Schedule 1 Appendix B Part 1 : Tender Response

Please provide a detailed description of the design and content of your offer for the
provision, including how this meets the requirements outlined within the WHP
Specification. .

Your response should:

. Provide one example of a participant journey for the Health and Disability
group and one other example of a participant journey for one other participant
group listed at section 2.11 of the WHP Specification, to illustrate how you will
provide a structured programme of interventions for each individual
participant from Day 1 of referrals, the rationale for your approach and the
intended frequency of these interventions for each of the two participant
groups in your examples.

. Explain how you will engage prospective participants at the point of referral to
the provision to ensure a high percentage of referrals start on the provision
and how you will continue to ensure participants remain actively engaged
with your provision in order to maximise outcomes as well as how you will
continue to try to re-engage participants who disengage. Please also include
why you think these approaches will be effective given what you know about
the participant groups.

. Please provide two examples, with each example relating to a separate
participant group, of where you have successfully engaged similar
participants on relevant current or previous provision, and with what success.

. Outline how your proposal is different to services provided by JCP.

. Explain how an individual participant will receive regular reviews, including
the format these will take and why you have chosen this approach. Explain
how you will ensure that they progress while participating in the provision and
how progress will be measured in these reviews.

. Describe the duration of each stage or intervention of the provision for an
individual participant, covering each customer group, the method of delivery
e.g. face to face, telephone, web based, individual, group work etc. and a
rationale for why this is appropriate for the target participant group.

. Using two examples to cover at least two of the participant groups outlined
within the WHP Specification, provide a rationale to clearly demonstrate why
your proposed content is suitable for the specified participant groups giving
evidence to support this rationale.

. Please provide one example from your organisation’s current and/or previous
relevant delivery experience of where your proposed approaches have been
successful in the past for these groups.

. Explain what in-work support, including for self-employment, you will provnde
and how you will ensure that it meets an individual participant needs and
employer needs to support the achievement of sustained employment.

Please review your CPA specific Additional Assurance Report prepared by the
Contracting Body to ensure all relevant risks identified in relation to this
guestion are addressed in your response.




Please provide a separate response to this question in relation to each CPA
for which you are tendering, clearly indicating to which CPA each response
refates. A score of 3 or below for this question will mean that the tender, in
relation to the CPA in question, as a whole is unsuccessful regardless of what
scores are achieved for other questions.

Present your response at the top of a new page, within these preset margins in
Arial font size 12 up to 7 sides of A4, excluding the question text and these
instructions.




Shaw Trust's offer draws on 35 years’ experience as a national charity (26 years in
CPAS) supporting 20,000+ disabled people and those with significant barriers each
year to overcome challenges and enter sustained employment. As the largest national
Work Choice (WC) provider we have moved 25,000+ people into work since 2010,
3,000+ in the Home Counties, developing a deep understanding of needs across this
CPA. Our Work & Health Programme (WHP) offer provides a highly personalised,
needs-led service that empowers individuals to take control of their journey into work.
Our co-production approach is led by a dedicated expert Support Manager (SM) who
will provide pastoral support, coaching, and advocacy throughout a participant's
journey (including in work); plan, coordinate and facilitate access to specialist support
and activities, including engaging other agencies/service providers to deliver an
integrated holistic service; and drive targeted jobsearch activity throughout the journey
to maximise sustainable outcomes. SMs will be supported by our Health & Wellbeing
Team (H&WT), 6 qualified professionals e.g. Occupational Therapist, Psychologist,
Mental Health Nurse, Psychotherapist/Counsellor using a bio-psychosocial model that
ensures appropriate sequencing of interventions with therapeutic support. The H&WT
will provide expert Information Advice and Guidance (IAG), including three-way
meetings for complex cases; and engage local health and social care services to
promote integration and expedite access to services/support.

Our provision includes: a) Referrals & Initial Engagement: An information pack
available at every Jobcentre will include video and marketing literature. Our Customer
Support Team (CST) will acknowledge referrals in fwo working days and assign the
SM, who will facilitate a warm handover with the JCP Work Coach where possible; and
meet the participant within 10 working days to explore how our provision can effectively
support them; complete the ESF14/20. b) Assessment. SMs will take participants
through our person-centired in-depth assessment including: motivational/CBT-based
interviews to explore aspirations, strengths, needs, priorities; Vocational Profiling,
using an asset-based approach to inform job goals; our Key Life Areas (KLA)
collaborative assessment covering Finding & Preparing for Work, Physical Wellbeing,
Mental Wellbeing, Life Skills & Experience, Housing, Finance, Family & Personal
Responsibilities, Lifestyle, Social & Support Networks. Three-way meetings/information
sharing with other agencies (subject to consent/data sharing protocols) will build on
existing approaches e.g. we already case conference with the Hastings Adult Learning
Disability Team. ¢) Action Planning: The SM and participant will: « explore
assessment outcomes to agree/prioritise key issues impacting on them moving into
work to drive content/activity and ensure participants gain/sustain employment at the
earliest opportunity. « agree strengths/assets to build upon. » agree a ‘target date into
employment/self-employment’ (TDIE). « co-produce a Personalised Individual Action
Plan (PIAP) within 20 working days of referral. As a 'living document’ the PIAP spans
the entire journey, including into work; is updated at each intervention; and formally
reviewed at least four weekly. d) Core Job-Focused Activities: take place throughout
the journey. Content/intensity reflects individual need and Claimant Commitments and
may include digital jobsearch; jobsearch skills; job-matching against experience, skills
and interests via our sector-leading software; reverse marketing, job carving, work
trials; application support; mock interviews (including delivery by corporate volunteers).
e) Tools for Success: Our unique localised toolkit helps create personal pathways to
help participants overcome key chalienges and develop assets needed to enter and
progress in sustainable employment/self-employment. SMs work collaboratively with
participants to select/sequence relevant activities based on initial/ongoing assessment
and personal priorities — all Toofs for Success interventions mapped to KLA themes,
provide a tangible link to identified needs. Some interventions span a number of KLAs
and can address different needs e.g. social activity covers Life Skills & Experience,
Mental Wellbeing, Social Networks. Tools are also adapted to meet a participant’s
specific requirements meaning no two journeys will be the same. Tools include:
e Cohort-specific tailored support and IAG to address individual/local needs:
Participants with a criminal record. disclosure support; reverse marketing; career

guidance/jobsearch tailored to restrictions; inclusive employment initiatives with ‘Ban
the Box’ employers — our SLA with [REDACTED] inciudes Apprenticeships for
offenders. Older workers or NEET e.g. 14.8% unemployment in over 50s in Medway
(CPA avg 3.7%), NEET hotspots Southend and Swale: career change; backward




career planning; techniques for applications/interview; targeted work experience and
volunteering. Carers e.g. high levels of carers in Medway, Tendring; 19% of lone
parents in Thurrock are unemplfoyed: transferable skills analysis; confidence building;
exploring care options. Refugees e.g. recent increase in Norwich: skills analysis;
working environments in the UK; finances; language. Ex-forces: unique RBLI co-
designed programme Lifeworks. .

Volunteering: with local community groups/initiatives to improve self-esteem,
confidence, perscnal development and employability skills. This includes Norwich &
Norfolk Community Hospital, Neorfolk Industries, Coffee Gap Broadstairs supporting
homeless people; and links into CVS e.g. Community360 (300 community groups in
Essex); Peterborough Council for Voluntary Service (850 members) and other CVS
across the CPA to access wider opportunities.

[REDACTED]

¢ Work experience: to develop relevant/sector-specific vocational skills, test job goals,

improve confidence, update work history, leading to work trials where possible e.g.

with local employers [REDACTED]

Self-employment: a) introduction exploring business ideas and options; identifying

existing support e.g. Enterprise First Kent, MENTA Business Support Suffolk. b} 1:1

practical pre/in-tfrading support from SM/corporate volunteer for sole fraders,

including planning, setfing up accounts, basic business tools/ practice. ¢) 12-week
enterprise programme delivered by expert partner Ixion Holdings Lid, including
business planning, competitor analysis, finance, cash flow, personal survival budget,
tax/VAT, sales and pricing, branding, ongoing mentoring following business start.

e Functional and vocational skills: basic IT skills linked to specific jobs e.g. retail,
transport and logistics; digital jobsearch skills including use of our tailored job-
matching system; written and maths skilis for the workplace; sector-focused and
bespoke employer-led training tailored to local opportunities e.g. in Essex we work
with [REDACTED] to deliver bespoke pre-employment training; integration with local
skills provision e.g. [REDACTED] (Adult Learning & Skills) where we have agreed to
co-locate in the five learning centres.

o Condition management e.g. managing pain, back care, health coaching, coping

strategies for managing mental health; Mental Health First Aid; neurodiverse

conditions e.g. dyspraxia, autism, stroke, with specialist parther Genius Within;

overcoming challenges and starting work; links into existing health initiatives e.g.

NHS Norfolk & Waveney Wellbeing (where we are already integrated and co-locating

in network hubs), Thanet CIC Primary Care Home pilot.

Counselling from H&WT, qualified volunteers and integration with local services.

Financial management: budgeting, debt, credit, Universal Credit taper, in work

benefits (including entitledto calculation).

¢ Housing: in partnership with local suppor¥/service providers e.g. specialist partner

Shelter, Family Mosaic care and support, working across the South East, Open Door

Thurrock, Essex and Fenland Homeless Prevention Trailblazers.

Holistic wellbeing including fitness, diet, mindfulness and local external provision

e.g. Farming on Prescription (Norfolk), SCDA Healthy Living and Health Champions.

e Social activities: walking clubs, sports and interest groups e.g. film/book clubs;
regular informal networks such as ‘Curry Nights' to encourage ongoing active
engagement — these activities will be participant-led where possible.

Participants will have 24/7 access to our digital online/app-based service, Shaw
Online, to access Tools for Success material, jobsearch and learning/development
tools, podcasts, |AG, messaging, signposting and other support. While full access to
this information/support is available in delivery sites we are committed o up-skilling
participants to access wider digital services in line with the government’s digital
strategy. Tools for Success will be continually developed to respond to local needs e.g.
an emerging issue in Kent is an increasing number of people using illegal money
lenders — our financial management offer will link into initiatives such as Kent Savers
Credit Union to ensure a responsive holistic service. Our ring-fenced Specialist




Intervention budget will be used fo procure additional services; and Discretionary
Fund to fund participant travel, childcare, training and in-work support costs.

Our successful Expert Volunteer programme engages local people with specific
skills/experience to provide added value support for participants. As a national charity
we readily galvanise support from local people e.g. we have engaged 1,593
volunteers over the life of our London Work Programme contract. Volunteers will
provide e.g. disability-specific coaching and lived-experience sessions fo reinforce.
Tools for Success activity; time-limited mentoring to increase confidence; activity-
specific support such as travel-buddy to increase confidence in using public transport;
IT coaching for participants who would benefit from additional 1:1 support. Corporate
volunteers share professional knowledge/skills e.g. Lloyds Banking Group staff
delivering sessions on working in the sector, providing one-to- -one mentonng se331ons
to help participants explore potential career goals.

Participant Journey: The diagrams below illustrate the structure/frequency of
interventions that may be experienced by two individuals on the WHP. All activity is
directly linked and driven by assessed needs (not participant group) so each journey
will be unique. Frequency of interventions will be informed by individual requirements
with daily, weekly, bi-weekly, part and full-time activity tailored to suit the participant. In
all cases we aim to build intensity and secure active engagement of 16+ hours per
week over 3-4 days. The overall rationale behind our approach is to deliver the right
activity at the right time in the right place for every individual to move them into work.
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Example Journey A (Health & Disability): Key areas of need identified in this case
are Physical Wellbeing, Life Skills & Experience, Finding & Preparing for Work, Social
Networks. The structure involves weekly 1:1 interventions targeting personal/health
barriers, group activity to promote peer support, building o more intensive work-based
interventions as the participant progresses. Rationale: + weekly SM sessions and early
intensive condition management (1:1/group} gives practical skills/strategies to build
confidence and resilience; while lived-experience volunteer support boosts motivation.
« as confidence increases vocational profiling informs realistic job goals leading into
part-time volunteering/work experience to introduce a structured routine to increase
self-esteem/motivation, promote social inclusion. « increasing jobsearch as indicated
harnesses momentum to maximise potential fo secure employment. « training after job-
start enhances workplace skills and confidence to promote sustainability. » ongoing
social/peer activity promotes holistic wellbeing and further increases job sustainment.
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Example Journey B (LTU): Key areas of need identified are Finding & Preparing for
Work, Finance, Lifestyle. The structure involves weekly 1:1/group activity to support the
participant in complying with their Claimant Commitment while a drive towards full-time
participation in training and work experience maintains a clear and positive focus on
achieving the TDIE. Rationale: « in-house counselling relating to substance misuse
addresses attitude, motivation and confidence to create a positive foundation for more
job-focused activity. « work experience and learning/skills linked to agreed job goals
builds on this providing a clear routeway into work that requires increased intensity and
duration of interventions. « short vocational certificates improve competitiveness and
increase confidence/self-esteem. + as the participant moves closer to work, practical life
skills e.g. financial management, wellbeing support (including through volunteers) helps
deal with anxiety/stress the transition into work can cause, to improve sustainability.

Engaging Participants: Shaw Trust and subcontractors will build on existing strong
relationships with JCP to promote effective use of marketing collateral by Work
Coaches and ensure suitable referrals that achieve a high referral:start ratio. At the
point of referral our CST will call prospective participants to book an initial meeting to
take place within 5 working days, establish special needs for interview and preferred
contact methods. Initial meetings will be arranged in familiar accessible locations with
home visits if necessary. The CST will send a welcome pack including programme
overview, Customer Service Standards, introduction to the SM, and appointment
details. The SM will make contact 24 hours before the appointment to introduce
themselves; identify aims and priorities; highlight relevant support services; confirm
appointment arrangements. Clear actions agreed at the Start Meeting will establish
immediate benefits to engaging in WHP. To ensure participants remain actively
engaged {o maximise outcomes we will: « collaborate to co-produce a journey that
meets needs/priorities. « deliver intensive pastoral/practical support via the dedicated
SM. - agree weekly aclivities/interventions linked to goals/priorities. « continually
review/respond to individual needs. « provide unique opportunities to engage with
employers e.g. reverse marketing fairs, sector events. * promote multi-modal delivery
to accommodate participant preferences e.g. 1:1, group, digital. « [REDACTED] . «
maintain a rolling scheduie of engaging activities e.g. social events, holistic wellbeing. -
involve participants in service review and design through effective user involvement
strategies. To re-engage participants who disengage the SM will: « undertake
minimum four contacts in the first two weeks of disengagement, minimum fortnightly
thereafter using telephone, email and/or letter to establish reasons for disengagement
and encourage contact. « liaise with other keyworkers to promote re-engagement. ¢
develop a re-engagement offer to address potential issues e.g. increased outreach,
home visits, revised attendance time/days (including an agreed break period if
appropriate), reprioritise goals. * send hard copy/ digital updates of support information,
job leads. « invite the participant to activities/ events e.g. networking, social evenings,
jobs fairs, focus groups. These approaches will be effective as: « they address
common issues we know impact on participation and progression including lack of
confidence/resilience, motivation, and effective support networks, knowledge of/ability
fo access services. ¢ our planned welcome

process has been found to reduce anxiety for Work Choice participants engaging with
new services. « positive relationships between participants/SMs promote ongoing
engagement/progress (Work Programme Evaluation 2014). » customer feedback
highlights active involvement in decision-making/valuing personal priorities increases
commitment. » customer consultation (2013} found people like fo “access all advice
and support they need to move back into work directly from one place®, supporting our
holistic, person-centred approach. « regular activity maintains momentum. < making all
activity relevant to achievement of personal goals is important, and provides a real
purpose for re-engagement. « flexible content/delivery methods enable us to continually
respond to individual needs and adapt services to promote re-engagement.

We have successfully engaged similar participants in: a) Work Programme (2012-
date), LTU, achieving 98% referral:start through effective marketing and close
partnership working with local Jobcentres. b) Work Choice Bedfordshire, Herts &
Essex (2010-date), voluntary disabled people, achieving 88% on programme retention
through establishing positive advisor:participant relationships through co-production of
a personalised journey, frequent 1:1 engagement/activity linked to personal need.




Difference from JCP Services: Shaw Trust recognise the range of support offered by
JCP and developments in improving Lives, 2016 e.g. Personal Support Package,
Community Partners. Our offer complements, adds value and is different to JCP
services in that: » we are able to link participanis into unique tailored opportunities
through our database of 2,100+ employers in CPAS, newly launched Employer Pledge
and reverse marketing/job carving. « High intensity 1:1 support through all phases
gives participants quality time with a dedicated SM to meet their needs. « Credibility of
qualified health professionals within our H&WT maximises opportunities to access/
integrate effectively with wider health and care services. * Focus is on holistic needs
to help participanis engage/achieve sustained progression. = Multi-modal delivery
offers varied methods/intensity of support to meet local need e.g. poor transport in rural
areas such as Fenland, Norfolk, Rother impacting access fo jobs and services. «
[REDACTED] .« Added-value support and expertise complements our main offer
e.g. Expert and Corporate Volunteers, employer-led delivery.

Reviews: Participants receive regular formal reviews through a face-to-face meeting
with their SM at least four weekly at their normal place of attendance. Workflows in our
Participant Engagement & Progression Systems (PEPS) ensure reviews are booked/
conducted at the appropriate time. The format the review will take will be: Pre-review:
SM liaises with other keyworkers and staff to gain feedback on activity, progress and
chalienges. Review: + discussion to confirm personal situation/priorities. » recognise/
celebrate achievements. » elicit feedback on activities, content and format that is most/
least helpful. « update KLA to identify emerging and resolved issues and opportunities.
« review and update PIAP goals. » close out completed actions and explore reasons for
non-completion; agreefrecord new actions (including mandating if appropriate). * agree
and record next steps and interventions with a focus on achieving the TDIiE. We have
chosen this approach as it is grounded in the person-centred holistic methodology
driving overall delivery and is specifically designed to ensure individuals progress
consistently throughout their journey. Co-production encourages participants o be
active partners rather than recipients of services, increasing commiiment/engagement.
SMs continually identify/build on what works, flexing services to respond to individual
needs and preferences; while the reinforcement of the TDiIE always brings the focus
back to the aim of the WHP. Progress is measured in reviews via: a) KLA distance-
travelled tool (also available to participants via Shaw Online so they can monitor their
own progress). b) actions agreed, completed and overdue. ¢) sliding scale of progress
towards each PIAP goal. d) participant confidence in achieving the TDIE.

Duration & Delivery Method: Shaw Trust are committed to delivering a programme
that meets the needs of each individual. Experience shows that the time taken by
different individuals to address challenges and become ‘job-ready’ varies according to
the complexity/severity of challenges, resilience, attitude/motivation, personal situation
efc. It is therefore essential we treat all participants as individuals, irrespective of
customer group; provide access to the full range of support/services they require to
achieve sustained employment; and flex the duration, content, and intensity of services
to meet their personal hierarchy of need. The TDIE agreed at the start of the
programme is the key driver for the duration of interventions, ensuring a consistent and
visible target for the participant fo work towards. The TDIE is reviewed quarterly, or
more frequently depending on emerging needs/progress. Overall duration is only
limited by the 456-day allotted time and 639-day programme limit, as follows: - Initial
Engagement & Assessment — duration up to 20 days from referral; at which point a
PIAP/TDIE will be in place. « Pre-Work: Supporf & Jobsearch — duration from PIAP
completion, up {o six weeks prior to the TDIE to address identified barriers and prepare
for sustainable employment. « Pre-Work: Intensive Jobsearch — duration from six
weeks prior to the TDIE through to job start, substantially increasing the level/intensity
of jobsearch, job-matching and labour market activity undertaken to date, to secure
sustainable employment by the TDIE. Participants continue to access all required
Tools for Success interventions during this period. « In-Work Support — from job start
through to outcome (or programme limit as above) with ongoing access to the full
range of support as detailed above. Our flexible approach is appropriate to all
target groups, as it ensures the focus of delivery is on moving participants into work at
a pace/method suited to their individual needs. Those with complex barriers can
remain in the pre-work support stage for a longer duration than those whose barriers




are more easily resolved or which can be addressed while they are in employment.
Individual interventions within Tools for Success have recommended delivery methods
and duration/frequency. Durations range from single one-off hour-long intervention for
e.g. entitledfo calculation; to multi day/week e.g. 2 days per week for 6 weeks for
Digital Skills for Work; but all interventions are adaptable to meet individual need.

The method of delivery for all activities is multi-modal (face-to-face, 1:1, group, digital
via Shaw Online, integrated community support). Core activities are delivered by SMs
who will adapt delivery style to meet individual need. Other specialist/complementary
activities will be delivered by H&WT and Inclusive Employment Consultants; specialist
service partners e.g. RAPt (ex-offenders), Ixion Holdings Lid (self-employment),
Shelter (homelessness); or via existing external services e.g. Change Grow Live
(substance misuse); Trust Links (mental health support Scuthend); Red2Green
(autism). Our multi-modal flexible approach is appropriate as: = it accommodates
different ability levels e.g. low literacy levels, dyslexia, ESOL, LDD, within disabled,
early access and LTU groups. « people with low confidence (including LTU), mental
health issues, others who find group activity stressful can access services 1:1. « early
access groups with caring responsibility, court-imposed restrictions, or those with
fluctuating health conditions who can sometimes find attendance difficult, can access a
wide range of information via Shaw Online including pod-casts to engage with targeted
interventions. » it enables early access participants with chaotic lives to engage their
SM through video/webchat/messaging to supplement in-person contact to promote
progression. While SM support ends when the allotted time is reached or an outcome
is achieved, participants will continue to have access to Shaw Online and Expert
Volunteers, and will be signposted to other services to promote continued progression.

Suitability of Provision: Our model provides the intensive personalised support
shown to achieve success for disabled, disadvantaged and LTU people (Evaluation of
Work Choice 2013; SVLTU Evaluation 2012). SMs tailor, prioritise, and sequence
interventions to meet individual need, making the content suitable for all specified
groups including: a) Disabled people: content gives practical tools and technigues to
improve condition management in the workplace; includes delivery techniques proven
to work e.g. CBT; is asset-driven, to help participants understand/build on strengths;
increases resilience by empowering participants to cope with challenges; flexes to
accommodate disability e.g. type of volunteering arranged; uses employer links {o help
develop/update work skills, and improve confidence; builds jobs around individuals
through reverse marketing, job carving etc; adopts an IPS or supporied employment
approach where appropriate to provide intensive IWS. Evidence: our own data
identifies common needs as mental health (33%), neurodiversity (14%), which we
address through specific content and H&WT; effectiveness of vocational profiling and
job matching (Fit For Purpose, CESI 2014); increased motivation and self-efficacy
through Cognitive Behavioural Therapy (What Works, DWP 2013). b) Early entry
homeless: five of the 50 national homeless hotspots (Shelter, 2016) are in the Home
Counties including Harlow, Basildon and Dacorum; links with Local Authorities and
housing providers, will prioritise and address housing needs including resettlement,
tenancy sustainment, disclosure to employers. Content addresses wider associated
barriers e.g. debt, budgeting, substance misuse, mental health; offers practical support
e.g. securing identity documents; promotes early IWS if housing becomes
unsustainable. Being in stable housing underpins (re)entry to work — WP Evaluation,
DWP 2013 highlights the importance of the SM relationship and intensity of support,
and the need to address housing issues head on. 80% of homeless people report
some form of mental health condition, and multi-agency approaches are recommended
(Supporting homeless people info work, ERSA 2016).

These approaches have been successfully used on Work Choice Cambridgeshire,
Suffolk & Norfolk (2010-date) which has resulted in 58% job entry rate in the last year.
Extensive partnerships with local specialists including Norwich Mind and the NHS
Wellbeing Service, ensured access to relevant targeted health interventions. Targeted
SME engagement particularly within catering, retail, and logistics used reverse
marketing to build jobs around participants, with a high level of personal follow up by
the advisor. All staff were trained in Mental Health First Aid to enable them to
effectively support participants with mental health issues.

