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		Question 1.3.9 - Implementation





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



Your response should include as a minimum:



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



· The timeline for staff recruitment and training



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



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



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



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



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





		

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














		G4S will deliver Restart using 18 End to End (EtE) Suppliers who will deliver frontline services to Participants from the Initial Engagement Meeting (IEM) to completion of their Restart journey. G4S can implement Restart rapidly due to our model of 100% EtE Suppliers, who are established in the CPA with premises and staff identified for go live. We will be ready across the CPA to: take Warm Handover bookings from 28th June; conduct Warm Handovers from 12th July; receive PRaP referrals from 13th July; and will have EtE Advisors and full Restart services in place to commence face to face IEMs from the 13th July. Members of the Implementation Project Board have been identified and we consider 9 weeks to be achievable based on G4Ss experience of implementing large Supply Chains for DWP contracts. Evidence: In 2014, G4S implemented Community Work Placement contracts with 27 EtE Suppliers in 6 weeks. 



Meeting the required standards: We will establish appropriate governance and control (in line with PRINCE2 methodology). Our Project Board will be led by G4S’s MD, REDACTED] and will be accountable for: ■ Deploying a team of workstream and operational specialists who know the business processes and Restart contract requirements. ■ Agreeing individual EtE Supplier implementation plans that will be monitored and reviewed twice weekly by G4S’s Supplier Relationship Manager. These plans will include Recruitment, Training, Premises and Employer Engagement streams with key activities and timescales for completion. ■ Ensuring that systems, tools and resources are in place to support the delivery and management of the Participant journey and CSSs from day one across the entire CPA.

The level of support to EtE Suppliers will be risk-based as experience tells us that some smaller organisations, require more intensive support and monitoring during implementation whereas larger organisations (e.g. Primes) have effective processes and systems in place needing less ‘hands on’ support. 

Upon service commencement, daily service stabilisation calls will take place to address any issues/support required e.g. IT system issues, refresher induction training. G4S’s Implementation Director will move into the role of Head of Operations, ensuring a seamless transition from implementation to BAU.



Milestones, activities & escalation: See Appendix 11 for detailed activities.

		Restart implementation milestones

		Start Date

		End Date

		G4S lead



		DWP Contract Award

		13/04/21

		13/04/21

		[REDACTED]



		DWP contract signed

		26/04/21

		26/04/21

		[REDACTED]



		Implementation Project Board est.

		16/03/21

		16/03/21

		[REDACTED]



		EtE Supplier contracts signed

		04/06/21

		04/06/21

		[REDACTED]



		EtE Supplier premises  

		04/01/21

		25/06/21

		[REDACTED]



		G4S Recruitment (incl. WHdover team)

		17/03/21

		07/06/21

		[REDACTED]



		EtE Supplier Recruitment (W. 1)

		18/03/21

		14/06/21

		[REDACTED]



		EtE Supplier go-live training(W.1)

		22/06/21

		09/07/21

		[REDACTED]



		Commence Stakeholder engagement  

		26/04/21

		26/04/21

		[REDACTED]



		DWP financial  procedures est.

		31/05/21

		31/05/21

		[REDACTED]



		G4S IT System (to live system)

		01/02/21

		01/06/21

		[REDACTED]



		DWP Security Assurance (system)

		22/03/21

		21/06/21

		[REDACTED]



		Contract Go-Live

		28/06/21

		28/06/21

		[REDACTED]



		Service stabilisation complete - BAU

		28/06/21

		20/08/21

		[REDACTED]









Staff recruitment and training timeline G4S: ►Recruitment: We have identified key management staff for Restart who will transfer into roles from contract award. This includes: ■ Head of Operations ■ Head of Customer Service ■ Head of Restart ■ 2 x Supplier Relationship Managers ■ Claims Manager ■ MI and Commercial Manager. To complete the contract management team, we will recruit the remaining REDACTED]  FTE roles to meet the Go-Live date. To do this we will commence Recruitment activity prior to Contract Award, including notifying agencies of our requirements and conducting pre-contract award recruitment activity between 17/03/21 to 12/04/21. On award of contract, we will move quickly to formal interview and job offer by 26/04/21 and advertise/recruit any remaining open vacancies. Vetting (DBS level) and on-boarding will start on 27/04/21 with individuals in post (including Warm Handover staff) by 07/06/21. ►Training: G4S induction materials, including G4S induction, Restart overview, Role Specific training will be delivered from 07/06/21- 17/06/21. EtE Suppliers: ►Recruitment: There are Operational Managers (REDACTED] FTE) and REDACTED] FTE EtE Advisors identified for go-live delivery. They will be deployed to Restart as required from the contract award date. For go live, EtE Suppliers will need to recruit a further REDACTED] FTE EtE Advisors. Recruitment activity for EtE Advisors will commence pre Contract Award with formal interviews and job offers made between 03/05/21 and 07/05/21. Staff for go live will be vetted and in post by 14/06/21. Adverts for a second wave of recruitment, which will include non-critical roles and EtE Advisors required for post-go live will be advertised by 03/05/21 with job offers made by 10/06/21. These roles will be in post 12/07/21. ►Training: G4S’s Customer Experience team will develop Restart training modules (including the Restart Participant Journey and G4S IT SYSTEM) and will deliver training to ‘Go Live’ EtE Supplier staff from 22/06/21 to 08/07/21. A rolling cycle of induction and refresher training will continue during the stabilisation period from 12/07/21 to 20/08/21.



