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10.1 Transition Services 

Serco has extensive knowledge and experience successfully transitioning and operating 
complex contracts across diverse sectors worldwide. With over 30 years’ experience of 
operating in the Maritime Services sector Serco delivers critical support services in the UK, 
USA, Canada, and Australia; most recently having transitioned successfully from the highly 
complex tripartite arrangement of the Authority’s Provision of Maritime Services (PMS) 
contract to the Continued Procurement of Maritime Services (CPMS) contract at the end of 
2022. This recent experience will now prove critical to both design and the execution of this 
Transition, ensuring all key activities, the complex array of stakeholders, their respective 
interdependencies, and the risks associated with continuity of service are well understood and 
confidently managed.  

Serco’s Transition Plan (this RoR) shall provide certainty to the Authority that Serco has 
assessed the explicit operational requirements of Contract 4 (Schedule 2). This Transition 
Plan shall confirm to the Authority, in conjunction with Serco's proposed Service Delivery Plan 
(SDP), that all activities required to deliver Contract 4 from the Service Commencement Date 
(SCD) will be met throughout the designated Transition Period, in accordance with the final 
agreed Contract (including applicable Law and agreed Standards). 

As the incumbent of the CPMS contract, Serco has deep knowledge and experience of 
successfully delivering the Authority’s requirements for Service Delivery Area (SDA) 6.  

Serco’s dedicated Mobilisation, Transition and Transformation (MTT) Team has developed a 
robust, compliant Transition Programme which shall be delivered using industry best practice 
Programme and Project Management (PPM) methodologies based on Managing Successful 
Programmes (MSP) and PRINCE2. Serco shall meet the contractual requirements during the 
Transition Period through:  

• The deployment of an experienced MTT team solely dedicated to delivering the 
requirements set out in this Schedule. This approach provides continuity for the 
Authority and all stakeholders for SDA 6 where Serco is the incumbent provider. These 
MTT specialists shall have a comprehensive range of skills and experience to meet 
the requirements of Schedule 2. These MTT specialists shall leverage their vast 
experience of delivering complex transitions utilising Serco’s established Programme / 
Project methodology. This team shall embed themselves with the Maritime Services 
operational teams throughout the defined Transition Period to provide the optimum 
balance of professional services and technical expertise required to deliver all key 
activities. 

• Assurance that the Transition Period is delivered in line with the MS Project Plan 
(Annex A to this RoR) which sets out the identified key milestones, objectives, 
activities, dates, approval points, resources, and dependencies required to deliver the 
programme. This has been structured specifically to appropriately manage sequential 
and concurrent activity in this matrix environment. There shall be a concise work 
breakdown structure with clear work packages, which represent the fundamental 
building blocks of the Transition programme and shall allow all parties to manage and 
monitor the entire programme of work consistently through the Transition Period to the 
SCD. 

• Delivery discipline, governance, and transparent reporting shall be paramount to a 
successful Transition Period. However, Serco also recognises the importance of agility 
when the unexpected occurs; therefore, changes required to this plan shall be 
managed through a robust change control process and escalated through the 



 

 

Governance detailed in this Schedule 5, as well as Schedule 6 where appropriate. 
Material changes shall ultimately be controlled through the Strategic Board via the 
mandated processes set out in Schedule 19 through DEFFORM 10B, or Schedule 30.  

Serco’s Transition programme shall be delivered by its specialist MTT team, through six 
months of concentrated activity between the Contract Award (CA) date and the SCD. During 
this period, the MTT team shall: 

• Set up the Serco Transition Team; 

• Commence the activities set out in Serco’s robust Stakeholder Management Plan; 

• Establish the Transition Working Group, set up the Strategic Board and all appropriate 
matrix governance structures in accordance with Schedule 6; 

• Enact all appropriate security measures, procedures and activities in line with the 
requirements of Schedules 3, 8 and 32, and as detailed in Section 10.4 of this RoR; 

• Utilise systems which are appropriately established, configured, and certified to the 
respective standards (Schedule 9) to effectively manage Authority data (Schedule 17 
and 32), assets (Schedule 12), Payments, Finance and Performance (Schedule 4 and 
31), Security and Management Information (Schedule 6 and 8), and Personal Data 
(Schedule 18); 

• Implement appropriate training regime for existing personnel, undertaken to ensure 
that they are Suitably Qualified and Experienced Personnel (SQEP) for all additional 
systems and services delivered under SDA 6 where appropriate; 

• Produce the required Service Delivery Procedures as stipulated in Schedule 9. These 
shall be stored in the Serco Contract Management Application (CMA), and shall be 
subject to review two months from the SCD with any changes to be acknowledged and 
implemented by Serco and the Authority through the defined governance procedures 
of Schedule 6;  

• Survey all Vessels (Schedule 11) (remedial works performed / provision made within 
the commercial model), to assess their fitness for purpose for the activities they will be 
performing and to confirm they are properly certified and that all appropriate 
Insurances (Schedule 7) are in place to deliver the agreed contractual requirements; 

• Transition the current services delivered under SDA 6 of the CPMS contract to the new 
DMS-NG Contract 4 operating model;  

• Set up the additional services associated with SDA 6 as required in accordance with 
Schedule 2; and  

• Conclude works referred to in this RoR and its supporting documentation in compliance 
with contractual requirements. 

At the end of this period, the Transition shall be formally signed off by the Strategic Board as 
having achieved all objectives required for SCD and handed over to the Operations Team. 
Serco shall, in collaboration with the Authority, produce the required management plans as 
outlined in the Contract. These plans shall encompass all the required standards as specified 
within Schedule 9 and shall be subject to periodic review to enable any changes to be 
acknowledged and implemented. The implementation of these plans shall then cascade down 



 

 

into the Serco Contract Management System, and changes made where required. Should 
standards change outside the periodic review timetable, then the plans and procedures shall 
be changed and agreed with the Authority at the earliest opportunity and uploaded to the CMS 
as appropriate.  

Furthermore, any key sub-contractors (as defined in Schedule 23) working with Serco to 
deliver the Contract shall also operate under these agreed management plans and align their 
local systems and procedures to them. This shall be implemented at SCD and maintained 
through our in-Contract auditing and governance routine. Serco shall be the single point of 
contact for the Authority throughout the Transition and thereafter for Business as Usual (BAU). 

10.1 (a) Key Activities and Tasks for inclusion in the Transition Plan 

Key activities, tasks, resources and dates  

Serco's MS Project Plan in Annex A (as agreed by the CQ issued on 07/02/23) sets out how 
Serco shall deliver the Transition in accordance with Authority requirements. Table 1 sets out 
the high-level scope of the Transition. Serco shall complete those activities and tasks through 
utilising strong governance in accordance with Schedule 6 and detailed in Section 10.2.  

Risks to the programme shall be managed in accordance with Section 10.6. 

Serco shall ensure that people are engaged, understand the vision of the new Contract, and 
are appropriately trained and ready to deliver services by utilising Serco's strong change 
management approach outlined in Section 10.2. 

Additionally, our Programme Transition Team shall be established at CA to take responsibility 
for the overall management of the Transition. The Transition team shall ensure all 
documentation and processes meet the required principles and standards of PRINCE2 and 
MSP. They shall work under the direction of the Maritime Director and alongside the 
Operational Delivery team.  

The team shall:  

• Be proactive and forward-looking; 

• Enable change and service transformation;  

• Provide meaningful and targeted management information; and 

• Deliver benefits. 

The Programme Manager plays a critical role in maintaining organisational pace of delivery to 
ensure the achievement of benefits. The Programme Manager shall achieves this through 
ensuring a clear understanding by Serco and Authority staff of the relationship between the 
timeliness of activities and required outcomes.  

