include personalising SMS/emails (SMS reminders increase healthcare attendance by c 10.8 percentage points, Gurol-Urganci, de Jongh et. al 2013), using names, and if by phone informing participant from which number we will call them (can boost response rates by 20% as WP/WHP show high propensity to reject anonymous calls). Where a participant fails to attend sessions three times, mandation may be considered (see below).

Confirming Initial Meeting: Engagement Advisers will confirm Initial Meetings verbally, followed by a letter/email including RA name, date/time, location and a map/travel information. The key rationale for this approach is to ensure the participant concludes the WH clearly understanding the next stage. ICONI will alert RAs they have a scheduled Initial Meeting with a new participant. This will also be monitored by our Engagement Manager to ensure effective, timely and consistent allocations, including for SCPs. 

Managing Starts: Both the Engagement Team and individual Ingeus/SCP delivery sites will be monitored and targeted against CSS1. This ensures the Engagement Team is carrying out effective WHs and that local sites are providing sufficient Initial Meetings to meet demand. Referrals and Starts will be monitored on a daily dashboard by the Ingeus Operations Director, showing live performance against CSS1 as well as data on fail-to-attends, mandations raised and 30-day rolling profile of referral duration vs starts, by site/SCP. This will ensure they can direct targeted focus to address potential shortfalls.

[bookmark: _Hlk61874295]Ensuring actively engaged participants throughout the programme: 

Rapid Engagement: Minimising the time between WH and Initial Meeting is a critical factor in maximising engagement - our WHP start rate is [REDACTED]% higher for initial meetings within 7 days of referral compared to 12 days. During the WH, the Engagement Adviser and participant will agree which delivery site they will access. The Engagement Adviser will have real-time access via the ICONI scheduler to available diary slots of all Ingeus and SCP RAs in the chosen location. They will allocate the participant to an RA Initial Meeting slot via ICONI, ideally within 5 working days. ICONI will show which RAs speak non-English languages (including BSL) to address potential communication needs.

Handover: Engagement Advisers and RAs both use ICONI to manage their activity, so participant handover is seamless and automatic. Reminder SMS 3 days and 1 day before the Initial Meeting will maximise attendance. RAs will also phone participants the day before the Initial Meeting to introduce themselves and encourage attendance.

Staff: Actively engaged participants are critical to maximising employment outcomes. Ingeus will deliver high levels of customer service at every interaction to aid engagement. Our behavioural insights-trained staff will have the capabilities to lead participant journeys and ensure every interaction is valuable. During induction and six-month probation, Ingeus/SCP staff will complete training covering key skills (e.g. motivational interviewing, career planning). Ingeus and SCP Performance Coaches will provide ongoing mentoring/training to continuously improve staff capability.

RA relationship: To deliver effective personalised support we need to truly understand our participant’s wants and needs. A consistent RA delivering minimum fortnightly 1-to-1 meetings gives participants a central point of contact to co-ordinate support and advocate on their behalf, helping build open and trusting relationships. This strong relationship will enable us to better identify when participants are at risk of disengaging and know-how to prevent this. Our model also allocates RAs over 2 hours/day for additional activity, including extra 1-to-1s and group sessions to enhance engagement.

Diagnostics: We will use behavioural insights from our diagnostic tool to understand participants’ goals, motivation, and mindset, enabling RAs to offer the best sequence of interventions (e.g. addressing family/financial/health barriers, identifying transferable skills to overcome reluctance to new sectors). Our data-driven approach will validate diagnostics/action planning to understand effective approaches and increase outcomes.

Realistic Action Plan: A DWP customer survey found 60% felt that their commitment was achievable. Our diagnostic assessment will ensure the co-designed Action Plan is built on realistic aims and objectives, giving participants greater motivation to engage and progress. ICONI and iWorks track attendance and activity, allowing us to rapidly identify any risk of demotivation and/or disengagement, triggering an RA-led review to refocus, update planned activity, and review contact intensity to regain momentum.

Progression: We will use scheduled contact and review sessions (bi-weekly, monthly F2F and 14-week review sessions) as well as regular informal multi-channel contact to build relationships and trust, promoting a sense of achievement by demonstrating progression and positive impact against the action plan. This will include providing participants with a quarterly review of progress, including activities undertaken.

Engaging Programme: Our approach is informed by Behavioural Insights, enabling us to effectively tailor a ‘keep engaged’ journey and motivate/equip participants to succeed. We will promote active engagement through regular contact/reviews, soft skills and vocational training, RA-Career Coaches, job-focused skills training, self-employment support, support with barriers (e.g. debt, housing), sector-based routeways relevant to local labour markets and blended direct/online delivery (e.g. iWorks, Skills Bridges). Additionally, we will promote digital access (including providing equipment if needed) to allow participants to engage in independent online activity. iWorks allows us to ‘push’ messages, jobs, CWL newsletters and activity recommendations directly to participants’ personal inbox. Feedback: We will regularly test the effectiveness of our service levels via a schedule of participant surveys, feedback at reviews and calls to participants from managers (we currently do this on JETS), complementing DWP surveys. 

In-work support (IWS): Before starting employment, we ensure participants value their job (see it as a stepping-stone, not ‘just a job’), and have the tools to sustain work (e.g. in-work etiquette, managing finances). IWS improves outcomes, particularly if the participant stays in their first job: ‘Staying in the first job is a key influence on the client attaining an Earnings Outcome’ (GMCA WHP Impact Report, 2020). RAs will schedule Day 1, Week 1, and Month 1 contacts to monitor progress, offering additional support where needed. Participants will have 6 months access to iWorks post-job outcome to continue developing their skills and overcome potential barriers to sustaining work.

Rapid Response: Some people will not achieve a job outcome with their first job start. By minimising the time between losing their job and starting the next one, we reduce the risk of a participant falling into a negative spiral. In addition to resuming regular meetings with their RAs, they will receive a month-long intensive programme of support from our Rapid Response Team focused on finding a new role quickly. This model helped improve our WHP outcomes by [REDACTED]% (Q2-2019 to Q3-2019). 

Enabling Environments (EE): Feedback from Ingeus participant surveys commonly cite physical environments as critical to their success. To further drive engagement, we will adopt the EE award, accredited by the Royal College of Psychiatrists, for our Brent Hub, and align all other sites to this approach. EE is built on 10 standards (e.g. openness, development, involvement, communication), and has already produced results for justice and healthcare interventions (West & Dawson, 2012). This will help achieve employability outcomes through: i) well-supported and empowered staff with a positive approach to participant engagement, and ii) a welcoming delivery space with a warm ‘buzz’ that avoids information overload and offers space for reflection (e.g. addressing post-Covid isolation anxiety). Combined with our service offer, these elements will create a transformational employability environment. Data-driven delivery and the EE embedded learning-process will validate positive impacts on engagement/outcomes (shared with DWP/SCP).  

Allocating RAs to participants, including max/min average caseloads: Ingeus Engagement team will allocate RAs to participants for both Ingeus and SCP RAs based on participants’ chosen delivery location. RAs are allocated on the basis of availability, with our Engagement Advisers seeking to book participant Initial Meetings as quickly as possible – for WHP, the rate of job starts is [REDACTED]% higher for participants who have an initial meeting within 7 days of referral. Engagement Advisers will see RAs language skills (including BSL), allowing them to match participants with communication needs to an appropriate RA. However, no other “streaming” will take place at this stage: a diverse RA caseload is the best way to ensure participants are treated as individuals, not pigeonholed as a “type”, and there is no clear research evidence that age- or gender-based caseloads increase participants chances of securing sustained employment.

The Ingeus MI dashboard: will detail the caseload of each RA, which will be monitored during team caseload reviews and reviewed daily by Team Leaders to ensure capacity in the right locations. Where an individual RA is at maximum capacity, ICONI will show no available slots, so participants are only allocated to RAs with capacity.

Caseloads: In CWL, the minimum caseload (outside initial ramp-up) will be [REDACTED] and the maximum caseload will be [REDACTED] per Adviser, taken as an average across our RA teams, providing capacity to create effective, personalised job-focused programmes for every participant. We will monitor SCP and audit caseloads every month, so participants receive a consistent service, promoting engagement, high service levels and outcomes.

Using mandation to maximise engagement: Ingeus will use mandation as a last resort – those who engage with the service voluntarily are more likely to engage meaningfully. Mandation for initial meetings will be managed by our Engagement Team. Once a participant has commenced Restart, Ingeus and SCP RAs will be responsible for mandation. Staff will have clear guidance on the application of mandation if disengagement persists (i.e. 3 missed scheduled contacts/activities without established reason). Sign-off from a manager will be required before raising a mandation notice.

Where we identify potential disengagement (via ICONI tracked activity and RA case reviews), the RA will try to establish why (e.g. post-Covid workplace anxiety). Our experience on WP and Jobactive Australia shows the longer participants are disengaged, the harder it becomes to re-establish enthusiasm. RAs will use behavioural insight-informed communications to nudge participants to re-engage and use personalised offers (e.g. debt advice). Three-way discussions with Work Coaches will identify and address challenges (e.g. ‘fresh start’ with a new RA). We will follow all guidelines, taking the correct regime into account (e.g. IWSR, WPR, WFIR), outlining mandated activity and the relevant compliance condition. We will retain the notice in line with Provider Guidance. 

Positive Outcomes: Where a mandation notice leads to a contact we will plan a positive activity/outcome, e.g. offering personalised support or IT equipment to increase contact levels and maximise the attendance/engagement of all Restart participants.


image4.emf
10. 1.3.3 Stakeholder  Engagement and Local Integration_CWL_Ingeus.docx


10. 1.3.3 Stakeholder Engagement and Local Integration_CWL_Ingeus.docx
		Question 1.3.3 – Stakeholder Engagement and Local Integration (B)



CPA 5a – Central and West London





		

London government (the London boroughs, Sub-Regional Partnerships and the GLA) will expect Restart providers to integrate their services across the CPA with other employment and skills provision and other local services and organisations that may help Restart participants reduce their barriers to work, such as health services (physical and mental), housing, social services, debt advice etc. We also expect Restart providers to work closely with London government to identify employment opportunities and address skills gaps, in line with local and pan-London economic needs and recovery priorities.



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:



· How you will link with other existing local services to ensure that claimants with multiple barriers to work, such as physical health conditions; poor mental health; debt issues, basic and sector specific skill needs; and, insecure housing and caring responsibilities, are supported in the most effective way. 

 

· How you will address additional skills needs required by participants and prospective employers and integrate, co-ordinate, and add value to existing employment support and skills provision, including the Adult Education Budget (AEB); the National Careers Service offer in London; local careers services and local job brokerage services. 

  

· How you will tailor your service proposal in recognition of the features of different diverse communities and local labour markets within your CPA. For example, Brent, Lewisham and Hackney, which from June 2019-June 2020 had high levels of unemployment (Annual Population Survey, ONS 2020) and in 2019 had high levels of deprivation (English Indices of Deprivation, MHCLG 2019). 

 

· How you will work with national and local employers across the CPA to help participants gain good work, tailoring interventions to London’s growth and emerging sectors and unique opportunities, such as the green economy, health, social care, digital and the cultural and creative industries, as well as sectors important in London’s economy such as construction. 


· How you will help inform, engage with and shape the work of local authorities and other providers of skills and employment services, such as the Work and Health programme.

 

· How you will collaborate locally with employers and providers of skills and employment services (e.g. local authorities, Jobcentre Plus, Further Education colleges, independent training providers, anchor institutions such as the NHS and universities) to contribute to local recovery plans and make sure that Londoners can find the most appropriate support for their needs, supporting a ‘no wrong door’* approach of employment, career and skills service integration. 



*For Londoners, a No Wrong Door (NWD) approach would mean that no matter what their starting point or which service they access first, they will be connected to the right type of support, at the right time, to help them on their journey to good work. For service organisations and providers, NWD would mean a clear and shared understanding by all partners of the pathways to good work in their area, including coordinating the services available to support this, which will allow Londoners, employers and other stakeholders to be referred to and access services that are right for them. 
 

This work is part of the London Recovery Programme, details of which are here.





		

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.  












Ingeus’ integration strategy will identify and address local challenges and priorities across Central & West London (CWL) to maximise job outcomes for local residents. Our approach uses Local Integration Leads (LILs) to engage and align Restart to local priorities; sector-focused Employer Account Managers (EAMs) using local knowledge to adapt services for priority industries (Reed Recruitment agency’s feedback says Ingeus provides “a tailored approach in line with our sector”) supported by a comprehensive Labour Market tool (Labour Insights) to highlight growing employers/sectors; and Ingeus and Supply Chain Partners’ (SCP) existing local relationships. Ingeus is fully integrated across the 12 central London Boroughs delivering Work and Health Programme (WHP) and JETS. Our SCPs Reed and Get Set UK have existing, complementary integrated presence in Central & West London (CWL) to quickly embed Restart and optimise participants' access to tailored interventions and jobs, aligned to the GLA’s ‘Good Work for All’ recovery mission.

Integrating across CWL: In preparing for Restart, we have met with stakeholders, (e.g. Hammersmith & Fulham and Hounslow Councils, TfL, London Councils) and identified priorities, (e.g. West London Alliance [WLA] Build & Recover Plan, Ealing’s Greenprint for Recovery & Renewal, Heathrow Local Recovery Plan) to tailor support, overcome challenges and maximise opportunities, aligning our approach to the London Recovery Programme’s 9 missions. We understand the challenge, with 1m+ Londoners furloughed and “lower employment, falling wages & fewer job vacancies…the pandemic has hit certain groups hard, including those in low paid jobs…women, young people & BAME” (GLA Recovery Plan). WLA and local Councils highlighted that integrating to avoid duplication is key, so we will invest in a Restart Integration Team, experienced in community engagement to replicate our existing approach and work closely with Councils, WLA, Central London Forward, GLA, anchor institutions, employers, and employment, skills, career and support providers. Across Ingeus and SCPs, our [REDACTED] Local Integration Leads (LILs) will expand our existing WHP/JETS integration team to form a pan-CWL integration team. They will be led by a Head of Integration, who will create a CWL Integration Plan with clear targets and timescales at Borough and community levels (which they review quarterly), agreed with DWP, WLA and CLF. LILs will be assigned to Boroughs as a single point of contact/clear communication channel and will map provision at participant/local level to identify and respond to gaps/duplication. LILs attend local forums, (e.g. Lewisham Adult Education) build effective relationships across CWL, so there is ‘no wrong door’ for participants. LILs agree referral protocols and capture service details on ICONI, our Restart CRM, so our Restart Advisers (RA) can make warm referrals to local services without duplication.

Focusing on participant needs, in line with local priorities, to maximise outcomes: LILs actively engage stakeholders to understand local needs and priorities/challenges. These are discussed at monthly Restart integration meetings to identify solutions, so when Diagnostic Assessments flag an individual’s needs, we can act quickly to progress participants and optimise outcome achievement. Initial needs/priorities identified include: 

Communities disengaged with local services: [REDACTED], Head of Economic Inclusion, Lambeth Council, highlighted an “Equality Challenge” with black men 3x more likely to be unemployed and Hackney Council referenced their disengagement with local services. Response: we will align support with local approaches like Hackney’s Inclusive Economy Strategy. Our local recruitment strategy will engage staff from target communities to maximise local engagement. We will build skills routeways into growth sectors to provide inclusive opportunities, e.g. Lambeth’s growing creative and digital economy. 

New groups of unemployed: some Restart participants will have never been unemployed or are seeking managerial/professional roles. Response: we have supported [REDACTED] central London WHP participants into professional/white-collar roles and increasing numbers on JETS need this support. We have embedded RA-Career Coaches to provide specialist advice and will refer to external experts as needed e.g. National Careers Service. 

Youth unemployment has risen 277% across CWL and 362% in Barnet (Nov-19 to Nov-20). Covid disproportionately affected young people, more likely to work in hospitality/retail. Response: RAs develop personalised career paths/sector routeways, signposting to interventions e.g. Resurgo’s intensive coaching and specific support for Care Leavers, who have been especially affected. EAMs target growth sectors to find young people careers, not just jobs. To contribute to GLA’s New Deal for Young People recovery mission we will integrate with local initiatives, e.g. our joint youth engagement pilot with Haringey Council offering work placements/jobs and co-locating with new Youth Hubs e.g. in Lewisham.

50+ unemployment across CWL increased 219% (Nov-19 to Nov-20). Over-50s are more likely to be digitally excluded affecting prospects and mental health. Response: we will coordinate with local strategies, (e.g. Ageing Well in Hackney prioritises digital skills), deliver digital training (tablets provided if needed), refer to tailored support e.g. Adult Training Network’s courses and offer work tasters in growth sectors e.g. cultural and creative.

Mental Health needs have been exacerbated by Covid, all Councils see this as a key issue and central London WHP participants report increasing anxiety about travelling/working. Lewisham and Camden’s IAPT waiting lists are 50% longer than England’s average. Response: embedded RA-Psychologists and online Beating The Blues/Silvercloud CBT. More complex cases will be referred to local services, (e.g. Talking Therapies, Southwark).

Shut-down sectors: c. 75k local people are usually employed in Heathrow’s supply chain. This is 11.8% of Hounslow residents. Response: iWorks helps identify transferable skills, City & Guilds Skills Bridges introduce new sectors (developing additional sectors to match the changing post-Covid economy), supported by Industry Mentors and training routeways via SWAPs/AEB. We will integrate with local services, e.g. Heathrow Academy, WORK Hounslow, and focus employer engagement to secure jobs in alternative sectors. Support for participants with barriers exacerbated by periods on furlough/benefits will include our two dedicated RA-Housing roles and referrals to debt advice, (e.g. StepChange).

Our £[REDACTED] Performance Fund (PF) will invest in services to address local needs and build community capacity over the duration of Restart. Our approach is informed by our similar fund on WHP in London, which we have been using to address arising needs exacerbated by Covid e.g. digital equipment/training to address digital exclusion.

Link with existing local services: Our existing WHP/JETS contracts’ referral arrangements with 400+ varied local services address participant needs including: physical health (Manor Gardens Welfare Trust), debt (Salvation Army), basic/functional skills (Strive Training), ESOL (Adult Training Network), sector specific skills (e.g. Tess Group offer COVID/Traffic Marshalling), housing (St Mungos), substance misuse (Haringey Drugs Service), digital inclusion (Mark Solutions) and caring responsibilities (John Smiths Children’s Centre). We will build on these referral arrangements, recording services in ICONI so RAs can refer to varied interventions that address individual’s barriers. 

Monthly reports of participant needs/barriers (identified via diagnostic assessment) will allow LILs to continually review use of existing referral relationships and identify gaps. E.g. due to Covid, RAs identified an emerging need for grief counselling and due to long local waiting lists we procured support from Pure Insights. Our Head of Integration will bring Ingeus and SCP LILs together quarterly to share best practice, review Integration Plan targets and identify service gaps. LILs will assess the use of interventions, supported by analysis of impact on participant needs/outcomes, and review relationships, consider alternative providers or recommend PF investment to expand capacity or address emerging needs. E.g. for WHP we engaged IncomeMax to provide participants with specialist debt and money management support to address longer waiting lists (6weeks+) due to Covid. 

Address additional skills needs: We will embed Skills for Londoners priorities in our approach enabling participants to gain the skills London’s employers and economy need. We identify participants’ skills needs using diagnostic assessments, iWorks transferable skills tools, our RA and RA-Career Coaches and co-design activities to address them. Our EAMs will log these vacancies showing the required skills in ICONI so participants can apply for the jobs they best match and develop a personalised skills plan to open up new opportunities. EAMs use Labour Insights to identify vacancies and trends in employment across labour markets. LILs establish relationships with services that reflect participants’ and employers’ requirements e.g. GNR Training’s rail qualifications. We will:

Address skills gaps exacerbated by Brexit/Covid to help build back better London’s economy in line with GLA’s AEB: Good Work for All. London has the highest percentage (5%) of recently arrived migrant workers in occupations not covered by the skilled worker visa (e.g. admin), bringing significant recruitment challenges. We will accentuate transferable skills and support retraining for local roles helping participants navigate London’s complex range of services, signposting to AEB, SWAPs and specialist services (e.g. Business in the Community’s tailor self-employment support for green sectors).