Proposed delivery location activities and timeline: G4S: will have one new premises in the CPA, used as a hub for G4S staff. These premises will not be used for Participant delivery and will not be required for Go-Live as all G4S staff have the ability to work remotely. We have already identified premises and fit out requirements. They will be ready by 06/08/21. EtE Supplier: 66% of EtE Supplier premises are in place (fixed and outreach). We will identify premises for 33 new fixed sites and 11 new outreach sites by 12/04/21 (prior to contract award). Lease negotiations will be completed by 14/05/21 with any required building works and resources (e.g. IT hardware) completed, ordered and in place by 18/06/21. Prior to Service Delivery G4S will conduct checks on all premises to ensure that locations are safe, welcoming, DDA compliant, accessible, adhere to Security and IT requirements and have robust Business Continuity plans in place. All EtE Supplier premises will be ready by 25/06/21 Evidence: When mobilising CWP we completed checks on 102 premises before go-live date.



Contingency plan G4S will review the implementation plan and risk register, maintained throughout the bidding process, on Contract Award. This includes Supplier readiness e.g. recruitment and premises and IT to ensure resource allocated matches need. The Project Board will meet weekly so Work stream leads can report risks and progress against the plan.  In the event of missing any of the key milestones, escalation protocols will be triggered and contingency plans will be invoked to mitigate further risk. Examples of contingency include: We have at least two EtE Suppliers in most geographical locations so if a supplier is not ready we have other organisations who can take referrals from day 1. Where a geographical location only has one EtE Supplier, we have ensured that a neighbouring supplier has capacity to take referrals in that area in the interim; We have a G4S recruitment team on standby should G4S or its EtE Suppliers fall behind recruitment schedules



Narrative, key risks, mitigation & timeframes Our Project Board, consisting of workstream leads with experience in previous large-scale mobilisations, will report weekly via the Project Board and will immediately report any issues that could impact the critical path. Workstreams as identified in Appendix 11: 

►Legal (3.1): activities to sign G4S contract and EtE Subcontract Key Risk – delay in signatures (Amber) Mitigation: intensive G4S governance prior to bid submission; share draft T&Cs with EtE Suppliers prior to Contract Award 

►G4S Recruitment and Training (3.2): activities to recruit and train G4S staff Key Risk - Staffing shortfall for Day 1 (Amber) Mitigation: doing recruitment prior to contract award, key people already identified; 

►G4S Premises (3.3): activities to secure and mobilise G4S premises Key Risk - Premises not ready (Green) not needed for day 1, G4S teams can work remotely. Mitigation: identified and understand timelines/fit out requirements 

►Supply Chain readiness (3.4): activities including recruitment, training and premises to ensure EtE Suppliers are ready for go live. Key Risk 1 - Staffing shortfall for Day 1 (Amber) Mitigation: commence recruitment pre contract award, identified people to transfer, costed in and recruiting for higher staff numbers than needed. Key Risk 2 - Premises not ready (Amber) Mitigation: already have 39 fixed premises and 47 outreach locations in place, which is ample for go live, remaining 44 identified and understand timelines / fit out requirements. Key Risk 3 - Withdrawal of EtE Supplier (Amber). Mitigation: we have completed intensive financial due diligence and conducted multiple workshops to inform and prepare EtE Suppliers for Restart prior to bid submission. We will have weekly reviews with EtE Suppliers prior to Contract award to identify any potential risks and implement contingency arrangements as necessary.

►Customer Experience (3.5): activities to develop Participant delivery and EtE Supplier Restart induction materials ►Key Risk – Participant support materials not ready (Green) Mitigation: develop of materials will commence pre-contract award. Existing materials can be adapted if required.

►Risk (3.6): activities relating to finance, claims and compliance (CSSs) Key Risk – on-boarding of EtE Suppliers for payments (Green) Mitigation: EtE Supplier details already gathered ready for procurement to on-board.

►Stakeholder engagement (3.7): JCP engagement and specialist partners Key Risk – specialist providers not ready (Green) Mitigation: existing services are already in place in the CPA with agreements in principle in place

►IT (3.8): development of G4S IT System, Information Security and mobilising of Contact Centre Key Risk 1 – G4S IT System not ready (Amber) Mitigation: A skeleton system is already being configured and will be fully tested prior to Contract Award. If a critical issue occurs, we can adapt in 1 week G4S’s ESF1420 system to accept Restart PRaP referrals from day 1. 

The key dependency at the start of implementation is achieving contract signature and the subsequent signature of EtE Subcontracts. Once these are in place, the workstreams can progress activities independently of each other. The critical path activities are the build, test, implementation and roll-out of the G4S IT System and the recruitment, vetting & training of staff. The Implementation Director, Joanne Crewdson will have at least weekly contact with the Authority to flag risks and confirm mitigating actions. 

No risks were identified in the tender assurance report.
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