Progress reporting: All reporting and evidence of progress, including performance of 
obligations and delivery of Transition deliverables, shall be made available within the Weekly 
Project Report, Monthly Performance Report (in line with Schedule 6 Part B), and on an ad-
hoc basis in addition to the Authority’s mandated meetings schedule. This shall always enable 
Serco to provide transparency on Transition Programme progress. 



 

 

Table 1: High-level Transition scope 

10.1 (b) Securing Authority Approval for Newly Introduced Vessels 

For clarity, the vessel transfer process for the current vessels is detailed in Annex A (MS 
Project Plan) to this response, aligned to Schedule 11. No new vessels are planned. 

Should there be a need to introduce new vessels, Serco shall follow its existing Integrated 
Management System (IMS) Procedure, LOP OPS 408. This has been developed on Serco's 
previous maritime contracts of a similar nature and conforms to the Authority’s Integrated Test, 
Evaluation and Acceptance Plan (ITEAP) process. This shall provide guidance on the 
introduction of a new, replacement or updated vessel into the Contract.  

Area Scope – What  Delivery – How (MS 
Project Plan Reference) 

Processes • Vessel transfer (Schedule 11) 

• Implement new Statement of Requirements (SOR) 
changes (Schedule 2) – to existing CPMS SOR 

• Social Value reporting on Tackling Economic 
Inequality, Fighting Climate Change and Wellbeing 
to ensure transparent delivery and outcomes 

• Review, refine and deliver Transition activities in 
respect of new Contract set up aligned to customer 
requirements (e.g., Governance, Finance, 
Security, Contract Management etc.)  

• Service Delivery 4.8 
and Vessel transfer 
plan 4.8.1.1.3 

• SOR delta review 4.9 

• Management Plans 
3.4.8 and 
Programme 
Management 
governance and 
reporting 4.1 

• Social Value 4.6 

• Transition Definition 
Document 4.1.2 and 
Contract 
Familiarisation 3.3 

Organisation • Cultural transformation using Wavelength and 
working with Trade Unions to ensure successful 
buy in to new Target Operating Model.  

• Recruitment of Head of Service Delivery Area, SDA 
Technical Manager and SDA Operations Manager 

• Consultation 4.5.2 

• Transformation 
activity outlined in 
Serco's HR Mgt Plan 

Technology • Minor upgrades and developments to ensure 
system support continuity and development 

• Improvements to Wi-Fi coverage (WAPs) onboard 
vessels 

• ICT 4.7 

• Access Point (AP) 
4.7.2.1.7, 4.7.2.2.6 

Knowledge 
and 
Learning 

• Social Value Portal training to measure and provide 
external verification 

• Validation of updates to SOR through Subject 
Matter Expert (SME) engagement and operational 
teams to ensure requisite Ways of Working are 
clearly understood, implemented, and embedded 
in the Transition Period  

• Revised communications plan 

• Training and updated training plans to ensure 
SQEP 

• Establish Serco Maritime Academy  

• Social Value 4.6 

• Contract 
Familiarisation 3.3 

• Stakeholder 
Management and 
Communications 4.4 

• Training 3.4.7.8 

• Social Value 4.6.4 



 

 

Vessel Acceptance: Any future vessel acceptance and integration shall be in line with the 
processes and procedures to be agreed within the Contract 1 ITEAP and VIAP framework. 

Cognisant of the above statement, a typical Acceptance process shall involve the following 
processes and stages, which shall be updated if required based on the Contract 1 agreed 
process.  

Stage 1 – Initial Operating Capability (IOC): The first stage shall be Technical Acceptance 
(IOC), which shall deliver a new, replacement or updated vessel that is deemed to be “Safe to 
Operate”. Serco, acting on the Authority’s behalf, shall, for a new build vessel, negotiate with 
the shipyard, manage the ship building contract and shall, together with the appointed Defence 
Marine Services (DMS) representative, oversee the construction, factory, harbour, and sea 
acceptance trials to deliver a vessel which meets the agreed Key User Requirements (KURs) 
and is delivered with necessary Flag and Class certification, and together with appropriate 
training of at least one crew to operate the vessel.  

For a replacement or modified vessel, Serco, again acting on the Authority’s behalf, shall 
negotiate procurement with the current vessel owners if applicable, tender and manage any 
required ship repair / conversion contract and shall, together with the appointed DMS 
representative, oversee the works, factory, harbour, and sea acceptance trials to deliver a 
vessel that fully meets the agreed KURs, and is delivered with necessary Flag and Class 
certification, together with appropriate training of at least one crew to operate the vessel. 

Stage 2 – Full Operating Capability (FOC): For the second stage of acceptance (FOC), the 
Serco Management Team shall work with the SDA Marine Services Superintendent (MSS) 
and local operating authority to facilitate the safe operation of the vessel. This stage shall 
include the creation of the vessel safety case, modifying, where necessary, the vessel 
operating procedures and completing all necessary conversion training and capability 
integration activity. 

Acceptance of the vessel shall be achieved when the relevant acceptance criteria (as agreed 
in writing between Serco and the Authority at the initial stages of the new vessel procurement) 
is achieved. Following acceptance, the Authority shall be responsible for the vessel satisfying 
the Operational Safety Case requirements and Serco shall provide reasonable support to the 
Authority in this process. 

Preparing the Operational Safety Case Report: Serco shall deliver the Operational Safety 
Case Report for new vessels. This report shall demonstrate for any new, replacement or 
updated vessel, that: 

• It is safe by design and safe for its intended purpose;  

• It is safe in delivery of its operational role prior to entering operational service; 

• It conforms to the required performance, dimensional criteria, and standards of build 
for such vessel (or the determination and assessment of any shortfall in performance, 
dimensions, standards is satisfied that this does not prejudice the ability of the vessel 
to undertake its intended functions); 

• It has all requisite certifications necessary for service provision (including, without 
limitation, Flag, Class, and Naval Authority Certification referred to in the Safety 
Management Plan); 

• It has a crew that is suitably trained and versed in the operation of the vessel; and 



 

 

• The support provisions required by the vessel are in place in the port of operation. 

The Operational Safety Case Report presented for Authority approval shall contain the 
Executive Summary, Shipyard or Purchase Survey acceptance report, Vessel Certification, 
Trials Assessment, Training and Manning, Safety Assessment, as well as Endorsement and 
Sign Off. 

Trials Programme: Following Technical Acceptance and prior to the vessel delivery to Base 
Port, the relevant Serco and Authority representatives shall agree the trials programme and 
success criteria for the vessel. The trial programme shall commence on delivery to the port.  

The trials programme shall demonstrate the vessel’s key operational capability. For each trial, 
an assessment form (OPS 408.1) shall be completed. This shall record the assessment of risk 
and the outcome of the trial. The form shall be completed by the Serco Accountable Person 
and the Authority representative who witnessed the trial and signed by both parties. The 
outcome of the Trials assessment shall be recorded in the Operational Safety Case. 

The full range of vessel functions (as identified in the pre-construction or pre-procurement 
reports) may not be possible or necessary due to the generic nature of some tasks, operational 
programme constraints or non-availability of suitable trial vessels. In such cases, a Safety 
Case Report shall be produced, which shall include detail of any limited capability within it. 
Following approval of the Safety Case Report the vessel shall then commence operations 
within the limited scope. When further successful trials are completed such as when trial 
assets become available, the Safety Case Report shall be updated, either by re-issue or issue 
of an Addendum which defines the additional task capability of the vessel. Addenda shall be 
incorporated into the next full issue of the Safety Case Report when routine reviews are 
conducted in accordance with the safety case review plan. 

The process for achieving the required sign off for vessels is summarised in Figure 1. 

