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Pertemps – North 


2.2.1 The Public Sector landscape in Scotland: 


(REDACTED)  


The Pertemps account delivery team in Scotland has filled assignments in the following categories of 


FPBs that make up the public sector landscape in Scotland: 


 Executive Agencies 


 Non Ministerial Departments (NMDs) 


 Executive Non Departmental Public Bodies (NDPBs) 


 Advisory NDPBs 


 Tribunal NDPBs  


 Public Corporations 


 Health Bodies 


 Parliamentary Bodies 


 Other significant national bodies including Police, Fire and Rescue services 


 Local Authorities 


FPBs aim to fulfil the five objectives that underpin the Scottish Government’s core purpose:  


 Wealthier and Fairer 
Enable businesses and people to increase their wealth and more people to share fairly in that 
wealth. 


 Smarter 
Expand opportunities for people to succeed from nurture through to life long learning ensuring 
higher and more widely shared achievements. 


 Healthier 
Help people to sustain and improve their health, especially in disadvantaged communities, 
ensuring better, local and faster access to health care. 


 Safer and Stronger 
Help local communities to flourish, becoming stronger, safer place to live, offering improved 
opportunities and a better quality of life. 


 Greener 
Improve Scotland's natural and built environment and the sustainable use and enjoyment of it. 


 


To support the above objectives Pertemps focus in Scotland is to provide local jobs for local people 


via dedicated local delivery teams. 


We offer all temporary workers free access to on-line training helping them develop skills required for 


the work environment. We place all temporary workers on full contracts of employment with 


additional benefits including access to pensions and a share save plan.  


Across Scotland and throughout the UK we support local community events and national charities 


including; (REDACTED)   


Pertemps has also been officially recognised for our outstanding commitment to the Armed Forces by 


achieving Gold Award status from the Ministry of Defence (MOD). 


(REDACTED)  



https://www.gov.scot/About/Performance/scotPerforms/objectives/wealthierAndFairer

https://www.gov.scot/About/Performance/scotPerforms/objectives/smarter

http://www.gov.scot/About/scotPerforms/objectives/healthier

http://www.gov.scot/About/scotPerforms/objectives/safeAndStronger

http://www.gov.scot/About/scotPerforms/objectives/greener





We understand the need for transparency in our dealings with the public sector and all associated 


individuals, particularly in terms of the Freedom of Information act. Through the collation of data and 


the comprehensive management information we produce we are able to respond quickly and support 


Scottish Government and FPBs in their responses to these requests. 


FPBs that will use these services: 


Throughout the whole-life of the contract we will market and promote it’s use to all FPBs so that 
they understand the contractual and financial benefits of using the framework and as stated we are 
currently supporting (REDACTED) FPBs. As a supplier with 20 years’ experience supplying temporary 
workers throughout the public sector in Scotland, we have extensive knowledge of current and 
future demand patterns. We have significant historical data to draw down from, highlighting peaks 
and troughs in demand and the reasons why FPBs use the framework. 
We retain this knowledge through extensive training and investment in our staff ensuring that we are 


recognised as recruitment professionals with expertise in the public sector. 


We deploy diverse recruitment strategies to identify quality candidates from all areas of Scotland. This 


pool of candidates is continually updated which allows us to deliver to the demands of each FPB in an 


efficient and timely manner.      


How FPBs will use the service: 


Our experience points to three main groups of user of the framework: 


 Project users 


 Operational users 


 Ad-hoc users  


Project users access the framework to support specific projects that require a significant increase in 


skilled resource for a defined project over a planned period of time.  


(REDACTED)  
 
Each year we: 
 
(REDACTED) 


Operational users are FPBs that have a continuous high demand for Pertemps’ temporary workers to 


form an integral part of their workforce to support the delivery of core services.  


For example, the (REDACTED) has had an on-going demand for between (REDACTED)  and (REDACTED)  


temporary workers each week over the last 4 years. (REDACTED) requirement for staff ranges from 


entry level Administrative staff, Security staff, Executive Officers and Personal Secretaries. As 


(REDACTED) works within a defined graded structure we have created bespoke profiles for each grade 


within our electronic ordering system. This has greatly improved the efficiency of the ordering and 


authorisation process for (REDACTED).  


(REDACTED) 


Ad-hoc users, for example the (REDACTED), access the framework to recruit temporary workers as 


cover for holidays, maternity/paternity leave, increased workloads etc. where it is not appropriate or 


realistic to recruit a permanent member of staff. They tend to use lower volumes than Project and 


Operational users. 







The use of temporary workers allows ad hoc users to meet service expectations without having to go 


through a lengthy and expensive recruitment process. 


(REDACTED) 


With over 20 years Public Sector MI  Pertemps is in a unique position to plan for, and then implement, 


individual recruitment plans for each FPB, irrespective of their geographical location, skill set 


requirements or usage volumes and patterns.  


Relationship management is a key part of the service offered and we consult with individual FPBs to 


promote the framework and understand their unique needs and how they may wish to access the 


framework.   


Whilst there is a high concentration of FPBs across the central belt this is not the only region that will 


access the framework. Pertemps apply a consistent and quality driven approach to all FPBs 


irrespective of the region or the volume of use.  


  







2.3.1  Framework delivery: 


(REDACTED)  


By introducing end-to-end technology to underpin service delivery, we will continue to transact on-


line and deliver back office and process efficiencies across the framework. Technology will 


disseminate and manage the workflow for all assignments from all FPBs and where hiring managers 


have limited or no access to systems, technology is supported by telephone, email and manual 


systems.  


In order to support delivery across Scotland Pertemps has, and will continue to invest in, a branch 


network that currently includes Edinburgh, Dundee, Rosyth, Aberdeen, Livingston and Glasgow with 


(REDACTED) The most effective service delivery is born out of partnership and we have the financial 


stability, resource and experience to invest in the long-term objectives of the framework to the 


benefit of all stakeholders. 


Our structure includes a board level Account Director, Account Managers, local delivery Team Leaders 


and Consultants with Payroll and Administrative support.  


The Account Director and Account Managers are responsible for ensuring the strategic direction of 


the contract, as well as engagement at senior level. They will ensure our solution dovetails with the 


key drivers across FPBs and Scottish Government’s five strategic objectives of making Scotland 


Wealthier and Fairer, Smarter, Healthier, Safer and Stronger and Greener. 


The delivery teams are responsible for the continued business engagement, fulfilment of 


requirements, monitoring and measuring of SLA performance and providing robust management 


information (MI) that meets the needs of the framework and individual FPBs.   


The number of dedicated consultants to worker ratio: 


Flexibility is key to the successful delivery of such contracts and the size of our teams will increase to 


reflect any growth in volumes, with account team members recruited locally across Scotland to 


support the contract. 


In order to determine the number of consultants for each geographical location Pertemps will assess 


the spread of FPBs, the number of temporary workers required and commuting distances from our 


own offices.  


Best practice and our experience of delivering large contracts of this nature over the last 30+ years 


indicate that we require one dedicated consultant for (REDACTED) workers on assignment.  


Across the North we currently have in place an (REDACTED) managing our current supply and 


promoting the framework to other FPBs across the region.  


We also have a dedicated team of (REDACTED) in Payroll and Administration supporting the 


frameworks. 


The number of consultants dedicated to each region is assessed on a regular basis dependent on 


demand in the area, allowing us to respond swiftly to any unexpected peaks .  







We use historic data to identify when individual FPBs have had traditionally varying levels of demand, 


allowing us to plan ahead, reorganise the team, or recruit additional resources to help maintain 


optimum service levels within the region at all times. 


Managing changes to key personnel: 
If there are any changes to key personnel, we commit to notify the FPBs with as much notice as 


possible. We will also ensure that there is an effective handover meeting where the leaving member 


of staff introduces their replacement to the FPB. An Account Manager will attend handover meetings 


wherever possible. 


Pertemps has an internal handover procedure from outgoing staff to replacement staff and Account 


Managers will ensure the full understanding of the specific needs of each FPB. Any replacement staff 


have access to the specific operational guide for their regional clients and Account Managers and 


experienced team members will provide additional support to replacement staff assigned to the client 


to ensure consistency of service.  


We encourage feedback from clients to confirm they are satisfied with our proposed handover, and 


continued contact after the handover has taken place to ensure there has been no change in service 


delivery levels. The Account Managers will seek this feedback and maintain regular contact with the 


FPB until the next scheduled service review meeting.  


Our temporary workers will be notified of any changes to the team via email, SMS, telephone, 


newsletter or at on-site meetings. 


 
Minimum experience level and designated responsibilities: 
 
Account Director: 
FIRP (Fellow of the Institute of Recruitment Professionals) with 20 years’ experience managing 


recruitment teams delivering services to the public sector.  


Key Accountabilities:  
 


 Strategic development of the framework 


 Senior level review meetings 


 Continuous improvement initiatives 


 Implementation of legislative changes  


 HR and policy advice  
 


(REDACTED)  
 
Key Accountabilities: 
 


 Setting-up account processes and supporting documentation 


 Ensuring delivery of required levels of service against the agreed SLAs and KPIs 


 Attending monthly and quarterly review meetings 


 Producing  MI to measure delivery  


 Driving continuous improvement initiatives 


 Developing solutions that will deliver commercial and operational benefits to the client 







 Handling any out of line situations 
 


Account Manager(s) role and person specification:   


 Role responsibilities: 


 Develop a detailed understanding and knowledge of the requirements of all allocated FPBs 


 Effectively monitor relationships during implementation and throughout servicing of accounts   


 Develop, motivate and communicate with contract delivery teams to ensure high quality service 
delivery,  consistent with FPB demands 


 Analyse performance and MI (Management Information) in the search for new initiatives in 
achieving a continuously improving service 


 Ensure best practice is communicated to all internal teams to ensure an understanding of what 
is expected of them in delivering exceptional service 


 Respond pro-actively to any problems through thorough investigation, decision making and 
communication 


 Analyse and organise financial and administrative information, to ensure we understand 
performance against operational and financial goals 


 Provide vision and inspiration for the motivation of team members 


 Create and maintain essential client relationships 


 Ensure that the terms of contracts are upheld 
 
Person specification: 


(REDACTED)  
 
Local Delivery Teams: 
Team members will have relevant recruitment experience in the public sector across Scotland. 


Key Accountabilities: 


 Recruitment and selection of temporary workers 
o Biographical interview  
o Referencing 
o On-line assessments 


 Matching workers to FPBs 


 Maintaining a pool of security cleared applicants 


 Ensuring the recruitment plan is sufficient to meet demand 


 Day-to-day management of workers  
o Performance management 
o Welfare management 


 Maintaining and auditing worker records 


 Ensuring the service is delivered to agreed SLAs 


 Attending regular FPB review meetings 


 Resolving day-to-day queries 


 Carrying out satisfaction surveys 


 Introducing local initiatives  
 
Support function accountabilities: 


 Supporting delivery teams in the recruitment and selection of temporary employees 


 Creating and posting job adverts 


 Processing of registration forms and Contracts of Employment 







 Referencing and background checks 


 Assessing candidates to agreed standards 


 Assignment briefings and induction 


 Payroll management 


 Administrative support 
  







2.3.2 Disclosure Scotland and Baseline Personnel Security Standard.  


Pertemps processes to ensure compliance; 


(REDACTED) Part of our induction and on-going training programme for all new and existing staff 


includes detailed training on these processes which are reviewed biannually.  This element of training 


covers the following: 


 How to complete the BPSS documentation 


 What information needs to be included with BPSS applications 


 What identification documents are required  


 How to interpret and validate a Disclosure Scotland Certificate (these certificates must be dated 
within the last 12 months for clearance to be granted) 


 Notification to the FPBs should we become aware that any of our temporary workers have been 
convicted of any offence during the period of their assignment 


 
We have also completed Identity Fraud Prevention training with Police Scotland as part of Operation 
Fairway. 
 
All of the above procedures are audited quarterly by our internal auditors to ensure compliance. 
 
The BPSS process followed by Pertemps comprises the following stages that are carried out for all 


potential candidates applying to work within the public sector across Scotland: 


 Stage 1:  Identity Check - a check of identity documents via a commercially available ID 
verification scheme in line with the Home Office standards 


 Stage 2:  References and employment history - a check of previous employment records and,  in 
exceptional circumstances, a check of HMRC records 


 Stage 3:  Nationality Check and Immigration Status - a check of nationality and immigration 
status documents and, in exceptional circumstances, an independent check of Immigration and 
Nationality Directorate records 


 Stage 4: Criminal Record Declaration - a self-declaration is present on our registration and 
interview documentation, however this must be verified by a Basic Disclosure Scotland Certificate 
 
(REDACTED) 
 
That said, when discussing an assignment with hiring managers, we will qualify the role and determine 
any additional clearance, including those related to sensitive roles, that may be required. For example: 
 
(REDACTED) 
 
Through diverse recruitment and attraction strategies, Pertemps have, and will continue to build and 
maintain, a ‘pool’ of security cleared candidates with the skills required for each geographical location. 
Using historical data and any additional information gained during contract implementation due 
diligence we will ensure these strategies are fit for purpose and evolve with the changing needs of 
each Framework Public Body.  
 
(REDACTED) 
 
Matching security pre-cleared candidates to Framework Public Body requirements: 
  







Initial screening: 
 
All candidates across all categories undergo initial screening to determine their potential suitability 
against basic criteria for each job role. This includes the following as a minimum: 
 


 Candidate skills and experience match the requirement criteria 


 Commitment to the length of assignment 


 Previous relevant experience 


 Driving licence (where appropriate) 


 Qualifications and training (where appropriate) 


 Previous public sector work history explored and the length of existing service verified in line with 
the 47 month ruling 
 
Assessments: 
All workers are assessed against a minimum standard, which can be client specific, with the 
benchmark set against internal permanent workers.  Assessments typically cover: 
(REDACTED) 
 
Candidate Interview: 
 
Throughout the face-to-face interview, candidates are evaluated across the following areas to ensure 
their suitability for the assignment. 
 


 Previous employment history 


 Evidence of behavioural competencies specifically defined for the role 


 Availability for work (start date, working hours) 


 Commitment to the length of assignment 


 Acceptance of contract terms 


 Investigation of any gaps in CVs 


 Reasons for leaving previous work 


 Previous public sector experience 


 General aspirations for future work 


 Political allegiances for some sensitive roles  
 
References  
As per the framework specification two written references are required for each candidate and 


evaluated to ensure they are relevant. Typically they are sought from previous employers or 


educational facilities in cases where references from two previous employers are not available. If a 


Framework Public Body requires additional referencing then Pertemps will comply with the request. 


All applicant registration cards are signed off by the Team Leader to ensure compliance.  


Ensuring temporary workers understand and adhere to confidentiality: 


All Pertemps temporary workers are issued with Contracts of Employment and must sign their 


handbook to accept the terms and conditions. 


Once the entire process has been completed, and a candidate’s suitability has been matched to the 


assignment, they are appointed.   







Prior to the commencement of their first and any subsequent assignment, temporary workers are 


fully briefed regarding expectations and any additional administration is completed. All candidates 


sign an IT code of conduct and a confidentiality agreement (extracted from the Official Secrets Act), 


in addition to the clauses covering these points in our Contracts of Employment. A signed declaration 


that policies have been read and understood will be kept in the candidate’s file for the duration of 


their employment with Pertemps. 


The agreement states that our candidates: 


 Will not divulge or communicate trade secrets or confidential information which they may come 
into contact with throughout the delivery of their work duties 


 They will not remove any digital or physical documentation from their work assignment 


 They will surrender at the end of their assignment any documentation, identification or anything 
else of a sensitive nature 


 They will comply with the Official Secrets Act 


 They will at no point speak to the press regarding anything they may witness, or information they 
may have access  to, during the execution of their duties 


 
Prior to commencement of an assignment the application pack containing the candidates CV, 


interview notes, BPSS documentation and references is audited and signed off independently by the 


Quality and Compliance Consultant. 


  







2.3.3 Recruitment, retention and matching of suitable candidates.  


Recruitment: 
Pertemps adopt, and will continue to adopt, a position of ‘perpetual sourcing’ across all FPB locations, 
never relying solely on already known workers or our existing candidate talent pools.  
 
For administration, catering and manual roles we use a variety of local and national web based job 
boards and social media to promote the opportunities as well as our branch network across Scotland 
and our own website.  
 
Across Scotland Pertemps are able to recruit quality applicants, possessing the skills and experience 


to perform well in their given roles because we deploy wide reaching, efficient and on-going candidate 


attraction strategies. 


For most of the positions we advertise we find that candidate availability remains strong, even in the 


current economic climate, with the majority of candidates sourced direct from web advertising and 


social media.  


Our recruitment experience and longevity in the local communities across Scotland will benefit all 


FPBs in that we have been a recognised supplier into the public sector across the country for nearly 


20 years, and receive many speculative applications and enquiries about opportunities. 


Our recruitment campaigns  continue to attract applications from across all communities, breaking 


down the barriers for ethnic minorities, disabled and other minority groups. The Pertemps team will 


treat all applicants fairly, consistently and supportively.   


By recruiting within the local communities, Pertemps ensure that the majority of temporary workers 


recruited into the public sector across Scotland are from within their local area (REDACTED).  


(REDACTED)  


In addition our Marketing, PR and Digital team support our UK operations and contract teams expand 


their pipeline and talent pools through a range of media and projects including: 


 
1. A recent (REDACTED) investment in TV and radio campaigns as part of our brand awareness and 


candidate attraction strategy. This will be refreshed and repeated later in 2018 
2. Investment in a (REDACTED) digitalised (REDACTED) initiative to enhance candidate experience 


with targeted intervention ultimately improving our recruitment and retention of quality 
temporary workers  


3. Search engine sponsored advertising to attract candidates with relevant landing pages on 
Pertemps website, assisting conversion of applications 


4. Social media marketing attraction campaigns targeting candidates across the UK 
5. Segmented talent pool database - this talent pool is contacted regularly with job alerts relevant 


to location and sector 
6. Use of job aggregator websites to attract relevant candidates  
7. Programmatic advertising to ensure Pertemps captures targeted passive candidates via non-


specific job websites 
 


 







 
Pertemps local presence across Scotland: 
Our offices are located in the heart of their respective town or city centres and we recruit by 


advertising all temporary vacancies on window displays and ‘A’ boards within our office locations,  


encouraging people to come in, register, and discuss their needs and aspirations, even if these do not 


fit with any of our current assignments.  


In order to support delivery across Scotland Pertemps has, and will continue to invest in a branch 


network that currently includes Edinburgh, Dundee, Rosyth, Aberdeen, Livingston and Glasgow with 


(REDACTED) Our recruitment teams will travel to local areas in order to meet candidates on their 


‘home ground,’ as well as to assess the locality ourselves if we are unfamiliar with it.   


 
Pertemps has access to over 140 job boards and advertise daily across all major jobsites including: 
(REDACTED) 
 
We advertise across local community centres and fair start Scotland service providers including: 
(REDACTED) 
 
For more remote areas, we advertise in community and religious organisation’s newsletters, Post 


Offices and other local businesses’ windows, as these have proven to be extremely valuable when 


sourcing skilled local talent.  


Other applicant attraction strategies include: 
(REDACTED)  
 
In addition, Pertemps acknowledge and embrace the increasing importance of social media in 
supporting our service delivery in: 


 Identifying industry trends 


 Promoting client opportunities 


 Sourcing candidates 


 Directly communicating with existing and passive workers 
 
Our objective is to establish confidence in our existing temporary workers, potential candidates, 
clients and on-line communities that Pertemps is a brand that offers high quality recruitment services 
via evolving on-line digital channels. 
 
Northern region: 
Pertemps has worked in the past in remote areas within the Northern region to recruit for roles  


across the administrative, manual and catering disciplines. Due to many factors recruitment for 


remote areas varies greatly from that experienced across the central belt of Scotland.  


Factors include: 


 Lack of infrastructure, such as public transport network, which means we have to try to either  


source a local person from a small community, or someone who is willing to travel further than 


the average commute in order to work 


 (REDACTED)  







In order to tackle these difficulties Pertemps have tried many strategies over the years, and those 


we have had most success with, are as follows: 


 Community based advertising is a positive way to find skilled candidates who are perhaps not 


actively seeking a position. This can take the format of 


o (REDACTED)  


 Relying less on traditional recruitment techniques which may work in urban locations 


 Pertemps have social media sites, newsletters, competitions and employee assistance 


programmes in order that staff working in remote areas are able to contact and interact with 


colleagues  


 


We consult with all FPBs to agree what we think the best way to recruit for each role is, and are realistic 


with them on the likely timelines for any recruitment. We also work to build on our cleared bank of 


available candidates with various skills and profiles across all locations to ensure we have sufficient 


numbers of staff available so we can quickly respond to urgent requirements within the 48 hour 


response time in the specification.  


 


Retention: 
Pertemps recognise the importance of retaining temporary workers once registered and whilst on 


assignment, reducing the need for constant replenishment and replacement. The means by which we 


undertake this is similar, regardless of location.  A key element for all areas is our flexibility and 


commitment to on-going contact with candidates and temporary workers through access to Pertemps 


(REDACTED) providing an opportunity for them to meet and talk with members of the account team. 


Through candidate contact, Pertemps’ Consultants ensure that applicants who are awaiting an 


assignment, or who are between assignments, are updated regularly on the progress of their 


application and status via telephone, email, SMS and newsletters. 


Pertemps offers all of its temporary workers the opportunity to undertake on-line training free of 


charge.  Examples include all types of Microsoft Office software, from beginner to advanced levels, as 


well as more specialised programmes such as audio typing and data entry. This improves their skills 


and systems knowledge and gives them more choice in terms of the assignments they can be offered 


as well as a higher chance of successfully attaining a position within the public sector.  This works 


particularly well in rural locations where jobs are limited and do not arise in the same volume as urban 


placements. 


Pertemps implemented full Contracts of Employment (CoE) for temporary workers over 14 years ago, 


and have enhanced this CoE to include (REDACTED), strengthening the mutuality between the 


temporary worker and Pertemps.   


The CoE allows Pertemps to manage our temporary workers in the same way as clients would manage 
their own permanent workforce. This helps retain workers through providing development plans and 
training in line with client skills requirements, and our temporary workers’ aspirations.   
 
The relationship between Pertemps and our temporary workers is clearly defined within the CoE and 
our employee handbook.  There are additional clauses within the CoE that reinforce this relationship 
including: 
(REDACTED) 







All temporary workers and hiring Managers will be called at regular intervals to ensure both parties 
are happy with the assignment, and that any issues are dealt with promptly and effectively.  
Throughout the duration of the assignment, performance will continue to be monitored using a variety 
of interventions including service visits, surgeries and evaluation surveys. 
 
Pertemps has (REDACTED). This allows the quick and satisfactory resolution of any queries.  
 
Recorded sickness is monitored and ‘back to work’ interviews are conducted with all employees 
including relevant absence management process initiation in a consistent, fair and firm manner. 
 
If and when temporary workers leave Pertemps, we conduct exit interviews to monitor and report on 
any trends that could identify any potential need for changes in the assignment and/or management 
of our workers.   
 
Matching candidates to assignments: 
(REDACTED) 
 
Initial screening: 
All candidates across all categories undergo initial screening to determine their potential suitability 
against basic criteria for each job role. This includes the following as a minimum: 
 
(REDACTED) 
 
Assessments: 
All workers are assessed against a minimum standard, which can be client specific, with the 
benchmark set against internal permanent workers.  Assessments typically cover: 
(REDACTED)  
 
Candidate Interview: 
Throughout the face-to-face interview, candidates are evaluated across the following areas to ensure 


their suitability for the assignment. 


(REDACTED) 
 
References:  
 
As per the framework specification, two written references are applied for per candidate, and 


evaluated to ensure they are relevant. Typically they are sought from previous employers or 


educational institutions in cases where references from two previous employers are not available. If 


a FPB requires additional referencing then Pertemps will comply with the request. 


Once the entire process has been completed and a candidate’s suitability has been matched to the 


assignment, they are then appointed to a position.  Prior to commencement they are fully briefed 


regarding expectations, and all appropriate administration is completed. They are issued with 


Contracts of Employment, detailed assignment briefs and they sign their handbook to accept the 


terms and conditions of their employment.   


  







2.3.4 - Pre-employment occupational health checks 


Occupational Health Checks: 


Prior to interview candidates are asked if there are any adjustments required to make the application 


process easier for them. If partially sighted and unable to undertake a written assessment, we ensure 


that it is made available via audio mechanism or if a piece of  equipment is required to enable a 


computerised evaluation to be done then we will source one. Pertemps will also interview off site in 


a location with suitable access for individuals with a physical impairment.   


During the registration process all candidates are asked to complete a health questionnaire. They are 


asked if they have any allergies or medical conditions we would need to know about in the case of an 


emergency and are also asked to clarify the details of  any adjustments required. This is discussed with 


FPBs prior to placement to assess if potential adjustments are available. 


Pertemps also has a national contract with (REDACTED) for Occupational Health  that provides 


Pertemps with a robust pre-employment health assessment service.  


Pertemps’ pre-employment questionnaire sections include: 
 
(REDACTED) 
 
Questionnaires are reviewed by Occupational Health Nurses and can be referred to Occupational 


Health Physicians if further guidance is required.  A reply (paper/electronic) indicating the results of 


the review, signed by a Clinician, is forwarded to Pertemps’ HR department highlighting any causes 


for concern or adjustments that may need to be made to accommodate employment. 


If a full medical assessment is needed, these are again undertaken by an OH Nurse, however, can be 
reviewed by a Physician if required. (REDACTED) automatically arrange for those declaring the 
following conditions during their Pre-Employment Questionnaire: 
 
(REDACTED) 
 
A standard Pre-Employment Medical covers: 
(REDACTED) 
 
A verbal report is provided for the employee at the time of assessment while written confirmation of 


the result (Fit/ Fit with restriction/ Unfit) is sent to Pertemps. 


Reasonable adjustment: 
Pertemps has been awarded the right to display the "Positive About Disabled People" symbol and is 
committed to achieving a truly diverse workforce.  
 
This means that Pertemps as a Company has agreed to honour the following commitments: 
1. To interview all disabled applicants who meet the minimum criteria for a job vacancy and 


consider them on their abilities 
2. To ensure there is a mechanism in place to discuss with disabled workers how they can develop 


and use their abilities 
3. To make every effort when employees become disabled to retain them in the business 
4. To ensure that all employees develop the appropriate level of disability awareness to make the 


commitments work 
5. To conduct annual reviews of the 5 commitments, providing feedback to employees and 


Jobcentre Plus about progress and future plans 







 
By using the symbol we are sending a clear message to disabled candidates that we encourage their 


job applications.  Pertemps displays the symbol within its branches and incorporate it in our 


letterheads and advertising and promotional material. 


Pertemps are aware of the ‘extended duties for businesses that provide services to members of the 


public and our duty to our employees’ (as detailed in the Disability Discrimination Act 1995 amended 


on 1st October, 2004).   We have dealt with this amendment in the same way in which we deal with 


policy and strategy for any other type of legislation affecting us.  Our over-riding objective being to 


provide ease of access for as many candidates and customers as possible, whilst remaining ‘flexible 


enough’ to offer alternatives where required.  


(REDACTED)  


Equality Diversity and Inclusion (ED&I): 


Pertemps will ensure that our policies and procedures remain in line with existing and developing 
equality legislation. To ensure compliance and the adoption of Best Practice we conduct Equality 
Impact Assessments, review our equality schemes and action plans, and consult with users, staff and 
key stakeholders to gather feedback on policies, performance and progress. 
 
Our Chairwoman sits on the board of Race for Opportunity (RfO) and our development programmes 
offer excellent equality training in recruitment, appraisal,  selection, supervision and resource 
allocation. In addition we provide training and company briefings on specific and evolving equality 
issues through updates on our intranet. 
 
Alongside previous awards from Remploy, Two-ticks (now Disability Confident) and Age-positive, 
Pertemps has twice been awarded the Gold Standard for achievement in race and gender inclusion in 
the RfO benchmark programme.  
 
Our principle activity in relation to the execution of this contract will be to recruit, select, retain and 


manage the provision of temporary workers across the public sector in Scotland. In this regard the 


significant issues that form part of our service delivery include: 


 Equality – through all stages of the recruitment process 


 Accessibility of our service to all candidates and demographic groups 


 Quality of systems and procedures 


 Education – ability to understand diversity in the workplace and community 


 Compliance – legislative compliance 


 Continuous improvement – benchmarks and innovation 


 Customer’s strategic objectives 


 Engaging with  the community 
 
We will gather diversity data from the outset by asking candidates to complete our ED&I monitoring 
form. We explain why it is important, that they are under no obligation to complete it and that it has 
no bearing on selection. Data is compared with local/national demographics and presented within our 
management information (MI) at contract review.  
 
We monitor diversity of candidates selected and rejected at each stage of the process as well as the 
source of applications.  We identify where specific groups are exiting the process and revisit applicants 
to investigate why and assess if the process needs adapting.    
 







As an Equal Opportunities Employer our policies are such that we ensure that all people applying for 
work are treated in an equal and fair manner. Our policies and procedures are developed and evolve 
so that we are able to attract, source, interview and assess ever increasing volumes of people from 
diverse groups. Pertemps actively works to attract and place under-represented minorities into work 
and offer additional support, where required.   
 


To encourage applications from diverse groups we partner local outreach service providers, 
(REDACTED)  and significant others to ensure that we offer the best advice and support to those 
seeking work and to workers seeking skills development. 


 
Organisations that we partner with include: 
(REDACTED) 
 
Once assigned a key element of our service and commitment to our workers is on-going contact with 


candidates and access to the Pertemps team and support functions using a range of interventions 


including Skype, regular site visits and providing every opportunity for them to meet and talk with 


members of the account team. 


  







2.3.5 – Management of sickness absence and absenteeism   


Sickness and Absenteeism: 


(REDACTED)  


We have strict views on absenteeism, which is outlined to all our workers during induction and in their 


employee handbook. At the start of each assignment we confirm individual site processes so that they 


are aware of who they must call for every day of absence (unless they have been signed off by a 


physician for a defined time period).  We are therefore able to manage and report on absenteeism in 


an open, fair and consistent manner across our workforce. 


Temporary workers must inform a member of the contract delivery team if they are going to be late 


for work, or absent. As soon as the team are made aware of this they will contact the Line Manager 


and ascertain whether or not there is a need to replace or cover the shift for the worker. 


We conduct return to work interviews with the outcome of each meeting held on the (REDACTED)  


system for future reference, audit and compliance. (REDACTED)  A summary of this information will 


form part of the discussion during reviews with the individual FPB. 


For long term sickness we will offer a replacement candidate to ease any operational pressure this 


causes our clients. 


Temporary Worker Evaluation Forms (TWEFs) allow for honest and open feedback from hiring 


managers for our workers at the end of each assignment and acts as a reference point for future 


assignments the worker is to be considered for. The TWEFs provide feedback that allows us to assess 


how our staff perform in the work environment, rather than our opinion of their suitability through 


qualifications and experience. 


Replacement of workers: 


In the unlikely event of a candidate being unsuitable Pertemps will discuss the reasons for this  so that 


a more suitable replacement can be found. We will also be able to assess any training requirements, 


or determine if the candidate can be placed in a more appropriate assignment. We would agree a 


time-scale for a replacement with the hiring manager. 


(REDACTED)  


Protecting Framework Public Bodies from employment relationship risks and claims: 


(REDACTED)  
 
The relationship between Pertemps and our temporary workers is clearly defined within the CoE and 
our employee handbook.   
 
There are additional clauses within the CoE that enforce this relationship including: 
(REDACTED) 
 
It is important that hiring managers understand this relationship and do not conduct disciplinary, 
grievance or performance reviews. They can, however, provide feedback, instruction and training in 
order that our temporary workers can successfully complete their assignment, along with day-to-day 
supervision.   
 







Pertemps will run a series of workshops, at the commencement of the new framework and throughout 


the lifetime of the contract, with hiring managers to ensure they are aware of their responsibilities 


and those of Pertemps and the contract delivery team. We will also provide a short guide, made 


available in hard copy and, if possible, published on the FPBs intranet, to ensure that everyone 


understands where the responsibility for employment lies, and the actions that should be taken if 


there are any issues to be resolved. 


  







2.4.1 - Maintaining a consistently high service level 


As with the current framework the Pertemps Account Management team will work closely with the 


delivery teams to ensure that FPB requirements are managed by those with the relevant knowledge 


and experience, whilst at the same time ensuring service levels are met in terms of fulfilment, quality, 


vetting and reporting. 


The Account Management team will ensure support and commitment across all internal functions 


including HR, IT, Legal, Payroll and Finance.  


This will involve:  


(REDACTED)  


The Account Management team will brief and train all team members to ensure objectives and service 


levels are understood and committed to. Subsequent performance is reviewed through ongoing 


appraisals with team members to ensure that a high level of service is met or exceeded.  


Furthermore Pertemps will provide all team members with a customised, version controlled, 


Operational Guide. This guide will include information on: 


(REDACTED) 


Should changes to any element of the contract occur the Account Managers would amend the guide 


and update the delivery team by Skype or face to face meetings as well as circulating amended 


material to all concerned. If further clarification or staff training is required then Pertemps will carry 


out internal seminars or webinars to ensure that the delivery team are kept fully up to date with the 


agreed ways of working.  


The contract delivery team also have access to all head office support teams including: 


 HR, Training, Quality, Finance, MI, Legal 


 Audit compliance team 


 Board Members 


 Marketing 


 IT and back office functions where formal SLAs exist 
 


Performance Monitoring: 


We monitor, measure and report on service delivery against the agreed KPIs and SLAs and audit 


ourselves on a regular basis. To ensure we are delivering the required levels of service to all 


stakeholders we conduct quality surveys across FPBs and temporary workers.  


As part of our aim for continuous improvement in service delivery the following processes and 


procedures are in place: 


 All staff on the contract receive training to ensure a full understanding of the contractual 
requirements and how best to deliver them  


 Regular contract delivery meetings ensure that team knowledge is updated to reflect any 
contractual changes and the improvements to be delivered  







 Consultants are reviewed weekly against a detailed set of KPIs which reflect the contractual SLAs 
and service requirements of the contract 


 Client review meetings are held to discuss current service levels and improvements 


 Surveys of both clients and temporary workers are used to inform individual client service 
improvement plans 


 Analysis of contractual MI helps identify any possible areas for improvement 


 Introduction of electronic process initiatives, where possible, to drive efficiencies and allow 
contract team members to focus on customer facing activities 


 Share best practice from other contracts across the UK 
 
Performance on the contract is linked directly to the team members’ Personal Development Plans. If 


a training need is identified, or a performance issue raised then an agreed plan is put in place.    


The results from all the above activities are analysed and action plans produced and shared with the 


client. In our experience this analysis and measurement of current performance is used to drive 


continuous improvement. 


Problem Solving – Dispute Resolution 


Pertemps views the raising of issues and complaints by our clients or temporary workers as an aid to 


improving service as they may highlight procedural faults, the changing of which may improve the 


quality of service.  All issues are therefore documented and followed up with care and attention. 


All complaints are recorded on our complaints database and the Issues Log whether identified by the 


temporary worker or FPB. Every complaint received by telephone or in writing (REDACTED)   


Our standard practice is that each complaint must be acknowledged (REDACTED).  If it is necessary 


this will be followed up by a visit to the hiring manager or temporary worker. 


If complaints cannot be resolved locally by the delivery team they are passed to a Team Leader 


(REDACTED).  If the matter cannot be dealt with at this level, it will be raised to Account Manager 


(REDACTED) and Account Director level (REDACTED) for investigative, corrective and preventive 


action.   


The action taken as a result of the complaint is recorded on our database and relevant correspondence 


is kept on file.  Any correspondence sent out by the Account Manager or Account Director will also be 


copied to the contract delivery team.  


Issues or complaints on the Issues Log will be reviewed at contract review meetings with Scottish 


Procurement and the individual FPB.   


In addition, any complaints will be forwarded to our Quality Director as part of our ISO responsibilities 


so that data can be compared, trends identified and process improvements implemented.  


Value for money for all stakeholders 


Pertemps will pro-actively look to support FPBs reduce costs and improve process efficiencies over 
the duration of the framework.  


Through Supplier Relationship Management (SRM) we will seek to deliver continuous improvements 
in all elements of our service. We will monitor, measure, and report on service delivery against agreed 







KPIs and SLAs and audit ourselves on a regular basis. To ensure we are delivering the required levels 
of service to all FPBs we will conduct quality surveys across hiring managers and temporary workers.  
 
The five areas outlined below encapsulate the essence of SRM and ensure a true strategic partnership 
approach to the development of this framework. The Account Director will be responsible for driving 
this relationship across Pertemps. 


Relationship Management 


 Facilitating relationships with strategic stakeholders at framework level and across FPBs 


 Providing a point of escalation for all initiatives 


 Facilitating introductions to other Pertemps clients   


Performance and Risk Management 


 Deploying and managing the performance of a dedicated delivery team 


 Reporting, controlling and managing risk  


Strategic Value 


 Owning and driving through agreed initiatives by presenting the business case 


 Identifying and implementing efficiency improvements  


 Sharing best practice from other Pertemps clients for example diversity, risk management, 
environmental policy and data protection  


 Sharing information on relevant legislation for example IR35 and pensions 


Capability and Quality 


 Monitoring and measuring satisfaction from managers, temporary workers  and the contract 
management team through electronic service evaluations and questionnaires, and applying 
action plans to drive continuous improvement 


 Using comprehensive management information to identify areas of enhancement / 
improvement and implementing and monitoring change 


Financial Value 


 Measuring/benchmarking and reporting on the benefits and efficiencies derived from initiatives 


 Delivering reductions in whole of life cost for example: 


 Cashable Savings 
o Control of pay rates 
o National Insurance only being charged on earnings above the earnings threshold 


 Non-cashable Savings 
o Introduction of E-solutions, which will improve the carbon footprints of both 


businesses  
o Consolidated invoices designed to ‘speak to’ individual FPBs financial systems, 


reducing the time needed entering data onto internal ledgers 
o Introduction of Skype and conference calls to avoid unnecessary travel 


Pertemps would invite specialists from within the organisation and clients to review meetings to 


advise on areas of interest, for example: 


 Employment legislation 


 Workforce planning 


 Employee value proposition (EVP) 


 Technology 


 Best practice 


 TUPE 







 Environmental policy 


 Diversity 


 Sustainable recruitment 


Stakeholder engagement: 


Stakeholder engagement is  managed and driven by a strategy with a clear set of objectives, timetable, 


budget, and allocation of responsibilities. All members of the account team will be aware of the 


program, and understand the importance and implications. As well as stakeholders from within  


Scottish Procurement and FPBs other stakeholders engaged include the Pertemps delivery team, 


candidates and temporary workers. 