Tailored career advice will be offered via expert RA advice to be supplemented by our RA-Career Coach for professional/managerial participants; referral to National Careers Service or local careers services if required, and our Industry Mentors/sector EAMs offering sector-based information sessions. We will align with our SCP Reed’s London Enterprise Adviser Network (LEAN) business volunteers. Colocation and vacancy sharing will aid job brokerages and maximise access to opportunities, (as we do with Hackney Works).

Integrate locally with AEB/training: LILs will build referral routes into skills provision, so participants access London Living Wage roles, (e.g. GoTrain’s digital courses upskill participants to access Hammersmith & Fulham’s growing digital sector). LILs identify, coordinate and add value to existing services by working with Colleges (e.g. Uxbridge & Harrow College), training providers, (e.g. TCHC) and AEB spend (e.g. Capital City College’s online short development courses, Hackney Council’s AEB budget). 

Responding to employers’ needs: our sector EAMs identify employers’ needs and link employers, AEB/skills providers, (e.g. WKCIC college group) and participants to create local employer and sector routeways into local jobs. We developed a Security routeway, with stewarding/SIA qualifications, to reflect increasingly available roles due to Covid. Our City & Guilds strategic relationship will develop new Skills Bridges for emerging needs and identify best practice in employer-focused skills to improve progression and outcomes.

Diverse communities and labour markets: “Areas suffering the most are often places that were already blighted by inequality of opportunity” (Building Bridges Towards Future Jobs, City & Guilds, 2021), compounding existing challenges in London’s most deprived areas. Our Restart model is purposely flexible to respond to London’s diverse individual and communities’ needs. 40% in CWL identify as White British with several BAME groups less likely to be in work (e.g. 21% for Pakistani and Bangladeshi groups). Several Councils identified specific groups needing targeted support. Islington Council highlighted their disengaged Eritrean community. Hillingdon has lower employment rates for Asian and African women. Brent’s Black Community Action Plan includes employment and enterprise support. Our model uses lessons learned from engaging Tower Hamlets’ Bangladeshi community including locally recruited staff speaking community languages; referrals to local support, (e.g. ESOL courses, AEB-courses, Bromley By Bow community-based support) to get community buy-in; tailoring interventions, (e.g. asking The Better Health Generation to deliver in Sylheti), and using proven approaches, e.g. WLA have high self-employment rates for BAME groups. Challenges in deprived areas, (e.g. Golbourne, Kensington & Chelsea and St Raphael’s Estate, Neasden) include multi-generational, cyclical unemployment, low skill/education levels, digital exclusion and fewer local employment options. Stakeholder discussions highlight the use of targeted, integrated responses to redress the balance, “too often, the benefits of growth are distributed in an uneven way” (Ealing Council’s Greenprint). RAs will sequence support to overcome complex barriers, e.g. resolving housing needs before job preparation. LILs will integrate with local initiatives to create ‘no wrong door’ support by co-locating in a new Wood Green Shopping Centre Youth Hub to address rising youth unemployment, a priority for Haringey Council, and bring footfall for struggling businesses. Ingeus and SCPs already work in deprived areas and our success stories can show local residents what can be achieved. In 2019, Get Set supported 120 Lone Parents in Lambeth and Southwark by agreeing flexible working opportunities with local employers e.g. school/hospital catering. We will replicate this in areas like Lewisham, where 16.2% of residents are lone parents, to create routes into better work.

CWL’s local labour markets concentrate around major employers (Heathrow, Wembley, Brent Cross, Westfield), diverse sectors (Tech City, Park Royal, White City, the Knowledge Quarter, tourism in Westminster and finance in the City) and local high streets. Covid has affected local labour markets differently. The Mayor says London’s Central Activities Zone has faced ‘a perfect storm’, with reduced office workers and changes to leisure time/limited tourism ‘devastating’ for businesses. Centre for Cities High Streets Recovery Tracker shows spend and footfall in London is slow to recover with fewer locally available jobs and ‘Zoomshock’ as people move from inner to outer London boroughs due to increased remote working.  This is a trend that may permanently change local labour markets (Zoomshock, De Fraja et al, 2021). Key to recovery is improving Londoners’ skills to increase resilience to labour market changes. 1 in 10 residents of disadvantaged/deprived areas have no qualifications. Brent has London’s lowest level of residents qualified to degree level (41.7%) and its low skills/low wage economy, combined with London’s high living costs means a third of Brent residents live in poverty. Labour Insights vacancy data tells us which employers/sectors are currently recruiting, (e.g. 66% increase in information security roles, Sep19-Sep20) and identifies skills needed for future opportunities, (e.g. £5bn Brent Cross Town development). Restart delivery hubs will position support across CWL, including community space for partners and employers alike to boost local engagement. In Q4-2020 [REDACTED] London WHP participants started qualifications via AEB/training courses matched to employers’ skills gaps, e.g. business/office skills courses for local vacancies. Our iWorks success stories will encourage participants to access the opportunities available: “Londoners are the most likely to lack confidence to switch career” (Building Bridges, 2021). 

[bookmark: _GoBack]Engaging national and local employers: Ingeus’ national employer strategy draws on our existing national employer links, (e.g. Securitas, Veolia and Mitie) and is led by our Director of Employer Services. As chair of DWPs WHP Prime Provider Partnership (PPP) we already coordinate national vacancies with other employability providers. Locally, Ingeus’ Head of Employer Services will create a Restart Employer Strategy to expand our existing 1,936 London employer relationships, (e.g. Go-Ahead London, London Care) and work with JCP/job brokerage employer engagement teams,(e.g. Opportunity Lambeth) to maximise local opportunities. The strategy will be guided by Labour Insights’ 10 years of vacancy data, our employer survey (Dec-20), stakeholder feedback, key/growth sectors and opportunities, (e.g. Old Oak/Park Royal and HS2 developments).  The strategy will reflect the GLA’s Good Work Standard principles and achieve GLA’s ‘Good Work for All’. It will be reviewed quarterly, delivered by our London Employer Services Team of [REDACTED] Restart Employer Engagement staff and [REDACTED] existing EAMs to provide a one-stop service, including:

Tailored employer offer: EAMs account manage employers, building rapport and sharing vacancies with SCP/job brokerages. We use local media, LinkedIn, personal networks, DWP relationships and Labour Insights vacancies from thousands of websites to source roles aligned to participant skills. EAMs collaborate with local initiatives e.g. Lewisham Deal, and we discussed with Westminster Council green jobs from retrofitting buildings. EAMs encourage apprenticeships to boost workforce retention (55% of London firms paying the Apprenticeship Levy employ no Apprentices). For large employers, EAMs run recruitment campaigns or embed in HR teams (which we are discussing with North and Central London CCG), while SME Advisers support small/micro employers, improving access to local jobs, e.g. we sifted and screened applicants for Call IT Automotive, filling [REDACTED] roles. 

Accessing jobs in growth sectors: our London EAMs with expert growth/key sector knowledge and employer contacts will improve access to growth sector jobs. For example, our Construction lead will build relationships to access construction/green jobs from S106 agreements/retrofitting buildings, engaging sector bodies (e.g. CITB) and identifying skills shortages/gaps. They share skills requirements with LILs to source training e.g. Mayor’s Construction Hubs, CSCS (e.g. Portland Training). EAMs will respond to key local sectors (e.g. manufacturing in Ealing) and develop sector and employer routeways, replicating our successful approach with Proud to Care into London Living Wage roles.

Responding to recovery trends: Westminster’s food and accommodation services are not expected to return to pre-pandemic levels in the next 5 years (Oxford Economics). RAs will support participants into other growing sectors e.g. we refer participants displaced from hospitality/retail jobs into South Thames College’s civil service SWAP for JCP Work Coaches. As a Disability Confident Leader, we promote inclusive recruitment and review employer recruitment/employment practices e.g. job carving Greggs roles for our participants with caring responsibilities/health conditions and sourcing supportive work placements/jobs with local, inclusive employers, e.g. GSK, Sky. 

Tailored local approaches result in more jobs for participants, we achieve this as follows:

SME Advisers work with small and micro employers, sourcing vacancies matched to individuals’ needs and work with job brokerages, e.g. Haringey Works. 

Co-location and vacancy sharing; we already co-locate and share vacancies with Wandsworth Work Match and have discussed replicating this with Barnet BOOST.  We will access local job portals e.g. Park Royal Group’s vacancy hub for 2,000 employers. 

Community engagement: Our EAMs/SME Advisers fluent in community languages will source jobs/work placements within these communities and improve language skills, e.g. Harrow Council identified language as a key barrier for Romanian residents. 

Work experience placements: to build skills and confidence we will refer to local SWAPs and local initiatives, e.g. referring into Chelsea FC’s inclusion and work experience opportunities in Events, Sales, Coaching and Admin, starting Summer-21.

Local recruitment agencies that reflect local labour markets, (e.g. Danny Sullivan Group’s construction and rail/transport roles in Park Royal), or participants’ skills (e.g. Blue Tree’s digital, marketing and creative roles) to increase opportunities. 

Inform, engage and shape: We already work closely with central London Councils delivering WHP/JETS and will replicate this with a designated LIL identified for each CWL Council. We sit on CLF’s Integration Board and chair a Covid Recovery Board with the 12 LAs to inform local recovery plans and attend local events e.g. Keep Brent Working Skills Summit. We share MI/best practice, test innovation and develop joined-up approaches to local issues (e.g. we created a bespoke WHP referral route to support Notting Hill Genesis’ residents with health conditions). We attend 20+ central London forums (e.g. Camden Employment & Skills Network) and will extend this across West London (e.g. Young Harrow) to integrate, add value and avoid duplication with services, e.g. in Haringey we aligned local service engagement with HAGA’s social prescribing pilot. As ERSA Board Members, Central London Forward’s WHP provider and chair of PPP, we use our extensive employment and skills relationships to proactively share innovation and inform commissioning decisions, collaborating and joining up services to maximise impact. 

Collaborating to ensure ‘no wrong door’: Ingeus is embedded in the Central London employment and skills ecosystem and we will use our LIL team to coordinate available services and extend our integrated presence across West London. Our Integration Plan informs local engagement, sharing key messages to establish referral routes, collaborating and sharing vacancies so there is ‘no wrong door’.  We will actively participate in forums to raise awareness, coordinate support and influence future priorities. We engage with anchor institutions to increase opportunities, e.g. our sector routeway with St Barts Hospital ([REDACTED]% into work) and our EAM seconded to Kensington & Chelsea and Westminster Councils coordinating recruitment for NHS roles ([REDACTED] WHP participants will start work in Mar-21). Ingeus will share outcome data and our success stories will identify good work.  We will use our Performance Fund to pay for innovative pilots that will add local capacity and deliver outcomes. By establishing regional teams working across Ingeus and SCP programmes, our EAMs and LILs will work with stakeholders, employers and community partners to co-ordinate local services to tackle local challenges, maximise opportunities for Restart participants and build a better long-term future for Londoners.
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		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. 














Ingeus’ performance offer for Restart Central and West London (CWL) is based on analysing delivery data captured over 19 years of operating similar programmes in the UK including within CWL. This is combined with our expertise in supporting and managing supply chains, evidenced by three consecutive ‘Excellent’ Merlin Standard grades.

Our Evidence-based Performance Offer: Ingeus’ CWL Restart performance rationale is based on research/data analysis of Ingeus West London Work Programme (WP) and Central London Work and Health Programme (WHP) participants. A full breakdown of our calculations is included in Appendix 1 Section 1. The Components of our Performance Rationale are:

		Summary Performance Offer



		WP Job Entry x WHP Job Outcome conversion

		[REDACTED] %



		Direct delivery uplift

		+[REDACTED]%



		Intensive activity uplift

		+[REDACTED] %



		LTU profile uplift

		+[REDACTED] %



		Warm handover uplift

		+[REDACTED] %



		Performance fund

		+[REDACTED] %



		Performance Offer

		[REDACTED] %





Job Entry: We have identified a segment of WP Payment Group 2 (PG2) as being the most similar to Restart which provides a strong Baseline over a large population and multiple years (please see Appendix 1 Section 2, which also explains how we have mitigated its weaknesses as a proxy for Restart). [REDACTED]% of our CWL participants found work within 1 year of starting WP. This data falls within the DWP’s First Earnings analysis’ range giving further confidence in our assumptions.

Job Entry to Job Outcome: We have used WHP as the basis for Job Outcome Rate as it uses the same outcome definition as Restart (see Appendix 1 Section 3). The WHP completed cohort data from the DWP MI pack shows that we have converted [REDACTED]% of our London WHP commencement of earnings into outcomes.

BASELINE Performance: Based on the above assumptions, Ingeus would achieve a Baseline Restart CWL Job Outcome (JO) Rate of [REDACTED]%. This is derived from our local Job Entry Rate ([REDACTED]%) multiplied by our local Job Entry to JO conversion rate ([REDACTED]%).

UPLIFTED Performance Offer: Ingeus is able to factor in a number of additional elements which will uplift our Baseline Performance. Additional information is provided sequentially on these points in Appendix 1, Section 4. These additional factors are:

Impact of Direct Delivery: Ingeus direct WP delivery out-performed Supply Chain Partners (SCPs) in every WP region, including West London where Ingeus’ outcome rate was [REDACTED]% higher. We have applied this differential to our Restart direct/SCP delivery split, which suggests baseline performance will increase by [REDACTED]%.

Intensity of activity: our analysis of [REDACTED] Work Programme journeys identified a strong correlation between intensity of activity and securing a job start. Our Restart model uses lower Restart Adviser (RA) caseloads and additional support (iWorks, RA-Trainers, RA-Career Coaches, etc. for an average Restart Maximum Caseload: [REDACTED]) to drive activity levels and deliver activity equivalent to 15 months of WP activity over the 12 months of Restart. This additional activity adds [REDACTED]% to our Baseline.

Length of Unemployment: 90% of Restart participants will be 12-18m LTU. Our WP data also includes 18-24 month LTU. DWP identified a 20% difference in outcome achievement between 18 and 24 month LTU. Adjusting the data to exclude the lower outcome rates for 18-24 month LTU suggests a potential uplift of +[REDACTED]%.

Warm Handover: job outcomes are higher for participants who commence WHP more quickly. Reducing average commencement by 1.5 days via effective engagement and warm handovers adds +[REDACTED]% additional outcome performance.

Performance Fund: our standard Restart Performance fund is [REDACTED]% of revenue. In CWL, we have allocated an extra [REDACTED] % of revenue (£[REDACTED]) to drive c. [REDACTED] additional outcomes, adding +[REDACTED]% performance.

PERFORMANCE OFFER: When combined, these uplifts provide an Overall Performance Offer of [REDACTED]%. We will cap this at [REDACTED], with the remaining [REDACTED]% representing performance contingency. (Appendix 1, Section 5) Ingeus’ performance offer combines historical evidence-based calculations for our Baseline with a range of conservatively estimated performance uplift factors based on CPA-specific data from previously delivered programmes, which ensures our Performance Offer of [REDACTED]% for Restart CWL is realistic. The Covid-impacted economic environment means we have factored in a slower start (e.g. 85% of full performance in Year 1) to staffing and cashflow assumptions, but against expected post 2021 growth this will not impact on our overall performance (Appendix 1, Section 6 Local Economy). 

Contingency Factors: Other positive uplift factors not included in our calculations include increased programme accessibility through our digital/face-to-face blend. Similarly, Ingeus’ Operational Excellence team will align Restart with Lean Six Sigma and a culture of sustained improvement, embedding a systematic approach to data capture, analysis, and applying learning across Ingeus and SCPs to continually drive performance. All Contingency Factors are described in more detail (Appendix 1, Section 7).

Proactive Performance Management: The Ingeus Performance Management Framework (PMF) will ensure consistent performance across CWL Restart through the lifetime of the contract across all sites and SCPs. The PMF is supported by our data analytics system and caseload management system (ICONI) which measures real-time progress against KPIs and CSSs and will be used by Ingeus and all SCPs. This ensures full transparency and consistent evaluation of performance analysis including via automated reporting (e.g. flows, progression, job performance to improve performance against contractual obligations). The PMF includes:

Assigned responsibility: our Operations Director (OD) is responsible for whole contract management, chairing our fortnightly Restart Management board, supported by Regional Director (RD) and Senior Supply Chain Manager (SCM) driving day-to-day performance, reviewing KPIs to prioritise activity and ensure achievement of targets.

Performance Management Tools: KPIs set and monitored by OD/RD/SCM against contractual commitments (e.g. CSSs), RNOs (reviewed daily based on real-time data) and Performance Improvement Plans (PIPs) for underperforming offices/staff/SCP.

Business Managers and Team Leaders manage Ingeus/SCP site performance. They will use quantitative, real-time MI data (e.g. referral/start, fortnightly attendance, job starts/outcomes against profile), and intervene as required (e.g. agreeing a PIP with targets and support options such as remedial training from a Performance Coach). 

Restart Advisers can view their KPI progress at any time, with performance monitored via weekly 1-to-1 observations, weekly team meetings, and monthly 1-to-1 reviews. Caseload Reviews by Team Leaders ensure quality of Action Plans/support.

Supply Chain Management Framework: Driven by Our SCM team this replicates the PMF for SCP, setting clear targets for partner performance, compliance, and quality. The team holds weekly calls and formal monthly meetings with SCPs to review performance trends, league tables (including vs Ingeus), issues, successes and best practice.

Identifying Performance and Capacity Challenges: Our RD/SCM will analyse our MI dashboard of in-month KPIs for all sites, RAG rated against our performance, financial, staffing and risk management results. Our Data & Insights Team trains and supports managers and staff to use the data, maintaining appropriate reports that track performance and drive operational behaviours. Data analysis helps us map/plan monthly cohort flows, live caseloads, staffing, and predict performance levels, as well as gap/exception reporting, segmented analysis (reviewing outcomes by criteria such as sector of work, length of unemployment and demographic factors) and scenario modelling (applying sensitivity analysis to test our short/long-term capacity tolerances). We will work with SCPs to identify/share issues and areas for improvement, improving our ability to identify and manage performance risks and drive continuous improvement.

Acting on Performance Management Findings: Where our PMF identifies potential (e.g. trend analysis) or actual underperformance, we trigger our performance improvement process. The approach is consistent for both Ingeus and SCPs, with SCMs supported by our Operational Excellence team and Head of Supply Chain responsible for overseeing all SCPs. If light-touch interventions (e.g. more frequent monitoring, peer/team leader/ performance coach support for individual staff or tweaks to operational processes) are unable to address performance issues, then we implement SMART PIPs to address specific areas of underperformance, overseen by the appropriate manager/SCM. These are reviewed weekly, with daily calls to encourage rapid focus on addressing underlying concerns. Once PIPs are successfully resolved, findings will be captured and shared by our Operational Excellence team at appropriate level (e.g. Ingeus Executive for contract PIPs, Business Managers and SCP Managers for site/staff PIPs) with lessons identified and applied across Ingeus and SCP delivery, and risk mitigations/process improvement embedded to prevent repeat incidents.

Engaging with the Authority: Ingeus has a well-established relationship and effective communications with DWP to manage performance and offer support as a key strategic supplier. Our OD will be a single point of contact, managing our relationship and facilitating integration (e.g. offering DWP access to our reporting systems). In the event we identify Ingeus/SCP performance outcomes or customer service trends at risk of under-performing, we will notify our DWP performance manager within 48 hours informally with our immediate steps to address it. This will be followed formally within 3-5 days with a plan to address concerns. This would allow us to use scheduled review meetings to provide deep-dive analysis and additional detail on performance improvement measures.

Working with Other Providers: Ingeus works collaboratively with other providers, chairing the BSA welfare committee, serving on the ERSA board and actively participating in DWP provider forums. As chair of PPP, we work alongside WHP providers to co-ordinate relationships with national employers, improving the likelihood of obtaining suitable vacancies. Upon contract award we will work with other Restart primes to put in place seamless support for participants moving CPA. Ingeus will help fund the ReACT Partnership (including ERSA, IEP and Institute for Employment Studies), a cross-industry collaboration for continuous improvement, collaborative research into programme improvements, best practice and supporting the trialling of delivery innovations.