 

Figure 1: Serco's process for achieving the required Authority sign off for vessels 

10.1 (c) Resource Breakdown, including details of Roles and 
Responsibilities 

Serco's current CPMS contract is recognised by Government as “one of the highest 
performing contracts” and Serco takes pride in the services it delivers, with people at the heart 
of its historic success. Serco shall continue to invest in its people to ensure it meet the high 
standards expected of it. During the Transition Period until SCD, Serco's teams shall ensure 
continuity of service delivery across the portfolio, supported by its technical and support teams. 
Serco's commitment to high safety and environmental standards shall continue, with 
regulatory compliance at the core of its service. Given the challenging nature of the 



 

 

demographics, Serco shall continue to train and upskill its current workforce and shall invest 
in apprenticeships, ensuring that SQEP will be available through the period of DMS-NG 
Contract 4. 

Serco's Transition team and work stream SMEs have an in depth understanding of Serco's 
solution as well as the Authority’s requirements through their engagement during the bid 
period. The table below shows the roles and responsibilities of the key members of Serco's 
team. Together, they shall: 

• Provide strong direction and leadership, working alongside the Contract management 
teams and Authority to oversee Programme delivery; 

• Own the key stakeholder relationships;  

• Oversee and drive the delivery of the detailed Transition Plan;  

• Be accountable for Programme delivery; 

• Facilitate engagement with staff, ensure Standard Operating Procedures (SOPs) align 
with the site Operating Management Plan; 

• Oversee the upskilling / training of staff; and 

• Handover to the operational team through a formal documented process. 

Serco's proposed Transition organisation chart is shown in Figure 2. Key roles and 
responsibilities are detailed in Table 2. It shall be noted that, based on negotiation and 
dialogue period outcomes, it has been agreed with the Authority that individual names shall 
not be provided at this stage, as these named individuals cannot be guaranteed throughout 
the life of the Contract term, and that only roles will be specified in the RoR. Individual names 
shall be provided during the Transition Period.  

Table 2: The roles and responsibilities for key members of Serco's Transition Management Team 

Role Responsibility 

Head of Service 
Delivery Area 

• Accountable for successful delivery of the Transition 

• Accountable for the Operational, Commercial and Financial aspects of the 
DMS-NG service delivery 

• Ownership of on-time and on-budget delivery of full scope of programme 
deliverables; management and coordination of full Serco Transition Team.  

• Lead contact with the customer regarding Transition Progress.  

• Responsible for all aspects of governance, establishing the governance 
structure, reporting and communications to the Strategic Board and wider 
stakeholder management 

• Responsible for resource management within the programme 

• Initial Escalation point of contact for DMS-NG matters 

Head of Out of 
Port Operations  

• Responsible for the management of any employee issues 

• Manage Trade Union relationships  

• Manage personnel security 

• Implementation of DMS-NG SOR 



 

 

Commercial 
and Contracts 
Manager  

• Responsible for Contract agreement and signature; supporting risk 
mitigation through formal arrangement; Third party contracts; lease; 
commercial briefings, provide platform for transformation; local stakeholder 
and customer relationship management; supporting change management 
and resolution of commercial / contractual issues 

Implementation 
Lead 

• Shaping the interplay of different project, programme and BAU teams to 
deliver a Defence IT-enabled asset management service 

• Continual alignment between the bid and the Transition / transformation 
delivery 

Programme 
Manager  

• Define programme scope, budget, and delivery plans 

• Coordinate multiple inter-dependent workstreams of projects or sub-
programmes to a single coordinated SCD 

• Lead and manage project and Transition teams, acting as central control 
point across all transformation elements 

• On-time, on-budget execution, resolving conflicts proactively 

• Manage programme delivery against the critical path, identifying and 
mitigating risks that could impact timely completion 

• Actively engage with key stakeholders, managing expectations and 
communicating programme progress  

• Initial point of contact for DMS-NG Transition matters 

Change 
Manager and 
Trainer 

• Mapping and managing key stakeholders 

• Collating the change impacts on specific teams of multiple workstreams 

• Deliver regular communications 

• Coordinate a team of change champions 

• Structure and manage user acceptance testing 

• Generate training needs evaluations and structure, plan and deliver training 

Programme 
Management 
Office (PMO) 
Manager 

• Review and manage the programme and workstream risks, issues, 
assumptions, learnings, decisions, and dependency records 

• Provide an accurate view through to Programme Board of current threats 
and opportunities  

• Effective management of budget throughout delivery 

Maritime 
Support 
Manager 

• Responsible for ensuring existing contractual Governance meetings move 
seamlessly from CPMS to DMS-NG under new requirements of Schedule 6 

• Coordinate and implement new reporting requirements 

• Operations / GFA point of contact  

• Owns the project management, planning and delivery of all technology 
infrastructure activities and enablers to support the Transition solution 

• Responsible for delivering the ICT solution under the governance of the 
Serco Central Government CIO and Implementation Lead 

Head of 
Maritime Safety 
and 
Compliance 

• Final approval and implementation of the QA and Safety Management Plans 

• Responsible for the safety audit and immediate actions to ensure safe 
operation of all vessels taken on to deliver DMS-NG Services 

• Support to the Duty Holder 

Head of 
Technical  

• Responsible for technical and vessel availability and handover, including 
regulatory compliance 



 

 

Senior People 
Partner 

• Owns the consultation, negotiation, and solution management with Trade 
Unions and other stakeholders 

• Planning of HR activities 

• Design and delivery of Recruitment 

• Delivery of Training and Inductions 

• HR Communications 

• Implementation of all HR policy and procedures 

 

Figure 2: Serco's proposed Transition organisation chart 

10.2 How the Tenderer will manage stakeholders including:  

10.2 (a) Identifying Internal and External Stakeholders that need to be 
engaged 

Stakeholder mapping shall form a fundamental part of Serco's change management process, 
to understand who has a stake and why, where to leverage to create energy around change 
and where resistance is likely. By doing this, Serco shall be able to identify change champions 
and advocates, identify perceptions and attitudes towards change, identify appropriate 
interventions, and identify pockets of resistance.  

Crucially, this shall allow Serco to further develop and refine its communications plan, which 
recognises and addresses the needs of each and every stakeholder.  



 

 

As the incumbent service provider for SDA 6, Serco has an excellent understanding of the all 
the relevant internal and external stakeholders that need to be engaged during the Transition 
Period. Error! Reference source not found. details Serco's current stakeholder groups. This s
hall continue to be reviewed and updated to ensure that Serco has accurately captured all 
stakeholders. 

 

10.2 (b) Stakeholder Management Plan and Communication 

Serco's leadership team shall be heavily focused on collaboration and staff engagement; this 
shall build a strong shared sense of purpose and team ethic. 

At CA, Serco shall review and update its stakeholder management and communications plan 
to reflect any changes with the Authority. Serco shall use a variety of channels, listed below, 
and shall seek feedback on each set of communications activity to ensure continuous 
improvement. Key audiences shall include those outlined in Error! Reference source not f
ound. above, key Authority stakeholders and End-Users who are all likely to interact with 
Serco's governance structure. Serco shall ensure effective communication is delivered as 
follows: 

• Face-to-face meetings: From CA, Serco shall develop a stakeholder management 
plan specific for staff engagement which shall culminate with a Serco roadshow in 
partnership with the Authority. This shall be rolled-out across SDA 6. This shall include 
a Question and Answer (Q&A) session for all staff so they understand the Transition 
programme and how it may affect them, as well as any changes to the way Serco 
delivers the current services where applicable. During this time there shall also be a 
Serco HR team, available to staff to respond to any confidential questions or queries.  

• Project Meetings: These shall be held fortnightly with key stakeholders throughout 
the Transition. Weekly Transition progress reviews shall be initiated to ensure relevant 
people are up-to-date with the programme. Key schedule successes shall be reviewed 
on an individual basis to ensure the Strategic Board has clear visibility of the 
programme and can steer it so that milestones are achieved in a timely manner.  

