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[bookmark: _GoBack]3. Requirement: Supply Chain Management

a) All Subcontractors to Dams Furniture Ltd are considered integral to the successful and on-going growth of the Dams Business including but not limited to Delivery and Installation Teams. As such we operate a robust and rigorous recruitment and audit policy with all such arrangements.  We have logistics and installation organisations that cover the UK.  We currently operate with 3 long term key CSCS Approved Subcontracted Installation companies working Nationally.  This offers the Dams business access to a fleet exceeding 40 vehicles and a team of 9 experienced Projects Managers with over 50 fitters.  We also have access to a number of regional warehouses to ease distribution and project facilitation. Dams have a robust subcontractor selection process which ensures our subcontractors are fit for purpose. We are ISO9001:2015 accredited and the recruitment of sub-contractors is fully detailed within our procedures.  All potential subcontractors are required to complete a detailed Supplier Appraisal Questionnaire (currently 17 pages in length). All suppliers are thoroughly checked, financially, organisational structure, ethical and quality processes, premises, storage, planning systems and services, contingency planning and disaster recovery planning, appropriate insurances, formal accreditations (CSCS and BPSS), we also prefer all suppliers to have ISO9001 Quality Management, Environment Management accreditation and to be Safe Contractor registered. We follow up the Questionnaire with Site Visits and Audits to verify the information supplied. Dams take their responsibility for the fitting teams very seriously and look closely at a business’s Health and Safety records and performances.  



We ensure that all sub-contractors have and operate an Anti-Slavery policy, Right to work procedures.  We also look at their complaints and remedial activity reports and procedures. Dams also ensure the environmental policies and procedures exceed the very minimum legislated requirements as well as ensuring all partners support Cyber Essentials Plus.



b) As part of our Quality Management System we monitor our Supply Chain, identify non-conformances, analyse and then rectify any issues before conducting root cause analysis. We regularly hold supplier review meetings as part of our Continuous Improvement Programme. In order to manage risk within our Supply Chain (and Stock Holding) we have dual sourced components and raw materials. In preparation for Brexit at the end of this year we have increased our stocks of raw materials and components from suppliers within the UK to act as a buffer for any supply chain delays that may occur. This ensures continuity of supply and will mitigate any impact on the Customer. We also utilise a Critical Path Management Activities GANTT Chart to evaluate and review our Supply Chain.  

 

c) Dams Furniture Limited multi source, materials, components and finished goods through 20 Primary suppliers and 38 further suppliers.  We work closely with SMEs and this represents 95% of our supply chain and 74% of our purchasing by value.  All new subcontracting opportunities are to our relevant supply chain partners and potential partners of which the vast majority are SME’s.  If Dams are successful then it would be the businesses intention to advertise where appropriate subcontracting opportunities through Contracts Finder. SME’s that we have engaged with in the West Midlands include Charterbrae in Tipton (Bed Manufacturer) and Lindum Group



Dams Furniture Limited also work very closely with a number of Social Enterprises an example of this is Her Majesties Prison Academies Programme at Altcourse Prison, situated 8 miles from Dams Head Office.  At this site there are 4 dedicated workshops employing 40 inmates to cut, weld and fabricate Dams leg frames and steel components.  This represents over £1.25 million of our purchasing.  The prison also reworks waste MFC from our production lines into corner protectors for our packaging of finished panels.  This is a fully audited scheme and they achieve excellent quality and delivery scores. This is an important rehabilitation scheme, which generates important work experience, develops important and mobile skill sets and can lead to formal NVQ qualifications. The business has been working closely with the prison for more than 8 years and is fully supported by G4S who have invested in machinery, a new paint and finishing shop. Dams Furniture detailed supplier evaluation questionnaire requires all suppliers to evidence their Equal Opportunities Policies and Procedures whilst demonstrating the number of people with health conditions or impairments employed within the business. Dams currently employ 298 staff of which 54 are non-national with 12% are from BAME backgrounds. 