In Work Support (IWS): IWS delivered by SMs will be a natural contmuatton of the




provision outlined above, with all Tools for Success, Shaw Online and wider services
still available to participants in work. Level, intensity and content of support will be
based on a Transition to Work assessment identifying risks and participant/employer
needs. Agreed activity/contact will be documented in the PIAP. Support to sustain work
will typically include (but is not limited to): < part-time work: daily job-matching/
searching; negofiating increase in current hours; work-place training and coaching;
volunteering to continually develop skills; ongoing weekly SM-led activity. « full-time
work: weekly contact with the SM (face-to-face, workplace, telephone, text, digital};
advocacy in the workplace; self-help resources; Rapid Response for crisis support via
telephone/Shaw Online app (including evening service). = IPS employment: workplace
adjustments; advocacy; personal job coaching; work-based learning; ongoing condition
management support; wellbeing interventions; added-value support from Expert
Volunteers. « self-employment: mentoring and coaching from business mentor,
corporate volunteer, and SM; practical business-related IAG, support and signposting
e.g. establish accounts system, meet HMRC requirements etc; monthly networking
events; budgeting; local start-up support e.g. Enterprise East, Accelerate Cambridge.
All support will be tapered, being typically more intense at the outset, decreasing as
resilience improves — this reflects risks to retention in the first week, when 40% of
people decide whether to stay/leave (source: Real Business); through to six months,
when up to 30% of new recruits leave their job (source: TLNT). Employer support
may include: * Inclusive Employment service to adapt employment practices, make
workplace adjustments, link to Access to Work, promote Disability Confident practices.
* support to establish mentor/buddy systems. « advocacy to address early issues
including rapid response support from the H&WT for specific condition advice/ support.
« link to funding to support the participant’s development e.g. Apprenticeships. Regular
reviews will be undertaken to a format/frequency agreed with the participant and
employer where appropriate to ensure support continues to meet the needs of ali
parties and supports achievement of sustained employment.

Shaw Trust’s proposal offers a combination of successful evidence-based practice and
innovative and exciting new opportunities for participants, to create a step change in
achieving sustained employment for WHP participants.




/Q 2.3.3 Delivering a Personalised Service
Explain how you will identify: (1) an individual participant’s strengths; (2) their
barriers to entering work {including, but not limited to, health and disability); and (3)
how your provisicn will take a holistic person centred approach.

In your response, please include details of:

¢ How you will identify the individual strengths and needs of each participant
at the start of the programme and how you will use this information to build
a structured, sequenced and personalised individual action plan with goals
which are specific, realistic and achievable.

e How local issues and/or barriers relevant to this CPA will impact the
customer journey, what these issues and /or barriers are and how you will
address their impact on the customer journey.

» How you have identified the third parties within your response which provide
existing services to WHP potential pariicipants within the CPA, and how and
why your proposal complements, without duplicating, such third party
services.

¢ How you intend to engage with other relevant stakeholders the participant
may already be engaging with, and how you will gain the participant’s
consent to do so, in order to join services up around the participant to
improve outcomes. How will you use the information received from other
relevant stakeholders to improve the participant’s journey?

e How you will assess the on-going relevance and effectiveness of a
participant’s personalised plan and how you will refresh it over the
participant’s time on programme.

o Explain how you will manage participant exit from the programme: (1) at the
end of the 15 menths; (2) if the customer is an early completer (please see
paragraph 1.37 of the WHP Specification); and/or (3) when in-work support
is ending post 15 months; and describe the process involved.

e How you will ensure all participants have a customer journey which they will
value and that demonstrates objectively measurable progression, from both
the participant and DWP’s perspective, irrespective of outcome. How will
you measure the value placed on the customer journey by participants and
the progression of participanis?

= How will you ensure consistency of service delivery across the whole CPA
to ensure all participants receive the same quality of service

= How you will ensure there will be funding to cover any specific customer
needs and that this funding, if a separate funding pot, will be set aside fo
support individual customer needs for the duration of the contract.

Piease review your CPA specific Additional Assurance Report prepared by
the Contracting Body to ensure all relevant risks identified in relation to this
question are addressed in your response.




Please provide a separate response to this question in relation to each CPA
for which you are tendering, clearly indicating to which CPA each response
relates. A score of 3 or below for this question will mean that the tender, in
relation to the CPA in question, as a whole is unsuccessful regardless of
what scores are achieved for other questions.

Present your response at the top of a new page, within these preset margins in
Arial font size 12 up to 4 sides of A4, excluding the question text and these

instructions.




Shaw Trust's (ST) Work & Health Programme (WHP) provides an individual, holistic,
person-centred approach to assessment, review and support to move people into work.
Our embedded processes employ: effective, recognised assessment tools; a bespoke
distance-travelled fool based on the Theory of Change embedded into our Participant
Engagement & Progression System (PEPS); asset-focused planning that recognises/
maximises individual strengths. Our experienced Support Managers (SMs) have the
exceptional interpersonal skills needed to build trusting relationships with participants
and utilise motivational and CBT-based interviewing to effectively engage them. SMs
are trained in the use of all assessment and planning tools, including specialist training
e.g. Recognising Neurodiversity from Genius Within, fo ensure a consistently high
standard of assessment, planning and support to meet participant needs. Central to our
delivery ethos is putting individuals in control through a co-produced action plan,
access to Tools for Success, a Specialist Intervention Budget and a Discretionary Fund
ensuring a flexible journey based on an individual's needs, not “one size fits all”.

We will identify strengths and needs through a multi-faceted in-Depth Assessment
process that begins from the point of referral (including a warm handover with the JCP
Work Coach where possible), involving a minimum of two face-to-face meetings
between the participant and their SM. This includes: « Welcome call to the participant
by their SM 24 hours before the Start Meeting to identify/alleviate any concerns and
start to establish individual priorities. = Start Meeting within 10 working days of referral
to: build rapport; discuss aims, ambitions, interests, immediate needs and personal
priorities; and start Vocational Profiling — exploring activities and progress to date,
previous experience of work (likes/dislikes), transferable skills, workplace preferences.
The SM will also gain consent to contact other key workers/agencies as appropriate to
gain further insight, organise three-way meetings and ensure a holistic joined-up
approach. « Key Life Areas (KLA) collaborative assessment covering 9 work readiness
themes: Life Skills & Experience, Finding & Preparing for Work, Physical Wellbeing,
Mental Wellbeing, Housing, Finance, Social & Support Networks, Lifestyle and Family &
Personal Responsibilities. The SM and participant explore each one to identify those
having most impact (strengths to build on
and needs to be addressed). Prioritising the
key areas provide a structure around which &
to agree goals and develop the action plan. #
Progress against the key areas is assessed 7.
at each review to measure distance-
travelled. A visual ‘traffic light dial’ (see
example right) on the participant's Shaw
Online dashboard (also available in hard
copy) provides a constant indicator of
progress. « Assessment & Review Toolkit
(ART): To underpin the KLA assessment,
SMs use relevant tools to explore specific
themes. The number/type of assessmenis
will be determined by the multiplicity/complexity of participant needs. The ART
includes: GADY (anxiety); PHQ9 (depression); SWEMWES (mental wellbeing); British
Dyslexia Screening, Neuro-diversity screening tool; BKSB (functional skills); EQ5D
(generic health screening); MAS Financial Health Checker; Skills for Work (digital skills
assessment). « Third party consultation: see Engaging Relevant Stakeholders below.
* Realistic Job Goals including: Vocational Profiling to explore skills, interests,
motivation, strengths; use of NCS Skills Health Check and our sector-leading job
matching software to highlight transferable skilis to expand the scope of jobsearch.
SMs will work with participants fo develop a range of realistic job goals. Some of the
above tools will be available through Shaw Online enabling participants fo complete
them/make results available to their SM before their next meeting. The SM will record
results of assessments on PEPS and use outputs to build a co-produced
Personalised Individual Action Plan (PIAP) with the participant within 20 days of




referral. The PIAP will document an agreed set of long-term goals linked directly to
priorities agreed via the KLA. In all cases, reflecting our embedded work focus, a
“target date into employment” (TDIE) will be agreed to drive all interventions/activities.
Activities are sequenced fo address highest impact areas at an early stage e.g. barriers
such as homelessness or unmanaged mental health issues will be a higher priority
than gaining work experience. Sequencing will also inform the type/intensity of
engagement and structure e.g. a participant closer to the labour market may engage in
intensive employmeni-focused activity daily (1:1 with the SM, group work, working with
the Inclusive Employment Team, accessing digital services); a participant with more
entrenched issues may undertake graduated weekly activity to address wider
barriers/confidence before moving to intensive jobsearch activity. Initial bite-size
SMART (Specific, Measurable, Achievabie, Relevant and Time-bound) actions agreed
for each goal, will be updated at each review to ensure participants progress.

Our delivery model is designed to allow maximum flexibility to ensure support can be
targeted directly at addressing the local issues/barriers impacting on individuals.
Specific issues/impacts vary across the myriad of localities within the CPA but include:
rural isolation/poor transport infrastructure in Fenland impacting on access to jobs and
services; high levels of micro businesses in Southend-on-Sea means fewer regular
vacancies; seasonal employment along the coastal areas impacts on sustainability/
progression. To address issues/impacts like these we will: link in with rural transport
initiatives e.g. Kick-Start moped lending scheme; focus on self-employment as a route
to work; offer Tools for Success focusing on fixed term working. In all cases, we will
work with local organisations to address problems holistically and cost-effectively.

We identified the third parties providing existing services via: a) ST and our supply
chains' existing relationships in the CPA via our service delivery e.g. ST has 26 years
delivery in the CPA including Work Choice in Essex/Norfolk and Live Well Kent;
Employ Medway is Medway Council's employment services provision, delivering WP.
b) consultation with existing/new key strategic/operational stakeholders including
CCGs, Integrated Care Organisations, LAs, colleges. c) additional desk-based
research to develop locality maps of relevant third-party services across the CPA e.g.
employability, health, housing, skills and other complementary services; including
identifying ‘free at point of access’/other funded services. Our Partnership Managers
and subcontractors have already engaged local third-party providers e.g. Sussex
Downs College for vocational skills training; services available through 850
Peterborough Council for Voluntary Service members to start to deveiop referral
routes, identify added value. Our WHP delivery complements, without duplicating,
these services as we will: a) engage with the funded services in preference to self-
delivery or commissioning, subject to minimum quality thresholds e.g. Health in Mind
delivered by Sussex Parinership NHS Foundation Trust and Turning Point. b} only
commission similar services where they will plug gaps/provide clear added value
(justified through individual business cases). ¢) co-locate with third party services
where possible (and offer office space in our sites) to enhance holistic offers and
reduce duplication. d) find co-produced solutions to local problems via multi-agency
approaches. e) adopt a No Wrong Door approach to service delivery through effective
communication and referral protocols.

SMs will engage with a range of stakeholders. that participants may already be
working with, to join up services/improve outcomes e.g. leaving care manager,
Improving Access to Psychological Therapies keyworker, offender manager, social
-worker, housing support worker. We will engage them via: a) agreed communication/
information sharing protocols fo share assessments, action plans, reviews, telephone
updates etc, to avoid duplication and provide more holistic support e.g. we hold
monthly meetings with the Local Area Coordinators for mental health in Sudbury
Ipswich and Lowestoft; b) formal case conferencing e.g. we already engage with
CRC/NPS as part of MAPPA through' our NOMS CFO contract; ¢} 3-way meetings to
promote a joined-up approach, and assume defined roles for different aspects of the
participant journey e.g. Circle Housing support worker leading on housing/personal




support, Shaw Trust leading on employer engagement; d) agreeing triggers for
individuals that could flag the need for intervention by specialists e.g. counsellor, to
ensure a rapid response. We will gain participant consent to engage stakeholders at
the Start Meeting, clearly explaining the purpose, nature of the information to be
shared, and benefits. Participants will be asked to complete a Consent Form listing the
agencies/people they consent to us sharing information with, and the level/nature of
that information. SMs will be required to confirm consent is in place before contacting a
stakeholder. If the information shared is in writing, the participant will be asked where
possible to initial their consent on the document. Participants can withdraw/restrict
consent at any time. We will use the information received from other relevant
stakehoiders to a) inform participant goals, b) effectively sequence interventions/
actions to achieve relevant outcomes for all parties, c) flex/adapt engagement levels
e.g. at times of heightened activity with the other provider, d) agree leads for distinct
aspects of delivery. This activity improves the participant’s journey by facilitating holistic
responses, a better joined up approach and cost effectiveness.

We will assess the on-going relevance and effectiveness of PIAPs through a
continual cycle of review and assessment as participants start/complete activities; at
key stages of the journey e.g. starting volunteering or moving into work; and via a
formal monthly review. As a living document, the PIAP is continually refreshed as
SMART actions are agreed, achieved, or superseded. As part of the monthly PIAP
review the SM: a) reviews actions achieved/missed to celebrate success and identify
emerging strengths/needs; b) measures progress towards each long-term goal,
including TDIE and assesses whether these remain relevant/meaningful in light of
changing needs/circumstances, including the labour market e.g. changes in growth/
declining sectors e.g. tourism/hospitality; reduction in public sector employment;

c) Revisits the KLA and other assessment e.g. GADY to identify whether priorities have
changed, and update the PIAP accordingly; d) undertakes new assessments to
confirm/validate emerging issues e.g. PHQ8; e) engages with stakeholders working
with the participant (as above) to ensure ongoing relevance and complementarity of
activity in light of progress/changing circumstances. In addition, we will ensure our
overall service remains relevant by responding to emerging local needs e.g. increasing
health inequalities in coastal Essex (e.g. Jaywick) impacted by reductions in public/
VCS sector health/wellbeing support infrastructure capacity, requiring commissioned
services as less other-funded support becomes available. As participants move into
work they undertake a Transition to Work assessment and their PIAP is refreshed to
reflect the In-Work Support (IWS) agreed for them and their employer, with the review
process above confinuing as agreed until the participant exits the programme. ST's
Risk & Quality Assurance (RQA) Team will monitor the relevance/effectiveness of
PIAPs as part of our risk-based quality assurance activity, to ensure they reflect
assessment outcomes, agreed priorities, local labour market, and effectively progress
participants towards goals. Analysis of distance travelled, achievement of outcomes at
individual, caseload and contract level are also used as indicators of PIAP
effectiveness.

Participant exit from the programme will be managed through a rules-based system-
driven process. PEPS is programmed to produce daily notifications for each SM on
their Dashboard highlighting upcoming exit dates for their participants based on a
combination of on-programme dates, employment status and earnings data held.
Action is first prompted two weeks in advance of the anticipated exit date. Warnings
are flagged to line managers if no action is recorded within 5 working days for follow
up/remedial action. (1) For participants reaching 15 months: the SM conducts an exit
review to celebrate achievements (e.g. activities, skills developed, qualifications
achieved); update the KLA to map distance travelled and identify challenges still to be
overcome; agree/facilitate access to services to support continued progression e.g.
Suffolk Wheels to Work, West Norfolk Befriending, links with work-based learning
providers, career progression advice, as well as ongoing access to Shaw Online;
update their CV; ensure an appointment with the JCP Work Coach is in place. A
completed Exit Report will be sent to JCP and the participant within 10 working days of
the exit date. For participants who are in work at 15 months, the exit review will focus
on next steps to promote sustainability. The SM will update PEPS with an agreed IWS
date, which is automatically notified to our Customer Service Team (CST) who will




update PRaP with the extension date (by day 456). The Exit Report is actioned as
above at the end of the IWS period. (2) For early completers, the SM: conducts a
review where possible focusing on achievements and next steps to ensure participants
understand the ongoing support is available (including in-work progression); update
PEPS with the exit date, which is automatically notified to our CST to update PRaP.
(3) When IWS ends post-15 months the SM will complete a “next-steps” review to
ensure the participant understands where to access ongoing support; update PEPS
with the completion date, which is actioned by CST on PRaP.

To ensure all participants have a journey they will value and which demonstrates
progression we will: « use a co-production approach to planning that incorporates
personal priorities and ambitions; * fake a holistic person-centred approach to moving
participants into/closer to work, with a focus on social, physical and emotional support
as well as employment; « prioritise/sequence interventions progressively at a pace that
suits the individual; « demonstrate/document clear links befween all activity and
identified needs/priorities enabling participants {o see the relevance of interventions fo
their goals; » embed activities that result in clear measurable achievements to increase
confidence e.g. cerlificated training, gaining new skills through work experience;

« establish realistic milestones for agreed goals to enable us to easily measure and
recognise progress; « highlight all achievements as an integral part of each progress
review; « use our KLA distance traveiled indicators to objectively measure progression.
We will also report to DWP on: improvements in labour market situation; movement
into education/training; gaining a qualification or basic skills as evidence of
progression; results of feedback relating to how much participanis value the journey;
and regular distance travelled reports. We will measure the vaiue placed on the
customer journey, and their progression through: « KLA distance-travelied analysis,
actions agreed/completed, positive outcomes e.g. info learning, volunteering and other
positive activity not just work; « participant feedback, taken in line with our Stakeholder
Engagement & Customer Experience Strategy via e.g. surveys (anonymous/taken at
programme exit) and subject/cohort-specific focus groups managed by SMs (held
quarterly), feedback cards at delivery sites, interviews by the RQA team. We will use
our Shaw Online app for feedback via e.g. 6-monthly surveys measuring the value
participants place on the support they receive/how well they think they've progressed.

To ensure consistency of service across the whole CPA we will deliver (ST and
subcontractors) ST's WHP model to a minimum standard of quality/resourcing
including adherence to our ISOS001 Quality Management System and contract-specific
procedures that will apply across all delivery across the CPA. To ensure consistency,
quality assurance activity by our RQA team will include comparing delivery across the
CPA to ensure conformity. SMs will be recruited to a standardised job description and
undertake a standard induction and job-specific training. SMs will also receive a
locality-based induction to increase their understanding of the local context e.g.
partnership struciures, levels of integrated working; and bharriers faced by participants.
In addition, access to ST centralised services and resources enables subcontractors to
deliver a consistent service e.g. access to Tools for Success, Shaw Online to support
staff development, specialist health and wellbeing support from our Health & Wellbeing
Team and best practice workshops. Subcontractors will be licensed and fully trained to
use PEPS to ensure consistent capture, monitoring and reporting of data.

We will ensure there will be funding to cover any specific customer needs in two
ways: 1) a specialist intervention budget to cover the cost of all specialist support (total
budget for Home Counties CPA is [REDACTED] ); 2) a Discretionary Fund to cover
additional participant costs (outside of travel and childcare), e.g. tools or clothes for
work, specific pre-employment training, transition costs). This money has been set
aside in our budget to pay for participant support across the duration of the contract.




;Please deseﬁbe .|r.1 :resi;ect of each of.the part;c:pant group
W|th employers wﬁhm the CPA to achleve Outcomes

Your response should mclude a detalied descrlptton of

e How you W|!l engage 'throughout the llfe of the contract wnth’.employers you

. have identified in. Appendix 1.in orderto. capltallse on.the opportunities to
. achieve Outcomes for. partlt:lpants Please outline any future employment:

S opportun:ties you are aware of w:thin thls CPA-

:.'_:Your rationaie behlnd thls approach and how you think it will benef" t:'
'art;c;pants and}employers: o :

-How you'wzll_act:ve]y promote your semces and work wzth'_local"employers t
B create a range of empioyment opportumtses for the partlmpant groups S

e '-"How .your approach 10. worklng wrth 'both Iocal]arge employers and smalland
b 'i.';:_med;um enterpnses (SMES) and how your proposai will. differ in: terrns of the=_;

'fhow you will worki.:'_
{;f(Where apphcable)..__g_.




Please complete Appendix 1 detailing key employers in the CPA you wili
engage with to achieve outcomes for participant groups.

Please provide a separate response to this question in relation to each CPA for
which you are tendering, clearly indicating to which CPA each response
relates. A score of 3 or below for this question will mean that the tender, in
relation to the CPA in question, as a whole is unsuccessful regardless of what
scores are achieved for other questions.

Present your response at the top of a new page, within these preset margins in Arial
font size 12 up to 5 sides of A4, excluding the question text and these instructions.




Shaw Trust's (ST) approach to employer engagement builds on our ability to engage
socially responsible employers through our charitable ethos. We have 26 years’
experience of working with employers to support Work & Health Programme (WHP)
equivalent participant groups into employment e.g. 25k+ people into work since 2010
(3k+ in CPAS5). ST has existing relationships with 2.8k+ Home Counties employers,
and our WHP Employer Pledge has secured additional commitments to co-design pre-
employment training (PET), provide work trials/placements, and/or promote vacancies
e.g. [REDACTED]

Engaging employers throughout the life of the contract: We will engage CPAS5
employers: 1) Locally: Support Managers (SMs) will perform reverse marketing/job
carving that matches participants to roles with local employers, including SMEs e.g.
[REDACTED] 2) Regionally: Our CPAS5 Inclusive Employment Team (IET) will
provide bespoke employer support e.g. inclusive business audits, fo facilitate the
recruitment/retention of participants with complex needs by employers in key sectors
e.g. [REDACTED] 3) Nationally: Our Central IET will promote inclusive employment,
support employers to become inclusive e.g. [REDACTED] . We will mobilise all IETs
two months prior to contract start, ensuring a pipeline of opportunities at go-live.

SMs/IETs will engage the employers in Appendix 1, and wider employers through:

a) Promoting WHP to Local Enterprise Partnership (LEP) initiatives e.g. New Anglia
LEP’s Youth Pledge Marque; Growth Hubs e.g. in Kent & Medway and Southend &
Thurrock; Enterprise Zones e.g. Discovery Park in Sandwich; and business networks
e.g. Skills East Sussex. b) Co-designing/delivering PET that equips participants with
core skills linked to local jobs e.g. with [REDACTED] , where ali of our participants
achieved Retail NVQ Level 2 and 40% started work.

c) Building relationships of trust through our Inclusive Employment Service e.g.
workforce planning/skills development, fully managed recruitment service (job design,
advertising, screening, placement, induction), in-work support (rapid response to
issues, back-filling service to support progression), and signposting for business
support/growth. d) Promoting job shadowing and work experience/trials to provide an
extended introductory period to reduce the perceived ‘risk’ of employing participants
with complex needs. We will agree codes of practice with work placement providers
e.g. [REDACTED] guarantees interviews to ST participants completing work
placements. e) Offering a strong [REDACTED] service through an Individual
Placement and Support approach, to give employers confidence in the level, duration
and intensity of support they/participants will receive. f) Involving employers in delivery
e.g. sector surgeries/workshops.

Future employment opportunities in the CPA include: [REDACTED]

Rationale: Our approach will benefit participants and employers as it: a) Sources job
opportunities at muliiple levels e.g. account management of large national employers,
and full support offer for local SMEs (cited as best practice in DWP's latest Work
Choice Evaluation. b) Engages a wide range of sectors/employers fo reflect the
diverse career goals of participants. ¢} Works in partnership with local
employers/sectors to ensure support aligns with current/future skills needs —
responding to current employer demand is important but it is equally important to build
the workforce skills of the future (Inclusion, 2014). d) Links participants directly with
employers by involving these employers in WHP delivery e.g. customer service
workshops delivered by [REDACTED)] , fo provide clear focus on the skills, experience and
qualifications employers want {Career Development Institute, 2014). €) Provides access 1o
valuable work experience for Long term unemployed (LTU) - lack of relevant, recent
work experience is a commoaon barrier to employment with work placements improving
the likelihood of sustaining work (CIPD 2012). f) Aligns with Disability Confident
campaign, actively promoting employment of disabled people, and supporting
-employers to recruit/retain this group. g) Delivers intensive IWS o
employers/participants to facilitate job sustainment — Barriers to Employment (DWP
2002) shows IWS results in 65% of employers reporting improved retention,

Actively promoting our services/working with local employers. We will create a
range of employment opportunities by: a) Running events/training to promote inclusive
recruitment e.g. reverse job fairs for LTU. b) Engaging LEPs and business groups to
leverage their support in promoting ST services to local employers, and facilitating
access to local jobs ¢) Widely promoting our Inclusive Employment Service e.g.




physical and digital business audit, disability awareness training, support to build
recruitment processes that are inclusive for pariicipant groups e.g. disabled pecple,
lone parents, ex-offenders etc. d) Providing |ET support to tailor recruitment processes
e.g. accessible on-line recruitment for disabled participants; design/re-design roles to
support flexible working e.g. for lone parents; adapt environmenis e.g. we supported
[REDACTED] to make workplace adaptations that helped 6 participants with
disabilities/health conditions into work.

e) Developing service level agreements with employers to secure opportunities e.g.
guaranteed interviews at [REDACTED)] for participants compieting work placements.
f} Facilitating links with skills providers for workforce progression €.g. apprenticeships
via our skills company Ixion.

