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16. 1.3.9 Implementation CPA5a Ingeus.docx
		Question 1.3.9 - Implementation





		Please outline how you and your supply chain will ensure the required standards for the contract are met from the start of referrals. Describe how your plan will provide a high-quality service from go live across the entire CPA.



Your response should include as a minimum:



· Key milestones, timescales for activities including start and end dates for each activity and the position of the person responsible for each activity.



· The timeline for staff recruitment and training



· The timeline and key activities to secure and set up your proposed delivery locations.



· A contingency plan should you not achieve key milestones in your implementation plan.



· A narrative to expand on the Implementation Plan which: identifies all key risks (e.g., delays to securing premises, recruiting staff, IT etc.); provide a RAG (Red, Amber, Green) rating for each of these; and explain how they will be mitigated and managed, including the timeframe for doing so to ensure that service delivery will still commence on your proposed date.



· Please review the relevant section of your Tender Assurance Report prepared by the Contracting Body to ensure all relevant risks identified in relation to this question are addressed in your response.



Please provide an implementation plan in the form of a detailed Gantt Chart, this can be in PDF format, to be attached at Appendix 11 showing the critical path and interdependencies with supporting narrative. 





		

Present your response at the top of a new page, within the margins defined in the Instructions to Bidders (L/R 2.54 T/B 1.75) in Arial font size 12 up to 3 sides of A4.  












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.

[bookmark: _GoBack]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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