Dams recognise that fair and prompt payment is the cornerstone of good business practice. Further the business believes it is essential when building and maintaining good working relationship. We conduct strict management and auditing of all invoices and can confirm that we apply prompt payment terms with all our suppliers.  Dams are working closely with our entire Supply Chain in order to achieve cascading prompt payment throughout the entire chain.  Dams Furniture Limited has signed up to the Prompt Payment Code. Dams offer advice and support to local enterprises including micro, small, SMEs and SEs.  This is done via workshops to support and develop best practice.  This gives Dams, local suppliers and subcontractors to become involved in the Dams business and future business opportunities. As proactive Members of the Manufacturers Alliance Merseyside, we share best practice and advice with local associate members. We also confirm that we have signed up to the Armed Forces Covenant. 



d) Dams have a standard set of Service Level Agreements and agree KPI’s for each job which is monitored and reported on for quality of finished works, timeliness of service delivery and non-Dams fault remedials (this includes Quality Inspections at Goods Inwards). We develop a close relationship with our preferred subcontractors and have collaborated with them on many prestigious contracts. Our Purchasing Director has regular meetings with key supply partners to monitor performance against KPI’s agreed. These include speed of quotation turnaround, prompt and accurate order acknowledgements, deliveries on time and in full and speed of services response, as well as issues picked up by our sales and installation teams. Service Level Agreements exist for all subcontractors and external suppliers.  These are measured on a quarterly and annual basis to ensure compliance. We will ensure all Communication from our Supply Chain and Subcontractors are managed through our Account Manager to DWP and any issues requiring remedy are acted upon quickly with remedial actions put in place to prevent reoccurrence of the issue. Records are kept in our Quality Management Software ACTIV and reviewed monthly by the Quality Management Team, then further reviewed by our Board at quarterly meetings (Steering Group).
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[bookmark: _GoBack]4. Requirement Social Value and Sustainability

a) Dams are committed to social and sustainable responsibility and have zero tolerance for Slavery and Human Trafficking. As part of this commitment we now produce an annual report in accordance with Section 54 (Transparency in Supply Chains) of the Modern Slavery Act 2015 available upon request.



Dams Anti-Slavery Policy and Modern Slavery Statement are published online. Our Induction Programme and Employee Handbook familiarise all employees with these policies and procedures and directs them to the national ‘Modern Slavery Helpline’ to report concerns confidentially. Our CARVAL Human Resources Software programme will be used to record all incidences raised – none reported to date.

All Suppliers and Contractors complete our Supplier Evaluation Form and Supplier Appraisal Questionnaire, which address Anti-Slavery and Ethical Work Practices. All are inspected prior to appointment and audited annually. Announced and unannounced inspections include enquiries about Child Labour, Right to Work compliance, Anti-Slavery, Debt Bondage and Human Trafficking. Like Dams, they must have policies and procedures in place to address these issues and provide complete auditable transparency (Acknowledge, Review, Plan & Action).



KPIs are now being kept. So far 62 /70 Primary Tier 1 Suppliers have responded. Audits are recorded by our Purchasing Department and supported by Finance Director & Human Resources. Suppliers provide evidence of ethical compliance by their own supply chain including their policies and audits. Our Purchasing Director is currently training to improve our ability to Train our Primary Tier 1 suppliers and then have them flow down Modern Slavery awareness to Tier 2 suppliers in 2021.



b) Dams Furniture work to a Continuous Improvement Programme with regards to the environment and social economic benefit.  Dams have systems in place to meet and exceed the guidelines laid out in the Government Greening Commitments “Overview of Reporting Requirements 2016-2020”.   We have procedures and policies as set out in our ISO14001:2015 Environmental Accreditation to assist our Public Sector Clients in achieving their Operational Targets for the reductions that are (reducing greenhouse gases and water usage). 

Waste from our business, is segregated into streams: wood, metal, plastics, foam, fabric, paper, cardboard. In last 12 months Dams has recycled 981 tonnes of waste. We have a target to reduce waste by a further 3% in 2020 (waste to landfill target to Zero by 2025). 

Dams Office Furniture Recycling Solutions is a facility that renovates, re-purposes or recycles used furniture. We collect used product from our clients.  These are then processed and sold as repurposed pieces or given as complete furniture pieces to charities such as Centre 63 in Knowsley, totalling in excess of 1000 pieces every year. 

We operate 2 Biomass boilers to incinerate waste timber and wood dust. This energy recovery solution means Dams Furniture is able to heat the 200,000 sqft factory and offices, whilst reducing our demand for oil and gas. As a result of these boilers Dams are part of the of the RHI (Renewable Heat Incentive) Scheme. 

