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Method Statement

Instructions

Method Statement 1: Management and Training of Call Handling Staff 

	Describe how you will operate the human elements of your call centre to meet the specification 
 Your answer should include reference to recruitment, staff retention, CPD (Continuing Professional Development), training to deliver the specification, multi-tasking (i.e. call centre agent capable of undertaking parallel activities beneficial to client), appropriate supervisory relationships, performance management and your proposed disaster recovery approach.
Please outline how you will deal with staff training requirements for the services. Your answer should include reference to: 

a. training for new staff

b. coaching

c. any major take on of additional services (including New Participants)

d. implementing major and minor changes to existing Service Options

e. training for handling difficult and distressed clients.

f. Poor performance

Outline the processes, procedures and resources that will be made available under the contract to ensure adequate resources (staff attendance) are deployed for day to day operations which comply with the specification, and also how you will manage the impact of any unexpected peaks in demand from either this contract or other contracts so that service standards do not degrade.  Likely scenarios to be addressed relating to this contract include high volumes of calls for:

a. major emergencies

b. housing repairs in bad winter weather

c. noise services at summer weekends & bank holidays
How will you provide 24/7 back-up or overflow call centre facilities for Participating Organisations? 










Method Statement 2: Your Contract Management

	Describe how you will manage the contract to deliver a service exactly in compliance with the specification in a way which meets the needs of a diverse range of individual Participating Organisations each delivering a variety of Service Options. 

Describe how you would deliver the service in full compliance with KPI base levels from day 1 and how you would propose to improve on base levels of performance during the contract life. Describe also how you would make report writing facilities on your database available to all clients to inform evidence-based contract meetings.

What arrangements will you operate to provide Participating Organisations with access to real-time performance information regarding daytime call handling?




Method Statement 3: Equalities and Vulnerability 

	1. How will you ensure that the Service provided meets the needs of diverse local communities, operates with local and cultural empathy and responds accurately to changing local conditions?

2. How will you ensure that the Service provided meets the needs of vulnerable clients, handles calls from distressed individuals successfully and ensures the provision of an emergency response where this is required?




Method Statement 4: Your Compliance with the specification
	Describe how you would meet the requirements of the different elements of the specification: 
a. Gold, Silver, Bronze, Team Leader, More complex calls, social media, virtual agent for different Service Options and different individual Participating Organisations. 

b.  In particular describe how you would ensure valid service requests are forwarded on to On-call Duty Staff within the required timescales 

c. compliance with all escalation procedures including those relating to Service availability and to individual Service Options, 
d. accuracy of call diagnosis and action taken

e. accuracy and legibility of call details including names, addresses and service requirements for each caller

f. For security requirements and the use of personal data. Please outline
g. Your proposed processes and security systems to protect data held and transferred under the contract.
h. Call audio recording facilities including retention and access arrangements for Participating Organisations

i. The delivery of the rostering element
j. The protection of the service against cyber attacks
Describe the arrangements you will implement to meet relevant security standards for taking payments from Callers and for the provision of financial reports.

Describe the arrangements you will implement to meet relevant security standards for taking payments from Callers and for the provision of financial reports.

What arrangements will you make to ensure the correct and effective use by call handlers of Participating Organisation back office systems (where this is required). Your answer should include reference to:
a. measures to ensure high quality of service performance including correct diagnosis and action taken

b. scripts, processes and procedures to insure different call types are processed correctly on such back office systems

c. training for call handlers









Method Statement 5: Dealing with Complaints
	Describe the detailed processes you will implement in order to meet the complaints handling requirements in line with the required Standards.









Method Statement 6: Innovation including IT aspects
	In the context of Appendix 13 to ITPD Part.1 outline the overall technology infrastructure and capability you will deploy to meet the needs of this Service and how you propose to innovate using technology to the advantage of quality and value for money. Please pay particular attention to virtual agent technology and social media analytic tools.
Describe how you would work with the clients to migrate individual call requests to more cost effective channels. E.g. moving a Bronze service to a Virtual Agent.

Describe your proposals for the development of the Service including service improvements achieved for other organisations which would be applicable to this contract, along with details of likely charges and potential savings 
Provide your specific proposals for the development of Self Service facilities for callers, outlining particularly any previous experience of this and the benefits it delivered.









Method Statement 7: Mobilisation- both Initial and for New Joiners
	Describe your recommended approach to and provide an outline plan for successful transition of the Services from the current service provider. Your answer should include reference to:

How will you manage the transition project and deal with any delays and resourcing issues, including the contingency arrangements that you will operate
How you will manage and resource the full range of transition activities for each of the Existing Participants and each Service Option delivered
The arrangements you will operate to ensure that the necessary number of call handlers and operational staff are available and trained for successful transition. 

a. The names and CVs of your allocated project managers and overall project coordinator 

b. Provide your risk register for the transition of the Services, including details of your planned risk mitigation for the items.

Describe how you will develop the new and revised scripts, processes and procedures that you will use to operate the Service Options for the Participating Organisations, including New Participants. 

Describe the arrangements you will operate to deal with change management for each of:

a. new Service Options

b. Major and Minor Variations

Include the arrangements you will operate to ensure that requirements are met successfully and to the required timescales.

Describe how you will work with New Participants to implement the Service for multiple Service Options










Method Statement 8: Business Continuity
	Describe your proposed Business Continuity Plan for this Service, including the framework to be put in place to restore and maintain the delivery of the Services following a business interruption. Your proposal must clearly identify the resources to be employed to ensure the successful commencement of the Service at the Initial Services Commencement Date and throughout the term of the Contract. Within this please state how you will:

a. ensure that the requirement for no more than 30 minutes loss of any Service Option is met

b. deal with both short-term disruption to your call handling facilities and the potential total loss of your call centre

c. ensure the operation of agreed escalation procedures in such circumstances

d. provide 24 hour ICT support and cover in terms of skills available, speed of availability and depth of capacity

Provide your proposed risk register for this contract covering the ongoing operation of the Services, including details of your planned risk mitigation for the items.

Describe the arrangements you will operate to meet the requirements relating to checking telephony connections from Participating Organisations particularly at times of very low volumes.
Describe the arrangements you will operate to insure successful dispatch and receipt of electronic messages to On-call Duty Staff 







Method Statement 9: Sustainability
	MS9: Sustainability

Describe how you would minimise the effect of your operations on the environment including waste and carbon dioxide effects in accordance with the SME WLA Low Carbon Policy attached as Appendix  16 to this ITN.

Please include the following elements in your response:-

Commitment to the fleet / vehicles for this contract that are low emissions such as Euro 6 road going vehicles, or Stage V diesel engines for NRMM, or even better electric and hybrid options. 
 - Commitment to driver / operator training specific to this contract
 - Commitment to the use of telematics for data gathering and assessment and how that data will be used to maintain performance in this contract
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