
 

 
(REDACTED) 
Independent Assessment Services (IAS) 
(REDACTED) 
(REDACTED) 
(REDACTED) 
(REDACTED) 
(REDACTED) 
 
Dear (REDACTED) 
 
Personal Independence Payments (PIP) Assessment Service  

Lot 1 - Contract Reference: UI_DWP_100429  

Lot 3 - Contract Reference: UI_DWP_100431 

Subject: COVID-19 Service Impact – Face to Face Reintroduction 

I am writing to you regarding the resumption of face to face assessments, including how 
we plan to work with you over the coming weeks to support their safe reintroduction, and 
how we intend to ensure appropriate contractual support is in place. I am also 
responding to a number of points in your letter to the Department dated 11th August 2020 
and the subsequent points raised in the email from (REDACTED) on 18th August 2020. 
 
Capitalised terms in this letter shall, where applicable, have the meaning given in the 
contract variations related to Provider relief due to Covid 19 in accordance with Public 
Procurement Policy Notes 02/20 and 04/20 (the “PPN Contract Variations”) which are 
currently being finalised. 
 
As per the email you received from the Department on 30th July 2020, we intend to work 
with you on a plan to begin the reintroduction of face to face consultations within your 
delivery model from October 2020 taking a phased roll out approach. The safe 
reintroduction of these assessments is of critical importance, and we will work with you to 
ensure this is consistent with our decision to Step In to the contract in March in protecting 
the wellbeing of claimants and staff during this period. As part of this we will of course 
take into account, and discuss with you, the point at which those assessments can 
commence linked to your implementation plan. I can confirm that this phased roll out will 
take into account the impact of Covid restrictions on your estate and that of your supply 
chain, and the ability to deliver face to face assessments. Where a site and or rooms 
cannot be adapted, for example including circumstances where communal areas are 
shared with other organisations, we will work with you to understand potential remedies 
and the impact this has on the roll out plan. 
 
You have identified a number of operational impacts and questions where greater clarity 
and further discussion is needed. We are actively working with your teams to build the 
guidance needed to support reintroduction of face to face consultations and the decisions 
you will need to make as part of operational delivery, and will look to reflect these in 
those products where necessary and applicable. We would expect, as part of this, to 
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understand the capacity available within your estate as a result of implementing the 
guidance and agreeing what this capacity means in terms of how you balance the 
different methods of assessment delivery (i.e. face to face, telephony and paper based 
reviews)  alongside Covid related guidance around such areas as local lockdowns, to 
best balance demand to your capacity during this period.  
 
As a minimum we would expect your operations, at the point services commence, to be 
an environment where you as the delivery partner, and the claimant, are comfortable is a 
safe environment to undertake an assessment. Within this, that the choice of a face to 
face assessment is the right one for those invited, and that whomever is invited 
understands what this means when they attend a centre, and participate in an 
assessment. This is why we are working with you on specific sets of guidance, that will 
be subject to cross government approval, all aimed at supporting you in this regard, 
including:  
 

- Who is invited back to a face to face assessment 
- What happens in a consultation / assessment room 
- A claimant’s attendance at a centre outside of a consultation / assessment room 

 
Effective communications are key as you point out in your letter of 11th August. We will 
need to ensure our messaging is aligned at all stages including joining up our respective 
teams where necessary to develop products. External communications are being 
considered at the moment and we will ensure you and your teams are linked into this 
work and what it means for your own communications.  
 
Consistent with Stage 2 of the PPN Contract Variation, we want to ensure you have 
sufficient notice to support the necessary implementation and preparation activity. We 
trust that this is welcomed and provides the opportunity for us to work together to 
mobilise the necessary preparation work to be able to meet the planned implementation 
date in an appropriately phased manner.  
 
We recognise that reintroducing face to face consultations during the Covid Relief Period 
may impact on areas such as Allowable Covid Costs and performance. You have 
submitted indicative costs to support your plan to reintroduce face to face assessments. 
Please accept this letter as confirmation that we expect agreed costs to be within the 
scope of the Stage 2 PPN Contract Variation and be considered Allowable Covid Costs 
which you should then include in your invoice returns. Where these costs are necessary 
outside the Stage 2 PPN Contract Variation and the Covid Relief Period, they will be 
considered as part of the Transition Variation. We acknowledge that your plans are 
indicative and as such may be subject to some change depending upon how the 
assumptions you made to arrive at the costings may alter based upon further guidance 
that we provide to you going forwards. 
 
Whilst we do not expect the reintroduction of face to face consultations to negatively 
impact on your ability to meet the performance levels we have agreed for the Stage 2 
period, we will work with you to consider any reasonable mitigations required with you as 
per the flexibilities we have included within the Stage 2 PPN Contract Variation. We 
would expect any potential mitigation requests to clearly demonstrate the impact on your 
ability to meet performance and what activity you have undertaken to best minimise the 
impact.  
 
In order to reflect the change to the Services as currently defined in Stage 2 Contract 
Variation Temporary Service Specification, we will include this letter in that variation prior 
to signature as a complete record of requirements within the Covid Relief Period. This 



change does not impact our Step In under Clause F10 of the contract nor does it 
constitute completion of Required Action. We expect to consider Step In as part of our 
exit from Covid 19 arrangements including the requirements and design of the Transition 
Variation.  You will appreciate that this will be a complex piece of work which will develop 
alongside our building understanding of the impact of Telephone consultations and their 
role in future delivery. This work will no doubt set the framework for our contract 
extension discussions so it is important I stress we will not be looking to enter into 
extension discussions in detail until such time we have gained approval to extend and 
agreed the Stage 2 PPN Contract Variation. These extension negotiations will also 
consider the IAS business case you have submitted, and we have discussed. We 
appreciate your continued support as we work through these considerations. 
 
We trust that this letter provides a response against the substantive points you have 
asked us to consider, and as per your email of 20th August, supports the work to prepare 
for the resumption of face to face assessments.  
 
In the circumstances we would be grateful if you could acknowledge the contents of this 
letter by return. Please treat the content of this letter as confidential. 
 
Yours sincerely, 
 
                   
(REDACTED)                 (REDACTED) 
 
(REDACTED)                 (REDACTED) 
 
 
 