Identifying and exploiting future developments in the CPA: We will maintain an in-
depth understanding of local developments throughout the life of the contract by: a)
Regional IETs gaining insight from employers e.g. forecasting meetings with Swale
Employer Group; Local Authorities, and LEPs. Information/data will be cascaded to
local teams via updates on our Participant Engagment & Progression System (PEPS).
b) Joining existing employer networks e.g. [REDACTED] , and establishing new ones
where they are absent. ¢} Analysing labour market information e.g. New Anglia LEP -
.Construction Labour and Skills {Feb 2016), and economic development sirategies e.g.
SELEP Strategic Economic Plan. d) SMs using PEPS to analyse real-time vacancies
across different areas, sectors and occupations, and identifying trends 1o inform
strategy/targeted engagement.

To exploit developments and enable participants to access job opportunities,
we will: a) Assign IET leads to key sectors e.g. Transport, Ports & Logistics employs
35k people in Essex, and those experiencing growth e.g. Construction is expected to
create 20k new jobs in East of England by 2021. b) Engage existing sector groups
e.g. Essex Partnership’s Logistics Sector Action Group to develop solutions that meet
emerging local recruitment needs/promote inclusive employment. ¢) Maximise existing
relationships with national employers entering new geographies, and those developing
locally, to position ourselves as their recruitment partner of choice e.g. [REDACTED] ,
through bespoke launch services that include tailored recruitment drives, and co-
design/delivery of PET for roles in new sites. d) Have a regular presence at sector
hubs e.g. Adastral Park Suffolk, to provide information and advice for employers e.g.
Apprenticeship Levy.

Working with large employers and SMEs: Through our extensive experience, we
know that irrespective of size, employers who receive the right information and
suppeort, are willing and able to provide placementis/sustainable jobs to people with
complex needs. Our approach is flexible to the individual nature of each company,
their specific needs, and preferred engagement style.

SMEs are the focus of our offer as they are key to tackling entrenched unemployment
(Federation of Smaill Businesses, 2013); employ approx.1.3 million
unemployed/disadvantaged people each year (large businesses hire <130k); but often
have limited rescurce to focus on recruitment, induction, support, and development.
Our SME engagement emphasises a more holistic/personalised approach through a
named single point of contact (SM). We will deliver long-term intensive support that
includes advice, guidance and business-focused support to enable growth e.g.
awareness raising/training for Equality Act compliance; systems development;
information on available support/funding e.g. Access to Work; links with other
employers to share positive experiences of employing disabled people; high levels of
practical support to complement limited internal resource e.g. fully managed
recruitment process.

Large employers with a centralised structure e.g. [REDACTED] , often have
established policies/procedures and need little core business support. These
organisations may prefer an account managed, recruitment agency style approach.
We also encourage active involvement in co-design and delivery from larger
employers with greater/dedicated resource to support this type of activity e.g.
[REDACTED] provides corporate volunteers to support our employability workshops.
Employers with local autonomous structures e.g. [REDACTED] , may benefit from
more intensive support (as described above for SMEs).

IWS for participants will be commensurate with each employer's capacﬂy to support




the participant e.g. those working in businesses with limited internal resources (no
embedded buddy systems/training, no experience supporting complex needs) will
need more intensive IWS from the SM. The SM/employer will co-design IWS that
maximises existing internal support mechanisms, and meets individual
participant/business needs. IWS will be documented in the Personalised Individual
Action Plan and cover immediate support for entering work, medium-term activity to_
promote sustainment, and long-term focus on progression.

All WS services are available to all participants. SMs will complete a Transition to
Work Assessment to identify critical factors that could impact sustainment. This will
inform our tailored IWS offer which may include, but is not fimited to: a) disabled
participants: workplace adjustments, ST Health & Wellbeing Team support e.g.
condition managerment, work-based coaching, Expert Volunteer support. b) early
access participants: access to childcare providers/funding e.g. via Gingerbread, peer
mentoring, workplace advocacy, sign-posting. ¢) LTU: access to skills/funding,
personal support, Shaw Online resources, Rapid Response early intervention.

IWS for employers: SMs will provide regular contact/support e.g. Rapid Response fo
issues (employer/participant mediation, specialist health support where conditions
prevent sustainment), and link employers to ST's Inclusive Employment Service,
including: inclusive business audits, and full support to implement recommended
changes, including: adapting employment policies/practices; workplace adjustments;
developing buddy systems; delivering disability awareness training to existing staff e.g.
Mental Health First Aid; links to funding e.g. Business Growth Fund; help to achieve
Disability Confident; resources from our Inclusive Employment website; workforce
planning; access to ST Expert Volunteers for employee mentoring.

IWS for the self-employed (SE): SE participants will receive the same level of IWS
as those in mainstream employment. It includes: mentoring/coaching from business
mentor, SM, and via ST/Ixion’s online mentoring Hive; access to practical business
solutions e.g. subsidised starter website packages; networking events e.g. Enterprise
Clubs; participation in our online Ideas Bank which enables ST/Ixion businesses to
work together at reduced rates; and facilitated access to local start-up support e.g.
Accelerate Cambridge. Participants struggling to sustain their business will receive a
Survival Review/SWOT analysis informing subsequent changes to IWS.

To promote up-skilling our IWS offer builds on findings from the Taylor Review
(2017) and the experience of established skills providers Ixion (recent acquisition), and
Prospects (strategic partner). It includes: a) for participants: continued access to all
Tools for Success modules e.g. PET for ‘next step’ jobs; formal skills development e.g.
vocational distance learning; Shaw Online independent learning resources, online
skills matching tools e.g. Prospect's Adult Directions. b) for employers: |[ET support
to provide upskilling/career progression opportunities e.g. links to FE colieges/skills
provision, creating workforce development strategies, Tools for Success interventions
(including modular learning highlighted as being more valuable/flexible for employers
in the Taylor Review) and links to funding e.g. Apprenticeship Levy. c) for self-
emplioyed. business mentoring including from corporate volunteers; promoting
business-related learning e.g. ST/Ixion’s Develop your Own Enterprise accredited
online learning; support to access Advanced Learner Loans/Lifelong Learning Fund
initiatives to maintain ongoing development.

Mapping participant needs to employment opportunities: Our Key Life Area
assessment will capture key metrics about participants’ physical, geographical and
psychological barriers to entering employment e.g. caring responsibifities. This data
will be stored on PEPS and analysed by CPAS IET who will identify concentrations of
participants with common needs/goals, and develop strategies to support theme.g.
pre-employment pathways, finding transport solutions (Colchester and Peterborough
identified as areas of poor accessibility/transport links by Campaign for Better
Transport); and negotiating flexible working patterns. Our PEPS’ sector-leading job
matching system will match participants to live vacancies based on their skills,
experience and interests, maximising the asset-based principles of our approach.

We will educate individuals about the realities of their local labour market
through a range of 1:1/group employer-led activities. As a result of initial assessment
and vocational/skills profiling, the SM will agree realistic job goals aligned to locally
available opportunities. Once agreed, they will identify the participant’'s gaps in skills/




experience and plan how to address them e.g. through volunteering/work experience
/short certificated training. SMs will use vacancy analysis from our job-matching
system (produced by industry, location, job role/occupation) to help participants
understand the reality of the jobs available locally in real-time, as well as trends in
different sectors and locations. This will inform refining of job goals/travel to work
areas to ensure goals remain realistic. Presentations/workshops delivered by local
key/growth employers, and independent participant research e.g. National Careers
Service job profiles, will improve understanding of the reality of different jobs in the
context of their personalffinancial circumstances e.g. wage expectations, entry level
qualifications, flexibility, what to expect in the workplace, and how this reflects their
skills, experience and ambitions. Where participants need to improve understanding of
different sectors/roles/general workplace, the SM will organise work experience.

Three of the main challenges faced by emplovers/sectors in the CPA:

Skills shortage/gap e.g. insufficient Level 4 qualified people to support growth in
engineering/manufacturing (SELEP); technological change in logistics (use of mobile,
location-based, hand-held systems), and new Driver CPC legislation impacting
recruitment (Essex Partnership); low take up of Apprenticeships (Herts LEP). We will
have an impact upon this challenge by working with employers/skills providers e.g.
Harlow AMEC, to co-design PET/vocational skills programmes, that are directly linked
to employer needs/jobs. IETs will collaborate with employers to establish career
development routes for existing employees e.g. through vocational training/intensive
IWS, to upskill workforces and address more technical skills shortages. IETs will
promote apprenticeships to employers and business networks. We will continuously
review and develop Tools for Success modules to ensure support reflects the skills
needs of emerging growth sectors.

Rurality — employers in rural areas across the Home Counties are unable to recruit
and retain suitability qualified staff due to poor transport links e.g. many rural areas
continue to suffer from problems related to social exclusion and lack of access to jobs
(Cambridgeshire Local Transport Plan). We will have an impact upon this challenge
by: a) SMs and |IET working with employers during the recruitment stage to tailor shift
times to public transport hours e.g. start and finish times inside of public transport
hours; b) supporting, promoting and contributing funds to community transport
initiatives e.g. Community Action Dacorum, to ensure participants can access remote
employment opportunities; ¢) providing financial assistance to support participants to
access alternative transport e.g. we work with Wheels to Work’ in East Sussex,
providing subsidised mopeds, to support over 100 clients travel to work; d) promoting
shared travel arrangements between participanis at the same employer or helping
employers to organise {ransport sharing initiatives.

Reliance on migrant labour in food, drink and agriculture (source: Food, Farming &
Rural Economy Board), and health (source: East of England LGA) has particular
impact on Home Counties employers, with uncertainty surrounding the UK’s exit from
the EU of particular significance. We will have an impact on this by:

a) engaging employers at a strategic level e.g. Norfolk/Suffolk Food Hubs, to develop
joint initiatives that improve awareness/understanding about these sectors and make
them more attractive to local participants; b) delivering workplace/role audits and
-support to implement recommendations e.g. co/design/re-design of roles to make
them more accessible/attractive to local people; ¢) developing distinct work experience
offers to encourage participants to consider the sectors. We will continuously monitor
all potential employer challenges (locally/nationally), and pro-actively work with
employers to achieve practical solutions.

ST has been successfully engaqging employers, changing attitudes and effectively
marketing non-fraditional workforces for over 35 years. Two examples are:

[REDACTED]




Q_ *3’:6 Quahty, i\i’lana\gen'ne —

Please provide a detailed deSCTIptiOt’l of how you and your suppiy cham (where
relevant) will ensure the quality and consistency of service delivery through your
management practices.

Your response should (in respect of both you and your supply chain (where
applicable)):

¢ Explain how you will monitor and manage the quality of provision to ensure
that the standards set within the WHP Specification and your tender will be
met from the start of, and throughout the life of, the contract.

e How you will ensure the quality of staff and the frequency and
appropriateness of participant engagement, across the entire CPA

¢ Clearly describe (where relevant) how you will manage and ensure the quality
and consistency of delivery by any sub-contractors , stakeholders or specialist
provision e.g. site visits, audits and observing delivery.

¢ ldentify how you will continuously improve the quality of delivery of this
provision using evidence gathered from the live running of the service,
capacity build the supply chain partner (where relevant) and share best
practice throughout your supply chain (where relevant). How you will apply
this consistently across the whole CPA?

¢ Explain how you, and your supply chain (where relevant), will obtain feedback
from participants and proactively act upon this including details of procedures
and timings. How you will apply this consistently across the whole CPA?

e Describe how you, and your supply chain (where relevant), will handle
compilaints and act on any findings including details of procedures,
timescales, escalation routes, how participants will be made aware of these
procedures and how you will ensure the impartiality of any decision makers.

e - Clearly explain how you, and your supply chain (where relevant), will
accurately track and monitor the progress of each participant in the Work and
Health Programme so that you can clearly articulate at any given time where
these participants are in your participant journey towards achievement of
outcomes.

e Explain how your proposals for delivery of services will be put in place without
adversely affecting the ability of either your organisation or your supply chain
(where relevant) to deliver existing and recently won contracts as well as
other contracts which you are bidding for.

Please review your CPA specific Additional Assurance Report prepared by the
Contracting Body to ensure all relevant risks identified in relation to this
question are addressed in your response.




Please provide a separate response to this question in relation to each CPA for
which you are tendering, clearly indicating to which CPA each response
relates. A score of 3 or below for this question will mean that the tender, in
relation to the CPA in question, as a whole is unsuccessful regardless of what
scores are achieved for other questions.

Present your response at the top of a new page, within these preset margins in
Arial font size 12 up to 4 sides of A4, excluding the question text and these

instructions.




Shaw Trust (ST) will deliver the Work & Health Programme (WHP) in the Home
Counties CPA through a combination of our own direct delivery alongside a supply
chain of four end-to-end subcontractors, specialist subcontractors e.g. RaPT, Ixion,
Gingerbread; and a broader network of local partners/service providers e.g. Inclusion
Thurrock, Norfolk Recovery Partnership, Voluntary Hertfordshire.

Additional Assurance: Shaw Trust’'s 1ISO9001 Quality Management System has
been in place since 1998. In its current format it includes:

e A quality assurance system (our Assurance Framework) which covers quality as
described below including observation, case audits, feedback, self-assessment.

« A performance management system (Performance Management Framework -
PMF) covering direct performance management activity e.g. data/trend analysis,
reporting and meeting structures to monitor and review performance,
improvement planning, interventions to address under-performance etc.

The Frameworks have been in place in their current format since 2013 following the
merger of Shaw Trust and Careers Development Group, to bring two existing
accredited systems together. The changes the latest system has informed include
establishing a “quality helpdesk” as a single point of contact to receive, triage and
disseminate instructions and communications from commissioners and stakeholders;
creation of a streamlined customer care process to ensure rapid response to
customer feedback and complaints, and implementation of a range of self-
assessment tools to drive continuous improvement. These changes have notably
improved contract compliance through effective implementation of change; reduced
our response time to resolve customer complaints by 45%; and improved outcomes
from internal quality assurance audits by 14%.

Shaw Trust has received a strong level of assurance from DWP Provider Assurance
Testing in 2016, which is evidence of the overall effectiveness of our systems. They
highlighted robust auditing, well-embedded client management system and robust
governance and financial management. In addition our Merlin assessment 2016
(good grade) found processes “provide a crucial role in enabling Supply Chain
Fariners to manage and deliver the service, resolve operational issues as well as
identifying any good practice.” _

All managers (including subcontractors) will receive updated training on effective
implementation of the Assurance Framework and PMF to ensure they both contribute
to delivery of the performance and quality standards offered for WHP.

ST will monitor and manage the quality of provision across our own and supply
chain delivery using our embedded ISO9001:2008 Quality Management System
(QMS) to ensure all quality, customer service and contractual requirements are met.
ST’s Director of Compliance, [REDACTED] , has overall responsibility for
performance of the QMS, supported by ST’s Risk & Quality Assurance (RQA) team
responsible for systematic audit to manage effective implementation of the QMS, with
oversight from ST's Audit Committee. The QMS includes contract-specific operating
procedures based on our tender, the WHP specification, emerging best practice and
changes arising to manage quality. All staff including supply chain partners receive
mandatory training in WHP procedures prior to go-live to ensure standards are met
from the start and throughout the life of the contract. ST Area Managers (AMs) and
supply chain partner designated operations managers (DOMs) are responsible for day-
to-day compliance with all mandatory procedures. A cornerstone of ST's QMS is our
Assurance Framework, which informs a risk-based rolling schedule of quality
monitoring, audit of procedures and case documents, and continuous improvement
activities. Activity at local and CPA level, led by the RQA, includes: « systematic
weekly and monthly qualitative data analysis via our Participant Engagement &
Progression Systems (PEPS) to monitor quality indicators and Customer Service
Standards (CSSs) e.g. frequency and appropriateness of engagement. « scheduled
observation of delivery, sampling all elements of the participant journey (engagement,

assessment, planning, reviews, group work eic), across all sites/staff, including peer/
manager observations. * case audits to review individual participant journeys against
pre-defined standards including effectiveness of assessment and identification of need,
Personalised Individual Action Plan (PIAP) reflecting needs, progress against agreed




actions, reviews, how effectively participants are supported to achieve realistic job
goals etc. » participant feedback (see below). « comparative/trend analysis at site,
area and coniract level to identify and share potential best practice/inform continuous
improvement. « annual self-assessment involving staff (including subcontractors),
participants and stakeholders. Qutcomes from all monitoring activity, including DWP
Compliance Monitoring, will inform robust Quality Improvement Plans (see below).

ST will ensure the quality of staff across the CPA through: = recruitment to stringent
person specifications including qualifications/experience relevant to each role e.g.
Support Manager: level 4 |AG or equivalent, experience in a similar role working with
people with complex/multiple barriers. « approval of supply chain job descriptions/
staffing plans to ensure consistent standards. » requirement for staff to complete initial
mandatory training before working with WHP participants, including for subcontractors.
+ individual role-specific quality-focused KPlIs/objectives that promote delivery of high-
quality, tailored activity e.g. % of jobs filled to assure suitability of vacancies; % of
participants engaged in meaningful weekly activity to assure quality of engagement.

- monthly staff reviews informed by audit/observation with clearly defined improvement
processes if staff fail to meet required standards. * ongoing coaching, training and
personal development e.g. PTSD awareness; understanding autism.

To ensure frequency and appropriateness of participant engagement we will:

« agree frequency/methods of contact with each participant in line with CSSs to reflect
assessed needs, documenting on PEPS and in their PIAP. - review frequency of
engagement as needs change e.g. personal situation, emerging health condition.

- produce weekly PEPS reports fo highlight participants at risk of disengaging to
prompt intervention/ensure consistent coniact. « review CSS reports weekly/monthly to
monitor frequency/method of contact and take remedial action with individual Support
Managers (SMs) as required. - use case audits to monitor quality of assessment, how
key challenges are heing addressed, sequencing/prioritisation of activities to ensure
appropriateness of engagement. » qualitative analysis of PEPS data re the range of
activities/services accessed and their impact. « participant feedback (see below).

A dedicated Supply Chain Manager (SCM) will manage and ensure guality of
subcontractor delivery across the CPA with support from the RQA Team. All

processes outlined above will apply equally to subcontractors (including specialist
providers) ensuring consistency across all WHP delivery. Our embedded processes
enable systematic monitoring of all aspects of quality, performance and compliance
and include: « a defailed operations manual establishing mandatory service standard
requirements. » weekly tele-kits and qualitative data analysis. * monthly SCM site visits
to review performance, results from subcontractor and the RQA quality assurance
activity, to provide |AG and capacity building support. » independent participant
feedback via digital survey and interviews as below.

In line with the ambitions of DWP and Shaw Trust to promote joint working, avoid
duplication of services, and embed employability within wider local service delivery,
participants may be referred to services outside of Shaw Trust’s direct conirol e.g.
Cambridgeshire Adult L.earning Services, advice and guidance through Southend
Carers Hub, Sussex Housing and Care. Our approach to monitor the quality of such
services includes: - agreed SLAs where we co-locate with service providers or
anticipate high levels of referrals e.g. Merchant's Place Resource Centre in Cromer
giving access to Citizens Advice Bureau, NHS Wellbeing Services, OCD Action,
Voluntary Norfolk, Mencap, Opening Doors; to establish clear services standards and
review processes. « participant feedback invited following all externally delivered
interventions, with positive/negative feedback shared with the service provider. - direct
engagement by our gqualified Health & Wellbeing Team professionals with local heailth
service providers e.g. Wellbeing Norfolk & Waveney Service {|IAPT), Kent Community
Health NHS Trust, to share information about the quality of services received by
participants. « membership of groups such as Essex Health & Wellbeing Board,
Medway Council Strategic Interface Group, Peterborough Learning Disability
Partnership Board to provide direct feedback on services, and influence continuous
improvement and commissioning. Where we find services are consistently of lower
quality than anticipated we will put a hold on referrals and source alternative services
where possible until assurance is received that issues have been addressed.




Shaw Trust use evidence from activity outlined above to continuously improve
the quality of delivery. Evidence from monitoring and performance reviews inform
multi-level Quality Improvement Plans (QulPs) which may include activity such as
embedding high performing practices in mandatory procedures, developing new
initiatives to address emerging needs using Task & Finish groups; delivering fraining
and coaching for staff or teams e.g. Mental Health First Aid. QuIPs are maintained at:
a} contract level, owned by the Head of WHP covering strategic/systemic and CPA-
wide issues e.g. lack of parity of performance for a particular group such as homeless
early entrants, or common areas for improvement across service delivery; reviewed
monthly by the Quality Improvement Forum. b) focal level, owned by AMs and supply
chain DOMs to take forward site/partner-specific improvements. QulPs are updated
monthly as part of the Performance Review and further reviewed at the quarterly
Contract Review. The RQA team will sample QuiPs as part of scheduled audit activity
to provide independent assurance of standards and consistency across the CPA, and
implement remedial action if issues are identified.

Shaw Trust is committed to capacity building supply chain partners by providing
tailored IAG and support to achieve improvements. This includes access to
coaching/training to increase performance/support professional development;
shadowing of high performing staff within ST or other partners; support with central
business functions e.g. data security, developing policies and procedures to improve
robustness and quality of internal processes. For example, in Live Well Kent we have
helped subcontractors transition from grant funding to PbR using a graduated process
(starting at 10% PbR increasing annually) to improve sustainability in an increasingly
competitive funding market. We share best practice throughout ST and our suppiy
chain through common CPA-wide processes managed by the SCM: » monthly news
bulletins. - quarterly regional forums where subcontractors/ST share experiences/
mutual learning, including presentations from high-performing suppliers. « quarterly
quality reports highlighting positive trends, working practices, case studies. * sharing
audit outcomes highlighting successful approaches and best practice. « inter-partner
champions to lead in specific areas e.g. addressing specific health issues, enterprise.
* sharing resources via secondment/personal development activity to actively promote/
embed practices and support capacity building.

We will obtain feedback from participants regularly in line with our Stakeholder
Engagement & Customer Experience Strategy via: * ad-hoc feedback cards at all
delivery sites and online feedback form. » monthly reviews with the SM. « targeted
surveys (quarterly/annual/ad-hoc). « interviews by the RQA team during site visits/
audits. « focus groups managed by SMs covering subject/cohort-specific themes —
participants will be encouraged to host sessions as part of our user involvement
strategy. We will also utilise our innovative Shaw Online app to elicit targeted feedback
including regular “pop” surveys. ST's RQA team will ensure systems are applied
consistency across the CPA through assurance audits and participant interviews. The
RQA team will also review and analyse feedback (including anonymous), highlight
issues requiring immediate local attention (notifying the AM/DOM of action required)
and identify wider trends including service gaps/emerging requirements to be managed
via the QulPs e.g. as a result of feedback we introduced enhanced lone parent support
by engaging Gingerbread to improve access to parent-friendly jobs, and monthly open
days for ESA participants to improve peer support networks and

wellbeing through targeted activities. Results of feedback will be publicised quarterly
on our website, in our annual performance report, and made available at all delivery
sites. Subcontractors wili follow the same standards and submit a detailed quarterly
report to the SCM, enabling a contract-wide view of the participant experience.