• Internal Memos: Regular internal memos shall be published and distributed to give all 
staff updates on the progress of Transition, key achievements in the period and any 
other news or points to note.  

 

Figure 3: Our DMS-NG stakeholder groups 



 

 

• Communications Teams site: Updates shakk be uploaded on the Maritime 
communications team's site along with access to Serco resources (such as Wellbeing 
and Employee Benefits). 

• Printed resources: Staff noticeboards at shore side facilities and onboard vessels 
shall be updated with posters, brochures and flyers showing all policies and 
procedures and current updates to the service. 

• Daily Programmes: The operational daily programmes shall be used to cascade 
written communications to ensure that they are able to be accessed by colleagues who 
do not have a Serco e-mail account. 

• Monthly Safety Updates: Serco's Designated Person Ashore (DPA) shall produce 
monthly updates which shall be used to communicate any new information and 
progress from the Health, Safety, Environmental and Quality (HSEQ) teams. 

• Newsletters: Quarterly / seasonal newsletters shall be shared in soft and hard copy 
containing information on management updates, milestones and celebrating 
successes and achievements. 

• Virtual Town Halls: Staff shall be invited to dial in to quarterly virtual 'Town Halls' 
which provide business updates and celebrate successes and achievements. 
Additional ‘Town Halls’ may be held as required. 

• Colleague networks: Staff shall be invited to join Serco's colleague networks, 
including the Wavelength Forum in Maritime, Women in Defence, SercoVets and the 
Serco Group Inclusion networks. 

• Yammer: Serco shall promote Yammer and the various interest groups that are 
available for colleagues to join to keep up-to-date with the latest news, events and 
engage with others from around Serco. 

• Viewpoint Survey: Serco's annual Colleague survey shall allow colleagues to share 
their views, including feedback on communications. 

Serco's communications plan shall be designed to facilitate open and transparent 
communication throughout the Transition programme, and that those directly engaged in 
governance do so from a well-informed position. Change management, which includes 
stakeholder management and communications, shall add further value beyond programme 
and project management disciplines by influencing the hearts and minds of the people 
impacted by the programme.  

It shall be critical that those impacted by the programme understand the programme’s 
outcomes, support its aims, and understand their role and the impact of the programme on 
them. Engaging people, using effective change management and communications shall 
maximise efficiency whilst minimising the risk of failure. To support Serco's overall goal, the 
key objectives of Serco's change management activities shall be to: 

• Develop awareness, understanding and a positive perception of the change across 
SDA 6;   

• Develop visible and active change sponsorship and leadership that will own, lead, and 
support change throughout the organisation for the duration of the programme and 
beyond; 



 

 

• Identify ‘people’ implications and requirements, enabling Serco to plan any required 
interventions with ‘the right people at the right time’, so that when the changes are 
implemented people are willing, ready and able to work in new ways; and 

• Encourage two-way communications that will allow staff to provide feedback and, 
where appropriate, influence the changes to be delivered through the Transition 
programme.  

To facilitate effective change and communications, Serco shall: 

• Dedicate specific resource to plan, deliver and assess the effectiveness of its 
communications; 

• Adopt a joint approach, working in partnership so that the interests of both Serco and 
the Authority are always covered and buy-in is gained from stakeholders; 

• Start at the top of the organisation and involve key stakeholders as Serco recognises 
that the attitude of management will set the tone for everyone, and their visible support 
is key to success;  

• Account for the cultural landscape by providing reassuring messages about the 
benefits of the programme and what it is delivering;  

• Engage people as individuals as change is a personal journey, and everyone has their 
own perception of change impacts and outcomes. They will digest information at their 
own pace, making their own decision as to whether they accept the change or not;  

• Conduct regular change readiness assessments to track the effectiveness of 
stakeholder engagement and, where required, make adjustments in order to satisfy 
stakeholder needs; 

• Reinforce messages by repeat messages so people are aware, understand, and are 
committed to act on the messages communicated; and 

• Celebrate success by acknowledging key milestones and allowing people to ‘feel’ a 
sense of achievement. 

10.2 (c) Ensuring all Staff are appropriately SQEP 

Serco recognises the criticality of providing staff who are appropriately SQEP to commence 
delivery of the Service. As an incumbent service provider, Serco already maintains the SQEP 
required by DMS-NG for SDA 6. Through running the CPMS contract and its predecessors for 
almost 27 years, Serco has developed an understanding of the pressures and expectations of 
the operating environment and has tailored its recruitment and competency processes to 
incorporate these. As a result, Serco's SQEP shall understand the requirements of the 
respective field they are working in (whether it is vessel maintenance, engineering and support 
work or a back-office function). 

To ensure all staff are SQEP, Serco shall have a structured and unambiguous Competency 
Framework which identifies the skills, knowledge and qualifications required for all roles across 
the Service which Serco shall review on an annual basis. This framework shall also reflect the 
operational procedures and safe systems of work required to deliver the service, which Serco 
shall ensure compliance to through certification, inspection, and audit. In addition, Serco's 



 

 

Integrated Management System (IMS) familiarisation procedures shall be implemented to train 
and develop staff to SQEP level before being placed in a working capacity aboard a vessel.  

Serco's Competency Framework and IMS procedures shall also identify where individuals can 
develop their knowledge and understanding, with training arranged whenever need for it is 
identified. Serco's Training Team works in tandem with its operational colleagues to ensure 
that bespoke training modules are produced to improve speed to competency and quality. 
Serco shall work with accredited external Marine Training providers as well as having an 
accredited internal Marine Trainer to deliver certain courses in-house. 

Throughout CPMS, Serco shall maintain clear training records as required by the Contract 
which enables continuity of SQEP for SDA 6. At CA, Serco shall carry out a gap analysis of 
the training required to deliver new service under Schedule 2 (Statement of Requirements) 
and shall review and update its Competency Framework accordingly. This shall allow Serco 
to formulate a clear training plan for all individuals to identify and address any training needs 
prior to SCD.  

To keep Serco's competency framework up-to-date throughout the Contract, Serco shall 
monitor any Maritime and Coastguard Agency (MCA) legislative changes to maintain SQEP 
or any new vessels introduced are considered as SOR changes. If required, additional training 
and familiarisation shall be completed. For new vessels, KURs and Risk Assessments (RAs) 
shall support development of SQEP. 

Serco's dedicated Learning Management System (LMS) shall serve as a central repository to 
ensure transparency and accuracy of training records as well as keeping SQEP Certification 
and Licences, whether regulatory or internal, up-to-date. This system shall also be set up to 
send prompts and reminders to all staff who have a requirement to undertake new training or 
attend a refresher course to ensure maintenance of competency. The periodicity for refresher 
training and examination is between two and five years, depending on individual role 
requirements.  

Serco also understands that there is a limited resource pool available of the quality of 
individuals required. The Maritime Sector has challenges like many industries and a depleting 
source of SQEP. As such, when SQEP are employed, it shall be imperative that they are 
retained for Contract continuity and knowledge retention. Serco shall offer extensive employee 
benefits to ensure that it has stable staffing levels throughout the contract life.  

Serco has created a bespoke Employee Value Proposition for its Maritime business to attract 
and retain SQEP employees, which includes benefits around pay and reward, wellbeing and 
support, life-friendly work patterns and continuous professional development, including, 
among others: 

• Locally and nationally benchmarked, competitive salaries, and salary increases agreed 
with Trade Unions for those in roles covered by the collective agreement; 

• Home, centre based, and hybrid working options for shore-based roles; 

• Wellbeing Webinars and Mental Health First Aid trained staff; and 

• Maritime Environment Training and access to LMS training catalogue and Ocean 
Learning Platform, which has a wide array of training courses. 



 

 

The replication of these strategies shall result in a workforce that has intimate understanding 
of the Contract, ensuring Serco continues an effective working relationship with the Authority 
in the next phase of the Contract. 