During December 2019 Dams Furniture Limited installed a new Extraction System in conjunction with an Ecogate Energy Saving System providing extraction on demand for the wood mill.  Dust from the wood mill manufacturing processes is removed only when a machine is operational.  This will save over 617 tonnes of CO2 emissions and has a cost saving of £50k per annum on electricity. 

Within Factory 2 we have recently installed a Pathfinder Fabric CNC Cutting machine which uses advanced technology to reduce the waste when cutting fabric. Within our manufacturing operations we use a Material Optimisation Software ‘Opticut’ to minimise off-cuts and make best use of materials, including fabric for seating & screens; wood panels for desk tops. We are also compliant with The Packaging Waste Regulations through our membership of Recycle–Pak.

c) From the moment that our designers begin work on new products they work with our suppliers to increase durability; simplify componentry all to help reconfigure and reuse the products in the future. We seek to maximise product lifecycle with our cradle-to-cradle manufacturing philosophy. Where possible, Our Design Manager, sets out all design briefs in order to maximise the use of recycled content and the potential for 100% recyclability as per principles of ISO 14062.

We use the FIRA Furniture Foot Printer programme to monitor the lifecycle impact of products with regards to their carbon footprint. All of our product information sheets and cards state the products recyclable content.  We are constantly reviewing existing products to decrease any environmental impact: as an example, we are testing water- based adhesives in the application of our edge bindings and foams. We are also currently working on a programme where we can report the Carbon Footprint of each individual product at the point of despatch, point of delivery and point of recycle. 

Dams Furniture work in partnership with our suppliers to use recycled materials: Egger who manufacture most of our raw board uses +30% recycled wood in its MFCs. From product inception through to manufacture Dams Furniture work to a cradle-to-cradle philosophy. Dams product designers think carefully about each material used in a products design from recycled content at beginning of life and recyclability, reuse or re-purpose at end of life. Where possible we look for 100% recycled content and 100% recyclability.

We are a member of the Furniture Industry Sustainability Programme (FISP) and ensure raw materials used in the manufacture of our products are sourced from sustainable sources through our accreditation to the Forestry Stewardship Council (FSC).  We programme in collections of product and components from our suppliers on the route back from our deliveries: Backloads on large projects, Dams or its suppliers deliver direct to site, e.g. steel storage, to reduce double handling and mileage even further. On large deliveries, Dams Furniture and its suppliers use Industrial Packing on pallets, further reducing our packaging requirements by 80%.
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a) Case Studies

		Case Study

		1

		2

		3



		Name of Customer

		AT Management Limited

Leicester

		Nectere Limited

Birmingham

		Croesyceiliog School

Cwmbran



		Point of Contact

		REDACTED

		REDACTED

		REDACTED



		Position

		Commercial Manager

		Director

		Senior Quantity Surveyor



		Email address

		REDACTED

		REDACTED

		REDACTED



		Contract start date

		29/09/2019

		26/04/2018

		13/07/2018



		Completion date

		06/10/2019

		23/05/2018

		14/01/2019



		Estimated Value

		

£94,000

		

£80,000

		

£408,171







b) Brief description of the Contracts

Case Study 1: AT Management Limited approached Dams furniture to design and deliver a new Corporate Call Centre. AT identified a building that needed to be occupied within 4 weeks.  AT Management took 3 floors at Humberstone House located in central Leicester.  The Dams team met with the Customer to understand what was required of the space and to develop the brief to deliver the objectives for the new Call and Training centre. The office would be required to accommodate 250 people with Desks, Screens, Desk Power and Data, Storage and Task Seating. Together with Dams design team we consulted to produce a 3D space plan and refined the specification to mutual agreement. A bespoke size bench desk solution was agreed upon; it facilitated long runs with inset leg frames that would promote collaboration between staff. It is due to Dams Furniture’s stock profile that the majority of the brief could be delivered from Dams standard product within this timescale. Dam’s designers worked in collaboration with our Production Director, planning teams and were able to deliver a new product specification, together with follow up orders received for soft seating whilst achieving a tight delivery lead time of 4 weeks. Dams used their manufacturing planning software to optimise production so as not to adversely affect the standard stock production lead times. Once the design brief had been agreed the Dams Project Manager conducted a site survey, risk and H&S assessment in order to create the project plan and RAMS for the delivery and installation.  This required 3 deliveries over 2 days on Dams own vehicles to be planned in a restricted access city centre location. The Project Manager remained on site to coordinate the programme, manage the installation and provided a final walk through the installation to complete the snagging before signing off the project.