ST treats all complaints seriously. Participants are made aware of the complaints
process during induction, via publicity at delivery sites, and our website. Complaints
may be made face-to-face; in writing; by email (stfeedback@shaw-trust.org.uk) or
telephone to our Customer Care Team (CCT); digitally including via Shaw Online.
Participants are encouraged to talk directly to their SM or local manager to quickly
address any issues arising; but if the issue is not resolved we have an expedited
escalation process to: 1) AM: conducts a full investigation, responds in 5 working days.
2) Operations Manager: works with CCT to undertake a full review, responds in 10




working days. 3) Head of WHP: investigates/reviews how the complaint has been
handled, responds in 10 working days. Participants are given full details of the
Independent Case Examiner should they wish to pursue their complaint further. The
CCT maintains a Feedback & Complainis Register to track, manage and report
complaints and make learning available to DWP and other stakeholders. Supply chain
systems mirror those of ST, with the DOM notifying the SCM of all complaints,
responses and progress in real time, reporting quarterly on trends/improvement
actions. Participants may also raise a complaint directly with ST as above at any time.
The CCT and Head of WHFP are independent of direct front line delivery ensuring
impartiality and integrity of the complaints process. Quarterly reports to the Audit .
Committee via the Director of Compliance provide additional independent oversight.

We will accurately track participants within each cohort through use of our real-
time CMS (PEPS) used by all delivery staff (including subcontractors) to capture all
participant activity from referral to outcome; enabling us to accurately track and monitor
progress of each participant. An automated phase indicator identifies where individuals
are within the journey e.g. engagement, pre-work support (<3 months, 3-6 months, 6
months+), in-work support. Each participant’s progress chart highlights their current
phase against time on programme, time remaining, target date into employment and
number of actions agreed/completed. SMs can assess at a glance whether participants
are progressing as planned. Cohort-specific reports at SM, site and contract level will
monitor progress of different cohorts through the programme phases and towards
achievement of oufcomes through earnings data analysis.

ST will put in place our proposal without adversely affecting other contracts
through dedicated resourcing and business plans. Our business change team
continually reviews existing/new activity to identify and manage associated risks and
mitigate impact. At any one time ST successfully deliver 26 service contracts, via 10
distinct business streams to effectively manage and mitigate risks. This includes
NOMS CFO3 in East of England, Suffolk Wellbeing Service, and Live Well Kent.
Resourcing plans for WHP are contract-specific, with dedicated mobilisation staff, and
key operational staff who will work solely on WHP to ensure delivery is not impacted by
existing/future contracts. Additional resilience is provided by corporate teams e.g.
Finance, Quality, HR, ITC which support delivery across all contracts, with resource
scaled according to the breadth of business requirement. We also have clear contract
run-down processes in place to ensure effective transitioning/delivery of legacy
confracts. This approach enabies us to deliver all concurrent programmes in line with
commissioner requirements. Subconiractors have ideniified current capacity/new
staffing requirements, to provide assurance that VWWHP can be managed alongside
other contracts e.g. Realise Futures, Adult Learning and Building Better Opportunities
in Suffolk and Essex, all of which have wholly ring-fenced resourcing/funding; SCDA's
Care and Support Services and ‘Let's Get Working’ project across East Sussex;
Medway Council's skilis and employability services. The SCM will monifor new
business with subcontractors at least quarierly as part of our risk-managed approach
to identify/address issues at an early stage and ensure mitigation of potential impact.




not mtend to use a"supply chaln please do not'
fanswer question (b) :




Please provide a separate response to this question in relation to each CPA for
which you are tendering, clearly indicating to which CPA each response
relates. A score of 3 or below for this question will mean that the tender, in
relation to the CPA in question, as a whole is unsuccessful regardiess of what
scores are achieved for other questions.

Present your response at the top of a new page, within these preset margins in Arial
font size 12 up to 3 sides of A4, excluding the question text and these instructions.




Shaw Trust (ST) currently manages 120 partners nationally who deliver [REDACTED] +
pa services to support e.g. our Work Choice (WC), Work Programme (WP), NOMS CFO
delivery, giving us extensive experience of multi-sector supply chain management. Our
May 2016 Merlin assessment noted our supply chain processes “provide a crucial role in
enabling the Supply Chain fo manage and deliver the service, resolve operational issues
as well as identifying any good practice.” And were rated “excellent” (overall grade 82%
‘good’).

Our agreed Day 1 supply chain for CPA5 consists of 5 case management providers (4 x
subcontracted providers delivering the end-to-end participant journey via Support
Managers plus Shaw Trust direct delivery) and 13 specialists (delivery of specific
interventions or specialist support at poinis along the journey)} as per Appendix 2. We do
not expect the scale of our case management providers to change over the life of the
contract, and aim to have all these material subcontractors in place until the scheduled
contract end date. We recognise that we need to maintain flexibility so that, if a need arises
for specialist/niche providers, we can expand our supply chain quickly and effectively. Our
ASF (Approved Supplier Framework) process has been put in place to support this and
currently has 132 providers registered.

Contract management practices are built around Merlin Standard principles:

a) Commitment: Our Supply Chain Manager {SCM) is the single point of contact for
contracted providers who will allocate a Designated Operations Managers (DOM) to ensure
clear channels of communication. Subcontracts include service specification, agreed KPls,
minimum standards, performance management, terms and conditions. Our Operational
Support Manual gives information on procurement, management, communication, support,
quality, policies and general standards. The SCM monitors subcontractors in line with our
Performance Management Framework (PMF), which includes: weekly telekits; monthly
meetings to review performance, quality, compliance, resourcing; quarterly contract
reviews covering all areas of delivery/contractual obligations; forecasting/planning for future
demands, strategic changes, volumes, funding and finance. Clear policies address under
performance through our 4-stage Performance improvement Planning (PIP) process, which
encourages open dialogue to address potential or emerging issues. Subcontractors receive
step-in support and close monitoring to ensure improvements agreed in their PIP are
achieved e.g. WC supply chain partner Prospects improved job outcomes by 14% from
82% to 96% of target following PIP intervention.

b) Conduct: ST licences subcontractors to use our central Participant Engagement &
Progression System (PEPS) to capture real-time participant data. This provides
comprehensive performance and progression data including distance travelled and parity
of outcomes between different groups to inform evidence-based improvements. The SCM
and Risk & Quality Assurance team undertake regular scheduled audits including case
reviews, observation of delivery, participant feedback, information assurance and Equality
& Diversity. We also provide access to centralised services e.g. Health & Wellbeing and
Inclusive Employment teams, to enable subcontractors to focus resources on the frontline.
Subcontractors maintain a Quality Improvement Plan (QulP) to drive continuous
improvement; with sharing of best practice promoted through quarterly regional forums,
sharing resources e.g. secondment, job shadowing, access to internal training to actively
promote/embed practices and support capacity building.

¢) Review: Open communication and productive relationships encourage continual
feedback to inform and improve practices, including annual self-assessment involving all
subcontractors. Contract reviews also offer an open and transparent assessment of our
service to ensure it continually responds fo changing needs.

ST will provide the Authority with visibility of costs, margin and overall profit of
subcontractors by including an open book accounting clause in contracts valued over




£75k pa (avoiding unnecessary burdens on smaller partners delivering low value
contracts). Capacity building support, resources and tools will be provided to ensure
subcontractors are able to comply. Reviews of costs, margins and profit will form part of
our monitoring, enabling us to provide DWP with relevant information/reports at individual
subcontractor, full supply chain and contract level as required.

Services we are contractually obliged to deliver o participants for WHP will be divided
geographically between ST and our end-to-end case management subcontractors. ST's
Customer Service Team will administer all PRaP activity and undertake initial engagement,
booking each individual's Start Meeting with the end-to-end provider in their locality. The
provider will undertake all assessment, planning, reviews, and directly deliver individually
tailored core activity (including Support Manager services, jobsearch, placement, and in-
work support} in line with our delivery model and mandatory procedures. Case
management subconfractors will have access to ST’s Health & Wellbeing and Inclusive
Employment Teams to support their internal resources in achieving effective integration
with health services and employer engagement. End-to-end case managers will directly
engage specialist supply chain partners to deliver their agreed targeted specialist services
on-demand CPA-wide.

Additional Assurance: We will ensure subcontractor delivery is aligned to contract
requirements from day one and throughout the life of the contract via a waterfall
subcontract which cascades key clauses, including adherence to the WHP Provider
Guidance and ST’s service delivery requirements. End-to-end subcontractors will
adhere to our standardised delivery framework as per our ISO8001 QMS (based around
contract requirements) and mandatory procedural training, using standardised
resources; while system-based workflows within PEPS will drive mandatory compliance
actions. PMF activity outlined above will ensure consistent, quality delivery across the
CPA aligned to our contract.

Our end-to-end case management and specialist delivery partners have been chosen
— following application and acceptance on to our ASF (demonstrating shared ethos, track
record, organisational stability) - based on the additionality they bring via: a) local insight
and networks e.g. Employ Medway is an experienced, LA-run employment services
provider with extensive links to local community/voluntary services, including co-location
bringing added value via direct access to LA infrastruciure (hub/outreach venues) and
services (Public Health, Adult Education); b) geographical coverage e.g. Papworth Trust
are fully embedded across the north west of the CPA with delivery centres in e.g.
Cambridge and Peterborough; ¢) employer links e.g. Sussex Community Development
Association has extensive links to employers through its current WP delivery; d)
experience of similar delivery at a similar scale e.g. Employ Medway's extensive
delivery of work-/health-focused provision including WP; f) ability to provide all in-scope
services in the specification e.g. Realise Fufures have extensive links with Suffolk
specialist support provision e.g. community mental health, housing; deliver ESFA
employability/essential skills provision; g) specialist services to address specific
barriers e.g. RaPT supporting ex-offenders pan-CPA; Sussex Downs College providing
vocational qualifications and employability sills; Open Door Thurrock — health and
wellbeing services across Essex. Shaw Trust — as a direct delivery provider - has been
chosen where we have embedded local links to key stakeholders/specialist provision and
experience of integrated work and health (e.g. as a result of our Live Well Kent delivery
and Suffolk MH Wellbeing service) and can demonstrate that we are best placed to deliver
e.d. there are no comparable existing providers with the quality, experience, capacity and
track record that we need.

To incentivise, support and motivate subcontractors, ST will: » provide added value
support including access to PEPS, training and support around systems and




processes, delivery tools (Tools for Success, assessmenis) to ensure consistent, quality
delivery that achieves its targets across the CPA; « establish clear KPls and actively
manage subcontractors against them;  reward high performance (>75% of agreed
outcome volumes) through a price acceleration model; » share monthly performance
league tables to stimulate healthy competition; « promote ‘inter-partner champions’
enabling high-performing/innovative subcontractors to take a lead in their area of expertise
including up-skilling, secondment, mentoring; * use our charitable reserves to fund pilots
led by subcontractors to test new innovative ideas to inform service development; « involve
them in developing services through Task & Finish groups to promote collaboration/share
expertise; « hold annual eventsfawards to celebrate individual and team success; « provide
opportunities for high-performing partners to increase volumes and/or expand into new
contract areas.

To ensure individual participant requirements are covered by our supply chain we
will meet all needs through a blend of direct delivery, specialist support partners and by
accessing “free at point of access services”. Our local provision mapping will be updated
quarterly to ensure it remains relevant, avoids duplication and promotes joined-up holistic
working. Our well connected local end-to-end case management providers with embedded
links to local services (as outlined above) will drive this through their Support Manager
(SM) teams. This ensures: a) experienced providers, with proven capability to address
additional needs such as poor functional skills, addictions, mental health issues, and
lifeskills are engaged; b) their expertise and knowledge is shared across the CPA through
partner forums; ¢) specialist partners are engaged, by SMs to address targeted needs
either CPA-wide or in a specific locality to address a local issue e.g. Suffolk Mind
supporting participants with mental health issues. We ensure our WHP delivery is meeting
needs via continual monitoring of assessment outcomes, demographics and participant
additional needs and via formal service reviews bringing monitoring data together to
identify gaps and plan services.

Where we need new specialist partners to meet emerging needs we will use our
Specialist Intervention budget to commission services to plug gaps or increase capacity
using our established/Merlin compliant supply chain processes. Ad hoc/one-off services will
be purchased directly from the service provider to ensure support reaches participants
without delay. Extended relationships with specialist providers will be managed via our ASF
process.

We will ensure continuity of service provision where there is any change in our supply
chain by employing a fried and tested transition process to expedite an effective transfer of
participants to a new partner, existing subcontractor in a new area, or ST. A key benefit of
our community-based co-located model is our ability to mobilise in a very short timescale.
Our Business Continuity Plan’s staged approach includes: robust communication with all
‘parties to allay fears/uncertainty; providing maximum notice to minimise disruption; using
our centralised PEPS to transfer historic/current participant data to other WHP staff to
facilitate uninterrupted transition/smooth handover of data; rapid subcontractor on-boarding;
seconding experienced Shaw Trust personnel to assist transition. A similar approach will be
used if specialist providers change, with our SCM managing a structured handover between
the incumbent/new provider.

Our contingency plan for maintaining the entire scope of our proposal starts at the
point of supply chain design. Stringent risk management, identification and engagement of
like-for-like providers via our ASF, early/comprehensive due diligence, and use of
organisations with sufficient capacity/resources, mitigates the likelihood of an end-to-end
provider withdrawing before go-live. During procurement, we have identified case
management and specialist reserve providers able to deliver relevant services in each
location (4 identified in CPA 5) with our Partnership Manager maintaining regular contact
throughout implementation. This enables us to replace any subcontractor at short notice.
The breadth of our wider business also enables ST to increase direct delivery if necessary.




Q2341 Human Resources, Recruitment & Trammg

Detail the human resources (mcludmg any known sub- contractor staff) that you will use tow
deliver and manage this provision.

Your response should include:

o A clear explanation of how you will ensure the staff deployed/recruited on WHP
will have relevant skills or experience, covering all customer groups. How you will
ensure you and your supply chain partners are consistent across the whole supply
chain and how you will ensure all staff are trained to an appropriate standard.

o Minimum and maximum caseload per advisor including a rationale for why this is
considered appropriate against your delivery proposal, from day one and through
the life of the contract.

¢ The number of existing staff and those who will need to be recruited through the
life of the contract, for you and your supply chain (where applicable).

» A clear description of how you, and your subcontractors, will recruit, train and
retain staff to ensure effective delivery of this provision and satisfactory
performance from the start of the contract and throughout its lifetime.

e A clear explanation of how you, and your subcontractors, will manage sickness
absences and annual leave during peak times, including contingency
arrangements for managing the absence while maintaining the quality of service
delivery and performance levels.

o How you will manage your staffing level as volumes of participants increase and
decrease over the life of the confract.

Please review your CPA specific Additional Assurance Report prepared by the
Contracting Body to ensure aill relevant risks identified in relation to this question
are addressed in your response.

Please complete Appendix 4 to provide human resource details.

Please provide a separate response to this question in relation to each CPA for
which you are tendering, clearly indicating to which CPA each response relates. A
score of 3 or below for this question will mean that the tender, in relation to the
CPA in question, as a whole is unsuccessful regardless of what scores are
achieved for other guestions.

Present your response at the top of a new page, within these preset margins in Arial
font size 12 up to 2 sides of A4, excluding the question text and these instructions.




The staffing resource we will utilise to deliver Work & Health Programme (WHP) in
CPA 5 at steady state (Nov-19) is detailed in Appendix 4.

Additional Assurance (point 4}): Appendix 4 includes roles/responsibilities for Head
of Health & Wellbeing (HHW), Health & Wellbeing Advisors (HWAs), Volunteer
Coordinators (VCs). HWAs are not caseloaded; they provide advice to Support
Managers (SMs) to address participant needs and interventions for complex cases or
where essential services are not available locally. We expect 20% of participants with
health issues may benefit from indirect/direct interventions; with three-way video
conferencing / digital support extending their reach CPA-wide. The HHW is an
existing member of staff and part of our central business resource who will offer
advice on all matters relating to mental/physical health and wellbeing, ensuring fidelity
towards our Practice Framework. VCs will recruit, develop and support our Expert
Volunteers, managing 100 volunteers (1 VC in CPA 5) and supported by our central
volunteer team developing volunteer roles and providing management/admin support.

To ensure ST/subconiractor staff have relevant skills/experience, and provide a
consistent service pan-CPA, we will implement our robust recruitment process to
stringent person specifications, with competency-based interviews backed by eligibility,
qualification and reference checks. Job descriptions used by ST and subcontractors
stipulate essential/preferred qualifications, experience and occupational standards,
using a matrix of skills reflecting local demographics — e.g. SMs have lived experience/
specialisms reflecting common needs of participants in a locality e.g. SM with lone
parent support background in Swale/HM Forces background in Colchester; HWAs
specialising in musculoskeletal problems, mental health/addictions which have an
impact on employment across CPA 5. Induction and continual professional
development processes, including mandatory delivery training, specialist training in
common conditions e.g. Mental Health First Aid, dyslexia, Asperger's ensure staff are
trained to an appropriate standard.

Additional Assurance (point 4): Our Implementation Plan maps milestones for
recruitment for all key roles, including HWAs and VCs, which will be recruited and in
post by Go Live. Recruitment starts prior to notification of Intention to Award with job
description sign-off (including essential qualifications/experience), advert preparation,
and early market testing by preferred recruitment agencies; to ensure the full process
(usually 8-12 weeks) can be initiated at nofification, with sufficient time for induction
and initial fraining to be undertaken before Go Live. Contingency options include
seconding existing staff in these roles should there be unexpected recruitment delays.

Caseload sizes: SMs will have a minimum caseload of 32 and maximum caseload of
48 active participants at steady state (20% tolerance on our target caseload of 40).
SMs will have less than the minimum over the first/last 3 months of delivery as the
contract ramps up/winds down. This is appropriate as it: « enables us to flex caseloads
in line with the complexity of current needs e.g. SMs with complex caseloads requiring
intensive work can run lower caseloads; * enables delivery of the personalised/
intensive support shown to achieve success for WHP groups (Halving the Gap,
Learning and Work Institute, 2016; Evaluation of Work Choice, DWP 2013; Evaluation
of Support for the Very Long Term Unemployed Trailblazers, 2012) — SMs will meet all
participants face-to-face at least fortnightly, with frequent face-to-face, telephone and
digital interventions for those needing more support; * gives SMs capacity to engage
participants via outreach where appropriate; « allows SMs to dedicate time to inter-
agency/joint-working to promote positive outcomes and provide continuity of support to
participants in work. Our additional support resources significantly extend SMs’
capacity to work intensively with participants, enabling us to commit to these lower
caseloads - this includes our digital offer, specialist support from HWAs and Inclusive
Employment Consultants (supporting effective employer engagement and vacancy
generation), and Expert Volunteers offering added-value support for participants.
Existing Staff/New Recruits: Following a staff audit exercise across the delivery
partnership (ST and subcontractors), we expect [REDACTED] of profiled staff roles
[REDACTED] on Day

1 to be filled by existing staff (subject to interview and up-skilling to meet enhanced
requirements of new roles); and to externally recruit for [REDACTED] of Day 1 roles.
By peak capacity we will have recruited an additional [REDACTED] staff, comprising




an anticipated [REDACTED] internal transferees from ST and subcontractors,
including from contracts that are ending; and [REDACTED] via recruitment including
other TUPE transfers (total [REDACTED] recruited).

ST and our subcontractors will recruit, frain and retain staff to ensure effective
delivery and satisfactory performance from the start of the contract through: a)

' Recruitment. adverts on industry websites e.g. Indus Deita, FE Careers; third/public
sector media e.g. Guardian Jobs, ThirdSector.co.uk; local media e.g. East Anglian
Daily Times; digital media including Linkedln — 44% of ST applications are made
through our website (286k+ visitors in 2015/16) and social media. We use a robust,
staged selection process: 1) initial screening and sift (CV or application form). 2)
Assessment Day: role play, written tasks. 3) second interview: group problem solving
activities, extended face-to-face interview. 4) final screening for successful
applicant(s), references, DBS etc. We require subcontractors to utilise similar robust
selection processes. b) Training: Inductions ensure employees understand their role
and the tools/support available to them to maximise performance; contractual targets/
requirements. SMs receive a locality-based induction to increase understanding of the
local context e.g. partnership structures, integrated working; and barriers faced by
participants e.g. refugees in Peterborough. ST invest >£600k annually in learning and
development, deliver 45 internal courses e.g. Working in Multi-Agency Teams, and
sponsor external training. We will deliver mandatory fraining to subcontractor staff
around WHP systems, procedures and delivery requirements before approving them {o
deliver the service; and open internal training opportunities to them. ¢) Retention: ST
offer industry-leading salaries, strong training/development pathways, performance
incentives and other benefits e.g. discounted gym membership, healthcare plan. Staff
support includes an occupational health and Employee Assistance service. Appraisals,
regular 1:1s and development plans are used to support staff development and we
enable our staff to follow career progression routes e.g. our Chief Financial Officer
started at ST as an interim accountant. SC partners have demonstrated that they share
ST's ethos and commitment to staff through a due diligence process which included
review of staff turnover rates and employment terms and conditions.

ST and our subcontractors will effectively manage sickness absence and annual
leave to maintain quality and performance, using our robust attendance policies and
procedures. Absences for ST staff are recorded on our iTrust system, which generates
reports to highlight leave allowances and sickness patterns. Annual leave is restricted
during anticipated peaks to maintain sufficient staffing across all key roles, and must
be applied for at least a month in advance enabling managers to plan cover. Staff
report sick absence to their line manager by 9:00 am, advising an anticipated return
date and details of outstanding/planned work. Managers reassign work for the duration
to ensure key services are maintained. We use the Bradford Factor to determine action
for managing frequent or long-term sick absence, monitored monthly by HR.
Contingencies to maintain performance/service quality include warm handover before
scheduled absence; shared CMS enabling other staff to provide uninterrupted service
to participants; flexible working practices enabling shori-term relocation; emergency
secondments; designated 'act up’ individuals; sector-specific agencies to backfill long-
term absences. Subcontractors will use their own in-house systems which have
undergone due diligence to ensure management practices reflect ST processes as a
minimum. Subcontractors report monthly to the Supply Chain Manager on resourcing/
absences enabling us to effectively manage and deploy appropriate contingencies.

ST will manage staffing levels as volumes fluctuate by planning staff resource
quarterly using forecast profiles. Low caseloads offer inbuilt flexibility to deal with short-
term variations. We will manage persistent increases by re-deploying/re-allocating

staff, seconding qualified staff from other business areas; recruitment. Longer-term
reduction wili result in non-replacement of staff through natural turnover, redeployment
to other business areas, cessation of fixed-term contracts or reduction in headcount.




Q 2.3.13 Delivery Infrastructure

Please provide details of the delivery infrastructure you will use to deliver this
provision, including details of premises, digital support and any outreach services.

Your response should:

Explain why you consider your delivery infrastructure to be suitable for this
provision and the specified participant groups (please see paragraphs 2.11 to
2.19 of the WHP Specification), and how you will ensure consistency across the
whole CPA.

Where applicable, describe any outreach or co-location services that you will
provide, how you intend to provide them, the rationale for providing such
services and how and why this approach will result in parity of services across
the CPA.

Explain why you consider digital services or other non-face to face services, if
appropriate, would be suitable for this provision and the specified participant
groups (please see paragraphs 2.11 to 2.19 of the WHP Specification). Please
provide two examples of where these services have been successfully deployed
on current or previous relevant contracts. Why and how were they successful?

Clearly describe how your proposal will achieve full coverage and consistency
across the entire CPA.

If you intend to use existing premises, outreach centres or co-location, explain
how delivery of this provision will fit with current use.