10.2 (d) Attendance at the Strategic Board 

Serco has always taken a highly collaborative approach in its governance solutions and has 
therefore tailored its governance model to integrate fully with the Authority's structure. Serco 
advocates taking a ‘one team’ approach whilst also recognising that DMS and the Service 
Provider have different roles to fulfil. A joint governance structure shall be a critical component 
in the success of the programme and shall be set up at the earliest opportunity following CA 
to establish close working relationships with a clear direction of travel, manage expectations. 

The Strategic Board, with agreed Terms of Reference, shall meet, as specified in paragraph 
2.10 of Schedule 6, to consider progress and manage issues and risks. The Strategic Board 
shall convene for the first time shortly after CA so that the Authority and Serco can set up the 
specific Transition governance. This shall allow all parties to begin to work in a joint manner 
from the earliest opportunity, and in doing so de-risk delivery of the Transition. Following SCD, 
in accordance with Schedule 6, the Strategic Board shall then convene every six months 
throughout the life of the Contract. This enables: 

• Authority staff to become familiar with the solution following the procurement process; 

• Introductions to have been made between Serco and the Authority where required; 
and 

• Early understanding of any ongoing issues or operations that may require adjustment 
to Transition plans. 

 

Figure 4: Focus areas for programme layers 

During the Transition phase, the Strategic Board shall play a critical role in helping steer and 
guide the Transition to ensure timely progress and act as the escalation point for the 
Transition. 

This joint Strategic Board shall facilitate the achievement of the programme key deliverables 
and allow for appropriate resources from both parties to be made available to meet their 
obligations. The Strategic Board shall have the following overall responsibilities to manage 
Transition: 



 

 

• Ownership of overall programme and project management structure and process for 
Transition; 

• Steering each stage of Transition to ensure timely progress against Schedule 5 
Transition Plan; 

• Maintaining continued alignment with wider Defence policy, objectives, and initiatives;  

• Reviewing the Annual Performance and Activity report for the previous Contract Year; 
and 

• Managing by exception resolution of any issues escalated from the Monthly 
Performance Review Board.  

In accordance with Schedule 6, Serco shall work with the Authority to agree an equal number 
of Serco Members to Authority Members where appropriate. Serco shall appoint members 
who have the requisite knowledge, experience and authority to actively participate in the 
Strategic Board. Serco shall also provide a secretary as set out in paragraph 2.12 of Schedule 
6. 

Serco’s proposed members of the Strategic Board are detailed below, subject to agreement 
with the Authority and equalling the Authority’s proposed member numbers:   

• Maritime Director; 

• Head of Service Delivery Area; 

• Finance Business Partner; 

• SDA Operations Manager (Secretary); and 

• Functional representation by Invitation. 

10.2 (e) Establishing the Transition Working Group  

Establishing a Transition Working Group and membership: Serco proposes a joint and 
integrated Transition Working Group, incorporating appointees from both Serco and the 
Authority, designed to build trust, develop mutual respect and more efficient problem-solving 
processes. At CA Serco shall engage with the Authority to agree Terms of Reference and full 
membership. 

Indicatively, this shall include programme management representatives from the Authority, 
from Serco and the workstream SMEs. The Transition Working Group shall function at the 
operating level and include weekly team meetings, planning and risk reviews and reporting. 
Serco's approach shall allow both the Authority and Serco to establish clear guidance for the 
migration of work and the control of critical issues.  

Terms of reference: The key responsibilities for the Transition Working Group shall be 
delivering the plans to time, cost and quality, reviewing Transition plans, managing risks, 
monitoring progress, issue resolution, escalation management, assessing quality, status 
reporting, and project change control.  

The frequency of Transition programme meetings and reporting: Regular Monthly 
Performance Review Board (MPRB) meetings shall be established to review Transition status 



 

 

and focus on any risks or issues that might impact on the success of the programme and the 
actions needed to address them. This robust structure of weekly Transition Working Group 
meetings informing a Monthly Performance Review Board shall allow the Contract 
management level to be well informed of progress and exercise oversight. 

These progress reports shall also serve as a progress update to satisfy the Strategic Board 
which shall be submitted 10 business days prior to each scheduled meeting.  

Figure 4 (above) shows the key focus area for each layer of the programme organisation and 
the associated reporting and decision-making hierarchy. 

10.3 Vessels  

10.3 (a) Achieving the interim Document of Compliance (DOC) 

SDA 6 Vessel transfer: SD Northern River and SD Victoria shall be bareboat chartered from 
the Authority to Serco at SCD. The vessels shall continue to operate under Serco’s existing 
DOC and shall have Serco's Integrated Management System on Board. Both vessels’ Safety 
Management Certificates, together with other certification, shall remain valid.   

Serco Transition and introduction of vessels to Contract: Due diligence shall be a key 
element of Transition and Serco shall seek to carry out vessel condition surveys as part of this 
process.  

• CA – The next key milestone, which allows Serco to mobilise the full Transition team. 
Serco’s Business Lifecycle Review process shall be followed at this stage, which shall 
give visibility of the project to the divisional senior leaders who shall scrutinise the 
project team’s plans and the organisation to ensure that risks have been identified and 
effective mitigation has been put in place.  

• Vessel Surveys – As mentioned above, this shall be an important part of Serco’s due 
diligence, and the Authority shall also have a requirement to conduct surveys as it will 
wish to “baseline” vessel condition.  

• Safety Management System – Serco shall continue to utilise its existing Safety 
Management System (which shall be fully compliant and tested annually by the 
Maritime Coastguard Agency (MCA) via a DOC audit) on the vessels in SDA 6, which 
shall be reviewed to ensure full compliance with the Statement of Requirements. This 
shall require a review to confirm the applicability of all parts and identify any additional 
aspects that should be added. Serco shall conduct its own Risk Assessments of a 
number of activities to cover its contractual obligations when it takes on responsibility 
of the vessels.  

Vessel Handovers: Serco shall sign a Bareboat charter for the vessels on SCD, with 
agreement on vessel condition shall be reached at the point of hand over. Serco shall at the 
point of hand over agree the levels of consumables carried onboard, such as fuel and lubes, 
under the supervision of the Authority. Once handed over, Serco shall operate the vessels in 
SDA 6 to deliver the contracted services in accordance with Schedule 2.  

DOC: Serco Ltd holds a DOC issued by MCA and shall operate all incoming vessels under 
this. The current DOC was issued in May 2023 and is valid until May 2028.  



 

 

10.3 (b) Vessel Acceptance Plan for Authority Vessels 

Details of the vessel acceptance plan are detailed in Section 4.8 of the Microsoft Project 
Transition Plan detailing tasks, durations, resource, and milestones. This is attached as Annex 
A to this response. 

10.3 (c) Process to ensure all Authority Vessels are in Required Condition 
at Start of Contract 

Serco’s implementation and management of the agreed latent period shall include adopting a 
pragmatic and risk-assessed methodology against individual Government Owned Contractor 
Operated (GOCO) vessels / assets. Serco shall remain cognisant of the required Flag and 
Class standards, hand-back obligations (including ‘Required Condition’ and ‘Vessel Defect’ 
definitions), clause 2.5 of Schedule 10 (Bareboat Charter), and the mechanism to identify 
issues and agree with the MOD a price to rectify and/or service relief.  

Serco's process shall be based on the following steps (without prejudice to the agreed latent 
period): 

1. Vessel / asset inspections and assessment of legacy documentation shall be 
conducted across the SDA 6 fleet within the first four weeks of the Contract. This shall 
include examination of legacy CPMS documents (made available during the Transition 
Period), recommendations / survey findings (including the yet to be agreed alternative 
to a CPMS ‘off-hire’ survey) and any outstanding CPMS recommendations not fulfilled. 