Case Study 2: Nectere is an office dealer services provider with a Head Office based in Birmingham. Dams are a preferred supplier in their furniture category. In mid-2017 Nectere communicated that their current head office had become too small, with outdated furniture and layout. It was not conducive to meet their high growth rate and desire to modernize to an Agile and Collaborative working environment. Managing Director REDACTED found Nexus House in Rocky Lane, Birmingham which was a modern building by the canal which would gave staff easier access and fitted their business criteria.



The Directors engaged with Dams to look at what they wanted to achieve for the business and how the Dams portfolio could achieve these objectives. Dams Account Manager visited the new site in November 2017 and took detailed drawings of the building, to assist with how the space could be planned and divided between open plan, cellular office and collaborative, agile meeting spaces.  

 

3D space plans and custom product renders were submitted and accepted. Nectere visited Dams during the design process to see a range of products. For desking the team chose a mix of Adapt Benching and Elev8 height adjustable desking.  The benching system works to encourage teamwork with its inset leg frame encourages movement along the length of the workstation.  Elev8 inspires the user with the health benefits of a sit-stand workstation. 



Dams Reed chair was chosen with its white frame option suiting in with white desk tops and the ability to add a variety of colours to the seat pad across the estate. With a free flow synchro mechanism this offered excellent ergonomic benefits. Dams also proposed its Soli Triangles for the touchdown space and Encore 4 seater meeting booths for collaborative and visitor meeting space.



Dam’s Project Manager conducted a site survey in late 2017 to formulate a delivery and installation programme across 2 phases, Floor 1 and Ground floor. The Dams team agreed to stage deliveries for each phase in order to accommodate other on site trades.  The 1st Phase delivery to the First Floor comprised desking, personal and primary storage together with seating was delivered at the end of April 2018 in 3 days.  The 2nd Phase comprising of Adapt and Elev8 desking, personal and primary storage, seating and social spaces were delivered and installed during May 2018.  



Case Study 3: The brief was to provide a state of the Art Educational Centre for pupils aged 11-18 in a new build, three-storey teaching block and sports centre adjacent to the existing older buildings, providing them with over 10,000sqm of teaching space, a dining hall, assembly hall and a drama and Learning Resource Centre. We visited them and worked closely to understand their needs for multiple different areas within the new building and worked closely with the Main Contractor Kier. We presented initial solutions and attended Meet the Buyer events to better understand the requirements, community impact and general project goals. After several initial exploratory meetings, we were able to present product images and suggestions for each different area and requirement that the school had presented.

We produced space plans in 2D and 3D so they could picture how the rooms would look upon completion of the build presenting through visualization of the spaces.



Together we chose furniture for classrooms and specialist classrooms like ICT and the drama suite; we selected different variants of upholstered canteen chairs; they chose bench desks as well as standalone straight and ergonomic desks with all the cable management; classroom storage solutions, including steel storage; dining tables and task seating to go with the desks. Each selection was made with a check to the budget to ensure we came in below the original target.



The furniture install lasted a week and our Installation Team were on site early by appointment. We worked alongside the Site Manager through daily briefings and coordinated timed deliveries. Kier made sure that the Dams deliveries were scheduled for the correct phases of the install over the week. Inspections happened daily along with good communication with both the Furniture Project Manager and the Prime Contractor. The project was handed over three weeks ahead of schedule.



c) DWP Summer Hill, Units 2 & 3, B1 50 Summer Hill Road, Birmingham B1 3RB

 

A member of our Project Team attended the site visit on the 23rd September in order to establish site specific and logistics requirements for each element of this Project. Following on from the visit and the Q&A’s responses received, our Team have prepared an initial Implementation Plan (see attached) which identifies key tasks, milestones, project critical dates and helps identify resources needed to deliver a successful project for DWP within the agreed timescales (installation to start 12th April 2021 with completion within 4 weeks).This plan will be reviewed continually to ensure all activities are aligned to the requirements of DWP. Our project methodology for this Hub Project is highly processed and driven by a professional dedicated team.



Following Contract Award, we understand sequencing of the furniture installation will be agreed with DWP and confirm that we will work flexibly with Sodexho together with other DWP Supply Chain members.