If you intend o secure new premises, indicate the timescales for doing so ahead
of go-live and your contingency arrangements for ensuring timely delivery of this
provision.

Detail your contingency plans for dealing with fluctuating participant volumes
over the life of the contract, including the minimum and maximum volumes that
can be handled at any one time without having an adverse impact on your
premises proposal. Please provide one example of how you have managed
fluctuating volumes on a previous contract.

Please review your CPA specific Additional Assurance Report prepared by the
Contracting Body to ensure all relevant risks identified in relation to this
question are addressed in your response. -

Please complete Appendix 5 to provide your delivery infrastructure details.

Please provide a separate response to this question in relation to each CPA for
which you are tendering, clearly indicating to which CPA each response relates.
A score of 3 or below for this gquestion will mean that the tender, in relation to
the CPA in question, as a whole is unsuccessful regardless of what scores are
achieved for other questions.

Present your response at the top of a new page, within these preset margins in Arial
font size 12 up to 3 sides of A4, excluding the question text and these instructions.




Shaw Trust (ST) and subcontractors will deliver the Work & Health Programme from:
- 2 1) Fixed delivery premises.

Fixed Co-location Sites are our primary delivery
locations. Formal occupancy arrangements facilitate
delivery of the full support offer on a regularffixed basis.
Co-location integrates WHP with local services, ensuring
we prowde holzstlclsequenced work and health support.
in % in Norwich and Colchester
are the central sztes for our WHP operations in CPAS e.g.
home to ST Inclusive Employment/Health & Wellbeing
Teams. Situated in areas of high need/flow, Hubs will be
inclusive community spaces that integrate support services
mapped to local paricipant needs.
ST Subcontractor Fived Premises are already used for
equivalent services e.g. Employ Medway deliver Work
. Programme (WP) from LA sites across Kent.

) Ad jitional znfrastructure
Outreach locations will be utilised on an ad-hoc bhasis, to meet participant needs that
cannot be satisfied through our fixed premises e.g. pre-employment training at
employer sites, group training in remote communities, accommodating participants with
specific demographic/disability needs. Our local teams will develop networks of
outreach venues e.g. community/children’s centres, libraries and probation offices, to
ensure we can deliver our full support offer to all participants across the CPA.

Digital infrastructure to deliver our full support offer via: CISCO Jabber secure video
conferencing e.g. 1:1 support, streaming group workshops, case-conferencing with
health professionals; Shaw Onfine digital community {(online and mobile app) providing
participant access to Tools for Success resources, ST sector-leading job
matching/application system (tailored to location, job goals, skills), direct messaging,
local services search; provision of 4G tablet/internet package to help participants
overcome restricted internet access at home and increase digital engagement.

Suitability: Our delivery infrastructure is informed by: a) existing ST provision e.g. Live
Well Kent participants with health conditions requiring confidential space; b) best
practice e.g. an independent evaluation of our existing Community Hubs identified co-
located services as driving participant engagement; ¢) focus groups e.g. 100+ ST
participants identified the ability to access multiple services in one visit as a key benefit
of our Work Choice (WC) delivery sites. All premises are suitable for:

a) The Provision because they: « are co-located sites that increase use of
employment services/facilitate greater levels of communication between service
providers (Cameron et al, 2013); « are Equality Act compliant, have disabled access
e.g. street side entry, and meet health and safety standards; « provide suitable space
for confidential 1:1 support, group activity, and time-out;  provide a range of participant
resources e.g. IT/Internet, phones, photocopiers, printers; » are in familiar and readily
identifiable central locations e.g. Papworth Trust in Peterborough Town Centre; « are
close to business hubs to maximise access to local jobs e.g. Harlow Wellbeing Hub is
12 miles from Stanstead Airport (which employs 11,600 people).

b) Specified participant groups because they are: » co-located sites that support
immediate access to complementary services e.g. Addaction for participants with
drug/alcohol dependencies at Maidstone Community Support Centre, and facilitate
delivery of sequenced work/health support e.g. SMs working alongside Community
Nurses/Occupational Therapists at ECL Wellbeing Hubs across Essex;  outreach sites
that maximise local access to our full support offer e.g. for participants who lack
confidence to travel, and act as a precursor to moving participants towards main
delivery/employment centres as their resilience builds; = vibrant community spaces that
offer engaging activities e.g. for LTU participants lacking motivation; « already used by
participant groups who may not otherwise engage e.g. ex-forces personnel at RBLI in
Dartford; « accessible for participants who rely on public transport e.g. average home-
to-provision journey of 30 minutes (max 60 minutes) via bus/train. Participants will be
supported to access concessionary travel e.g. Disabled Person + Companion Bus
Pass, and community transport schemes e.g. Colchester 360; » continually reviewed to
ensure they remain appropriate/accessible for emerging groups e.g. Homeless




Prevention Trailblazer participants in Chelmsford.
Consistency across the CPA: see below.

Outreach/Co-location Services will provide the same full support offer available in all
other premises, including 1:1 support/group activity; Tools for Success modules;
targeted interventions e.g. neuro-diverse support; access to wider services; social
prescribing; [REDACTED] . SM'’s lower caseloads (average 40) will ensure they have -
time fo work peripatetically, while 4G-enabled laptops, maobile phones, and ‘Training to
Go' consumables enable digital access to all delivery resources and video
conferencing. Fixed co-location sites will have sufficient hardware/software to access
all delivery resources. All interventions have varied/adaptive delivery methods e.g.
group workshops can be delivered one-to-one (and vice versa), and can be digitally
streamed to facilitate remote group activity with participants in multiple locations.

Rationale. We will provide our full support offer in cutreach/fixed co-location premises
across the CPA, ensuring all participants can access all of our services, regardless of
their location. Where we identify a common/high need within a specific geography, e.g.
ESOL for concentration of refugees in Medway, we will provide sufficient resource to
meet this need. This includes using our Specialist Intervention Budget to commission
new services (where there is a gap), and increase capacity to deliver existing services
(where there is high demand). This ensures we deliver the right support, to the right
participants, in the right locality. Support will be tailored to reflect local labour markets
e.g. pre-employment training in Dover Big Local's Community Hub may focus on
logistics [REDACTED]

Parity of services across the CPA will be achieved by making our full service offer
available in all/any location, and promoting peripatetic working by SMs e.g. through 4G
resources and lower caseloads, to accommodate individual participant need.

Digital services: ST's WHP delivery will focus on regular face-to-face engagement,
supplemented by digital services. With 25% of disabled people having never used the
internet {ONS, 2016), and varied usage across the CPA e.g. 19% of Thurrock
residents have not used the internet in the last three months/ever, participants will
need support to engage with digital services. A Digital Skills Assessment will inform our
individual approach for each participant. Participants will not need to access digital
services if they do not wish to. Our digital services are suitable for:

a) The provision because they: Provide parity across the CPA e.g. delivery of full
support offer to all participants, regardless of location; Promote integrated and properly
sequenced work/health support e.g. through SMs video-conferencing with IAPT
keyworkers; Offer multiple access channels e.g. web-chat, messaging, video
conferencing; Are secure e.g. Cisco Jabber is fully encrypted; Provide 24/7 access to
Shaw Online resources, supporting independent development of employability skills.
b) The Specified participant groups because they: Reflect generally high levels of
internet use (75%+ of UK adults use the internet daily, ONS); Are accessible to
disabled participants e.g. our Accessibility Team will ensure Shaw Online meets Web
Content Accessibility Guidelines; Increase engagement for participants with fluctuating
health/chactic lives; increase participant confidence in accessing “digital by defauit”
services, online job searching, and other services that increasingly apply digital
engagement e.g. mental health support, bidding for social housing.

We used digital services successfully on a) WP using a ‘Skills for Work’ Moodle co-
designed with Charity Learning Consortium for participants to access learning
resources remotely. This was successful because it targeted participants with low
attendance at delivery centres, giving them access to support they would otherwise not
have received. 1800+ users gained a certificate. b) WC using video conferencing for
1:1 support/group activity, and remote mentoring from Expert Volunteers e.g. an IT
expert in Ipswich mentoring a participant in Cromer. This was successful because it
enabled disabled participants with access issues to positively engage, and allowed
volunteers to share locally held expertise across a wider area. 100% of participants
said the remote engagement was more convenient for their circumstance.

Full geographical coverage will be achieved by: a) Fixed premises in areas where
anticipated flow is highest e.g. Norwich, Cambridge, Medway. b) Agreed outreach sites
in rural hub towns e.g. Attleborough Community Hub, locations with reduced public
transport e.g. Healthy Hub in Stevenage, and areas of low flow e.g. West Kent Mind in




Sevenoaks. ¢) Digital services to support all participants across the CPA. d) Main sites
e.g. Norwich Hub, being mapped to public transport routes from outlying areas.
Consistency across the CPA will be achieved through:

a) Providing the full support offer to all participants, irrespective of location. b) Using
standardised delivery procedures e.g. Tools for Success; ¢) Quality Assurance
measures e.g. monthly delivery observations across all sites (including digital delivery).
d) Independent participant feedback via quarterly surveys/interviews.

Existing premises, outreach centres, and/or co-location sites are already used to
deliver similar programmes e.g. WP at the Isabel Blackman Cenire (Hastings), and/or
services appropriate to WHP participants e.g. multiple services (including SSAFA) at
South Ockenden Centre. This ensures existing usage is compatible with WHP
services. As some programmes taper-off/fend in 2017/18, they will release additional
capacity for WHP. Capacity has been analysed as part of due diligence to ensure WHP
through-flow can be accommodated. New Premises include ST Hubs in Norwich and
Colchester, and 28 (23 ST) fixed co-location sites. Our estates strategy, led by ST's
Facilities Team, ensures all fixed delivery premises are available/operational 3 weeks
before go-live, including all legal, refurbishment, and fit-out requirements for Hubs; and
formal occupancy agreements with co-location partners based on immediate access.
Contingency arrangements to ensure timely delivery include outreach from pre-
arranged locations e.g. The Hub (Leigh on sea), existing group premises e.g.lxion, and
short-term office rental e.g. at Vauxhall Community Hub in Norwich.

Managing Fluctuations: Monthly rolling forecasts of through-flow/capacity will inform
our Estates Strategy throughout the contract. We have modelled inbuilt capacity
tolerances to ensure short term fluctuations of +/- 20% have no adverse impact on our
proposal. Our model of minimal stand-alone delivery infrastructure and preference for
co-location premises ensures flexibility/responsiveness to fluctuating demand. In the
event of sustained increase in volumes our contingencies include: CPA wide database
of pre-vetted co-location sites; sourcing new co-location sites through existing/new
parinerships; use of wider SCP estate; serviced offices; short-term lease
arrangements. This ensures premises can be readily/flexibly mobilised at short notice,
The table shows maximum/minimum volumes that can be managed at any one time
without impacting our proposal (+/-20% expected through-flow).

Year 1 Year 2 Year 3 Year 4

Year b

Expected

[REDACTED]

[REDACTED]

[REDACTED]

[REDACTED]

[REDACTED]

Minimum

[REDAGTED]

[REDACTED]

[REDACTED]

[REDACTED]

[REDACTED]

Maximum

[REDACTED]

[REDACTED]

[REDACTED]

[REDACTED]

[REDACTED]

Exampie: Throughout WP, referrals have been up to 50% above anticipated levels
e.g. intfroduction of PG9 prison leavers/PG6b ESA, and 30% below anticipated levels
e.g. overall decline in LTU. We managed fluctuations by: increasing/decreasing desk
space in co-located sites; extending/running down flexible leases; re-allocating
referrais to SCPs with premises in high flow areas e.g. Renaisi in Lambeth; increasing
outreach delivery e.g. in probation offices to serve this emerging participant group;
sub-letting surplus office space e.g. to Maximus in Southampton.




Q 2.3.15 Management Structure

Please submit an Organisation Chart anngsxde the response below. Please note
there is no page limit requirements on the organisation chart.

Please provide details of your management structure, systems and processes.
Your response should:

+ Describe your proposed management structure for the live running of this
provision, including any subcontractor roles directly managed by your
organisation (where relevant) and the percentage of time that will be
allocated to this contract for each listed role.

¢ Provide a clear explanation of your capacity to manage this provision,
during mobilisation and live running, ailongside existing commitments and
any potential future commitments.

¢ QOutline the risks you have identified within your management structure and
how you will mitigate against them including any escalation routes for both
you and your subcontractors (where relevant).

o Clearly describe the systems and processes that will be used to prevent
fraud. This should cover providing details of the robust audit trail of
evidence that you will implement including but not be limited to: attendance
records/action plans, participant consent, evidence to support claims for
outcome payments and systems that will be used to prevent fraud for
participants in self-employment.

Please review your CPA specific Additional Assurance Report prepared by
the Contracting Body to ensure all relevant risks identified in relation to this
question are addressed in your response.

Please provide a separate response to this question in relation to each CPA
for which you are tendering, clearly indicating to which CPA each response
relates. A score of 3 or below for this question will mean that the tender, in
relation to the CPA in question, as a whole is unsuccessful regardless of
what scores are achieved for other questions.

Present your response at the top of a new page, within these preset margins in
Arial font size 12 up to 2 sides of A4, excluding the question text and these
instructions.




Proposed Management Structure: The Organisation Chart (Appendix 1) outlines
Shaw Trust's (8T) robust management structure for the Home Counties Work &
Health Programme (WHP). Building on our track record of excellence in delivering
large-scale government programmes e.g. largest provider of Work Choice (WC), our
reporting hierarchy connects delivery teams to the Executive Management Team
(EMT). The EMT report o ST’s Board of Trustees and Board Sub- Committees e.g.
Performance & Investment, Audit & Risk, to guarantee rfgorous oversight of
organisational/financial stability, qualtty/compllance service delivery, and future

Executive Director of Enterprise & Operations (EDEO) is am
of EMT oversees'ail ST__o erat;ons*repoﬁs dlrectiy o C_EO

':Operatiohs Manager {OM) reports to HoWHP, is. responsible for
dellveryiperformance line- managlng ‘Area’ Managers "and developm
/partne ' L

’Suppiy Cham Manager (SCM) reports to OM and manages Supply
Chain: Partners (SCPs)/commnss;oned services: to ensure consnstentl
ality de : i

Addltlonal management capamty is resourced through ST's central business support
functions, including our Head of Health and Wellbeing who ensures compliance/good
practice throughout the business, on all matters relating to mental/physical health
and wellbeing, ensuring fidelity towards our Practice Framework.

Capacity to manage the provision: As a national charity with significant resources
([REDACTED] turnover), we will draw on our track-record of mobilising/delivering
concuwitent large-scale contracts e.g. managing 16 WC contracts, and mobilising
NOMS in 3 regions, while retaining our status as the highest performing WP prime in
East London. Our established business/resourcing policies ensure sufficient capacity
to manage WHP alongside existing commitments e.g. Live Well Kent, run down of
WP/WC, and potential future opportunities e.g. Suffolk MYGO Service, London
WHP. Mobilisation: Our Head of Implementation will lead our mobilisation process
through to live running. A team of experienced work stream leads are seconded to
WHP throughout mobilisation to ensure sufficient resource is in place to achieve all
mobilisation activity on-time/to budget. This activity has already commenced. Live
Running: All ST/SCP operational staff will work solely on WHP to ensure delivery is
not impacted by existing/future contracts — SCPs have provided assurance to this
effect, and the SCM will monitor any new business they undertake. Additional
resilience is provided by ST corporate teams e.g. Finance, Quality, HR, supporting
Managers across all contracts, with resource scaled up/down as required.

Identified Risks: All risks are managed through our robust Risk Management
Framework which includes bi-monthly risk reviews by business leads across ST,
including the SCM to represent SCPs. This provides clear escalation through the
EMT to our Audit & Risk Committee. Identified risks: a) Hierarchical layers delay
decision-making. Mitigation: Clearly defined decision-making responsibilities
commensurate with every level/role. Where a decision cannot be made at a specific
level, clear escalation procedures ensure swift resolution. b) Loss of key managers




impacts performance. Mitigation: Effective staff retention policies including strong
development pathways that provide opportunities for future managers to develop;
staff trained and ready to ‘act up’ in the event of absence; swift recruitment of
permanent replacements through established networks. ¢) SCM not in post to
manage SCPs. Mitigation: Partnership Manager (central resource assigned to the
CPA) has existing relationship with SCPs and will be seconded on an interim basis
until the post is filled; WHP Operations Manager and Risk & QA Team will provide
enhanced support on performance management/quality assurance for SCPs. d) SCP
DOM leaves/long-term absence impacting on communication, performance and
quality. Mitigation: effective forward planning during quarterly service reviews with
SCPs to pre-empt issues; ‘act-up’ staff in place; second experienced ST manager to
support SCP. d) Insufficient AM resource to support additional SMs (deployed to
meet increased flows). Mitigation: Re-deploy AMs from areas of low flow; second
managers from other business areas; swift recruitment of permanent staff.

Systems and processes to prevent fraud: WHP will be managed in line with our
ISO8001 certified Quality Management System, and policies/procedures that include
Confidential Reporting & Whistleblowing, Fraud & Corruption, Data Protection,
Document Retention, and Information Assurance. Our most recent DWP PAT report
commended ST’s comprehensive approach to risk management, and its application
across our supply chain - SCPs must evidence policies/processes that are equal
to/better than our own, or adopt those of ST. Our contract-specific procedures outline
the standards/requirements for WHP including evidence to support outcomes
(particularly self~employment). The procedures apply across our supply chain,
defining clear audit trail requirements against which ST/SCPs will be managed.

Use of our Participant Engagement & Progression System (PEPS) by ST/SCP staff
will provide a secure mechanism for storing data, recording participant progress, and
managing claims. In-built work flows, compliance rules and automated error checks
ensure activity is documented/evidenced e.g. ESF1420 signed af referral, |D
checked to evidence eligibility; fields validated upon entry e.g. job outcome cannot
be achieved before salary data meets income threshold; progression through system
prevented if mandatory activities are incomplete e.g. monthly review. System audit
trail logs/user access controls ensure all data is traceable to reduce risk of fraud.

A secure repository in PEPS for copies of original documents, ensures effective data
storage that supports a robust audit trail of evidence. This includes; Participant
Consent: hard copy with participant’s wet signature uploaded to PEPS, mandatory
field on PEPS to confirm consent, flagged for review. Attendance: digital signature
for each attendance; signed course registers for group activity; timesheets signed by
external providers; all contact/attempted contact recorded. Action Plans: signed
version stored on PEPS; signature at each review to confirm attendance and
agreement with content/actions. Outcomes: employer details documented on PEPS;
clerical contingency for failure in RTI. Self-employment (SE): clearly evidenced
journey with specific SE interventions; full business details on PEPS; certified copies
of HMRC documents uploaded; confirmation template for SE.

Compliance/accuracy checks of PEPS data are undertaken by OM, AMs, and
Finance Team, as part of the performance management and audit process, including
cross checking against wider evidence e.g. signed course attendance, to assure
data accuracy. Embedded segregation of duties between staff i) inpuiting data
(SMs), ii) validating/authenticating data against pre-defined outcome specific
checklists (AMs), and iii) evidencing/authorising claims (Finance), ensures payment
validation before PRaP submission, fraud prevention and compliance with DWP/ESF
requirements. If potential fraud is identified, we will immediately notify DWP,
commence internal investigation, and take swift and robust action as required.




@ 2.3.16 Performance Raticnale

PART A )
Please outline the rationale for the Performance Offer as outlined in the CCR.

Your response should:

[ -]

Clearly identify each step in how you calculated your Performance Offer and
provide a rationale for the baseline offer for each participant group, detailing

-the key elements of delivery and the associated level of uplift for each

element that you expect to make up your Performance Offer. Detail any
research, evidence and/or experience from relevant past delivery which
underpins your Performance Offer for each participant group including any
assumptions and dependencies in each step.

Clearly identify the key risks to each dependency and to each assumption
underlying your Performance Offer being as you have calculated and how you
would ensure that you achieved your Performance Offer if any of those risks
occurred.

Clearly explain why you believe that your Performance Offer is achievable
and realistic detailing any research, evidence and/or experience from relevant
past delivery which underpins your Performance Offer.

Describe how you will proactively manage the achievement of performance
levels and customer service standards as detailed at paragraphs 2.5 and 2.6
and paragraph 4.23 of the WHP Specification or outlined within your response
below, by you and your supply chain, including the frequency and level of
detail of monitoring activity and trend analysis.

Identify how you will develop and implement effective solutions to correct
failures to meet performance levels and customer service standards in a
timely manner and ensure that it does not re-occur, for both you and your
supply chain. |

Explain how you will proactively engage with the Contracting Body to notify us
of any issues and remedial actions rather than waiting for scheduled review
meetings. '

Outline your CSSs in line with paragraph 2.5 of the Specification. Please
ensure these are SMART; Specific, Measurable, Achievable, Realistic and
Time bound.

Please review your CPA specific Additional Assurance Report prepared by the
Contracting Body to ensure all relevant risks identified in relation to this
question are addressed in your response.




Please provide a separate response to this question in relation to each CPA for
which you are tendering, clearly indicating to which CPA each response
relates. A score of 3 or below for this question will mean that the tender, in
relation to the CPA in question, as a whole is unsuccessful regardless of what
scores are achieved for other questions.

Present your response at the top of a new page, within these preset margins in
Arial font size 12 up to 5 sides of A4, excluding the question text and these
instructions.




Shaw Trust's (ST) Work & Health Programme (WHP) performance offer is based on
26 years’ experience achieving positive outcomes with similar groups in CPAS. The
table below shows each step used to calculate our performance offer and the effect
on our calculation (uplift +, reduction —) for non-Devolution Deai Areas (non-DDA)
and DDA:

- Disabled | Early Access | . - - LTU:

Stéps [+ Non [ DDA [ Non [ DDA | Non [ DD

. Job Entry (JE) Basellne [REDACTED]

. Subsidised employment

. Mainstreaming Subsidised

. Absence of 16 hr minimum

1+

. RTl employment

RO I B —

Delivery Elements o oo

~ Support Manager (SM)

~ Health Wellbeing Team (H&WT)

~ Specialist services

-~ Self-employment (SE)

~ \Work Experience

Fi+ |+ +Fi+]+]

Incluswe Employment Team
: “Job Entry Rationalise

o

FuII .JE to Job Outcome (JO)

7. Below £3k earnings -

8. Potential muliiple jobs +

9. Enhanced in-work support (IWS) | +
. “Job Entry to Outcome Rationalised :
Total

“Qverall Performance Offer

Assuwgtlons and degendenmes for each Steg_gnd assomated rtsks are below
along with mitigation (M: see "achieving our performance offer” below for mitigation
code).