2. Outcome reports and recommendations shall be prepared along with budget costings 
and presented to the Authority within four weeks of completion of the initial survey / 
inspections. 

3. Alongside step 2, a service delivery and PPIM risk assessment shall be conducted and 
presented to the Authority. This shall be set against the impact of existing 
recommendations not being actioned. 

4. Approval to proceed with proposed works shall be sought within two weeks from the 
Authority (along with change management, compensation event process and firming 
of prices through the Serco Engineering and Procurement teams). This shall include 
scheduling of any works to support operational delivery at a time that is acceptable to 
the Authority based on budget availability. 

As the incumbent CPMS provider, Serco has a detailed understanding of the ‘to-be’ SDA 6 
fleet. Therefore, it is currently envisaged that recommendations can be provided within circa 
two weeks of the SCD. 

10.4  Security 

Serco shall acknowledge that the Authority places a great emphasis on the confidentiality, 
integrity and availability of Authority data as detailed in Schedule 8 (Security). 

As the incumbent service provider, Serco shall continue to ensure compliance against the 
relevant security (including cyber security) requirements contained within the Contract. Serco 
shall provide a secure solution for DMS-NG backed by its strong understanding of security 
and information management best practice. Serco shall draw on its capability and experience 



 

 

on CPMS and other MOD contracts to operate securely from an MOD accredited platform 
(TOA-49873\2).  

Serco's process is based on following high-level security objectives and guidelines which shall 
be assessed by independent accredited third parties, such as ISO 27001 and Cyber 
Essentials Plus. The security levels Serco applies shall be determined by the Security Aspects 
Letter (SAL) that is issued by the Authority for the Contract. 

Serco shall appoint a Security Lead at CA who shall deliver the Security workstream. The 
Programme Manager shall review the Transition Plan with the Security Lead against the 
requirements of the agreed Contract and update as required. The updated plan shall be 
submitted to the Authority and, once agreed in accordance with the contracted review 
processes, it shall be baselined and be the document against which Serco measures, 
monitors, and reports progress. The Security Lead shall also participate in the agreed 
Transition governance as detailed in Section 10.2 (e) above and in line with Schedule 6 
(Governance, Management Information, Reports, Records and Audit).  

The Security Transition activities shall cover (in each case to the extent relevant and specific 
to the DMS Contract 4 requirements): 

• Review and refresh security vetting of all personnel to maintain continued compliance; 

• Review and update Serco’s established Security Operating Procedures (SyOPs); 

• Review and update Serco’s detailed user roles and work instructions; 

• Review and update Serco's in-house training material; 

• Review and refresh training needs and schedule training; 

• Audit sub-contractors to confirm their compliance with the requirements of DMS-NG; 
and 

• Ongoing engagement and collaboration with the Authority.  

Security Clearance for all Personnel: Serco shall ensure that all personnel who require 
access to Authority Premises from the SCD have the appropriate security clearances. Serco 
shall adhere to the vetting obligations of the DMS-NG Contract, specifically within Schedule 8 
(Personnel Security) and Annex E (SAL Access).  

As the incumbent service provider, Serco shall ensure that personnel involved in delivering 
the DMS-NG services shall have appropriate security clearances by reviewing, managing and 
maintaining personnel vetting and security on existing CPMS personnel and those of its third-
party suppliers. Any new personnel or sub-contractors shall be subject to pre-employment 
checks.  

Serco is a lead exponent of the Industry Personnel Security Assurance accredited (IPSA) 
process, having worked with the Ministry of Defence to develop and implement since April 
2021. As such, Serco has deep knowledge and experience in managing and maintaining pre-
employment screening checks to Baseline Personnel Security Standard (BPSS) and National 
Security Vetting clearances, including the UK Security Vetting Security Clearance. Serco is 
IPSA and is aware of the new vetting levels being introduced. Serco shall take guidance from 
the Authority where Level 1B, Level 2 and Level 3 are applicable.  



 

 

Managing and maintaining personnel vetting and security: Serco shall manage its vetting 
/ security processes through its UK specialist in-house screening and vetting team. All 
personnel currently providing services have the appropriate security clearances in accordance 
with the SAL. Declarations from any new personnel shall be vetted by Serco's dedicated team, 
who shall undertake all relevant checks using Serco’s Access Screening application to collect 
data and verify declarations. The team has vast experience of undertaking checks at this level. 
For example, Serco currently has over 2,500 Serco personnel with this level of security 
clearance. Serco's Access Screening application, dynamic chasing process and robust 
compliance measures shall allow the team to deliver the best and quickest outcome. The team 
shall act as a centre of expertise and support Serco's front-line managers in ensuring 
compliance to Serco’s policies and procedures, including making sure that the appropriate 
levels of checks are carried out on personnel.  

Serco shall carry out pre-employment screening for all new Serco personnel, who will be 
delivering DMS-NG services. Serco shall confirm their compliance with data protection laws 
and employment regulations. 

Through due diligence checks, Serco shall make sure clearances within third-party provided 
services meet the Authority’s requirements as laid out in Appendix 2 (Defcon 76: Contractor’s 
Personnel at Government Establishments). Serco shall subject sub-contractors and temporary 
personnel to the same screening as its own personnel, to meet site requirements. 

Staff vetting processes and maintenance of clearances: Maintaining and refreshing active 
security vetting shall be critical to maintaining the service. Security vetting shall be monitored 
by Serco's in-house vetting team using its automated vetting register. The system shall raise 
an alert for any personnel whose clearance is due for renewal within six months. The system 
shall then instigate the security clearance renewal process.  

Serco's vetting team shall run regular reports to identify security clearances that are within six 
months of their expiry as a backup process to ensure full coverage. Managers of affected 
personnel shall also receive the automatic notification, stating that clearance is due, and the 
options available in terms of renewal or update. Serco shall also expect its clearance holders 
to take responsibility to manage their own clearances and report any changes in personal 
circumstances (CPC). Serco shall regularly email all clearance holders to remind them that all 
CPC should be reported to the vetting team as soon as possible so that a CPC be raised and 
managed. Serco shall communicate to its personnel reminding them not to post details of their 
security clearance and employment online or via social media channels.  

10.5 Authority Data 

10.5 (a) Conducting IT Health Checks on our Systems 

Before SCD, Serco shall engage with the Accreditor / Security Assurance Coordinator to 
determine the scope of testing required. Serco shall then engage with a CHECK or CREST 
organisation to conduct the agreed scope of testing.  

Serco shall, in tandem with the Authority, discuss any issues that are found during the testing, 
create a remediation plan of those issues and resolve all identified issues (where applicable).  

When any required remediation works have been completed, Serco's system shall go live. It 
shall then be retested annually, or in the event of any major change to the solution. 



 

 

10.5 (b) Information Security Approval Statement 

To facilitate the Authority issuing an Information Security Approval Statement, Serco shall 
demonstrate compliance to the agreed Contract requirements through its Transition Plan, 
which shall be agreed with the Authority prior to being baselined. Serco shall monitor and 
report progress against this plan. 

Serco shall engage and work collaboratively with the Authority throughout the Transition 
period and where required Serco shall facilitate the Authority and its authorised 
representatives with access to Serco's personnel and systems to review Serco's compliance 
and that of its sub-contractors in accordance with the agreed audit obligations under the 
Contract. Serco shall provide such other information and/or documentation that they may 
reasonably require to establish whether the arrangements Serco has implemented to manage 
the security of the Authority Data and the Serco System are consistent with the 
representations in the Transition Plan and the SDP.  

In line with Schedule 8, Serco shall provide the access required by the Authority within twenty 
(20) Business Days of receipt of such request, except in the case of a Breach of Security in 
which case Serco shall provide the Authority with the access that it requires within 24 hours 
of receipt of such a request. 