Performance Risks: Risk (1): Recruitment of required number of staff to meet demand. Mitigation: Recruitment profile based on recruiting 2-4 weeks ahead meaning excess capacity within any given month and/or additional time to recruit required numbers. We will promote flexible working and recruiting from other industries with transferrable skills combined with emphasising the social purpose of Restart. Labour market downturn will mean more suitable candidates, along with competitive salaries in our Restart model to attract the best. Rationale: This approach for JETS enabled us to recruit [REDACTED] staff in 7 weeks for October 2020. Risk (2): Economic impact of Covid could lead to a reduction in suitable vacancies. Mitigation: Ingeus and SCPs will have a team of [REDACTED] employer staff, building on our existing [REDACTED] strong regional team to provide pan-regional one-stop employer service. We are actively engaging local recruitment agencies (e.g. Opal Carers) to embed Restart in the local recruitment market. Labour Insights shows us what sectors are recruiting and skills are in demand. Our culture of urgency, lower caseloads and services like iWorks will help people rapidly up/re-skill for opportunities. Rationale: Some local sectors have grown over the last year whilst others have struggled (e.g. London’s education and healthcare vacancies increased 19.2% in 2020). Identifying growth areas and quickly upskilling participants is key to the success of Restart. Ingeus’ CWL WHP performance has actually increased since March 2020 from [REDACTED] Job Starts in Q1 to [REDACTED] Job Starts in Q4. Risk (3): Outside events could prevent participants reaching the earnings threshold (e.g. local lockdowns at short notice). Mitigation: our Employer Services Team provides employer guidance on managing a Covid-safe/WFH workforce (e.g. we arranged Covid safe interviews for One Below in our offices). When participants fall out of work, our Rapid Response Team (RRT) will quickly find suitable alternative employment. Rationale: targeted employer support can help roles continue even under Covid restrictions. Our RRT increased outcomes by [REDACTED]% when piloted on the WHP.
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		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.  







Ingeus’ systematic approach to quality, compliance and continuous improvement is underpinned by 19 years’ experience of employability delivery in the UK. 

Meeting the specification and tender standards across Central & West London (CWL) throughout Restart: Our robust management practices, systems monitoring, and data analysis will assure quality of service for Ingeus and Supply Chain Partners (SCPs) Reed in Partnership and Get Set UK, delivery in CWL. Pre-go-live, our Head of Compliance and Audit will develop a Restart CWL-specific Compliance & Quality Assurance Framework (CQAF), aligned with the participant journey. The CQAF holds processes, evidence requirements and tools (e.g. observations, dip-testing files, audits) to achieve all specification standards, CSS quality targets, and tender commitments (e.g. Enabling Environments accreditation for our Brent Hub), for Ingeus and SCPs. All staff will have KPIs aligned to CSS, with live MI dashboards from our Data and Insights team enabling managers to review progress in real-time. Internally we will review CSS against a higher target to drive a culture whereby the CSS is a minimum standard. Weekly performance calls will ensure each employee understands their responsibilities and personal KPIs, with additional competency-based training provided as required. Monthly sample checks and quarterly internal audits will ensure CQAF controls are working effectively across all sites/SCPs and identify any risks. The CQAF will be reviewed regularly (minimum annually) to reflect changing requirements and ensure we continue meeting specification and tender standards. 

Quality of delivery across the CPA is driven by Ingeus/SCP staff selection, training, development, and Ingeus’ Performance Management Framework (PMF). Ingeus/SCPs will recruit staff against a skills competency matrix and provide an induction and training package to ensure staff have the right skills, attitude, delivery model knowledge, and commitment to delivering quality services. Through the PMF, our Operations Director sets SMART targets aligned to contractual commitments. These flow down to all job roles so we can assess everybody’s contribution to the CSS and Restart objectives. Ingeus/SCP staff monthly performance reviews will consider these targets together with audit findings, participant feedback, and efficiency of key activities (e.g. action planning) during observations. Performance Improvement Plans will be used to address shortcomings (at individual/site/SCP level).

Our CWL Restart SCPs were chosen for their consistent achievement against sector standards. Like Ingeus they will follow the CQAF, overseen by their assigned Supply Chain Manager (SCM) and supported by our proven quality, compliance, and performance management processes – the DWP Provider Assurance Report (2019) said “robust controls are in place to report on contractual performance” and we achieved an “Excellent” rating in Merlin Standard assessments for supply chain excellence in 2016, 2018 and 2020. Each SCP will have a designated staff member responsible for auditing and compliance, with support and oversight provided by their SCM and Ingeus’ Compliance and Audit Team. We will also work with local organisations to provide specialist interventions (e.g. Resurgo for 18-24s). We will review interventions through MI (e.g. how many achieve a job start) and participant feedback so we refer to organisations that make the largest impact.

We will create a culture of sustained continuous improvement across CWL through our Lean Six Sigma Director of Operational Excellence, so everyone is empowered to support continuous improvement. Informed by participant feedback and operational data, any improvement/change project proposals will be translated into measurable KPIs and owned by a relevant staff member. We will actively encourage sharing best practice through Quarterly Restart Forums, bringing Ingeus/SCP staff together to showcase successful innovations and how they can be replicated.

Complaint handling: Promapp underpins our complaints process to ensure accuracy of complaint logging, response, and remedial action. The process will be explained to participants at their initial meeting and displayed at sites, online and in promotional material. A complaint can be made via a complaints box, online, or directly to Restart Advisers/SCPs/Managers, who will aim to resolve it immediately and informally. If it cannot be resolved, they support participants to make a formal complaint (written/phone) to our independent Complaints Officer (CO) for impartial decision-making. The CO logs the complaint on Promapp, investigates, and makes a full response in 10 working days. Unresolved complaints are escalated to Business Managers (acknowledged in 3 days, respond in 15). If unresolved, the participant can escalate to the Operations Director, and then the Independent Case Examiner. Complaints data will be used along with MI reviews and audit outcomes to identify and respond to trends/inform CI. Our Risk & Audit Committee provides executive oversight.    

Accurately tracking and monitoring participant progress: Our Engagement Team manage the Warm Handover, assigning each participant an RA. To clearly articulate participant progress on programme, ICONI, our CRM system, records the RA’s assessment of proximity to the labour market and expected time to outcome. This is updated at every contact to reflect achievements/arising barriers. Weekly RA caseload reviews, enabled by tailored Caseload Management Reports, discuss caseload sizes and participant progress to identify any support needs. Progression will be monitored at RA/site/SCP/contract level to ensure targets (e.g. retention) are met. Our Cohort Report distils reports on the participant journey by month/cohort, to enable discussion on individual/cohort progress towards outcomes.

Capacity to manage Restart: Ingeus’ Executive Team led by our CEO, thoroughly qualifies all future business opportunities, so we only bid when we can exceed KPIs and outperform the market. We reviewed our pipeline and existing commitments including working capital with our parent company, APM Group, to ensure we have capacity to implement and manage Restart. We will continue to ring-fence contracts and leadership and have recruited several senior Operational Directors/Managers for Restart to supplement capacity and avoid any impact on existing contracts.

Systems and processes providing a robust audit trail: Ingeus’ data driven approach is supported by ICONI, our new CRM system, a proven and highly configurable employability-focused platform. It will capture real-time data from referral and be used across delivery. Using Power BI analytics tool, our Data & Insights team will map data against CSS to inform monthly Balanced Scorecards and weekly performance league tables to improve quality and performance. Promapp gives our staff process steps/links to guidance so Ingeus/SCPs offer a consistent service across CWL. It supports continuous improvement by allowing Ingeus/SCP staff to provide feedback on processes, and for managers to offer training based on how often guidance is accessed. Any change/addition on Promapp is instantly published for all employees as a change alert, so everybody can quickly respond.

CQAF builds a robust audit trail, establishing requirements against contract/tender commitments/CSS standards to gather evidence/data against them (e.g. participant consent, attendance records, action plans, evidence for outcome claims). These inform staff training and system development e.g. mandatory data-entry fields for key evidence, outstanding CSS requirements notified in daily Manager reports. Our Compliance & Audit Team’s experienced Auditors will implement a contract quality and compliance schedule for robust, independent audit of all evidence with clear activities and accountabilities to monitor and manage Restart quality against all standards. Results will be discussed with local sites/SCPs and shared with our Operations Director to inform self-assessment and CI. Results by contract will be shared with SCPs and our Risk & Audit Committee for delivery oversight, chaired by our CEO [REDACTED]. These systems are already in place, successfully monitoring initial activity for 3 JETS contracts whilst maintaining focus on WHP delivery.
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		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.  














For Central and West London (CWL) Restart Ingeus will combine our London experience operating Work & Health Programme (WHP), JETS and Work Programme (WP) with our proven expertise managing high performing supply chains. Our proactive and supportive supply chain management approach has been recognised as “Excellent” in 3 successive Merlin Standard Assessments since 2016. 

[bookmark: _Hlk66617674]Our Supply Chain Partner (SCP) approach combines direct delivery (Ingeus is a high-performing international employment services provider) with a selection of local SCPs (to maximise local knowledge/engagement and gain from a diversity of approaches and best practice). Ingeus manage 70+ SCPs nationally using our highly effective tools and tailored training to deliver high performing services. We collaborate with SCP to build a cohesive delivery approach, working with organisations who share our values and commitment to enabling better lives. Ingeus management processes are used across the supply chain to ensure consistency. Delivery processes and KPIs are agreed with SCP before contract start and reflected in our Contract and Quality Assurance Framework to ensure consistent service quality across Ingeus and SCP. Our Restart Senior Supply Chain Manager (SCM) will be responsible for driving SCP performance, using our Supply Chain Management Framework. The senior SCM and SCMs, reporting to the Operations Director will share operational insights across Ingeus and SCPs working collaboratively to deliver performance, (e.g. we signposted Ingeus applicants to a JETS SCP having difficulties recruiting). Supply Chain Coordinators (reporting to SCM) give SCPs day-to-day support, offering training via site visits and sharing MI/communications. This builds on our MoJ CFO3 delivery approach where tailoring support for the 41% of our supply chain that are SMEs led to 75% increasing delivery capacity. Mentoring West Midlands said: “being supported by Ingeus has meant MWM have strengthened as an organisation”.

Our SCPs for CWL Restart: Ingeus has an integrated central London infrastructure and has supported [REDACTED] Londoners in the past 10 years. Our supply chain design was scored as Excellent (97%) by Merlin in 2020. Our CWL SCP rationale builds on Ingeus’ position as WHP prime contractor in Central London, adding proven, high performing SCPs who blend local links and national experience in complementary delivery areas to deliver 20% of Restart. Ingeus and SCPs have confirmed Day 1 capability to deliver CWL, the largest Restart contract:

Reed in Partnership, an experienced, job-focused SCP with local expertise and infrastructure. In addition to delivering the Work and Health Programme and an ESF contract for over-50s in West London, they achieved [REDACTED] jobs as a West London Work Programme provider. Reed will deliver across Harrow, Hillingdon, and Hounslow, and have significant mobilisation and delivery capacity to support delivery of CWL Restart.

Get Set UK, will deliver in Southwark where they are locally integrated and deliver employability services alongside the council, and innovatively support vulnerable groups, e.g. tailored support for Lone Parents. We will continue our capacity building support that enabled Get Set to become part of our JETS supply chain as part of our commitment to support smaller organisations to thrive in the sector.

Intervention Partners provide varied one-off/cohort participant needs, e.g. with PeoplePlus for self-employment. Our SCM agrees a Development Plan and commercial terms (including KPIs and outcomes). Our SCM supports organisations to scale-up delivery, in line with our continuous improvement strategy, e.g. The Coders Guild, an SME upskilling participants into digital jobs/apprenticeships. 

Successful delivery in London requires effective, locally led tailoring and agile delivery to reflect diverse communities’ needs. We have ring-fenced significant funds in our Performance Fund (PF) of [REDACTED] to quickly procure effective services/support from Intervention Partners to respond to needs. For example, The Twist Partnership’s tailored employability support to address language barriers, currently working with Portuguese/Spanish speakers in Lambeth. This approach reduces service overlap (a key element, highlighted by [REDACTED], West London Alliance and Councils in CWL), fills service gaps and will leave a legacy of capable, high performing organisations delivering ‘good jobs for all’. We use a similar Fund on the Work and Health Programme in Central London, which enabled us to quickly respond to Covid’s impact on participants. In Q4-20 we spent £[REDACTED] on additional support, including counselling and Core Skills & Training to deliver a hair and beauty sector-based work academy programme. The PF will test innovations to identify what works, as part of our commitment to maximise outcomes. Our SCM will capacity build organisations delivering high performing services, agreeing a Delivery Plan and supporting them to join our supply chain, as appropriate. Where we identify suitable new high performing SCP to join our supply chain, we will reduce our delivery share by up to 10%. 

SCP changes: To keep delivery responsive during economic uncertainty, we will add local high-performing SCPs to our supply chain where they address local/arising needs, after building their capabilities via PF. Where other SCP changes are necessary, e.g. to add capacity or removal due to underperformance, our SCM and Operations Director will scope requirements, review our contingency options, and either secure a new SCP using our transparent selection and due diligence processes or step in ourselves, depending on what will achieve the best results for participants.

Driving continuous improvement (CI): Ingeus is “one of the most proactive Primes in sharing resources and encouraging open collaboration” (our Merlin 2020 report). Ingeus has embarked on a Lean Six Sigma journey to drive CI, led by our black belt Transformation Director [REDACTED], supported by a new Head of Operational Excellence and 5 existing Green Belts in Operational delivery. Our new Lean Six Sigma framework is being developed with a whole system approach aligning our CI strategy, value stream management, tools and techniques and people enabled processes. Our initial focus is to identify what adds value for customers/users, improve effectiveness and efficiency to create smarter ways of working, (e.g. Promapp process tools and ICONI CRM and Power BI data analysis used across the supply chain). We will use proven methodologies to engage Ingeus/SCP staff, find sustainable solutions and build problem solving capability. In March-21 we will commence a white belt awareness programme and train green and yellow belt change agents with a focused Leaders programme, to make it sustainable and drive CI across Ingeus and SCP.

Our data driven, agile Restart model has a Compliance and Quality Assurance Framework using tools, (e.g. ICONI, Power BI, DMAIC, root cause analysis, participant feedback, observations) and quarterly audits to identify and evidence feedback and drive CI across Ingeus/SCPs. Our WHP North West data (Q1, 2019) identified a decline in participants remaining in work, so we piloted a dedicated Rapid Response Team to intensively re-engage and support these participants. Data from this pilot evidenced outcomes increased [REDACTED]%. We successfully tested this on another contract and used this feedback to inform future delivery, including our CWL Restart model. 

Our Compliance and Assurance Team complete Ingeus and SCP quality assurance visits reviewing data/feedback trends from surveys, observations, file dip-tests and feedback loops to identify, evidence and drive CI, e.g. annual ‘you said, we did’ participant/stakeholder surveys. We drive CI from the front-line across Ingeus/SCP, e.g. during Covid, our London WHP Ingeus/SCP Advisers identified increased digital exclusion. Our digital needs survey (Jun-20) evidenced that 41% of participants needed support and we provided IT training/equipment to [REDACTED] Ingeus/SCP participants. On Restart we will assess all participants’ digital needs to tailor support. 

Our systematic self-assessment process will be informed by Lean principles, prioritising improvement projects linked to CSS/contractual requirements, e.g. PF will test and learn new approaches via pilots, collecting data on what works.

Our Lean Six sigma framework will work down the supply chain, so Customer Value is understood not filtered out and worked up the supply chain aligning all elements to deliver the best Customer Value/outcomes. Embedding Promapp in ICONI will ensure consistency of delivery and adherence to processes across Ingeus/SCP and support process improvement. Since Oct-20, JETS Ingeus and SCP Adviser feedback has informed 39 process improvements and enabled Managers to tailor staff training.

Sharing best practice: Ingeus shares best practice, collaborating with SCP, e.g. in 2020 we rolled-out new e-learning platform iWorks across Ingeus and SCP. SCM will lead best practice sharing with SCP, 1:1 and in groups using varied tools, including: 

Shared good news stories/case studies 

Best practice forums (Advisers, Team Leaders, Managers) & SCP Forums 

Intelligence captured via local forums like Camden Employment & Skills Network is shared across SCP to identify and share best practice

Joint workshops/training, management meetings, Induction sessions

Weekly performance league tables at Adviser/site levels, 

Sharing observations, audit and stakeholder survey feedback and data intelligence captured by our Data Insights Team to support delivery

“Who’s the Expert” SCP assessment to identify areas of knowledge, (e.g. Reed’s London Enterprise Adviser Network of business volunteers and delivery to 50+)

Working with the cross-provider ReACT partnership to share what works.

In 2022, we will introduce an annual international Innovation Award to showcase innovation and drive best practice. Ingeus and SCPs will submit evidenced best practice and compete against innovations from APM services in 10 countries to win.

Building Ingeus’ capability: Our effective methods to build our capability are evidenced by our successful mobilisation and delivery of 7 high performing WP contracts with 55 offices, [REDACTED] staff and 50+ SCP (£[REDACTED]). We have invested in our Restart capability to deliver at scale and pace, including:

Recruiting senior operational leaders with additional skills and expertise 

New Head of Employer Services & Labour Insights a new labour market data tool

CRM investment gives SCP parity of data use/capture (SCP survey request)

Promapp process mapping software to embed clear guidance and ensure consistent delivery at scale across supply chain.

Building SCP capability: Ingeus invest in and build the capabilities of organisations with the ability to perform, e.g. we supported Tower Hamlets charity Bromley by Bow to become a WHP SCP. To achieve this SCM and SCPs agree a Development Plan (reviewed annually) offering tailored support and agreeing growth plans. Arising needs will be discussed at monthly performance meetings and quarterly SCP Forums. Our SCM will coordinate Capability Building activities/workshops to develop SCPs. 

Balancing Risk: Ingeus SCP selection and 3-stage due diligence processes are “very robust, comprehensive and developmental” (Merlin report 2020). Our SCM ran detailed sessions with selected SCPs on our Restart model, providing a detailed financial modelling tool so SCP could assess our model and cashflow requirements. SCP feedback was this was a thorough and useful process. Our SCM identifies capacity, capability and appetite for risk/growth with SCP and reviews the balance of risk, (e.g. amending contract clauses/payment terms) so offers are deliverable and we can work with the best SCPs. On our National Citizen Service contracts this has enabled us to work with a supply chain that is 88% VCS organisations. 

Our SCM will use Ingeus’ Performance Management Framework to review SCP performance monthly and adapt support: e.g. training to grow small SCP, reviewing performance management discipline, or adjusting volumes to address performance issues. Our SCM will devise a local Capability Building programme tailored to organisations’ needs, (e.g. advising on policies and systems) to improve local services, address gaps and support organisations to become Intervention Partners. 

Ingeus will apply our management processes across the supply chain to align purpose, processes and people with Ingeus and SCPs working together to deliver high performing, innovative and locally tailored CWL Restart services.
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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. 





		

[bookmark: _Hlk65408778]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.  
















Recruiting Staff and Ensuring Relevant Skills Throughout Restart Duration: Ingeus’ dedicated Restart Talent Acquisition (TA) team will work with Supply Chain Partner (SCP) recruitment leads to deploy a flexible and adaptable rolling recruitment model which will ensure continuous delivery and strong performance across the Central & West London CPA during the life of the contract. As a Disability Confident Leader, we work with diversity specialists (e.g. Stonewall) to ensure a far reaching and inclusive recruitment strategy which attracts high quality candidates from a diverse range of backgrounds. Ingeus’ average time to hire is between 13-20 days.

Attracting Candidates for Day-1: Ingeus/SCPs will promote opportunities through social media, membership bodies (e.g. ERSA, IEP), job sites (e.g. Indeed), diversity job boards (e.g. Diversity Jobs), friend-referral schemes (sourced 14% JETS staff), local job brokerages (e.g. Work Hounslow), our alumni network (engaging hundreds of ex-staff) and recruitment events. We will target University platforms/job fairs (engaging virtually if necessary) to attract graduates – on Work Programme, graduates performed particularly well, motivated to achieve in their first professional role. We will also use Ingeus’ HR platform PageUp, a tool which improves the hiring experience for applicants and managers and seamlessly integrates with Ingeus Careers page (1000+ applications made in Dec-2020 on PageUp). For specialist roles we will use a Recruitment Process Outsourcing Model (e.g. via our long-term relationship with Randstad Sourceright). 