Step 1: CPA Work Choice (WC) performance for Disabled and Early Access (EA),
ST's Work Programme (WP) performance for Long-Term Unemployed (LTU);
rationalised against end-to-end subcontractor performance and weighted against
anticipated flows. Assumptions: 1) We maintain Dis TEA LT

current performance levels as a minimum. Risk: Failure F{2wi [REDACTED]
to achieve the baseline will impact on outcomes. M: a, [Sawk
b. 2) Sustainable job entries for each group are 5wk -
achieved in the periods shown right._Risk: Not B0 Wk -

achieving timescales could impact outcomes as less
time is available to achieve the £3k threshold. M: g, b, ¢, d, e, f. Dependencies: JCP
refer the level/split of participants as profiled. Risk: Different flows from different
areas could distort overall performance e.g. higher flow from Suffolk (low baseline)
and lower flow from Hertfordshire (high baseline). M. ¢, g. Step 2 (-): Subsidised
employment not applicable to WHP and not used within WP. For disabled/EA
reduction based on ST use of subsidies on WC. Step 3 (+):[REDACTED]

of people benefiting from a subsidy will start work without such help (Hartman, 2004:
Study of Behaviour of Hiring Firms; Brown, 2015, Can hiring subsidies benefit the
unemployed?). Assumption: [REDACTED]

of disabled and [REDACTED]

of EA participants would have entered un-subsidised employment. Risk; Fewer
participants secure mainstream employment than anticipated, impacting overall
outcomes. M: d, e. Step 4 (+): Tapering of benefits encourages more people into
part-time jobs as a step towards full-time work (39% of Universal Credit (UC)
claimants are in work). Assumpftion: More participants will take up part-time work to
enter the labour market; particularly disabled/EA groups who may require more
flexible working arrangements compared to LTU. Risk: a) Participants may be less
keen to take part-time work due fo perceived impact on benefits (where UC is not
fully in place) or lack of awareness of the taper. M: d. b} Insufficient availability of
part-time jobs in the geographic/sector areas means participants are unable to enter




the labour market in a graduated way. M: ¢, e, g. Step 5 {(+): On legacy programmes
where participants did not want their employer contacted, or were in sectors reliant
on agency work e.g. agriculture,

logistics; providers had difficulty obtaining evidence for outcomes. Qur uplift is based
on ST operational data analysis of the current impact. Step 6 (+): Key elements of
delivery will have a measurable impact on performance. « SM model offers a
substantially different approach in intensity/personalisation of support. « Our 6 strong
qualified H&WT provides added-value services, plugs gaps in/promotes access o
wider services e.g. occupational health, support during the ‘watchful waiting’ period
for mental health. » Specialist partners offer added-value support not otherwise
available e.g. RAPt providing a specialist employment service for ex-offenders.
Work experience introduces participants to employers, minimising perceived risks in
recruiting disabled, LTU and EA groups; and helps instil structured routines core to
recovery for mild/moderate mental health issues and substance misuse. « Three-
level tiered approach to SE is a step-change to the current offer. « Our Inclusive
Employment Team (IET) aims to create new opporiunities through targeted growth
sector engagement and promation of inclusivity to employers. Assumptions: 1)
Based on prevalence of health conditions in CPAS (NOMIS), we have resourced
H&WT to directly support [REDACTED] of participanis. Risk: The specialist support
is required at a higher/lower level than anticipated. M: 7, g. 2) The specialist needs
presented will reflect WC/WP experience. Risk: Needs presented differ to specialist
support procured. M: ¢, f, g. 3) [REDACTED] of participants will undertake some
form of work experience/volunteering. Risk: Level of meaningful high-quality work
experience/ volunteering is insufficient to meet [Dis. TEA |LTU |

demand. M: g, b, ¢, e. Dependencies: Specialist 5 months
supply chain partners are expected to provide full '.G'nggth: [REDACTED]

geographical coverage of their service. Risk:
Potential inconsistent service if partners are unable to deliver CPA-wide. M: ¢, f, g.
Step 7 (-): Assumption: Using ST's WC and WP data (hours/salary rates) the
average time to reach the £3k threshold (right), takes into account types/durations of
employment expected.

Risk: Participants earning less than anticipated or who start work iater than profiled,
may impact on outcomes. M: a, b, c. Step 8 (+): Not included for LTU as WP
baseline includes multiple jobs. Assumption: [REDACTED] of participants who
drop out of work before reaching the earnings threshold will take up another job and
go on to achieve an outcome. Risk: The multiple-job factor has less influence on
WHP than anticipated, impacting outcomes. M. d, e.

Step 9 (+): IWS is a step-change from previous programmes, providing meaningful/
intensive support for all participants and more practical support for employers
through our H&WT and IET offer. Assumption: The majority of participants will
continue to engage with their SM for IWS. Risk: Less participants engage when in
work impacting our ability to address issues early and achieve sustainability. M: d, e.
Overarching Dependency: 30% of delivery sits with our supply chain. Risk: The
supply chain fails to perform to the expected level. M: a, b, d.

ST will achieve our performance offer should any of the above risks occur
through proactive performance and risk management activity. Our embedded Risk
Management Framework defines mitigation activity and an owner at a level
commensurate with each risk, ensuring all risks are effectively managed to prevent
occurrence or minimise/mitigate them should they transpire. If they do occur, to
ensure achievement of the performance offer we will: a) revise performance targets
with internal teams e.g. H&WT, IET and subcontractors in line with forecasts and
emerging factors to maximise the contribution of higher-performing staff and ensure
sufficient focus. b) drive improvements of individuals, teams and subcontractors
through our well-established Performance Management Framework (PMF) and
improvement planning process (PIP) implemented from day one (see ‘Managing
Performance’ and ‘Correcting Failures’ below). ¢) undertake forecasting and
trend/needs analysis to inform resourcing, service improvements, marketing,
participant and employer engagement, and future targets. d) undertake systematic
quality assurance and service reviews to identify and implement improvements fo
systems, processes and services to ensure participant needs are met, with clear
Quality Improvement Planning processes to address issues. e) revisit our employer




engagement strategy based on forecasts, emerging needs and best practice, to
ensure it is responsive to local/emerging needs and secures appropriate
opportunities. f) use our specialist

intervention budget to source additional added-value services and suppliers fo plug
gaps and increase services shown to improve performance. g) work with
stakeholders to develop halistic solutions and improve inter-agency/organisation
working.

Additional Assurance: Our Performance Management Framework (PMF) will be
effective in delivering the performance offer for WHP. Our PMF in its current format has;
been in operation since 2013 and underpins our position as the highest performing WH
provider in London. Shaw Trust received a strong level of assurance from DWP -
Provider Assurance Testing in 20186, highlighting robust auditing, well-embedded client
management system and robust governance and financial management, evidencing th
overall effectiveness of our current systems. Our Merlin assessment 2016 (good grade
found processes “provide a crucial role in enabling Supply Chain Partners fo manage
and deliver the service, resolve operational issues as well as identifying any good
practice.” All managers (including subcontractors) will receive updated training on the
PMF to ensure it is effectively implemented to deliver our performance offer for WHP.
The system will be continually reviewed as part of continuous improvement processes.

Rationale for baseline offer for each group: a} Disabled: journey characteristics
and performance expectations of WHP are closely aligned to WC, which provides a
robust baseline. We anticipate lower impact of SM, H&WT and IWS elements as
current WC delivery utilises aspects of these services. Removal of the 16-hour rule
enables a more graduated entry to the labour market more appropriate to this group,
while cur improved SE offer also has high impact — >20% of ST's WP ESA
participants enter SE and a third of the rise in employment 2014-2016 is accounted
for by SE (Oxford Economics). For the DDA of Cambridgeshire & Peterborough
Combined Autharity (CPCA) variations reflect: a marginally higher proportion of job
entries with agencies e.g. wholesale and distribution accounts for 17% of
employment CPCA (RTI); prevalence of the ‘gig’ economy in urban areas with higher
population density (SE); a mixed labour market which is strong in Cambridgeshire
but weaker in Peterborough, although there is a strong low-skilled labour market in
this area (IET). b) Early Access: Part-time working is particularly relevant for carers
and other groups requiring flexibility so benefits this group as above. Multiple job
starts currently contribute 30% to ST's overall WP performance with similar
participant groups — with a higher job attrition rate for this group we expect this factor
to have greater impact for £EA groups. In addition many specialist services e.g. RBLI
Lifeworks course, Shelter housing support, will be directed at this group to provide
targeted holistic support; while our IET service aims to target wider inclusivity e.g.
carers, refugees, homeless, and create higher volumes of opportunities for
marginalised groups. For the DDA in addition to labour market variations above, we
anticipate RTI having a slightly greater impact due to the higher level of blue collar
agency oppeortunities available in CPCA particularly within the lower-skilled labour
market in Peterborough, which may be suited to this participant group. ¢) LTU: WHP
offers higher levels of intensive 1:1 support than previous provision with a step-
change in guality of IWS, hence greater relative impact for LTU. Access to
embedded health support will address issues that may not currently qualify for help
e.g. mild/moderate mental health — 29% of LTUs have common mental disorders
(CMD) (MHF 2016); and it is more difficult for those with CMD to sustain work
(OECD, 2011). For the DDA the variations follow the rationale above reflecting the
nature of the iabour market, and a slightly higher impact of RT| with similar
employers to EA above. Across all DDA groups we anticipate positive benefits from
working with Papworth Trust to develop a Work & Wellbeing Hub i in Peterborough to
deliver holistic added-value services.

We believe our performance offer is achievable and realistic as it is based on
our experience as the largest WC provider and our historical performance in similar
provision e.g. WP job entry rate 55% in the last contract year; Home Counties WC
50.7% job outcomes in the last full contract year. Additional research/evidence
underpinning our offer includes: » review of performance of other contracts in
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CPAS5: 90% of local authority areas performing above the national average for WP
(DWP, March 2017): Rochford 41.7%, Dartford 39%; Ixion’s Building Futures project
with Wates Construction, 55% job outcomes; Blue Sky Works (ex-offenders), 43%
job outcomes; RBLI Family Focus 35% into work for EA groups. * best practice
informing our model: New Skills at Work, IPPR, 2015 — over 60% of employers felt
work experience/ placements were most effective in making LTU more employable;
the Work & Pensions Committee recently highlighted the need for more specialist
self-employment support for LTU and disabled people. * a varied picture of
economic activity and employment: strong regional trends e.g. Dacorum, Harlow
and South Norfolk employment rate is 6-8% higher than the Home Counties
average; employment is growing in New Anglia LEP area faster than others in the
Home Counties (+1.4% in the last year, compared to -1.7% in Hertfordshire LEP
area), with an overall increase of economic inactivity in the East of 4.1% compared to
a drop of 1.4% nationally; East Herts was ranked second in the UK league table for
number of start up companies per 1000 people in 2016 (StartUp Britain). = analysis
of predicted growth and investment: including growth of tech clusters in Norwich,
Ipswich, Cambridgeshire; logistics across Thames Gateway; creative industries in
the South East and Hertfordshire; New Anglia Sector Growth Strategy; the most
recent Growth Deals providing over £200m to promote investment, regeneration and
growth.

Additional Assurance: Shaw Trust will proactively manage achievement of
erformance and customer service standards (CSS) through our established PMF
currently used to manage performance of ST and 34 subcontractors across the Home-
Counties in line with Merlin Principles and Code of Conduct. All contract targets are
cascaded through the staffing structure, including subcontractors, informing role-specifi
argets. PEPS provides robust bespoke reporting mapped against Minimum Performange
l.evels (MPLs) and CSSs, enabling full reporting/analysis by contract, site, SM, cohort,
participant group, demographic. Clear responsibilities at all ievels ensures proactive
management: Head of WHP (HoWHP): overall responsibility for contract performance
reporting to ST's Board; Operations Manager (OM): day-to-day responsibility for CPA
performance, supported by a Supply Chain Manager (SCM) responsible for managing
subcontractors and Area Managers (AMs) responsible for ST performance locally. A
designated operational manager (DOM) within each subcontractor reports to the SCM
nsuring clear lines of accountability.

Frequency/level of detail of monitoring activity/trend analysis for ST and subcontractors
is: Daily: standardised exception reports to enable early identification/preventive action
.g. PRaP referral backlogs, frequency/method of contact; SM’s caseload dashboard
ith individual actions, engagement levels, outcomes for follow up, to drive positive
action/performance. Weekly: MPL/CSS reports; tele-kit (OM:AMs, SCM:DOMs) including
short-term targets to drive performance; multi-level caseload/site trend analysis by our
Business Intelligence Team e.g. referrals, starts, attendance, progression; SM caseload
reviews. Monthly: MPL/CSS reports with comparative reporting across sites; face-to-
ace Performance Review and written report at contract, area and subcontractor level;
review performance, identify potential under-performance and agree preventive action;
observations of intervention quality, randomised sampling of participant records to
assure quality and compliance; trend analysis (job entries and outcomes, conversion
rates, duration of job start to cutcome, accuracy of target dates info employment);
HoWHP reports to the Board on contract performance. Quarterly: cohort forecasting apd
MPL/CSS projections to identify/mange risks; trend/comparative analysis across different
cohorts, demographics and geographies in line with our Equality & Diversity Plan to
monitor parity of outcomes; regional forum for OM, AMs, DOMs to review performance,
share best practice, schedule fraining to embed best practice, review labour market data
discuss emerging needs/changes to provision o continually drive high performance.

We will implement our existing robust PMF {o correct failures to meet
MPLs/CSSs and avoid reoccurrence. Root cause analysis involving senior
managers, delivery staff, participant/stakeholder feedback, will inform our 4-stage
Performance Improvement Process, which applies equally to ST and subcontractors.
Stage 1: Failure to meet in month targets — actions agreed/documented in
Performance Review to recoup the deficit the following month. Stage 2: Continued
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failure at month three — AM/DOM produces a Performance Improvement Plan (PIP)
to address under-performance over 1-3 months depending on risk/impact, drawing
on identified best practice from other areas via our Quality & Compliance Directorate
to ensure effective solutions e.g. CPA-wide Task & Finish Teams focus on specific
processes/services; staff training/coaching, mentoring by high-performing staff. PIP
reviewed weekly by the OM/SCM. Stage 3: continued under-performance —
Improvement Direction issued by the HoWHP detailing steps to rectify performance
within a month. Stage 4: improvement not achieved - internal disciplinary action or
subcontractor breach process; daily HOWHP review calls; Step-in Action to take over
management of delivery or second high-performing staff from another area until a
permanent solution is in place; potential subcontract variation to amend
requirements. To ensure failures in performance do not re-occur we will: address
root causes through our QMS, re-design services or working practices; review
resource planning/management; maintain a WHP Quality Improvement Plan (QulP)
owned by HOWHP and local QulPS owned by AMs/DOMs; enable preventive action
via effective early risk identification.

We will proactively engage with DWP through the HoWHP as a dedicated single
point of contact for DWP Performance Managers (DWPPM), to develop open
communication for operational challenges, performance quality issues. Through
effective monitoring/forecasting above, the HoWHP has early warning of potential
issues (including at subcontractor level) enabling them to update the DWPPM of all
risks and proposed mitigation. Should issues occur, PIPs and all updates and
escalation will be shared with DWPPM by telephone, email and agreed meetings
schedule, and a risk-based update regime e.g. high risk = potentially weekly
calls/meetings. Our open door policy will enable DWP to visit and engage with ST
and subcontractors about activity and performance, with the DWPPM invited fo
performance review meetings and regional forum. The HoWHP will share quarterly
qualitative report detailing lessons leamed, forecast issues/ risks and detfails of best
practice/what works for wider dissemination.

Shaw Trust CSSs are: Pre-Programme Engagement: 1) Customer Service
Standards will be displayed on the Shaw Trust website and in writing for JCP Work
Coaches 1o issue to customers at their referral interview. 2) Shaw Trust will book an
initial face-to-face appointment to take place within 10 days of the referral by JCP for
all people referred to the WHP. 3) At least 90% of disabled; 96% of early entrants;
and 92% of long-term unemployed people referred to the programme will start the
provision. Programme Engagement: 1) Support Managers will have an active
caseload of no more than 48 participants to ensure a high-quality service to all
individuals. 2) Participants will be offered a minimum two face-to-face appoiniments
with their Support Manager in the 20 days after referral, to explore their goals,
priorities and needs and agree a Personalised Individual Action Plan. 3) All
participants will receive one-to-one support from their dedicated Support Manager at
least fortnightly, including advice and guidance; ongoing assessment, review and
action planning. 4) If a participant disengages we will contact them by telephone,
text, email and/or in writing four times over a two-week period, and monthly
thereafter, to promote re-engagement. Pre-Work Support: 1) All participanis will
agree a ‘target date into employment’ at the start of the programme, which will be
reviewed and updated at least every 13 weeks fo maintain a work focus to all
activity.

3) Participants will agree relevant targeted weekly activities {o help achieve their job
goal and sustain employment. All agreed activities will be documented in the
Personalised Individual Action Plan. In-Work Support: 1) The support each
participant receives when they start work will be tailored to their specific needs and
documented in their action plan. 2) Support Managers will contact participants at
least fortnightly for the first three months when they start work to provide advice,
guidance and support fo help them sustain empioyment. Where participants do not
wish to be contacted and/or agree a different frequency, this will be recorded in their
action plan. Programme Exit: 1) An Exit Report will be completed for all participants
reaching 456 days on programme (or as otherwise requested) showing activities
completed, progress and suggested next steps. The Report will be sent to JCP and
the participant within 10 working days of the participant reaching day 456 (or other




request). 2) Shaw Trust will notify DWP within 48 hours of a participant exiting the
programme including their destination and outcomes achieved.




Q 2.3.17 Performance Rationale

PART B

Please provide an example of an existing contract with DWP of an equivalent or
larger scope and scale than the Work and Health Programme, where you failed to
achieve the performance offer you made in your tender at any point in the life-cycle
of the contract and clearly explain how you have remedied the failure to achieve the
level of performance offered in your tender. If you were not able to remedy the failure
to achieve the level of performance offered, please explain whether the contract was
terminated or whether DWP accepted a lower level of performance. If DWP accepted
a lower level of performance, please explain how much lower that level of
performance was than the performance offer in your tender and what steps you have
taken to ensure that your Work and Health Programme Performance Offer will not
lead to the same result. If you do not have any existing contracts with DWP of an
equivalent or larger scope and scale than the Work and Health Programme, please
provide an equivalent example for another Government Department, or if you have
no experience of performance issues, please outline how you would address them,
covering any remedial action you would put in place.

Please provide a separate response to this question in relation to each CPA for
which you are tendering, clearly indicating to which CPA each response
relates. A score of 3 or below for this question will mean that the tender, in
relation to the CPA in question, as a whole is unsuccessful regardiess of what
scores are achieved for other questions.

Please review your CPA specific Additional Assurance Report prepared by the
Contracting Body to ensure all relevant risks identified in relation to this
question are addressed in your response.

Present your response at the top of a new page, within these preset margins in
Arial font size 12 up to 2 sides of A4, excluding the question text and these
instructions.




Shaw Trust has a successful track record of delivering major welfare to work
contracts for the last 19 years including New Deal, Flexible New Deal, Work Choice,
and the Work Programme.

Our current Work Programme (WP) prime contract in East London represents an
existing DWP contract of equivalent/larger scope and scale to the Work & Health
Programme (WHP). Since 2011 we have supported.over 50,000 JSA, ESA, 1S/IB
claimants and other disadvantaged groups e.g. ex-offenders through this contract.

The performance offer in our WP tender and actual achievement is shown below.
This shows in-month profiles as per the original submission/specification, and not the
cohort/MPL measures later implemented by DWP.

T ~Year1| Year2] Year3| Year4]| Year5]
Proposed Atitachments [REDACTED]
Proposed Ouicomes
In Year Conversion Offer
Actual Conversion
Variance

Overview: In the first year of delivery we received 142% of the proposed
attachments (150% of DWP's initial indicative level), which had a major impact on
resources and infrastructure. Our performance offer was predicated on 65% long-
term unemployed (LTU) JSA customers and 35% ESA and volunteers. For the first
two years the actual composition was 90%+ LTU JSA. Both of these factors were
key to our failure to achieve the performance offer made in our original tender as
detailed above. As the nature and level of referrals became apparent it was
necessary to re-design the programme in live running, including reviewing our
delivery model and services available, redeploying staff, and refreshing our supply
chain to meet the needs of the emerging customer base (see below).

An additional challenge as we started to recover performance in year two was a key
change in the PG6 group from ESA customers with a three to six-month prognosis to
those with up to a 12-month prognosis. This required us to adapt our delivery mode!
further for people with more complex needs, including strategies to help individuals
make sufficient progress to enter sustainable employment within the time constraints
of the WP. The impact of this change was that outcomes were achieved later in the
ESA customer journey than profiled, thereby impacting year two performance.

Identification: Implementation of our Performance Management Framework from
day one of the contract, included weekly reporting by Business Managers (BMs) and
systematic reporting/analysis of activity via our case management system (CMS) to
enable timely identification of emerging issues, with monthly contract reviews to plan
improvement activity. Our central Business Intelligence Team undertook a range of
trend analysis and forecasting to inform ongoing dialogue with the DWP
Performance Manager to keep DWP fully informed of our current/projected
performance and development activity as part of monthly review meetings including
providing monthly Performance Development Plan (PDP) updates from October
2012, and interim updates between review meetings to ensure full transparency
across all activity.

Remedial action to correct the failure was impiemented by the Operations
Director (OD), who was responsible for achieving the required improvements.

e A Performance Improvement Project Team was introduced, drawing staff from
Business Development, Quality, staff training, and subject specialists, to lead the
re-design of services, deliver staff training, roll out of new initiatives and provide
practical support for BMs to deliver improved performance.

o Enhanced initial assessment was implemented April 2012 following consultation
with managers/frontline staff. Customers were streamed into three different groups
to tailor intensity of employability support to specific needs — active jobsearch:
intensive job focus; work readiness: targeted activity to tackle barriers;
progression: intensive support to tackle personal barriers and personalised case
management support.

» Team Leaders implemented more rigorous/systematic weekly caseload reviews to




support advisors to achieve targets, with job pipeline reviews to support
forecasting.

¢ A thorough analysis of each centre’s delivery identified areas for improvement and
best practice to share e.g. infroducing wellbeing rooms to improve the environment
and engagement and meet holistic needs, not just employment (precursor fo our
Community Hubs). Centre-specific PDPs were agreed by the OD with BMs,
updated weekly/monthly as part of the performance reviews.

o Ongoing staff recruitment drive by Shaw Trust and subcontractors, and continued
release of TUPE staff from New Deal, enabled us to immediately increase
numbers of Employment Coaches (ECs), introducing more targeted job-focused
activities to drive performance, and recruit more advisors to deal with increased
through flow. y

¢ \We engaged the Association of Colleges London to access funded training and
introduced a clear pre-employment training offer to address employer and
customer needs e.g. tailored Customer Service for Transport for L.ondon supply
chain, cleaning academy with Initial Cleaning and Westminster Kingsway College.

* Consultation with ESA customers with 12-month prognosis highlighted the need to
deliver the right support at the right time for specific health conditions. As a result
we infroduced specialist Employment Coaches e.g. dealing with musculoskeletal,
mental health, mobility etc; developed initiatives with local health services e.g.
working with Newham IAPT, Public Health England and UCL to improve referral
routes; and increased use of specialist partners e.g. counselling through Care to
Listen; group sessions by Expert Patient CIC. As part of our ongoing continuous
improvement these activities led to the introduction of our dedicated Health &
Wellbeing Team fo increase the expertise we have in-house to effectively meet the
needs of this customer group.

o Additional staff training from expert partners e.g. Ellingham Employment Services
improved staff knowledge in supporting customers with disabilities/health
problems.

Rigorous application of our Performance Management Framework by the Operations
Director, Regional Managers, BMs and Team Leaders ensured clear accountability
and responsibility for performance at all levels to drive improvements. Advisors were
required to update the CMS daily with all outcome-related activity to enable accurate
daily monitoring; and revised KPIs and delivery targets for each member of staff
introduced numerical job entry/outcome targets that reflected their individual
caseloads rather than a generic % target, enabling more effective management and
improvement planning. New Performance Dashboards for managers and advisors
enabled the operations team to rapidly identify and act on under-performance and
target individuals effectively. In addition daily, weekly, and monthly reporting was
enhanced to ensure the Senior Management Team had full sight of all performance
and could make effective sirategic and operational decisions o improve
performance.

Consistent month-on-month improvements in performance across all groups
remedied the initial failure and enabled us to exceed our performance offer as shown
above.

WHP: Our experience with WP has given us valuable insight into the importance of
managing performance at an early stage of contract delivery; successful resourcing
and delivery strategies that enable us to respond to volatile fluctuations in through
flow; and has informed our identification of risks (and mitigation} for our WHP
performance offer. It has also informed our design e.g. co-location providing a
flexible responsive infrastructure to accommodate increase/decrease in volumes,
investment in qualified Health & Wellbeing Advisors from the outset; and the
development of an effective CMS to ensure early identification/intervention where
performance fails to achieve target.

Shaw Trust are exceptionally confident in our ability to manage a diverse range of
potentially extreme situations that could impact our performance. Should such
situations occur DWP can be assured that, based on our track record, we are able to
meet such challenges head on and deliver on our WHP offer.