10.6 Transition Risk Management 

All Transition Risks, Assumptions, Issues Dependencies and Opportunities (RAIDO) 
identified, including those that could impact the achievement of the planned SCD, shall be 
captured, mitigated and tracked in a RAIDO log register, which shall be used (where relevant) 
for monitoring purposes at each respective governance fora. Any open RAIDO items shall be 
transferred to the operational Contract RAIDO log on successful achievement of the Transition 
Closure Milestone. The PMO Manager shall be responsible for the day-to-day management 
of the RAIDO Log during Transition, and the formal handover to the operational business on 
Transition closure. Serco's Risk Management process (aligned to ISO 31000) and adhering 
to the Cabinet Office Security Policy Framework 2018, shall continue to be refined through 
learning from recent transitions (examples include Brize Norton and HMP Fosse Way). 

Serco's Risk Management Plan shall define how Serco will manage risk and shall describe 
how risk management activities will be performed, recorded, and monitored. The Plan shall 
give clarity of risk-related responsibilities, frequencies of governance / management activities 
and details of risk monitoring and reporting requirements. A draft Risk Management Plan shall 
be submitted to the Authority by the Programme Manager within 20 business days of CA. The 
risk management lifecycle process is shown in Figure 5. 

Risks and their management shall be included in the terms of reference of the proposed 
governance forums. Where risks cannot be appropriately mitigated, they shall be escalated 
through the programme governance to the Strategic Board for senior management oversight. 
In addition, as part of Serco's Go Live planning Serco shall undertake risk and readiness 
reviews. 

Where serious, major risks or issues are identified they shall be escalated through the 
operational governance to Serco Board level (Group Risk) and appropriate actions shall be 
taken. 

During the tender phase Serco has populated a risk register through a series of workshops. 
These risks are categorised to determine whether they are site specific or cut across the whole 



 

 

programme. We shall continue to develop the register, working with the Authority and key 
stakeholders to actively refine / close out risks as further information / certainty emerges.  

All RAIDO items associated with the Transition shall be captured and maintained in a Contract 
RAIDO log register, which shall be used (where relevant) for monitoring and reporting 
purposes at each respective governance forum. The PMO Manager shall be responsible for 
the day-to-day management of the Exit RAIDO Log.  

10.7 TUPE  

10.7 (a) Serco's Proposed Approach to TUPE  

As Serco is the incumbent provider for SDA 6 under Contract 4, TUPE legislation shall not be 
applicable as the employees identified on the TUPE data are already Serco employees. Serco 
shall agree that upon exit of the Contract, TUPE shall be applicable.  

10.7 (b) TUPE Consultation 

10.7 (b) (i) Engaging with staff and Trade Unions 

Whilst TUPE consultation is not applicable to Contract 4 regarding the change in Contract 
from its current form to DMS-NG, Serco shall still ensure engagement with employees from 
CA to SCD regarding its proposals for DMS-NG (shown in Figure 6).  

 

Figure 5: Risk management lifecycle process 



 

 

As outlined, Serco shall conduct employee briefings straight after CA to the employees and 
Trade Unions to update them on the changes to the Contract and what it means for them. 
Serco shall also issue an updated letter to the employees, confirming these changes in writing 
and what they can expect to happen during the Transition Period. After this point, Serco shall 
issue a monthly newsletter (Wavelength) to the employees which will provide detail and clarity 
on Transition activities.  

 

Figure 6: Serco engagement process 

Serco shall also conduct open sessions for employees which shall enable employees to seek 
individual or group clarity on points that impact them during Transition.  

Finally, Serco shall commence consultation with employees and Trade Unions with regards to 
any impacted changes it proposes. Although this consultation shall not be aligned to TUPE, 
Serco shall conduct these activities during Transition with support and engagement from the 
Trade Unions as soon as possible.  

For all employees, Serco has created the following communication plan to all relevant 
stakeholders who Serco will need to engage with and communicate to during Transition. This 
plan shall be reviewed and refined during the Transition Period to ensure it remains effective. 
All communication shall be discussed with the Trade Unions and communicated via the Trade 
Unions and employee forums. Any consultation regarding changes in working practises shall 
commence prior to the SCD for the new Contract. Figure 7 summarises the TUPE 
communication plan. 



 

 

 

Figure 7: Serco's proposed TUPE communication plan 

10.7 (b) (ii) Providing information to incumbent suppliers 

As incumbent service provider, this shall not be applicable.  

10.7 (c) Additional Requirements 

10.7 (c) (i) Additional people resource requirements  

Dependent upon the outcome of role mapping, Serco envisage that it will need to recruit the 
following roles as part of DMS-NG Contract 4:   

• Head of Service Delivery Area x1;  

• SDA Technical Manager x 1; and  

• SDA Operations Manager x1.  

The above roles that will be recruited (e.g. to fill gaps from attrition) shall follow Serco's detailed 
and legally compliant recruitment process. Each role shall have a bespoke success profile, 
which shall detail the key accountabilities, skills, qualifications and behaviours required for the 
role. All roles shall be advertised internally and externally so that Serco is able to attract the 
most suitable and qualified person for the role. Adverts shall go through Serco's gender 
decoding tool to drive a wide breadth of applications for any role it advertises. Externally, roles 
shall be advertised via the White Ensign Association and the Career Transition Partnership, 
so that Serco is able to recruit ideal candidates for specific trained and skilled roles required 
for the DMS-NG Contract.  

All applicants shall be sifted to ensure they meet the minimum requirements of the key 
accountabilities and skills required for that role. Once this has been done, redacted details of 
the candidate shall be submitted to the relevant recruiting manager to conduct a further 
analysis of the candidate to invite to interview (this is to ensure there is no unconscious bias 
in the application process). Those successful in having an interview shall be required to 
undertake a competency-based interview with a diverse interview panel where Serco will base 



 

 

them on their knowledge and experience on what they can do. More senior roles shall require 
additional activities such as a presentation and personality profiling to ensure Serco recruits 
the right calibre of person.  

An offer of employment shall then be given to the successful candidate and, for unsuccessful 
candidates, feedback shall be given to help support their future development. If the employee 
is an internal candidate, the line manager shall work with that feedback to help support and 
develop the employee to develop in those areas identified during the interview.  

10.7 (c) (ii) Managing people skills and knowledge requirements 

Figure 8) to ensure continuity of service and knowledge into Contract 4.  

Serco's knowledge capture process shall be managed by its Operations and Transition teams 
to fully understand any gaps in knowledge and to put together action plans to ensure this 
information is retained and captured for DMS-NG.  

10.7 (c) (iii) Induction 

As the incumbent of services associated with SDA 6 there shall be no requirement for Serco 
to induct transferring employees into the Serco organisation, as they are current Serco 
employees who have completed the induction process. However, for any roles where 
recruitment is required, Serco line managers shall use a detailed induction process, outlined 
in Figure 9. 

Once the employee has accepted the contract of employment and a start date has been 
agreed, their line manager shall create a bespoke Induction plan. This plan shall include 
details of Serco policies, procedures, Serco Benefits, Expenses, Serco Systems, and 
provision of applicable uniform and equipment.  

 

Figure 8: Serco's knowledge capture process 

As Serco are the incumbent provider of the services associated with Contract 4, the transfer of knowledge and 
skills across to its iteration within Contract 4 will be seamless as we will ensure that any gaps in knowledge or 
skills are addressed through our knowledge capture process (

 



 

 

 

Figure 9: The induction of new employees 

After the first month, the regular meetings, as part of the annual review process, shall continue 
with the employee to discuss their ongoing objectives, accountabilities, and Wellbeing. These 
meetings shall also allow the employee to engage and discuss with their manager 
development areas and learning opportunities.  