Interviewing: Initial selection will be handled by the TA team, who review applications and carry out telephone screenings/facilitate online assessments. The TA team will shortlist the best candidates and the Hiring Manager and a member of a dedicated interview team will conduct the interviews. Where there are large candidate volumes, we will interview daily using assessment centres. Interviews will include a blend of interactive online competency/scenario/values-based assessments and competency-based interviews. All activities can be adjusted to accommodate disability requirements. Right-to-work will be audited by Ingeus HR/SCP Management teams prior to offers. Ingeus DBS checks/references are outsourced to Agenda Screening Services. 

Meeting Headcount Profiles for Day 1 and Throughout: Ingeus/SCPs require [REDACTED] Day-1 staff all of whom will be recruited or seconded from other programmes. This number includes [REDACTED] front-line delivery staff (including [REDACTED] Restart Advisers (RA), [REDACTED] Engagement Advisers, and [REDACTED] SME Advisers), supported by [REDACTED] non-frontline roles. See Org Chart (Appendix 4) and full breakdown of roles (Appendix 5). Recruitment of roles will cover the entirety of the CPA with minimum of [REDACTED] staff per site for Day 1. RA numbers are based on accommodating the full predicted flows one month in advance and increase as participant volumes increase. All staff numbers in this response are FTEs. On programme is the average of start and end of month.

		

		Day 1

		Month 4

		Month 7

		Month 10

		Month 13



		On programme

		[REDACTED] 

		[REDACTED] 

		[REDACTED] 

		[REDACTED] 

		[REDACTED] 



		Number of RAs

		[REDACTED]

		[REDACTED]

		[REDACTED]

		[REDACTED]

		[REDACTED]





Participant volumes determine the required number of RAs, Engagement Advisers, RA-Trainers and specialist roles (e.g. employer engagement). Throughout the first 12 months Ingeus will have a dedicated TA function for Restart to ensure staff numbers continually meet increasing participant volumes. Separating this activity protects ongoing service delivery and performance levels for the first year of the contract. Staff will be deployed 2-3 weeks prior to Service Delivery Start Date to allow for thorough induction, skills and systems training to maximise performance. Case Study: In 2019 Ingeus’ National Citizen Service (NCS) delivery attracted [REDACTED] candidates for [REDACTED] assessment centre places, recruiting the [REDACTED] staff required in 12 weeks. Similarly, in Oct-2020 we recruited [REDACTED] new staff for DWP JETS in just 7 weeks.

Ensuring Relevant Skills: Ingeus/SCP Talent Acquisition (TA) teams will highlight key attributes for each role, targeting those with relevant experience/attitudes and an understanding of the strategic context of Restart, the local labour market and specific needs of participants. Ingeus/SCPs will initiate sector-based targeting of candidates, including those with direct relevant experience/knowledge, but also individuals displaced through Covid. E.g. Ingeus has reached out to employers such as Topshop to facilitate sourcing roles for c. 2,500 retail staff at risk of redundancy with relevant skills for Restart. This approach ensures Restart participants benefit from a diverse range of staff from a variety of sectoral backgrounds. We successfully adopted this approach on JETS, where 27% of RAs come from a recruitment background, 18% from employability, 11% from training and 10% from customer services. We test skills/experience via scenario/competency/values-based assessments to ensure all candidates are suitable for the programme. Qualifications are verified and disclosure clearance must meet Baseline Personnel Security Standard (BPSS) and Safer Recruitment principles. 

During induction/probation: 97% of Ingeus’ new JETS staff found their induction was successful, with an average rating of 8.5/10 demonstrating how motivated they felt after attending. All Restart staff will undertake a 3-week induction incorporating key priorities: Introduction to Ingeus/SCP (e.g. performance excellence culture, policies, systems). Restart system training (ICONI CRM, iWorks). Role-specific induction (e.g. skills/processes training, motivational interviewing) to ensure skills competency for Day-1. All staff will complete e-learning modules on our online platform iLearn on mandatory and compliance areas. Our 6-month staff development programme ‘5 Star Success’ (developed for Restart) will ensure the probation period supports new staff to upskill on the job. We will use a combination of: monthly reviews against the ‘5 Star Success’, situational assessments, observations, caseload reviews and peer and participant feedback to test and validate skills against key standards linked to Restart objectives. These will include behavioural (e.g. dealing with challenging circumstances/participant objections), marketing for employment (e.g. reverse marketing), organisation and performance/caseload management (e.g. pipeline planning). Staff will only pass when they have achieved 5 stars across key measures, e.g. excellent CRM compliance, developing strong action plans. Those displaying exceptional skills/strengths will ‘qualify’ as mentors, supporting others to achieve. The ‘5 Star Success’ model will be mandated across SCPs to ensure consistency and quality in staff development. 90% of new staff in our employability sector pass their 6-month probation period Ongoing: RAs will be supported to maintain and refresh their skills by dedicated Performance Coaches (PCs). Where a developmental need is identified (by Business Managers/Team Leaders) a referral will be made to the PC for additional support. This could include targeted 1:1/group-based training delivered by PCs/Learning & Development (L&D), mentoring or observation. RAs will also have access to digital/classroom training, with all Ingeus/SCP staff benefitting from 1,000s of skills modules on iCareer.

Training and Retaining Staff: Our L&D team will commence Restart induction for Ingeus/SCP staff with local managers, 3 weeks before go-live. The induction delivered at local sites and/or online, will embed contract knowledge through on-the-job training and role specific guidance. All staff will also receive training in areas such as Delivering Performance Excellence and Neurodiversity. Digital training will be delivered via AdobeConnect, which uses interactive content, topic chats, annotations and tracking digital body language to make remote delivery engaging. All staff will complete mandatory training through iLearn (e.g. safeguarding, GDPR) refreshed annually. ‘5 Star Success’ ensures probation provides an opportunity for continuous professional development. In line with our performance management framework, staff will have monthly reviews and where a need is identified be offered additional training (e.g. MCI Solutions Building Resilience, iCareer/iLearn and digital professional library iRead), and/or additional PC support. Ingeus’ Diversity Inclusion Group initiatives support staff from different cultures (e.g. tailoring work conditions around disabilities/faiths, embedding cultural awareness into training).

Retention: Ingeus’ voluntary staff turnover is c. 20%. We ensure Ingeus is a fair and fulfilling place to work by: 

Providing career development opportunities: We support employees’ development, e.g. offering 3 days study leave per annum, IEP apprenticeships and iLearn (100+ courses) and iCareer platforms. Our Restart roles offer progression pathways, e.g. RAs can progress into PCs, we offer a range of apprenticeships (Management, Customer Service, Learning Mentor, Business Improvements). 

Ensuring a work/life balance: Our Flexible Working Policy enables balancing work commitments with childcare/caring and offers staff home-working opportunities wherever practicable. Ingeus has signed up to the Mindful Employer Charter to address workplace mental health.

Competitive salary/benefits: Ingeus ensures salaries are competitive with the market and for Restart will include an incentive programme for over performance. Staff benefits include healthcare, life insurance, company pension and flexible benefits (discount shopping, wellbeing and childcare vouchers).

Involving staff in decision making: Staff are given opportunities to input into company decisions, e.g. Service Design forums, Disability Inclusion and Communities, Values Champions, annual employee engagement surveys. 

Managing Absences: All absences are logged and tracked by managers via Ingeus’ myHR System, which provides an overview of absence forecasts and trends and access to reports to manage capacity planning. Our staffing model has built-in absence assumptions. RAs commit 25 hours to participant 1:1s weekly, so with a max caseload of [REDACTED], a full-time RA will have [REDACTED] hours ([REDACTED]%) of non-direct activities a week (or absence contingency). Staff book annual leave with at least 2 weeks’ notice so managers can ensure adequate cover. Contingency Arrangements: managers identify delivery risks to ensure immediate cover, with cross-trained Team Leaders delivering as needed. Ingeus’ flexible resourcing model and rolling recruitment activities ensures we always have access to quality screened and vetted candidates who can be rapidly recruited, trained and deployed during peak periods of staff absence. On our employability programmes (e.g. WHP) we have staff with transferrable skills able to fill emergency gaps. Deploying these methods on our MoJ Transforming Rehabilitation reduced some sickness attrition levels by 70%.

Volume Fluctuations: JCP referrals/volume forecasts are reviewed by the Operations Director and shared with SCPs weekly to support resourcing. When volumes increase: Ingeus’ flexible rolling recruitment model ensures we always have quality screened candidates for rapid recruitment, training, and deployment. We will draw on talent pools from previous recruitment/other contracts with decreasing volumes (e.g. 10% NCS staff to JETS). 47% of staff recruited on JETS had no notice period and could start immediately, reducing time to recruit. Where volumes increase in different areas of the CPA, we will re-allocate staff, ramp up recruitment activities in affected areas and broker secondment arrangements between Ingeus and SCPs. When volumes decrease: staff will initially be redeployed to support in boosting referral volumes (e.g. working with JCPs to drive referrals; promoting our additional capacity so new referrals are signposted on quickly, helping market Restart better, providing promotion materials). These measures helped restore our DWP WHP starts to business as usual levels after they had dropped significantly in the early stages of the pandemic in 2020. Where there is a significant surplus of staff, we will offer other employment opportunities across Ingeus and our SCPs where possible, with redundancy being a last resort. 

Supply Chain HR: our SCPs are experienced providers with equivalent processes in place to those set out above for Ingeus. We review HR processes and practice during due diligence and will support SCPs throughout implementation to and live delivery to ensure effective HR practices are consistently applied at all levels across our Restart delivery teams.
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		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.  



































Ingeus’ proposed delivery infrastructure conforms to the Restart specification and is informed by our participant survey (Dec-20), which showed 55% of participants want to receive employment support both in person and online. Our proposed model allows participants to attend sessions at Ingeus and our Supply Chain Partners (SCP) Reed in Partnership and Get Set UK’s 18 accessible sites in Central and West London (CWL) and complements this with our new digital solution (used successfully on WHP JETS), giving participants the knowledge and support they need to succeed. 

Permanent Premises: We have conducted analysis of expected participant flows by local authority and JCP office to develop our site requirement based on peak Restart staffing levels. Ingeus’ existing CWL sites will not have capacity to accommodate the volume of Restart participants we anticipate engaging at peak, so Ingeus and our SCPs will invest in and implement a network of 18 permanent premises in CWL, 17 of which will be procured specifically to meet Restart’s requirements.

Ingeus’ 12 Restart Hubs will be in Barnet, Brent, Ealing, Hackney, Hammersmith & Fulham, Haringey, Islington, Kensington & Chelsea (also serving Westminster), Lambeth, Lewisham, Tower Hamlets, and Wandsworth. Our Hubs are large sites, (of c. [REDACTED]+ staff) providing an energised and dynamic employability space that embrace the feel of both business and community. These full-time sites (open to participants from 9:00am to 5:00pm) will include multiple 1:1 and group meeting rooms, extensive participant jobsearch facilities and a dedicated community co-working area, available for local community organisations and partners. Our approach aligns with the GLA’s ‘Building Strong Communities’ Recovery Plan Mission to provide residents with access to a community hub and community-led activities. Our Hubs will also provide a base for management/support staff. 

Our SCPs sites: Reed will operate Restart Hubs from 3 permanent sites in Harrow, Hillingdon, Hounslow and Get Set will have 3 Southwark sites (details in Appendix 6). 

In our survey, 51% of participants wanted employment sites to be friendly like a community centre (19% relaxing like a coffee shop, 17% smart like an office). Our Hubs will all have dedicated community space to encourage collaboration. This will be available to community partners for co-location and external stakeholders to promote their services (e.g. our existing Brixton site offers co-location space to Lambeth Homes and CAB), to employers to engage with our participants, or even to newly self-employed participants to hot desk.  We will adopt the Royal College of Psychiatrists Enabling Environments award for our Brent Hub which focuses on creating a space where staff feel supported and empowered, and participants feel comfortable, valued and are confident to engage positively. A space where everyone thrives, succeeds, and achieves will increase sustained job outcomes. We will monitor the impact by comparing Brent with other Hubs and share learnings with DWP. 

Our Restart Engagement Team will be based in our Lambeth, Brent and Islington Hubs, meaning our participants are talking with local people who can provide locally tailored guidance. However, using contact centre technology, our Engagement Team will be able to use space at one of our other sites (e.g. if additional Engagement Advisers are needed to address local peaks) or work remotely, giving us a flexible engagement response that is focused on understanding and meeting local needs.

Identifying Restart sites: Ingeus has experience of mobilising new offices within 3-6 weeks (e.g. mobilising 55 offices in 7 CPAs for Work Programme). For Restart, we have proactively commissioned agents to search for sites matching our requirements. The sites listed in Appendix 6 have been identified and evaluated by property agents Vail Williams against our site specification, which included size (based on anticipated staffing), location (close to JCP and public transport) and compliance with the Equality Act 2010 to ensure accessibility. All sites will include hearing loops. During mobilisation, our Restart Estates Lead will undertake full health & safety inspections/risk assessments, provisionally securing lease agreements-in-principle so we can quickly activate sites (dependent on Covid restrictions and participant demand). In every location, our agents have identified two back up sites for contingencies (e.g. Cornell Building, Plumber's Row, Tower Hamlets) so we have enough capacity for go-live and ramp up. 

Our site requirements are based on peak staffing (around July 2022). This means for day 1, we can implement a Covid-safe, socially distanced working environment. This includes additional space for desks and walk-ways, one-way entry/exit systems for larger sites, and hand sanitising stations. Helpful reminders will encourage participants to follow government Covid guidelines. As requirements fluctuate over time, we will have the capacity to reconfigure sites to accommodate additional staff/participants. With a mixture of face-to-face and digital meetings we can further increase site capacity and offer flexible working for all staff.

Achieving full coverage: Ingeus will have a blend of office locations and virtual delivery so every CWL community can access our service. To minimise travel burden, our preferred sites are located with/near places our participants already visit, e.g. JCPs, near popular public transport links. All our existing central London Work & Health Programme (WHP) sites are accessible by rail/bus. Our approach is informed by TravelTime and TfL’s Public Transport Accessibility Levels (PTALS) tool, checking accessibility and minimising travel time to ensure most participants can reach their Restart Adviser (RA) with the same type, frequency and intensity wherever they live. 98% will be able to reach a site within 1-hour each way and 100% within 90 minutes. 

With our comprehensive network of Hubs, Ingeus and SCPs do not currently have an outreach plan for Restart delivery. However, through Ingeus’ central London WHP delivery and Reed’s West London delivery infrastructure we have an existing, extensive network of outreach sites suitable for Restart delivery if required to meet individual participant’s needs e.g. we already co-locate with Hackney Works and other local community venues. Our infrastructure plan will be reviewed biannually to reflect transport/caseload changes through the contract.

Digital Services: Ingeus’ digital solutions are designed to complement face-to-face interventions and to empower staff to consistently offer the best possible support. We have refined our digital offer for participants throughout 2020 and are already investing in additional integration and reporting functionality. Our IT strategy and Operational Excellence Teams will work closely together throughout Restart to explore new and emerging technologies and ensure that our digital services continue to maximise engagement and positively contribute to securing long-term outcomes for participants.

ICONI our new CRM system, is an established employability platform with 20 years’ experience and is highly configurable to Restart’s needs. ICONI guides RAs through the participant journey and regular assessments, suggesting suitable interventions for the Action Plans of participants facing barriers to employment.  Attendance on these interventions as well as regular catchups can be booked directly through ICONI. Caseload dashboards and notifications can be used by RAs/their Team Leaders to identify/prompt actions required for each participant. 

iWorks, developed by Abintegro, is a participant portal (available on desktop, iOS, and Android) that enables participants to learn at their own pace and access key information (e.g. their Action Plan). In addition to 6000+ employability e-modules iWorks offers interactive activities, including a job search engine, a CV/cover letter/pitch builder, and webcam mock interviews. For those looking to change sectors (e.g. into Digital and Health) it provides in-depth guides/interviews explaining job roles (and transferable skills), employer links, recent news, and a sector overview help sheet. iWorks modules will be listed within ICONI so RAs can put specific activities into participant Action Plans. Over the last 6 months, 180,000 iWorks activities have been completed ([REDACTED] for our average user) with participants’ self-assessed job-search confidence scores increasing from 58% to 67%. 

Labour Insights will enable us to track vacancies in real-time, to identify where new jobs are, and what specific skills they require. This will enable our Employer Services Team to develop community and sector specific employer engagement strategies that respond to local issues/opportunities (e.g. c.75k West London residents work in Heathrow’s supply chain). Our RAs will use it to identify suitable local roles for participants and the interventions that will increase their success.

Our digital suite also includes software designed to improve staff performance. Promapp will provide our staff with processes and links to guidance so Ingeus and our SCPs offer consistent service across CWL.  Power BI dashboards link with ICONI, iWorks and our internal systems (e.g. finance) and will help Ingeus track performance against key contract targets/CSS at an individual, site, SCP and contract level.  

All staff will be provided with mobile digital equipment (e.g. internet-enabled laptops and mobile phones) so they can work remotely. This offers greater flexibility and enables Ingeus to quickly transition to digital delivery in the event of further lockdowns.

Digital Contingency: For Restart, Ingeus will build on our existing, proven, robust digital solution e.g. using ICONI and iWorks, available for go live. We maintain detailed Business Continuity and Disaster Recovery Plans, in line with our business requirements. This ensures we can respond to setbacks quickly e.g. in response to Covid we switched all face-to-face delivery to remote delivery to continue supporting [REDACTED] participants. Risk mitigations and contingency includes:

iWorks is hosted on dedicated servers across two data centres, Memset (Dunsfold) and iomart (Maidenhead), to provide failover and disaster recovery. The application and system infrastructure are sized to cope with a much higher user population of the normal population by making use of multiple application and database servers. For any critical failure, recovery of potential data loss is 1 hour (maximum) and time to restore the service is 3 hours (maximum).

ICONI holds all participant information, hosted and operated from a dedicated Microsoft Azure CSP instance, providing high availability levels. This minimises the likelihood of an entire datacentre/server going offline, and ongoing investment mitigates risks. ICONI core data, documents & applications, is geo-replicating to a separate Azure Region. In event of major outages, it can be restored within 24 hours.

Whole system failure. Ingeus houses a secure data warehouse (Information Gateway) which holds all data across all our systems. Our core applications are provided through Microsoft Office365 and our infrastructure was migrated to Azure cloud services in Jan-2021, a robust cloud-based system with enhanced back-up and recovery. If there was complete system failure, we will restore within 24 hours.

We have incorporated new best practice developed in the pandemic into our contingency approach. E.g. for WHP JETS a flexible workforce with capacity/capability to deliver remotely, meeting all go live deadlines. In the event of major systems failure, delivery teams will continue to offer face-to-face support, including 1-to-1 and group employability sessions. Workbooks can be sent to participants to provide structured employability support. Updated Action Plans and details of meetings/group sessions will be recorded on templates in secure network folders, protected by role- and team-based access controls. Records will be updated once systems are restored.

RAs will be trained to support participants should elements of our digital solution be unavailable (at Ingeus’ end or the participants). Participants will receive a brief IT FAQ sheet in their welcome pack detailing how to resolve common issues. When problems remain, participants are encouraged to contact their RA, who will either quickly resolve or seek support from our central IT Service Desk. Participants will be informed of any changes to sessions via their preferred method of contact.
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		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. 
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Ingeus’ Implementation Programme (IP) has been developed by a dedicated Mobilisation and Implementation team, led by [REDACTED], Ingeus UK Transformation Director and in collaboration with our Operations Solution Lead, [REDACTED]. This IP reflects both Ingeus’ own activity and that required by our local supply chain partners (SCP) who are responsible for 20% of Restart delivery in Central and West London (CWL) CPA. Our IP is owned by Programme Director, [REDACTED] (over 25 years relevant experience) reporting at a minimum, weekly to our Executive Team/CEO. The IP comprises key workstreams and activities, highlights key milestones and timescales, and allocates expert resource to the Restart requirements, and manages risks and dependencies. 

Implementation will be managed in 3 stages:

1) Programme Initiation & Mobilisation: activities undertaken at risk prior to contract award with Ingeus and our 2 selected SCPs (Reed in Partnership, Get Set UK), e.g. resource plan execution, recruitment and estates mobilisation, ongoing SCP communication, IT development.

2) Programme Implementation: all activities to be started and/or completed before service commencement, e.g. Go-Live staff training.