The stakeholder engagement strategy includes: 


 Stakeholder identification - who our stakeholders are across FPBs  


 Stakeholder analysis - a more in-depth look at stakeholder group interests, how they will be 
affected and to what degree, and what influence they could have on the framework 


 Information disclosure - communicating such information in a manner that is timely, 
understandable and accessible to our stakeholders 


 Stakeholder consultation – engaging stakeholders and seeking feedback throughout the lifespan 
of the framework 


 Issue management - how we respond (or are perceived to be responding) when issues are 
highlighted is important and could have significant implications for the framework performance 


 Stakeholder involvement - to help satisfy concerns and promote transparency involving key 
stakeholders during mobilisation which helps align objectives and mitigate potential future issues 


  







2.4.2 Regular and effective communication and reporting 


Communication: 
Across our expansive network of branches throughout Scotland the contract delivery team is local, 
dedicated, and focussed on developing close working relationships with hiring managers across the 
FPBs, the existing temporary workforce and potential candidates. 
 
Local engagement on a day-to-day basis between the Pertemps contract delivery team and hiring 
managers will ensure regular and effective communication and develop close working relationships. 
There would however need to be ongoing formal review meetings to help monitor performance 
and drive continuous improvement.  
 
(REDACTED) 
 
Review Meetings: 
The service review meetings will be formal, with agenda items and format agreed in advance.  


Static items on the agenda should include: 


 Key performance indicators (KPIs) 


 Management information (MI) (monthly, quarterly and or 6 month trend analysis) 


 Performance and risk management e.g. new legislation 


 Financial performance – spend by FPB 


 Continuous Improvement – initiatives and outcomes 
 


Other forms of communication to be used would include: 


 (REDACTED) 
 


Social Media will be used to: 
 


 Promote FPB opportunities 


 Source candidates 


 Communicate with existing and passive workers 
 
 
Management Information (MI): 
Pertemps understand the importance of management information in giving vital data to Scottish 


Ministers as a whole, as well as to individual FPBs. A successful management information system will 


reap benefits for both the FPBs and Pertemps and allow both to gain insight to better align strategies 


and identify critical relationships and gaps along four key dimensions – people, process, culture and 


infrastructure. 


A successful information system provides a framework for the FPBs and Pertemps to evaluate 


themselves relative to these dimensions. By understanding and improving alignment with these 


critical dimensions, the FPBs will be able to maximize the value and impact of information as a strategic 


asset to gain cost and efficiency advantages. 







As such, Pertemps has a dedicated member of our Business Support team to compile MI reports in 


accordance with the Framework agreement, and they are contactable for any issues or queries 


regarding any aspect of MI. 


Pertemps has implemented and used to great effect an online procurement and vendor management 


application. This system manages requests for staff right from the initial placement of the order and 


until the selected worker starts their assignment. In addition the system provides financial 


management information, drilling down to individual timesheets for temporary workers. (REDACTED)  


As part of Pertemps’ commitment to continuous improvement we enhance and develop this system 


in line with legislative needs and in response to requests from clients and our delivery teams.  


The system (REDACTED) is a complete, modular, end-to-end web-based solution for the entire 
recruitment process. The system operates across all disciplines and job categories, is able to manage 
the supply chain, legislation responsibilities such as those associated with the Agency Worker 
Regulations (AWR) and integrates seamlessly with third party HR and procurement systems, 
including SAP and Oracle.   
 
The system is a fully hosted web-native application (REDACTED) (unless significant bespoke 
enhancements are required). The system speeds up recruitment cycles, drives process 
improvements and brings down costs. Every event is time and date stamped for MI reporting and 
audit, making for an even more efficient and intuitive web-based solution.  
 
Out of Hours: 
Pertemps’ service availability and that of the contract delivery team will always mirror or exceed the 


requirements of the Framework and individual FPBs. 


Normal office hours for Pertemps branch network across Scotland and contract operations are 8.30am 


– 5.00pm Monday to Friday.  There is also a 24/7 help line manned by staff with extensive knowledge 


of the contract and who are able to handle any client enquiries. Issues can be escalated to the account 


management team and board sponsor via this 24/7 facility, in line with the escalation and complaints 


procedure outlined below. 


Recruiting managers across the FPBs will be made aware of all contact details and the methods 


available to them (e.g. email, fax, on-line contact, and telephone) through details published in FPB’s 


handbooks and confirmed when taking assignment bookings. 


Temporary workers are all given a credit card sized induction document containing the contact 


numbers for Pertemps and emergency contact numbers for out of hours situations. 


Contact information will be distributed to all FPBs and made available via the Pertemps web site, client 


pages or Scottish Ministers intranet sites as appropriate.  


Where there is a requirement for out of hours contact which is location or discipline specific, for 


example events in the evenings and at weekends requiring catering staff, a contract team member 


will be available  via a dedicated mobile telephone number for both staff and client contact. They will 


also have access to a ‘call off list’ of suitable stand by workers and permission to call at short notice 


for replacements. 







To report issues including attendance problems which don’t require immediate assistance we provide 


a dedicated out of hours number with an answering machine. 


(REDACTED) 
 
Complaints Management: 
Pertemps views the raising of issues and complaints by our clients and/or temporary workers as a 


positive aid to improving our business as they may highlight areas for procedural improvements, the 


changing of which may improve the quality of service overall.  Any issues are therefore documented 


and followed up with the utmost care and attention. 


All indications of dissatisfaction with the level of service provided have been and will continue to be 


taken seriously and handled promptly.  All complaints are recorded on our database and an Issues Log 


whether identified by the temporary worker or a FPB. Account Management access to historic issues 


logs ensure that we have been able to trend any issues or disputes and therefore put specific 


safeguards or auditable process changes in place to ensure that they do not occur again.  


Every complaint received by telephone or in writing is acknowledged, investigated and replied to, 
preferably in writing, although there may be occasions where a problem can be easily resolved by 
a telephone call. Our standard practice is that each complaint must be acknowledged (REDACTED).   
 
If it is necessary this will be followed up by a visit to the user manager or temporary worker. 
If complaints cannot be resolved locally by the contract delivery team, they are passed to a Team 
Leader (REDACTED).  If, for whatever reason, the matter cannot be dealt with at this level, it will be 
raised to Account Manager level (REDACTED) and Director level within (REDACTED) for investigative, 
corrective and preventive action.  The action taken as a result of the complaint is recorded on our 
database and relevant correspondence is kept on file.  A copy of information sent out by the Account 
Manager or Director will also be provided to the contract delivery team. There may be times where 
it is deemed necessary to make the client contract manager aware of a complaint, even when 
resolved or in the process of being resolved, to avoid any perceived negative repercussions. 
Issues or complaints on the Issues Log will be reviewed at contract review meetings with Scottish 


Procurement and the individual FPB.   


In addition, any such complaints from clients or temporary workers will be forwarded to the Pertemps 


Quality Director as part of our ISO responsibilities so that data can be compared, trends identified and 


process improvements implemented.  


Order Cancellation: 
It is critical that candidates in the recruitment process are managed effectively and that clear 


communication takes place. This will go some way to mitigate any grievance issues and also protect 


the individual FPB’s brand in the local recruitment market place.  


There is a clear process for such events including: 


 Understanding from HR and or hiring managers the rationale for the cancelled order: 
o Internal fill 
o On hold 
o Re-defined position  


 Communicating with and managing any candidates that are part way through the process to 
mitigate any potential complaints and protect the FPB’s brand 







 Updating all systems 


 Updating all candidate records 


 Wherever possible offering an alternative assignment to the candidate concerned 
 


Pertemps monitor and record all instances where orders are cancelled and the reasons for the 


cancellation and report these within monthly MI.  


  







2.4.3 - Mobilisation of the framework  


As an existing supplier currently supporting (REDACTED) and having experience supplying many 
other customers that have accessed the framework previously,  Pertemps will ensure continuity of 
service and business as usual throughout this tender process and into the new contract.   
If successful there will be no cost of change to FPBs and the existing Pertemps contract delivery team 


will remain in place ensuring business as usual with no risk or disruption to the service across FPBs.  


Pertemps would however wish to re-evaluate the service offering by conducting a full ‘needs analysis’ 


review across all FPBs, consulting with hiring managers to re-evaluate their current and future 


expectations. As part of this review we would carry out a ‘value mapping’ exercise of all current 


processes and information flows, modifying these where required ensuring we deliver the optimum 


solution. 


We believe our existing Account Management and contract delivery team is sufficient in terms of 


knowledge and resource to implement and execute any changes to the framework requirements. That 


said, as and when required, the team will be supported by head office functions across HR, IT, Payroll, 


Finance, Marketing and other administrative teams. 


Key Accountabilities of the Account Director and Account Management team during transition to the 
new framework are outlined below: 
 


 Sourcing and appointment of any additional account team members 


 Updating temporary workers to new framework terms and rates, where applicable 


 Set-up and implementation of any new account processes and supporting documentation 


 Implementation of any new IT systems as required 


 IT and systems training as required 


 Marketing the new framework through workshops, seminars, newsletters, bulletins and face to 
face meetings throughout the lifetime of the contract 


 
Implementation of new contracts or transition to a new framework is divided into 3 specific phases, 
Planning, Consultation and Mobilisation, each with responsibilities to be actioned by 
Pertemps,  Scottish Procurement and FPBs. 
 
It is anticipated that there would be tailored plans in place for individual FPBs transitioning to the new 


framework and those accessing the framework for the first time. Our understanding of the FPBs and 


our relationships with key stakeholders and hiring managers will allow for a seamless transition to the 


new framework and the introduction of new services. 


(REDACTED) 
 
Marketing and Promotion 


The following events and activities will be used to promote the contract:  


 A series of formal presentations to all stakeholders and hiring managers, ideally supported by  


Scottish Procurement and/or local sponsors 


 Links between  Scottish Procurement, FPBs and Pertemps web pages  


 One to one meetings across FPBs where necessary  


 ‘Operational Guide’ hard copy and/or web pages for user managers 







 Monthly Newsletters highlighting success stories from across the local and wider contract 


 Posters and leaflets with the contact details for the local contract delivery team 


o On notice boards 


o In reception areas  


 On-going ‘meet the team’ events 


o In receptions and as part of site visits and temporary worker surgeries 


 


Ensuring sufficient numbers of suitably qualified candidates: 


As an existing framework supplier Pertemps has a talent pool of pre-existing temporary workers 


covering the full remit of requirements under the framework. As such we are ready to continue 


supporting all Public Bodies with quality supply from the new service commencement date.  


In the last 4 years Pertemps has filled over (REDACTED) assignments with over (REDACTED) and we 
are therefore confident that we already have sufficient numbers of suitably qualified candidates to 
deliver the service at the go live date. 
 
Access to qualified candidates for IT and specialist interim assignments: The current Pertemps 


delivery team in Scotland will be supported by our specialist consultant divisions in Scotland as well 


as specialist recruitment teams from within our Shared Service Delivery Centre (SSDC). Under the 


guidance of the Account Director and Account Managers, these teams and individuals will be targeted 


to fulfil increasing numbers of senior and specialist contractor roles for all FPBs.  


The delivery team also has access to talent within the wider Pertemps Network Group. These group 


companies are all specialist brands in their own right and have access to  unique talent pools and 


candidate networks developed over many years. Pertemps has over 40 businesses focused on their 


specific  fields of expertise and will bring value to our sourcing strategies for FPBs across Scotland.  


A selection of these businesses and their particular niche sectors include: 


 


 Procurement – (REDACTED) 


 Health, Safety & Environment – (REDACTED) 


 Legal – (REDACTED) 


 Sales & Marketing – (REDACTED) 


 Contact Centre (senior appointments) – (REDACTED) 


 Finance & Accounting – (REDACTED) 


 Executive Search – (REDACTED) 


 Engineering/Technical – (REDACTED) 


 IT/IS – (REDACTED) 
 


Our candidate attraction strategy ensures availability of quality temporary workers by adopting a 


position of ‘perpetual sourcing’, never relying solely on current ‘known’ candidates. This ensures we 


are refreshing the choice of candidates for hiring managers and making the best talent accessible to 


them at any given time.  


We will work closely with each FPB user to understand future needs/hiring patterns and any pending 


projects that may require a spike in temporary worker requirements. Using this information and 







previous recruitment statistics we are able to predict how many applicants are required in the pipeline 


by location and discipline to fulfil all requirements. Armed with this knowledge we deploy local 


attraction strategies accordingly to ensure readiness and quality in terms of skills and numbers 


required. 


Ensuring the authenticity of candidate qualifications: 


All candidates across all job categories undergo initial screening to determine their potential suitability 


against basic criteria for the job role. The following process is also used to authenticate and verify 


candidate qualifications required to perform the role. 


On completion of their application form all candidates are required to sign a declaration held within 


the registration file, which covers: 


 Date of birth 


 Qualifications and education 


 Health and Safety – declaration read, understood and accepted 


 48 hour opt out agreement (as applicable) 


 General health assessment declaration 


 Rehabilitation of Offenders 
 
Pertemps will obtain copies of all original certificates of accreditations, qualifications and licenses 


deemed necessary to carry out tasks within any assignment. They are date stamped and signed as 


seen by the consultant interviewing the candidate. All copies are stored within the candidate file for 


auditing.  


Our in house matching system allows us to track renewal and expiry dates for licenses, permits, visas 


and certificates, and provides internal management information that is monitored regularly as part of 


our quality and performance systems. This system also links to our email system and provides contract 


staff with notification of candidate document expiry dates ensuring a prompt and proactive system 


for managing renewals. 


If unsuccessful with this tender, Pertemps is contractually bound to exit from your operations with 


minimal disruption and we confirm that our exit strategy will fully support the decision of Scottish 


Procurement. Pertemps will however ensure that we continue to provide our temporary workers with 


the high standard of engagement and support until such time their assignments come to an end.  In 


addition to this Pertemps will make ourselves available to hiring managers and stakeholders within 


the FPBs should they need our support. 


  







2.5.1 – Delivering continuous improvement        


Continuous Improvement (CI): 


The Pertemps solution will have a continuous improvement plan linked to feedback from FPBs, service 


users, stakeholders, Pertemps staff and temporary workers.  


This improvement plan will become part of an agreed ‘live’ ongoing commitment to CI. The plan will 


be regularly reviewed, amended and added to. 


The success of ensuring CI is based on a clearly defined measurable partnership between Pertemps 


and FPBs and will involve: 


 Ongoing dialogue and open communication 


 Defined working procedures – set out in the organisation’s operational guide 


 Flexible SLAs – with both parties adhering to their responsibilities 


 Defined performance monitoring systems – MI reporting procedures 


 Strong governance- agreed governance structure and regular feedback meetings 
 
(REDACTED) 
 
The Account Director is responsible for the monitoring of performance in delivering business as usual, 


and will ensure that the service continues to improve and meet the framework objectives. This 


involves constant evaluation, monitoring, reporting and engagement.  


Pertemps consider the following (REDACTED) 


Once processes and procedures are in place following implementation, it is important that CI becomes 
normal practice. Part of Pertemps’ role is to continue to raise the bar of expectation and seek out 
‘total efficiency’ ensuring FPBs receive best value for money.  


Governance 


The Pertemps approach aligns CI to governance through a project managed, communication 


orientated process, utilising a CI toolkit to manage, measure and deliver. CI targets should feature in 


any governance process.  


Implementation 


CI should be a jointly defined project during the discovery phase of implementation and transition. 


Using existing management information as benchmark data, the Pertemps implementation and 


account team will work to understand where needs aren’t being met, and where processes are 


restricting optimum performance.  


These needs will be relayed to the account delivery team to identify whether they are measurable and 


achievable. They will then jointly draw up KPIs and SLAs regarding short, medium and long term 


improvement targets. 


 


 







Feedback/review 


Regular review meetings with all stakeholders involved in the CI process will take place. These 


meetings are to confirm that the identified improvements have been carried out and that they meet 


an acceptable standard.  


Targets 


Targets will be set through understanding of requirements balanced against what is achievable over 


time. Pertemps can then implement any process transformation aligned to decided targets.  


When the team or an individual person is given a specific improvement task, it must always be clear 


what the task is, the standard required, and the level of authority and responsibility they have in 


achieving the task, and when the task will be reviewed. Pertemps will ensure that a method is in place 


for checking progress, e.g. Scorecard, specific CI SLA, service user meetings, supervision and joint 


stakeholder account meetings. 


Pertemps will confirm that the identified improvements have been carried out and that they meet an 


acceptable standard. It is important that a timetable is established in order to review progress and to 


give a clear signal to service users and staff that management is committed to improvement.  


CI Tools 


Pertemps use several tools to ensure that the CI process leads to optimum performance including: 


(REDACTED) 
 


Strategic Alignment 


It is imperative that all activities performed by Pertemps ultimately align to the FPBs’ agendas and 


strategies. The Account Director and Board Sponsor will ensure that strategic alignment is at the core 


of all activities and processes. 


A measurement framework will be developed so progress can be measured and data can be collated 


to deliver clear, meaningful management information to all stakeholders. 


Total Quality Management 


Pertemps will align all quality assurance activities with the CI programme. This will be an enabler in 


Pertemps’ ability to provide a productive service whilst achieving optimum cost efficiencies at any 


particular time. 


Communications 


General recommended communication activities will include: 


 Promoting among service users and staff the concepts of a collaborative approach and 
commitment to service improvement 


 







 FPB meetings to enable service users to have a forum to share and discuss issues concerning the 
performance of the framework and its activities. These meetings are to be recorded, minutes 
taken and action allocated, if appropriate. All details will be placed on the intranet, or emailed to 
nominated stakeholders 


 


 Where there are specific issues or changes on which service users should be consulted, one-off 
meetings can be organised as part of business as usual 


 


 The Account Director, Account Managers and framework contract owners will meet regularly to 
discuss the ongoing CI programme, its impact, activities, policies and procedures, challenges, 
strategy etc. 


 


 Pertemps will work to ensure the best possible forums for promoting achievement and 
commitment to improvement are used, e.g. intranet, newsletters, weekly briefing sessions etc. 


 
Examples of CI initiatives designed and introduced by Pertemps – the following initiatives are some 


of those that Pertemps has formulated and implemented with existing clients.  


(REDACTED)  


  







 


2.6.1 Data Protection and Information Security 


Data Storage and Access: 


(REDACTED) 


Managing Risk: 


Risk management is a fundamental part of (REDACTED) and decisions regarding information security 


developments, how we interpret the results of incident reviews, and audits (internal and external) are 


based on this process. Our methodology includes a review process which is subject to regular updates 


and review, and is central to information security planning and decision making. 


A variety of risk scenarios are identified and linked to specific information assets.  In each case the 


threats and vulnerabilities are identified and linked to an appropriate impact assessment, based on 


identification of whether confidentiality, integrity, or availability would be compromised in the 


scenario. 


The analysis of risk scenarios includes: 


 Identifying information assets associated to the risk scenario 


 Detailing the asset owner (or risk) owner 


 Splitting of threat from vulnerability  


 Referencing whether confidentiality, integrity, or availability is being impacted within the risk 
scenario 


 Listing current countermeasures including, where appropriate or possible, a reference to the 
controls within the (REDACTED) standard 


 Developing an appropriate risk treatment plan, based on the risk treatment criteria. 
 


Each risk scenario is then graded on impact and likelihood as very high (5), high (4), medium (3), low 


(2) or very low (1). These numbers are then multiplied to give a risk level on a scale of 1-25 to provide 


a gross untreated level of risk.  Risk treatments are then identified to further reduce the risk, where 


possible, to the desired risk level. 


Back Up and Disaster Recovery: 


(REDACTED) 


Network Security: 


(REDACTED) 
 


  







2.7.1 Commitment to fair work practices: 


Pertemps is committed to fairness, equality, inclusion and diversity in the workplace with an unbiased 
approach regardless of an individual’s characteristics including age, gender, sexual orientation, race 
etc. We believe this is translated from our policies through to our working practices in all areas 
including recruitment, pay, learning and development, progression, recognition and reward.      


(REDACTED) 


Promoting careers in the temporary and interim staff industry: 


Pertemps has been a long standing member of the Recruitment Employment Confederation (REC) the 


industry’s governing body, such that we now hold a seat on the Policy Board.  Pertemps actively work 


with both the REC and the CBI to promote the industry because we are very aware of the benefits our 


business provides in terms of employment and career opportunities which help boosts the economy 


both locally and nationally. Pertemps actively promote our industry and services through PR, 


sponsorship of local sports teams and community projects. We have and will continue to work with 


schools and colleges to offer workshops and guidance on writing a CV, preparing for interviews, the 


labour market and the merits of temping or being an interim. Pertemps is also a member of the 


Association of Professional Staffing Companies (APSCo). 


(REDACTED) 


Providing training opportunities to local people and support them to achieve qualifications: 


Pertemps offers and will continue to offer all of its temporary workers the opportunity to undertake 


systems training free of charge. Examples of the training we can offer are all types of Microsoft Office 


software, from beginner to advanced levels, as well as more specialised programmes such as audio 


typing training and data entry. This improves the skill set and systems knowledge of our temporary 


workers, and gives them more choice in terms of the assignments they can be offered, as well as a 


higher chance of successfully attaining a position within the public sector.  This works particularly well 


in rural locations where jobs are limited and do not arise in the same volume as city centre placements. 


Internally our consultants are encouraged to study for the REC qualification, the Certificate in 


Recruitment (Cert RP MIRP), which is offered to all staff after 1 year of service, to demonstrate our 


commitment to our workforce and positioning our industry as a professional career choice. 


 


Employee Appraisals: 


Employee appraisals are conducted on a quarterly basis. These appraisals are underpinned by open 


two-way communication in order that staff have a clear picture of the direction in which Pertemps is 


moving and how they can contribute to it. Individual’s personal aspirations and life style requirements 


are discussed and incorporated into the overall objectives. 


 


Performance Reviews: 







Following on from initial recruitment, our staff under-go annual Performance Reviews supported with 


quarterly objective appraisals. Within this process all training requirements are identified and 


implemented.  For contract teams, this training would include all aspects of ‘contract’ training 


required to support and administer the contract to the agreed service levels. Feedback from client 


user managers would be sought and seen as an integral part of the process. 


 


Ongoing learning - Online Courses: 


(REDACTED) 
 
Equality and diversity initiatives: 


 By delivering Government welfare to work programmes we help long-term unemployed and 
under-represented groups access opportunities in the workplace.  


 We work with and advertise all temporary assignments across work programme service providers 
including Jobcentre Plus, Working Links and Connexions. 


 
 
(REDACTED) 


 


Other information pertinent to this question: 


 Pertemps have no barriers in place to stop trade union membership  


 We have met our obligations in terms of gender pay reporting and have no issues in this 
respect 


 As a business we run regular employee engagement surveys and working parties always 
include representation from across our business and at all levels to ensure input from across 
our business 


 We run surgeries and forums for temporary workers to give voice and raise any issues or 
ideas 


 Recognition schemes are in place for permanent staff and temporary workers at all levels 


 All Pertemps staff are encouraged to support local community initiatives and charities with 
Pertemps match funding monies raised up to £500 for local charities.  


  







2.8.1 Corporate Social Responsibility (CSR) 
 
Pertemps confirm that, where appropriate, we will support the Scottish Ministers on Sustainability 
and CSR in delivering the services required.  
 
Pertemps’ CSR policy statement 
 
Aim:  
For Pertemps, Corporate Social Responsibility is about living the values through behaviours that 
ensure we have a positive impact on our people, the communities we work in and the wider 
environment: and build the trust and respect of our people, customers and stakeholders.  
 
As a UK provider of recruitment services we are active through our market presence, applicants and 
our supply chain. Our corporate responsibility stretches to both the direct and indirect impacts of our 
business. It is an integral part of our business decision making process. The content reflects some of 
our priorities as a member of society and as a business. Our foremost responsibility is towards our 
people, customers, applicants and supply partners and the quality of service we provide.  
 
Our Core Purpose:  
Create a sustainable and profitable business through the delivery of recruitment solutions for the 
benefit of our customers, applicants, employees and communities in which we work.  
 
Commitment:  
• Valuing our people through effective employee engagement  
• Adding value to our partners  
• Leading the company to a successful and sustainable future  
• Understanding the impact we have on the environment  
• Establishing a foundation underpinned by quality  
• Social awareness and responsibility to the communities that we work and live in  
 
Evidence of business practice: 
We expect our employees to comply with the respective legislation and company policies consistent 
with best practice standards.. We are committed to the highest standards of responsible behaviour 
and integrity in all our relationships with authorities, customers, applicants, employees and 
communities in which we work.  
 
To evidence compliance to this policy the following documents are available:  
• Delivering corporate responsibility  
• Equality Diversity and Inclusion policy  
• Business Case for Equality Diversity and Inclusion  
• Environmental policy  
• Quality policy  
• Anti bribery and corruption policy  
• Ethical trading policy  
• Code of Practice for providers of secondary supplier services  
• Other related policy statements and procedure  
 
Environmental well-being: 


Pertemps recognises the main areas in which it impacts upon the environment and is committed to 


continuously improving performance in these areas: 







 Reduction in energy 
o offices have automatic lighting that switches off when no movement is detected   


 Reduced fuel consumption 
o car share schemes and low emission vehicle fleet 


 Waste recycling 
o offices have paper, plastic, tin, cartridge and technology recycling 
o Engaging stationery suppliers who are committed to recycling  and hold the ISO:14001 


environmental accreditation, and apply market leading environmental initiatives: 
 Toner, paper and furniture recycling schemes 
 Re-usable packaging 
 Deliveries using vehicles powered by electricity, LPG and bio-fuels 
 Environmental appraisals  
 Managed delivery services 
 Environmental products  
 W.E.E.E destruction and recycling  


 Prevention of pollution  
o Low emission vehicle fleet 


  
The Board of Directors review our policies annually and our well-established policies and practices 


demonstrate our long-term commitment to the environment.  


 


  







2.9.1 Community benefits and equality and diversity: 


Promoting careers in the temporary and interim staff industry: 


Pertemps have been long standing members of the Recruitment Employment Confederation (REC) the 


industry’s governing body, such that we now hold a seat on the Policy Board.  Pertemps actively work 


with both the REC and the CBI to promote the industry because we are very aware of the benefits our 


business provides in terms of employment and career opportunities which help boosts the economy 


both locally and nationally. Pertemps actively promote our industry and services through proactive 


PR, sponsorship of local sports teams and community projects. We have and will continue to work 


with schools and colleges to offer workshops and guidance on writing a CV, preparing for interviews, 


the labour market and the merits of temping or being an interim 


(REDACTED) 


Providing training opportunities to local people and support them to achieve qualifications: 


Pertemps offers and will continue to offer all of its temporary workers the opportunity to undertake 


systems training free of charge. Examples of the training we can offer are all types of Microsoft Office 


software, from beginner to advanced levels, as well as more specialised programmes such as audio 


typing training and data entry. This improves the skill set and systems knowledge of our temporary 


workers, and gives them more choice in terms of the assignments they can be offered, as well as a 


higher chance of successfully attaining a position within the public sector.  This works particularly well 


in rural locations where jobs are limited and do not arise in the same volume as city centre placements. 


Internally our consultants are encouraged to study for the REC qualification, the Certificate in 


Recruitment (Cert RP MIRP), which is offered to all staff after 1 year of service, to demonstrate our 


commitment to our workforce and positioning our industry as a professional career choice. 


 
Equality and diversity initiatives 
 


 By delivering Government welfare to work programmes we help long-term unemployed and 
under-represented groups access opportunities in the workplace.  


 We work with and advertise all temporary assignments across work programme service providers 
including Jobcentre Plus, Working Links and Connexions. 


 
 
 
The work Pertemps does and the equality and diversity initiatives we support has resulted in us 


receiving a Gold Award in Race For Opportunity Benchmarking Survey where our scores were above 


our industry average and above the Public and Private Sector Index averages.  


We have also been nominated a ‘Top Employer for Race’ by Business in the Community as well as an 


award for the being the ‘Best Recruitment Outsourcer’ by Recruiter, part of which recognised our 


achievement in improving diversity across our client base. 


 
 







Listed below are a few examples of some of the initiatives in place: 
 
(REDACTED) 


Supporting local communities e.g. sponsorship of local clubs etc. 


As part of our wider CSR policy Pertemps support many charitable organisations across the communities 


we work in as well as local businesses and sports teams: 


 Across Scotland and throughout the UK we support local community events and national 
charities including; (REDACTED) 


 Our Scottish operations have also made several donations to charities in Scotland including; 
(REDACTED) 


 In 2008 Pertemps raised (REDACTED) 


 In 2016 Pertemps made a donation of (REDACTED) 


 25 years ago we started the Birmingham and Black Country Community Foundation and so far 
have put (REDACTED) 


 Pertemps sponsor many ‘grass roots’ and senior sporting teams in swimming, football, netball, 
cricket, basketball and rugby for continued support of local communities across the UK   


 Pertemps match individual employees charity fund raising up to (REDACTED) 
 


Environmental well-being: 


Pertemps recognises the main areas in which it impacts upon the environment and is committed to 


continuously improving performance in these areas: 


 Reduction in energy 
o offices have automatic lighting that switches off when no movement is detected   


 Reduced fuel consumption 
o car share schemes and low emission vehicle fleet 


 Waste recycling 
o offices have paper, plastic, tin, cartridge and technology recycling 
o Engaging stationery suppliers who are committed to recycling  and hold the ISO:14001 


environmental accreditation, and apply market leading environmental initiatives: 
 Toner, paper and furniture recycling schemes 
 Re-usable packaging 
 Deliveries using vehicles powered by electricity, LPG and bio-fuels 
 Environmental appraisals  
 Managed delivery services 
 Environmental products  
 W.E.E.E destruction and recycling  


 Prevention of pollution  
o Low emission vehicle fleet 


  
The Board of Directors review our policies annually and our well-established policies and practices 


demonstrate our long-term commitment to the environment.  


Electronic invoicing and technology: 







During the life of the current framework we have introduced innovative technology solutions as part 


of a continuous improvement programme to drive efficiencies across the contract including on-line 


ordering, electronic timesheets and payslips and consolidated electronic invoicing. This has resulted 


in significant direct and indirect savings.  


Pertemps has implemented online end-to-end technology designed to manage any requests for 


temporary worker from the initial order through to assignment and timesheet authorisation. 


Video conferencing for meetings: 


Pertemps use video-conferencing facilities across our business. We also use these facilities to hold 
client meetings and where possible hold initial discussions with potential candidates. Pertemps will 
continue to actively promote the use of Skype and also where possible offer a ‘virtual’ on-site presence 
for both hiring managers and temporary workers.  This service would also be supported with face to 
face meetings when appropriate 


Green travel policies: 


Our pioneering fleet management system so impressed judges at the Energy Saving Trust Fleet Hero 


Awards that they crowned it winner in the Private Sector 250+ Cars category in 2006.  This system 


continues to monitor and help control our CO2 emissions as does our choice of low emission vehicles 


used in the business. The system is increasingly being used by clients across their fleets of vehicles. 


 


  







2.10.1 - Statement on Transfer of Undertakings (Protection of Employment) Regulations 2006  


(REDACTED) 
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This and the following 1 page comprise Schedule 2 to the Framework Agreement between the 
Scottish Ministers and Pertemps Recruitment Partnership Ltd   
 
SCHEDULE 2 - PRICING SCHEDULE  
 
Framework Agreement for the Provision of Temp Admin, Catering & Manual Staff Services – 
North Region   
 


 
Contractor:   
Pertemps Recruitment 
Partnership Ltd 


Year 1                     
13 April 2019 


to 
12 April 2020 


Year 2 
13 April 2020 


to 
12 April 2021 


Year 3 
13 April 2021 


to 
12 April 2022 


Year 4 
13 April 2022 


to 
12 April 2023 


 
Assignment/Role Type 


Commission 
rate per hour 


 excluding 
VAT 


Commission 
rate per hour 


excluding 
VAT 


Commission 
rate per hour 


excluding 
VAT 


Commission 
rate per hour 


excluding 
VAT 


Refuse Worker/Loader REDACTED REDACTED REDACTED REDACTED 


Administrator/Clerical 
Officer 


REDACTED REDACTED REDACTED REDACTED 


Catering Assistant REDACTED REDACTED REDACTED REDACTED 


Waiting Staff /Bar Staff REDACTED REDACTED REDACTED REDACTED 


Environmental Officer REDACTED REDACTED REDACTED REDACTED 


HGV/LGV Driver REDACTED REDACTED REDACTED REDACTED 


Kitchen Porter REDACTED REDACTED REDACTED REDACTED 


Chef REDACTED REDACTED REDACTED REDACTED 


Street Orderly REDACTED REDACTED REDACTED REDACTED 


Technician/Technical 
Assistant/Officer 


REDACTED REDACTED REDACTED REDACTED 


Driver REDACTED REDACTED REDACTED REDACTED 


Customer 
Services/Customer Services 
Support 


REDACTED REDACTED REDACTED REDACTED 


Landscape Operative REDACTED REDACTED REDACTED REDACTED 


Receptionist REDACTED REDACTED REDACTED REDACTED 


Porter REDACTED REDACTED REDACTED REDACTED 


 
All commission rates are fixed for the duration of the Framework Agreement and for the length of 
any individual Call-Off Contract under the Framework. 
 
Assignment/Role Types  
 
Many different categories of temporary admin, catering and/or manual assignments/roles will be 
required. This pricing schedule contains examples of the types of roles that may be required. 
These examples will be used as grades to which similar or equivalent roles will be matched by the 
Framework Public Body in consultation with the  
Contractor.  
 
Contractors must understand that the assignments/roles and volumes will vary depending on the 
requirements of the individual Framework Public Body.  
 
Hourly Pay Rates  
 
Hourly pay rates are not included as part of this Pricing Schedule. However, hourly pay rates must 
be discussed and agreed with the Framework Public Body for each individual assignment/role, 
taking into account all current employment legislation and in compliance where appropriate, with 
the Agency Workers Regulations 2010. Where overtime rates are paid as standard in an industry 
and the Framework Public Body agrees to pay overtime rates, the Contractor will be required to 
pay the overtime rate in line with buying organisation's policies for permanent workers. 
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Living Wage 
 
The Scottish Government is committed to supporting the Scottish Living Wage (currently set at 
£8.75 per hour) in its public sector pay policy for the duration of this parliament [2016-21].  The 
Agency Workers Regulations 2010 require equal pay for agency workers doing the same or similar 
work to that of permanent employees.  Where public sector pay policy applies this means agency 
workers will be receiving an hourly rate of pay at or above the Scottish Living Wage.  Framework 
Public Bodies that do not fall within the public sector pay policy remit will be required to consider 
their own position with regards to payment of the Scottish Living Wage. 
 
Transfer or Temp to Permanent Fees 
 
The Authority does not view this Framework Agreement as a formal testing ground for potential 
staff employment.  The Contractor must not give temporary workers or candidates any expectation 
that a temporary/interim assignment through this Framework Agreement will lead to employment 
with a Framework Public Body.  However, it is recognised that the Contractor's temporary workers 
or candidates may seek employment with a Framework Public Body.   
 
The Conduct of Employment Agencies and Employment Businesses Regulations 2003 govern 
when a transfer fee, also known as a 'temp to perm' fee can be charged.  See paragraph 19. of 
Schedule 1 - Statement of Requirements for more details.   
 
It is understood that the Conduct of Employment Agencies and Employment Businesses 
Regulations 2003 may not apply to all agency staff and that it is reasonable to expect a transfer 
fee in certain circumstances.   
 
The Contractor can only charge a ‘temp to perm’ fee if all of the following apply: 
 


• the contract with the client (e.g. Framework Public Body) gives them the option to extend  
  the worker’s assignment; 
• the client (e.g. Framework Public Body) doesn’t take the option to extend the  
  assignment; 
• the client (e.g. Framework Public Body) gives the worker a permanent job less than 8  
  weeks after the end of their initial assignment – or less than 14 weeks after it started if  
  that is later. 
 


If the temporary worker has had more than one assignment with the client (e.g. Framework Public 
Body) and there were more than 42 days between assignments, the later assignment is treated as 
if it is the first one. 
 
Where applicable, the Call-Off Contract between the Contractor and the Framework Public Body 
must include all transfer fees and conditions and be in accordance with the formula for charging 
'Temp to Perm' fees in this Pricing Schedule – see Table below.   
 


 
ONE OFF FIXED FEE - £ 


 
REDACTED 


 


 
The formula is fixed for the duration of the Framework Agreement and all Call-Off Contracts 
awarded under this Framework Agreement. 
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ASA – North 


Question 2.2.1    (Weighting – 10%)        1500 word count                                    
 
Tenderers must provide a statement which demonstrates a clear understanding of the public 
sector landscape in Scotland and the Framework Public Bodies who will use these services. 
You must demonstrate you understand the demand Framework Public Bodies have for the 
services and how public bodies will use those services. 
 