10.7 (d) Processes and Procedures for Managing Redundancies 

10.7 (d) (i) (A) Planned redundancy Timing / Phasing 

Serco’s initial position is that it shall not be making any redundancies as part of its Target 
Operating Model for Contract 4, although this is predicated on the implications of the Contract 
Award results for the wider DMS-NG procurement exercise. 

10.7 (d) (i) (B) Implementation  

See Section 10.7 (d) (i) (C) below. 

10.7 (d) (i) (C) Legal and policy obligations 

A Service Review of the current working provisions due to Economic, Technical or 
Organisational (ETO) reasons shall be scheduled to take place in the lead up to, and 
immediately following, going live. The Service Review shall look at the resources required to 
run the Contract in the most efficient way. A thorough consultation process shall take place 
with the employees in scope with their respective Trade Unions. Serco shall conduct 
redundancy after the SCD if needed to ensure it is able to provide the scope of the SOR.    

Serco is aware that for all employees their redundancy entitlement is contractual and therefore 
will remain in place whilst they are employed by Serco. Serco confirms that Serco’s 
redundancy policy is compliant with legal regulations and is fully supported by ACAS 
guidelines.  

In the event of any redundancies, a Project Manager shall be assigned to oversee the 
redundancy process supported by Serco's Employee Relations Partner, Employee Relations 
Case Advisor and Serco's Industrial Relations Team. This shall ensure adherence not only to 
our applicable policy, but also Serco's legal obligations to inform and consult with all 
employees who are at risk of redundancy. The Project Manager shall utilise Serco's ‘Workbook 
for redundancy’, which shall help confirm and define timelines for all activities, ensure this is 
tracked, and help with organising the redundancy process and adhering to relevant legislation.  

Where possible Serco shall attempt to avoid redundancy and discuss with relevant employee 
representatives on measures that might help avoid or minimise the need for redundancy, such 
as: 

• Reduction or elimination of non-business critical overtime; 



 

 

• The scope of early departure schemes subject to operational requirements; 

• A review of the use of contractors and agency staff; 

• The scope of natural turnover, i.e. the non-replacement of leavers whose work can be 
carried out by remaining employees; 

• The restriction of recruitment or promotion of permanent employees; 

• The redeployment of employees to other parts of the Contract or Serco; and/or 

• Changes to the mix of full-time and reduced hours employees. 

Should Serco start any redundancy consultation with impacted employees, it shall commence 
collective consultation with the relevant trade unions / employee representatives at least 45 
days before it is proposed that the first dismissal takes effect. The objective of this collective 
consultation is to share the reasons for the proposal, the number and roles impacted and 
explore ways of avoiding redundancies wherever possible to minimise the number of 
redundancies. Serco shall also agree the selection process, including selection criteria to be 
used and the method for calculating redundancy severance. 

Whilst it shall not be necessary for all parties to reach agreement on these proposals, 
consultation shall be undertaken in good faith with a view to reaching agreement. In addition 
to the collective consultation, each employee shall be consulted individually. They shall have 
an appropriate number of consultation meetings to discuss how this will impact them and give 
opportunity to seek guidance and support during the process.  

Where it becomes apparent that compulsory redundancies are necessary, the following 
criteria shall be used in determining the pool: Band / Grade, Specialism / discipline, Key Role 
and Responsibilities, Geographical location, Functional area of work, and Other relevant 
factors (i.e., job interchangeability). 

Where there is a requirement for a selection process, Serco shall consult with employee 
representatives on the criteria that will be used. The criteria shall take account of the 
company’s diversity policy and will, so far as practicable, ensure the retention of a balanced 
workforce appropriate to future business needs. The criteria may include Skills and 
knowledge, Performance, Qualifications and experience, Attendance and Disciplinary record. 
Serco shall ensure that all criteria used shall be objectively and consistently applied to all 
employees who are at risk of redundancy and ultimately made redundant.  

Each employee shall have the right to appeal to the redundancy dismissal, reviewed by an 
independent person to the redundancy process for transparency and impartiality. Any 
employee at risk of redundancy shall be offered Serco's Redeployment Candidate Toolkit 
which gives help and support on CV writing, interview techniques, reasonable time off to seek 
alternative opportunities and additional support such as Serco's Employee Assistance 
Programme and Wellbeing Hub.  

Serco Shall be wholly committed to adhering to its legal obligations to inform and consult with 
impacted employees and shall collectively engage with all parties to reduce redundancy where 
possible.  



 

 

10.8 Authority Dependencies, Key Risks and Assumptions 

10.8 (a) Relevant Dependencies 

10.8 (b) All Relevant Risks and Mitigations 

Risk ID   Risk Title Proposed Mitigation 

RSK-ROR10-001 Parties do not engage and 
work collaboratively 
throughout the Transition 

Build on existing established relationships. 
Maintain existing key personnel supported by 
Transition and SMEs 

RSK-ROR10-002 Industrial action as a result 
of changes to working 
practices to meet the 
requirements of the 
DMS-NG Contract 

Develop staff engagement strategy and 
communications plan 

RSK-ROR10-003 Resistance to change by 
existing workforce 

Ongoing engagement with staff and unions 
throughout the procurement and Transition 
Period to keep staff engaged  

RSK-ROR10-004 Transfer of vessels to 
GOCO status  

Early engagement with the Authority to identify 
any issues with the vessels to be transferred 
and agree action plan with the Authority. 

10.8 (c) All Relevant Assumptions 

Authority 
Dependency ID 
(see Schedule 27) 

Description 

ADP-ROR10-001 Dependency on Authority to give notice of Contract Award – The Authority 
shall award the Contract in October 2024 or other agreed date with 
reasonable notice to allow Transition resource to be stood up 

ADP-ROR10-002 Dependency on Authority to review / comment / agree artefacts that require 
approval in a timely manner - The Authority shall review artefacts, provide 
feedback / approval within agreed timelines  

ADP-ROR10-003 Dependency on Authority to agree and engage in Transition governance - 
The Authority shall agree, engage, and participate in joint governance 
including the timely approval of documentation based on agreed acceptance 
criteria. 

Assumption ID 
(see Schedule 
27) 

 Description 

ASS-ROR10-001 The Authority shall award the Contract in October 2024 or other agreed date 
with reasonable notice to allow Transition resource to be stood up. 

ASS-ROR10-002 All parties shall agree to work collaboratively to successfully Transition from 
CPMS to DMS-NG and meet their obligations  

ASS-ROR10-003 At CA the Transition Plan is baselined and all parties agree to the timeline for 
their activities. Where there is deviation, this shall be addressed collaboratively 
through the agreed governance.  



 

 

10.8 (d) Identifying Risks, Issues and Opportunities throughout the 
Contract Term 

Serco’s process for identifying risk, issues and opportunities shall examine key areas of a 
project / contract. It shall focus on risks, issues and opportunities arising from both external 
(such as health and safety, political, economic, social, technological, legislative, environment, 
market) and internal (such as health and safety, people, processes, equipment and facilities, 
management).  

Serco shall use the following techniques to continually identify risks, issues and opportunities:  

• Analysing contractual requirements to help:  

o Outline areas of responsibility and liability to highlight potential risks;  

o Identify potential issues by, for example, outlining the resources needed to fulfil 
the Contract; and 

o Highlight opportunities by, for example, outlining areas where Serco can 
potentially exceed expectations; 

• Generating ideas which create potential opportunities for improvement;  

• Horizon scanning by SMEs to:  

o Identify emerging trends and developments which may impact the DMS-NG 
service;  

o Assess potential risks and issues and develop strategies to mitigate them; and 

o Identify opportunities for innovative use of emerging technologies; and 

• Learning from experience, including specific operational experience from Serco, the 
Authority, suppliers, and sub-contractors.  

All potential risks, issues and opportunities may be raised by any member of the Serco Team, 
the Authority or other stakeholders. They shall be recorded on the appropriate register and 
assigned ownership to SQEP.  

 