3) Post-Implementation: tasks and additional support required after service commencement, e.g. ongoing recruitment, stabilisation period.

[bookmark: _Hlk66467998]Ingeus has commenced Stage 1 to ensure full readiness and certainty of achieving the required standards for the Service Delivery Start Date (SDSD). Ingeus will deploy independent programme assurance, allied to our corporate governance, to ensure both solution design and programme execution across Ingeus and our SCPs are entirely aligned and meet DWP and Ingeus objectives. We have set-up a Restart Design Authority with regular minimum monthly programme reviews during tendering and implementation. All start/end dates are included in the accompanying Gantt chart. Interdependencies (predecessors and successors) are clearly indicated within the Gantt chart enabling the critical path to be identified and managed.

		Milestone

		By

		Responsible

		Activities 



		[bookmark: _Hlk60734947]Recruitment of Staff 

		14/06

		Talent Acquisition Lead reports to Director of People and Culture

		Imp Plan, lines 127-182



		Estates and Assets 

		18/06

		Estates Lead reports to 

Executive Team 

		Imp Plan, lines 258-307



		Digital Training Complete

		28/06 

		ICT/Digital Lead reports to
Chief Information Officer

		Imp Plan, lines 189, 321, 361-366, 476-479



		Service Delivery Processes Complete

		28/06

		Operations Director reports to
Employability CEO 

		Imp Plan, lines 666-676



		Supply Chain Operational Readiness 

		28/06 

		Senior Supply Chain Manager reports to
Operations Director 

		Imp Plan, lines 292-298, 644-654



		Operational Readiness (All)

		18/06

		Programme Director reports to
UK Transformation Director

		Imp Plan, lines 281-291, 298, 



		Stakeholder Management Plan sign off

		14/06

		Operations Director reports to
Employability CEO

		Imp Plan, lines 281-291





Recruitment and Training: Ingeus’ Talent Acquisition (TA) Team will deliver a comprehensive recruitment plan, which will be mirrored across our SCPs. Staff recruitment activities commenced on 02/02, with targeted recruitment, onboarding, training and deployment for SDSD completed by 28/06, ready for initial referrals. Our TA Team have completed all job role descriptions and created a sector-based recruitment strategy (e.g. identifying and targeting those with adjacent skills and experience in other industries). Ingeus is already advertising job roles to ensure a sufficient window for recruitment and onboarding before Go-Live. CV screening, interviewing, keep warm strategy and provisional offers occur from 17/03. From contract award, confirmed offers, BPSS clearance, onboarding and training will take place, pre-SDSD. This timescale allows Ingeus and our SCP staff sufficient time to complete induction, learn responsibilities, systems and processes; to check understanding and for additional support or remedial training to take place if required to guarantee high-quality service delivery from Go-Live. 

Setting up proposed delivery locations: Ingeus and our SCPs have a total of 18 existing and identified sites from which we will deliver across CWL. Our Head of Estates, leading the Restart Estates workstream, has engaged property agents to source appropriate delivery sites, adhering to accessibility and health and safety guidelines, for all our Restart offices and ensuring offices can meet agreed level of referrals from SDSD and accommodate fluctuations. Evaluation of short-listed sites has been completed. Formalisation of provisional contracts will be completed by 12/04 and other preparation activities, e.g. operational fit-out, furniture and ICT systems, will be completed by 04/06 ahead of a 2-week operational readiness period.

Contingency Plans: Ingeus’ Programme Director and Operations Director have co-developed contingency plans for Restart with all workstream leads across the Key Milestones. Our mobilisation activities provide further Programme contingency through, e.g. our delivery staff starting 2 weeks in advance of SDSD, leaving 2 weeks contingency following induction before initial face to face meetings with participants. Similarly, we will seek to agree Head of Terms for all sites ahead of contract award. Where milestones risk slipping, the Workstream Lead will raise these with the Programme Director and Operations Director. Within 24 hours a remediation plan will be put in place to address issues and deploy additional resource required, or the pre-agreed contingency plan will be initiated. For example:

Recruitment: Ingeus will continue to deliver our rolling recruitment campaigns across all our contracts, to ensure we have a talent pipeline for future months and identify future employees to bring forward their start date if required. We will also engage local job brokerage services, such as Brent Works and Wandsworth Work Match to support our staff recruitment.

Estates: our estates search by property agents Vail Williams included identifying 3 potential locations for every proposed site. In addition, our Estates Team can source suitable, serviced offices (e.g. Regus) or community venues, which staff can operate from at two weeks’ notice, as well as existing Ingeus and SCP sites (e.g. in Lewisham and Lambeth). 

Digital: If required, we have paper-based or other offline work arounds should our CRM be unavailable and Ingeus can deliver services through our CRM (ICONI) standard package should configurations be delayed. 

Supply Chain: We have robust contingency for supplier failure including ability for Ingeus, as a prime operator to step-in. We also have 6 backup SCPs in CWL available to commence service if required. In the past we have adjusted flows to other SCPs for periods where failure has been temporary.

Risk Management: [REDACTED]/Our Programme Director manages a RAID log, capturing implementation Risks, Actions, Issues and Decisions. This is tracked daily and reviewed weekly with input from all workstream leads and the operational team. The Risk log component identifies Mitigations (M) to reduce likelihood of the risk as well as contingency activities, ensuring all risks (and dependencies) are managed and quality delivery begins on time:

Risk: Staff not recruited on time, compromising service from Day 1. M: Job descriptions are completed and we have already created a recruitment campaign to widen the search across industries. This will enable early speculative recruitment and ‘provisional’ job offers, an ongoing rolling process, with SCPs aligned to it. A 1-month ahead recruitment plan ensures excess capacity. RED. Timescale: 02/02 – 11/06. Post Mitigation: GREEN.

Risk: Staff capability incongruent to participant needs, impacting outcomes. M: Skills/experience is tested for suitability via scenario based and values led assessments. Staff onboarding will involve 3 weeks’ initial, role specific induction training, supported with online iLearn modules and followed by a 6-month staff development programme. Monthly observations and reviews will test and validate skills. Additional support is given where skills gaps have been identified. RED. Timescale: 03/03 – 24/07. Post Mitigation: GREEN.

Risk: Delays to securing premises compromises delivery from Day 1. M: Agents have already identified suitable sites. Our Estates Team is able to identify and commission serviced offices across the CWL CPA at short notice to use as contingency options alongside existing Ingeus WHP and SCP sites. RED. Timescale: 25/01-12/04. Post Mitigation: GREEN.

Risk: Failure to deploy ICT/digital solution M: Ingeus has chosen an existing employability CRM to ensure readiness. ICT infrastructure testing will complete 2 weeks pre-Go-Live allowing contingency for any delays. All hardware procurement will be complete by 01/06 (current rolling orders exist with most requests an extension to our Work & Health Programme and JETS contracts). AMBER. Timescale: 10/02 – 18/06. Post Mitigation: GREEN.

Risk: SCPs not ready to receive referrals for Day 1. M: Ingeus’ robust SCP selection processes established SCP competence pre-bid. Heads of Terms with our 3 CWL SCPs detail service requirements and due diligence has been undertaken. All readiness requirements mirror those of Ingeus. We have assessed additional capacity across the supply chain and contingency is in place to ensure Day 1 delivery in the event of failure by any given provider. Ingeus, as a prime operator will step-in if required. AMBER. Timescale: 25/01-12/04. Post Mitigation: GREEN.

Risk: Delays to technical integration of systems, leads to service not being ready from Day 1. M: Staff will use manual work arounds e.g. local referrals will be booked onto both ICONI and iWorks platforms, until integration is complete. AMBER Timescale: 25/01-28/06. Post Mitigation: GREEN.

Risk: Covid affects ability to deliver elements of the solution/service – office opening restricted. M: Ingeus/SCPs have successfully operated remote employability contracts throughout lock-down. Our SCPs will be included in business continuity planning and readiness assessment. Ingeus/SCPs will share staff if needed to address localised impacts and ensure cross-skilling of Ingeus staff to provide enhanced resilience capability. AMBER. Timescale: 25/01-12/04. Post Mitigation: GREEN.

Risk: Delays to onboarding specialist service providers could reduce service from Day 1. M: Our core delivery offer is broad enough to meet majority of participant needs, and our model is designed to continually identify and onboard new/backup specialist providers based on need as the contract progresses. AMBER. Timescale: 25/01-28/06. Post Mitigation: GREEN.

Ingeus’ Implementation Programme is informed by 19 years’ UK experience of successful large-scale implementation and our global expertise across 10 countries. This builds on our experience of major UK implementations including recruiting [REDACTED] staff and setting up 55 new offices on time and to budget for 7 Work Programme contracts in 2011 and, more recently, implementing 3 WHP JETS contracts, onboarding [REDACTED] new staff in 7 weeks.
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		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. 














Ingeus’ vision is a strong society in which citizens have the independence, knowledge and know-how to thrive. We are committed to driving improvements in economic, social and environmental wellbeing. The better we deliver our core service, assisting people from welfare into employment, the higher the Social Return on Investment. 

Delivering additional Social Value in Central and West London (CWL): As established providers of support to thousands of London’s most disadvantaged residents, Ingeus and its supply chain partners (SCPs), Get Set UK and Reed in Partnership, are connected with CWL stakeholders, able to understand what matters most to CWL and its citizens, and use our existing infrastructure/systems to deliver additional Social Value (SV) in CWL. As evidence, Ingeus already employs [REDACTED] people in CWL as prime provider for Central London Works and JETS; in partnership with 12 local authorities has implemented an initiative that provided >[REDACTED] digital devices and [REDACTED] accredited digital qualifications to overcome isolation caused by digital exclusion during lockdown. We have accessed >£[REDACTED] funding for skills and qualifications; developed relationships with Beam, Salvation Army and St Giles Trust to find housing for [REDACTED] homeless participants not deemed a priority by traditional housing support; and volunteered for community projects, such as Spitalfields City Farm. Ingeus is co-located with related services such as Hackney Works and Islington (i-Works); and will be part of Wood Green Youth Hub due to open later in 2021. For Restart, Ingeus and SCP will create [REDACTED] new jobs, enabling CWL’s residents to enjoy rewarding careers and increase SV in the community through methods including:

· Continuing to tackle digital exclusion in CWL by supplementing local schemes for digital kit, data/wifi and training as above; and having job search computers and space for remote interviews in our office to help those without suitable home set up.

· Giving all participants an additional 6 months’ iWorks access after exiting Restart, especially valuable for participants in industries hit hardest by Covid, enabling continued learning and comprehensive preparation for a new industry/environment.

Actively approaching downsizing employers with transferable skillsets (in particular retail and hospitality around Wembley and Heathrow) to attract talent for Restart. 

· Streamlining referrals and capturing the efficacy of these through the ICONI online platform; and contributing to local physical and mental wellbeing initiatives. 

· Supporting the local economy by recruiting locally. Targeting the spend of our £[REDACTED] Performance Fund at local CWL SMEs and VCSEs, identifying performance enhancing support that will complement rather than duplicate existing provision, and that aligns with the recovery priorities of Greater London Authority, Central London Forward, and West London Alliance Build & Recover Plan. 

· Building capacity in the VCSE sector by providing free community space in our offices; giving free access to iCareer modules; and transferring any unspent Apprenticeship levy to SMEs/VCSEs through London Progression Collaboration.

· Securing donations and in-kind contributions of minimum £50,000 from staff and partners to support local priorities, particularly homelessness and digital poverty.

· Selecting office locations to maximise access by foot, bicycle or public transport, and to integrate with wider services such as our Brixton hub offering co-location for Citizens Advice Bureau; Money Advice Service and Lambeth Homes. Our blended face-to-face and remote delivery model will reduce journeys and carbon footprint.

Supporting local communities with team or individual volunteering days. All Ingeus staff will have two days additional paid leave each year to volunteer, amounting to [REDACTED] days/year in CWL. We will collaborate with local stakeholders to select projects that align with citizens’ needs, e.g. in February 2020 our staff contributed to greening London by planting 1,000 trees in Mudchute Park, Tower Hamlets.

Investing in our work force to create additional social value: Today Ingeus is a committed advocate of good employment practices and actively supports in-work progression, employee wellbeing and staff retention. As evidence, Ingeus, Reed in Partnership and Get Set UK are all accredited Living Wage Employers. Ingeus and Get Set UK are Mindful Employer Charter signatories. Ingeus’ culture is built on principles of treating everyone with dignity and respect, regardless of culture, ethnicity, religion, age, gender, sexual orientation or disability. We undertake annual gender pay audits, equality/diversity training at induction and ongoing CPD. Our robust policies have clear escalation routes for staff who feel they have been unfairly treated. Ingeus invests in comprehensive staff wellbeing support including private health cover; trained Wellbeing champions; a 24-hour Employee Assistance Programme phoneline, and access to a range of wellbeing modules (e.g. a Covid Support tool for health and issues from bereavement to home schooling) plus counselling, through LifeWorks. For Restart, Ingeus will build on our existing practices and create additional SV within our own staff cohort and within our SCPs by supporting investment in the wellbeing and progression of the Restart work force and upholding standards using our supply chain due diligence, contracts and continuing collaboration. Our quarterly CWL SCP forum will include a focus on SV to maximise our collective impact in CWL and for its citizens. 

All [REDACTED] directly employed Restart staff, including Apprentices, will benefit from fair, decent terms and conditions, with no zero hours contracts. Roles will blend office-based with some home working to support parents, carers and balance.

Real Living Wage (RLW) will be paid to all Ingeus’ and SCP staff - a condition of SCP selection. We will promote the benefits of RLW to all Ingeus’ Performance Fund partners using forums and regular bulletins, with RLW a condition for increasing their work with us. Ingeus will pay RLW to all our own staff apprentices.

Ingeus’ Restart structure will aid retention by providing clear in-work progression pathways for frontline roles e.g. from Engagement Adviser to Restart Adviser to Team Leader or Performance Coach. All staff will have a personal development plan and career progression pathway agreed minimum annually with line managers. Operations staff will be supported to move between different local roles with similar skills (e.g. Restart Adviser and Engagement Adviser) to increase job enrichment and variety, aiding staff retention.

We will continue our enhanced pandemic staff support of 1-to-1 check-ins, return to work plans, resilience/wellbeing workshops with qualified clinicians as we mobilise Restart. We will achieve below regional average sickness absence levels by actively supporting the health and wellbeing and engagement of our Restart staff.

Ingeus and SCPs will create an open and healthy social environment for all staff by testing the impact of Enabling Environments (EE) accreditation in one of our Restart Hubs and rolling out successful principles. EE is proven to drive staff and service user connectedness and promote positive outcomes, including reduced sickness absence, increased engagement, improved productivity, and staff retention. 

Local Values Ambassadors/Awards and CEO communications will reinforce Ingeus’ values (Believe in Everyone; Do The Right Thing; Own It; Take Pride and Care & Respect) and recognise Restart staff throughout our supply chain who go above and beyond supporting CWL participants, colleagues and communities to prosper. 

Enhancing equality of opportunity through unbiased recruitment practices: 

Ingeus supports the Crown’s life chances agenda by aiming to promote opportunities for “DWP Priority Groups”. As evidence, Ingeus is a Disability Confident Leader, and our SCPs are DC Level 2 or higher; 54% of the highest paid jobs in Ingeus are held by women; we are part of the Employers Forum for Reducing Reoffending to improve employers’ recruitment practices and job prospects of offenders; Get Set UK is a minority owned business with 68% from BAME backgrounds, and a wide range of different language speakers, including Spanish, Portuguese, Swahili, Bangla and Urdu; Ingeus is registered for Armed Forces Covenant, and is a member of Stonewall’s programme for creating an LGBT-inclusive workplace. We apply the same commitment to advancing equality of opportunity to all underrepresented groups. Ingeus’ active Diversity & Inclusion Group gives employees from different backgrounds a voice, and the chance to use their lived experience to drive change for the better, e.g. developing a Diversity & Inclusion Charter for External Suppliers to ensure our values and ways of working are shared.

For Restart we will build diverse talent pools and actively target priority groups (Ingeus aims for at least 35% of workforce to come from priority groups). We will do this by: 

advertising through Find a Job, specialist external job boards (such as Black Young Professionals; bmejobs.co.uk; Stonewall’s Proud Employers), specialist suppliers and other non-traditional routes including Hounslow, Barnet, Brent, Camden and Wandsworth job brokerage services, disability charities, and FE colleges.

grassroots awareness raising within marginalised communities; working closely with our local SCPs and wider networks to extend our reach into complementary programmes (e.g. Reed’s West London 50+); and maximising social media and other learning from our National Citizen Service work to appeal to young people.

staff advocacy and publishing profiles of relatable staff to encourage applications.

ensuring all job adverts do not preclude groups we aim to attract; framing in gender neutral language (we use gender bias decoder tools); and offering flexible working from Day 1 to support women, older workers, and carers into employment. 

Ingeus and our SCPs will drive equality through our selection processes, for example: 

operating a guaranteed interview (or alternative assessment) scheme for Central and West London disabled applicants who meet the minimum criteria for the role. 

use of positive action provisions where there are two candidates of equal merit.

operationalising insights and best practice from Ingeus’ offender rehabilitation work to open opportunities for ex-offenders and adopting a positive default mindset.

collaborating with JCP to support work trials for suitable candidates; and

supporting neurodiversity and candidates with learning difficulties or mental health challenges with alternative assessments where the interview process is a barrier. 

Ingeus, as prime provider, will aim to enhance equality of opportunity in CWL by: 

attracting and providing work tasters for 80 local community residents from DWP Priority groups (over 50s,18-24s, BAME, disabled, ex-offenders) each year. After work tasters, attendees can join our recruitment pool with up to 3 guaranteed interviews for relevant vacancies. Each will receive a personal development plan and 12-month iWorks license (>6k accessible courses and learning support tools) to enhance skills, confidence, and readiness for roles with Ingeus or elsewhere.

adopting best practice from the Social Mobility Commission and working with Apprenticeship partner, Total Training, and Get Set UK’s Traineeship routeway, to actively target young people from disadvantaged backgrounds (including care leavers) for entry-level jobs as well as older workers looking for a second chance.

using demographic/labour market data and insights from our work in CWL to identify the make-up of the communities that we serve, and reflect it in our recruiting practices, including seeking to cater for the language or cultural preferences of our participants. We will monitor the gender, ethnicity, and other characteristics of our workforce to understand and address under-represented groups at every level.

Our Diversity and Equality Delivery Plan will ensure that inclusive recruitment and retention practices operate throughout our supply chain and are widely promoted. All our SCPs are required to demonstrate their systems and processes reflect the working values of Ingeus by submitting policies (e.g. Equality and diversity, Safeguarding, Modern Slavery) as part of our due diligence process, recognised in our 2020 Merlin report as being “very robust, comprehensive and developmental”.

We will use our relationships with an ever-expanding group of almost 2000 employers to promote good work and inclusive recruitment practices including through:

promoting the benefits of recruiting disabled people through our commitment to the Disability Confident (DC) agenda. We will provide free guidance to employers across all DC levels; will sponsor or host at least six DC webinars/events; and ensure that all Restart Advisers are aware of DC and promote its use. Ingeus leads the WHP Prime Providers Partnership to develop DC activity and services.

signing up to, and promoting, the London Mayor’s Good Work Standard for fair pay & conditions; workplace wellbeing; skills & progression and diversity & recruitment.

0. helping employers reach into priority cohorts through our programmes. For example, our partnership with Movement to Work gives access to >100 of the largest UK employers committed opportunities for young adults. 

Supporting workforce development to support CWL citizens: We are committed to supporting staff to realise their potential. As evidence, Ingeus’ development platform iCareer provides hundreds of online modules and virtual classes (e.g. motivational interviewing, tackling unconscious bias); staff have up to 3 days' study leave (on top of annual leave) for professional qualifications; and we are introducing iRead developmental digital library. Get Set UK is leading the development of a Junior Employment Adviser Traineeship Routeway with IEP. For Restart, Ingeus and our SCPs will actively support the development of our CWL workforce throughout the contract (critical given the proportion of frontline staff likely to be new to the industry).

[bookmark: _GoBack]All staff will complete mandatory training within month 1 and we will deliver [REDACTED] hours minimum of CPD during Restart, with unlimited access to iCareer and iRead.

All staff will agree personal development plans with their line managers and track progress against goals through monthly and annual performance reviews. 