ASA Response 
 
The Procurement Reform (Scotland) Bill aims to create a national legislative framework for public 
procurement in Scotland. 
 
Public procurement in Scotland is governed by a detailed and complex framework of European law 
and the Bill is necessarily framed within this existing EU legislation. It is being developed in order that 
it complements existing EU legislation. The Scottish Government also places the Bill within the wider 
reform of public procurement in Scotland which has been ongoing since the 2006 publication of the 
McClelland Report.  
 
The Policy Memorandum sets out the broad intention of the Bill; 
 
“It aims to establish a national legislative framework for public procurement that supports Scotland‘s 
economic growth by delivering social and environmental benefits, supporting innovation and 
promoting public procurement processes and systems which are transparent, streamlined, 
standardised, proportionate, fair and business friendly. The Bill will focus on a small number of 
general duties on contracting authorities regarding their procurement activities and some specific 
measures aimed at promoting good practice. These measures should help encourage local action 
within organisations with the aim of building procurement capability and capacity and maximising 
public procurement‘s contributions to wider socio-economic and environmental policy objectives.” 
 
This Policy Memorandum states that the Bill will not be a replacement for existing EU legislation, but 
rather, in the main, will apply to two separate levels of procurement. The Bill in part will create a legal 
framework for contracts below the EU thresholds. However, certain elements of the Bill will apply to all 
public procurement at any level above the thresholds set in the Bill (therefore including contracts 
above the EU Thresholds).  
 
Part 1 of the Bill defines a range of key concepts, including that the Bill should only apply to those 
contracting authorities already subject to the Public Contracts (Scotland) Regulations and provisions 
on contracts that can be excluded from the scope of the Bill. Part 1 also defines a new level of 
thresholds to which many of the Bill’s provisions apply.  
 
Part 2 contains a number of general duties on contracting authorities. In addition to setting out that 
that they must comply with EU treaty principles even below the EU thresholds (as is the case at 
present), contracting authorities must fulfil the terms of a “sustainable procurement duty”. Provision is 
also made for certain contracting authorities to publish procurement strategies and annual reports.  
 
Part 3 places a number of specific duties on contracting authorities, including 


 that all regulated contracts must be published on the Public Contracts Scotland website  


 That community benefit requirements must apply to all contracts at or above £4,000,000 


 A number of other measures designed to offer benefits to potential bidders in terms of greater 
transparency, and ensuring that processes are proportionate.  


 
For those regulated contracts with a value between those set out in the Bill, and the EU thresholds, 
Part 4 of the Bill provides remedies for suppliers, similar (but not identical) to those in place for above-
EU threshold procurement at present. 
 







ASA understand that Scottish Procurement is an organisation which has been set up to act in an 


“umbrella capacity” across the public and third sector bodies to deliver best value across those bodies, 


fully implementing the Procurement Reform (Scotland) Bill whilst ensuring the delivery of innovative 


strategies and strong supplier relationships. This will facilitate a collaborative procurement strategy 


delivering a sustainable procurement platform to reach the objectives of European, UK and Scottish 


Governments. 


 


This framework provides the opportunity to deliver better labour market involvement which in turn 


assists in stronger economic growth. In particular, for groups of people facing barriers to entering the 


jobs market, this strategy will go some way to ensuring that the future of these groups is enhanced buy 


ensuring they are encouraged to engage in the work environment 
 
The second phase of the Public Procurement Reform Programme was set up to accelerate the 
change required and embed new initiatives and structures to provide benefits from the agreements.  
The focus on 
 


 Efficiency and collaboration 


 Delivering and highlighting real cash savings 


 Improving access to public sector contacts (SMEs) 


 Making sustainable procurement business as usual 
 
Scottish Procurement and the Public Bodies all have a vested in the above 4 points at a local level but 
also a at a central Government level to ensure value for money (cost, quality and sustainability) is 
achieved from the agreements awarded throughout the Country. 
 
Performance Management and Reporting is key to achieving the desired results and this is an 
approach ASA welcomes.  Our company structure has been set up to enable us to deliver, report and 
manage this agreement at a local level and also a central level for the overarching agreement.  The 
local level management is carried out via Account Teams based in our 4 offices throughout Scotland 
and the central team based in our head office producing overall reports on spend and performance of 
the agreements overall. 


 


We anticipate that the demand for this framework will vary greatly between each public body. The 


framework will operate with maximum 4 suppliers on a tiered/mini competition basis.  


 


Demand will be determined by factors such as sickness, holidays, staff shortage in role, additional 


projects, seasonal demand, service from other agency suppliers on the framework and public policy at 


the time. It is our responsibility to review demand on an ongoing basis with the public bodies and 


develop our candidate pools accordingly in order that we provide value for money and sustainable 


service to each public body. Even within each public body the demand will vary for example, an 


administrator may be required to cover maternity leave or for 1 week to cover sickness/holidays 


whereas a Chef may only be required for 1 shift or Environmental Operatives required over the summer 


to assist with public garden maintenance.  It is our responsibility to understand the demands and build 


resources around demand and peak demands to meet requirements.  Having worked with the public 


bodies in the North region for the last 4 years we already have an understanding of types of roles 


required and peak demands which we have built our temp pools around.   


 


As a current supplier to the public bodies below as well as many others within the North of Scotland we 


already have a strong understanding of the market and its demands within the region.   


 


 


 (REDACTED) 


 


Having an office based in Aberdeen means we can easily attract, interview and carry out employer’s 


checks locally and already have an established pool of candidates to meet demands.  The Account 


Team responsible for the North Region is based locally at our Office in 60 Union Street, Aberdeen and 


are currently recruiting in the North Region therefore have a strong understanding of the public bodies 







in the area and their requirements. Below are a list of roles the Account Team have recruited for the 


public bodies listed above: 


 


 (REDACTED) 


 


Depending on where the temporary workers work there may be extra compliance required such as 


PVG/Disclosure Scotland, BPSS, and other security checks.  This is discussed with the public body at 


the time and temporary workers have all the necessary checks in place prior to being assigned any 


work with the organisation.  Our in-house Compliance Team carries out these checks and audits 


regularly to ensure they are up to date. 


  


As a supplier under the previous framework we have supplied over (REDACTED) temporary workers 


to public bodies in the North Region.  Currently we have (REDACTED) temporary workers on average 


working each week within public bodies in this region. 


 
ASA is a Scottish SME, operated by owners who are all active in the business and involved in local 


communities. We have made it our business to know the Scottish regions intimately, as excellent 


service delivery relies on strong local knowledge. Decisions are made locally and quickly for the benefit 


of those organisations with which we trade. ASA operate a professional, ethical and efficient business 


in order to maintain our reputation and add value both to the economy generally, and local communities 


in which we operate. 
  







Question 2.3.1 (Weighting – 30%) 1500 words  
 
Tenderers must provide details of how they will deliver the services under this framework 
agreement, including their organisational structure, details of key staff (and their roles) with 
designated responsibilities for ensuring successful delivery throughout the framework period, 
and the minimum experience levels (not CV) and a job specification for the designated 
Account Manager(s).  Tenderers must also provide details of the number of key personnel to 
be dedicated to the North Region (see Regional Boundary Map), how this number is calculated 
to be sufficient and set our procedures for how any changes to these key personnel will be 
managed.  
 
ASA Response 
 
Having worked on this agreement for the previous 4 years and similar agreements in the past, ASA 


have built processes and controls which easily adapt to changing market conditions. This strategy is 


deployed throughout our service, from initial recruitment stage to invoicing, purchase orders and 


management information providing public bodies cost savings.   


   


Below is a copy of our Organisational structure.  The highlighted sections make up the areas which will 


be directly involved in this framework delivery. 


 


(REDACTED) 


 


Our established Corporate Accounts division will be responsible for service delivery of the framework, 


supported by our Finance/Payroll, HR, IT and Compliance departments. 


 


Account Management 
Key Staff – Contracts Manager, (REDACTED) 
(REDACTED) has worked with ASA for (REDACTED) years and (REDACTED) remit ranges from 
responding to the tender to implementation and overseeing the framework during its lifetime. (REDACTED) 
has been involved in the previous admin, catering and manual frameworks and prior to this involved in 
establishing a consortium which was successful in the first generation of the frameworks.  
Responsibilities include: 
 


 (REDACTED) 


 


Key Staff - Account Director/Manager, (REDACTED) 


(REDACTED) is the Account Director/Manager for the North Region.  Based in our Aberdeen Office at 


60 Union Street, Aberdeen (REDACTED) has extensive recruitment experience in the North Region 


previously being Managing Director of an Aberdeen recruitment firm.  With over (REDACTED) years 


working in the recruitment sector running operations, managing teams and ensuring high standard 


service delivery, he has a wealth of knowledge of the market conditions in the North Region. Sharing 


this with the Account Team and our clients.  


 
(REDACTED) responsibilities include; 


 
 (REDACTED) 


 


Below is a job spec for the Account Manager: 


 
1 Role Title: Account Manager, Corporate Accounts 


 
2 Responsible To: Managing Director 


 
3 Purpose of the Role: 


  







 Management of volume accounts, including developing ongoing positive client relationships and 
attraction of candidates, matching them to jobs within the client accounts. 


 
4 Key Accountabilities: 


 
 Measurement of the quality of service we deliver, 


 
 Ensuring all vacancies are actioned and that the database is kept up to date enabling the sourcing 


of candidates from the Company’s database, including the drafting of adverts and other promotional 
material as appropriate. 


 
 Ensuring accurate processing of all payroll administration and invoicing is accurate and timeous.  


 
 To ensure KPIs are set, monitored and achieved, meeting fill rate requirements from clients 


 
 To ensure team’s full adherence to all compliance requirements in line with regulatory bodies. 


 
 Staff management, development and performance monitoring: 


 Responsible for monitoring account controllers’ performance by means of weekly meetings 


 Responsible for continued staff training and development 


 Carry out on-going staff appraisal 


 
 Quality control issues: 


 Adherence to all processes as outlined in our ISO Quality Manual 


 Maintain and develop professional image of self, team and company. 


 Be first point of contact for any complaints affecting the division; these to be resolved with 
reference to a Director/HR as appropriate. 


 
 Communication: 


 Communicate all significant operational issues and progress to Directors 


 Internal communication of all significant operational issues to team 


 
5 Key Outputs: 
 


 Meet or exceed objectives set 
 
6 Skills, Knowledge, Qualification and Experience: 


 
 A balance of previous relevant skills & experience; personal attributes; along with a range of 


educational backgrounds are required for this position 


 
 Good leadership skills 
 Excellent communication skills 
 Good administration skills 
 Good customer service skills 
 Background knowledge in a specific market sector  


 
 Personal attributes include: 


 
 Management/leadership experience 
 Adaptable 
 IT literate 


 


 


Account Team 


(REDACTED) is supported by a team of (REDACTED) to work on this agreement also based in our 


Aberdeen office. The team has a thorough understanding of the market conditions, candidate availability 


for particular skills and know the geographical area. They understand the importance of being able to 







fulfil our customer requirements and provide continuous improvements throughout the lifetime of the 


framework.  


 


The team is already recruiting under the current admin, catering and manual framework for numerous 


public sector organisations such as (REDACTED) therefore have a high understanding of processes, 


requirements and compliance such as BPSS, Disclosure requirements, types of assignments and have 


an established candidate pool in place to meet requirements.  


 


 The ASA Account Team has responsibility for: 


 


(REDACTED) 


 


Account Team Capacity 
 
The account team’s role involves placing and maintaining candidates in their respective positions. The 
placing of people in the role is more time critical initially and takes the majority of their time. One 
member of the team has the ability to place (REDACTED) people per day. Once the person is 
working on assignment, the maintenance follows strict timelines to process wages, deal with 
attendance and any issues arising. Efficiencies improve as the Account Team build knowledge of the 
Public Body requirements and processes.  


 
Given ASA's extensive experience in working with the public sector on frameworks of this nature we 
will effectively manage the framework on a ratio of (REDACTED). 
 
As stated in our Organisation Structure above our Aberdeen office not only has the Corporate 
Account Division where this framework will operate from but we have divisions such as Commercial 
(office staff recruitment), Manual and Hospitality divisions who are continually recruiting and servicing 
other clients we work with, (REDACTED) 
 


Changes or additions to key personnel will be managed by ASA's Contract Manager and Account 


Managers.  Should ASA have a change in staff the new member of staff will be fully inducted and trained 


on the framework and the public body requirements Changes are communicated to the public bodies 


and a meeting organised to introduce the new member of the ASA Account Team.  The ASA Account 


Manager is responsible for inducting and ensuring service delivery to the public body is not interrupted.  


Should there be any changes to the ASA Contracts Manager or Account Manager this will be managed 


by ASA's Managing Director and the public bodies and Scottish Procurement will be advised and 


informed of ASA's contingency plan. 


 
 


 







Question 2.3.2  (Weighting – 20%)  1500 words 


 
Tenderers must provide details of their procedures to ensure compliance with Disclosure 
Scotland and Baseline Personnel Security Standard – BPSS, (or other standard as may be 
defined by Framework Public Bodies) including details of the effective management of any 
third party to be used in this process, and the measures they will take to match security pre-
cleared candidates to Framework Public Body requirements.  Tenderers must also describe 
the measures they will take to ensure that temporary/interim workers understand and adhere 
to confidentiality requirements, particularly in relation to sensitive roles. 
 
ASA Response 


 
Disclosure Scotland  
Disclosure Scotland checks are carried out for every temporary worker who comes into contact with 
vulnerable people, such as children, elderly or the handicapped and also for posts involving particular 
risk, such as national security, administration of justice or financial services.  Disclosure forms are 
completed and sent to (REDACTED). 


 
(REDACTED).  All compliance will be carried out by the compliance team providing consistency and 
quality of service to the Public Bodies. Should this situation ever change (REDACTED). ASA will take 
all reasonable steps to ensure that the organisation on whose behalf we are acting complies with the 
Code of Practice, and in full accordance with our policy. We will take all reasonable steps to satisfy 
ourselves that they will handle, use, store, retain and dispose of Disclosure information complying 
fully with the Code of Practice, and in full accordance with our policy. We would ensure that any body 
or individual at whose request applications for Disclosures are countersigned, has such a written 
policy. If necessary, ASA will provide a model policy for that body or individual to use. 
 
ASA complies fully with the Code of Practice issued by Scottish Ministers, in connection with the use 
of information provided to registered persons, their nominees and other recipients of information by 
Disclosure Scotland under Part V of the Police Act, for the purposes of assessing applicants' 
suitability for employment purposes, voluntary positions, licensing and other relevant purposes. We 
undertake to treat all applicants for positions fairly and not to discriminate unfairly against the subject 
of a Disclosure on the basis of conviction or other information revealed. 


 
We will request a Disclosure only where this is considered proportionate and relevant to the particular 
position. This will be based on a thorough risk assessment of that position and having considered the 
relevant legislation which determines whether or not a Disclosure is available to the position in 
question. Where a Disclosure is deemed necessary for a post or position, all applicants will be made 
aware at the initial recruitment stage that the position will be subject to a Disclosure and that ASA will 
request the individual being offered the position to undergo an appropriate Disclosure check. 


 
Where a Disclosure forms part of the recruitment process, ASA encourages all applicants selected for 
interview to provide details of their criminal record at an early stage in the application process. 
Applicants will be requested to complete a criminal records self declaration form. We ask that this 
information be sent under separate, confidential cover, to a designated person within ASA and we 
guarantee that this information will only be seen by those who need to see it as part of the recruitment 
process. 
 
In line with the Rehabilitation of Offenders Act 1974, ASA will only ask about convictions which are 
defined as "unspent" in terms of that Act, unless the nature of the position is such that we are entitled 
to ask questions about an individual's entire criminal record. 
 
At interview, or under separate discussion, we undertake to ensure an open and measured discussion 
on the subject of any offences or other matters that might be considered relevant for the position 
concerned. Failure to reveal information that is directly relevant to the position sought, could lead to 
withdrawal of an offer of employment. 
 







We undertake to discuss any matter revealed in a Disclosure Certificate with the subject of that 
Disclosure before considering withdrawing a conditional offer of employment. (We are only able to 
discuss what is contained on a Disclosure Certificate and not what may have been sent under 
separate cover by a police force) 
 


We ensure that all those in ASA who are involved in the recruitment process have been suitably 
trained to identify and assess the relevance and circumstances of Disclosure information. We also 
ensure that they have received appropriate guidance and training in the relevant legislation relating to 
employment of ex-offenders (e.g. the Rehabilitation of Offenders Act 1974). 


 
Baseline Personnel Security Standards 
Having worked with Scottish Government previously we are aware of the BPSS process and the 
importance of candidates having this prior to commencing work.  The ASA Account Team are aware 
of the process and which public sector bodies are likely to require BPSS checks.  The process is 
communicated to the Account Team centrally through the ASA Contracts Manager to ensure 
continuity of knowledge and any changes to the process are implemented and adhered to.   
 
Once the BPSS checks and documents have been completed by the temporary worker and the ASA 
Account Team, this is logged against the worker's file and sent to the relevant security contact within 
Scottish Government.  Once we receive clearance from the security department only then will the 
worker be able to commence work.  The clearance confirmation and date will be logged against the 
worker's record to ensure compliance and is visible should the candidate be assigned to another role 
within a public body requiring BPSS clearance (adhering to BPSS timescales). (REDACTED) 
 
The BPSS and Disclosure guidelines form part of our recruitment process as standard. In order to 
ensure full compliance and assist with the time taken for (REDACTED) to process applications, chase 
references from previous employers, check ID’s for example passports, birth certificates and eligibility 
to work in UK.  
 
Matching Security Cleared Candidates 
ASA's Account Team is already aware of the types of roles where a disclosure check is required and 
also which public bodies require BPSS clearance. As part of our implementation plan this will also be 
discussed with the public body in order that both parties are fully aware of the process and 
requirements.  When the ASA Account Team receives a role, further checks will be made with the 
public body to reconfirm whether additional recruitment checks are required such as disclosure or 
BPSS. This is recorded against the vacancy which is entered onto our recruitment database, ensuring 
that temporary workers assigned to that vacancy have the necessary checks in place prior to 
commencing work.  Having this information stored in our database means that we have a record of 
the necessary information. Should that vacancy arise in the future it negates the need to repeat 
requirements and ensures a quicker response time to the public bodies.  All disclosure checks are 
recorded within our recruitment database in terms of types of disclosure taken, whether it has been 
cleared or not, certificate number and date. BPSS (REDACTED), ensuring the applicant has the 
appropriate disclosure clearance prior to commencing work. 


 


Induction 


All temporary workers are also inducted by our account team which consists of the following: 


 
 What is expected when working with the relevant Public Body 
 ASA absence procedure 
 Confidentiality requirements 
 Payroll processes 
 Basic code of conduct 
 Healthy and safety 
  Complying with the Public Body policies 


 
All temporary workers will have read to them but also be required to sign, a Contract for Services with 
ASA which forms part of our recruitment process. One of the key clauses in this contract deals with 
confidentiality. This contract states that they must not at any time divulge to any person, nor use for 
his or her own or any other person’s benefit, any Confidential Information relating to the Hirer’s or the 
Employment Business’ employees, business affairs, transactions or finances. 







 
Should there be additional specific confidentiality requirements for certain roles, ASA will incorporate 
this as part of the induction process. 


 
Having worked with Scottish Government’s Core and Main Agencies and with other public bodies, our 


Account Teams already have a thorough understanding of the recruitment requirements and have an 


already established process in place to ensure compliance with the framework.  This provides 


confidence to Public Bodies that the necessary checks are in place and only compliant agency workers 


are submitted to assignments. 


 


 
  







Question 2.3.3 (Weighting – 30%)   2000 words  
 
Tenderers must provide details of their approach to ensure the recruitment, retention and 
matching of suitable candidates in the North Region.  Your response must relate to both rural 
and urban areas within the North Region and demonstrate your proposed presence to meet 
the requirement and how you will gain and take advantage of knowledge regarding local job 
markets to meet Framework demand.  (Note - “presence” does not necessarily mean a 
physical full-time office).  Your response must also detail how you will ensure consistency of 
service and delivery across Framework Public Bodies and your procedures for delivery during 
periods of high demand. 
 
ASA Response 
 
Presence in region 


From ASA’s office in 60 Union Street Aberdeen, we supply to (REDACTED) and many other 


organisations within the North Region.  We recognise there is additional work required to cover 


organisations more thoroughly along the Moray Coast and into the Highlands and Islands.  


 


To create success along the Moray Coast and Highlands, we must first establish demand and work to 


deliver on this. Historically, requirements have been made aware of from these areas have taken the 


(REDACTED). Creating a pool of people available is hard to maintain as everyone needs to work. 


Keeping them in work is how we ensure people are available for when the organisations need them. 


Clear communication is key. If public bodies can share their requirements ahead of the actual need 


arising, once demand is understood, the processes we have in place can be deployed, regardless of 


the area we are operating in. (REDACTED), matching/delivering the requirements of the organisations. 


 


The Account Team and Account Director/Manager (with over (REDACTED) experience working in 


recruitment in the North Region) are based locally and have a strong understanding of the public bodies, 


the market conditions and geographical areas. This knowledge allows us to provide strong advice and 


assistance to public bodies. 


 


Below are a list of roles the Account Team have recruited for public bodies listed above: 


 


(REDACTED) 


 


Currently we have on average (REDACTED) temporary workers working weekly. Over the past 4 years 


we have recruited over (REDACTED) temporary workers for public bodies in the North Region. 


 


Consistency of Service 


Consistency of service is vital. ASA’s Account Team operate from our Aberdeen office. (REDACTED) 


(Edinburgh based) ensures service levels are met and compliance to framework is adhered to. Pricing 


and recruitment processes are standardised, resulting in quality temporary workers being provided 


throughout the region. Our local Account Team ensures the local knowledge is maintained delivering a 


strong understanding of that market. A centralised Senior Management team ensures our service 


delivery is consistent throughout each public body. 


 


Framework requirements are communicated centrally from the Contracts Manager and Account 


Director ensuring the Account Team is aware of any new processes.  


 
To ensure consistency across the framework the ASA Account Team is measured using: 


 


(REDACTED) 


 


Review meetings take place providing a consistent high performance service delivery: 


 


Monthly/Quarterly performance review 







Meetings between ASA’s Account Manager and the Public Body further enhance continual 


improvement. (REDACTED).  Management information reports will be discussed and any required 


actions as a result of the review, taken immediately. 


 


Quarterly or Bi-annual contract review meetings 


Quarterly review meetings review management information and key performance indicators identifying 


areas of development. ASA’s Account Manager and Contracts Manager attend these meetings along 


with Public Body representatives.  A strategic overview is gained regarding the service levels and the 


relationship between the Public Body and ASA. 


 


 
Periods of High Demand 


We understand there may still be times where there is an unexpected peak in requirements. The key 


to being able to service these unexpected peaks is to have a presence in the region and constant 


recruitment taking place keeping a pool of candidates to accommodate periods of high demand.  We 


have a large database of workers looking for temporary work within the area and having over 4 years’ 


experience working with public bodies in the North we have a picture of when peaks in demand are 


required, for example (REDACTED) in the summer.  We work closely with Public Bodies to ascertain 


when peak demands are likely to occur and we adapt our recruitment strategies to accommodate these.  


We are aware of market pay rates, skills shortages and remote areas and have the processes and 


knowledge in place to be able to recruit workers in the local area.   


 


Please see below a recent Case Study where an organisation we are currently working with had an 


unexpected demand for staff. 


 


Case Study 


(REDACTED)  


 


Recruitment Process 
 


Candidates required to complete application forms establishing personal details, previous places of 


employment, qualifications and declarations of convictions pursuant to the Rehabilitation of Offenders 


Act.   


 


Evaluated during interview: 


 


(REDACTED) 


 


Compliance Checks are: 


 


(REDACTED) 


 


Assessment 


 


Carried out depending on the type of work the candidate is applying for:  


 


(REDACTED) 


 


Shortlisting 


 
The following is discussed with the candidate: 
 


(REDACTED) 


 
Benefits of Using the Candidate Recruitment Process 


1. Recruited in same format, providing benchmarks for spotting quality workers. 







2. Robust recruitment process highlights quality candidates. 


3. Fully compliant e.g. eligibility to work in UK, compliance to framework. 


4. Assessed in same way - promotes open and fair competition. 


5. Process can be adapted to accommodate specific requirements relevant to framework. 


 
Retention of Agency Workers 


ASA understands the importance of getting the right person for the job and retaining the person for as 


long as they are required. We support and motivate temporary workers throughout the duration of their 


assignment.  Regular communication via telephone (at end of the day), weekly/monthly on-site or off-


site surgeries and satisfaction surveys  ensures we have regular and continuous feedback at all times. 


 


Feedback is recorded within our recruitment database. Unsatisfactory workers are not put forward to 


any future assignments.  All workers are briefed at commencement of the assignment ensuring they 


fully understand all queries, holidays, absences are directed initially to ASA.  In order to manage 


workers effectively ASA must have direct feedback from the relevant personnel at the public body.  


 
ASA has operated in the North Region for over (REDACTED)  years. We currently supply 


(REDACTED). Being established in this Region greatly assists with retention of workers. ASA can offer 


regular work, meaning temporary workers are more likely to stay with us.  Retaining temporary workers 


provides the public bodies with workers who may have been with them previously. Continuity of service 


reduces training time and cost for public bodies.  


 
Matching System 


ASA establishes all necessary information required ensuring we source the correct person for the job. 


Details such as; position, location of work, hours of work, full job and person specification, additional 


recruitment checks required, environment and team they will be working within. Length of assignment 


will be logged within a vacancy record against the relevant public body. The ASA Account Team 


matches already pre-cleared workers to the vacancy details. The ASA Account Team always ensure 


they have the workers permission prior to submitting their details to the public body.  When discussing 


the vacancy with the worker all details will be discussed such as pay rates, prior holiday arrangements, 


location of work. We establish they are available for the duration of the assignment and the environment 


is suitable for them. 


 


(REDACTED)     
  







Question 2.3.4  (Weighting – 10%)  1500 words 
 
Tenderers must provide details of how they will carry out pre-employment occupational health 
checks prior to placing a candidate to an assignment, how they will assess and implement 
reasonable adjustments for disabled applicants both during the interview process and in 
assigning individuals to work placements and how they will ensure robust diversity and 
equality policies are implemented throughout the framework duration. 
 
ASA Response 
 
Candidate Pre-Employment Health Checks 


Where necessary, ASA asks temporary workers to complete a Health Questionnaire specific to role 


prior to submission of their details to the public body. ASA employs a (REDACTED) who would 


investigate any concerns that were highlighted on the health questionnaire.  The results of the more 


detailed investigation is taken into consideration when assigning the individual to work. Any reasonable 


adjustments which may be required will be discussed with the public body at the time. 


 


(REDACTED) ASA would also be happy for the public body to carry out their own assessments if the 


temporary worker is already working on their premises in-line with their own health & safety 


requirements. 


 


Should the public body have specific health check requirements, we tailor this questionnaire 


accordingly. Further, should the public body require temporary workers to undertake a physical 


assessment, (REDACTED). We recognise that information relating to an individual’s health condition is 


sensitive personal data. As such, we fully explain to the worker why we need this information, what it 


will be used for and who we will share this information with, in line with legislative requirements. 


(REDACTED). We would be happy to use any existing public body heath check forms as part of our 


service delivery should you feel this would be more efficient to do so and may indeed be required to 


improve consistency of across the framework.  


 


Diversity and Equality 


ASA has a robust equal opportunities policy in place forming part of our ISO 9001:2008 procedure.  


(REDACTED) 


 


ASA avoids unlawful discrimination in all aspects of employment including recruitment, promotion, 


opportunities for training, pay and benefits, discipline and selection for redundancy. (REDACTED) 


 


ASA cannot lawfully discriminate in the selection of employees for recruitment, but may use appropriate 


lawful methods, including lawful positive action, to address the under- representation of any groups 


which are identified as being underrepresented in particular types of job. 


 


ASA will not discriminate unlawfully against public bodies using or seeking to use facilities or services 


provided by ASA.  


 


(REDACTED) 


 


 
  







Question 2.3.5 (Weighting – 10%)   1500 words 
 
Tenderers must provide details of their proposals to manage temporary/interim worker 
sickness absence and absenteeism, the process for replacement of temporary/interim workers 
where they are deemed unsuitable for the role, and how they will ensure that the Framework 
Public Body is protected from employment relationship claims/employment law risks. 
 
ASA Response 
 


Managing Temporary Workers 


 


ASA manage the performance of each temporary worker in the following way: 


 


(REDACTED)  


 


ASA operates an early warning system by contacting the relevant person at the public body at the 


commencement of the assignment to confirm that the agency worker has arrived for work.  The Line 


Manager at the public body is provided with contact details for the ASA Account Team in order that 


should there be any issue relating to the absence of non-attendance of a worker, they notify us 


immediately and ASA can action this and provide a replacement. 


 


If a worker proves to be unreliable on a consistent basis, (REDACTED) 


 


Full explanation is provided to workers from the outset that any absences will be closely monitored and 


that absence due to sickness must be supported by relevant documentation. 


 


ASA takes every possible step to ensure that the disruption to the Line Manager is minimised by the 


non-attendance of a worker.  ASA has a pool of workers available to utilise should this be necessary 


and we can replace the worker with someone who has had previous experience of the particular office 


or indeed the role. When ASA only has a worker available who has more experience than the original 


worker, this worker will be assigned at the same cost as the original worker. No further uplifts in cost 


will apply. 


 


Employment Relationship 


 
All temporary workers will be made aware that under no circumstances will they be deemed as 
employees of the public body (REDACTED). 
 


During the recruitment and induction process ASA explains to the temporary worker the process for 


reporting absences, holidays, sickness and any issues will be dealt with by ASA and not the public 


body.  ASA will inform the hiring manager at the public body that all performance related issues 


regarding a temporary worker will be dealt with (REDACTED).  The public body is protected at all times 


from employment relationships/employment law risks. This will also be explained in the Day 1 document 


which is provided to Hiring Managers at the commencement of an assignment. 


 
 


 
  







Question 2.4.1 (Weighting – 40%)   1500 words  
 
Tenderers must describe their management processes and agreed ways of working to 
maintain a consistently high service level.  Your response should cover, but not be limited to, 
performance monitoring, managing communications, problem solving and dispute resolution, 
achieving value for money in relation to your staff (including supply chain sub-contractors or 
consortia members, where appropriate) and internal and external stakeholders.  
 
ASA Response 
The ASA Account Team focuses on fill rates, quality and longevity of temporary workers, invoice 


accuracy and new ways to improve service delivery. We understand the importance of fulfilling 


requirements and providing continuous improvement throughout the lifetime of the framework.  The 


Account Team is based at our Aberdeen office and currently operate under the admin, catering and 


manual framework for public bodies (REDACTED) and therefore have a tried and tested structure, 


processes, candidate pool, and local knowledge, already in place.  


 


Performance Monitoring 
The ASA Account Team will establish the preferred way of working on the framework and ensure this 


is operated incorporating our service level agreement which then forms part of review meetings and 


performance measurements. 


 


The dedicated ASA Account Team performance is measure using:  


 


(REDACTED) 


 
The value ASA’s Accounts Team add to service delivery is immense as by focussing on the 


performance criteria above, they ensure that the right candidate is in the right place, at the right time. 


These candidates, wherever possible will have been there before so save time in induction and training. 


It is also imperative that when candidates work for us, they must be paid correctly, first time, every time 


or they will not present for work. (REDACTED)  


 


Legislation surrounding temporary work has moved substantially in recent years. ASA’s systems are 


constantly upgraded ensuring total compliance therefore delivering peace of mind to public bodies.  
 
 
Managing Communications 


Communication is key to managing customer relationships. Communication is on 2 levels, directly with 


the hiring manager and at strategic levels involving Procurement, Compliance and HR. 


 


To deliver high quality communication we recommend; 


 


(REDACTED) 


 
Each public body is introduced to key members of the Account Team to ensure they are aware of who 


is looking after them and who to contact as they require.  Generic email addresses will be set and all 


communication is sent to the entire Account Team this negates any loss in communications should one 


the Account Team be on holiday. 


 


Management Processes 
Having worked on frameworks ASA recognises the need for efficient and cost effective transaction 


processes.  The time consuming elements in using services such as this, is the order processing, 


managing orders and receiving management information.  To this end ASA has developed a secure 


on-line portal (REDACTED) a central point to operate the framework. (REDACTED). This system is 


already in operation within (REDACTED).  We have received excellent feedback in terms of its 


functionality and improvements this has made to the framework by reducing workload to public bodies. 


 
 







Vacancy Management 


(REDACTED) 


 
Previous Workers 


(REDACTED) 


 
Timesheets 


(REDACTED)  enables Hiring Managers to view timesheets for their area. Authorisation is electronic, 


reducing time and omitting paper copy timesheets. This is a major time saver for all units. 


 
Management Information 


A suite of management information reports are available through (REDACTED).   These are beneficial 


for raising PO's matching hours worked, budget control, performance monitoring and reason for order. 


Reports available: 
 (REDACTED) 


 
Invoicing 


Our systems are flexible offering bespoke invoice processes.  Invoices are backed up by an on-line 


timesheet for reference. Our knowledge of working with the public sector has delivered invoice 


efficiencies across frameworks.  ASA has worked closely with Glasgow City Council to set-up statement 


billing which was successful and improved the PO process providing measurable cost savings to 


Glasgow City Council.  This is now implemented with other Councils.  The billing detail includes; 


temporary workers name, hours (including overtime, public holidays, expenses), charges, job title, 


location of work, hiring manager at Council, reference numbers, total charge. ASA accepts payment by 


electronic transfer and works with public bodies to achieve payment schedules set. 


 
 


Problem Solving 
(REDACTED) 


ASA takes any issue seriously. The management of complaints is a key performance indicator on all 


our contracts. They are reviewed at quarterly meetings with the Public Bodies and learning outcomes 


discussed and applied. 
 


(REDACTED) 


 


Value for money  
(REDACTED) 
  







Question 2.4.2 (Weighting – 40%)   2000 words 
 
Tenderers must provide a statement to clearly demonstrate their proposals for regular and 
effective communication with Framework Public Bodies throughout the framework duration, 
including reporting mechanisms for the provision of management information, out of hours 
procedures, complaints management (including escalation), and order cancellation 
processes. 
 
ASA Response 
 
Communication 
In managing customer relationships. Communication is on 2 levels, directly with the hiring manager and 


at strategic levels involving Procurement, Compliance and HR ensuring we provide quality agency 


workers and assist public bodies to achieve overall goals. 


 


To deliver high quality communication we recommend; 


 


(REDACTED) 


 
Each public body is introduced to key members of the Account Team to ensure they are aware of who 


is looking after them and who to contact as they require.  Generic email addresses will be set and all 


communication is sent to the entire Account Team this negates any loss in communications should one 


the Account Team be on holiday. 


 


Having a dedicated Account Team assigned to this framework not only assists greatly with 


communication but also ensures the team are fully aware of public bodies requirements, recruitment 


checks and procedures therefore delivery an efficient and high level service. 


 


Service Levels 


Set and agreed at the commencement of the contract forming the basis of monitoring and reporting the 


performance of the contract.  Adapted as the contract developments including any improvements or 


changes in processes. 


 


Audits - ASA (REDACTED) 


 
 


Management Reporting 
Having worked on frameworks ASA recognises the need for efficient and cost effective transaction 


processes.  The time consuming elements in using services such as this, is the order processing, 


managing orders and receiving management information.  To this end ASA has developed a secure 


on-line portal (REDACTED) providing a central point to operate the framework. Real time access to this 


information delivers time and cost savings improving consistency of service.  This system is already in 


operation within (REDACTED). We have received excellent feedback in terms of its functionality and 


improvements this has made to the framework by reducing workload to public bodies. 


 


A suite of management information reports are available through (REDACTED)..  These are beneficial 


for raising PO's matching hours worked, budget control, performance monitoring and reason for use of 


worker. 


 


The reports we provide are:  


 


(REDACTED) 


Fill Rate  


Informs on vacancies ASA has received and filled, (REDACTED)  This report can be monthly / quarterly 


/ bi-annually. 


 


Planned v's Unplanned Fill Rate  







This details the fill rate i.e (REDACTED).  This allows you to see our performance against requirements 


(REDACTED).This report can be monthly / quarterly / bi-annually. 


 


ASA Contracts Manager will be responsible for ensuring the standard Monthly/Quarterly MI returns are 


provided on time and accurately to Scottish Procurement and the Public Bodies in-line with service level 


agreements. 


 
Out of Hours 


ASA’s Account Teams are available 24 hours per day, 7 days per week. 


Our core hours are 8.00am to 6.00pm Monday to Friday and out of hour’s mobile numbers are used to 


contact the Account Team who have access to our system remotely to accept bookings and email 


contact to conclude issues and complete orders.  The out of hour’s service will be dealt with specifically 


by members of the local Account Teams rather than a national call centre. This is important as they 


have strong local knowledge and can get agency workers to the public body efficiently, providing 


information on transport options and directions during out of hours periods. Providing local cover means 


all members of staff who are providing the out of hours service are fully aware of specific local 


requirements. They know the agency workers and know the framework requirements. This will reduce 


no shows and increase continuity of service.  


 
Escalation Process 
Complaints are logged and managed according to ASA’s ISO9001 Procedure QP-06. They are 


managed at specific levels depending on the severity of the complaint.  ASA has a non compliance 


system and an escalation process in operation. 


 


Non Compliance 


(REDACTED) 


 


Escalation Process 


If escalation is required, our escalation procedure is deployed (REDACTED) 


 


Stage 1  


Complaint reported/logged with Contracts Manager  


Contracts Manager discusses with Account Manager the complaint raised. A decision is made as to 


whether this can be resolved at ASA Account team level.  


If yes, action is taken and issue is resolved. If not, Contracts Manager refers to Stage 2 and informs HR 


Manager. 