Access for deliveries is via the Camden Street entrance. We will use articulated vehicles to access the site and decant the furniture through the front entrances into the Units. All furniture will be quality checked at this point and any damages will be noted and reported back to our office for action. We would propose installing the 1st Floor and Mezzanine furniture first as we understand that there is no Goods Lift from the Ground Floor. We may be able to use the passenger lifts to transport some of the small furniture items but will ensure that the lift is protected, along with the route. We will also ensure the furniture is protected until occupation of the facilities. All packaging will be removed for recycling and the site left clean and tidy on completion. If successful on the tender process Dams Furniture Ltd would look to engage with all DWP stakeholders (including the existing tenants) at the start of the Mobilisation process on the 11th December. The rational being to establish lines of communication for the life of the project to include design, pre-installation, logistics planning, installation, snagging activity and post installation product training & support. Our Project Manager will conduct a further site survey and interrogate the projects progression to understand any delays or advancements with regards to project timescales.  Dams Furniture would look to understand:

· What other trades will be on site during furniture delivery and install, take full contact details to aid programming.

· Attend a small number of Design Team meetings on site to review and overlay requirements. Ascertain the Site Threat Risk Assessment (STRA) and establish requirements for floor fixed furniture.

· Evaluate current space planning and where possible make efficiency recommendations.

· Establish all contact points for the delivery and installation programme (working closely with Sodexo and other DWP Supply Chain members) and determine communication lines and strategies for reporting progress & installation snagging reports.

· Produce Detailed Project and Logistics plans to include Gantt and RAMs.



Our Procurement, Manufacturing and Installation programmes are aligned within our ERP system so that products are loaded in the order for which they are required for Delivery and Installation. This facilitates the correct distribution and BIM management alignment throughout the building. All members of the installation team are experienced in transporting, handling and installing Dams furniture. They will be provided with all appropriate PPE. Prior to the installation, all installers will be briefed on the Health & Safety procedures (together with Covid protocol at the time) and ensure these are followed at all times.  Snagging is dealt with on a next day basis due to our £4.9 million finished goods stock holding ensuring that the project will be completed as scheduled. 



 d) All orders are loaded onto our ERP Order Management system that automatically acknowledges conformation of the order back to the relevant parties by email in 24Hrs. Our dedicated Public Sector Customer Service Team acknowledges orders and initially reviews the requirement against quotations communicating any deviations and install programmes. The ERP system also raises the relevant manufacturing Works Orders and PO’s. It then programs the pre-agreed delivery and installation dates. The process manages and monitors the order as it progresses through the system, ensuring the accuracy of the order. Standard products have a 4-week lead-time from receipt of a clean order (Bespoke 4 to 6 weeks). Our dedicated Project Manager works closely with Client Project Managers, Key Stakeholders and other Supply Chain members in order to develop a projects plan for manufacture, delivery and installation of the project. We monitor all delivery statistics including lead times, non-conformances (including but not limited to wrong items, picking errors, missing parts or finished product, damages and late deliveries).  These are measured against pre agreed SLA’s. All non-conformances are reported within our ERP Order Management system. We record all deliveries against an OTIF (On Time and In Full).  All non-conformances in this area are reported. Root causes are established; Action Plans agreed all remedial activity is then monitored. This is then reviewed at Director Level weekly. Following completion of the project our Account Management Team can provide full product training and will provide a handover of the following documents: 

· Final/As built drawings using Revit software. 

· Operation and Maintenance (O&M) Manuals. 

· Access to Product Videos. 

· Asset Tagging – Inventory Management details. 



All customer feedback from the Account Management Team is monitored weekly and reviewed as part of our Continuous Improvement Process. This allows us to identify areas of success and areas of potential improvement which we can then implement on the next project. This demonstrates our commitment to providing a positive customer experience when dealing with Dams.
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2. Requirement: Account Management

a) We will appoint a dedicated Account Management Team to manage all aspects of the Call-Off Contract requirements, led by Account Manager REDACTED who will have overall control of the Project. Our proposed team is structured to provide a reliable and responsive service whilst delivering on the project’s objectives and agreed timescales (completion of Summer Hill Project – Job Centre Plus, National Insurance Number Office and 2 x Medical Assessment Centres by early May 2021).