All Ingeus Participant facing staff, (e.g. [REDACTED] Restart Advisers and [REDACTED] Engagement Advisers) will be offered Institute of Employability Professionals (IEP) Level 3 as part of Ingeus’ commitment to professionalising the workforce. 

All Ingeus leaders will attend a comprehensive Leadership Development programme from award-winning training company, MCI (also made available to SCPs). Modules span Leading High Performing Teams and Change Leadership.

Staff work experience placements to other Ingeus UK contracts will be offered to a minimum of 3% of Restart staff, while international transfers to Ingeus/APM operations globally will be offered to 1% of Restart staff to enhance individuals’ skills and experience while supporting knowledge transfer and workforce development.

Ingeus will support the development and progression of our Restart employees from DWP Priority groups (over 50s, 18-24s, BAME, disabled, ex-offenders) to increase representation of these groups in senior roles. We will do this by offering a mentor to discuss progression options and roles, identify skills gaps and help choose the right training to support progression. A work experience placement to the ‘next’ role will be offered to build confidence and to ‘try-out’ the next job. Senior staff will share their stories to demonstrate achievable routeways. We will also trial Reverse Mentoring.

Ingeus will fund professional memberships (e.g. CIPD, British Psychology Society, corporate membership of IEP) and support professional accreditations where relevant.

Ingeus and SCP will provide at least 60 ([REDACTED]% of workforce) relevant Apprenticeships, including L3 Learning Mentor, L4 Improvement Practitioner, L4 Employability Practitioner and L5 Operations Departmental Manager. Managers will be trained on how to support apprentices – essential to maximising the apprentice experience. 

We have an Ingeus Executive Team member responsible for Social Value and a Social Value Board to drive activities across our business. The Board will review progress, share good practice between contracts and regions, and identify further opportunities to improve our environmental, social and economic sustainability. “Ingeus …continues to assess the impact of delivery on marginalised people… in the broadest possible sense.” 					Merlin report 2020 
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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)

		Ingeus		Private		[REDACTED]		Management partner
End-to-end provider		79.98%		Barnet, Brent, Camden, City of London, Ealing, Hackney, Hammersmith and Fulham, Haringey, Islington, Kensington and Chelsea, Lambeth, Lewisham, Tower Hamlets, Wandsworth, Westminster

		Reed in Partnership		Private		[REDACTED]		End-to-end provider		13.23%		Harrow, Hillingdon, Hounslow

		Get Set UK		Private		[REDACTED]		End-to-end provider		6.79%		Southwark

		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

				Operations Director		Overall accountability for all delivery and performance aspects of Restart, overseeing Strategy, Business Development, Authority/Commissioner relationships, Operational and Financial Performance, Continuous Improvement, and Service Innovation.		Skills: outstanding leadership and management skills. 

Experience: minimum of 10 years’ experience leading large employability programmes and customer-focused services within a performance management culture, and a track-record of delivering above average performance.
		Relevant degree and/or equivalent competence/experience.		[REDACTED]		[REDACTED]

				Regional Director 		Leading the operational teams across sites through effective leadership of Business Managers to ensure teams are fully staffed, capable and delivering performance, compliance and customer service results at, and beyond, expected standards. 		Skills: strong leadership, management, and organisational skills. 

Experience: significant senior management experience on a large-scale programme with a performance-driven environment.		Relevant degree and/or equivalent competence/experience.		[REDACTED]		[REDACTED]

				Business Manager 		Overseeing participant engagement and operational daily management of sites, ensuring every participant is assigned to a highly-skilled Restart Adviser, and receives the best possible service, with all activities undertaken according to contractual requirements.



 		Skills: excellent people management, motivation, and organisational skills.

Experience: Background as a high performing Restart Adviser or experience working in an adjacent sector with a target driven high performance culture, such as recruitment. 		Level 3 qualification and/or equivalent competence/experience.		[REDACTED]		[REDACTED]

				Team Leader (referred to as Restart Adviser Team Leader in Annex S)		Line management of Restart Advisers, offering practical support such as caseload reviews, and discussions of complex cases. They will conduct performance reviews, ensuring skills are developed through training and support from a Performance Coach, and assessing competence through observations against Ingeus' '5 Star Success' continuous development programme. 		Skills: strong leadership and organisational skills, with an ability to motivate large teams of people to achieve targets.

Experience: background as a high performing Restart Adviser with demonstration of leadership skills, or experience working in a team leadership/people management role.

		Level 2 qualification (including English and Maths).		[REDACTED]		[REDACTED]

				Restart Adviser		The Restart Adviser is the core frontline role, central to our Delivery Model. They will own a caseload of participants, ensuring they are supported and challenged appropriately to move towards lasting and meaningful employment. Following a diagnostic assessment they work through a comprehensive action plan with the participant to give them additional skills, identify transferrable skills/capabilities, and give participants the confidence and capability to secure the work they want. 

Ingeus Rapid Response Team are part of the Restart Adviser team, with a specific focus on helping participants who have just fallen out of work to quickly return to employment.		Skills: confident, empathetic, strong people skills, highly organised, adaptable, resilient and motivated to support each and every participant into finding suitable employment. 

Experience: background in a target driven customer service environment, and experience working closely with people.		Level 2 qualification (including English and Maths).		[REDACTED]		[REDACTED]

				 SME Adviser		Sourcing participant jobs through local recruitment for SMEs/less visible sectors. SME Advisers will offer a local recruitment solution for smaller businesses or less visible sectors, and keep abreast of trends in localities including new businesses opening, growth areas and ensuring smaller local employers have the opportunity to receive an excellent service from Ingeus.		Skills: relationship building, stakeholder management, understanding of local labour sectors and employability trends, highly proactive.

Experience: background working in a sales/relationship focused environment, preferably in the recruitment sector. 		Level 2 qualification (including English and Maths).		[REDACTED]		[REDACTED]

				Site Coordinator 		Based in the delivery sites, Site Coordinators will support operational delivery through managing daily site activities, greeting and directing participants, and completing any necessary paperwork.

		Skills: highly organised, close attention to detail, friendly and engaging manner.

Experience: background in an administration or customer service related environment.		Level 2 qualification (including English and Maths).		[REDACTED]		[REDACTED]

				Head of Integration		Creating a strategy for engagement and relationship building with local stakeholders (e.g. LEPs, local authorities, JCPs, skills organisations, VCSEs) in the CPA so we work effectively within local communities, and offer our participants the support most likely to help them enter sustained work. They will line manage the local integration team to ensure they receive the support needed to build strong local relationships.
		Skills: excellent people management skills and stakeholder/relationship building skills, able to identify and respond to opportunities/risks/challenges.

Experience: leading a team where relationship building is paramount and/or a stakeholder management background.		Relevant degree and/or equivalent competence/experience.		[REDACTED]		[REDACTED]

				Local Integration Lead 		Building and maintaining relationships with a range of stakeholder networks, including Local Authorities, LEPs, Skills Advisory Panels, Growth/Enterprise Hubs, VCSEs, and Community Organisations, to identify opportunities for our participants. Local Integration Leads will ensure our delivery is aligned to local priorities/initiatives, and complements existing provision to reduce duplication.

Two Local Integration Leads will be focused on JCPs: building and maintaining relationships with local JCPs, gaining an insight into their priorities and procedures so we can better manage the Warm Handover process, and feeding back relevant information about their claimants.
		Skills: excellent stakeholder management and people skills, strong influential/persuasive skills, good at identifying and handling opportunities/risks/challenges, innovative, and business development orientated

Experience: background in stakeholder management, or experience in a sales/account management setting where relationship building is paramount.

		Level 3 qualification or equivalent and/or competence/experience.		[REDACTED]		[REDACTED]

				Performance Support Manager 		Providing operational support through managing the higher-level participant functions (e.g. the Performance Coach, RA-Career Coach, RA-Trainer, RA-Psychologist). They will also manage the ongoing 1-2-1 Adviser support function which ensures every Adviser needing to improve performance gets the immediate and targeted support they need.		Skills: strong leadership and people management skills. 

Experience: management within employability environment and/or background in a people training/development setting. 		Level 5 qualification in Leadership and/or equivalent competence/experience.		[REDACTED]		[REDACTED]

				Restart Adviser - Trainer		Adding value to the overall participant journey by delivering employability skill interventions, e.g. interviewing, creating a CV, job searching, building resilience.

		Skills: confident, compassionate, people oriented. 

Experience: background delivering interventions/workshops/training in a 1-2-1 and group work/classroom environment.		Level 3 Access to Education & Training and/or equivalent competence/experience.		[REDACTED]		[REDACTED]

				Performance Coach 		Support all frontline Restart Advisers in areas they require additional training/skills support (as identified by Business Managers or Team Leaders). The Performance Coach will deliver 1-2-1 or group based sessions to frontline staff on identified performance improvement areas not covered by Learning and Development products, and provide observations and mentoring. 

		Skills: excellent people skills, strong mentoring capabilities, employability expertise and training delivery knowledge.

Experience: background as a high performing Restart Adviser with excellent people/motivating skills, track record of achieving targets, or experience in a training and development environment.
		Level 3 Coaching qualification and/or equivalent competence/experience.		[REDACTED]		[REDACTED]

				Restart Adviser - Career Coach		Manage caseloads of the most senior, experienced, and highest skilled participants on the programme, as well as offering an Advisery service for their Restart Adviser colleagues. 		Skills: excellent people/communication skills, highly organised. 

Experience: executive support background and/or experienced Restart Adviser with a track record of supporting those displaced from senior roles back into employment.		Level 2 qualifications (including English and Maths) and relevant competencies/experience.		[REDACTED]		[REDACTED]

				Restart Adviser - Psychologist 		Managing caseloads of participants that require low level interventions to support their wellbeing/mental health such as CBT, lifestyle, health specific, and psycho-educational workshops and upskilling/supporting Restart Advisers in how to support those needs. 		Skills: excellent motivational skills, compassionate, strong people skills.

Experience: background providing health and wellbeing advice. 		Relevant degree/professional accreditation (e.g. accredited with HCPC/BACP or NMC).		[REDACTED]		[REDACTED]

				Restart Adviser - Housing		The RA-Housing specialist will provide direct support to help participants sustain their tenancies (e.g. liaising with landlords, managing mortgages). They will build links with housing support available in the community, including housing associations and local authority teams, so we can quickly respond to help those currently homeless (e.g. sofa surfers) and those at risk of homelessness.		Skills: empathetic, highly organised, adaptable, stakeholder/relationship building skills, proactive.

Experience: background working in a people-facing, housing-focused environment.		Level 2 qualification (including English and Maths, preferably housing-related qualification).		[REDACTED]		[REDACTED]

				Restart Adviser - Career Coach/Psychologist/Specialist		Ingeus expects its Supply Chain Partners to have similar support roles to our own Teams, whilst retaining the flexibility to deliver according to their individual experience. As such, each Supply Chain Partner will have a team of specialist Restart Advisers equivalent to our RA-Career Coach, RA-Psychologist, etc. with the specific make up of those teams to be determined/adapted by each provider.		Same as the corresponding role above.		Same as the corresponding role above.		[REDACTED]		[REDACTED]

				Senior Supply Chain Manager		Oversight of network of supply chain partners. Driving supply chain performance, service quality and delivery to the highest standards through a performance framework, as well as overseeing partner contract management and supporting supply chain development. 		Skills: relationship building, performance management, highly organised, excellent people skills.

Experience: applying performance management processes, managing operational contracts, background in stakeholder management and relationship building. 

		Relevant degree and/or equivalent competence/experience.		[REDACTED]		[REDACTED]

				Supply Chain Manager 		Driving supply chain performance, service quality and delivery to the highest standards through a performance framework, as well as overseeing partner contract management and supporting supply chain development. 		Skills: relationship building, performance management, highly organised, excellent people skills.

Experience: applying performance management processes, managing operational contracts, background in stakeholder management and relationship building. 

		Level 3 qualifications and/or equivalent competence/experience.		[REDACTED]		[REDACTED]

				Supply Chain Co-ordinator 		Leading the day to day support and interaction with supply chain, undertaking site visits, observations, checks, monitoring performance and offering upskilling/support.		Skills: relationship building, problem solving, highly organised.

Experience: background engaging with partners, building relationships and/or managing stakeholders. 		Level 2 qualifications (including English and Maths).		[REDACTED]		[REDACTED]

				Head of Employer Services 		Creating a strategy for employment engagement and relationship building for all employability contracts within the region, ensuring labour market knowledge is up to date and appropriate managed services are offered to give Ingeus' participants the best chance of success but also working with other provision in the area to ensure vacancies are filled.		Skills: excellent people management skills and stakeholder/relationship building skills.

Experience: background in managing business to business sales-focused teams ideally in an employability environment.		Relevant degree and/or equivalent competence/experience.		[REDACTED]		[REDACTED]

				Employer Services Manager 		Management of the Employer Account Managers, accountable for employer strategy, relationship building, account management of national employer relationships, and number of vacancies brought in to and filled by, Ingeus participants. 		Skills: excellent team management skills, strong people management skills.

Experience: significant experience in recruitment/sales account management, experience managing an employer-focused team.		Level 3 qualification and/or equivalent competencies/experience.		[REDACTED]		[REDACTED]

				Employer Account Managers		Grow employer relationships in key/established sectors across the region. Employer Account Managers will be target driven, building and maintainng relationships with employers in key local growth/employment sectors and creating routeways between employers and participants to achieve job outcomes. 

		Skills: confident, excellent communication and people skills, influential, knowledge of local labour sectors and trends.

Experience: background in sales and/or relationship/stakeholder management role, experience in a business to business sales role.		Level 2 qualification (including English and Maths).		[REDACTED]		[REDACTED]

				Engagement Manager 		Managing the Engagement Team, ensuring all referrals are being engaged and signposted accordingly.		Skills: excellent leadership skills, engaging teams, meeting targets. 

Experience: Contact Centre management, team leadership experience in a target driven environment.		Level 3 qualification and/or equivalent competence/experience.		[REDACTED]		[REDACTED]

				Engagement Team Leader		Overseeing operational daily management of Engagement Team, line managing Engagement Advisers to ensure they are delivering the Warm Handover to a high standard.		Skills: excellent leadership skills, engaging teams, meeting targets. 

Experience: Contact Centre management, team leadership experience in a target driven environment.		Level 2 qualification (including English and Maths).		[REDACTED]		[REDACTED]

				Engagement Advisers 		Engagement Advisers will be the first point of contact with participants during the Warm Handover. They will work with the JCP Work Coaches to promote the value of the programme and engage the participant immediately in the programme, and collect any relevant information which will allow our Restart Advisers to personalise the Initial Face to Face Meeting. 		Skills: excellent communication and influencing skills, strong people skills, good multi-tasker.

Experience: background in customer service focused or contact centre roles working with people.		Level 2 qualification (including English and Maths).		[REDACTED]		[REDACTED]

				Operations/ Regional Management		Our Supply Chain Partners have provided us details of their proposed operational/regional management roles in accordance with their preferred operating models. Rather than listing their different role titles individually, we have consolidated them into a single category for presentational purposes. These roles are equivalent to Ingeus Operations Director / Regional Director.		See Operations Director / Regional Director further above.		See Operations Director / Regional Director further above.		[REDACTED]		[REDACTED]

				Other SCP roles		Some Supply Chain Partners have included a range of other roles to support delivery, including data, finance, corporate and HR functions. We have collated these staff into this category so that the numbers in this Appendix correlate with those provided in Annex S Contract Cost Register. 		N/A		N/A		[REDACTED]		[REDACTED]

				Ingeus Divisional Support roles (Employability CEO, Head of Operational Excellence, Compliance & Audit Team, L&D Co-ordinators / L&D team)
		In addition to the above roles, Ingeus divisional and corporate support includes Employability CEO, Head of Operational Excellence, Compliance & Audit Team, L&D Co-ordinators / L&D team. These support roles have been collated into this category so that the numbers in this Appendix correlate with those provided in Annex S Contract Cost Register.

		N/A		N/A		[REDACTED]		[REDACTED]
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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?  

		Ingeus		Barnet
GF, Hyde House, The Hyde,  Colindale, London, NW9 6LH 		New		HUB - 6,600 sq ft

Reception area, digital access space, job search stations, customer refreshements, 1:1 meeting rooms, informal meeting area, group delivery/training rooms, co-location space for local organisations, staff secure area, prayer room, toilets.		Centrally located - 2 min walk to multiple bus routes and15 min walk to Hendon Train Station.		Yes		Restart

		Ingeus		Brent
3rd & 4th Floor, The Hive, Olympic Park Wembley HA9 0ND 		New		HUB - 13,487 sq ft

Reception area, digital access space, job search stations, customer refreshements, 1:1 meeting rooms, informal meeting area, group delivery/training rooms, co-location space for local organisations, staff secure area, prayer room, toilets, space for management /corporate/contact centre teams		Centrally located - Wembley train station 5 mins walk, Bus stop 8  mins walk, Wembley JCP 16 mins walk.		Yes		Restart

		Ingeus		Ealing
2nd & 4th Floor CP House, 109 Uxbridge Road, Ealing, London, W5 5TL		New		HUB - 11,884 sq ft

Reception area, digital access space, customer refreshements, 1:1 meeting rooms, informal meeting area, group delivery/training rooms, co-location space for local organisations, prayer room, toilets, staff secure area.		Centrally located - 2 min walk to Ealing JCP. 1 Min to St. Leonards Road bus stop. And 9 min walk to West Ealing Train Station. 		Yes		Restart

		Ingeus		Hackney
GF &FF, Hot House, 247 Richmond Road, London E8 3QW		New		HUB - 10,768 sq ft

Reception area, digital access space, job search stations, customer refreshements, 1:1 meeting rooms, informal meeting area, group delivery/training rooms, co-location space for local organisations, staff secure area, prayer room, toilets.		Centrally located - Hackney Central station 10 mins walk, Hackney JCP 2 mins walk, Bus stop 1 min walk.		Yes		Restart

		Ingeus		Hammersmith
First Floor, Glen House, 22-24 Glenthorne Road Hammersmith W6 0PP 		New		HUB - 8,300 sq ft

Reception area, digital access space, job search stations customer refreshements, 1:1 meeting rooms, informal meeting area, group delivery/training rooms, co-location space for local organisations, staff secure area, prayer room, toilets.		Centrally located - 1 minute walk from Hammersmith JCP, 3 mins walk from Hammersmith tube and 4 mins walk to bus stop.		Yes		Restart

		Ingeus		Haringey
GF, Berol House, 25 Ashley Road, London N17 9LJ 		New		HUB - 10,000 sq ft

Reception area, digital access space, job search stations, customer refreshements, 1:1 meeting rooms, informal meeting area, group delivery/training rooms, co-location space for local organisations, staff secure area, prayer room, toilets.		Centrally located - Tottenham Hale station 4 mins walk, Tottenham Hale Bus Station 2 mins walk, 		Yes		Restart

		Ingeus		Islington
 Level 1, Carriage House, City North, Fonthill Road, N4 3HF		New		HUB - 13,139 sq ft

Reception area, digital access space, job search stations, customer refreshements, 1:1 meeting rooms, informal meeting area, group delivery/training rooms, co-location space for local organisations, staff secure area, prayer room, space for management/corporate/contact centre teams		Centrally located - 12min walk to JCP. 2 min walk to Finsbury Park underground and 5min walk to Rock Street bus stop.		Yes		Restart

		Ingeus		Kensington and Chelsea
FF, 125 Freston Road, Notting Dale, Kensington W10 6TH 		New		HUB - 8,040 sq ft, c.35 desks

Reception area, digital access space, customer refreshements, 1:1 meeting rooms, informal meeting area, group delivery/training rooms, co-location space for local organisations, staff secure area.		Centrally located - Latimer Road Tube 4 mins walk, Bus stop 4 mins walk		Yes		Restart

		Ingeus		Lambeth
Luma, 330 Clapham Road, SW9 9AP		New		HUB - 19,812 sq ft

Reception area, digital access space, customer refreshements, 1:1 meeting rooms, informal meeting area, group delivery/training rooms, co-location space for local organisations, staff secure area, space for management/corporate/contact centre teams		Centrally located - Stockwell tube station 5 mins walk, bus stop 4 mins walk and Stockwell JCP 10 mins walk.		Yes		Restart

		Ingeus		Lewisham
Unit 67 & 71, Tower House, 67-71 High Street, Lewisham, SE13 5JX		New		HUB - 6,673 sq ft

Reception area, digital access space, customer refreshements, 1:1 meeting rooms, informal meeting area, group delivery/training rooms, co-location space for local organisations, staff secure area, toilets.		Centrally located - 5 min walk to Lewisham Rail Station and DLR, at the north end of Lewisham High Street opposite Lewisham Shopping Centre		Yes		Restart

		Ingeus		Tower Hamlets 
GF, The Spaceworks, 21 Plumber’s Row, E1 1EQ		New		HUB - 9,476 sq ft

Reception area, digital access space, job search stations,  customer refreshements, 1:1 meeting rooms, informal meeting area, group delivery/training rooms, co-location space for local organisations, staff secure area, prayer room.		Centrally located - Aldgate East tube 4 mins walk, Whitechapel station 8 mins walk, nearest JCP 11 mins walk and bus stop 4 mins walk. Self contained entrances.		Yes		Restart

		Ingeus		Wandsworth
Tileman House, 133 Richmond Road, SW15 2TR		New		HUB - 4,496 sq ft

Reception area, digital access space, job search stations, customer refreshements, 1:1 meeting rooms, informal meeting area, group delivery/training rooms, co-location space for local organisations, staff secure area, prayer room, toilets.		Centrally located - Putney railway approx 0.1 miles. Nearest bus stop approx. 0.2 miles. Local Job Centre Plus 0.9 miles.		Yes		Restart

		Reed in Partnership		Harrow
Spencer House, Grove Hill Rd, Harrow, HA1 3BN		New		Training rooms; 1:1 rooms; wifi/PCs for jobsearch; printers; telephones; toilets; seating areas with tea/coffee; & job boards		Harrow Town Centre Bus Stop is 100m (2 mins) from the office. This stop serves multiple routes including; 182 (going through Wealdstone), 258 (going through Harrow Weald and South Harrow) and 183 (going through Pinner). 