Once concluded, outcome is fed back to public body.  
 


Stage 2  


HR Manager  


Contracts Manager discusses issue with HR Manager. Investigation is carried out assessing whether the 


issue can be resolved at this level. We would utilise informal HR procedures/Interviews before any official 


disciplinary processes are deployed. If the issue can be resolved via this route then informal procedures 


are utilised and problem is resolved. Otherwise, the complaint is raised with ASA Account Director.  


Once concluded, outcome is fed back to the public body. 


 


Stage 3  


Account Director 


HR discusses issue with ASA Account Director and a plan to deploy official HR procedures is set. 


Account Director advises the public body re plan of action with agreed timescales to conclude the issue. 


HR Manages this process. 


 


Stage 4  


HR Manager/Operations Director 







HR Manager advises Account Director of the procedural outcome. Account Director discusses with the 


public body and once completed, advises ASA Account Managers of actions taken to provide lessons 


learned. 
 


Stage 5 


Account Director 


ASA Account Director informs ASA Operational Executive of the situation and actions taken. Summary 


is provided to ASA Board Members. ASA Board of Directors agrees a timescale for review to ensure 


any actions set are implemented in order that the complaint does not arise again. 


 


Stage 6  


Account Director/Board of Directors 


New procedure is audited to establish it is active and fully implemented. Public Body is informed the 


changes are successful by Account Director and changes now enter the standard monitoring and review 


process. This completes the escalation procedure. 


 


 


ASA takes any complaint seriously and the management of complaints is a key performance indicator 


in all our contracts. They are reviewed at quarterly meetings and learning outcomes discussed and 


applied. 
 
 
By recruiting high calibre temporary workers we minimise the volume of non compliances. This 
ultimately reduces complaints, reducing workload.  
 


(REDACTED) 


 
Order cancellation process 
We understand that very occasionally circumstances change which could causes an order to be 


cancelled before the worker starts. Unfortunately this is a difficult situation which can affect the 


reputations of both the public body and the agency, particularly if the worker has turned down work 


elsewhere and faces being out of work for a period of time.  Actions that will need to be undertaken 


include:- 


 
 Timely, formal notification of the cancellation from the public body to ASA (ideally including an 


explanation in order that we can fully appraise the worker) 
 Establish whether the situation is a delay or complete cancellation – if it is merely a delay, ASA 


will try and secure the workers commitment to start on the revised date 
 If the worker is happy to delay the start date, a revised contract will be issued detailing new 


start date 
 (REDACTED)  
 Should the public body have revised the start date and the original worker is unable to commit, 


a replacement worker will be identified 
 (REDACTED)  
 Management reports will be updated to show cancellation times and reasons by each public 


body - this is used for analyses between ASA, the public body and Scottish Procurement and 
action plans will be discussed and implemented to improve performance and cost effectiveness 
of the framework. 


 (REDACTED)  
 Highlight any recurring incident details in scheduled report to Scottish Procurement. 


 
  







Question 2.4.3  (Weighting – 20%)  1500 words  
 
Tenderers must provide a mobilisation plan including key team members and stakeholders 
roles and responsibilities, tasks for completion by your staff, key dates and deadlines, 
proposals for marketing the new framework in the North Region in both rural and urban areas.  
The mobilisation plan must clearly describe how they will ensure by the commencement date, 
sufficient numbers of suitably qualified candidates to meet order fulfilment rates for the 
Framework and how you will ensure the authenticity of candidate qualifications and manage 
this on an on-going basis. 
 
ASA Response 
Once framework award is announced, ASA works Scottish Procurement and Public Bodies putting in 


place the mobilisation plan and a commencement date to work to.  


 


The structure below is delivered in a way which suits the framework organisations. This will be flexible 


to either meet individual stakeholders or presented in a “town hall” environment when representative 


groups of stakeholders are present. 


 


Where possible, we will meet related groups with common interests maximising efficiency for all 


concerned.  


 
(REDACTED) 


 
Marketing the Framework 
The following marketing process is put in place to assist with the uptake of the framework and to realise 


cost savings to public bodies. 


 


 (REDACTED)  


 Attendance at supplier events set up by Scottish Procurement or Public Bodies. 


 


ASA has a vested interested in sharing with all eligible users of this Framework, the value for money it 


can deliver, the efficiencies, the success of collaborative working and operating  a less complex 


interface between all parties. 


 
Candidate Provision 
Having an office in Aberdeen, being established in the North Region for over (REDACTED) years and 


previously worked in this framework we already have an established database of candidates and are in 


a position to supply immediately. This is important when considering, how long it takes to build a pool 


of security cleared candidates. 


 


In recent years ASA has supplied over (REDACTED)  temporary workers to public bodies in the North 


Region and currently have on average (REDACTED)  workers out each week in this area.  


 


Below is a list of roles we have supplied to the public bodies in the North Region: 


 


(REDACTED) 


ASA is continually recruiting so we can meet our client's requirements. Due to the nature of temporary 


work there is a constant turnover of candidates we must ensure we replenish and grow our pool to 


service client requirements to cover increase in workload. 


  


ASA works closely with clients so we aware of demands and trends in requirements, e.g. there may be 


a larger requirement for temporary staff due to holiday year end, a project such as (REDACTED) or a 


traditionally busy time of year.  ASA reports on temporary worker usage and trends to assist our clients 


to analyse why temporary workers are required, allowing them to look at internal headcount structures 


avoiding unnecessary spend.  


 


Please see below the numbers of candidates we currently have available for this framework: 







 


Admin 


(REDACTED) 


 


Catering  


(REDACTED) 


 


Manual 


(REDACTED) 


 


 
Authenticity of Qualifications 


During the interview process with each potential worker, questioning identifies the worker's knowledge 


of the subject, the body who awarded the qualification and the length of time it has taken to gain the 


qualification, all factors in determining the authenticity. 


 


Workers must provide original certificates of qualifications gained. Certificates are scanned and saved 


in the worker's file for future reference along with expiry dates requiring follow-up. 


 


ASA checks online, calls or writes to the awarding body verifying authenticity of qualifications. 


Reference numbers and confirmations are recorded on the recruitment database.  Examples of services 


we will utilise include: 


 


(REDACTED) 


 


All qualification and renewal dates are logged on our database. When a role is requesting a worker with 


specific qualifications the ASA Account Team are able to search the database and identify a list of 


potential workers with this qualification.  This minimises the time taken to search for workers to fill a 


role, ensures they have the correct criteria enabling them to do the job.  This results in a quicker 


response time to the public body. Strict quality control procedures are in place to ensure all data is 


rigorously checked for accuracy. 


 
(REDACTED) 
  







 
Question 2.5.1 (Weighting - 5%)   1500 words 
 


Tenderers must provide details of how they will deliver continuous improvement throughout 


the duration of the framework.  Your response must describe details of any measures to 


achieve greater efficiencies, simplify processes, and minimise errors and generally improve 


quality of service for the framework duration.  


 
ASA Response 
 


Service delivery is key to the success of the framework. It is important to continually review our service 


as the framework develops. ASA uses the following improvement cycle process.  


 


 


(REDACTED) 


 


 


Recruitment Trends 
The key added value benefit a supplier can add is to reduce the cost and administration in the delivery 


of the service we are contracted to undertake. (REDACTED) 


 


Reporting systems provide information on general recruitment, (REDACTED) 


 


(REDACTED) If this is happening we report our findings in our regular review meetings with the client. 


 


(REDACTED) 


 


Performance Management 
Performance management is key to the success of any agreement. We further enhance performance 


management via the implementation of the following. 


 


Relationship Management: 
 Accessibility & responsiveness of Account Director - providing easy access to senior staff 


members at ASA who have the authority to implement change, make decisions on behalf 
of organisations speeding up the process 


 Accuracy, content & timeliness of communication  
 All complaints are handled centrally through our Contracts Manager and are recorded and 


analysed for any trends to improve our service.  This is discussed at review meetings and 
both parties have the most up to date information to act upon. 


 Feedback information is under constant review to ensure what and how we provide 
information is of benefit to our customer. 


Strategic Value: 
 Continuous Improvement and Best Value in Service Provision 
 Benchmarking & Identification of Best Practice  
 Improved Labour Market Participation  
 Sharing of Strategic Market Knowledge  


Capability and Quality: 
 Legislative compliance - (REDACTED)  
 Efficiency of candidate conversion  
 Service delivery within project timelines 


Financial Value: 
 Implementation of cost reduction initiatives (REDACTED) 
 Financial spend analysis created and used to improve efficiencies 


 


The above process will test the trust and openness of all parties involved. For the process to be 


operating properly some subject matters may be uncomfortable to discuss. (REDACTED) 







 


Simplifying and Effective Transaction Processes. 
Having worked on frameworks previously ASA recognises the need for efficient and cost effective 


transaction processes.  The time consuming elements for public bodies in using services such as this, 


is within the order processing, managing orders and receiving management information.  ASA has 


developed a secure on-line portal (REDACTED) providing a central point to operate the framework. 


Real time access to information delivers time and cost savings improving consistency of service.  This 


system is already in operation within (REDACTED) We have received excellent feedback regarding 


functionality and improvements this has made to the current framework, reducing workload to public 


bodies. 


 
Vacancy Management 


(REDACTED) 


 
Previous Workers 


(REDACTED) 


 
Timesheets 


Enables Hiring Managers to view timesheets for their area. Electronic authorisation reduces time and 


effort completing and sending paper copy timesheets. 


 
Management Information 


A suite of management information reports are available through (REDACTED).  These are beneficial 


for raising PO's to match hours worked, budget control, performance monitoring and reason for use of 


worker. 


The reports available are: 


(REDACTED) 


 
Invoicing 
Our systems are flexible and offer bespoke invoice processes.  Invoices are backed up by an on-line 


timesheet for reference. (REDACTED) 


 


 


 


Continuous Improvement Suggestions 
 


(REDACTED) 


 


 


We understand good service delivery is not just about placing staff, its an overall consultancy service 


from supplying staff, identifying efficiencies, advising on trends and legislation, assisting with analysing 


usage, providing valuable MI, assisting communities with our CSR projects and assisting organisations 


to meeting goals and strategies. 


 


 
  







Question 2.6.1 (Weighting 10%)   2000 Words 


Tenderers should describe their procedures for storing, retaining and transmitting data between the 


Contractor, the Framework Public Bodies (& sub-contractors where applicable) to ensure compliance 


with the Statement of Requirements (Schedule 1) & to ensure continuity of service and protection 


against cyber-attacks. Answers should include (as a minimum): 


 


- Details of where data will be stored & how it will be secured including processes, software & 


standards & must include measures put in place with sub-contractors (where applicable); 


- Details of how data will be securely transmitted between the Framework Public Body, the 


Contractor (& sub-contractors where applicable) including processes, software & standards; 


- Details of how the data will be secured at rest (end point security) both at the Contractor’s 


premises (& their sub-contractors premises where applicable); 


- Details of processes followed including those for assessing future risks; 


- Testing of Disaster Recovery policies & procedures, including the dates, duration and frequency; 


- Methods for the back-up & continuity to deliver services should an incident occur including 


manpower & access to equipment;  


- Methods & processes in place to mitigate against cyber-attack & crime using online technologies 


including processes, software & standards; 


- Destruction policies & processes including policies, processes & software. This should include the 


measures put in place with sub-contractors where applicable; 


- Tenderers should also provide details of any standards applicable in this area (e.g. ISO 27001, ISO 


22301, ISO/IEC 20000, Cyber Essentials/Cyber Essentials Plus or their equivalents); 


If the Tenderer does not currently hold certifications they should advise of any plans they have for 


achieving any relevant certifications. 


Tenderers should refer to the UK Governments Cyber Essentials Scheme and consider the 


information included within the scheme when providing their response to this section. 


 


https://www.gov.uk/government/publications/cyber-essentials-scheme-overview 


 


http://www.gov.scot/Resource/0048/00489206.pdf  


 


Please note your response to this question is restricted to a maximum word limit of 2000 words. 


Tenderers should note that any words exceeding the 2000 limit will not be considered for evaluation 


purposes. 


 


Tenderers must achieve a moderated average score of “2” or more against this question. Tenderers 


who fail to achieve a moderated average score of “2” or more against this question will not have 


their tender considered further and will not proceed to the Price/Quality ratio calculation 


 
ASA’s Response 
 
(REDACTED) 







Question 2.7.1 (Weighting 5%)  1500 words 


The Public Sector in Scotland is committed to the delivery of high quality public services, and 


recognises that this is critically dependent on a workforce that is well-rewarded, well-motivated, 


well-led, has access to appropriate opportunities for training and skills development, are diverse and 


is engaged in decision making. These factors are also important for workforce recruitment and 


retention, and thus continuity of service. Public Bodies in Scotland are adopting fair work practices, 


which include a fair and equal pay policy that includes a commitment to supporting the Living Wage, 


including, for example being a Living Wage Accredited Employer; clear managerial responsibility to 


nurture talent and help individuals fulfil their potential, including for example, a strong commitment 


to Modern Apprenticeships and the development of Scotland's young workforce; promoting equality 


of opportunity and developing a workforce which reflects the population of Scotland in terms of 


characteristics such as age, gender, religion or belief, race, sexual orientation and disability; support 


for learning and development;  


stability of employment and hours of work, and avoiding exploitative employment practices, 


including for example no inappropriate use of zero-hours contracts; flexible working (including for 


example practices such as flexi-time and career breaks) and support for family friendly working and 


wider work life balance; support progressive workforce engagement, for example Trade Union 


recognition and representation where possible, otherwise alternative arrangements to give staff an 


effective voice.  


 


In order to ensure the highest standards of service quality in this Framework Agreement we expect 


contractors to take a similarly positive approach to fair work practices as part of a fair and equitable 


employment and reward package. 


Tenderers must describe how they will commit to fair work practices for workers (including any 


agency, sub-contractor workers) engaged in the delivery of this Framework. Responses need not be 


constrained to, or be reflective of any of examples given above. However, good answers will 


reassure evaluators that your company takes a positive approach to rewarding staff at a level that 


helps tackle inequality (e.g. through a commitment to paying at least the Living Wage); improves the 


wider diversity of your staff; provide skills and training, and opportunities to use skills which help 


staff fulfil their potential; avoids exploitative employment practices (e.g. in relation to matters such 


as the inappropriate use of zero-hours contracts); takes the engagement and empowerment of staff 


engaged on this contract seriously, including having arrangements in place to ensure trade union 


representation where possible; otherwise alternative arrangements to give staff an effective voice 


and that your company will demonstrate organisational integrity with regards to the delivery of 


those policies. This reassurance can include a variety of practices which demonstrate your approach 


to fair work and should be tangible and measurable examples that can be monitored and reported 


during contract management procedures. 


 


ASA Response 


Living Wage 


ASA is an accredited Living Wage Service Provider. The Living Wage Foundation understands that 


service providers cannot stipulate to pay the Living Wage for all contracts they operate as some 


public and private sector organisations prefer not to pay living wage. (REDACTED) 
 
The link below provides further explanation and confirms ASA’s accreditation.  
https://www.livingwage.org.uk/recognised-service-providers 



https://www.livingwage.org.uk/recognised-service-providers





 
ASA pays Living Wage to all our internal staff and our internal staff also have a permanent contract of 
employment providing stability and agreed hours of work.   
 
Flexible Working 
ASA’s internal staff have flexibility to work varying hours and hours vary across the organisation. 
Currently the flexible hours of work accommodate individuals with family commitments, those wishing 
to condense hours of work to allow time off during the week for various commitments and ad-hoc 
requests for time off to complete studies, attend appointments. 
 
We have also set up secure remote access to accommodate times when it is easier for individuals to 
work from home rather than in the office. 
 


(REDACTED) 
 
Staff Development and Engagement 


ASA prides itself on developing staff to fulfil their potential. ASA’s internal HR Manager, reports directly 


to our Managing Director. (REDACTED) drives the process to ensure the development of staff. 


(REDACTED) 
 
New employees to ASA are appraised by their Line Manager and the HR Manager at months 3 and 6 
ensuring they receive the knowledge, skills and support required in their new role. 
 


(REDACTED) 
 
 
ASA has since put a project team in place to further enhance our people strategy acting upon the 
feedback gained from the survey.  
 
ASA invests heavily providing Agency Staff free training and refresher courses to ensure they have 
the most up to date skills required to gain employment and to develop new skills and progress their 
careers.  
 
 
Diversity  
Our diversity policy plays an important role in our core business. We consider diversity across the 
business, internally and externally (our temporary workers). Whether recruiting agency workers or 
internal staff, our diversity policy forms part of the induction training delivered by our HR Manager and 
is reviewed at our Operational Executive Meetings.  
 
Current workforce diversity stats are: 


(REDACTED) 
 
 
Equal Pay 


Our latest Gender Pay Gap information which includes ASA internal staff and agency workers, shows 


a pay “median gap” of (REDACTED). 
 
These stats above remain under constant review bi-annually. 
 


(REDACTED) 


  







Question 2.8.1 (Weighting 0% - Not Scored)  1500 Words 


 


Tenderers must confirm that, where appropriate, they will support the Scottish Ministers policies on 


Sustainability and Corporate Social Responsibility in delivering the services required.  


 


Please provide a statement which explains your sustainability policy and demonstrates how you will 


proactively support the delivery of the Framework Public Body(s) respective Sustainability (Social 


and Ethical) and Environmental Policies. This should include any measures you have in place to 


ensure, monitor and report sustainability across your supply chain.  


 


Further details on Scottish Government’s Sustainable Procurement Policy are available at: 


 


http://www.gov.scot/Publications/2016/03/8410/3 and  


 


https://www.procurementjourney.scot/route-3/route-3-develop-strategy-profiling-commodity-s-


ustainable-procurement 


 


ASA Response 


ASA is aware the Scottish Government has set itself a clear purpose. "To focus government and 


public services on creating a more successful country, with opportunities for all of Scotland to flourish, 


through increasing sustainable economic growth."   


ASA support this purpose and the requirement to deliver our services in a way which aligns our 


business and the services we provide with this purpose. We must deliver this in an environmentally 


friendly way. 


Our organisation exists by operating in markets presenting and experiencing skills shortages. By 


providing people work in roles where skills are hard to find, we add to the productivity of the country. 


Providing opportunities, training and support to introduce people to these markets, allows the person 


who has perhaps been inactive or never considered such career options, an opportunity to better their 


lives and those of their families.  


ASA’s activities add value to the procurement spend of the local authorities. We create the 


opportunity for candidates to become or continue to be economically active. In so doing, we are 


delivering on Scotland’s Economic Strategy. ASA feel our core activity, the supply of labour to 


contracts throughout the nation, aligns itself naturally with the sustainable procurement model of the 


Scottish Ministers. 


ASA are an office based provider of services and do not manufacture products resulting in increased 


carbon deposits or hazardous materials. Nor do we require scarce or innovative materials in the 


delivery of our activities. Despite this we must ensure that at all times we have a focus on how we 


pass the sustainability test in the delivery of our services. 


Carbon/Energy consumption 


We minimise consumption by: 


Encouraging staff to walk or use public transport to visit any of our client’s premises, monitored by 


management team explaining the importance of using public transport, it also monitored via expense 


claims. 


When booking candidates into an assignment/arranging interviews we provide bus routes and 


timetable information to candidates on the most efficient way to get to Client’s premises. When 







matching candidates we carry out postcode searches so we can identify candidates who live close to 


the client. 


ASA offices are situated near main train routes, within 15 minutes’ walk from train stations, staff are 


encouraged to travel by train if commuting between offices and train tickets are available in our offices 


for ease of use, to promote use of public transport. 


Use of conference calling or webinars are encouraged to avoid unnecessary travel. Where possible, 


multiple meetings are arranged and held on the same day to avoid duplication of travel for another 


meeting at the same location on a different day. 


Vehicle emissions 


ASA has low emission pool cars at each of our offices for staff to use when visiting clients premises, if 


public transport is not an option. Cars are available at each of our offices for staff to book as required, 


a log book is completed for each journey and information is analysed and where necessary flagged to 


Management team. 


Waste Production and Prevention 


Where it is efficient to do so we extend the life of products/materials when possible but consider first 


the benefit of more efficient, new IT equipment as part of our purchasing strategy. Our old IT 


equipment is removed by an organisation who break the items into their component parts to be 


recycled. 


We review paper spend across our business each year and target a maximum spend in each year to 


2020 of 22% less than the previous years. This annual spend reduction will bring us to a 90% 


reduction, leaving a max spend in 2020 of 10%. 


LED lighting has been installed in all our offices and we can track energy expenditure via our metered 


usage as reported via our utility bills. In previous years ASA used approx. 176159 units of electricity 


and with the introduction of efficiencies we now use approx. 141308 on annual basis providing a 


savings of 20% on electricity usage 


In addition metered water usage can be assessed in the same way. 


Employment – skills and training 


Where it is possible for us to do so we will ask clients to accept people low on the skills required for 


the roles we are filling. We work with individuals with positive outcome on disclosures checks to get 


them into suitable work and return to economic activity. 


Fair work – workforce matters 


We are a Living Wage Service Provider and do not operate any unfair working practices, evidenced 


by our registration with the Gangmasters Licencing Programme and Care Inspectorate and recent 


project working with the organisation Great Places to Work. 


Fairly and ethically traded 


ASA has no exploitation of our worker rights and conditions. We ensure our supply change mirrors 


this stance. We are open in our pricing and terms with our customers and workers. ASA recognise 


this area as the area with highest risk of bad practice in our market and wish to set the standards to 


which others in our industry aspire. 


Physical/mental health and wellbeing 


ASA’s service provides the individual worker with a means of earning income which enhances their 


position in life and that of those around them. We feel this provides purpose and pride for the 


individual and it has a positive impact. 


Security and crime impacts 







Our industry is known for and is open to risk from gangmaster exploitation. ASA became a member of 


the Gangmaster licencing organisation as soon as it was formed and will remain a member. 


Security and crime improvement 


By creating work opportunities for those who may have strayed into the world of crime, we can 


provide income and give the opportunity for them to return to economic activity, removing barriers to 


entering the world of work we align our services with that of the Government 


Reducing underemployment 
Many people working for ASA have at some point been in receipt of benefits. Some still are and are 
working to increase their hours worked per week. Our training and efforts to get them work helps self-
confidence and ultimately we work to get them off benefits and into full employment. Many people 
during the year, move from working with us to permanent employment with our clients. 
 
Reducing the proportion of employees earning less than the Living Wage 
Through our accreditation as a Living Wage Service Provider we push the current living wage as the 
minimum to be paid. Our tenders are priced to cover the payment of wages at the living wage level. 
 
Reducing the pay gap 


ASA’s gender pay gaps are – (REDACTED). We search for the right person with the right skills/talent 


and attitude. These are the key qualities we look for. 
 
Increase the proportion of young people in learning, training or work 
We continually assess our workforce diversity to ensure we are balanced in our approach. We work 
with Education establishments to engage those moving into the workplace. Visiting these 
organisations, presenting to people studying Care/Hospitality/Engineering/Finance is key for the 
future. We operate CV writing, job interviewing and presentation skills courses which will provide 
lifelong benefit to those having attended. 
 
Improving Scotland’s Reputation 
By providing the individuals with a means of earning income which enhances their position in life and 
that of those around them, improving the economy. Scotland’s image will be improved and come to be 
known as a progressive and fair country to live.  This is a long term strategy and will be achieved by 
providing fair pay, equality, good working conditions and career enhancement to the population of 
Scotland. 
 
Improve the skill profile of the population 
Training provision by ASA allows candidates to enter the world of work with an enhanced suite of 
skills. This is relevant for those coming to the workplace for the first time having a long career ahead 
of them. It could be that they are either returning to work or wishing a change of occupation. Whatever 
the situation, ASA welcome them, provide training and supply work for them to continue their 
development.   
 
Improve support for people with care needs 
Although not related to this framework ASA has a care division supporting the Government strategy in 


improving support for people with care needs. We spend over £100,000 per annum on training in our 


organisation, purely focussed on Care. This is done in order that we have people working in this 


market who are going to represent us and themselves well but ultimately so that the service provider 


the candidate is working with has the best possible experience during their later years. 


 


  







Question 2.9.1 (Weighting 0% - Not Scored)  1500 words 


The Scottish Government is committed to contributing to the social, economic & environmental 


well-being of the people of Scotland. The Government has five objectives that underpin its core 


purpose - to create a more successful country, with opportunities for all of Scotland to flourish, 


through increasing sustainable economic growth.  


 


Tenderers must provide details of their proposals to support Scottish Procurement to meet SG 


overall community benefits policy through this Framework Agreement. 


 


Accordingly, while the following community benefit objectives will not be evaluated as part of the 


tender process, the successful contractor will be expected to consider the following Community 


Benefit themes in the delivery of their services, for example: 


 


- targeted recruitment & and training for “disadvantaged” persons unemployed for over 6 months; 


- generate employment and training opportunities for priority groups; 


- up-skill the existing workforce; 


- equality and diversity initiatives; 


- make any proposed sub-contracting opportunities available to SMEs, the third sector and 


supported businesses; 


- build capacity in community organisations. 


 


ASA Response 


ASA is aware of and has read the draft Culture Strategy for Scotland document (June 18). We 
support this commitment to long term strategy to improve our country. We see that if public 
money is being spent, it ought to be done in a way which creates actions for the greater good, 
improving culture and communities as we go.  
 
ASA have a small part to play in this ambitious plan. Our activities create income and careers, freeing 
families from a history of economic inactivity. They improve their present lives and the lives of future 
generations. We therefore assist in the improvement of a positive culture, improving health & 
wellbeing, economic activity, education (via training) and reducing inequality as a living wage service 
provider.  
 
We provide other supplementary benefits which also assist in the improvement of our country. 
  
Improving Scotland’s Reputation 
Providing the individuals with a means of earning income enhances their position in life and that of 
those around them, improving the economy. Scotland’s image improves and comes to be known as a 
progressive and fair country to live.  This long term strategy will be achieved by providing fair pay, 
equality, good working conditions and career enhancement to the population of Scotland. 
 
Improve the skill profile of the population 
Training provision by ASA allows candidates to enter the world of work with an enhanced suite of 
skills. This is relevant for those coming to the workplace for the first time having a long career ahead 
of them. It could be that they are either returning to work or wishing a change of occupation. Whatever 
the situation, ASA welcomes them, provide training and supply work for them to continue their 
development.   
 
Reduce underemployment 
Many people working for ASA have at some point been in receipt of benefits. Some still are and are 
working to increase their hours worked per week. Our training and efforts to get them work helps self-







confidence and ultimately we work to get them off benefits and into full employment. Many people 
during the year, move from working with us to permanent employment with our clients. 
 
Reduce the proportion of employees earning less than the Living Wage 
Through our accreditation as a Living Wage Service Provider we push the current living wage as the 
minimum to be paid. Our tenders are priced to cover the payment of wages at the living wage level. 
 
Reduce the pay gap 


ASA’s gender pay gaps are – (REDACTED). We search for the right person with the right skills/talent 


and attitude. These are the key qualities we look for. 
 
Increase the proportion of young people in learning, training or work 
We continually assess our workforce diversity to ensure we are balanced in our approach. We work 
with Education establishments to engage those moving into the workplace. Visiting these 
organisations, presenting to people studying Care/Hospitality/Engineering/Finance is key for the 
future. We operate CV writing, job interviewing and presentation skills courses which will provide 
lifelong benefit to those having attended. ASA is currently in discussion with Prince’s Trust to 
establish whether we can work in partnership to support young people achieve their potential via work 
placements, direct employment and starting own business.  We are potentially looking at Mentoring 
programme where we can meet young people and assist with employment opportunities, improve 
interview, CV skills and advising on options of work. 
 
Along with the above factors ASA's aim is to create an environment that encourages and values 
diversity within its workforce and builds on the differences individuals bring, enabling ASA's continued 
success.  We aim to draw upon the widest possible range of views and experiences in order to meet 
the changing needs of our staff, clients and partners.  
 


We seek to promote diversity and respond to the needs of all individuals in a fair and equitable 


manner, whilst observing our commitment and responsibility to current legislation. 


 


To achieve this, we will: 


 


 Fulfil our social responsibility towards our employees, temporary workers and the 


communities in which we operate 


 Recognise all of our legal obligations 


 Make all opportunities (including advertising, interview and selection processes, promotion 


and training) as accessible as possible to under-represented and protected characteristic 


groups 


 Conduct monitoring and analysis (with groups of employees within the company, jobseekers 


in the local community and the demographic of the broader labour market) to ensure 


processes are fair, equitable and accessible and to identify any significant under-


representation 


 Endeavour to attain a workforce that is representative of the communities from which it is 


drawn to secure the widest pool of talent possible 


 Recruit, train and promote the best person for the job, to make full use of the talents and 


resources of all our employees 


 Create a working environment free from unlawful discrimination, victimisation and harassment 


in which all employees are treated with dignity and respect 


 Periodically review our selection criteria and procedures to ensure that they remain compliant 


and maintain a system that ensures fairness 


 Distribute and continuously publicise our Equality & Diversity Policy throughout the company, 


to employees, temporary workers, clients, partners, visitors to the company, in advertising, 


and elsewhere as appropriate 


 Provide the facilities and opportunity for any employee who believes that they have been 


treated inequitably within the scope of this policy to raise the matter through the appropriate 


grievance or complaints procedure 







 


ASA’s Diversity policy is set out below 


(REDACTED) 


  







Question 2.10.1 (Weighting 0% Not Scored)  1500 words 
 
Tenderers must include a statement on their full consideration of whether the Transfer of 
Undertakings (Protection of Employment) Regulations 2006 will apply in respect of this 
framework, including details of any perceived implications and/or risks and how these will be 
mitigated.   
 
ASA Response 
 
(REDACTED) 
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This and the following 1 page comprise Schedule 2 to the Framework Agreement between the 
Scottish Ministers and ASA International Ltd, trading as ASA Recruitment  
 
SCHEDULE 2 - PRICING SCHEDULE  
 
Framework Agreement for the Provision of Temp Admin, Catering & Manual Staff Services – 
North Region   
 


 
Contractor:   
ASA International Ltd, 
trading as ASA 
Recruitment 


Year 1                     
13 April 2019 


to 
12 April 2020 


Year 2 
13 April 2020 


to 
12 April 2021 


Year 3 
13 April 2021 


to 
12 April 2022 


Year 4 
13 April 2022 


to 
12 April 2023 


 
Assignment/Role Type 


Commission 
rate per hour 


 excluding 
VAT 


Commission 
rate per hour 


excluding 
VAT 


Commission 
rate per hour 


excluding 
VAT 


Commission 
rate per hour 


excluding 
VAT 


Refuse Worker/Loader REDACTED REDACTED REDACTED REDACTED 


Administrator/Clerical 
Officer 


REDACTED REDACTED REDACTED REDACTED 


Catering Assistant REDACTED REDACTED REDACTED REDACTED 


Waiting Staff /Bar Staff REDACTED REDACTED REDACTED REDACTED 


Environmental Officer REDACTED REDACTED REDACTED REDACTED 


HGV/LGV Driver REDACTED REDACTED REDACTED REDACTED 


Kitchen Porter REDACTED REDACTED REDACTED REDACTED 


Chef REDACTED REDACTED REDACTED REDACTED 


Street Orderly REDACTED REDACTED REDACTED REDACTED 


Technician/Technical 
Assistant/Officer 


REDACTED REDACTED REDACTED REDACTED 


Driver REDACTED REDACTED REDACTED REDACTED 


Customer 
Services/Customer Services 
Support 


REDACTED REDACTED REDACTED REDACTED 


Landscape Operative REDACTED REDACTED REDACTED REDACTED 


Receptionist REDACTED REDACTED REDACTED REDACTED 


Porter REDACTED REDACTED REDACTED REDACTED 


 
All commission rates are fixed for the duration of the Framework Agreement and for the length of 
any individual Call-Off Contract under the Framework. 
 
Assignment/Role Types  
 
Many different categories of temporary admin, catering and/or manual assignments/roles will be 
required. This pricing schedule contains examples of the types of roles that may be required. 
These examples will be used as grades to which similar or equivalent roles will be matched by the 
Framework Public Body in consultation with the  
Contractor.  
 
Contractors must understand that the assignments/roles and volumes will vary depending on the 
requirements of the individual Framework Public Body.  
 
Hourly Pay Rates  
 
Hourly pay rates are not included as part of this Pricing Schedule. However, hourly pay rates must 
be discussed and agreed with the Framework Public Body for each individual assignment/role, 
taking into account all current employment legislation and in compliance where appropriate, with 
the Agency Workers Regulations 2010. Where overtime rates are paid as standard in an industry 
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and the Framework Public Body agrees to pay overtime rates, the Contractor will be required to 
pay the overtime rate in line with buying organisation's policies for permanent workers. 
 
Living Wage 
 
The Scottish Government is committed to supporting the Scottish Living Wage (currently set at 
£8.75 per hour) in its public sector pay policy for the duration of this parliament [2016-21].  The 
Agency Workers Regulations 2010 require equal pay for agency workers doing the same or similar 
work to that of permanent employees.  Where public sector pay policy applies this means agency 
workers will be receiving an hourly rate of pay at or above the Scottish Living Wage.  Framework 
Public Bodies that do not fall within the public sector pay policy remit will be required to consider 
their own position with regards to payment of the Scottish Living Wage. 
 
Transfer or Temp to Permanent Fees 
 
The Authority does not view this Framework Agreement as a formal testing ground for potential 
staff employment.  The Contractor must not give temporary workers or candidates any expectation 
that a temporary/interim assignment through this Framework Agreement will lead to employment 
with a Framework Public Body.  However, it is recognised that the Contractor's temporary workers 
or candidates may seek employment with a Framework Public Body.   
 
The Conduct of Employment Agencies and Employment Businesses Regulations 2003 govern 
when a transfer fee, also known as a 'temp to perm' fee can be charged.  See paragraph 19. of 
Schedule 1 - Statement of Requirements for more details.   
 
It is understood that the Conduct of Employment Agencies and Employment Businesses 
Regulations 2003 may not apply to all agency staff and that it is reasonable to expect a transfer 
fee in certain circumstances.   
 
The Contractor can only charge a ‘temp to perm’ fee if all of the following apply: 
 


• the contract with the client (e.g. Framework Public Body) gives them the option to extend  
  the worker’s assignment; 
• the client (e.g. Framework Public Body) doesn’t take the option to extend the  
  assignment; 
• the client (e.g. Framework Public Body) gives the worker a permanent job less than 8  
  weeks after the end of their initial assignment – or less than 14 weeks after it started if  
  that is later. 
 


If the temporary worker has had more than one assignment with the client (e.g. Framework Public 
Body) and there were more than 42 days between assignments, the later assignment is treated as 
if it is the first one. 
 
Where applicable, the Call-Off Contract between the Contractor and the Framework Public Body 
must include all transfer fees and conditions and be in accordance with the formula for charging 
'Temp to Perm' fees in this Pricing Schedule – see Table below.   
 


ONE OFF PERCENTAGE FEE  - % BASED 
ON FIRST YEAR'S BASIC ANNUAL SALARY 
FOR THE ASSIGNMENT/ROLE 


 
REDACTED 


 
The formula is fixed for the duration of the Framework Agreement and all Call-Off Contracts 
awarded under this Framework Agreement. 
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2.2 Understanding of the Requirement  


2.2.1  


Tenderers must provide a statement which demonstrates a clear understanding of the Public sector 


landscape in Scotland and the Framework Public Bodies who will use these services. You must 


demonstrate you understand the demand Framework Public Bodies have for the services and how 


Public Bodies will use those services.  


Please note your response to this question is restricted to a maximum word limit of 1500 words. 


Tenderers should note that any words exceeding the 1500 limit will not be considered for evaluation 


purposes. 


Understanding of the Public sector landscape and the Framework Public Bodies who will use 
these services 


The Scottish Government is working with the wider Public sector to achieve Public services that are 


high quality, continually improving, efficient and responsive to local needs (National Outcome 16). 


This includes simplifying the delivery of Public services and making partnerships work across 


organisational boundaries. 


In the context of this Framework, this translates as developing an efficient way for Public Bodies to 


procure temporary and interim staff services to fill short term employment gaps by collaborating on 


procurement initiatives. We understand that the goals are to improve procurement standards and 


ensure value for money for the taxpayer. Superior and more efficient Public services will enhance 


the Scottish quality of life, support sustainable economic growth and deliver Public services that are 


responsive, provide value for money and are continually improving. 


Scottish Procurement aims to increase the numbers of Framework Public Bodies to the Framework 


Agreement over the contract period to ensure further Public sector agencies benefit from 


centralised and improved procurement standards. 


We understand that Scottish Procurement is looking for a supplier that can demonstrate: 


• Recruitment and placement processes that deliver quality temporary workers when they are 


needed 


• Value for money solutions 


• Alignment to the objectives of the Scottish Government 


including compliance with laws and regulations, fair and 


equitable working practices, sustainable procurement, 


equality and diversity in employment and delivery of 


community benefits. 


Our experience with current Framework partners 


Genesis Personnel has worked with some of the key Public Bodies under this Framework, which has 


given us good insight to understanding their service requirements.  


We’ve worked with some of 


the Framework Public Bodies 


before, including recruiting for 


temporary admin, catering and 


manual workers for 


(REDACTED)  







Framework Public Bodies we have worked with include Aberdeen City Council, Aberdeenshire 


Council and Scottish Prison Service. We recruit for a number of temporary positions within admin, 


catering and manual placements for these bodies each year:  


(REDACTED)  


We have also worked with another Public Body not currently under this Framework: 


(REDACTED)   







Understanding the Demand for Services 


How Public Bodies will use the services 


Our understanding is that Public Bodies will use the services on an ad hoc basis to fulfil short term 


staffing requirements within admin, catering and manual labour categories. The nature of this 


requirement means that requests for staff will often be at short notice in response to an unexpected 


event (eg sickness) and are not necessarily planned for. 