REDACTED is a dedicated, versatile and highly motivated Public Sector Sales Manager with over 24 years of furniture industry experience. His has worked on many Central Government contracts including DWP, MOD, DEFRA, MOJ and HMRC. At project launch we will form a dedicated Account Team to manage the end to end requirement, transfer knowledge of the scope of requirements and define team roles and responsibilities, this will be made available to DWP on an organigram chart. We will produce a detailed Implementation Plan which will capture all tasks, project critical dates, milestones and the resources required to deliver the installations for DWP. Our Project Manager will be responsible for creating the Plan and undertaking site Risk Assessments and Method Statements. He will monitor the Plan weekly to ensure on-time delivery via our dedicated Logistics Team & Vehicles and will ensure that the Procurement, Production and Account Management Team have specific and appropriate timelines to follow through to handover.

REDACTED will be your main point of contact, facilitating all parts of the process including pre-sales and after sales support including product training. We set KPI’s so that all parties have a clear understanding of performance expectations. This enables us to manage faults and complaints aligned to best practice processes. REDACTED will be responsible for the day to day progression of the contract and remain the centralised point for any issues during and after the installations.

Concerns relating to our Account Management will be addressed immediately. Our process for managing these issues/complaints involves:

a) Our Sales Director REDACTED will immediately contact DWP

b) Schedule a face to face meeting or Skype call depending on Covid situation.

c) Understand how you would like the issue to be resolved

d) Reach a resolution within agreed timelines to the customer’s satisfaction.

As Sales Director, REDACTED has overall control of the team and will monitor their performance and address any poor performance issues. This is followed up by weekly reviews to ensure the team is complying with agreed Project KPI’s.

b) We will produce and agree a Communication Plan and establish an experienced Account Management team. This will ensure communication flows seamlessly between all stakeholders. 

We begin the contract with a kick-off meeting to establish introductions, lines of communication and points of escalation for DWP. Communication of project progression will take the form of weekly meetings and the outcome of these will be documented and communicated to all stakeholders. Communication is one of the most critical elements when working on large scale projects. We will identify key stakeholders (within Sodexo and DWP and site Contractors) and ensure collaboration through effective planning and a robust communication strategy. 

Dams treat all complaints seriously. Dependent on the nature of the complaint or customer concern an appropriate person will be tasked with resolving the issue. In the majority of cases this is likely to be the Account Manager.

We operate a Furniture Help Desk which is automatically alerted the same day as a customer concern is received either direct from the Customer or via the Account Manager. It is also available to receive calls, confirm remedials and delivery arrangements. Any required changes are progressed automatically and communicated to all relevant parties.

c) Faults and Complaints are rigorously covered within the processes and procedures of our Quality Management System (QMS) which is accredited to ISO 9001:2015. All Faults and Complaints are logged onto our ACTIV software to support our ISO9001 QMS for daily management review.  We acknowledge issues raised on the day they were communicated where possible. Faults, shortages, damages and picking errors are entered into our ERP order management system and are given a unique RMA (Return Merchandise Authorisation) reference number (URN) and are linked to the original order reference number. Acknowledgements are distributed same day or next working day.



The Project Manager conducts daily checks and raises any snagging reports along with detailed remedial actions.  Where necessary the Account Manager will visit the client’s site to inspect and investigate either the complaint or fault to agree the remedial action plan signed off by the client on completion within 2 days.



Dams operate with planned excess capacity to enable Fast track made to order remedial products and components. Because of Dams unique position in the market, (with a Stock Holding of 9500 product lines at a value of £4.9m) the vast majority of issues can be resolved either the next day or within 48 hours. This ensures the programme of works is kept on track. The Account Manager, Project Manager and relevant DWP and Sodexo contacts (REDACTED) are alerted to issues and remedial activity and timelines are agreed.



Where there is any failure in the remedial activities or the Client Stakeholder remains unsatisfied, the resolution is escalated with the Account Manager. 

If no resolution is achieved within 5 working days the ACTIV system alerts the Managing Director REDACTED until a satisfactory resolution is achieved the query remains live on ACTIV.  Communication with DWP will be daily until resolution. In the event that the complaint is serious it will be immediately escalated to the Managing Director of the business who will liaise directly with the client to discuss how the issue can be resolved to DWP’s complete satisfaction. As the company has a flat management structure this allows for a swift resolution of the complaint. At all times we ensure DWP will be informed of progress and of any internal actions taken to prevent re-occurrence.
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