Harrow on the Hill Railway station and tubleline (Metropolitan line) is 300m (5 mins) from the office. 

		Yes		Diagnostic assessment & action planning, 1:1/Group Keyworker support, training, employer screenings, jobs clubs. This is a new site, no other contracts are being delivered from the venue.

		Reed in Partnership		Hillingdon
The Shipping Building, Blyth Rd, Hayes, UB3 1BW		New		Training rooms; 1:1 rooms; wifi/PCs for jobsearch; printers; telephones; toilets; seating areas with tea/coffee; & job boards		Blyth Road Bus Stop is 500m (7 mins) from the office. This Stop serves route U5 (going through West Dryaton).

Hayes & Harlington railway station is 800m (5 mins) from the office. 		Yes		Diagnostic assessment & action planning, 1:1/Group Keyworker support, training, employer screenings, jobs clubs. This is a new site, no other contracts are being delivered from the venue.

		Reed in Partnership		Hounslow
Quest House, 125-135 Staines Rd, Hounslow, TW3 3JB		New		Training rooms; 1:1 rooms; wifi/PCs for jobsearch; printers; telephones; toilets; seating areas with tea/coffee; & job boards		Hibernia Road Bus Stop is 100m (1 min) from the office. The stop serves; 116 (through Hounslow and Bedfont), 117 (through Feltham), and 235 (through Isleworth). 

Hounslow Central Tube Station (Picadilly Line) is 800m (10 mins) from the office. Hounslow Mainline Train Station is 1.1km (15 mins) from the office. 		Yes		Diagnostic assessment & action planning, 1:1/Group Keyworker support, training, employer screenings, jobs clubs. This is a new site, no other contracts are being delivered from the venue.

		Get Set UK 		Southwark
223-229 Rye Lane, Southwark, London, SE15 3AB		New		4 meeting rooms capacity 12 people each, Desks for up to 15 Advisors, Hot desks, Computer Suite for customer job searching for up to 10 Customers, front desk for reception, 3 one to one rooms, Hot desk for partners, Staffing area / kitchen extra, breakout area for customers. 		Peckham Rye station 0.10 miles, range of bus routes less then 5 minute walking distance covering across Southwark and central London. Less then 0.20 miles from Peckham JCP.		Yes		Restart Programme 

		Get Set UK 		Southwark
59-63 Bermondsey St, London, SE1 3TQ 		New 		2 meeting rooms capacity 12 people each, Desks for up to 10 Advisors, Hot desks, Computer Suite for customer job searching for up to 10 Customers, front desk for reception, 3 one to one rooms, Hot desk for partners, Staffing area / kitchen extra, breakout area for customers. 		Elephant & Castle and London Bridge underground less then 15 minute walking distance, 0.20 miles from London Bridge JCP, Range of bus routes 5 minute walking distance from new office covering Southwark and into central london 		Yes		Restart Programme 

		Get Set UK 		Southwark
Cowen House, Stead Street, London, SE17 1BZ		Exisiting 		1 Meeting Room for up to 13 people, Computer suite for 10 customers, 1 hot desk, 1 one to one room, space for 7 advisors, reception area, kitchen for staff. 		Elephant & Castle underground station 10 minute walk, 5 minute walk to bus routes into heart of Southwark, Walthworth road is less then 5 minute walk and is a key district in Southwark for walking traffic. 		Yes		Restart Programme, Work & Health Programme









































































		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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				Restart 
Stakeholder /Integration Partner Relationship List				Restart Bidder		Ingeus		CPA		5

														Central and West London

				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

				Adult Training Network		BAME Training company ,  Youth, Over 50, Single Parents,- ESOL, Basic Skills, English, Maths, Digital		Ealing, Hounslow, Hillingdon, Wandsworth		[REDACTED]		[REDACTED]		Ancillary		Yes

				Business in the Community 		Employer engagement, virtually and through visits for Restart participants. Digital skills development, work placements		CPA-wide		[REDACTED]		[REDACTED]		Ancillary		Yes

				Career Mums		Women Returners , Coaching and Self study		London wide		[REDACTED]		[REDACTED]		Ancillary		Yes

				City and Guilds		Training and upskill participants to transition to new sectors		CPA-wide		[REDACTED]		[REDACTED]		Ancillary		Yes

				Coders Guild		Digital skills and Apprenticeships		CPA-wide		[REDACTED]		[REDACTED]		Ancillary		Yes

				Core Skills and Training		Sector skills in hair and beauty		London wide		[REDACTED]		[REDACTED]		Ancillary		Yes

				Genius Within 		Neurodiversity employability and development training		CPA-wide		[REDACTED]		[REDACTED]		Ancillary		Yes

				GNR Training		Rail qualifications and SWAP		CPA-wide		[REDACTED]		[REDACTED]		Ancillary		Yes

				Health 2 Employment 		Mental Health Support for Work		CPA-wide		[REDACTED]		[REDACTED]		Ancillary		Yes

				Institute of Employability Professionals (IEP)		Professional development for Restart delivery staff		CPA-wide		[REDACTED]		[REDACTED]		Ancillary		Yes

				Intuitive Thinking Skills 		Mental Health Support Services		London wide		[REDACTED]		[REDACTED]		Ancillary		Yes

				Kirkwood Consulting		Executive Leadership and development Training		London wide		[REDACTED]		[REDACTED]		Ancillary		Yes

				PeoplePlus		Support for self-employment		CPA-wide		[REDACTED]		[REDACTED]		Ancillary		Yes

				Pure Insights International 		Health & Wellbeing advice and support		London wide		[REDACTED]		[REDACTED]		Ancillary		Yes

				ReACT Partnership (Institute of Employment Studies)		Sharing best practice from Restart delivery		CPA-wide		[REDACTED]		[REDACTED]		Ancillary		Yes

				Resurgo		Youth Support for Work (18 - 24)		London wide		[REDACTED]		[REDACTED]		Ancillary		Yes

				RIFT Social Enterprise		Enterprise support		CPA-wide		[REDACTED]		[REDACTED]		Ancillary		Yes

				RNIB		Specialist support for people with sight loss/blindness		CPA-wide		[REDACTED]		[REDACTED]		Ancillary		Yes

				Skills Centre		Matching training with employment opportunities (e.g. construction) to develop strong local workforce.		Central London		[REDACTED]		[REDACTED]		Ancillary		Yes

				Stepchange		Debt advice and management		London wide		[REDACTED]		[REDACTED]		Ancillary		Yes

				System Group		AEB & Commercial Training for Logistics		London wide		[REDACTED]		[REDACTED]		Ancillary		Yes

				TCHC		Training and development including AEB delivery		CPA-wide		[REDACTED]		[REDACTED]		Ancillary		Yes

				The Better Health Generation		Mental Health Wellbeing and Resilience		CPA-wide		[REDACTED]		[REDACTED]		Ancillary		Yes

				The Digital College 		Online IT & Digital Training
		London wide		[REDACTED]		[REDACTED]		Ancillary		Yes

				The Portland Training Group		Construction &  Windfarm/ offshore training		CPA-Wide		[REDACTED]		[REDACTED]		Ancillary		Yes

				The Prince's Trust		Self Employment for Young People		London wide		[REDACTED]		[REDACTED]		Ancillary		Yes

				The Tess Group		Safety, Traffic management, Covid Warden Training		CPA-wide		[REDACTED]		[REDACTED]		Ancillary		Yes

				Twist Partnership		Language support for BAME		London wide		[REDACTED]		[REDACTED]		Ancillary		Yes

				Well Grounded Jobs		Barista Training and Introductions to Jobs		Camden		[REDACTED]		[REDACTED]		Ancillary		Yes

				Zebra Access		Charity supporting hearing impaired participants		CPA-wide		[REDACTED]		[REDACTED]		Ancillary		Yes

						The organisations below are indicative of local support we may help participants access in the community. As the current Work and Health Programme provider in Central London, we currently work with many of these organisations.

				Ace of Clubs (Wandsworth)		Housing Services		Wandsworth		[REDACTED]		[REDACTED]		Ancillary		No

				Adult Learning Lewisham		Employability, Basic Skills, ESOL, IT, Confidence and Social interaction		Lewisham		[REDACTED]		[REDACTED]		Ancillary		No

				Advice Matters		Free Support advice and guidance on benefits, housing, legal, debt		Brent		[REDACTED]		[REDACTED]		Ancillary		No

				Advising Communities		Provide help, support and advice in the areas of housing, debt, benefits, consumer, employment and immigration. 		Lambeth		[REDACTED]		[REDACTED]		Ancillary		No

				Al-Hasaniya Moroccan Women’s Centre		BAME support for Moroccan and Arabic-speaking women. ESOL project, Mental Health project, Drop-in & Activities Domestic Violence Project, Older People's Outreach project, Ayam Zaman Older Men's project and Supporting Grenfell Survivors.		RBKC		[REDACTED]		[REDACTED]		Ancillary		No

				Amber Training		Employability, Basic Skills, ESOL, IT, Confidence and Social interaction		Hounslow		[REDACTED]		[REDACTED]		Ancillary		No

				ARC Hounslow		Drugs and Alcohol misuse		Hounslow		[REDACTED]		[REDACTED]		Ancillary		No

				ARCH WDP		Drugs and Alcohol misuse		Hillingdon		[REDACTED]		[REDACTED]		Ancillary		No

				Ashford Place		Health & Wellbeing, Inclusion and housing assistance		Cricklewood Brent		[REDACTED]		[REDACTED]		Ancillary		No

				Aspire Education Academy		Enterprise, Customer Service, Care Training skills		Holborn 		[REDACTED]		[REDACTED]		Ancillary		No

				Back on Track		Mental Health Support Services		Hammersmith & Fulham		[REDACTED]		[REDACTED]		Ancillary		No

				Barnet & Southgate College		Adult learning courses, mostly free for those on benefits: Basic skills, ESOL, IT and computing, Construction, Hair & Beauty 		Barnet		[REDACTED]		[REDACTED]		Ancillary		No

				Barnet Boost		Barnet Housing Employment and Skills Support Hub		Barnet		[REDACTED]		[REDACTED]		Ancillary		No

				Barnet Council		Local Authority		Barnet		[REDACTED]		[REDACTED]		Ancillary		No

				Barnet Wellbeing Hub		Health & Wellbeing advice and practical support		Barnet		[REDACTED]		[REDACTED]		Ancillary		No

				BEAM		Employment and personal support for homeless 		London wide		[REDACTED]		[REDACTED]		Ancillary		No

				Bellina		Support for women and lone parents into work
		CPA-wide		[REDACTED]		[REDACTED]		Ancillary		No

				Breaking Barriers		Breaking Barriers enables refugees in London to acquire the knowledge, confidence and experience they need to secure stable and fulfilling jobs		Hammersmith & Fulham		[REDACTED]		[REDACTED]		Ancillary		No

				Breathing Space		Teaches Mindfulness Based Approaches (MBAs) that help depression and addiction, and manage stress and anxiety.		Tower Hamlets		[REDACTED]		[REDACTED]		Ancillary		No

				Brent Start		College &Training Providers		Brent		[REDACTED]		[REDACTED]		Ancillary		No

				Brent Talking Therapies		Mental Health Support Services		Brent		[REDACTED]		[REDACTED]		Ancillary		No

				Brent Thrive		Mental Health Support Services		Cricklewood Brent		[REDACTED]		[REDACTED]		Ancillary		No

				Brent Training		ESOL CSCS and other training courses		Brent		[REDACTED]		[REDACTED]		Ancillary		No

				Brent Works		LB Brent Employment & Sills Hub and Brokerage		Brent		[REDACTED]		[REDACTED]		Ancillary		No

				Brixton Advice Centre		Legal Advice and Support Service		Brixton		[REDACTED]		[REDACTED]		Ancillary		No

				Bromley By Bow Centre		ESOL Classes, IT classes, Skills Training, Literacy		Tower Hamlets		[REDACTED]		[REDACTED]		Ancillary		No

				CAB Barnet		Free support advice and guidance on benefits, housing, legal, debt		Barnet		[REDACTED]		[REDACTED]		Ancillary		No

				CAB Hammersmith & Fulham		Free Support advice and guidance on benefits, housing, legal, debt		Hammersmith & Fulham		[REDACTED]		[REDACTED]		Ancillary		No

				CAB Harrow		Free Support advice and guidance on benefits, housing, legal, debt		Harrow		[REDACTED]		[REDACTED]		Ancillary		No

				CALM		Support for Depression and those suffering from suicidal thoughts		Southwark		[REDACTED]		[REDACTED]		Ancillary		No

				Camden Council		Local Authority		Camden		[REDACTED]		[REDACTED]		Ancillary		No

				CAP Christians Against Poverty		Finance and Debt Advice		Harrow		[REDACTED]		[REDACTED]		Ancillary		No

				Capital City College Group		Central London and College of Haringey, Enfield and North East London - Short Free Courses and AEB funded adult learning across 4 sites		Islington, Westminster, Haringey		[REDACTED]		[REDACTED]		Ancillary		No

				Career Camp CiC		SWAP and PET Training for Employers		Brent		[REDACTED]		[REDACTED]		Ancillary		No

				Catalyst G15 		Housing Association with employment support		Ealing		[REDACTED]		[REDACTED]		Ancillary		No

				Central London Forward (CLF)		Sub Regional Commissioning Leads		Central London		[REDACTED]		[REDACTED]		Ancillary		No

				CGL Southwark Adult Drug & Alcohol Service		CGL Southwark is a free and confidential drug and alcohol service for adults over 18 who live in the London Borough of Southwark.		Southwark		[REDACTED]		[REDACTED]		Ancillary		No

				Change Grow Live Barnet		Drugs and Alcohol misuse		Barnet		[REDACTED]		[REDACTED]		Ancillary		No

				Chelsea Citizens Advice		Finance and Debt Advice		RBKC		[REDACTED]		[REDACTED]		Ancillary		No

				Chelsea FC Foundation		Work Experience Programme		Chelsea		[REDACTED]		[REDACTED]		Ancillary		No

				Cherry Tree Foundation 		Sector skills in construction, railway engineering and security		London wide		[REDACTED]		[REDACTED]		Ancillary		No

				CiC Wellbeing		Wellbeing and health support		London wide		[REDACTED]		[REDACTED]		Ancillary		No

				City and Hackney Wellbeing Network		Free support to help people prevent the onset of mental health problems and alleviate issues such as stress, anxiety and low mood. 		Hackney		[REDACTED]		[REDACTED]		Ancillary		No

				CNWL Talking Therapies (IAPT)		Mental Health Support Services		Hillingdon		[REDACTED]		[REDACTED]		Ancillary		No

				College of NW London		Further Education college with  Construction Skills centre, technical and professional courses		Brent		[REDACTED]		[REDACTED]		Ancillary		No

				Crosslight Advice - SPMAC		Mental Health Support Services		Hammersmith & Fulham		[REDACTED]		[REDACTED]		Ancillary		No

				DAWN		BAME- bereavement Counselling for women in marginalised communities		Harrow		[REDACTED]		[REDACTED]		Ancillary		No

				Dress for Success (Kensington Church street)		Registered charity supporting women - interview prep - dress		RBKC		[REDACTED]		[REDACTED]		Ancillary		No

				DWP Youth Hub (Wood Green)		Co-location partner		Wood Green		[REDACTED]		[REDACTED]		Ancillary		No

				Ealing Advice Service		A tailored service for the residents providing generalist advice service including welfare benefits, landlord & tenant, homelessness, debt, employment, consumer, family and immigration.		Ealing		[REDACTED]		[REDACTED]		Ancillary		No

				Ealing IAPT		Mental Health Support Services		Ealing		[REDACTED]		[REDACTED]		Ancillary		No

				Ealing Somali Welfare & Cultural Assoc.		Ealing Somali Welfare and Cultural Association Provides advice and information on housing, immigration, health, benefits, domestic violence, racial harassment, asylum.		Southall Ealing		[REDACTED]		[REDACTED]		Ancillary		No

				Employer Forum for Reducing Reoffending		Employers Forum		CPA wide		[REDACTED]		[REDACTED]		Ancillary		No

				First Steps Learning Centre		Basic skills courses including ESOL and IT 		Islington		[REDACTED]		[REDACTED]		Ancillary		No

				Free 2 Learn (Hackney)		Free courses for adults  including:- Security, SIA, CCTV, Events, CSCS,  Construction, Beauty, Retail, Customer Service		Hackney		[REDACTED]		[REDACTED]		Ancillary		No

				Fulham Information & Advice Mind		Mental Health Support Services		Fulham		[REDACTED]		[REDACTED]		Ancillary		No

				Get Ready 4 Work		Hillingdon Employability and Skills Hub		Hillingdon		[REDACTED]		[REDACTED]		Ancillary		No

				GLA		Greater London Authority		London wide		[REDACTED]		[REDACTED]		Ancillary		No

				Go Train		IT skills and training		CPA-wide		[REDACTED]		[REDACTED]		Ancillary		No

				Good Work Camden		Council run Jobs brokerage and skills support		Camden		[REDACTED]		[REDACTED]		Ancillary		No

				Hackney Council (Benefits)		Finance and Debt Advice		Hackney		[REDACTED]		[REDACTED]		Ancillary		No

				Hackney SHINE		Energy Advice		Hackney		[REDACTED]		[REDACTED]		Ancillary		No

				Hackney Works		Council run Jobs brokerage and skills support		Hackney		[REDACTED]		[REDACTED]		Ancillary		No

				HAGA (Haringey Action Group of Alcohol)		Alcohol Addiction Support for Families, People & Communities 		Haringey		[REDACTED]		[REDACTED]		Ancillary		No

				Hammersmith and Fulham Council 		Local Authority		Hammersmith and Fulham		[REDACTED]		[REDACTED]		Ancillary		No

				Haringey Council 		Local Authority		Haringey		[REDACTED]		[REDACTED]		Ancillary		No

				Haringey Drugs Service		Drug and Alcohol Support Services
		Haringey		[REDACTED]		[REDACTED]		Ancillary		No

				Haringey Mind		Mental Health Support Services		Haringey		[REDACTED]		[REDACTED]		Ancillary		No

				Harlesden Money Advice		Finance and Debt Advice		Harlesden Brent		[REDACTED]		[REDACTED]		Ancillary		No

				Harrow College		College &Training Providers		Harrow		[REDACTED]		[REDACTED]		Ancillary		No

				Harrow Council including Xcite Harrow		Local Authority		Harrow		[REDACTED]		[REDACTED]		Ancillary		No