Alternatively, the need for services may be in response to a planned requirement or an organised 


event (eg community event run by the Public Body). 


In supplying candidates for Public Bodies, we have historically placed: 


(REDACTED)  


which demonstrates our understanding of the role requirements under the scope of this 
tender. 


Uncertain demand and peaks in demand 


With only four providers to be appointed under this Framework, we understand that each supplier 


needs to demonstrate capacity to meet the required demand, which was a total of (REDACTED) 


temporary staff in 2017/18. 


As this is purely an indicative figure which we would expect to increase as other Public Bodies join 


the Framework, or the Framework is more heavily promoted, we understand the need to scale up 


service delivery when demand dictates. Timeframes for supply is also unpredictable so we 


appreciate workload will vary from month to month.  


We are well versed in dealing with similar peaks and troughs in demand with our other clients. In the 


Public sector, for example, we know that (REDACTED) often need additional manual labour during 


the summer months, catering staff are often needed over the Christmas season and there may be a 


greater demand for admin staff during typical flu seasons. 


Genesis Personnel has experience recruiting for temporary positions that are required at short 


notice and subject to fluctuations in demand. The key factors to be able to successfully meet this 


requirement include: 


(REDACTED) 







We provide an example of where we addressed a placement need at short notice below.  


Specific requirements working with Public Bodies 


Thanks to our teams experience working with other Public Bodies, we have a wealth of knowledge 


about their specific and wide ranging requirements and what it takes to deliver a first class service to 


them. This includes the security and Disclosure requirements which are essential for working within 


secure environments. 


We will work closely with the individual Public Bodies to identify their needs and the difficulties they 


have experienced in the past, in this procurement area. We will then develop strategies to ensure 


they access the temporary worker pool they require.  


Our implementation and marketing plans in Section 2.4.3 outline the initiatives we propose to 


manage engagement with existing Framework Public Bodies, set up our systems to meet their 


individual qualification requirements and attract new Public Bodies to the Framework. 


In addition, our workflow system (REDACTED) is set up to cater to differing requirements of Public 


Bodies. We will set up individual workflows for each Public Body detailing key criteria, to allow our 


Recruitment Consultants to quickly identify the right candidates. This helps us to deliver at short 


notice.  


Our success in placing the right candidates in a timely manner is evidenced in our latest FPAL results 


presented overleaf. We achieved above industry average for all aspects. 


(REDACTED) 


 


Word count 1472/1500 words 


 


  







 


2.3 Delivery of the Services  


2.3.1  


Tenderers must provide details of how they will deliver the service under this Framework Agreement, 


including their organisational structure, details of key staff (and their roles) with designated 


responsibilities for ensuring successful delivery throughout the Framework period, and the minimum 


experience levels (not a CV) and a job specification(s) for the designated Account Manager(s). 


Tenderers must also provide details of the number of key personnel to be dedicated in the North 


Region (see Regional Boundary Map), how this number is calculated to be sufficient and set out the 


procedures for how any changes to these key personnel will be managed. 


Please note your response to this question is restricted to a maximum word limit of 1500 words. 


Tenderers should note that any words exceeding the 1500 limit will not be considered for evaluation 


purposes. 


How we will deliver the service  


Genesis Personnel have established offices and teams of Recruitment Consultants in Aberdeen and 


Peterhead who will service this Framework. If we are selected as a Tier 1 supplier we will look into 


establishing presences in (REDACTED), depending on demand, to meet requirements in these 


regions. 


Genesis offices that will service each local area: 


(REDACTED)   







 


Organisational structure 


We have allocated an Account Manager, (REDACTED), who will be responsible for daily management 


of the Framework Agreement. Ultimate responsibility will rest with our Managing Director, Wendy 


Marr. 


(REDACTED) Designated responsibilities 


Our Recruitment Consultants will manage the end-to-end Recruitment and placement process: 


(REDACTED)  


It is our standard practice to nominate back-up people for all key contract roles. By defining these 


up-front, the individuals are aware of the responsibilities they might need to take on at short notice. 


We prepare them for these roles by involving them in meetings, processes and procedures specific 


to the Framework so they can hit the ground running if they ever need to step into these roles in 


mitigating circumstances.  


In addition, our workflow system (REDACTED), supports zero disruption by tracking every user’s 


activity on the system: calls, emails, texts, interviews booked and calendar/diary entries. 


(REDACTED) 


Job Specification for the Account Manager 


Experience 


• Experience as a member of a senior level executive team 


• Experience delivering client-focused solutions to meet customer needs 


• Experience with servicing the Public sector 


• Minimum (REDACTED)  years’ experience in a similar role 


• Minimum (REDACTED)  years’ industry experience 


Education 


• (REDACTED)  


• Recruitment industry qualification 


Required Skills, Knowledge, and Characteristics 


• Demonstrated ability to communicate, present and influence key stakeholders at all levels of 


an organisation, including executive and C-level 


• Excellent listening, negotiation and presentation abilities 


• Strong verbal and written communication skills 


• Strong understanding of Scottish Public Bodies and procurement practices 


High-Level Overview of Job Requirements  


The Account Manager must be able to perform effectively in each of these areas: 


(REDACTED) 







Number of key personnel to be dedicated in the North Region  


We have reviewed our weekly reports that provide details of placements managed by our 


Recruitment Consultants. These reports confirm that we filled (REDACTED)  placements last year, 


giving an average of (REDACTED)  placements per (REDACTED)  Recruiter.  


To be conservative in our estimate, we have calculated that each Recruitment Consultant can 


comfortably manage around (REDACTED)  to (REDACTED) temporary workers for this Framework.  


Therefore, should we be awarded tier 1 supply of the Framework, we anticipate a requirement 


(REDACTED) dedicated Recruitment Consultants. 


(REDACTED)  


How any changes to key personnel will be managed 


We will guarantee continuity of key personnel proposed including the central role of Account 


Manager. Once we commit to the key team, it will not change. If mitigating circumstances prevent 


this, we will seek your approval for any replacements. We would consult with the team members 


and Scottish Procurement before they are appointed to Framework roles. 


 


Word count 1495/1500 words 


 


  







2.3 Delivery of the Services  


2.3.2  


Tenderers must provide details of their procedures to ensure compliance with Disclosure Scotland 


and Baseline Personnel Security Standard – BPSS, (or other standard as may be defined by 


Framework Public Bodies) including details of the effective management of any third party to be used 


in this process, and the measures they will take to match security pre-cleared candidates to 


Framework Public Body requirements.  


Tenderers must also describe the measures they will take to ensure that temporary/interim workers 


understand and adhere to confidentiality requirements, particularly in relation to sensitive roles. 


Please note your response to this question is restricted to a maximum word limit of 1500 words. 


Tenderers should note that any words exceeding the 1500 limit will not be considered for evaluation 


purposes. 


Capturing requirements specific to each Public Body 


The following checks are automatically undertaken as part of our Recruitment and selection process:  


• Identity checks 


• Right to work 


• Employment history verification through referencing, and  


• Certification checks.  


These checks will be supplemented with any standards required by the individual Public Body when 


recruiting for a temporary position, such as Disclosure Scotland and Baseline Personnel Security 


Standard – BPSS, or other standards as required. 


We will gather this information through a Call Off form. We can set up an appropriate template with 


Scottish Procurement and this can be automated through our (REDACTED) workflow system 


(described further below). 


This approach is reinforced by our documented processes and procedures (all accredited to ISO 


9001:2015 quality standard – see all processes overleaf).  


BPSS Accreditation can take up to 4 weeks 


We understand that Disclosure Scotland Certificate/“Baseline Personnel Security Standard” can take 


a minimum of 2 weeks to issue. That’s why we believe it is important have a pool of qualified 


candidates readily available before the Public Bodies begin to request workers. 


(REDACTED) 


Procedures for compliance with Disclosure Scotland and Baseline Personnel Security 
Standard – BPSS or other standards 


We have a robust process in place to ensure compliance with Public Body requirements, such as 


Disclosure and Baseline Personnel checks. Our standard vetting processes will be customised to 


meet each Public Body’s requirements and will be strictly controlled through our (REDACTED). 







workflow system. This will ensure that all candidates we present for consideration have met stated 


requirements. 


(REDACTED) 


The Starter Pack states: 


(REDACTED) 


Temporary workers are also thoroughly briefed by our Recruitment Consultants as part of our 


onboarding process. This will take into account the needs of the candidate, so in some cases the 


briefing will happen face-to-face. 


If additional Confidentiality requirements are needed for a specific role, these will be captured in the 


Call Off form and incorporated into the Starter Pack for that assignment.  


 Word count 1106/1500 words 


 


  







 


2.3 Delivery of the Services  


2.3.3  


Tenderers must provide details of their approach to ensure the Recruitment, retention and matching 


of suitable candidates in the North Region. Your response must relate to both rural and urban areas 


in the North Region and demonstrate your proposed presence to meet the requirement and how you 


will gain and take advantage of knowledge regarding local job markets to meet Framework demand. 


(Note - “presence” does not necessarily mean a physical full-time office). Your response must also 


detail how you will ensure consistency of service and delivery across Framework Public Bodies and 


your procedures for delivery during periods of high demand. 


Please note your response to this question is restricted to a maximum word limit of 2000 words. 


Tenderers should note that any words exceeding the 2000 limit will not be considered for evaluation 


purposes. 


Recruitment of suitable candidates in the North Region 


Our Recruitment strategy will be based on: 


• Reviewing existing candidates on our database – We have already reviewed our extensive 


database as part of this tender process, and have noted below current numbers of 


candidates, divided by geographical region. We are currently in the process of contacting all 


candidates on our database as part of compliance to GDPR so status is being updated. 


• (REDACTED)  


• Looking for new candidates in rural areas through Recruitment initiatives – we will work 


with (REDACTED) to build this capacity. We will leverage their networks and knowledge to 


identify candidates with suitable skills sets and whom would be best suited to fulfil 


Framework requests. (REDACTED)  have an increasing pool of skills and intelligence, in the 


form of Skills Investment Plans and Regional Skills Assessments, which can help inform us of 


how to meet Framework requirements.  


(REDACTED) 


• Using specialist websites (for example mygov.scot/fairstart and DisabilityJobsite.co.uk) to 


advertise vacancies. We advertise all our vacancies on our website and various social 


networks to encourage opportunities for all.  This will increase the extent and range of our 


search to attract other prospective candidates.  


• Incentive Led Stratagies: 


 (REDACTED)  


Matching of candidates to job requirements 


Our standard vetting processes will be customised to meet Scottish Procurement’s criteria and the 


specific requirements of each Public Body. Adherence to this will be strictly controlled through our 







(REDACTED) workflow system (developed specifically for the Recruitment industry). This will ensure 


that all candidates we present to Public Bodies have met minimum job criteria. 


In addition, all applications are initially checked by our Recruitment Specialists to assess suitability 


for our key contracts. This ensures we have a qualified database that will meet your needs. We will 


begin this process during the implementation period. 


The database can incorporate specific filters to capture individual Public Body requirements. We 


suggest the following measures are into standard procedures under this Framework Agreement: 


• For Catering staff introduce:  


(REDACTED)  


• For Manual Staff introduce: 


 (REDACTED)  


Retention of candidates 


We maintain an up-to-date availability register, which contains our pool of regularly assigned 


candidates, that help us to fulfil short notice requirements (REDACTED)  this list current and all 


information is recorded on a spreadsheet for easy access whenever a Public Body calls with a new 


requirement.  


We also use the positive feedback from our clients about temporary worker performance to help us 


to secure more work for them in the future. We obtain feedback on candidate performance for all 


assignments and will do our utmost to re-assign all candidates in order, to retain them within the 


Framework Agreement. 


(REDACTED) captures full details of certification and includes a reminder system when certificates 


are nearing expiry so we make sure they are qualifications are always kept up to date.  


Rural versus urban areas in the North Region  


Upon contract award, we will review our database within all local authority areas that report lower 


numbers of candidates and implement specific recruitment strategies to ensure we have sufficient 


candidate numbers in all regions. 


Skills Development Scotland (SDS) have published a Corporate Plan 2015-2020 Making Skills Work 


for Scotland along with regional specific Labour Profile reports.  


The Nomis website (https://www.nomisweb.co.uk/) provides official labour market statistics divided 


by local authority area. 


These two sources of information will help us develop targeted recruiting plans to fulfil the 


requirements of the Public Bodies, particularly in rural areas. They will also keep our Recruitment 


Consultants informed on local labour markets so they can advise Public Bodies accordingly. 


(REDACTED)  


 



https://www.nomisweb.co.uk/





Proposed presence to meet full regional requirements 


Our strategy is to have dedicated Recruitment Consultants at our Aberdeen, Peterhead and any 


additional (to be established) offices. We currently have existing staff ready, both in Aberdeen and 


Peterhead, to kick start the Framework Agreement. Resources for our proposed Inverness offices 


will be recruited locally or alternatively may be staffed by our existing Recruitment Consultants 


depending on demand in the area. We will also consider establishing a presence in Dundee and/or 


Perth depending on Framework demand (which will be continually assessed). 


(REDACTED)  


How we will gain and take advantage of knowledge regarding local job markets to meet 
Framework demand 


In each Local Authority area we will build up a network of contacts with community that understand 


the local labour market, including: 


 (REDACTED)  have Regional Skills Assessments for every region in Scotland and also have 


(REDACTED) for each region. We will utilise these to create effective recruitment plans. 


 (REDACTED)  – We already collaborate with DYW and will continue to do so under this 


Framework Agreement. 


 Local job centres – Appropriate contacts will be established as part of the implementation 


process. 


 Educational establishments – We will establish relationships with local schools, colleges and 


Universities to understand youth challenges and identify candidates looking for work. 


We already have a strong local presence in Aberdeen and Peterhead. 


(REDACTED)  


How we will ensure consistency of service and delivery across Framework Public Bodies  


This will be controlled through: 


 Standard templates: Implementation activities will include setting up templates for 


communication and standards for the Framework such as Call Off forms and an Employment 


Agreement to be used for all Public Bodies.  


 Documenting the process for interaction between Framework Public Bodies and Genesis 


Personnel and development of any bespoke forms in our (REDACTED) workflow system.  


 Standardised KPIs and reporting: We propose streamlined KPIs and reporting across all 


Framework Bodies which will allow us to consolidate activity reports and identify any 


inconsistencies. 


 Weekly internal meetings to discuss Framework activity. 


 Close collaboration between our Recruitment Consultants: As a small business, our 


Recruitment Consultants work as a close knit team, to ensure delivery of a consistent and 


reliable customer service model. 







Procedures for delivery during periods of high demand 


As identified in Section 2.3.1, we have nominated secondary Recruitment Consultant from other 


areas of our business as back-up resources. In periods of high demand, these additional Consultants 


will step into dedicated roles for this contract. 


Traditionally periods of high demand from Public Bodies are: 


• Manual labour during the summer months 


• Catering staff over the Christmas season or for large events 


• Greater demand for admin staff during typical flu season. 
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2.3 Delivery of the Services  


2.3.4  


Tenderers must provide details of how they will carry out pre-employment occupational health 


checks prior to placing a candidate to an assignment, how they will assess and implement reasonable 


adjustments for disabled applicants both during the interview process and in assigning individuals to 


work placements and how they will ensure robust diversity and equality policies are implemented 


throughout the Framework duration. 


Please note your response to this question is restricted to a maximum word limit of 1500 words. 


Tenderers should note that any words exceeding the 1500 limit will not be considered for evaluation 


purposes.  


Pre-employment occupational health checks prior to placing a candidate to an assignment 


During Registration 


We have our own internal pre-employment occupational health questions that are incorporated 


within our Registration Form.  


As part of this tender process we reviewed and discussed the occupational health questions with the 


Recruitment and Employment Confederation (REC). They have confirmed that the questions we have 


asked are the maximum permissible extent of what is allowable in fair and equal recruitment 


practices to ensure we conform to Section 60 of the Equality Act 2010. Section 60 prohibits asking 


anything more than general enquiries about the applicant at registration stage 


(REDACTED) 


Following a Job Offer 


In complying with Section 60 of the Equality Act, a more extensive health questionnaire cannot be 


given to work seekers until they have been offered a job. 


We propose to use the relevant (REDACTED) where appropriate. This will allow us to assess 


limitations of any candidates and communicate this to the Framework Public Body so they are aware 


of any reasonable adjustments that are required to ensure the health, safety and convenience of 


temporary/interim workers. This will be developed as an automated form in our (REDACTED) 


workflow system. 


If appropriate, we can look at standardising this form for all Public Bodies under the Framework 


Agreement. 


If a Medical Assessment is Required 


We can engage local GPs to assess and certify whether a candidate is medically fit, should this be 


required. 


Emergency medical response 


We have an emergency response procedure contained within our Quality Management System that 


outlines the escalation process we implement and the activities we undertake in the event of an 


emergency related to: 


• Medical Emergency – Where we are advised our candidate requires medical attention. 







• Workplace Emergency – Where we are advised that there is a safety Issue or Potential 


Safety Issue at our clients’ worksite. 


• Personal Emergency – Where we are advised that our candidate is unable to continue to 


work for reasons excluding Medical or Workplace Emergency.  


Assessment and implementation of reasonable adjustments for disabled applicants both 
during the interview process and in assigning individuals to work placements 


Throughout our Recruitment and selection process we adhere to the required principles of the 


Equality Act 2010. It is our standard practice to make any reasonable adjustments required to enable 


an applicant to come into the office, or arrange any assistance to be provided during an interview.  


We will be aware of the adjustments required through the pre-employment occupational health 


questions included in our registration form. 


Our aim is always for our selection processes to be objective, transparent and without bias at all 


times. This is in line with the REC Good Recruitment Charter, which Genesis Personnel commits to. 


 


Figure 1 Genesis Personnel commits to the REC Good Recruitment Charter  


 


Under this Framework Agreement we will plan to work with (REDACTED) – UK's leading auditor of 


inclusive best practice in Recruitment through (REDACTED). Over the last decade they have audited 


Recruitment policy, process and practice for some of the UK's leading employers to help them 


become disability confident in creating better opportunities for people from under-represented 


groups in the work place.  


We would look at engaging them under this contract, utilising their expertise and guidance to assist 


us in increasing knowledge and awareness within our recruitment team to provide a supportive 


environment targeted at all candidates stage of the recruitment process.  







We would also consider becoming (REDACTED) – which would demonstrate our commitment to 


identifying and removing barriers from Recruitment policy, process and practice which have the 


potential to exclude disabled people. The (REDACTED) process is an on-line self-assessment 


programme which is underpinned by the guidance and expert advice provided through (REDACTED) 


Resources.  


The self-assessment, conducted by the organisation, is tested using a candidate feedback service, 


(REDACTED), to provide evidence of the experiences of disabled people going through the 


organisation's recruitment processes. Consultants from (REDACTED) undertake spot checks with 


participating organisations to ensure knowledge exists across all recruitment stakeholders. 


Our Recruitment Consultants will advise the Public Body of any reasonable adjustments which would 
need to be made to enable candidates to undertake their roles successfully. Usually these 
adjustments are minimal, if at all. 
 
 


Example of adjustments made for a disabled applicant 


(REDACTED) 


 
 


Disability Confident Employer 


We are in the process of applying to become a Disability Confident Employer which we feel would 
help us with the following: 


• Being able to draw from the widest possible pool of talent 


• Helping to secure and retain high quality staff who are skilled, loyal and hard working 


• Making use of valuable skills and experience 


• Improving staff morale and commitment by demonstrating that we treat all candidates 


fairly. 


Ensure robust diversity and equality policies are implemented throughout the Framework 
duration 


Targeting priority groups  


We have discussed employment opportunities with the Department of Work & Pensions (DWP) as 


part of this tender process (Employer Engagement Team). Many of the clients DWP assist suffer 


from stress, anxiety or confidence issues, and/or have been unemployed for over 6 months all of 


which present barriers to work. DWP’s database includes more than 6,000 jobseekers across 


Scotland. We see an opportunity to work with them to find suitable candidates for either temporary 


positions or for work experience students.  


We also plan to work with local social enterprises (e.g. (REDACTED) and others throughout the North 


Region) so that we can commit to assisting priority groups and assisting individuals back into work. 


The social enterprises often assist the homeless and unemployed as well as helping to build up 


confidence and develop their skills and talents to make a lasting change to their lives. 


Compliance in the Recruitment Process 


At all times we comply with the Equality Act 2010, both in recruiting our own staff and in recruiting 


for our customers. We have an Equal Opportunities and Diversity Policy which is provided to 







employees and candidates in their Employee Handbook or contracts and is available for review 


electronically. 


Our Equality and Diversity Policy forms part of our daily recruiting processes – we review this 


regularly at Staff Meetings and Lunch and Learns. 


(REDACTED)  


As a member of the REC (Recruitment and Employment Confederation), we commit to their Code of 


Conduct and our compliance is audited every second year. The Code of Conduct includes a 


commitment to diversity as its fourth principle: 


 


Figure 2 Genesis Personnel commits to the REC Code of Conduct which addresses diversity as its fourth 
principle 
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2.3 Delivery of the Services  


2.3.5  


Tenderers must provide details of their proposals to manage temporary/interim worker sickness 


absence and absenteeism, the process for replacement of temporary/interim workers where they are 


deemed unsuitable for the role, and how they will ensure that the Framework Public Body is 


protected from employment relationship claims/employment law risks. 


Please note your response to this question is restricted to a maximum word limit of 1500 words. 


Tenderers should note that any words exceeding the 1500 limit will not be considered for evaluation 


purposes.  


Proposals to manage temporary/interim worker sickness absence and absenteeism 







If a worker is sick: 


(REDACTED)  


 


If a worker does not turn up to work: 


(REDACTED)  


 


If a worker requires unexpected leave during an assignment: 


(REDACTED)  


Process for replacement of temporary/interim workers where they are deemed unsuitable 


Quality of candidate is essential. We have rigorous reference, identity and right to work checks, 


certificate verification and a detailed placement process which includes a comprehensive 


mobilisation pack to ensure the candidate fully understands the job requirements and is trained and 


prepared for the work.  


Due to our stringent selection process it is very rare that a candidate is not suitable, however we 


would always endeavour to have replacement candidates available should a change in candidate be 


necessary.  


In such cases we would aim to provide a replacement candidate within 24 hours. Due to the 


requirements of many clients (REDACTED) our business is suitably equipped to fulfil roles at short 


notice. We regularly receive a request with 24 to 48 hours’ notice, with occasional requirements 


offering less than 12 hours notice! With our dedicated Consultants on hand, and by utilising our 


current availability register, we are delighted to confirm that we have an excellent success rate for 


filling these last minute roles. 


Steps taken to ensure that the Framework Public Body is protected from employment 
relationship claims/employment law risks 


Our Director, (REDACTED), is responsible for ensuring our processes and procedures are in line with 


emerging HR/Employment Legislation. She is supported by (REDACTED), who holds a BA (Hons) 


Degree in Management with Human Resource Management and is currently undertaking CIPD Level 


5.  This ensures our knowledge remains current at all times. 


Our policies and procedures are regularly updated as changes are introduced and reviewed annually 


in line with our quality processes. Dedicated project teams with implementation plans are 


established for significant updates such as the recent GDPR updates. 


We keep up to date with emerging changes in legislation and guidelines through: 


• Our appointed solicitors (REDACTED). They recently worked with us to update all of our 


Terms of Business in accordance with the REC guidelines and incorporating the new GPRR 


legislation. (REDACTED) were utilised to confirm the changes were fully legally compliant 


and fit for purpose. 


• Our dedicated Employment Law Advisor. (REDACTED) offers advice and guidance on all 


Employment Law related issues. 







• Our memberships with industry bodies which includes regular newsletters and industry 


events including: 


o REC (The Recruitment and Employment Confederation) – the governing body for 


the recruitment industry. They provide the tools we need to ensure we are 


compliant with all recruitment practices and offer comprehensive legal guidance. In 


addition, we receive regular bulletins which keep us updated on any relevant 


changes in legislation. Furthermore, all contractual documents relative to our 


services are drafted using approved ‘model documents’ from their legal document 


library. 


o FSB (Federation of Small Businesses) – our FSB membership which provides 


business services including advice, financial expertise and support. Their 


employment law advice service provides information and guidance on employment 


legislation in the UK. As a member we have access to round-the-clock legal advice on 


all employment issues. They also offer access to the latest information on health and 


safety in the workplace and online training modules in key areas of health and 


safety. 


o (REDACTED) – We use (REDACTED) for our ISO 9001 Accreditation. They are a 


globally recognised quality assurance and risk management company. (REDACTED) is 


driven by its purpose of safeguarding life, property and the environment, which 


enables its customers to advance the safety and sustainability of their business. 


Their experts are dedicated to helping its customers make the world safer, smarter 


and greener. 


As changes are made to our policies and procedures, our team is kept up to date through: 


• Updated policies and procedures in our Quality Management System that are used to 


govern day to day working practices – staff are informed of all updates via email and 


requested to familiarise themselves with the relevant changes 


• In-house Lunch and Learn sessions on relevant topics. 


For example, with the recent changes pertaining to GDPR we had a full review of all of our processes 


and developed an implementation plan to ensure all necessary changes were implemented well 


ahead of the 25th May deadline. An in-house Lunch and Learn session was delivered to all staff and 


our procedures were updated on our Quality Management System. New Terms of Business were 


updated using the REC model templates to ensure legal compliance. 


At our recent Quality Management System audit conducted by (REDACTED) In March 2018, they 


commented on the effectiveness of our management system to meet applicable legal and 


contractual requirements. The audit revealed no non-conformity related to compliance with 


applicable legal and contractual requirements. 
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2.4 Contract and Account Management  


2.4.1  


Tenderers must describe their management processes and agreed ways of working to maintain a 


consistently high service level. Your response should cover, but not be limited to, performance 


monitoring, managing communications, problem solving and dispute resolution, achieving value for 


money in relation to your staff (including supply chain sub-contractors or consortia members, where 


appropriate) and internal and external stakeholders.  


Please note your response to this question is restricted to a maximum word limit of 1500 words. 


Tenderers should note that any words exceeding the 1500 limit will not be considered for evaluation 


purposes. 


Management processes and agreed ways of working to maintain a consistently high service 
level 


Genesis Personnel are ISO 9001:2015 Quality assured  


We have held accreditation to the ISO 9001 standard by (REDACTED) since 2014. In 2018 we 


achieved accreditation to the most recent standard, ISO 9001:2015. The certification covers both our 


Aberdeen and Peterhead operations and can be easily expanded to cover additional offices/areas of 


operation as required.  


Our processes and procedures are made available to all staff on our shared network and are built as 


electronic workflows in our (REDACTED) workflow system. (REDACTED) ensures compliance with 


statutory and client led work requirements through in-built, controlled work processes, and 


compliance is further supported by our internal audit process (described below). 


(REDACTED)  


Our quality procedures are formally reviewed twice a year and also updated wherever relevant 


changes to legislation or requirements are identified. 


Genesis Personnel staff are trained thoroughly in the quality processes and our (REDACTED) system 


as part of their induction programme. In addition we provide refresher training in the form of Lunch 


and Learn sessions. 


Performance monitoring 


To ensure we are meeting our contract commitments throughout the year, we will report internally 


on our performance against contract Key Performance Indicators. Monthly reporting means we can 


track and quickly address any issues – there will be no surprises when the KPI report is generated.  


Should any performance issues be identified in these monthly reports, we will communicate the 


concerns to Scottish Procurement/Public Bodies including a proposal for improvement. 


Quarterly review meetings with key Framework Public Bodies  


(REDACTED)  


 







Managing communications 


We will automate communications as much as possible through our (REDACTED) workflow system. 


This saves time for all parties involved. It also ensures that details regarding the candidate and the 


temporary position are accurately captured so that we can report on this information. 


This will be controlled through: 


 Standard templates: Transition activities will include setting up templates for 


communication and agreed standards for the Framework such as Call Off forms and an 


Employment Agreement – An example of our interview confirmation template is provided 


overleaf. 


 Documenting the process for interaction between Framework Public Bodies and Genesis 


Personnel and development of any bespoke forms in our (REDACTED) workflow system.  


We also propose streamlined reporting across all Framework Bodies which will allow us to 


consolidate activity reports and identify any inconsistencies. 


(REDACTED)  


Problem solving and dispute resolution 


Any issues raised pertaining to the Framework Agreement can be directed to our Account Manager, 


(REDACTED). Our Managing Director, (REDACTED), will be the escalation point for dispute resolution. 


We believe in resolving any issues swiftly and proactively, to ensure minimal disruption and 


continuity of services.  


Achieving value for money in relation to your staff  


We believe our staff are very productive given the number of placements they manage in a week, 


whilst also receiving excellent feedback from our clients and candidates. This can be attributed to: 


• Robust quality procedures that are embedded in our workflow system, (REDACTED) 


• Thorough induction programs and mentoring/support throughout their career from our 


senior team members 


• A structured performance appraisal process that supports identification of objectives for 


skills development and training requirements. 


• A commitment to nurturing talent and developing our staff (demonstrated through our 


annual investment in training and development – (REDACTED)). 


• All staff are extremely flexible and are happy to accommodate changes to regular work 


patterns, as and when the business dictates.  Such changes could include extended working 


hours in busy periods and temporary changes to work locations, to provide crucial cover in 


other offices as required. 


Internal and external stakeholders 


External stakeholders will include: 







 Scottish Procurement: this interaction will be managed through the account review 


meetings where we will present activity under the Framework. We suggest this review also 


covers: 


 (REDACTED)  


 Framework Public Bodies: the level of activity with each Framework Public Body will vary 


depending on their requirements. (REDACTED) We have found, through experience, that 


word of mouth is greatly beneficial when building pools of readily available candidates. We 


will discuss overall communication strategies within the Public Body network to identify 


opportunities to raise the profile of the Framework Agreement and increase usage.  


As the key internal stakeholders, our management team will have full overview of our performance 


under the Framework Agreement through internal review meetings and monthly reporting as 


described above. We are a small business and all Directors are hands-on and involved in day to day 


case management and mentoring of our Recruitment Consultants. 


Community benefits  


We commit to delivering community benefits under this Framework as the Tier 1 supplier and will 


work in collaboration with Scottish Procurement to design an approach to community benefits for 


the Framework. This may be common initiatives across the full spectrum of the Framework with 


coordinated initiatives in local areas. In this way, the Public Bodies working under the Framework 


can report community benefit initiatives through the Framework. 


For example, we have recently worked with (REDACTED). Through this Framework we see an 


opportunity to expand on this initiative. 


(REDACTED), who will be your Account Manager for this contract, will be responsible for delivery of 


the community benefits programme. (REDACTED) has run all of our community engagement 


programmes and community support initiatives in recent years. 


Reporting on community benefits initiatives will be provided quarterly in a format agreed with 


Scottish Procurement or the respective Public Body.  
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2.4 Contract and Account Management  


2.4.2  


Tenderers must provide a statement to clearly demonstrate their proposals for regular and effective 


communication with Framework Public Bodies throughout the Framework duration, including 


reporting mechanisms for the provision of management information, out of hours procedures, 


complaints management (including escalation), and order cancellation processes. 


Please note your response to this question is restricted to a maximum word limit of 2000 words. 


Tenderers should note that any words exceeding the 2000 limit will not be considered for evaluation 


purposes.  


Statement to clearly demonstrate our proposals for regular and effective communication with 
Framework Public Bodies throughout the Framework duration 


Recruiting for a new position 


Interaction with Framework Public Bodies in managing everyday requirements under the Framework 


Agreement will be a combination of telephone discussions and electronic communication(email). 


Key interaction points will include: 


(REDACTED)  


During the placement period 


On the first day of the assignment we will ‘check in’ with the Public Body to confirm that our 


candidate arrived safely and that all is well.  


Our Recruitment Consultants maintain regular contact with candidates (for long term assignments 


this would be at least monthly and for shorter term assignments this would usually be weekly) to 


update on the duration of the assignment and to check the candidate is happy. We encourage open 


and honest lines of communication and make sure our candidates know that they can call us at any 


time if they have any questions or concerns, which would be addressed immediately to ensure these 


issues do not escalate unnecessarily.  


At the end of the placement: satisfaction survey 


To maintain a consistently high level of service, it is standard practice to monitor both client and 


temporary worker satisfaction at the end of each assignment. Our standard survey assesses the 


following aspects pertaining to the placement and performance of the worker: 


(REDACTED)  


It is important that we ask for this feedback immediately upon completion of assignment  to ensure 


our information is up-to-date and accurate. Should there be any issues highlighted from this 


feedback, we will address these immediately. This helps us to keep our service quality at the highest 


level. This feedback form will be recorded in the candidate’s file in RDB for future reference.  


A copy of our summarised results for 2017 are detailed in the graph overleaf; 


Quarterly review with key Framework users 


If selected as the Tier 1 supplier under this Framework, we will commit to quarterly review meetings 


with the Framework Bodies predominantly utilising our services under this Framework. This process 


can be agreed with Scottish Procurement but we would suggest developing a tiered account 







management plan for Public Bodies that includes quarterly review meetings and activity report packs 


based on agreed KPIs. 


(REDACTED)  


Reporting mechanisms for the provision of management information 


Our workflow system (REDACTED) will capture all Framework activity and can produce regular 


automatic reporting which is fully customisable.  


Reporting will be the responsibility of the Account Manager, (REDACTED) and (REDACTED)  will work 


with you during transition to define and implement the preferred reporting format. 


Reporting can also include client satisfaction survey results as described above and these could be 


tailored to incorporate any additional areas of particular importance to the Public Bodies. 


Reports we typically provide to our clients include: 


(REDACTED)  


 


Internal reporting to monitor our own performance under the contract 


(REDACTED)  


Out of hours procedures 


We will provide 24/7 support to manage after hours requests to address any problems that may 


occur, such as emergency replacement for sickness absences or following advice from a candidate 


that they are unable to report for work as planned. 


We already operate an established 24/7 call service available to meet after hours recruitment and 


placement needs for our existing clients. This ensures we are able to assist with emergency 


placements no matter what day of the week or time of day. 


Our 24/7 contact numbers are available on our after hours phone line. The 24/7 service is manned 


by one of our specialist Consultants who can access our database from anywhere remotely. 


Complaints management (including escalation) 


We recognise that an effective complaints management system helps to identify opportunities for 


improvement of our processes. Our standard complaints process (documented in our Procedure 21 


Non Conformance) is aligned to our approach to managing non-conformances and can be used by 


both customers and candidates. 


However to date our complaints process remains untested – we have not received any formal 


complaints about our service. Instead we have implemented corrective actions through 


opportunities identified in our internal audits, from customer surveys and FPAL benchmarking. 


Complaints procedure specific for the Scottish Procurement/Public Bodies Framework 


We propose to implement the complaints procedure illustrated below for this contract. It will form 


part of the contract quality plan. We will be happy to tailor this process to include any other specific 


requirements should this be useful. 







(REDACTED)  


How we will use this information to continuously improve 


Due to the nature of the relationships we develop with our clients and candidates and the processes 


we have in place for regular and open communication, we find that we are usually made aware of 


any minor issues at an early stage, allowing us to take pro-active steps to deal with these before they 


can escalate into a major problem. We review any reported issues regularly and implement changes 


accordingly to ensure our process is ever-evolving. 


However, should we receive a formal complaint about any part of our service, then the complaint 


will be recorded as a non-conformance in our Quality Management System and managed in 


accordance with (REDACTED). This procedure ensures that non-conformances found in processes or 


services are addressed immediately and corrective and preventive action is implemented to 


eliminate both the cause and potential cause of non-conformities. 


Customer complaints relating to a particular process or activity will be incorporated as a focus area 


in our next internal audit to ensure the initiatives we introduce are effective and are being followed. 


We also seek opportunities to improve through candidate and client satisfaction surveys. 


 


Example of a continuous improvement initiative implemented recently 


During one of our review meetings our client (REDACTED), advised us that they were looking for 
ways to reduce their administrative burden relating to the provision of their temporary crew. We 
reviewed all processes currently in place with them and following discussions with (REDACTED), 
their Account Manager, and our own finance team, we tailored several processes and customised 
some of our standard documents to meet their specific requirements. This also included an agreed 
rate schedule to avoid duplication of paperwork on a regular basis. 


The new processes and paperwork were put into place immediately and (REDACTED) have 
confirmed that this has considerably reduced their administrative burden and are delighted with 
the results thus far. 


 


Order cancellation processes 


Currently any cancellations of orders are received by either a telephone call or email from our 


clients.  Where a cancellation is received prior to a candidate commencing assignment, we will do 


our utmost to ensure they are informed as soon as possible to avoid any unnecessary travel. 


(REDACTED). In addition, our Recruitment Consultants record how many cancelled jobs they have 


each week in their reports so we can review these on a regular basis and make sure nothing is amiss.  


We agree to the cancellation clause contained in Schedule 3 – Entire Agreement.  
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2.4 Contract and Account Management  


2.4.3  


Tenderers must provide a mobilisation plan including key team members’ and stakeholders’ roles and 


responsibilities, tasks for completion by your staff, key dates and deadlines, proposals for marketing 


the new Framework in the North Region in both rural and urban areas. The mobilisation plan must 


clearly describe how you will ensure by the service commencement date, sufficient numbers of 


suitably qualified candidates to meet order fulfilment rates for the Framework and how you will 


ensure the authenticity of candidate qualifications and manage this on an on-going basis. 


Please note your response to this question is restricted to a maximum word limit of 1500 words. 


Tenderers should note that any words exceeding the 1500 limit will not be considered for evaluation 


purposes.  


Implementation plan including key team members’ and stakeholders’ roles and 
responsibilities, tasks for completion by Genesis Personnel staff, key dates and deadlines 


This response outlines the key implementation activities assuming Genesis Personnel is selected as 


Tier 1 supplier. We will work with Scottish Procurement to finalise the implementation plan. 