Q2.3.18 Implementation.

Piease provide an mplementatlon. plan in the form of a detatied Ganit Chart to be "
attached at Appendix 6 showing the critical path and interdependencies with
supporting narrative.

Your written response, in addition to the Ganit Chart, should include:

o Key milestones, timescales for implementation activities including start and
end dates for each activity and the position of the person responsible for
gach activity and the escalation route for these activities.

e The timeline, including a narrative explaining its rationale, for staff
recruitment and training.

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

e The timeline and key activities of engagement with all relevant stakeholders
to ensure successful programme go live.

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

Please review your CPA specific Additional Assurance Report prepared by
the Contracting Body to ensure all relevant risks identified in relation to this
guestion are addressed in your response.

Please note that a page limit does not apply to the implementation plan to be
provided at Appendix 6.

Please provide a separate response to this question in relation to each CPA
for which you are tendering, clearly indicating to which CPA each response
relates. A score of 3 or below for this question will mean that the tender, in
relation to the CPA in question, as a whole is unsuccessful regardless of
what scores are achieved for other guestions.

| Present your response at the top of a new page, within these preset margins in
Arial font size 12 up to 2 sides of A4, excluding the question fext and these
instructions.




Additional Assurance (point 6): Shaw Trust (ST) has successfully implemented
complex, multi-stakeholder programmes including 16 prime/7 subcontract UK-wide
Work Choice (WC) contracts in 5 months (largest number DWP confracts mobilised
simultaneously by a single provider [REDACTED] 1 prime/6 sub pan-England Work
Programme (WP) contracts in 12 weeks [REDACTED] . Our experienced Head of
Implementation (Hol) will iead WHP mobilisation using PRINCEZ2 principles and
project-management best practice (KPMG-validated techniques, standards,
templates). The Hol will report to our Integrated Services Director {1SD) who led
implementation of WP/WC for ST, and who will ensure this experience is used to
inform implementation of WHP, providing consistent leadership/process control

Our 4-phase approach to implementation (ITT>Preparation>Mobilisation >Transition), .
starting at ITT stage, keeps later activity on farget and ensures delivery is ready to start
on Day 1. We have identified 15 key work-streams (W/S) with named leads who have
prior experience of implementing large-scale contracts. W/S leads report weekly to Hol,
assessing progress against targets/impact of upcoming activities; reviewing risk logs to
manage emerging/new/altered risks. The Hol monitors/manages progress to ensure
slippages do not affect the critical path, assigning additional resources and updating the
Risk Register as required. The Head of WHP supports the implementation team.

Key milestones (with (Timeline) and Lead) include: a) Delivery model, client journey &
delivery blueprint finalised (Apr-17-Aug-17) Service Design Manager; b) Tools for
Success content produced (Apr-17-Nov-17) Ops Managers; c) ldentify Work &
Wellbeing Hubs (Jan-17-Jul-17) Dir of People & Places (DPP); d) CPA co-location site
list approved (Jan-17-Jul-17) DPP; e) Final staffing profiles approved (Aug-17-Sep-17)
DPP; fj Production/approval of technical infrastructure proposal for Hubs and co-
location sites (Jul-17-Oct-17) DPP/BT Service Delivery Manager; g) End-to-end/
specialist provider contracts issued (Sep-17-Jan-18) Head of Supply Chain; h) PEPs/
Shaw Online complete (Oct-17-Dec-17) ICONI; i) Process design/produce operational
manuals (Apr-17-Dec-17) Business Improvement Manager; j) Deliver rcle specific
training essential for Go Live (Jan-18) L&D Business Partner. The escalation route for
all these activities is fo the ISD who sits on the Executive Management Team and is
ultimately accountable for the successful implementation of WHP.

Additional Assurance (point 7) how infrastructure/iocal relationships wilf be in place
for referral period start date: Qur timeline/key activities for securing/setting up
delivery locations, driven by our Estates W/S lead, will ensure CPA-wide coverage by
Go Live. We have identified and begun preliminary negotiations on our new Work &
Wellbeing Hubs in Coichester and Norwich; we have identified over 28 (23 ST) co-
location sites and 27 (18 ST) outreach sites across the CPA. We are finalising
agreements with landlords/leaseholders {o facilitate formal agreements being
negotiated from notification of award, and in place by Go Live, with suitable
contingencies in place. Key activities are: a) identifying premises during tender
development (Jan-17-Sep-17), b) issuing ICT/facilities surveys to sites (May-17-Sep-
17), ¢) agreeing additional ICT/facilities requirements (Jun-17-Sep-17), d) approving
final site list (Sep-17), e) finalising premises agreements immediately post-award and
ordering fit-out/ICT infrastructure where applicable (Sep-17), f) scheduling/completing
site visits, access and audit report (Jan-18). Our timeline/key activities for
engagement with all stakeholders, including supply chain partners, will ensure all
relevant relationships are in place by Go Live. Our Stakeholder Engagement and
Supply Chain W/S leads direct activifies, which include: a) core, case management
subcontractors engaged and ready to sign subcontracts at-notification of award (Apr-
17-Sep-17), b) specialist partners on our Approved Supplier Framework identified and
engaged via call-off (Jan-17-Dec-17), ¢) key employability/health/strategic
stakeholders mapped by locality (Jan-17), d) Parinership Managers engage/consuit
stakeholders to identify co-location options, integration opportunities, free-at-point-of-
access services, strategic priorities, etc (Jan-17-Sep-17), e) SLAs in place where

Our attached Gantt Chart (Appendix 6) details all activities, dependencies, start/end
dates and owners for each activity. Critical tasks lie on the critical path and any
delays to these potentially affect contract start & effective Day 1 delivery. These are
tracked daily by our Hol, with risks logged on the Risk Register and contingency plans
agreed/in place. Key critical tasks include recruitment; premises and stakeholder
engagement. Qur timeline for staff recruitment and training includes a staggered




approach based on a) all non-TUPE Day 1 staff in place by end Nov-17, with
comprehensive role specific training delivered pre-Go Live (Jan-18), b) initial TUPE
transferees in place/trained by Jan-18 (dependent on WC contract end date), ¢)
additional staffing/training staggered in line with profiled participant start volume up to
projected steady state. We will ensure the timeline is flexible to respond to changes in
mobilisation schedule e.g. higher than projected starts triggers bringing forward the
recruitment timeline. The rationale is that steady state staff levels are not projected to
be required until Nov-19.

ST has a robust approach fo identifying and managing risk and dependencies in
the implementation of new contracts. Our Head of Risk & Quality Assurance is a W/S
lead, supporting the wider implementation team. Our Hol will own the WHP Risk
Register and report on all Amber risks to ST's WHP Programme Board fortnightly, with
weekly updates on Red rated risks. Key risks are: Red Risks: a) inability to
establish/maintain an effective information management system/safeguard personal
data. Mitiqation/Timeline (M/T}: Security Plan signed off (by Jul-17); Info Security
Management Systems in place (by Dec-17); staff trained in handing information/
reporting issues (by Jan-18); penetration testing (in Jan-18). b} Inability to establish
and maintain effective partnerships/relationships with strategic; tactical and supply
chain partners by Go Live. M/T: undertaking active marketing of ST services/early
engagement with other local providers (by Aug-17); implementation of ST Work &
Wellbeing Hubs that serve as multi agency premises to enable effective signposting/
support (by Jan-18). Amber Risks: a} inability to attract, recruit and manage
appropriate personnel to deliver the contract. M/T: clear job descriptions detailing role,
skills, experience (by Sep-17); robust recruitment/induction processes in place
(completed); salary review o ensure ST remuneration package is commensurate (by
Sep-17); existing talent pool within ST engaged so that appropriately skilled staff may
be able to transition into the new contract (May-17); ST Learning and Development
Team enhancing existing/implementing new training to meet the needs of WHP (by
Nov-17). b) impact of TUPE on recruitment schedule (may delay recruitment process,
more staff may transfer than required, transferring staff may not have the skills
required). M/T: robust skills analysis of transferring staff (by Nov-17); detailed induction
ftraining delivered (end Jan-18); assess existing staff skills, identify gaps and provide
appropriate training to ensure Day 1 readiness (by Jan-18); utilise internal
secondments (Jan-18); staggered staffing approach dependent on location/ referral
levels (from Sep-17-Nov-19). ¢) uncertainty/overlap of legacy contracts may lead {o
staff attrition. M/T: clear communication plan for existing staff (Apr-17-Jan-18); learning
needs assessment to identify training needs for WHP to support staff
development/retention (May-17). d) inability to procure suitable delivery sites in
areasfvenues appropriate for participant needs. M/7: ST facilities team engaging with
local agents with clear specification of requirements to ensure appropriate premises
are procured and fitted out in the right locations (Jan-17-Sep-17); implementation of
outreach working where SMs will work in communities using shared locations (by Dec-
17). e) ST's technology provider {BT) fails to deliver required ICT infrastructure and
hardware for WHP within timeframe. M/T: Review/realign existing project activity with
BT (by Nov-17); recruit additional resource in ST and BT (by Oct-17); robust
commercial management of BT via our ICT Suppiler Manager (Jul-17-Mar-18). Key
dependencies in the critical path include: 3™ party e.g. reliance on ICONI, BT, etc to
meet deadlines (we use known suppliers, managed by W/S Leads); partners joining/
staying in supply chain {Supply Chain Manager coordinates contracts/implementation);
TUPE schedule (DPP works with TUPE transferees/employers to facilitate planned
transition); CPA-specific e.g. availability of co-location options, Hub premises, etc.
(significant work has been done and will be finalised at point of contract award).
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clarionuk

Clarion Interpreting Limited (Clarion UK)
The Old Dairy -
Brook FRoad

Thriplow

Nr Royston
Herifordshire -
SGB 7RG -

" To: The Departmert of Work and Pensions,

We would like to confimm our working partnershtp with The Shaw Trust as part of their Work
and Health Programre bid.

Following discussions between our organisations we have agreed In pnncipte fo support with
the following services.

Support for hearing tmpalred parhcxpants

» - Provision of BSL sign language

interpreters, Including remote video .
interpreting, covering the whole of

the CPA.

Approxrma’:e
annual expected
volumes across the
CPA:

i Groups

+ Provide access fo a Communication 5=

& Employment Consultant (CEC)

providing 1-2-1 support, tailored o

parficipants with a heanng
impairment, with full range of job

searching and mentoting activities
including support at interviews by
CEC, where desired, and setting up

Access to Work when in
employment.

» Engage with Case Management
Providers to share information, case
conference, co-produce participant

action plans and next steps.

: Long-Teon

Persons whq
have a Disability

Early Access '
Disadvantaged

Unemployed
Claimants

The Cid

Dairy, Brock Road, Thriplow SG8 7RG

www.clarion-uk.com




s Support front line staffand .
participants in accessing and
engaging with local hearing
impairment networks where

" participant need demands.

e This service will be available to all
Shaw Trust sites and Case
Management pariners across the
CPA.

s Tobe part of the Shaw Trust
Approved Supplier Framework for
1he purposes of being eligible to bid
for the commissioning of servites in
response to a participant need
statement

I have read and understood the specification for the elements of provision, as detailed
above, which my organisation will deliver.

"1 have agreed in principle e terms of delrvéry for this provision and . am confent that . .
reasonable and appropriate price and payment terms have been negotiated for delivery of
fhese services. -

1 confirmn that this agreement in principle allnws for my organisation o make the appropnate
.+ level of planning and investment to deliver the service. X .

| also confirm that we will not further sub-contract any of these Services.

We will cont:nue to work with Shaw Trust to develop this service as part of any potenhai
implementation or change n coniraci parhc;pant need.

- Kind Regards,

Head of Employmert Services

P The Old Dairy, Brook Road, Thﬁbiow SG8 7RG ) - Telephone:

www.clarion-uk.com

1t




- Medway

CHBNCIL

‘APPE%MW You

_ SUBCONTRACTOR DEGLARATION

A letter,containing the following declaration should be submitted by each
proposet Subcontractor organisation {with the excepiien of ad-hoc su ppliers}
and attached to the Tender Form. Please note that we inferpret you attaching
this document as your agreement to its content. The letter should confirm that
a price has been agreed for delivery of the stated element; however, the -
lefter must not include information regarding the actual price agreed.

Tor Department for Work and Pensions

Date: 24" April 2017

1 bonfm that we have agreed in principle’ with Shaw Trust to defiver the |

following elements of the service described in their Tender for the Work &
Health Programime in CPA 5 (Home Counties). The service to. be delivered
will be that of an end-fo-end Case Management Partner, which will include:
« Initial engagement of customers; B ;
. - Management and delivery of the customer journey following the Shaw
" Trust defivery.model; ) . - T
«  BroKering relationships with local employers to source vacancies *.
appropiiate for individual customers;
= In-work support of customers following job entry.
We will deliver this service in Medway:

« Ihave read and iinderstood the specification for the eléments of
provision which my organisation will deliver.

» | have.agreed in principle fhe terms of detivefy for this provision and
" - am content thaf reasonable and appropriate price and payment terms
have been negotfiated and agreed for delivery of these services.

= | confirm that the agreement in principle aliows for recovery of costs} ™
subject to performance. -
'« -1 confirm that the agreement in principle allows for my organisation to
". make the appropriate level of planning and investment to deliver the

senvice,

« |also confirm that we will it further sub-contract any of these |
Services. o e - a

NVIRONMENT AND TRANSFORMATION DIRECTORATE

HEAD O o
REGENERATION, CULTURE, E
PHYSICAL AND CULTURAL REGENERATION
MEDWAY GOUNCIL -
GUN WHARF
DOCK ROAD

CHATHAM KENT ME44TR. -

5 -

: .- &% INVESTORS
Medway “¥,_# IN PEQPLE

- Gold




"Ta: The Depariment of Work and Pensions,

| enterprise

exchange
Enterprise Exchange
1 Benison Court, 75 Hencroft Street South,
Slough L1 1RF

We would ke to confinm cur working parinership with The Shaw Trust as partof
their Work and Hea}th Programme bid, CC

Following discussions hetween ol organisations we have agreed in prihcipie o N

- - support with the following services, -

 Geographic: Specifitation:
& Coveraga’: AR

CPAS

Supporting particigants seaking seff- indicative minimum | Persons who
employment or sefting up theirown . - annual referrals havea
business _ . 1 across the CRA: Disabifty
e Delvery of Self-employmentservice [ Early Access:
to patficipants - 2 Dizadvantaged
‘ . Groups
- o Suppor with referral into of C "
appripriate value added provision { Long-Temm
where appropriate e.g. starkup - Unemployed
funding. . Claimants
¢ In'work support of participants.
through in wark reviews
o Tﬁis service will be available to all -
Shaw Trust sites and case
- management parinars in the CPA.

“e Tobe part of the Shaw Trust
© Approved Supplier Framework for
the purposes of being eligible fo bid
farthe commissioning of services in
fesponse to & particlpant need
statement

©oné
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. 1 nave read and understeod the specification for the elements of provision, as

g thailie, .

detailed above, which my smganisation will deliver.

| have agreed in pringiple the terms of delivery for this provision and | am content
that reasonable apd apprnpnata price and payment terms have been negotiated for
del‘wery of these services.

| confirm that f.hus agreement in principle allows for my organisafion to make the
appropriate level of planning and investment to deliver the service.

| also canfirm that we will not further sub-confract any of these Senvices.

We will continue to work with Shaw Trust to deveiop this service as part of any
potertial- lmpfarnentahan or change in cantract partictpant nged. :

o TREL wiagidae” - T v

Diréctm‘

- [
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PR sV il

Genlus Within CIC
. The Lewes Stand

- : . Plumpton Racecourse
Lo ' " Wﬂ' Plumpton Green
R WITHIN East Sussex
o ! - BN73AL

To: The Depamnenf of Work and Pensions,

We would like to confinn our working -parinership with The Shaw Trust as paré of
their Work and Health Programme bid.

Following discussions between our orgamsatmns we have agreed in principle to
support with the following services. -

CPAS = Supporting participants with Neuro . | Indicative Persons who

Diversity work fowards employment | minimum ~°  |havea
through the delivery of Kemory Genius, a | annual - | Disability

. six session workshop, addressing the referrals e
cognitive skills that underiie leamning and | across the Early Access
communication. Specifically supporting | CPA: Disadvantaged
socially excluded adults, including those | . _ Grolps -

with neurodiversity, mental health needs,

substance abuse history or head injury. Long-Term

 Unemployed
e Assessment of strengths with an . Claimants
employability focus by an Occupatjonal oo
Aetmede T Psychologist (frainee or chartered): ’ ’ T

Participants will receive a report detfalling
strengths, abilities and career options that
can be shared with job coaches and
employers

- » Engage with Case Management
Providers to share information, case _
conference, se-produce participant action -

. plans and next steps.

e This service will be available to all Shaw
Trust sites and case management
partners in fhe CPA.

® Tb be part of the' Shaw Trust Approved L

Supplier Framework for the purposes of

ar g vy



" being eligible to bid for the
commissioning of services in response {0
a parficipant need statement.

k]

| have read }md understood the specification for the eiements of provision, as
detailed above, which my organisation will deliver.

| have agreed in principler the terms of delivery for this provision and | am content .
that reasonable and appropriate price and payment terms have beén negotiated for
delivery of these services, : ' '. '

[ confirm that this agreerrient in principle allows for my erganisation to make the
appropriate level of planning and investment to deliver the service.

I also confirm that we will not further sub-contract any of these Services.

We wili continue to work with Shaw Trust to develop this service as part of any
potential implementation or change in contract participant need.

Kind Regards,

Tup Tl

ATty e . N, h LT O S S,

« R
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G‘angerbread provides expert advics,
R — : practical support cnd compoigns
Single parents, equal families for single porent fcunmes

520 Highgate Studios.
57-79 Highgate Road
London . |
NW5.1TL

. Tor The Depariment of Work and Pensions,

We would fike fo confirm our working partnership with The Shaw Trust as part of their Work and
Heatith Programme bid.

Following discussions betwesn our orgamsahons we have agdreed in principle to support with
the following services.

‘. Presidents

520 Highgaie' Studiios
Chiet I-:xe 3 53-79 I—hg’hgcrte Rocxd
Chair of Trustees Lop

o Gungex}xeac: tha eherity for single pcuerzt feonPas” lngemsierer] in Enclond and Welesas o
- ccmpcmy Emited by gueremias, ro. 402748, and o registerard cherity, po 2307.,0

~




Delivery of workshops to single
parents offering specialist IAG,

including access to childcare, skils 1

awareness, confidence and self-
esteem, family finances and/of
benefits for single parents (tax
creditsfuniversal credit). ¢
‘Understanding single parents’
modules for'practitioners.

" Access o Gingerbreads Peer

support network programme,

developing groups of single parents .

who support each other through
shared experiences.

._ Engage with Case Man'ag_ement

Providers te share information,
case conference, co-produce

_participant action plans and next -
. -Stebs-::‘-" o A 2

This service will be available to-all
Shaw Trust sites and case
management pariners in the CPA.

To be part of the Shaw Trust
Approved Supplier Framework for
the purposes of being eligible to.bid
for the commissioning of services in
response 1o a participant need
statement ‘

CPA:

@eographic Specification Volume of Customer Group .
Coverage Participants
| , _ - ; : infhf:atsve - | Persons who have a
CPA5 | Supportfor single parents through: ?r::x:.:n;?m' Disability
o Access to the Gingerbread help line | referrals Early Access
for Support managers and agross  the | Disadvantaged
participants Groups

£ | ong-Term
B Unemployed
g Claimants

- R e R




| havé read and understood the specification for the elements of provision, as detailed above,
which my organisaftion will defiver. . ) '

| have agreed in principle the terms- of delivery for this provision and: | am content that
reasonable and appropriate price and payment terms have been negotiated for delivery of these
services, : : -

| confim that this agreement in principle allows for my organisation to make the appropriate
leve] of planning and investment to deliver the service.

| a_ls_q confirm that we will not further sub-contract any of these Services.

We will continue to work with Shaw Trust to develbp this service as part of any potential
implementation orchange in contract participant need. ' -

Kind. Rvazg_ardvs;L

Deputy Chief Executive o ' \




inspire2ingependence:: -

ind pméenceste Mumeldlane York
i 1 E
WE SR ARET 2 Gﬁﬂ emm

P ‘ A
¥ s;::ra?mciependence .
| = betier place o e

To: The Departm‘ent of Work and Pensfans,

We wald like to confirm our working parinership with The Shaw Trust as part of
their Work and Health Programme bid.

Fallowing discussions between our organisations we have agreed in prineiple to
support wkh the following services. '

ety S e

Paricigants;i]

CPA S Supporting participants who have amental . iIndicafive
- : hea!th or physical condition minimum annual
" referrals across
o Delivery of a Health fo Employment ihe CPA:

" service consisting of a telephone based
triage, assessment and support pathway
ineluding case conferencing and input
into the pariicipants’ action plan.

= Support with referal into statutory Unemployed
* provision where appropriate. Claimanis
+ In work support of participants through in (Al WHP
work reviews with clinical staff { pariticipants
- . C - .. 1potentially
o Additional services inciuding face to face T ghg”ble fori2i
support for participants in delivery ervice)

locations to be developed where
appmpnate

= This service will be available fo all Shaw
Trust sites and case management
partners in the CPA.

= To be part of the Shaw Trust Approved
Supplier Framework for the purposes of
being eligible to bid for the
commissioning of services in response to
a parﬁctpant need statement

o) mspn’e individuals to fulfit their potential’ -
v . Edz.ca‘faf: Kew Siiﬂis ‘iranmg Emmaymen | Betrutimenf

R e I
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insplefindependence: 2. .
Indlependence House Milllield Lane York Y026 6PH
i .

% &
% g %ﬁm;r&:’?mdependgnce
% 53;‘;"2:- ffﬁm o ée.

I have read and understood the specification for the e1ements of provision,
as detailed above, which my organisation wilt deliver.

I have agreed in principle the ferms of éleliv:ery for this provision and | am
content that reasonable and appropriate pnce ang payment terms have -
been negotiated for delivery of these services.
| sonfirm that this agreement in principle ailows for my organisation to
make the appropriate level of plannmg and investment {o deliver the .
service.

* L also confim that we wifl not further sub-cantract any of these Services,

We will continue to work with Shaw Trust io develop this service as part of any
poiential implementation or change in contract pammpant need

Kind Regards,

Finance and Services Director

10 inspire individuals to fulfit their potential’
-Etiucation New Sffﬂls T{ammg Empiﬁ;mani Rﬁcru*imefsj

L2d




. Ixlon Holdings (Contracts] Ltd
: Halford House 2™ Floor
Coval Lane
Chelmsford
: d : * Essex
CM11TD

semimrmeeerareee Lt HoldIngs [Contracts) td

Shaw Trust,
. Garrick Court,
31 Scarhorough Street, London, E18DR ' . 21/7/27
Subject: Waork & Health Pz:ogramme
_Dear Phil East

: To: The Department of Work and Pénsions,

- We would like fo confirm our workmg partnershlp with The Shaw Trust as part of their Woﬁ( and Health
Programime bid. p
Following d:scusswns between our organlsatlons we have agreed in principle fo support with the following
sepvices.

CPAS " | Supporting participants seeking self-employmentor ~ - | Approximate ' Persons who
sefiing up their own business annual expected have 3
T volumes across i "
the CPA: - Disability

o  Delivery of Self-employment service to
participanis and Developing your

Early Access

. Enterprise. ! Disadvantaged
. . . . Groups
e Support with referral into appropriate .
- value added provision where appropriate. Long-Term
. . Unémployed
= In work support of participants through in , Claimants

- work reviews

s This service will be available to all Shaw
Trust sites and case management
pariners in the CPA. -

o To be part of the Shaw Trust Approved
~ Supplier Framework for the purposes of
being eligibie to bid for the
commissioning of services in response to
a participant need statement

Sldlls, Employment, Enterprise &

ixionholdings.con
www.ixionholdings.cam Innovation for Growth .