				HASVO		Hasvo is an umbrella organisation involved in various activities geared towards the development of the Somali & wider BAME community.		Harrow		[REDACTED]		[REDACTED]		Ancillary		No

				Heathrow Academy		Employment Hub for Heathrow		Heathrow		[REDACTED]		[REDACTED]		Ancillary		No

				Help On Your Doorstep		Support for wellbeing, connect to community, access training and skills development, move in to work.
		Islington		[REDACTED]		[REDACTED]		Ancillary		No

				High Trees Community Development Trust		Adult community learning courses: Employment & Skills Support, ESOL, ICT All levels		Lambeth		[REDACTED]		[REDACTED]		Ancillary		No

				Hillingdon Council		Local Authority		Hillingdon		[REDACTED]		[REDACTED]		Ancillary		No

				Hillingdon GroW		Supporting women into work		Hillingdon		[REDACTED]		[REDACTED]		Ancillary		No

				HIRE Westminster		Jobs and training opportunities in the Westminster Borough		Westminster		[REDACTED]		[REDACTED]		Ancillary		No

				Home Group		Large Housing Association with community support		Harrow		[REDACTED]		[REDACTED]		Ancillary		No

				Homes for Haringey		 Haringey Council Housing management company, providing homes and housing services		Haringey		[REDACTED]		[REDACTED]		Ancillary		No

				Hounslow Council & Work Hounslow		Local Authority		Hounslow		[REDACTED]		[REDACTED]		Ancillary		No

				IAPT - Camden and Islington ICOPES - Camden and Islington NHS Foundation Trust		Mental Health Support Services		Camden / Islington		[REDACTED]		[REDACTED]		Ancillary		No

				IAPT Wandsworth		Improving Access to Psychological Therapies (IAPT) s		Wandsworth		[REDACTED]		[REDACTED]		Ancillary		No

				ILAYS		ILAYS is a non-profit organisation, to help East African communities. Offer Health, Wellbeing & Community support		Hounslow		[REDACTED]		[REDACTED]		Ancillary		No

				iMAX (Income Maximisation Team)		Free support with benefit checks, appeals and maximisation		Islington		[REDACTED]		[REDACTED]		Ancillary		No

				IncomeMax		Support with Benefits and household bills		All London		[REDACTED]		[REDACTED]		Ancillary		No

				Integrated Camden Alcohol Service (ICAS)		Drug and alcohol treatment, detoxification, relapse prevention		Camden		[REDACTED]		[REDACTED]		Ancillary		No

				Islington (i-Works) 		Islington Employment Hub/Job Brokerage
		Islington		[REDACTED]		[REDACTED]		Ancillary		No

				Islington Adult and Community Learning Courses		Islington Council provide free adult and community learning courses 
		Islington		[REDACTED]		[REDACTED]		Ancillary		No

				Islington Council		Local Authority		Islington		[REDACTED]		[REDACTED]		Ancillary		No

				IVA.org		Finance and Debt Advice		Barnet		[REDACTED]		[REDACTED]		Ancillary		No

				Job Skilla		Lewisham10 day "Digital Inclusion"  free online platform designed to bridge the gap to funded training 		Lewisham		[REDACTED]		[REDACTED]		Ancillary		No

				John Smiths Children's Centre		Nursery School		Tower Hamlets		[REDACTED]		[REDACTED]		Ancillary		No

				Kensington (London) Citizens Advice Line		free support and advice		RBKC		[REDACTED]		[REDACTED]		Ancillary		No

				Kings Cross Construction Skills Centre		King's Cross Construction (KXCSC) is Camden's flagship Skills Centre,  We offer training, apprenticeships and employment advice and opportunities to start a career within construction or those who are interested in furthering their career within the industry.		Camden		[REDACTED]		[REDACTED]		Ancillary		No

				Know my Mind		Mental Health Support Services		Hounslow		[REDACTED]		[REDACTED]		Ancillary		No

				KX (Kings Cross) Recruit		KX Recruit is a recruitment service to help Camden and Islington residents to find jobs at King’s Cross.
		Camden		[REDACTED]		[REDACTED]		Ancillary		No

				Lambeth Adviceline - Citizens Advice Merton and Lambeth 		Advice and Support Charity		Lambeth		[REDACTED]		[REDACTED]		Ancillary		No

				Lambeth and Southwark MIND		MIND provides support to the community support services for mental health, psychosis support and therapy services, carers support services. 		Islington		[REDACTED]		[REDACTED]		Ancillary		No

				Lambeth College (Brixton Centre)		Career pathways support for young people and adults/ qualifications		London wide		[REDACTED]		[REDACTED]		Ancillary		No

				Lambeth Council 		Local Authority		Lambeth		[REDACTED]		[REDACTED]		Ancillary		No

				Lambeth Drug and Alcohol Treatment Consortium		Free confidential support for drug and alcohol misuse		Lambeth		[REDACTED]		[REDACTED]		Ancillary		No

				Lambeth Homes		Housing association and Support		Lambeth		[REDACTED]		[REDACTED]		Ancillary		No

				LDN Apprenticeships		Employment support - apprenticeships		London		[REDACTED]		[REDACTED]		Ancillary		No

				Learn Harrow		Employability, Basic Skills, ESOL, IT, Confidence and Social interaction		Harrow, Kenton		[REDACTED]		[REDACTED]		Ancillary		No

				Leonard Cheshire		Support for people with learning disabilities		CPA-wide		[REDACTED]		[REDACTED]		Ancillary		No

				Lewisham College		Adult learning courses, mostly free for those on benefits: Basic skills, ESOL, IT and computing, Construction, Hair & Beauty 		Lewisham		[REDACTED]		[REDACTED]		Ancillary		No

				Lewisham Construction Hub		Offer advice construction industry, training and employment services. We also provide a brokerage 

		Lewisham		[REDACTED]		[REDACTED]		Ancillary		No

				Lewisham Council Housing Options		Housing support for people at risk of homelessness		Lewisham		[REDACTED]		[REDACTED]		Ancillary		No

				LIDO Centre		Finance and Debt Advice		Ealing		[REDACTED]		[REDACTED]		Ancillary		No

				London Adult Ed College		College &Training Providers		Hillingdon		[REDACTED]		[REDACTED]		Ancillary		No

				London Construction Academy		The London Construction Academy provides training  in the construction sector, a  fully funded 10 day course 		Southwark		[REDACTED]		[REDACTED]		Ancillary		No

				London Councils		Panel of London Local Authorities		London wide		[REDACTED]		[REDACTED]		Ancillary		No

				Manor Gardens Welfare Trust		Community Welfare & Support Centre		Islington		[REDACTED]		[REDACTED]		Ancillary		No

				Mark Solutions		Digital, IT , ESOL Training		All London		[REDACTED]		[REDACTED]		Ancillary		No

				Mary Ward Legal Centre		Finance and Debt Advice		Pan London		[REDACTED]		[REDACTED]		Ancillary		No

				McKenzie Horn Kick-off in Business		Self employment and digital skills support		CPA-wide		[REDACTED]		[REDACTED]		Ancillary		No

				MEND		Health & Wellbeing, advice and practical support		Hammersmith & Fulham		[REDACTED]		[REDACTED]		Ancillary		No

				MI ComputSolutions 		Basic Courses - English, IT, Maths and more		Lambeth		[REDACTED]		[REDACTED]		Ancillary		No

				MIND in Barnet		Mental Health Support Services		Barnet		[REDACTED]		[REDACTED]		Ancillary		No

				MIND in Harrow		Mental Health Support Services		Harrow		[REDACTED]		[REDACTED]		Ancillary		No

				Mind in Tower Hamlets		Mental health support
		Tower Hamlets		[REDACTED]		[REDACTED]		Ancillary		No

				Money Advice Service		Co-location Debt and Finance support		Brixton		[REDACTED]		[REDACTED]		Ancillary		No

				Morley College (Southwark)		Essential/ basic skills, community learning, further education, childcare, IT etc. 		Across London		[REDACTED]		[REDACTED]		Ancillary		No

				Movement to Work		Youth Unemployment Charity		CPA-wide		[REDACTED]		[REDACTED]		Ancillary		No

				My Romanian Community		BAME support for Romanian residents offering advice on housing, benefits, employment etc		Brent		[REDACTED]		[REDACTED]		Ancillary		No

				Network Homes		Housing Provider		Wembley Brent		[REDACTED]		[REDACTED]		Ancillary		No

				New Beginnings WDP		Drugs and Alcohol misuse		Brent		[REDACTED]		[REDACTED]		Ancillary		No

				New City College 		FE, providing Adult education in Digital Skills		Hackney		[REDACTED]		[REDACTED]		Ancillary		No

				New Direction Change Grow Live (CGL) - Lewisham		Drug and alcohol service for adults aged 18+ (including offenders)

		Lewisham		[REDACTED]		[REDACTED]		Ancillary		No

				North London Partnership Consortium (NLPC) Ltd		NLPC have scheduled a number of courses to be delivered on Zoom and Microsoft Teams including* Health and Social Care qualifications.		Haringey		[REDACTED]		[REDACTED]		Ancillary		No

				Notting Hill Genesis		Housing Association with employment support		West London, Central London		[REDACTED]		[REDACTED]		Ancillary		No

				Oasis Debt Advice 		Debt advice and money management 		Lambeth		[REDACTED]		[REDACTED]		Ancillary		No

				Octavia Housing		Housing Association with employment support		Hammersmith & Fulham		[REDACTED]		[REDACTED]		Ancillary		No

				Online Business School		Online training and skills provision
		CPA-wide		[REDACTED]		[REDACTED]		Ancillary		No

				Peabody Trust		Housing Association across West London		Hillingdon		[REDACTED]		[REDACTED]		Ancillary		No

				Poplar College NCCL		ESOL, Digital, Health Science & Social Care, Construction		Tower Hamlets		[REDACTED]		[REDACTED]		Ancillary		No

				Promise Training Centre		Provides ESOL courses		Haringey		[REDACTED]		[REDACTED]		Ancillary		No

				Pure Insights		Counselling and mental health support		London wide		[REDACTED]		[REDACTED]		Ancillary		No

				Recovery & Wellbeing Network		Drugs and Alcohol misuse		Hammersmith & Fulham		[REDACTED]		[REDACTED]		Ancillary		No

				Reset - Tower Hamlets 		Addiction services. Crisis mental health teams

		Tower Hamlets		[REDACTED]		[REDACTED]		Ancillary		No

				Richmond and Hillcroft Adult Community College		ESOL Classes, IT classes ,Skills Training, literacy		Kingston		[REDACTED]		[REDACTED]		Ancillary		No

				RISE		Drugs and Alcohol misuse		Ealing		[REDACTED]		[REDACTED]		Ancillary		No

				Salvation Army		Homelessness, Debt, Employment Support		All London		[REDACTED]		[REDACTED]		Ancillary		No

				SAMEC Trust		Service Access to Minority Ethnic Communities. We are about improving the quality of life for the people we serve		Brent		[REDACTED]		[REDACTED]		Ancillary		No

				School of Sign Language		British Sign language courses		London		[REDACTED]		[REDACTED]		Ancillary		No

				Shepherds Bush Housing		Housing assistance		West London		[REDACTED]		[REDACTED]		Ancillary		No

				SLaM: Improving Access to Psychological Therapies		Consultation and advice, individual counselling and psychological therapy		Southwark		[REDACTED]		[REDACTED]		Ancillary		No

				Smartworks		Two hour core dressing and interview preparation service		London		[REDACTED]		[REDACTED]		Ancillary		No

				South Thames College		South Thames College offer a range of courses including English and Maths, Accounting and Finance, Apprenticeships, Adult Education, Access to Higher Education and many more. 		CPA-wide		[REDACTED]		[REDACTED]		Ancillary		No

				Southall Community Alliance		Set up to develop skills and capacity for BMER Groups		Southall Ealing		[REDACTED]		[REDACTED]		Ancillary		No

				Southall Community College		Employability, Basic Skills, ESOL, IT, Confidence and Social interaction		Ealing		[REDACTED]		[REDACTED]		Ancillary		No

				Southwark College		Adult learning courses, mostly free for those on benefits: Basic skills, ESOL, IT and computing, Construction, Hair & Beauty 		Southwark		[REDACTED]		[REDACTED]		Ancillary		No

				Southwark Construction Skills centre 		Full training in health and safety and a CSCS card 		Southwark		[REDACTED]		[REDACTED]		Ancillary		No

				Southwark Council Local Support Team		Finance and Debt Advice		Southwark		[REDACTED]		[REDACTED]		Ancillary		No

				Southwark Housing Solutions		Housing solutions - homelessness, unsuitable housing, fleeing domestic abuse etc.		Southwark		[REDACTED]		[REDACTED]		Ancillary		No

				Southwark Works		Council run Jobs brokerage and skills support		Southwark		[REDACTED]		[REDACTED]		Ancillary		No

				Spires (Wandsworth)		Accommodation & Homelessness Support 		Wandsworth		[REDACTED]		[REDACTED]		Ancillary		No

				St Giles Trust		Homelessness Charity		All London		[REDACTED]		[REDACTED]		Ancillary		No

				St Mungo's		Homeless Charity		All London		[REDACTED]		[REDACTED]		Ancillary		No

				St Paul's Way Community Centre & Bow Brew Café		Exercise classes, socialisation, IT and basic skills training.		Bow		[REDACTED]		[REDACTED]		Ancillary		No

				Steadfast Training Ltd		Employability, Basic Skills, ESOL, IT, Confidence and Social interaction		Pan London		[REDACTED]		[REDACTED]		Ancillary		No

				Step Ahead		Employment support		London		[REDACTED]		[REDACTED]		Ancillary		No

				Stonewall		LGBT+ Recruitment Support		CPA Wide		[REDACTED]		[REDACTED]		Ancillary		No

				Strive Training		Functional Skills, Health & Social Care		All London		[REDACTED]		[REDACTED]		Ancillary		No

				Studio Upstairs - North London		Mental Health Support Services		Hackney		[REDACTED]		[REDACTED]		Ancillary		No

				Thames Reach		Mental Health Support Services		Lambeth		[REDACTED]		[REDACTED]		Ancillary		No

				Thames Valley Housing		Housing Provider		Hounslow		[REDACTED]		[REDACTED]		Ancillary		No

				The Curve Community Centre		ESOL/English, Citizen Advice, Open Age, Health and Wellbeing courses, exerise classes,  50+ support		RBKC		[REDACTED]		[REDACTED]		Ancillary		No

				The Dragon Cafe (Southwark)		The Dragon Café is the flagship project of Mental Fight Club. 		Southwark		[REDACTED]		[REDACTED]		Ancillary		No

				The Royal Borough of Kensington & Chelsea Council (Benefits)		Financial support including housing debt		RBKC		[REDACTED]		[REDACTED]		Ancillary		No

				The Shell Centre		Employability, Basic Skills, ESOL, IT, Confidence and Social Interaction		Camden		[REDACTED]		[REDACTED]		Ancillary		No

				Thomas Carlton Centre		Southwark Council’s adult and family learning and skills service 		Southwark		[REDACTED]		[REDACTED]		Ancillary		No

				Time to Talk - IAPT		Time to Talk is part of a national programme called Improving Access to Psychological Therapies (IAPT). It is for people with mild problems of anxiety or depression who are motivated to work to change the problem. 		RBKC		[REDACTED]		[REDACTED]		Ancillary		No

				Total Training  Apprenticeships		Apprenticeships		CPA-wide		[REDACTED]		[REDACTED]		Ancillary		No

				Tower Hamlets Council (Benefits)		Financial support including housing debt		Tower Hamlets		[REDACTED]		[REDACTED]		Ancillary		No

				Train2work 		We specialise in training ethnic minorities and refugees and helping them back to work.		Haringey		[REDACTED]		[REDACTED]		Ancillary		No

				Trampoline		They support and upskill local entrepreneurs with their personal and professional development		London		[REDACTED]		[REDACTED]		Ancillary		No

				Transport for London (TfL)		Responsible for London Transport		London wide		[REDACTED]		[REDACTED]		Ancillary		No

				Turn2us		Finance Support and Debt Advice		Hammersmith & Fulham 		[REDACTED]		[REDACTED]		Ancillary		No

				Turning Point & Blenheim		Service for Drugs and Alcohol misuse		Westminster		[REDACTED]		[REDACTED]		Ancillary		No

				University of London Careers Group		London university able to support our recruitment of graduates as Restart staff		London wide		[REDACTED]		[REDACTED]		Ancillary		No

				Uxbridge College and Harrow College		FE Colleges		Uxbridge and Harrow		[REDACTED]		[REDACTED]		Ancillary		No

				Wandsworth Community Drug and Alcohol Service		SLaM, Addaction and St Mungo's providing treatment for alcohol and/or drugs. 		Wandsworth		[REDACTED]		[REDACTED]		Ancillary		No

				Wandsworth Community Hub (Covid 19 Support)		Voluntary Organisation Network		Wandsworth		[REDACTED]		[REDACTED]		Ancillary		No

				Wandsworth Enterprise Hub		Enterprise skills and start up support		Wandsworth		[REDACTED]		[REDACTED]		Ancillary		No

				WASP Westminster Advice Services Partnership		Benefits, Debt, Housing, Employment, Consumer, Legal,



		Westminster		[REDACTED]		[REDACTED]		Ancillary		No

				WDP Hackney Recovery Service		Drug and alcohol treatment, counselling		Hackney		[REDACTED]		[REDACTED]		Ancillary		No

				WDP Harrow Recovery Service		Drugs and Alcohol misuse		Harrow		[REDACTED]		[REDACTED]		Ancillary		No

				West Euston Partnership		IT courses for adults, Employability support, cycling club for over 50's		Camden		[REDACTED]		[REDACTED]		Ancillary		No

				West London Alliance (WLA)		Sub Regional Commissioning Leads		West London		[REDACTED]		[REDACTED]		Ancillary		No

				West London College		Adult learning courses, mostly free for those on benefits: Basic skills, ESOL, IT and computing, Construction, Hair & Beauty 		Ealing		[REDACTED]		[REDACTED]		Ancillary		No

				West London College 		 Accounting and Bookkeeping, Business, Childcare, Computing & ICT, English Language, Hair and Beauty, Health and Social Care, Sports and Fitness, Public services, Travel and Tourism, Teacher training, Hospitality and Catering, Inclusive Learning and Higher Education. Free if you are earning less than £20,500  or You are under 24 and it is your first Level 2		Hammersmith & Fulham 		[REDACTED]		[REDACTED]		Ancillary		No

				West London College Hammersmith & Fulham		FE, providing Adult education in Digital Skills		Hammersmith & Fulham		[REDACTED]		[REDACTED]		Ancillary		No

				West Thames College		ESOL, Health & Care, IT & Digital, Construction		Hounslow		[REDACTED]		[REDACTED]		Ancillary		No

				Westminster Employment Service		WES coaches offer bespoke support, including interview practice and CV writing. If y		Westminster		[REDACTED]		[REDACTED]		Ancillary		No

				Westminster Kingsway College		A levels, vocational courses, BTECs, T levels in Digital and Healthcare Sciences		Westminster		[REDACTED]		[REDACTED]		Ancillary		No

				WMC The Camden College		Get Into work ESOL , Community courses
		Camden		[REDACTED]		[REDACTED]		Ancillary		No

				Women Into Construction CIC		Women into Construction is an independent not-for-profit organisation providing advice and guidance, training, work placements and jobs, to women interested in entering the construction industry		London		[REDACTED]		[REDACTED]		Ancillary		No

				Work Hounslow		LB Employability support and job brokerage		Hounslow		[REDACTED]		[REDACTED]		Ancillary		No

				Work Match Richmond and Wandsworth		Council run Jobs brokerage and skills support		Richmond and Wandsworth		[REDACTED]		[REDACTED]		Ancillary		No

				WorkPath Tower Hamlets		Employment and skills service for Tower Hamlets residents		Tower Hamlets		[REDACTED]		[REDACTED]		Ancillary		No

				Workzone		Employment and Skills Hub and job brokerage		Hammersmith & Fulham 		[REDACTED]		[REDACTED]		Ancillary		No

				Xcite Harrow		LB Harrow Employment & skills Hub & job brokerage		Harrow		[REDACTED]		[REDACTED]		Ancillary		No































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































Example2



				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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