Roles and Responsibilities 


Key team members’ roles are detailed below. We propose the full team attend the kick off meeting 


for the Framework. 


(REDACTED)  


We propose the following stakeholder involvement during implementation (to be confirmed with 


Scottish Procurement): 


(REDACTED)  


Key Implementation Tasks, Dates and Schedules 


All tasks identified above are shown in the table below which will be updated as necessary. The 


implementation schedule will vary depending on whether Genesis Personnel is selected as a Tier 1 


Supplier or not. The activities below assume we are selected as Tier 1. 


(REDACTED) 


Proposals for marketing the new Framework in the North Region in both rural and urban 
areas 


The Marketing Strategy proposed below is intended to attract new Public Bodies to the Scottish 


Procurement Framework in the North Region. 


Key initiatives will include: 


(REDACTED)  


 


Context 


To achieve the key objectives of this programme, there are several important elements to consider 


including: 







(REDACTED)  


Target Audiences 


• Procurement officers 


• HR managers. 


Messaging 


This will be developed further with Scottish Procurement based on their marketing plan and value 


proposition for the Framework. 


Engagement Strategy 


(REDACTED)  


 


Collateral & Marketing Materials 


We will design a specialised leaflet/brochure which will be customised to include full details of the 


services we can provide to the Public Bodies, along with relevant contact details. 


How we will ensure sufficient numbers of suitably qualified candidates to meet order 
fulfilment rates for the Framework and authenticity of candidate qualifications  


As described in the implementation plan above, sufficient numbers of candidates will be achieved by 


qualifying our existing database during the contract standstill period.  


This will include identifying candidates with the right skills, experience and certificates, and 


confirming their availability. Once fully screened, (a process which includes checking authenticity of 


qualifications through external verification sources, where appropriate) these prequalified 


candidates will be added to our availability register. 


We will also expand our advertising schedule to attract further candidates for prequalification. 


This strategy will be supplemented through building a network of contacts with regional bodies that 


understand the local labour market, including: 


• Skills Development Scotland – SDS have Regional Skills Assessments and Skills Investment 


Plans for every region in Scotland. We will utilise these to develop effective recruitment 


plans. 


• DYW (Developing Young Workforce) – We already collaborate with DYW and will continue 


to do so under this Framework. 


• Local job centres – Appropriate contacts will be established as part of the implementation 


process. 


• Educational establishments – We will establish relationships with local schools, colleges and 


Universities to understand youth challenges and identify candidates looking for work. 
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2.5 Service Continuity & Continuous Improvement  


2.5.1  


Tenderers must provide details of how they will deliver continuous improvement throughout the 


duration of the Framework. Your response must describe details of any measures to achieve greater 


efficiencies, simplify processes, and minimise errors and generally improve quality of service for the 


Framework duration.  


Please note your response to this question is restricted to a maximum word limit of 1500 words. 


Tenderers should note that any words exceeding the 1500 limit will not be considered for evaluation 


purposes.  


Continuous improvement throughout the duration of the Framework 


We will actively look for continuous improvement opportunities throughout the contract. This 


process will be managed through our quarterly review meetings and these opportunities will be 


identified through our reporting Framework and customer complaints philosophy.  


As part of this process we will work with Scottish Procurement and individual Public Bodies to 


discuss challenges and identify opportunities to introduce improvements in the way we deliver our 


service to you – (REDACTED). 


(REDACTED)  


An example of continuous improvement achieved for one of our clients is presented below: 


One of our clients, (REDACTED), regularly require supply of temporary adhoc labour, including 


(REDACTED).  Due to the nature of their business, Health & Safety is of paramount importance and 


no worker can arrive onsite without first having completed several bespoke checklists, declarations 


and questionnaires.  Furthermore, all workers must arrive fully equipped with PPE relevant to their 


role. 


Initially, (REDACTED)  had responsibility for both issuing PPE to candidates upon arrival, and also the 


completion of their site induction paperwork.  Due to the high volume of requirements alongside 


their fast paced and ever-changing operations, this quickly became a cumbersome and time-


consuming task, often causing significant delays and/or increased costs relative to the additional 


time spent undertaking these important obligations.  During a review meeting, where these issues 


were highlighted, our Recruitment Consultants suggested we take over responsibility for both 


completion of their induction paperwork and issuing of PPE.  This has undoubtedly streamlined our 


placement process and has saved our client valuable time. 


We now store a small stock of PPE at (REDACTED), to ensure any candidate who may have forgotten 


their PPE, remain able to commence their shift without any unnecessary delays.  These measures 


have ensured minimal downtime for the client, which supports their fast paced business operations. 


Furthermore, (REDACTED)  now send us their daily operation schedules which allows us to plan in 


advance our ad hoc workers availability, ensuring effective planning and timely placement of any last 


minute requirements for the coming week. We regularly meet with (REDACTED)  to discuss the 


placement process, implementing any further changes which may save them valuable time or 


improve efficiencies.  







Measures to achieve greater efficiencies, simplify processes, minimise errors and generally 
improve quality of service for the Framework duration 


• Automated call off forms: We have a comprehensive (REDACTED) workflow system where 


we collect and store all information related to each placement – including requests, filled, 


cancelled and on-going jobs. From this system, automatic call off forms can be generated in 


a customised format and sent to Public Bodies requesting a temporary worker. 


• Automatic reporting: (REDACTED)  can produce regular automatic reporting which is fully 


customisable and can be sent to Scottish Procurement/Public Bodies on a regular basis. 


Reporting will be the responsibility of the Account Manager, (REDACTED), and she will work 


with you during transition to define and implement the preferred reporting format. 


• Availability Register of Pre-Qualified Candidates: We will actively update and maintain this 


register to ensure there is always a pool of candidates which meet the expected 


requirements. This will save time in the candidate search process. Timeframes we will work 


to include: 


o (REDACTED)  


o Advance notice orders - we would agree appropriate timescales with the individual 


Public Body and would always endeavour to fill the positions as soon as possible.  


• We can fulfil roles at short notice: We are well versed in providing candidates at short 


notice, particularly on the (REDACTED) of our business. Requests are usually received with a 


maximum 24 to 48 hours’ notice, with occasional requirements offering less than 12 hours! 


We are delighted to advise that we successfully fill the majority of these last minute roles. 


• (REDACTED)  registration of candidates to (REDACTED). The majority of applicants register 


(REDACTED) workflow system 


• Internal Audits - As part of our quality processes we undertake internal audits on all 


candidate files to ensure we maintain an accurate and robust document record. In addition, 


our payroll process goes through (REDACTED) Quality Plan for this contract 


A unique quality plan will be developed for this Framework that outlines Scottish 


Procurement/Public Bodies’ requirements and how these will be incorporated into our work 


practices. This will be developed as part of our transition process and our teams will be thoroughly 


trained in these distinct work practices. 


Quality system audits 


Internal audits: We set annual programmes for internal audits in line with our ISO 9001 Quality 


Management System. Our internal audit procedure is outlined in (REDACTED) of our Quality 


Management System and identifies how we plan, carry out, report and follow-up our internal audits. 


The annual audit plan is set based on: 


(REDACTED)  


 


External audits: 


ISO 9001 Audit 


(REDACTED)  


 







FPAL Benchmarking 


(REDACTED)  


 


REC Audits 


(REDACTED)  


 


Client Audits 


(REDACTED) 


Word count 1198/1500 words 


 


  







2.6 Data Protection and Information Security  


2.6.1  


Tenderers should describe their procedures for storing, retaining and transmitting data between the 


Contractor, the Framework Public Bodies (& sub-contractors where applicable) to ensure compliance 


with the Statement of Requirements (Schedule 1) & to ensure continuity of service and protection 


against cyber-attacks. Answers should include (as a minimum): 


- Details of where data will be stored & how it will be secured including processes, software & 


standards & must include measures put in place with sub-contractors (where applicable); 


- Details of how data will be securely transmitted between the Framework Public Body, the 


Contractor (& sub-contractors where applicable) including processes, software & standards; 


- Details of how the data will be secured at rest (end point security) both at the Contractor’s premises 


(& their sub-contractors premises where applicable); 


- Details of processes followed including those for assessing future risks; 


- Testing of Disaster Recovery policies & procedures, including the dates, duration and frequency; 


- Methods for the back-up & continuity to deliver services should an incident occur including 


manpower & access to equipment;  


- Methods & processes in place to mitigate against cyber-attack & crime using online technologies 


including processes, software & standards; 


- Destruction policies & processes including policies, processes & software. This should include the 


measures put in place with sub-contractors where applicable; 


- Tenderers should also provide details of any standards applicable in this area (e.g. ISO 27001, ISO 


22301, ISO/IEC 20000, Cyber Essentials/Cyber Essentials Plus or their equivalents); 


If the Tenderer does not currently hold certifications they should advise of any plans they have for 


achieving any relevant certifications. 


Tenderers should refer to the UK Governments Cyber Essentials Scheme and consider the information 


included within the scheme when providing their response to this section. 


https://www.gov.uk/government/­Publications/cyber-essentials-­scheme-overview 


http://www.gov.scot/Resource/0­048/00489206.pdf  


Please note your response to this question is restricted to a maximum word limit of 2000 words. 


Tenderers should note that any words exceeding the 2000 limit will not be considered for evaluation 


purposes. 


Description of our procedures for storing, retaining and transmitting data between the 
Contractor and the Framework Public Bodies to ensure compliance with the Statement of 
Requirements (Schedule 1) & to ensure continuity of service and protection against cyber-
attacks 


(REDACTED) 
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2.7 Fair Work  


2.7.1  


The Public Sector in Scotland is committed to the delivery of high quality Public services, and 


recognises that this is critically dependent on a workforce that is well-rewarded, well-motivated, 


well-led, has access to appropriate opportunities for training and skills development, are diverse and 


is engaged in decision making. These factors are also important for workforce Recruitment and 


retention, and thus continuity of service. Public Bodies in Scotland are adopting fair work practices, 


which include a fair and equal pay policy that includes a commitment to supporting the Living Wage, 


including, for example being a Living Wage Accredited Employer; clear managerial responsibility to 


nurture talent and help individuals fulfil their potential, including for example, a strong commitment 


to Modern Apprenticeships and the development of Scotland's young workforce; promoting equality 


of opportunity and developing a workforce which reflects the population of Scotland in terms of 


characteristics such as age, gender, religion or belief, race, sexual orientation and disability; support 


for learning and development; stability of employment and hours of work, and avoiding exploitative 


employment practices, including for example no inappropriate use of zero-hours contracts; flexible 


working (including for example practices such as flexi-time and career breaks) and support for family 


friendly working and wider work life balance; support progressive workforce engagement, for 


example Trade Union recognition and representation where possible, otherwise alternative 


arrangements to give staff an effective voice.  


In order to ensure the highest standards of service quality in this Framework Agreement we expect 


contractors to take a similarly positive approach to fair work practices as part of a fair and equitable 


employment and reward package. 


Tenderers must describe how they will commit to fair work practices for workers (including any 


agency, sub-contractor workers) engaged in the delivery of this Framework. Responses need not be 


constrained to, or be reflective of any of examples given above. However, good answers will reassure 


evaluators that your company takes a positive approach to rewarding staff at a level that helps 


tackle inequality (e.g. through a commitment to paying at least the Living Wage); improves the wider 


diversity of your staff; provide skills and training, and opportunities to use skills which help staff fulfil 


their potential; avoids exploitative employment practices (e.g. in relation to matters such as the 


inappropriate use of zero-hours contracts); takes the engagement and empowerment of staff 


engaged on this contract seriously, including having arrangements in place to ensure trade union 


representation where possible; otherwise alternative arrangements to give staff an effective voice 


and that your company will demonstrate organisational integrity with regards to the delivery of 


those policies. This reassurance can include a variety of practices which demonstrate your approach 


to fair work and should be tangible and measurable examples that can be monitored and reported 


during contract management procedures. 


Please note your response to this question is restricted to a maximum word limit of 1500 words. 


Tenderers should note that any words exceeding the 1500 limit will not be considered for evaluation 


purposes. 


Genesis Personnel supports the Scottish Government’s commitment to sustainable procurement 


practices and recognises that our ability to deliver a high quality service to our customers is 


dependent on fair work practices. 







As a small business with (REDACTED) staff members, we are a close knit organisation with a flat 


management structure. Fair and equitable practices, investing in training and development and 


supporting our staff to achieve their organisational and personal goals has been key to achieving a 


staff retention rate of (REDACTED)  over the last year. This is aptly demonstrated by the fact that 


over (REDACTED)  of our staff boast a minimum of five years’ service with Genesis Personnel. 


Many of the Scottish Government’s principles are mirrored in the Good Recruitment Charter we 


commit to:  


 


Figure 3 Genesis Personnel commits to the REC Good Recruitment Charter  


We offer a fair and equitable pay policy 


(REDACTED)  


Fair employment practices 


At all times we comply with the Equality Act 2010, both in recruiting our own staff and in recruiting 


for our customers. We have an Equal Opportunities and Diversity Policy which is provided to 


employees and candidates in their Employee Handbook or contracts and is available for review 


electronically:  


 


 


(REDACTED)  


 
 







We also advocate an anti-harassment policy to promote a positive work environment for all 


employees. Our staff have access to our Equality and Diversity Policy and it’s principles are instilled 


within our daily recruitment processes – we review this in Staff Meetings and Lunch and Learns, to 


ensure the content remains current and purposeful. 


As a member of the REC (Recruitment and Employment Confederation), we commit to their Code of 


Conduct and our compliance is audited every second year. The Code of Conduct includes a 


commitment to diversity: 


 


Figure 4 Genesis Personnel commits to the REC Code of Conduct  


  







Clear managerial responsibility to nurture talent and help individuals fulfil their potential 


Our commitment to nurturing talent and developing our staff can be demonstrated through our 


annual investment in training and development. (REDACTED). 


The management team are always keen to review and explore additional staff training needs 


identified on a case by case basis, irrespective of cost. Our structured performance appraisal process 


supports identification of objectives for skills development and training requirements. 


We have recently introduced a training matrix with an allocated budget, which further determines 


our strong commitment from top management, to the training programme. 


Examples of training and development undertaken: 


(REDACTED)  


A strong commitment to the development of Scotland’s young workforce 


We support Scotland’s young workforce in a number of ways: 


(REDACTED)  


 


We have recently been recognised by the Department of Young Persons (DYP) for our commitment 


and continued efforts in developing the young workforce of North East Scotland. 


(REDACTED)  


No inappropriate use of zero hours contracts 


(REDACTED)  


 


 


Figure 5 Genesis Personnel commits to the REC Code of Conduct  


Flexible working practices  


We consult closely with our staff to develop flexible working arrangements that suit their personal 


circumstances. 


At present we have one member of staff who has moved from full-time hours to part time working 


(REDACTED) to fit in with her family life as mum to a 2-year-old. 







Additionally we have (REDACTED) other members of staff working flexible hours (REDACTED) so they 


can achieve a better work/life balance. 


This equates to over (REDACTED) of our employees currently working under flexible arrangements. 


We also offer great flexibility whenever a member of staff is ill or has childcare issues or domestic 


emergencies, and arrangements can be made to work from home if necessary. 


It is our aim to ensure that all employees are treated fairly, reasonably and consistently in matters 


relating to leave of absence. Our Special Leave Policy is included in our Employee Handbook and 


provides for paid leave of absence under the following circumstances: 


• Compassionate leave for bereavement 


• Jury service  


• Medical, optical and dental appointments 


• Public appointments 


• Study leave for approved courses 


• Family emergencies.  


Consultation and involvement of staff 


We hold quarterly staff meetings where all staff are encouraged to propose new initiatives and ideas 


to discuss with management. These are often put into practice. 


An Annual Business Strategy is produced which details the key objectives for the company for the 


year ahead and this is shared with all staff. 


We operate an ‘open door’ policy to encourage staff to approach the management team at any time 


with suggestions for improvements or different ideas. 


We have a very proactive approach to opportunities for improvement and actively encourage staff 


participation and involvement. This approach has led to several system improvements. For example, 


(REDACTED) suggested the creation of a (REDACTED) for all permanent staff. This was a welcomed 


idea which is in the process of being developed and implemented into our business. 


We have also automated all temporary employment paperwork to be populated through 


(REDACTED) which has greatly reduced administration time and.  
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2.8 Sustainability  


2.8.1  


Tenderers must confirm that, where appropriate, they will support the Scottish Ministers policies on 


Sustainability and Corporate Social Responsibility in delivering the services required.  


Please provide a statement which explains your sustainability policy and demonstrates how you will 


proactively support the delivery of the Framework Public Body(s) respective Sustainability (Social and 


Ethical) and Environmental Policies. This should include any measures you have in place to ensure, 


monitor and report sustainability across your supply chain.  


Further details on Scottish Government’s Sustainable Procurement Policy are available at: 


http://www.gov.scot/Publicatio­ns/2016/03/8410/3 and  


https://www.procurementjourney­.scot/route-3/route-3-develop-­strategy-profiling-commodity-


s­ustainable-procurement 


Please note your response to this question is restricted to a maximum word limit of 1500 words. 


Tenderers should note that any words exceeding the 1500 limit will not be considered for evaluation 


purposes.  


Supporting the Scottish Ministers’ policies on Sustainability and Corporate Social 
Responsibility 


Genesis Personnel supports the Scottish Government’s policies that work towards a Greener 


Scotland – reducing the local and global environmental impact through tackling climate change, 


moving towards a zero-waste Scotland and increasing the use of renewable energy. 


Genesis Personnel’s Approach to Sustainability 


We have a documented environmental policy that outlines our commitment to the reduction of our 


environmental impact. It echoes the Scottish Ministers’ policies to achieve zero impact and reduce 


our carbon footprint. 


GENESIS PERSONNEL ENVIRONMENTAL POLICY  


Genesis Personnel and all staff will always act with integrity and respect for the community and 
the environment.  


Genesis Personnel is committed to working towards Zero Harm, meaning no injuries and no 
environmental damage. Our goal is to provide innovative, efficient and sustainable business 
solutions along with support services to our customers.  


We ask all employees to take a pro-active approach to environmental risk management. It is a 
minimum requirement that all Genesis Personnel operations comply with all relevant 
environmental laws and regulations.  


Genesis Personnel will also take steps to enable employees to keep abreast of developments in 
Environmental Regulations and to assess the impact of those developments on operational 
practices. In addition, we expect all employees to adopt the following principles:  


 Commit and contribute towards sound environmental practices in our daily operations; 


 Dispose of unavoidable waste in a responsible manner; 


 Use re-cycling options whenever possible 







 Minimise social impacts such as noise and loss of visual amenity; 


 Respond to any community environmental concerns with integrity, honesty and respect;  


 Seek out suppliers who have a proactive approach to environmental risk management and 
who manage natural resources responsibly; 


 Appropriate containment, storage and disposal of wastes and other potential contaminants;  


 Effectiveness of wash facilities;  


 Compliance with regulatory and licensing requirements; and  


 Any other community-sensitive environmental issues. 


Regular environmental audits will be conducted to evaluate compliance with Environmental 
Regulations and implementation of this policy. Management should also conduct environmental 
due diligence before committing to any acquisition of property, including a lease.  


The Genesis Personnel management team are responsible for environmental management and 
performance and are committed to embedding continuous environmental improvement into its 
business model and ethos. All staff share this responsibility and are supported by key personnel to 
help promote best practice, continual improvement and monitor performance 


 


One of the environmental impacts from our business is the travel footprint of our temporary 


workers, particularly those travelling to oil and gas platforms. We recognise the carbon emission 


reduction targets of the Climate Change Act 2008 and the Scottish Government’s commitment to 


tackle climate change through their travel policy. This approach has helped shape our own approach 


to determining travel mode. We look for not only the most time and cost efficient transport option, 


but also aim to replace air travel with train or bus wherever viable. 


Other carbon saving measures undertaken in our organisation include: 


• Consciously reducing staff travel between our Peterhead and Aberdeen offices (as will be 


the case with (REDACTED). Instead we use tele-conferencing and video-conferencing 


facilities for meetings. Wherever possible staff will car share travel go between offices and 


to attend client meetings. 


• Introduction of electronic work processes through our workflow management system 


(REDACTED), has helped us to keep our printing and photocopier requirements to a 


minimum, saving both paper and electricity. 


• Within our office environment we have made a conscious effort to increase our re-cycling 


especially paper, cardboard and plastics. 


• We use (REDACTED) to recycle our paper and receive an annual certificate to show how 


many trees we have saved. 


• Staff are encouraged to use more environmentally friendly modes of travel, which could also 


compliment a healthier lifestyle – walking or cycling to work and using public transport 


where possible. 


 


 







Measures in place to monitor and report on sustainability  


• Under this Framework we will commit to measuring our carbon footprint for our own staff 


to travel between our own offices and aim to set targets to reduce this for each subsequent 


year of the contract.  


• We will continue to measure volumes of paper usage within our offices on an annual basis, 


as shown in the certificate below. 


(REDACTED) 
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2.9 Community Benefits  


2.9.1 


The Scottish Government is committed to contributing to the social, economic & environmental well-


being of the people of Scotland. The Government has five objectives that underpin its core purpose - 


to create a more successful country, with opportunities for all of Scotland to flourish, through 


increasing sustainable economic growth.  


Tenderers must provide details of their proposals to support Scottish Procurement to meet SG overall 


community benefits policy through this Framework Agreement. 


Accordingly, while the following community benefit objectives will not be evaluated as part of the 


tender process, the successful contractor will be expected to consider the following Community 


Benefit themes in the delivery of their services, for example: 


- targeted Recruitment & and training for “disadvantaged” persons unemployed for over 6 months; 


- generate employment and training opportunities for priority groups; 


- up-skill the existing workforce; 


- equality and diversity initiatives; 


- make any proposed sub-contracting opportunities available to SMEs, the third sector and supported 


businesses; 


- build capacity in community organisations. 


Please note your response to this question is restricted to a maximum word limit of 1500 words. 


Tenderers should note that any words exceeding the 1500 limit will not be considered for evaluation 


purposes.  


Proposals to support the Scottish Government’s overall Community Benefits Policy 


We have a history of giving back to the communities we work in, and fully support the Scottish 


Government’s policy to stimulate training, employment and investment in local communities 


through new contracts. 


We also recognise that temporary contract placement within administration, catering and manual 


work categories offers a great opportunity to give valuable experience to disadvantaged 


persons/priority groups. Where appropriate to the skill level required for a temporary position, this 


contract can be used to help disadvantaged/priority persons to learn new skills and gain experience 


on their CV that can be a pathway to future permanent opportunities.  


As Account Manager, (REDACTED)  will be responsible for delivery of Genesis Personnel’s community 


benefits programme under this Framework. (REDACTED)  has run all of our community engagement 


programmes and community support initiatives in recent years. 


(REDACTED)  will work with Scottish Procurement, the Public Bodies and other Framework suppliers, 


where appropriate, to understand where we can add value to the Framework through community 


initiatives. She will provide monthly reporting on community benefits initiatives in a format agreed 


with Scottish Procurement/Framework users. 


 







Consideration of the Community Benefits themes in the delivery of our service 


Targeted Recruitment and training prospects for “disadvantaged” persons unemployed for over 6 


months 


We have discussed employment opportunities with the Department of Work & Pensions (DWP) 


(REDACTED) Many of the clients DWP assist suffer from stress, anxiety or confidence issues and are 


unemployed for over 6 months all, of which are barriers to work. Their database includes more than 


6,000 jobseekers across Scotland. We see an opportunity to work with them to finding suitable 


candidates for either temporary positions or for work experience students.  


Their sector-based work academy can also be accessed for training purposes and we can meet 


groups of candidates, to explore the opportunities available to them.  


Generate employment and training opportunities for priority groups 


We anticipate creating the following new positions to staff our proposed Inverness office under this 


contract if selected as the Tier 1 supplier: 


(REDACTED)  


(REDACTED), we also envisage recruiting for a new position to service this area – this will be 


confirmed conditional to Framework demand. 


In recruiting for new positions, we always look to hire from the local area and for the opportunity to 


provide training and development for school leavers. We have an excellent track record of investing 


in this group of candidates – we have taken on (REDACTED) school leavers in the past (REDACTED)  


years and promoted them within the company as their skills and experience developed. 


As Tier 1 supplier under this contract we will also commit to: 


(REDACTED)  


We will source these candidates through our extensive network of contacts with the local schools 


and educational establishments and have a vast database of candidates who have applied for 


temporary and permanent positions. 


Equality and diversity initiatives 


Throughout the Framework we will actively work with local authorities to encourage equality and 


diversity in recruiting for their temporary vacancies. 


If selected as Tier 1 Supplier we will organise a presentation for Framework Public Bodies to 


communicate the REC (the Recruitment industry’s professional Body) recommendations on ensuring 


equality and diversity and how we put this into practice at Genesis Personnel, including hints and 


tips to easily integrate these steps into operational processes. One session per Public Body would 


seem an appropriate and achievable goal. 


Proposed sub-contracting opportunities available to SMEs, the third sector and supported businesses 


Genesis Personnel do not intend to sub-contract any aspects of our service delivery under this 


Framework Agreement. However wherever possible we look for opportunities to incorporate fellow 


SME’s, third sector and supported businesses in our supply chain and will continue with the 


following activities: 


(REDACTED)  







We will actively look for similar opportunities to support SMEs/third sector/supported businesses in 


opening any new offices as part of this Framework implementation. We will look at sourcing 


business signage, printed materials and other office goods from local suppliers.  


Build capacity in community organisations 


As the Tier 1 Supplier we will look at identifying local community organisations within Aberdeen, 


Peterhead and other prominent locations where we could work with candidates to help with 


personal training and development to assist them in securing employment in the future. 


Proven track record supporting our local communities 


We have a strong track record of delivering community benefits and are active in our local 


communities – Aberdeen and Peterhead. As a responsible business, we enjoy supporting local 


charities and community projects wherever possible. Some recent examples include: 


(REDACTED) 
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2.10 TUPE Regs 2006 


2.10.1 


Tenderers must include a statement on their full consideration of whether the Transfer of 


Undertakings (Protection of Employment) Regulations 2006 will apply in respect of this Framework, 


including details of any perceived implications and/or risks and how these will be mitigated.  


Tenderers must confirm whether their tender has been submitted on the basis of TUPE being deemed 


to apply or not. 


Please note your response to this question is restricted to a maximum word limit of 1500 words. 


Tenderers should note that any words exceeding the 1500 limit will not be considered for evaluation 


purposes.  


Statement on full consideration of whether the Transfer of Undertakings (Protection of 


Employment) Regulations 2006 will apply in respect of this Framework, and details of any perceived 


implications and/or risk and how these will be mitigated. 


(REDACTED) 
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This and the following 1 page comprise Schedule 2 to the Framework Agreement between the 
Scottish Ministers and Genesis Personnel Ltd  
 
SCHEDULE 2 - PRICING SCHEDULE  
 
Framework Agreement for the Provision of Temp Admin, Catering & Manual Staff Services – 
North Region   
 


 
Contractor:   
Genesis Personnel Ltd 


Year 1                     
13 April 2019 


to 
12 April 2020 


Year 2 
13 April 2020 


to 
12 April 2021 


Year 3 
13 April 2021 


to 
12 April 2022 


Year 4 
13 April 2022 


to 
12 April 2023 


 
Assignment/Role Type 


Commission 
rate per hour 


 excluding 
VAT 


Commission 
rate per hour 


excluding 
VAT 


Commission 
rate per hour 


excluding 
VAT 


Commission 
rate per hour 


excluding 
VAT 


Refuse Worker/Loader REDACTED REDACTED REDACTED REDACTED 


Administrator/Clerical 
Officer 


REDACTED 
REDACTED REDACTED REDACTED 


Catering Assistant REDACTED REDACTED REDACTED REDACTED 


Waiting Staff /Bar Staff REDACTED REDACTED REDACTED REDACTED 


Environmental Officer REDACTED REDACTED REDACTED REDACTED 


HGV/LGV Driver REDACTED REDACTED REDACTED REDACTED 


Kitchen Porter REDACTED REDACTED REDACTED REDACTED 


Chef REDACTED REDACTED REDACTED REDACTED 


Street Orderly REDACTED REDACTED REDACTED REDACTED 


Technician/Technical 
Assistant/Officer 


REDACTED 
REDACTED REDACTED REDACTED 


Driver REDACTED REDACTED REDACTED REDACTED 


Customer 
Services/Customer Services 
Support 


REDACTED 
 


REDACTED 
 


REDACTED 
 


REDACTED 


Landscape Operative REDACTED REDACTED REDACTED REDACTED 


Receptionist REDACTED REDACTED REDACTED REDACTED 


Porter REDACTED REDACTED REDACTED REDACTED 


 
All commission rates are fixed for the duration of the Framework Agreement and for the length of 
any individual Call-Off Contract under the Framework. 
 
Assignment/Role Types  
 
Many different categories of temporary admin, catering and/or manual assignments/roles will be 
required. This pricing schedule contains examples of the types of roles that may be required. 
These examples will be used as grades to which similar or equivalent assignments/roles will be 
matched by the Framework Public Body in consultation with the Contractor.  
 
Contractors must understand that the assignments/roles and volumes will vary depending on the 
requirements of the individual Framework Public Body.  
 
Hourly Pay Rates  
 
Hourly pay rates are not included as part of this Pricing Schedule. However, hourly pay rates must 
be discussed and agreed with the Framework Public Body for each individual assignment/role, 
taking into account all current employment legislation and in compliance where appropriate, with 
the Agency Workers Regulations 2010. Where overtime rates are paid as standard in an industry 
and the Framework Public Body agrees to pay overtime rates, the Contractor will be required to 
pay the overtime rate in line with buying organisation's policies for permanent workers. 
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Living Wage 
 
The Scottish Government is committed to supporting the Scottish Living Wage (currently set at 
£8.75 per hour) in its public sector pay policy for the duration of this parliament [2016-21].  The 
Agency Workers Regulations 2010 require equal pay for agency workers doing the same or similar 
work to that of permanent employees.  Where public sector pay policy applies this means agency 
workers will be receiving an hourly rate of pay at or above the Scottish Living Wage.  Framework 
Public Bodies that do not fall within the public sector pay policy remit will be required to consider 
their own position with regards to payment of the Scottish Living Wage. 
 
Transfer or Temp to Permanent Fees 
 
The Authority does not view this Framework Agreement as a formal testing ground for potential 
staff employment.  The Contractor must not give temporary workers or candidates any expectation 
that a temporary assignment through this Framework Agreement will lead to employment with a 
Framework Public Body.  However, it is recognised that the Contractor's temporary workers or 
candidates may seek employment with a Framework Public Body.   
 
The Conduct of Employment Agencies and Employment Businesses Regulations 2003 govern 
when a transfer fee, also known as a 'temp to perm' fee can be charged.  See paragraph 19. of 
Schedule 1 - Statement of Requirements for more details.   
 
It is understood that the Conduct of Employment Agencies and Employment Businesses 
Regulations 2003 may not apply to all agency staff and that it is reasonable to expect a transfer 
fee in certain circumstances.   
 
The Contractor can only charge a ‘temp to perm’ fee if all of the following apply: 
 


• the contract with the client (e.g. Framework Public Body) gives them the option to extend  
  the worker’s assignment; 
• the client (e.g. Framework Public Body) doesn’t take the option to extend the  
  assignment; 
• the client (e.g. Framework Public Body) gives the worker a permanent job less than 8  
  weeks after the end of their initial assignment – or less than 14 weeks after it started if  
  that is later. 
 


If the temporary worker has had more than one assignment with the client (e.g. Framework Public 
Body) and there were more than 42 days between assignments, the later assignment is treated as 
if it is the first one. 
 
Where applicable, the Call-Off Contract between the Contractor and the Framework Public Body 
must include all transfer fees and conditions and be in accordance with the formula for charging 
'Temp to Perm' fees in this Pricing Schedule – see Table below.   
 


 
ONE OFF FIXED FEE - £ 


 
REDACTED 


 


 
The formula is fixed for the duration of the Framework Agreement and all Call-Off Contracts 
awarded under this Framework Agreement. 
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Question 2.2 - NORTH
Tenderers must provide a statement which demonstrates 
a clear understanding of the public sector landscape in 
Scotland and the Framework Public Bodies who will use 
these services. You must demonstrate you understand the 
demand Framework Public Bodies have for the services 
and how public bodies will use those services. 


Response 


Understanding the framework requirements 


Blue Arrow understands the requirements and importance of public bodies 
recruiting staff compliantly. Due to this we have partnered with many of the 
members of our frameworks to help them understand their current spend 
and implement monthly MI reporting. This allows us and the framework 
members the opportunity to review requirements and plan ahead. The aim 
being to provide cost savings on recruitment going forward through better 
overall planning. It also allows members to see a real time view of spend 
levels at any given time. This would be something that we would be eager 
to introduce to public bodies.  


Following our review of the tender documents supplied, we understand that 
this framework is for the provision of temporary administrative, catering & 
manual staff services across the Northern Region of Scotland and will last 
for four years. The framework will focus on providing the public bodies 
situated in the North of Scotland including urban, suburban and rural areas 
with the temporary staff needed in order for them to deliver the level of 
service required. 


It is envisaged that this framework will allow the public bodies the 
opportunity to make cost savings and spend compliantly through an 


approved and governed route. This route will in turn enable the public bodies 
the opportunity to work with suppliers like Blue Arrow, who will be able to 
further assist in cost savings as well as holding high standards on inclusion 
and equality. 


Based on analysis of the spend report provided for the past 12 months, we 
have estimated that there were over 6000 temporary roles created through 
the framework, which on average resulted in over 1000 flexible employees 
out working each day. We understand that both the skill set requirements of 
staff and the geographical spread is vast, due to the various responsibilities 
of the public bodies and the large rural areas within the Northern Region of 
Scotland. 


This framework will provide all of the public bodies with the option to make 
either a direct award or to run a mini competition for the provision of 
temporary administrative, catering & manual staff services they require. This 
in turn will benefit the public bodies in being able to monitor and potentially 
reduce spend on temporary labour.  


With a maximum of four suppliers being awarded to the framework (ranked 
1st – 4th) it will provide the public bodies with the most advantageous 
agencies to work with. However, we understand that as with other 
frameworks we are appointed on, it is up to each public organisation as to 
how they wish to spend against recruitment.  
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We also understand that this framework will be available to all public bodies 
in Scotland which includes but is not limited to the below: 


Executive agencies 


Scottish Ministers 


Councils constituted under Local Government 


The Integrated join boards 


Cross border public authorities  


Non ministerial departments (NMDs) 


Further or higher education establishments 


Charities entered on the Scottish charity register  


Voluntary organisations entered on the membership database of 
the Scottish Council for Voluntary organisations 


Executive non departmental public bodies (NDPBs) 


Advisory NDPBs 


Tribunal NDPBs 


Public corporations 


Health bodies 


Parliamentary bodies 


Other significant national bodies 


Moving forward 


Public bodies have a need for staff to remain operational as with private 
sector businesses, however; we understand the penalties and the 
implications of not having the correct amount of staff in public sector 
organisations and we have clear plans on how we ensure staffing numbers 
are met.  


Blue Arrow aims to partner with individual framework public bodies to really 
understand the pressure points they have, this includes any peak 
requirements. By doing this we are then able to resource plan for the client 
and ensure that we build candidate pools of skilled and checked workers 
that are able to take a shift at short notice.  From experience this is 
something that has enabled our public sector clients to stay compliant with 
staffing numbers, as they have the ability to request cover at short notice. 


When working in partnership with public bodies as part of our initial 
discussions, we will seek to clarify where any skills shortages sit and look to 
up skill areas of our workforce in the specific skill set to meet the needs. 


Blue Arrow actively recruits local staff for local roles, working with Job 
Centres, mental health charities, return to work organisations and running 
recruitment days in hard to reach locations, to ensure that we are truly 
reaching all potential candidates and delivering the opportunity for 
candidates to apply for roles.  We understand the current pressure points 
and shortages in certain skills in the market.  


As part of our commitment to enhance people lives, Blue Arrow is big on 
training, this means we give our candidates the opportunity and tools to up 
skill if they have a desire to. The effect of this is twofold – we are able to 
supply highly skilled staff whilst also enabling our flexible workers the 
opportunity for development which in turn we have found delivers loyalty.  


Our experience 


Blue Arrow has valuable experience of supplying high volumes of staff of a 
high calibre through a framework. We are a top supplier on 


 where our staff help to keep our hospitals clean, 
help process our passports, help to keep our 


 operational, the list of users of this service and the 
importance of the role they play cannot be underestimated. We also have 
valuable experience supplying all levels of staff to numerous public sector 
bodies across the UK.  
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By working closely with framework public bodies and developing an 
understanding of the varying short and long term needs of all of our public 
sector clients we are able to meet their requirements.  


Our solution 


To ensure that the Scottish Government and the public bodies gain the most 
out of this framework, if successful Blue Arrow will provide a dedicated 
account team. This team will focus on your demand whilst being supported 
by an established reputable branch network who have proven experience in 
attracting and retaining the commercial, manual, driving and catering 
candidates within Scotland.  


We have experience in working within other frameworks as well as our 
ability to understand the varying short and long term needs of all of our 
public sector clients. This is highlight in the current where 
we are ranked as the number .  


This team will be allocated specific organisations and they will manage the 
relationship from the first meeting to all ongoing service reviews.  We would 
look for regular service reviews to be completed on-site and host temp 
surgeries with the ongoing workforce to ensure the public body retains the 
best talent in the market place.  The Blue Arrow account team will offer a 
fully compliant service that protects the end user from any non-compliant 
temporary staff working within their organisation.  Management Information 
will be provided to all public bodies and can detail fill rates, unfilled roles, 
spend etc., this can be tailored to each public bodies’ needs.  The 
management information will also highlight the length of service for all 
flexible employees, this is very important when considering AWR 
compliance and should also be considered when the public body is looking 
to employ in permanent roles. 