Registered In England: OBBR6337 - Registered office as above

-

- thag’_g‘ix‘ )

e
& el B I et a,

§°’§f merlin__stondarc_i

[ L.




. e

" www.ixlonholdings.com

Ixion Holdings {Coniracts) ttd
Helford House'2™ Floor

Coval Lane

chelmsford

Essex
CM13TD

| have read and understmd the Speclﬁcehon for the elements of provision, as detailed above, which my
orgamsatton will deliver, ' /

| have agl_'eed in prneiple the terms of delivery for this provision z2nd | am content that reasonable and
appropriate price and payment terms have baen negotiated for delivery of these services.

" | confirm that this agreement in principle allows for my organisation io make the appropriaie level of planmng
and investment to deliver the service. .-

I also confirm that we will not further sub-contract any of these Services.

We will continue to work with Shaw Trustto develep this setvice as patt of any pntentza% lmp]ementatlon or
change in contract participant need

Kind Regards, : . .

roup CEO
Ixion Holdmgs (Contracts) Lid

Skills, Ermployment, Enterprise & '

Registered in England: OBBRE337- Registe]:ed office 35 above nnovation for Gr

=g merlin stondord
QP regren, -

- W - iw
~ > RN

‘fmatmx

-r—*rﬁ—‘




CELEBRATING

APPENDIX 2

SUBCONTRACTOR DECLARATION

"A lefter containing the following declaration should be submitted by each
proposed Subcontractor organisation (with the exceptmn of ad-hoc suppliers)
and attached fo the Tender Form. Please note that we inferpret you attaching
this document as your agreement to its content. The letter should confirm that
a price has been agreed for delivery of the stated element; however, the -
letter must not include information regarding the actual price agreed.

To: DepartmentforWork and F’énsions
Date: 24 April 2017

11 confirm that we have agreed in principle. with Shaw Trust to deliver the foElowing
- | elements of the service described in their Tender for the- Work & Health Programme in
't CPA 5 (Home Countles). The service fo be delivered will be that of an end-to-end Case
Management Partner, which will include:
+ Initial engagement of customers;
*  Management and delivery of the customer journey following the Shaw Trust
delivery model;
- «- - Brokering- re[ahonshlps with local employers to source vacancies appropr:ate for
individual customers; :
* In-work support of customers following job entry.
We will deliver this service in Cambndgeshlre

= | have read and understood the specification for the elements of provision which
" my organisation will deliver.

=~ | have agreed in principle the terms of delwery for this provision and I am
content that reasonable and appropriate price and payment terms have been
negotiated and agreed for delivery of these services.

= .| confim that the-agreement in pnnmple allows for recovery of costs, sub;ect o
performance.

« | confirm that the agresment in principle allows for my organisation fo make the
appropriate Iavel of planning and investrnent to deliver the service. *

<= | also confirm that we wil) not further sub-contract any of ihese Services.

PAPWORTH TRUST ~ BERNARD SUNLEY CENTRE PAPWORTH EVERARD
CAMBRIDGESHIRE, CB23 3RG

| [the person 3fgnfng the letfer should be authorised to sign contractual agreemenfs on
behalf of their oryamsatfon ]

www papworihimsf.org.uk

Regittred chamy TUmMber211234 @ Papwarth Trust
Reglsiefed Company 148206 England Registered Social Landlord LH164B




éth Aupust 2017
Formerly RAPT

The Foundry, 17 Owval Way,
Lendon, SEL1 SRR

To: The Department of Work and Penslons,

We would like to confirm our workung partnership with The Shaw Trust as part of then' Work
and Health ngramme bid. . .

”

. Following dlscussmns between our orgamsatmns we have agreecl in principle to support with
" {he foliowmg services. ) ..

e

“aGoverage:

CPA B - . " | Indicative
Provision of a range of infroductory, standalone | minimum annual ie;so:s who
ave

. workshops-that are suitable for ‘customers who | refemals across Disabilty
have not yet commenced community treatment, | e CPA:
but have an identified drug or alcohol need. |

| Early Access
These sessions: -

s Provide information and harm

minimisation for specific-substances Long-Term
‘cannabis . . , Unemployed

. Claimanis
° Prepare customers to engage with )

ireatment

s Address some of the wider symptonﬁs
andlor drivers of substance misuse

¢ Support wider health and we!]bemg
outcomes..

Provision of specialist emptoyablhty support for ex-
offenders

o inwork support of parhcnpants thraugh in
work reviews.

The Forwagd Tousk ' ’ . -
fapyaradihanty No. 1802781 Repltered Carmpa, ,i’i' Wi -




« To be part of the Shaw Trust Approved
Supplier Framework for the purposes of
being eligible to bid for the
commissioning of services in response o
a partic:[pant need statement ‘

| have read and understood the specification for the elements of provxsmn, as 'detailed
above, which my orgamsahon will deliver.

| have agreed in pnnmpie the terms of delivery for thrs provision and | am content that

reasonable and appropriate price and payment terms have been negofiaied for deil\rery of -
thase services. .

| conf irm that this agreement in pringiple allows for my orgamsatxon i make the appropriate
level of planning and investment to deliver the sennce .

I also confirm that we will not further sub-coniract any of these Services.

We will Confinue fo'work with Shaw Trust to develop this service as part of any potent:aE
implermentation or change in contract participant need, .

v

Kind Regards,”

+

- Divisional Director ~ Business Development

%he Eorward Timzt

Regstirad Chaniylie, 1031781 7-1xmc‘:m.rrm 2563274, -_ . T T N woow

.:- i DO - . . ' . e KO

.i‘:




SR RBLI

'!'o: The De}:ﬁartment of Work and Pensions’

We would fike 1o confirm our working partnership with The Shaw Trust as part of their

Work and Heaith Programme bid.

Following discussions batween our organisations we have agreed in principle to

support with the following services.

9
-3
L41]
]

indicative
minimum annual
referrals across
the CPA:

Providing support to veterans,
reservists and spouses through the
delivery of Lifeworks, an intensive, five
day programme deliverad by a team of
health professionals {i.e. Occupational -
Psychologist who support vocational
assessment}, former Armed Forces -
. .Trainers and qualified Life Coaches. .

Engage with Case Management
Providers to share information, case
conference, co-produce participant -
action plans and next steps.

Support in accessing and engaging with
lozal Veteran networks where
participant need demands.

This service will be available to all Shaw
Trust sites and case rianagement
pa'rtn'ers in the GPA.

.4 P - : Al

To be part of the Shaw Trust Approved
Supplier Framework for the purposes of
heing eligible to bid for the
commissioning ¢f services in response
.o a participant need statement

Persons with a
service connection
who have a
Drigability

Early Access
Disadvantaged
Groups specifically;

= @ former )

member of Her

© Majesty's (H)
Armed Forces

= a member of
the HM Armed
Forces reserves

= a pariner of
‘gurrent or |
former Armed
Forces
personnel

Lang-Term
Unemployed
Claimants with a
service connection

' " RBL, HallRoad, = :
Ay[esfurd Kent ME20 7NL . )
Mmm.«:.emzm:wun;mam cmkmﬂrsiu--s‘&aﬂuum Thlef Eratiutiva S Sherry GAG ORL

A civiwon of Reyat Rrinshlegion Regoarmintngfond e 1935718
Regioared Cneial] MAdnran. ket ME?O Tmllemm! Bumly Ho, 21005Y

&

wenw.rblico.uk




w3,

I have read and underslood the specnﬁcatmn feor the elements of prows:on as
detailed above, which my organisation will deliver,

‘I have agreed in principle the terms of defivery forthis provision .anc[ | arﬁ content that
reasonable and apprapnate price and payroent terms have been negotiated for
delivery of these services, :

| confirm that this agreement in principle allows for my organisation to make the
appropriate level of planning and investment to deliver the service.

I also confirm that we will ot further sub-contract‘any of these Services.

We will continue to work with Shaw Trust to develop this service as part of any
pofential implementation or change in contract participant need.

Kind regards ) ’ . - .

“Uhrector, employment Solutions .
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To

C - Developing your sotenticl

Departrnent for Work and Pensions ‘

Date: 24" April 2017

t confirm that we have agreed in principle with Shaw Trust to deliver the following elements of the
service described in their Tender for the Work & Health Programme i CPA 5 (Home Counties).
The service to be delivered will be that of an end-to-end Case Management Pariner, which will
include:

>

-

Initial engagerﬁent of customers;

- Marragement and delivery of the customer joumey following the Shaw Trust delivery

medel;

Brokering relationships with local emp]oyers to source vacancies appropnate for individual
customers; . .

In-work support of customers following job entry

We will de]wer this service in Suffolk

1 have agreed in principle the terms of delivery for this provision and | am content that

| have read and understood the spemﬁcatron for the elements of provision which my

organisation will deliver.

E]

. reascnable and appropnate price and payment terms have been negotiated and agreed

TURES cic’
LOVETOFTS DRIVE
IPSWICH .
IP1 5NZ

for delwery of these semces

! confirm that the agreementin pnncnpfe allows forrecovery of costs, subject to
performance. .

1 conﬁrrn-that'ﬂ{e agreement in principle allows for my organisation to make the -

appropriate level of planning and invesiment to deliver the service.

1 aiso confirm that we will not further sub-contract any of tﬁese Services.




Supporting pecple
with sight loss

To: The Department of Work and Pensions,

We would like to confirm our workmg partnership wnth The

RNIB

105 Judd Street
London WG HQNE

rnib.org.uk
" facebook.com/rnibuk -
twitter.com/mib

Shaw Trust as part of their Work and Health Programme bid,

Following discussions be’m:een our ofganisations we have agreed in principle to Support with
the following services.

Supporting participants who have a visual
impairment through: -

-

Delivery of Living With Sight Loss (LWSL})
- a modular, peer led employment.

focused confidence building programme - -

- "that a visually impaired person locking to

enfer into paid empEoyment may need {o
consider.

in work support of participanis and their
employers including engagement of

" Access to Work specifically for visually

impaired participants and RNiB’s pool of
support equipment. .

This service will bé available to all Shaw
Trust sites and case management’
partners in the GPA.

- To be part of the Shaw Trust Approved

Supplier Framework for the purposes of
being ehg:bte to bid for the
commissioning of services in response fo!
a participant need statement,

indicative
minimum
annual
referrals
across the
CPA:

that covers many of the issues and areas’ | '

Persons who

-| have a

Disability
specifically:
Participants
with visual

inpairment -

| Early Access -

Disadvantaged
Groups

Long-Term
Unemployed
Claimants




iy}

t have read and understood'th;se specification for the elements of provision, as detailed above,
which my organisation will deliver. :

[ have agreed in_principle the ferms of delivery for this provision and-1 am content that
reasonable and appropriate price and payment terms have been negotiated for delivery of
these senvices.

| confirm that this agreement in pnnclple allows for my organlsatlon io make the appmpnate
level of planning and investment tc deliver the service.

- lalso com" irm that we w:]l not further sub—contract any of these Services.

We will continue to- work with Shaw Trust to develop this service as part of any potential
implementation or change in contract pariicipant need.

Kind Regards, ' )

Specialist L ead, Employment

[}
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The Salvation Army
Territorial Headquarters
101 Newington Causeway
London SE1 68BN

Tetg .

To: The Departient of Work and Pensions,

We would like fo confirm our working partnership with The Shaw Trust as part cf
their Work and Health Programme bid.

Following discussions between'our orgamsat;ons we have agreed in principle fo
support with the fallowzng services.

* ﬂz e e
e
F.w’."b» 5

CPA 5

Supponimg participants who are homeless and

‘those with-complex-needs- - --

Delivery of d Life Skills programme
specifically for those suffering from
Homelessness and other associated
complex needs and will consist of a

 combination of intensive coaching

* doctor and dentist; Emotional Challenges -
— including anxiety and behavioural

sessions-and group sessions that will sit
alongside the employability interventions

that parficipants will be receiving from the =
.endtoend prows:on

Support will include: ~

Communication and inter-parsonal skﬂ!s '
‘Housing Problems: Helping with housing

applications and navigating the housing
register system; Debt, Budgeting,
Financial Capabilify with qualified Debt
Advisors, registered with The Salvation
Army Debt Advice Service that is
authorised and regulated by the Financial
Conduct Authority including help to setup
bank accounts eic; Life skills- Personal
hygiene, savvy shopping, cooking skills,
social interaction. Help registering with

issues. We would work in parinership

Indicafive
minimum annual -
referrals across
the CPA:

_| Groups

£ Long-Term
| Unemployed

Persons wha

“have'a -~ -* | -

Disability

Early Access
Disadvantaged

Claimants




with The Salvation Army Counéeiﬁng- - ‘
Service {British Association for
Counselling registered)

« Support with referrai into statutoiy
pravision where appropriate.

»  Inwork support of participants through in . o
work reviews with clinical staff :

s This service will be available to ali Shaw
Trust sites and case management
pariners in the CPA. - Co

» Tobe part of the Shaw Trust Approved
Supplier Framework for the purposes of
being eligible o bid for the
commissioning of services in response to
a pariicipant need statement .

s Support in engaging Salvation Army
premises for the purposes of outreach or
¢ location where appropriate.

| have réa.d and understood the specification for the elements of provision, as
detailed above, which my.organisation will delfiver. : .

" | have agreed in principle the terms of delivery for this provision and | am content
that reasohable and appropriate price and payment terms-have been negotiated for
delivery of these services. : : .

| confimm ihat-this.agresment in principle allows for my organ?saﬁon to.make the
appropriate levet of planning and investment fo deliver the service. '

b also confirm that we-will not further sub-contract any of these Services.

)

We will continue to work with Shaw Trust to develop this service as part of any
potential implementafion or change in contract participant need.

Kind Regards,

. fr Miss n




2 I 171 ‘ . Unit 7 The Hub
e8¢ Employability : 3 °Ne§h§32“
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@ @ s ﬁ ’ E Sussex

Sugzax Communlty
Dev&pmn Association

APPENDIX 2

SUBCONTRAGTOR DECLARATION

A letter containing the following declaration should be submitted by each proposed-
Subcontractor.organisation (with the exception of ad-hoc suppliers) and aftached to the
Tender Form. Please note that we interpret you attaching this document as your
agreement to jts content. The lefter should confirm that a price has been agreed for
delivery of the stated glement; however, the latter must nof include mformation
regarding the actual price agreed.

To: | Department for Work and Pensions
Date: 24" April 2017

| confirm that we have agreed in principle with Shaw Trust to deliver the following
elements of the service described in their Tender for the Work & Health Programme in
CPA B (HMome Counties). The service fo be delivered wﬂl be that-of an end-to-end Case
Management Pariner, which will include: .
» Initial engagement of customers;.
« Management and delivery of the customer j journey following the Shaw Trust
delivery medel;
« Brokering relationships with local empioyers fo source vacancies appropnate
for individual customers; )
= In-werk suppert of customers following job eniry.
We will deliver this service in East Sussex

. l have read and understood the specification for the elements of provision
- which my organisation will deliver.

= | have-agreed in principle the terms of dehvery for this provzsmn and fam
content that reasonable and appropriate price and payment terms have been
negotiated and agreed for delivery of these services.

» | confirm that the agreement in pnr;mple allows for recovery of costs, subject 1o
performance. .

= | confirm that the agreement in principle allows for my organisation to make the
- appropriate level of planning and investment fo deliver the service.

= | also confirm that we will not further sub-contract any of these Services.
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. Shelter
88 Old Strest
Londen
EC1V oHU -

" To: The Depariment of Work and Pensions, .

‘We would like o confirm our working partnership with The Shaw. Trust as part of
their Work and Health Programme bid.

Fo[!owing discussions between our organisations we héve agreed in principle to
support with the following services.

Until there's a,horhé for everyone

CPAS Supporting participants who are homeless and Indicative Persons who
_ e o | Bhosewithcomplexneeds. .- ... . ... ... _.|minimumannual | havea._ . _.. .
. referrals across | Disability
» Access to Shelter's He!pﬁne Plus to the CPA: - _
- _ provide support and advocacy around on CArlY ACCE2SS
- housing, benefits and housing related |« Disadvantaged
debt - . | Groups
= This service will be available to all Shaw Long-Term
Trust sites and case management Unemployed
pariners in the CPA. Claimanis
e To be part of the Shaw Trust Approved -
Supgplier Framework for the purpeses of
. being eligible fo bid for the
commissioning of services In response to
a parficipant need statement
¢ Providing support to the Work and Health
programme pariners in engaging
Shelter’s face to face services for
participants where appropriate.
mmawm
B W“Exf"m";:f;-..m,
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[ have read and understood the specification for the elements of provision, as
detailed above, which my organisation will deliver.

| have agreed in principle the terms of delivery for this provision and | am content
that reasonable and appropriate price and payment terms have been negotiated for
delivery of tliese services. :

| confirm that this agreemeﬁt in principle allows for my organisation to make the
appropriate level of planning and investment {o deliver the service.

| also confirm that we will not further sub-contract any of these Services.

We will corrlinue to work with Shaw Trust to develop this service as part of any
potential implementation or change in coniract participantneed. .

Kind Regards,

‘Head of Business Development
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Headofee | Regbland e
Unis

5852 Cownthie Cout
Langon Cowandyn Hoad West
Cardilf GFS

To: The Department of Work and Pensions,

We would like {o confirm vur working parinership with The Shaw Trus! as part of their Work and
Health Programme bid. . .

Following discussions betwaen our organisations we have agreed in principle to support with the
following services, .

- ) mental health or ather health condifions to

B BOY TP i i S
oo S pacaiion

R Ay et : P A

’rovide and manage a Time Credits Service for [N

Shaw Trust and the supply ¢hain across the CPA. [

‘The service will allocate a ime credit for each - 8

hour a participant volunteers, This intends to:

= Support Partizipants on their journey to
employment

=  Give new opportunities to participants with

& havs 2
¢ Disability
| Early Access
§ Disadvantaged:
_ Groups

“1 Long-Tem
take part in new activities that honst thelrsalf- . Unemployed -
esteer, independence and confidence Claimants

= Ensure that our elients are connecied to the
local community and are able to access the
support they need

» Help clients to learn new skills and acquire -
work experiente and qualifications

This service will be available to all Shaw Trust
. sites and case management pariners in the CPA,

To be part of the Shaw Trust Approved Supplier

Framework for the purposes of belng eligible to
bid for the sommissioning of services in response
to a parlicipant need statement .

| have read and understood the specification for the elements of provision, as detailed above,
which my organisation will deliver. : :

-1 have agreed-in-ptinciple the terms-of delivery for this provision and | am content that reasonable .

and appropriate price and payment terms have been negoliated for delivery of these services.

I confirm that this agreement in principle allows for my organisation to make the appropriate level
of planning and investment fo deliver the service. :

I also confim that we will not further sub-contract any of these services.

We will confinue to work with Shaw Trust to develop this service as part of any potential
implementation or change in contract participant need.

Kind Regards,

HEnD o7 pevazasmanT
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Reglstered andreglonal office
3rd Flodr Tower Point 44 No,

gx BNLIYR

To: Departrment of Work and Pensions

. © 20luly2017

Dear Sirs

CGL confirm our working partnership with The Shaw Trust and their supply .chain.parmys as part of their Work and
Health Programme bid. We have agreed in principle to oifer supgort to Work and Health Programme Participants on a
need basisto the below effect. . . < ‘

o Where geographies allow, we will integrate existing CGL '
provision {substance misuse, health and justice) and Work
CPA 4 and Health Frogramme provision to benefit atr shared
participants. This may include tase conferencing, joint
v ) group work and aligned activities working fowards Farly Access
CPAS employment outcomes. ’ T

Health and
Disabillty .

s Whare appropriate, develop targeted provision / jaint Long Term
proiects In Identified areas of raed. ' Unemployed

" e Where appropriate, explore of co-Jacation apportunities
whegre Shaw Trust staff can deliver services to Work and
Health programme participants within CGL and vice versa,
and to promote integrated working between Shaw Trust .

. and Partners and CGL staff. -

e T W RN

e  Sharing information and case conferencing with front line
- staff where we share participants to best service shared °
" participants,

¢  Exploring other commissioning opportunities to provide
specialist services to Shaw Trust or joint programmes to
support shared cohorts.

5

ooy

EneoRs (B B
%, & INPEOPLE ._:"* =

Changa, grow, [fve [CGL] Registered Cffice: 3rd Floor, Tower Point, 44 Nnrth!té:d, 5
Brigfiton BNQ. IYP. Roghstered Chasity Number in England and Wales (1073327 ' pereon and live i
Company Regiswration Number 3861209 {(Engiand and Wakes). R tofe o]l polential,

i
%




We will cantinue to work with Shaw Trust and parmErs ta develop the above as part of any putent(al implemantation or -
change in contract participant need. i

Executive Director




Thursday, 3 August 2017 : .

To: D&part}nent of Work and Pensions -

Catch22 confirm our working partnership with The Shaw Trust and their supply chain partners as

part of their Work and Health Programme bid. We have agreed in principle to offer support to Work

-and Health Programme Participants on 2 need basis to the below effect.

CPAS

Where geographies allow, we will integrate existing Catch22
provision (substance misuse, health and justice} and Work
and Health Programme provision to beriefit our shared
participants. This may include case conferencing, joint group
work and aligned activities working towards empicyment
oufcomes,

Where approprigte, develop targeted provision / joint
projects in identified areas of need. -

-Where appropriafe,'expiore of co-location opportunities ‘, ‘

whare Shaw Trust staff can deliver services to Work and
Health programme participants within Catch22 and vice
versa, and to promote integrated working between Shaw
‘Trust and Partners and Catch22 staff.

Sharing information and case conferencing with front line

 staff whare we share participants to best service shared

participants.

Exploring other cbmmissio ning opportunities to provide

- specialist services to Shaw Trust or joint programmes to
_support shared cohorts.

Health and
Bisahility

Early Access

Long Term
Unemployed

We will continue to work with Shaw Trust and pariners to develop the above as ;Jart of any potential

' xmplementatmn or change in contract participant need.

ind e

ard .

Heatch-22.o1g.ak

Petron: HRH The Princess Royal £atch22 Charity Limited Registered charity no. 1124127
Registered office: 27 Pen.rTme Street Londen ECIY 3AG Company limited by guarantee COmpanynumberSE??SStp

“







Schedule 1 Appendix B Part 2 - Contract Cost Register

Received through Bravo on 4 August 2017 10:00 a copy of which is embedded
[REDACTED] '
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Schedule 1 Appendix D — Post Tender Clarifications

Left intentionally blank






Schedule 1A — implementation Plan

See Schedule 1 Appendix B Part 1 — Appendix §






Schedule 1B ~ Contract Package Area and DDA

Home Counties CPA S

Ashford

Babergh
Basildon
Braintree
Breckland
Brentwood
Broadland
Broxbourne
Cambridge”
Canterbury
Castie Point
Chelmsford
Colchester
Dacorum
Dartford

Dover

East Cambridgeshire
East Herifordshire
Easthourne
Epping Forest
Fentand

Forest Heath
Gravesham
Great Yarmouth
Harlow

Hastings
Hertsmere
Huntingdenshire
Ipswich

King's Lynn and West Norfotk
Lewes

Maidstone
Maldon

Medway

Mid Suffolk

North Hertfordshire
North Narfolk*
Norwich
Peterborough*
Rochford

Rother
Sevenoaks
Shepway

South Cambridgeshire
South Norfolk™
Southend-on-Sea
St Albans

St Edmundsbury
Stevenage
Suffolk Coastal*
Swale

Tendring

Thanet

Three Rivers
Thurrock
Tonbridge and Malling
Tunbritdge Wells
Utllesford
Watford
Waveney
Wealden
Welwyn Hatfield

Cambridge and Peterborough City Region
DDAs

Cambridge
North Norfolk
Peterborough
South Norfolk
Sufiolk Coastai