With a key aim of the framework being to enable the public bodies to make 
cost savings and spend compliantly through an approved and governed 
route. To assist with this aim, Blue Arrow would provide the Scottish 
Government and public bodies alike with management information to assist 


them in reviewing their current spend on recruitment and provide the insight 
into cost saving as well as holding high standards on inclusion and equality. 


The nature of work is evolving and requests for temporary labour can come 
at any time of the day. 


This system also provides members with the ability to have true 24/7 access 
to staff. This is along with our experienced account team and our out of 
hour’s team who take over outside of office hours. Through this we are able 
to provide the Scottish Government and public bodies with 24/7 access to 
candidates across the North of Scotland. 
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Question 2.3.1


Tenderers must provide details of how they will deliver the 
service under this Framework Agreement, including their 
organisational structure, details of key staff (and their 
roles) with designated responsibilities for ensuring 
successful delivery throughout the Framework period, and 
the minimum experience levels (not a CV) and a job 
specification(s) for the designated Account Manager(s). 
Tenderers must also provide details of the number of key 
personnel to be dedicated to the South Region (see 
Regional Boundary Map), how this number is calculated to 
be sufficient and set out the procedures for how any 
changes to these key personnel will be managed.  


 


The organisation chart to the right shows our proposed account 
management team if we are awarded a place on the framework.  Due to the 
potential size of the framework we have ensured that we have board level 
sponsorship with both and  being involved in the 
tender process from the beginning.  


 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


– National Account Manager 


As the national account manager for the public sector, will play a key 
role in the delivery of this framework. will be responsible for the 
overall running of this contract from a national view point and will incorporate 
working/recruiting techniques that are proving successful in other 
frameworks we are working on. will be involved in strategic reviews 
with both the Scottish Government/Blue Arrow internal boards and where 
appropriate, with the Scottish Government’s own senior decisions makers 
to enhance and develop our service offering.  
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Key operational duties for are: 


 


 
 


 
 


 
 


 


 


 


will be responsible for the operational delivery of the overall contract. 
This role is crucial to the success of the contract and involves responsibility 
for ensuring the account team delivers consistently against service levels 
and continuously develops our partnership. Key operational duties for Grant 
are: 


 


 


 
 


  


 
 


 


 


 


 


 


 – Senior Account Manager 


will be responsible for the day-to-day management of the account and 
the account team.  will be the main point of contact for the Public 
Bodies on a daily basis and will attend all review meetings and provide the 
agreed management information in line with agreed timescales. Key 
operational duties for this role are: 
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Account managers 


The account managers will deliver exceptional service through the timely 
supply of flexible employees and by embracing Blue Arrow’s promise based 
culture. Key operational duties for this role are: 


 


  


  
 


  


   


  


  
 


 


 


 


Account coordinators  


The account coordinators support the senior account manager and account 
managers in the running of the contract and will be responsible for:  


  
 


  
 


  


 


  


  
 


  
 
 


 


   
 


  


  


 


The account managers and coordinators have been calculated on a ratio of 
(candidates):  (account manager/coordinator) based on time 


management surveys completed on a number of existing contracts.  The 
maximum supply ratio we would ever apply would be   Blue Arrow 
have lowered this ratio due to the geographical split of the public sector 
clients and the volume of candidates, this will allow each account 
manager/coordinator dedicated time to develop business with Public Bodies 
and promote the framework. 


 


Additional support functions 


Branch network – Our branch network in the South of Scotland will support 
our account teams by actively supporting in candidate generation and 
candidate management.  The branch network will also support the account 
management team through any periods of absence in key account 
personnel.   


Head office functions – Our marketing, HR, legal, payroll and credit control 
functions will also support this framework.  


National response centre – A team of  recruitment consultants that sit 
centrally and through the use of technology are able to support in the supply 
of local talent for local roles. 
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Managing account team changes 


If a change to the team is unavoidable, we will: 


  


  
 


 


  


  


  
 


 
Our aim is to ensure that our clients receive the highest level of service 
continuously and that they are kept informed of any changes within the 
company at the earliest possible opportunity. 


 


Account manager job description 


To safeguard the running of the framework of this size the account manager 
will need to meet the following criteria: 


  


  


  
 


  
 


In addition to the criteria above they must also demonstrate they have the 
skills and experience to be responsible for: 


 


 


 


 Account development 
o Ensure that all customer relationships are on a journey to 


achieving high road recruitment practices that are aligned 
to enhancing the lives of everyone that touches Blue Arrow 


o Proactively develop new business opportunities by 
establishing and building relationships with existing and 
new key stakeholders within the public sector organisation  


o Communicate with the Public Bodies to ensure they are 
kept up to date with progress against orders and provide 
relevant feedback to promote accurate and achievable 
candidate pipeline management 


o Ensure that all the clients strategic staffing decisions are 
made in overall consultation with Blue Arrow 


 Team recruitment & development 


o To recruit, motivate and retain appropriate account team 
members and ensure the team are trained and developed 
to support business requirements and individual potential 


o To influence change positively and ensure this is embraced 
at all levels through effective communication and the 
adoption of a promise based culture 


o To attend team and company meetings and communicate 
information effectively 


o Proactively develop team members in line with career path 
levels 


o To review performance standards in line with the company 
minimum expectations, ensuring targets/objectives and 
KPIs are in place, understood, reviewed and met on a 
monthly basis 


o To provide 1-1 coaching on the day-to-day operational 
aspects of recruitment. Where appropriate identify 
individual and team training & development needs and 
ensure the appropriate development plans are put in place 
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 Service 


o Ensure that all administrative duties are carried out within a 
timely fashion with emphasis on quality and accuracy 


o Ensure that all periods of absence are dealt with in-line with 
the company absence management process 


o Ensure adherence is maintained to all current employment 
laws, legislative or otherwise 


o Maintain a good understanding of and adhere to, any client 
specific on-site procedures 


o Hold regular meetings and ensure effective communication 
with candidates, client, colleagues and senior manager(s) 
to ensure that effective communication takes place at all 
levels and best practice is shared 


o Develop and maintain strong professional relationships 
with colleagues, candidates and clients by the adoption of 
a promise based culture. Gaining clients’ trust and really 
understanding their business by client visits, service 
reviews etc. 
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Question 2.3.2


Tenderers must provide details of their procedures to 
ensure compliance with Disclosure Scotland and Baseline 
Personnel Security Standard – BPSS, (or other standard as 
may be defined by Framework Public Bodies) including 
details of the effective management of any third party to be 
used in this process, and the measures they will take to 
match security pre-cleared candidates to Framework 
Public Body requirements (NOT REALLY COVERED).  


 


Tenderers must also describe the measures they will take 
to ensure that temporary/interim workers understand and 
adhere to confidentiality requirements, particularly in 
relation to sensitive roles. 


 


Below we have provided a description of the procedures that are adhered 
to when performing a Disclosure and Barring Service (DBS) or Disclosure 
Scotland (DS) check.  


 


Blue Arrow works in partnership with  
) to provide online DBS screening. Before processing a DBS or DS 


check the candidate/interim worker must sign a consent form and 
Rehabilitation of Offenders Act form. The process goes through the 
following steps: 


 


 Check need is identified 


 Consultant creates a record on system and emails the worker 
requesting the application form is completed 


 Candidate/interim worker completes the application and submits the 
relevant information to  


  check application and request amended info if required 


  countersign application and submit to DBS who review the 
application 


 If the DBS application is not clear or shows convictions, notification 
is sent to the candidate/interim worker and Blue Arrow.  


review the application, and advise if the 
candidate/interim worker can be accepted for work 


 If the DBS application is clear confirmation sent to Blue Arrow and 
certificate posted to candidate/interim worker. Blue Arrow consultant 
prints off confirmation and files in the candidate/interim worker file 
for audit purposes 


 Candidate/interim worker brings certificate into branch for scanning 
and soft copy sent to vetting & compliance for storage 


 Placement can progress  


 


Should a candidate receive a conviction after they are cleared, they must 
inform their branch immediately who will inform the Public Body 
immediately. 


 


The process for DS checks follows the same process as described above 
with the following difference. Disclosure Scotland return the completed 
certificate addressed ‘private and confidential’ for the attention of the 
counter-signatory within the vetting & compliance team. If the disclosure is 
clear the compliance & vetting team will inform the branch that the 
candidate/interim worker is ready to work. If the disclosure is not clear, it will 
be sent to the branch or for clarity checking with the candidate/interim 
worker.   
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Checks are undertaken annually, with the date for renewal recorded on our 
system which will flag prior to expiry. Blue Arrow carry out the initial DBS/DS, 
however we advise candidate/interim worker to sign up to the annual update 
service to ensure their check is always up to date allowing them to stay in 
continuous employment. If they do not sign up to the update service the 
process is undertaken again. 


 


The candidate/interim worker will not be suitable to be assigned to work if 
the disclosure shows: 


 A conviction or caution not declared at interview  


 Crimes of a violent or sexual nature 


 Crimes involving defrauding an employer 


 Theft from an individual 


 Serious drug related offences 


 Other crimes leading to a custodial sentence 


 


Confidentiality of the disclosure is maintained at all times.  Results of the 
disclosure are not shared with anyone, unless written permission has been 
received from the candidate/interim worker. 


 


Below is the internal process that our consultants follow when taking a 
booking and determining if a DBS/DS check is required: 
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Confidentiality  


For any sensitive roles we would email the job description but also call/meet 
the candidate/interim worker to discuss the specific requirements with 
regards to confidentiality or the nature of the industry that they are going to 
be working in.  This gives us the opportunity to fully gauge the 
candidate/interim workers understanding of the importance of the security 
measures in place and also to answer any questions they may have prior to 
going on site. 


 


Our experience  


We currently supply DS cleared chefs to various 
.  When we supply this level of staff we ensure 


that we gain the permission of the candidate/interim worker and then send 
a copy of the certificate to the client for their records.   


 


We also have to provide BPSS clearances for  which can take 
up to 10 days to come back. While this check is being completed we actively 
source work for the candidate/interim workers going through this clearance 
in the interim period.   


 


Continuity and consistency of worker we know is key to all end users that 
will utilise the framework.  We will endeavour to provide the same member 
of staff as we understand the demands on inducting and training new 
members of staff. When we send any candidates out to assignments they 
receive information about the role that they are going to be completing and 
any vital information for this role.  


 


In the South region we have a number of remote locations that we supply to 
- however we would still follow the above process for security clearance. 
With our new fully integrated IT system this allows us to hold online 
interviews and to accept paperwork online.  In order to verify the 
identification we would approach one of our partners to meet with the 
candidate in the rural area.   


We currently utilise the services of the and  
to verify ID in rural or remote locations. However we will arrange to visit rural 
locations regularly in order to ensure each candidate is meets of our 
consultants face-to-face to verify all ID’s and paperwork. 


 


We have supplied staff in a number of rural areas where we do not have a 
physical branch – an example of these are below: 
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Question 2.3.3 


Tenderers must provide details of their approach to ensure 
the recruitment, retention and matching of suitable 
candidates in the North Region.  


 


Blue Arrow has branches in key locations across the North of Scotland 
(Aberdeen & Inverness), together with targeted marketing campaigns we 
have built a pool of candidates in both urban and rural areas. With the local 
coverage we have and the ability to travel to rural areas, we are able to 
guarantee our consultants will meet all candidates face-to-face during the 
registration/interview process. This supports our ability to match the right 
candidates to the right roles by getting to know each candidate and what is 
important to them and to determine what they are looking for. 


 


We have recently launched a new recruitment system throughout Scotland 
which allows our branches to access registered candidates available to work 
in the locations needed, regardless of which branch they registered with. On 
a daily basis our consultants recruit candidates across the different 
geographical areas to ensure our candidate pipeline is healthy and covers 
all areas of the North of Scotland. 


 


Some strategies we employ include: 
 engaging with local services such as 


 and the job centre; and working with local companies (who 
are going through restructures/redundancies) to register their employees to 
help them find new work quickly. We also use our 


 
 of new registrations are through 


word of mouth. 


 


In more rural areas we engage with the local job centre and educational 
facilities to increase our candidate pool. Our consultants travel to rural areas 
using either the local job centre, community centres, a local hotel or Blue 
Arrow’s  all of which have internet and 
photocopying facilities, to carry out face-to-face vetting and proof of right to 
work checks, interviews and skills evaluations. 


 


The relationship we have with our candidates and clients alike enables us 
to gain local marketing knowledge. Coupled with our knowledge of market 
trends, we are able to forecast the demands for candidates and tailor our 
recruitment strategies accordingly.  


 


By working closely with our clients we are able to understand their exact 
requirements and timelines to build a bespoke recruitment plan looking at 
candidate numbers, drop offs and failed vetting. By monitoring these 
processes closely we ensure we have a healthy pipeline and have 
confidence to deliver on projects for clients such as  
and  recruitment solutions that have proved effective 
include: 


 Blue Arrow operates a which is 
used to attract, interview, recruit and train candidates in both urban 
and rural areas. The  has fully functional Wi-Fi,  


desks and IT equipment to support client open days, 
recruitment campaigns, peak planning and local/rural recruitment 
campaigns 


 Campus labour pools for areas where multiple Blue Arrow branches 
can support client locations. Utilising a campus area optimises 
candidate pools and combines multiple sites to share candidates 
where opposing peaks and seasonality occurs, hence reducing 
attrition and retaining knowledge/skill for clients when required 
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Below we have provided a flow chart of the recruitment process to further 
highlight what is completed: 


 


Retention 


Engaging candidates from day one is vital for ongoing retention. We are 
aware there will be instances where there is difficulty sourcing candidates 
due to the differing skill sets and geographical spread of requirements. In 
the current candidate market it is important to show the public bodies as the 
employer of choice in the local area.  


 


Several factors drive this decision, such as proximity/travel time to work, 
pay, client brand and reputation from a “word of mouth” perspective, 
especially given the power of social media. 


 


 


 


With this is mind, we would look to work with framework public bodies to 
ensure candidates see them as the employers of choice. We have found in 
the past that the best ways to ensure this occurs, is to offer a fair wage for 
the role (at least the Scottish Living Wage) and for the candidates to have 
been fully informed of what will be expected of them.  


 


We achieve this by working with Public Bodies to understand the role, 
skills/experience required and the working environment, which we will then 
pass on to candidates when discussing the role with them. Our experience 
has shown that by giving an honest overview of the client and role allows 
them to make a fully informed decision whether they accept the assignment 
and thus aids retention.  


 


Other initiatives for candidate retention include:  


 


  
          


 
 


 
 


     
 


 


  
 
 


 


 Regular communication 


 Quarterly feedback  


 Free on-going training 


 Branch newsletters and bulletins 
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Matching candidates 


In order to match the right candidate to the right role we identify the specific 
requirements of each assignment and gather information on equipment to 
be used, the working environment, client culture and policies. As described 
above we gather this information from the Public Body either at the time of 
the request or during the project implementation. A 


 
, such as public transport 


links that will enable the candidate to make an informed decision. 


 


Once we have this information we are able to review our candidate pool to 
create a shortlist of candidates whose skills match the role requirements. 
We then interview each candidate, either in person or using  to 
discuss the assignment, the location, working hours, information on any 
equipment that may be used, the working environment, client culture and 
the policies and procedures they will need to adhere to. Providing all of this 
information to the candidate ensures they understand what the role requires 
and most importantly what will be required from them. Once the candidate 
confirms their interest in the role and we have performed all vetting and 
security checks required, we will then put the candidate(s) forward to the 
client for final interview and selection.  


 


Maintaining consistency 


Maintaining a consistent workforce is key to increasing productivity, efficiency, 
candidate loyalty and overall engagement. As this is important to both our 
clients and our candidates, Blue Arrow works hard to ensure candidates 
return to positions with clients they have worked for previously.  


 


Following each placement it is our policy to hold individual exit interviews with 
candidates and hiring managers. We do this for a number of reasons, one of 
which is to confirm the candidate placed in a role met the hiring managers 
requirements, fitted into the working culture and if they would be willing to take 
the candidate on another placement.  


 


During the exit interview with the candidate we request feedback from them 
on the role, the client and the working atmosphere, to assist us with future 
bookings. We will also ask the candidate if they would be willing to be placed 
into future roles with the client.  


 


This information assists us with future placement requests.  
 is updated to show the candidate is able to be placed into future roles 


with the client and they are also willing to work with the client again.   


 


All feedback received from both the client and the candidate is fed back to the 
other party (providing permission has been granted). Where both the client 
and candidate confirm they would like to work together again if any future 
opportunities become available. We will look to place candidates with that 
client to ensure consistency and reduce potential training requirements.  


 


High demand 


During the implementation stage of all call-off contracts, we would want to 
work with the framework public bodies to analyse their historic usage data and 
any planned high demand usage, so we are able to plan for all additional 
requirements in the different areas of Northern Scotland. 


 


We will build a pool of workers who have been screened and vetted to meet 
public body requirements. The pool is constantly monitored to make sure we 
have enough workers to cover your peak periods for each of your contracts, 
along with a contingency in case of additional requirements.  


 


Our branches will run recruitment campaigns prior to high demand, to add to 
our pool of candidates.  Should the need for additional candidates be in a rural 
location, our consultants will visit the local job centre to recruit additional 
candidates. 
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Question 2.3.4


Tenderers must provide details of how they will carry out 
pre-employment occupational health checks prior to 
placing a candidate to an assignment, how they will assess 
and implement reasonable adjustments for disabled 
applicants both during the interview process and in 
assigning individuals to work placements and how they 
will ensure robust diversity and equality policies are 
implemented (not covered) throughout the Framework 
duration.  


 


During the initial telephone conversation our consultants have with all 
candidates, a brief conversation is held to discuss what the candidate is 
looking for, a brief history of their experience and any additional information 
we may need to know, such as child care issues, travel restrictions or any 
disabilities that we need to cater for.  


 


Following this initial conversation the candidate will be invited into one of 
our local branches to register with us. If during the conversation they have 
advised us of any disability, we will ask them if there is anything they need 
to ensure they are able to register with Blue Arrow.  


 


If the candidate lives in a remote location and they are unable to attend one 
of our branches, we will arrange to meet them at a location nearer to them. 


. 


 


Blue Arrow is totally committed to all forms of equality in employment both 
as an employer and as a supplier of recruitment services.  


We share the vision of our parent company, Impellam plc, which is to 
become ‘the world’s most trusted staffing company, trusted by our people, 
our customers and our investors in equal measure’. To demonstrate this 
Blue Arrow has achieved and is currently renewing our disability confident 
employer accreditation. 


 


All of our offices have been designed to ensure they are disability confident 
locations, with access via a lift if situated on a floor above ground level. We 
also have various reading aids available to candidates who may have 
learning difficulties such as dyslexia and can also print out paperwork in 
larger font if this assists the candidate’s interview process.  


 
 


 


When taking a booking from a new client or a new client premises we will 
complete a health & safety questionnaire with the client and request copies 
of their health & safety policy and procedures which are passed on to the 
candidates. Any risks will be identified and passed on to candidates so that 
they can make an informed decision as to whether they wish to accept the 
assignment. 


 


Medical checks 


Once a candidate successfully completes our recruitment process, they are 
asked to complete a medical questionnaire, so that any assignments we 
offer them pose no threat to the health and safety of themselves, colleagues, 
or the public, or so that we can consider what reasonable adjustments may 
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be necessary in a particular assignment. The questionnaire covers 
questions such as: 


 


 Has the candidate suffered from: 


o Ear trouble or deafness 


o Eye trouble or defective vision not corrected by glasses 


o Back trouble, other muscle or joint trouble 


o Breathing issues such as asthma, hay fever or other chest 
trouble 


o Circulatory issues such as heart trouble, high or low blood 
pressure, varicose veins 


o Epilepsy, giddiness, fainting attacks, fits or blackouts, 


 


 Should we be aware of any matter affecting their ability to: 


o Stand 


o Sit 


o Walk 


o Lift 


o Climb stairs 


o Use your hands 


 


 If they have had time off work in the last two years due to illness or 
injury 


 If yes, have they made a full recovery 


 Are they taking prescribed medication which could affect their ability 
to perform the required tasks 


 Any physical, mental or other condition which we should take into 
consideration 


 


Where a candidate has highlighted anything within the medical 
questionnaire that would require any reasonable adjustments, we will  
discuss this with the candidate to determine what needs to be done in order 
for them to be able to complete the work, such as considering restrictions in 
manual handling for people with back or shoulder problems, noting the 
importance of regular breaks for someone with diabetes or making 
allowance for people with regular hospital appointments as per the Equality 
Act 2010. Once this information has been gathered one of our consultants 
will contact the hiring manager to discuss the adjustments that would need 
to occur to enable to candidate to complete the role requirements.  


 


Pre-employment checks 


As with every contract we have a number of pre-employment checks that 
we would carry out.  These are: 


 A health and safety visit to each client site to identify any potential 
risks and to check that they are Disability Discrimination Act (DDA) 
compliant. We also clarify who is the first aider on-site, check 
access to the working areas and confirm what induction will take 
place on day one   


 Every candidate must complete a medical questionnaire as 
described above  


 When arranging interviews with clients for candidates who have 
advised they have disabilities – we advise them of the necessary 
requirements and of any adjustments that need to be made 


 Should the candidate have any concerns we take them to the clients 
site prior to interview to alleviate any fears that they may have, 
therefore allowing them to be the best version of themselves at 
interview 


 Prior to the interview/appointment of a candidate with a disability, a 
member of the branch team visits the site again, specifically looking 
to ensure that all the requirements for the candidate have been put 
in place and check for any other risks to the candidate 
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 The candidate is also be given confirmation of whom to contact in 
an emergency whilst on-site 


 


We also work with our clients to mirror their own pre-employment 
occupational health checks and would be happy to work with framework 
members to ensure our candidates are compliant with their own standards. 
Examples of mirroring clients’ pre-employment checks include when 
supplying to the our branches gain permission from the candidate to 


 
 


 


Each candidate is accessed on their skills and ability to perform the role 
alone. We always ensure that the selection criteria for all roles is clear, 
relevant and objective and there are no unnecessary requirements or 
criteria which may exclude candidates from any particular section of the 
population. 
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Question 2.3.5 


Tenderers must provide details of their proposals to 
manage temporary/interim worker sickness absence and 
absenteeism, the process for replacement of 
temporary/interim workers where they are deemed 
unsuitable for the role, and how they will ensure that the 
Framework Public Body is protected from employment 
relationship claims/employment law risks. 1500 words max 


 


Attendance and time-keeping is managed through regular communication 
between our account managers and the Public Bodies. As part of the 
induction process, candidate/interim workers are made critically aware of 
the importance of notifying us of any delays in attending work or potential 
absences. This enables us to ensure that a replacement candidate/interim 
worker is sourced and on-site as quickly as possible. 


 


All candidate/interim workers put forward to the Public Bodies will have 
undertaken an in-depth recruitment and briefing process, which covers what 
will be expected of them in terms of completing their assignment to the 
requirements expected by you. They will also be provided with an employee 
handbook which contains the procedure they must follow if they are/will be 
absent from work.  


 


The handbook requires the candidate/interim workers to confirm and sign 
that they have read and fully understood what is expected of them and the 
rules to which they must adhere to whilst working for Blue Arrow and our 
clients. These are described in more detail on the following pages.  


 


 


Replacement of staff 


Due to the recruitment, vetting and screening process that Blue Arrow 
undertakes with each and every candidate/interim worker, we feel strongly 
that the candidate/interim workers supplied to the Public Bodies will be 
successful. However, we also appreciate that this is not always possible. If 
a candidate/interim worker is deemed to be unsuitable for the role we will 
remove the candidate from the site and will replace them with a suitable 
candidate/interim worker within an agreed time with the Public Body (where 
possible). 


 


While a replacement candidate/interim worker is being sourced the account 
manager will contact the Public Body to discuss the reasons why the 
candidate/interim worker was not suitable, this will be done either over the 
phone or in person.  


 


 We will also discuss possible training that could be given to the 
candidate/interim worker who was removed to provide them with the skills 
to perform the role. This benefits both the Public Body as they will have 
another candidate added to the pool of candidate/interim workers who is 
able to perform the role at the level required. It also benefits the 
candidate/interim worker as they will not only learn a new skill but will also 
see the Public Body as an employer who is happy to invest time into them 
and thus improve the levels of attrition.  


 


Employment law 


During the registration process all candidate/interim workers are given an 
employee handbook, which sets out their terms and conditions of 
employment with Blue Arrow. Candidate/interim worker are required to sign 
a declaration contained within the handbook to confirm they have read and 
understood its contents, this declaration is stored in the candidate/interim 
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 our clients are responsible for the supervision, direction and control 
of candidate/interim workers whilst they are on your premises. Our clients 
are also responsible for providing copies of their policies and procedures for 
us to pass on to candidate/interim workers. 


 


Absence and sickness policy 


Blue Arrow expects all workers to work their agreed assigned hours if they 
are fit to do so. 


 our candidate/interim workers are 
covered by a number of policies including a sickness absence policy. 
However we are committed to ensuring candidate/interim workers suffering 
from ill health, including mental/physical illness and disability are treated 
with understanding and sensitivity, whilst achieving an acceptable level of 
attendance.  


 


Any flexible employee unable to attend work due to sickness must advise 
our account team either in person or by  


 each and every day they are absent, prior to their start 
time.  


 The account team will then 
ask when they expect to return and then contact the Public Body to advise 
them of the sickness, expected duration and confirm whether a replacement 
is required. 


 


All absences, regardless of duration, require certification. For absences of 
seven consecutive days or less (including Saturday, Sundays and bank 
holidays) a doctor’s certificate is not required, however the candidate/interim 
worker must complete a ‘self-certification sickness form’ on their return to 
work. 


For absence of eight consecutive days or more, a statement of fitness to 
work (fit note) is required from the candidate/interim worker’s doctor. This 
must be dated from the eighth day of sickness or earlier. If the doctor’s 
certificate does not cover the entire period of absence, including the first 
seven days, the employee must also complete a self-certification sickness 
form to certify the entire absence. 


 


Certification forms must be received by Blue Arrow on the first day they 
return to work, or by the fourteenth day of absence, whichever is the earlier. 
In the event that an candidate/interim worker is signed off again for a 
continuous period after the first fit note has expired, any additional fit notes 
must be received on the first day the candidate/interim worker returns to work 
or by the fourteenth day after the new fit note took effect. 


 


The self-certification form can be obtained from a Blue Arrow representative 
on the first day back at work. It is the employee’s responsibility to ensure 
they allow enough time to obtain a self-certification form and to provide it to 
Blue Arrow within the required timeframe. 


 


The original certification forms must be provided directly to Blue Arrow who 
will take a photocopy for their personnel file and scan a copy to send to the 
payroll team to process. The original forms will then be returned to the 
candidate/interim worker.  


 
     


 
 
 


 


 


It is the candidate/interim worker’s responsibility to ensure original 
certification forms are received by Blue Arrow within the required timeframes 
for SSP to be paid in a timely manner and periods of absence are correctly 
certified.  
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A candidate/interim worker fit note allows a doctor to advise one of two 
options – fit for work or not fit for work. A doctor may include comments 
which will help the company understand how an candidate/interim worker is 
affected by their condition. They can suggest one or more common ways to 
help the candidate/interim worker return to work.  


 


If a doctor indicates that an candidate/interim worker 'may be fit for work', the 
company will assess if it is possible to accommodate the suggestions made 
within the current assignment or find an alternative assignment. 


 


If the Public Body can make the necessary adjustments to the original 
assignment, or an alternative assignment, the employee must return to 
work. If they fail to return, SSP will not be payable for the period of absence 
and the candidate/interim worker may be subject to disciplinary action. 


 


Where it is not possible for the Public Body to make the changes required, 
the employee should not return to work until they have recovered. The 
employee may use the fit note as if their doctor had advised they were 'not 
fit to work'. A new fit note will not be required. 


 


Upon the candidate/interim workers return to work, regardless of length of 
absence, they will have a meeting/telephone conversation with their Blue 
Arrow representative to clarify the reason for absence and ensure they are 
fit for work. 


 


All candidate/interim workers are made aware of their obligations to provide 
sufficient notice for any planned absences and procedures to be followed 
for unplanned absences.  


 


 


 


 
. This will then 


be agreed with the client. Absence for jury service or military service should 
also be agreed in advance with Blue Arrow and our client. 


 


 
      


   
 
 
 


. 


 


Blue Arrow will also conduct regular temp surgeries or service meetings on 
site with the Public Body and candidate/interim workers to give visibility and 
offer support and improvements. If a candidate/interim worker is deemed as 
unsuitable for a role they will be advised by Blue Arrow of the reasons, and 
a suitable replacement will be sourced immediately. 
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Question 2.4.1


Tenderers must describe their management processes 
and agreed ways of working to maintain a consistently 
high service level. Your response should cover, but not be 
limited to, performance monitoring, managing 
communications, problem solving and dispute resolution, 
achieving value for money in relation to your staff 
(including supply chain sub-contractors or consortia 
members, where appropriate) and internal and external 
stakeholders.  


 


In order to maintain consistent and high level of service, 
will have overall responsibility for the management of 


the account.   


 


Each account manager will be responsible for their own call-offs and will 
hold daily calls/meetings with the account coordinators to monitor service 
levels.  This will then highlight any improvements or issues which can be 
dealt with immediately before they have any impact on our service delivery.  
It is also an opportunity for all members of the account team to understand 
what each other is working on, so that they are able to pick up a colleagues 
tasks in cases of unplanned absence. 


 


Each coordinator is set KPIs which are monitored on a daily and weekly 
basis by the account manager. Example of KPIs are: 


 


  


  


  


  


 


 


In addition, our local account managers will be in regular contact with hiring 
managers, allowing them to assess their satisfaction with our service 
delivery. 


 


Our management processes includes:  


 


Quality check-in calls  


Within the first 30 minutes on the first day of any new assignment, we will 
check that the candidate has arrived, either by phoning the hiring manager 
or using the , attached to our candidate management 
system. 
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Performance monitoring 


The account management team’s performance is monitored on a daily basis 
by the senior account manager.  All staff have a performance review 
meeting every  to discuss their performance to date. These 
reviews are recorded with actions and their deadlines agreed. Feedback 
received on the member of staffs’ performance is also discussed and where 
appropriate how it can be improved or arranging for further training if it is 
required. 


 


The reviews give the opportunity to discuss the overall contract performance 
and whether any improvements have been identified which need to be 
discussed further with the framework public body before being implemented. 


 


Managing communications 


We believe that regular communications with our clients is an integral part 
of relationship management. Our approach is to become an extension of 
our clients’ business and to be able to offer a true partnership. 


A communication plan is agreed at the offset of the contract. We understand 
that each public body will have differing needs when they would like us to 
contact them. The communication plan will form part of the service level 
agreement. 


 


Communication between our account team will take place on a daily basis 
between the account manager and account coordinators. As a minimum on 
a weekly basis between the account managers, senior account manager 
and operations director. 


 


Problem solving and dispute resolution 


We have formal procedures to record and track issues/complaints. 


However, in most cases the account team can resolve issues/complaints 


during the course of their normal working day.  


 


 


 


 


 


 


 


 


Whilst the majority of complaints can be resolved at a local level by our 


account managers, in the event they are unable to find a satisfactory 


solution the following escalation will take place. 
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Should a candidate be unsatisfactory, we aim to source a suitable 
replacement as soon as possible from our candidate database. To confirm 
our commitment to you,  


 
 


 


 


 


 


 


Should there be uncertainty regarding the candidate’s ability to carry out the 
role, wherever possible we would arrange a meeting to gain further details 
of the issue. Should the issue require the candidate to receive further 
training; this will be arranged immediately and the next steps agreed with 
the hiring manager. Should the issue be related to behaviour then we will 
work with the relevant manager and the candidate to raise the candidates 
standards to those expected. In agreement with the manager we will either 
continue the candidate in the assignment and monitor their improvement on 
an agreed timeline or replace them as required. 
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Question 2.4.2


Tenderers must provide a statement to clearly 
demonstrate their proposals for regular and effective 
communication with Framework Public Bodies throughout 
the Framework duration, including reporting mechanisms 
for the provision of management information, out of hours 
procedures, complaints management (including 
escalation), and order cancellation processes.  


 


Communication 


Blue Arrow has extensive experience of working as a key supplier to public 
sector frameworks and as such we acutely understand the need and value 
for us as a supplier to ensure regular communication to the Public Bodies 
and also to the framework contacts directly. We understand our role as a 
supplier is to support and assist the Public Bodies by showing them the 
value of utilising the framework for their recruitment needs.  


 


Experience has shown us that effective communication is key to the success 
of any contract. Daily contact between our account team and framework 
public bodies allows for relationships to be built on a local level. Interaction 
is either face-to-face, a phone call or via email. Therefore our dedicated 
account managers will be in regular contact with the Public Bodies. 


 


Internally the senior account manager will have daily, weekly and monthly 
meetings with all account managers and coordinators to review activities.  


 


This will enable a cohesive working environment and enable all of the team 
to have a true understanding of live vacancies and to be aware and support 
on any current pressure points and learnings.  


 
 


 


  


  


 


 


  


 


We would suggest the following meeting schedule. 
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Reporting mechanisms for the provision of management 
information 


All activity is recorded on our candidate management system including: 


 


  


  


 


 


 


  


 


 


From this we are able to run reports which will be shared with Public Bodies 
to show that service levels and key performance indicators are being met.  


 


It can also be used to refine patterns of recruitment to enhance efficiency 
and productivity allowing us to work in partnership with the Public Bodies to 
ultimately help drive cost saving measures and individual resource planning 
strategies. This will also assist us to fully support those Public Bodies that 
may have seasonal and operational peak requirements.  


 


We will also run monthly reports to analyse individual public body spend and 
feedback to the framework public bodies periodically as requested. All 


reporting is analysed by each account manager on a regular basis to make 
sure tasks are completed and deadlines are met. 


 


Management information will be provided at agreed times throughout the 
contract but at least on a monthly basis. The exact parameters/criteria for 
the management information to be provided will be determined and agreed 
prior to the start of the contract. However; areas we would expect to provide 
information on is responsiveness, fulfilment, employee quality, retention, 
and productivity. 


 


The generation of proper, detailed, focused management information is 
critical to ensure that targets are met, developing client/consultant dialogue, 
and promoting a culture of continuous improvement.  


 


Out of hours procedures 


We understand that the requirement for candidates within the public sector 
is not just 9 to 5. Which is why we will utilise our out of hours and fulfilment 
team outside of normal business hours, over the weekend and over all 
public holidays. Our account team will provide a handover to the out of hours 
and fulfilment team at the end of each day to provide the Public Bodies with 
a continuous and consistent delivery of service. 


 


All telephone numbers will be automatically redirected to the out of hours 
and fulfilment team allowing Public Bodies or candidates to use the same 
contact telephone number regardless of the time or day.  


 


With the use of our technology platform our out of hours and fulfilment team 
have access to the same live client and candidate information as our 
account team and will be able to process any requests. At the start of the 
next business day the out of hours and fulfilment team will provide a 
handover to the account team to ensure a seamless supply and share of 
information. 
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We understand that some public bodies may want to have out of hours 
covered by their local account manager.  In these circumstances this will be 
discussed and agreed locally with the Public Bodies. 


 


Escalation 


During the implementation stage we will agree the escalation process to 
ensure that it is in line with the Scottish Government escalation process. 
However, we have provided our formal escalation procedure which ensures 
all queries are dealt with in a timely manner.  


 
 


 


Issues are initially handled at a local level and in the majority of cases can 
be resolved by our account teams. Through daily team meetings, we would 
expect to identify early on any deficiencies in our service delivery, before 
they can have an impact on our service delivery. Any deficiencies or 
complaints are dealt with as a matter of priority. 


 


Throughout the process we will continually communicate the steps that are 
being taken to all parties concerned and ensure that we review and 
feedback internally on any issues to ensure we are safeguarding against the 
same issues arising again.  


 


If the account team is unable to resolve an issue or the client/candidate is 
not satisfied with the outcome, it will be escalated for resolution.  
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Order cancellation process 


Blue Arrow would request that as soon as a framework member is aware of 
a change in the staffing requirements that they contact their designated 
account manager who will then be able to cancel the required 
booking/bookings and discuss any additional needs.  


 


Where possible we would request that this be done with at least 24 hours’ 
notice so that we can try and find the flexible employee work on another 
assignment. However, cancellation of a shift up to 4 hours before anticipated 
start time will not be charged.  
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Question 2.4.3


Tenderers must provide a mobilisation plan including key 
team members’ and stakeholders’ roles and 
responsibilities, tasks for completion by your staff, key 
dates and deadlines, proposals for marketing the new 
Framework in the North Region in both rural and urban 
areas. The mobilisation plan must clearly describe how 
you will ensure by the service commencement date, 
sufficient numbers of suitably qualified candidates to meet 
order fulfilment rates for the Framework and how you will 
ensure the authenticity of candidate qualifications and 
manage this on an on-going basis. 1500 words max 


 


From award to implementation the business change and implementation 
team will manage the roll out across Public Bodies with support from the 
following functions.  


 


 
 


  


 


 


 
 


  
  


  


 
 


  
 


  
 
 


 


  
 


 


  
 


  
 


 


From implementation to steady state the business change and 
implementation team will work with the account team and handover to 
business as usual once steady state is reached.  Until we have been able 
to complete due-diligence we are unable to provide accurate timescales. 
However, we have attached an example implementation plan for you to 
review. This plan shows all of the stages and responsibilities of all parties. 


 


Scottish Government will need to support the implementation process by 
ensuring designated internal stakeholders are committed to being available 
to the implementation team as and when required, in order to meet and 
agree sign off of each stage to meet overall completion deadline. 
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We would expect there to be internally led engagement activities across the 
business to ensure all stakeholders are engaged and that there is an 
understanding of the change. This is critical to de-risk the change. 
Throughout the implementation we will use the following project controls to 
ensure a successful implementation and a flawless start for go-live.  


 


  
        


 
 


  
 
 


 


  
 
 
 


         
 


  
 
 
 


 


  
 


  


 


  
 


 


How we will support marketing of the new framework in the 
North region in both rural and urban areas? 


Our marketing director will liaise with the PR/marketing lead for the Scottish 
Government Framework to identify goals, core messages, existing 
marketing activities and knowledge of regional engagement including 
known barriers or objections to membership for the North region. 


 


From this insight, we will devise either further research to understand more 
intimately the needs of Scottish Government Framework target audiences 
based in the North and how we might be able to reach them in a laser-
targeted way. This may be a combination of networking at Procurex 
Scotland in October or through the regional and webinar events hosted by 
Business Gateway as well as an element of paid-for market research. 


 


From the go live date, our first port of call will be to visit and make contact 
with all current users that have contributed to the 1.9 million hours that have 
been accessed via the framework in the past 12 months. We would do this 
by analysis of usage information and then distribute to the relevant 
dedicated account manager. The account manager would then contact the 
Public Body, arrange to go on-site and complete a client service review to 
understand their individual requirements and then tailor the value 
proposition of using the framework and Blue Arrow to support in their 
recruitment needs going forward.  


 


 
 
 


 


 


The account team will have a defined approach to contacting Public Bodies 
within their designated sector to discuss and explain the benefits of spend 
through the framework and the value this can add. We will utilise the 
information we have from the framework and the outlay of the contract to 
prove value add and compliance.  
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We  


 


Audit & Analyse 


 
 
 
 
 


 


We will request existing job descriptions for each role and telephone 
interview access to typical hiring managers for each role this will enable Blue 
Arrow  


 


 


Plan 


 
 


  


 


This plan would then be implemented and the success for each campaign 
activity, monitored and measured to apply ongoing refinement to the 
marketing plan.          
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 This 


performance comes from a reputation built on many years of focus on the 
quality of the service delivered through our highly-trained, recruitment staff. 
It’s an understated truth of how we attract as many candidates as we do, 
every year for our clients. 
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Question 2.5.1


Tenderers must provide details of how they will deliver 
continuous improvement throughout the duration of the 
Framework. Your response must describe details of any 
measures to achieve greater efficiencies, simplify 
processes, and minimise errors and generally improve 
quality of service for the Framework duration.  


 


We consider ourselves a provider of solutions, rather than services. At the 
start of relationships we identify common goals with our clients and work 
together to meet them. We promote an open and honest relationship, 
sharing information and working together, which is key to ensuring that 
continuous improvement can be achieved.  


 


Our strategy for continuous improvement is to work in partnership with our 
clients, gain an understanding of their goals and then provide a service to 
help them achieve those goals.  


 


All of our continuous improvement plans start with feedback from our clients 
and candidates. We gather this feedback as part of our regular review 
meetings. Within these meetings we will discuss what has worked well and 
if there are any issues that need addressing. We then look at how we can 
adapt our service offering so that we best meet our clients’ needs. This is 
supported by the use of service levels and management information to track 
our fulfilment rates and the tenure of service of our workers. 


 


As well as gathering feedback from our clients and hiring managers, we also 
gain feedback from our candidates on how they rate Blue Arrow and their 
thoughts on their assignments.  


This is carried out during candidate surgeries and weekly satisfaction phone 
calls. The data is then formatted and used by our account management 
teams to identify areas that require improvement and introduce them into 
our service delivery.  


 


We encourage review meetings with client stakeholders to formally 
review contract performance, MI and KPI data. Our internal system,  


 provides us with real time management information for all clients 
and this can be shared with the Public Bodies. Any areas requiring attention 
are investigated and where required, process changes implemented.  
Ongoing monitoring ensures the areas are improved upon. We also 
encourage more frequent review meetings with our account team and the 
Public Bodies to understand their service levels and how the team can help 
them.  


 


 
 
 


 


 


Ongoing development and training of our candidates is paramount to the 
retention of our candidates.  Training is provided to staff by our dedicated 
trainers and senior management team. We make sure everyone is aware of 
the clients’ requirements by carrying out either group or one-to-one training. 
All training is supported by a documented process and is logged on the 
candidates’s individual  file.   


 


Blue Arrow utilises  scores to obtain feedback from all clients 
and candidates on their happiness within their job, Blue Arrow and the 
clients for which they are working.   







 


2 


 


 score is an index ranging from  that 
measures the willingness of the Public Bodies to recommend a company’s 
products or services to others. It is used as a proxy for gauging the 
customer’s overall satisfaction with a company’s product or service and the 
customer’s loyalty to the brand. Blue Arrow Scotland has market leading net 
promoter scores which we are happy to share with our clients on a quarterly 
basis. 


 


Blue Arrow is always striving to offer innovative solutions that give 
continuous improvements to our clients. We have detailed below some 
examples of innovations that we have implemented and which have added 
value to our clients in different ways. 


 


Technology 


Blue Arrow utilises an in-house client and candidate management system, 
.   allows our candidates live access to


which they receive   Candidates can update 
their availability  which directly informs the account management 
team of any changes. The candidates can also request holidays and enter 
their weekly hours worked, removing the need for any paper timesheets. Our 
clients also have access to the to allow approval of candidate hours and 
timesheets.  


Job Science provides greater efficiencies. It speeds up the payroll process as 
the client and candidate no longer need access to a computer, scanner etc. It 
also reduces our carbon footprint as it removes the need to print out 
documents.  When working hours are entered and approved in the app, this 
feeds directly into our payroll system which removes the human data entry 
element which in turn reduces errors.   


All bookings received are entered onto  whether we successfully 
fill them or not as this provides us with true, live management information.   


We use this data to track any role specific shortfalls and monitor supply 
fulfilment rates.  


 
  The system will score the candidates based on skill set, location and 


availability which assists our account managers in selecting the best 
candidates for the role. 


 


 
 
 
 


 


 


 
 
 


  


 


 
 
 


 


 


Innovation workshops  


Our parent company Impellam Groups’ consulting function regularly 
supports Blue Arrow with innovation and industry thought leadership.  As an 
example, our head of consulting recently delivered a seminar to  


 These seminars were on the “candidate 
experience” and “the generations within the workplace” and feedback was 
that the seminars were definitely worth attending. 
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In a thought-provoking, insightful and inspiring way, each seminar tackles 
an area that our clients struggle with. From employee engagement, 
candidate experience, why people leave their jobs, the generations in the 
workforce and the very future of work, we can help you to better understand 
the issues, the business benefits and how to respond to the challenge. We 
would like to extend an invitation to the Scottish Government and public 
bodies to attend these seminars. 


 


Added value 


Our ‘enhancing people’s lives’ strategy has seen us continually develop 
innovative benefits and experiences for our candidates. These include: 


 


Career path – Each candidate is given the opportunity to develop their 
career with Blue Arrow through training and upskilling. We have introduced 
new initiatives including ‘


 


 


Training opportunities – We offer candidates training to improve or learn 
new skills. Courses available include Microsoft Office packages, customer 
service skills, levels 1 and 2 food hygiene training and level 2 allergy 
awareness. We also offer eLearning modules for our candidates.  


is a platform with over 120 courses available, including customer 
service, sales, communication skills, health and wellbeing and IT skills to 
name a few. It also extends to equality and diversity and health & safety.  
Blue Arrow has recently added free drivers CPC to our training offering.  This 
was added after a consultation with our clients and candidates to review 
driver’s attraction and retention.  The full cost of the training is covered by 
Blue Arrow, as this was one of the key areas highlighted by our candidates 
and a main reason why they may leave to go to an alternative employer.   


 


A guaranteed minimum number of working hours in any 12 month period – 
We consider it to be an obligation to find our candidates work. This gives 
them confidence that we will do all we can to match their skill sets and 
expectations to a suitable role and keep them in regular employment. 


 
 
 
 
 


     
 


 


Permanent contracts – Blue Arrow will alert all hiring managers to any 
candidate that has exceeded 12 weeks worked within their organisation.  We 
do this as many candidates can be due extra pay, holidays or benefits through 
AWR regulations, but also to highlight the duration of the candidates service 
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Question 2.6.1


Tenderers should describe their procedures for storing, 
retaining and transmitting data between the Contractor, 
the Framework Public Bodies (& sub-contractors where 
applicable) to ensure compliance with the Statement of 
Requirements (Schedule 1) & to ensure continuity of 
service and protection against cyber-attacks. Answers 
should include (as a minimum): 


 


 Details of where data will be stored & how it will be 
secured including processes, software & standards 
& must include measures put in place with sub-
contractors (where applicable); 


 Details of how data will be securely transmitted 
between the Framework Public Body, the Contractor 
(& sub-contractors where applicable) including 
processes, software & standards; 


 Details of how the data will be secured at rest (end 
point security) both at the Contractor’s premises (& 
their sub-contractors premises where applicable); 


 Details of processes followed including those for 
assessing future risks; 


 Testing of Disaster Recovery policies & procedures, 
including the dates, duration and frequency; 


 Methods for the back-up & continuity to deliver 
services should an incident occur including 
manpower & access to equipment;  


 


 Methods & processes in place to mitigate against 
cyber-attack & crime using online technologies 
including processes, software & standards; 


 Destruction policies & processes including policies, 
processes & software. This should include the 
measures put in place with sub-contractors where 
applicable; 


 Tenderers should also provide details of any 
standards applicable in this area (e.g. ISO 27001, 
ISO 22301, ISO/IEC 20000, Cyber Essentials/Cyber 
Essentials Plus or their equivalents);  
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3 


 


 


 


 


 


  


  


 


  


 


 
 
 
 


  


 


 


  


  
 


  


  


 


 
 


 


 


 
  


 
 


 


 


 


 


 


 
 


 


 
 
 


   
 


 


 


 
    


 


 


 
 
 


 







 


4 


 


 
 
 
 


  


 


 
 
 
 
 


  


 


 
 


 


 


  


  


   


  


 


 


 


 


 


 


 
 
 
 


 


  
 


        
 


         
 


  
 


 


 
 


 


 


 
 


 


 


 







 


1 


 


Question 2.7


The Public Sector in Scotland is committed to the delivery 
of high quality public services, and recognizes that this is 
critically dependent on a workforce that is well-rewarded, 
well-motivated, well-led, has access to appropriate 
opportunities for training and skills development, are 
diverse and is engaged in decision making. These factors 
are also important for workforce recruitment and retention, 
and thus continuity of service. Public Bodies in Scotland 
are adopting fair work practices, which include a fair and 
equal pay policy that includes a commitment to supporting 
the Living Wage, including, for example being a Living 
Wage Accredited Employer; clear managerial 
responsibility to nurture talent and help individuals fulfil 
their potential, including for example, a strong 
commitment to Modern Apprenticeships and the 
development of Scotland's young workforce; promoting 
equality of opportunity and developing a workforce which 
reflects the population of Scotland in terms of 
characteristics such as age, gender, religion or belief, 
race, sexual orientation and disability; support for learning 
and development; stability of employment and hours of 
work, and avoiding exploitative employment practices, 
including for example no inappropriate use of zero-hours 
contracts; flexible working (including for example 
practices such as flexi-time and career breaks) and 
support for family friendly working and wider work life 
balance; support progressive workforce engagement, for 
example Trade Union recognition and representation 


where possible, otherwise alternative arrangements to 
give staff an effective voice.  


 


In order to ensure the highest standards of service quality 
in this Framework Agreement we expect contractors to 
take a similarly positive approach to fair work practices as 
part of a fair and equitable employment and reward 
package. 


 


Tenderers must describe how they will commit to fair work 
practices for workers (including any agency, sub-
contractor workers) engaged in the delivery of this 
Framework. Responses need not be constrained to, or be 
reflective of any of examples given above. However, good 
answers will reassure evaluators that your company takes 
a positive approach to rewarding staff at a level that helps 
tackle inequality (e.g. through a commitment to paying at 
least the Living Wage); improves the wider diversity of 
your staff; provide skills and training, and opportunities to 
use skills which help staff fulfil their potential; avoids 
exploitative employment practices (e.g. in relation to 
matters such as the inappropriate use of zero-hours 
contracts); takes the engagement and empowerment of 
staff engaged on this contract seriously, including having 
arrangements in place to ensure trade union 
representation where possible; otherwise alternative 
arrangements to give staff an effective voice and that your 
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company will demonstrate organisational integrity with 
regards to the delivery of those policies. This reassurance 
can include a variety of practices which demonstrate your 
approach to fair work and should be tangible and 
measurable examples that can be monitored and reported 
during contract management procedures. 


 


Blue Arrow understands that in line with the framework, Public Bodies in 
Scotland are Living Wage employers and our candidates will be paid the 
same hourly rate of pay. When placing candidates into assignments, our 
account managers will always ensure they are paid at least the Scottish 
Living Wage.  


 


As a company we are always working with our clients to help them 
understand that by paying a fair wage appropriate to skill and job level they 
are more likely to attract appropriately trained and qualified candidates who 
want to work for them. We are able to show this through reports we collate 
and market trends, enabling a pay change that means all our candidates 
are paid fairly.  


 


Our recruitment processes and procedures are designed so that we place 
candidates into assignments when they have the necessary qualifications 
and experience for that role, regardless of any characteristics protected 
under the Equality Act 2010. Any breach by an employee of this policy, will 
be escalated and could result in a disciplinary. 


 


We are a disability confident employer and encourage applications from 
applicants from all walks of life.  Our mobile recruitment centre aims to reach 
those from disadvantaged areas of the country, candidates with disabilities, 
older workers, ethnic minorities etc. for whom registering in a high street 
branch would possibly be a daunting prospect.   


 


To support our mission of enhancing people’s lives, we engage in six key 
practices to support this goal. 


 


Big on Advice 


If someone cannot be placed in work by us, perhaps because they don’t 
have the skills, we will provide proper well-researched advice to guide them 
in the right direction or give them the necessary training opportunities.  


 


Big on Communication 


Everyone should find it easy to access our services face-to-face or online. 
We will use technology to ensure our candidates can directly influence their 
relationship with us and determine their readiness to work, desire for time 
off, need of training or advice at the swipe of a screen on their smartphones.  


 


Big on  


We make every effort to ensure that the people to whom we offer 
placements get to work in an environment in which they are treated with 
respect, are paid fairly for their work and are being appreciated as human 
beings. As a leading human resource business, we will work closely with 
those organisations that are aspiring to higher levels of candidate care, with 
a view to guiding their staff handling approach to a level that is consistent 
with liberal and ethical care guidelines. This is what we call ”. 


 


Big on Talent 


We will move towards offering full employment for our candidates with 
specialist skills such as our chefs and classified drivers. We will push to see 
the end of zero hour contracts and uncertain work patterns within the 
industry. We will strive to offer employment in which people will work and be 
paid fairly within an employment model of their choice whether full or part-
time. 
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Big on Training 


We will build an infrastructure, properly planned and resourced, that will 
allow us to provide the training and development needed to meet both the 
skills gaps in our markets and the career aspirations of our candidates. All 
of our candidates have access from the day that they join Blue Arrow to our 
extensive online training platform , this provides them with 
the opportunity to access 1,000s of courses that are both certificated and 
offer personal development.  


 


Big on Wages 


It will not be enough for Blue Arrow to pay the Scottish Living Wage. We will 
ensure that as a result of the Blue Arrow Wage, every employee will live 
well; be able to feed and clothe their families, be able to develop their social 
and leisure lives and be able to invest in their future. 


 


Feedback 


Candidate feedback 


Blue Arrow actively engages with our candidates to ensure that they feel 
instrumental in the business and that they have a voice. We do this through 
our account teams, they have direct contact with candidates and give them 
the opportunity to discuss any issues or concerns they may have.  


 


As part of us gaining feedback and to ensure that our candidates do not 
have any issues we call them directly after their first shift and at the end of 
their first week. We will also visit the site on a regular basis to run candidates 
surgeries and hold 1-2-1’s with each candidate.  


 


 


 


Client feedback 


 
 
 
 


 


 


Blue Arrow actively works with our clients to understand the benefits of 
paying parity from day 1. We believe this shows candidates that they are 
valued and ensures that candidates feel compelled to deliver the very best 
of themselves on their assignments. It enables candidates to see the 
benefits of working with our client’s long term and makes the transition from 
temporary to permanent contracts seamless for the candidate. It fosters a 
sense of belonging and team spirit in what could be a short term assignment. 


 


Increase the proportion of young people in learning, 


training or work 


We have extensive and successful partnerships with  
 and workplace providers to help young people into work.  We are also 


a strong advocate of the apprenticeship scheme to formally provide young 
employees with recognised industry related qualifications (REC 
qualifications). Our consultants begins this after three months of 
employment with Blue Arrow and over the course of 12 months’ work with 
our qualified assessor team who provide support and guidance through this. 
We currently run level 2 and 3 in recruitment and resourcing, as well as 
business administration and customer services. 
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Question 2.8


Tenderers must confirm that, where appropriate, they will 
support the Scottish Ministers policies on Sustainability 
and Corporate Social Responsibility in delivering the 
services required.  


 


Please provide a statement which explains your 
sustainability policy and demonstrates how you will 
proactively support the delivery of the Framework Public 
Body(s) respective Sustainability (Social and Ethical) and 
Environmental Policies. This should include any measures 
you have in place to ensure, monitor and report 
sustainability across your supply chain.  


 


Further details on Scottish Government’s Sustainable 
Procurement Policy are available at: 


 


http://www.gov.scot/Publicatio­ns/2016/03/8410/3 and  
https://www.procurementjourney­.scot/route-3/route-3-
develop-­strategy-profiling-commodity-s­ustainable-
procurement. 


Blue Arrow is aware of our contribution to society and that every business 
activity we undertake will have an impact on the community and environment. 
We are committed to conducting our business with integrity in an ethical and 
responsible manner, which is reflected in everything we do.  


 


 


We will work with customers who recognise the value we create and strive to 
provide good workplaces for our people. By doing so, we make sure that we 
are all working together, responsibly.  


 


We understand that our commitment to operating responsibly, sustainably 
and ethically must be translated into effective business practice, which is over 
and above legal obligations and reasonable expectations of us.  


 


We believe that engagement initiatives actively contribute to our business 
growth and therefore our senior leaders have committed time to this policy.  


 


Our approach as a business is to ensure that whoever engages with us 
directly or indirectly has a positive experience and this is echoed throughout 
our business as well as introduced to all new starters.  


 


In line with the guidance on social responsibility (ISO26000), we have 
identified six channels of CSR that we influence:  


 Charities & community 
engagement  


 Employment  


 Legislation 


 Environment & sustainable 
development  


 Quality  


 Inclusion 


 


 


 


 


 







 


2 


 


Through these channels, we are likely to engage with varying stakeholders 
such as:  


 Clients, their employees and other stakeholders  


 Candidates  


 Permanent employees  


 End customers (our customers’ customers)  


 Our suppliers  


 The communities in which we have a physical office  


 The communities in which we place people into work  


 The recruitment industry  


 


Understanding the good that we can do in each channel  


Charities & community engagement  


Every year, we ask our employees to vote for our chosen charity from a list of 
leading nationwide charities. We then hold company-wide events and 
competitions to raise funds. Blue Arrow also supports individual initiatives led 
by branches or employees, either through sponsorship, wider promotion or 
giving time off work to volunteer.  


 


We are also interested in supporting customer charity fundraising including 
sponsorships and joint fundraising. 


 


We engage with communities outside of charity work through supporting 
jobseekers who may find it difficult to find meaningful work. This is of particular 
interest to us as we seek to improve the sustainability of local areas and the 
skills of local people and this has proved to mitigate skill shortages for our 
clients.  


 


 


Employment  


We want our employees and candidates to be happy, healthy and productive 
in their work. In order to provide good workplaces for our people, we fully 
comply with all health and safety legislation, regularly reviewing our policies 
to ensure that they reflect any legislative changes.  


 


We value the work/life balance of each individual, and take account of their 
career goals. For employees, we have clear progression and training plans 
(including sponsorship with the recruitment industry qualification, CertRP) and 
for candidates we run training courses for skill-specific or general 
qualifications, that can be used whether they work through us or not.  


 


Environment & sustainable development  


Fundamentally, we are a low-risk business in terms of the impact we have on 
the environment. We are, however, committed to following best practices in 
the day-to-day conduct of our business, including the use of sustainable and 
recyclable materials, wherever possible. We are committed to following 
industry best practices and are proud to have achieved ISO 14001 
accreditation for our environmental management systems.  


 


We also run a number of sustainable development programmes to reduce 
travel and increase use of technology, such as flexible working policies and 
video conferencing facilities.  


 


Inclusion  


We actively encourage diversity in the workplace and are proud to employ 
people from a variety of social and ethnic groups throughout our business. 
We provide all of our employees with a work environment which is free from 
discrimination related to sex, race, colour, religion, age, ethnic or national 
origin, disability or other inappropriate base.  
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We take action to remove direct and indirect discrimination when recruiting 
either for our customers or for ourselves. We follow best practice guidelines 
in writing job advertisements and how we attract candidates so that we 
engage with all people.  


 


Our approach to equal opportunities and diversity helps improve our service 
as a business and the quality of our shortlists and is an area of importance 
to us and our customers.  


 


Disability Confident Employer – As an 


employment agency we recruit our candidates 


from within the local area, placing them with 


companies located within that area. As a 


company our ethos is to place candidates with 


the required skills into employment within their 


chosen area. 


 


Blue Arrow is a Disability Confident Employer, meaning we will: 


 Challenge attitudes towards disability 


 Increase understanding of disability 


 Remove barriers to disabled people and those with long term health 
conditions in employment 


 Ensure that disabled people have the opportunities to fulfil their 
potential and realise their aspirations 


 


Legislation  


As to be expected, we have implemented policies to account for the legal 
obligations applicable to all businesses as well as those that apply in the 
recruitment industry and the specialist markets we work in.  


 


Often, we go above what is required to ensure highest possible standards for 
our stakeholders.  


 


As an example, to ensure compliance with tax laws, we only work with 
umbrella companies who have been approved onto our PSL. This helps 
candidates partner with reputable companies, of which we have zero affiliation 
to, which protects candidates and our clients from non-compliance risk or 
dealing with disreputable firms. 


 


Quality  


To help us lead the industry, we follow best practice guidelines from the 
Recruitment & Employment Confederation (REC) and other sources.  


 


We have an in-house compliance team who monitor our procedures and 
policies to ensure that they work in practice at all times. Whether for business 
continuity, financial stability and ethical purchasing, we have procedures so 
that we can be relied upon.  


 


Bringing these ideas to life  


We hope that this policy acts as an impetus in bringing good practices to more 
of our clients so that we can work together to improve community 
engagement.  


 


During 2018, we will form a CSR team, consisting of individuals from across 
our business, to monitor and report on the social value that we bring to clients. 
The team will research new initiatives that the business can support and 
ensure that more of our clients benefit from our social value drives.  


 


The team has a number of aims covering charity sponsorship, diversity 
monitoring and others so that we can show continuous improvement in how 
the business operates ethically. Therefore, this helps ensure that the policy is 
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brought to life within Blue Arrow and shared with our customers.  


 


Senior level commitment  


Our policy will be reviewed and updated accordingly on an annual basis and 
will be included as part of our quality management system.  


 


The directors and senior management of Blue Arrow actively support the 
contents and philosophy of this policy and our employees are passionate and 
open to discuss the policy in practice. 


 


Specific example of adding value… 


Blue Arrow actively offers work experience to help individuals back into the 
working world and for those who need the first step on the ladder - both in 
relation to educational placements and in partnership with government 
schemes like the  
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Question 2.9.1 


The Scottish Government is committed to contributing to 
the social, economic & environmental well-being of the 
people of Scotland. The Government has five objectives 
that underpin its core purpose - to create a more 
successful country, with opportunities for all of Scotland 
to flourish, through increasing sustainable economic 
growth.  Tenderers must provide details of their proposals 
to support Scottish Procurement to meet SG overall 
community benefits policy through this Framework 
Agreement.  


 


Blue Arrow as a whole and particularly our branches in Scotland are fully 
committed to supporting the Scottish Government in delivering community 
benefits to the people of Scotland. Blue Arrow’s strategy of “Enhancing the 
lives of everyone that touches Blue Arrow” will be fundamental in helping us 
achieve this.   


 


By aligning our values, we can demonstrate how we talk to and treat each 
other as we go about our work. In order to deliver our promises and enhance 
the lives of everyone that touches Blue Arrow, we need to live by our values 
and the following core behaviours, in order to ensure we give our best every 
day. Our core values are: 


 Integrity 


 Inspire 


 Challenge 


 Expert 


 Extraordinary 


By living and working to these core values we are able to achieve our 
promises and also contribute to the five objectives of the Scottish 
Government. We would welcome the opportunity to discuss possible new 
initiatives that would enable both parties to increase the contribution to the 
local areas. 


 


We have provided some of the initiatives that we are currently running as a 
company and in particular in Scotland:  


 


Wealthier & fairer 


None of us, not you, me, our employees and candidates should be asked to 
work in an environment in which they are not respected, treated fairly, paid 
fairly for their work and valued as human beings. We do two things to bring 
this about. Firstly we choose our new clients with care. We put energy into 
researching their values and their attitudes towards suppliers and 
employees and will not move into any new commercial relationships with 
organisations that exhibit ‘ ’ characteristics. 


 


We will strive to tackle the ‘gap’ that exists between  the  national  minimum  
wage  and  that  of  the  Scottish living  wage.  By delivering on our long-
term promise to launch and ‘protect’ the ‘Blue Arrow Wage’ we have helped 
to set standards for ensuring our employees are remunerated to a level 
where they can enjoy an acceptable standard of living. 


 


Blue Arrow works with the  a package of support worth 
almost £1billion to help young unemployed people to prepare for work and 
find a job. Blue Arrow has to date helped over 400 long term unemployed 
young people into work.   
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Healthier 


Blue Arrow currently engages with various back to work agencies such as 
routes to work and  We have utilised services to ensure we are 
offering roles and opportunities to disadvantaged persons, some success 
from this has been with clients such as l and where we have 
gained these individuals work and they then moved onto permanent 
opportunities. 


 


  


 


 


 


 


 


 


 


Mental Health Awareness Walk – As part of our 
commitment to our company charity Mind our 
branches took part in the Mental Health Awareness 
Walk week. 


 


 
 


 


   
  


 


 
      


 
 
 


     
 
 
 
 
 


 


Disability confident employer – As an employment agency we recruit our 


candidates from within the local area, 


placing them with companies located within 


that area. As a company our ethos is to 


place candidates with the required skills 


into employment within their chosen area. 


 


Blue Arrow is a disability confident employer, meaning we will: 


 


 Challenge attitudes towards disability 


 Increase understanding of disability 


 Remove barriers to disabled people and those with long term health 
conditions in employment 


 Ensure that disabled people have the opportunities to fulfil their 
potential and realise their aspirations 
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Safer & stronger 


We attend recruitment and job fayres with both organisations to speak to 
potential candidates and support their applications for employment. We 
have seen great success from this with our catering clients who have utilised 
our candidate pool at large events & festivals. Blue Arrow works very closely 
with third sector clients providing temporary and permanent workforces, 
these clients include  


  


Smarter 


Candidate training – We offer candidates training to improve or learn new 


skills. Courses available include Microsoft Office packages, customer 


service skills, levels 1 and 2 food hygiene training and level 2 allergy 


awareness, etc. We also offer eLearning modules for our candidates.  


is a platform with over 120 courses available, including 


customer service, sales, communication skills, health and wellbeing and IT 


skills to name a few. It also extends to equality and diversity and health & 


safety. 


 


Blue Arrow also engages with for learning, and  training 
academy who provide training and upskilling through grants and 
government funding.  


 


All permanent employees attend a comprehensive internal training 


programme, which covers all legislation and company policies and 


procedures. Employees also receive training throughout their careers. Any 


changes in business procedures or legislation are communicated to all staff 


via departmental/branch meetings, weekly via a weekly update emailed to 


all employees and are posted on our internal intranet. 


 


 


 


Blue Arrow is an accredited Investor in 


People and has held this status since 


2004. Building on this we have 


achieved their prestigious Platinum 


standard, which is the highest level of 


this accreditation.   


 


We value the work/life balance of each individual, and take account of their 


career goals. For employees, we have clear progression and training plans 


and for temporary workers we run training courses for skill-specific or 


general qualifications, that can be used whether they work through us or 


not. 


 


Greener 


Blue Arrow’s environmental impacts are relatively small-scale compared to 
other industry sectors such as manufacturing.  However in accordance with 
ISO14001, our legal and compliance team are tasked with our health & 
safety function with monitoring all regulatory and best practice changes, 
including environmental legislation, and implementing them in the business. 


 


The internal audit team, reporting to legal & compliance, regularly audits all 
locations to measure compliance in institute and corrective or preventative 
measures necessary. Any non-compliance issues raised will result in an 
immediate review and any findings will be rectified by additional training or 
a review of procedures. 


 


Waste management – Releases to land have been identified as one of the 
environmental impacts made by Blue Arrow. Waste management also 
includes recycling general paper waste, plastics and office consumables. 
The company has already taken the decision to scan paperwork in 
departments historically associated with high paper usage, resulting in a 
lower level of storage of paper based records required by legislation. 
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Waste generated by refurbishment or maintenance is disposed of by our 
estates department appropriately via a registered waste disposal company. 
Landfill waste levels are low in practice. 


 


Blue Arrow work with a company called  who recycle a number of 
products from our offices.  Blue Arrow are on a scheme called  
which includes the recycling of paper, cardboard, plastic bottles and 
aluminium cans, which are manually sorted, all waste is separated and 
baled on site.  The bales of paper, cardboard, plastic bottles and aluminium 
cans are then shipped to various mills. The paper and cardboard is then 
recycled to make toilet tissue, hand towels and paper. 


 


Toner cartridges collected from our offices are stored at  
then collected in bulk by a charity that has used for many 
years.  The proceeds from the recycling of the toners are then sent to 
various charities in the UK and abroad. 


 


Energy management – Blue Arrow buildings have energy saving system 
installed called a ).  The  system 
controls the heating and air-conditioning in the building.  It is a computer-
based control system installed into the building to control and monitor the 
building’s mechanical and electrical equipment such as ventilation, lighting, 
power systems, fire systems, and security systems.   


 


Blue Arrow’s systems that are linked to the  typically represent  of 
a building's energy usage; if lighting is included, this number approaches 


. systems are a critical component to managing energy demand.  


 


Transport management – Business travel is minimised through extensive 
use of teleconferencing facilities and strategic choice of meeting locations. 
The use of public transport and vehicle sharing is promoted. Where travel is 
essential, air travel is severely limited and only modern, energy efficient, 
vehicles are provided. Where practicable home working is permitted, 
reducing the need to travel to work. 
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Question 2.10.1


Tenderers must include a statement on their full 
consideration of whether the Transfer of Undertakings 
(Protection of Employment) Regulations 2006 will apply in 
respect of this Framework, including details of any 
perceived implications and/or risks and how these will be 
mitigated.  


 


Tenderers must confirm whether their tender has been 
submitted on the basis of TUPE being deemed to apply or 
not. 


 


 
 


 


 


 
 
 
 
 


 


 


 
 
 
 


 


What are the risks? 


Given Blue Arrow’s experience and expertise in delivering excellent service 
to customers, we understand and adapt to the industry challenges and 
develop solutions for our clients. We are aware there will always be 
elements of risk when implementing any contract. Anticipated risks and 
mitigation is detailed below. 


 


Anticipated risks: 
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This and the following 1 page comprise Schedule 2 to the Framework Agreement between the 
Scottish Ministers and Blue Arrow Ltd  
 
SCHEDULE 2 - PRICING SCHEDULE  
 
Framework Agreement for the Provision of Temp Admin, Catering & Manual Staff Services – 
North Region   
 


 
Contractor:   
Blue Arrow Ltd 


Year 1                     
13 April 2019 


to 
12 April 2020 


Year 2 
13 April 2020 


to 
12 April 2021 


Year 3 
13 April 2021 


to 
12 April 2022 


Year 4 
13 April 2022 


to 
12 April 2023 


 
Assignment/Role Type 


Commission 
rate per hour 


 excluding 
VAT 


Commission 
rate per hour 


excluding 
VAT 


Commission 
rate per hour 


excluding 
VAT 


Commission 
rate per hour 


excluding 
VAT 


Refuse Worker/Loader REDACTED REDACTED REDACTED REDACTED 


Administrator/Clerical 
Officer 


REDACTED REDACTED REDACTED REDACTED 


Catering Assistant REDACTED REDACTED REDACTED REDACTED 


Waiting Staff /Bar Staff REDACTED REDACTED REDACTED REDACTED 


Environmental Officer REDACTED REDACTED REDACTED REDACTED 


HGV/LGV Driver REDACTED REDACTED REDACTED REDACTED 


Kitchen Porter REDACTED REDACTED REDACTED REDACTED 


Chef REDACTED REDACTED REDACTED REDACTED 


Street Orderly REDACTED REDACTED REDACTED REDACTED 


Technician/Technical 
Assistant/Officer 


REDACTED REDACTED REDACTED REDACTED 


Driver REDACTED REDACTED REDACTED REDACTED 


Customer 
Services/Customer Services 
Support 


REDACTED REDACTED REDACTED REDACTED 


Landscape Operative REDACTED REDACTED REDACTED REDACTED 


Receptionist REDACTED REDACTED REDACTED REDACTED 


Porter REDACTED REDACTED REDACTED REDACTED 


 
All commission rates are fixed for the duration of the Framework Agreement and for the length of 
any individual Call-Off Contract under the Framework. 
 
Assignment/Role Types  
 
Many different categories of temporary admin, catering and/or manual assignments/roles will be 
required. This pricing schedule contains examples of the types of roles that may be required. 
These examples will be used as grades to which similar or equivalent roles will be matched by the 
Framework Public Body in consultation with the  
Contractor.  
 
Contractors must understand that the assignments/roles and volumes will vary depending on the 
requirements of the individual Framework Public Body.  
 
Hourly Pay Rates  
 
Hourly pay rates are not included as part of this Pricing Schedule. However, hourly pay rates must 
be discussed and agreed with the Framework Public Body for each individual assignment/role, 
taking into account all current employment legislation and in compliance where appropriate, with 
the Agency Workers Regulations 2010. Where overtime rates are paid as standard in an industry 
and the Framework Public Body agrees to pay overtime rates, the Contractor will be required to 
pay the overtime rate in line with buying organisation's policies for permanent workers. 
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Living Wage 
 
The Scottish Government is committed to supporting the Scottish Living Wage (currently set at 
£8.75 per hour) in its public sector pay policy for the duration of this parliament [2016-21].  The 
Agency Workers Regulations 2010 require equal pay for agency workers doing the same or similar 
work to that of permanent employees.  Where public sector pay policy applies this means agency 
workers will be receiving an hourly rate of pay at or above the Scottish Living Wage.  Framework 
Public Bodies that do not fall within the public sector pay policy remit will be required to consider 
their own position with regards to payment of the Scottish Living Wage. 
 
Transfer or Temp to Permanent Fees 
 
The Authority does not view this Framework Agreement as a formal testing ground for potential 
staff employment.  The Contractor must not give temporary workers or candidates any expectation 
that a temporary/interim assignment through this Framework Agreement will lead to employment 
with a Framework Public Body.  However, it is recognised that the Contractor's temporary workers 
or candidates may seek employment with a Framework Public Body.   
 
The Conduct of Employment Agencies and Employment Businesses Regulations 2003 govern 
when a transfer fee, also known as a 'temp to perm' fee can be charged.  See paragraph 19. of 
Schedule 1 - Statement of Requirements for more details.   
 
It is understood that the Conduct of Employment Agencies and Employment Businesses 
Regulations 2003 may not apply to all agency staff and that it is reasonable to expect a transfer 
fee in certain circumstances.   
 
The Contractor can only charge a ‘temp to perm’ fee if all of the following apply: 
 


• the contract with the client (e.g. Framework Public Body) gives them the option to extend  
  the worker’s assignment; 
• the client (e.g. Framework Public Body) doesn’t take the option to extend the  
  assignment; 
• the client (e.g. Framework Public Body) gives the worker a permanent job less than 8  
  weeks after the end of their initial assignment – or less than 14 weeks after it started if   
  that is later. 
 


If the temporary worker has had more than one assignment with the client (e.g. Framework Public 
Body) and there were more than 42 days between assignments, the later assignment is treated as 
if it is the first one. 
 
Where applicable, the Call-Off Contract between the Contractor and the Framework Public Body 
must include all transfer fees and conditions and be in accordance with the formula for charging 
'Temp to Perm' fees in this Pricing Schedule – see Table below.   
 


ONE OFF PERCENTAGE FEE  - % BASED 
ON FIRST YEAR'S BASIC ANNUAL SALARY 
FOR THE ASSIGNMENT/ROLE 


 
REDACTED 


 
The formula is fixed for the duration of the Framework Agreement and all Call-Off Contracts 
awarded under this Framework Agreement. 
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This and the following 2 pages comprise Schedule 2 to the Framework Agreement between the 
Scottish Ministers and Pertemps Recruitment Partnership Ltd. 
 
SCHEDULE 2 - PRICING SCHEDULE  
 
Framework Agreement for the Provision of Temp Admin, Catering & Manual Staff Services – 
South Region   
 


 
Contractor:   
Pertemps Recruitment 
Partnership Ltd 


Year 1                     
13 April 
2019 to 
12 April 


2020 


Year 2 
13 April 
2020 to 
12 April 


2021 


Year 3 
13 April 
2021 to 
12 April 


2022 


Year 4 
13 April 
2022 to 
12 April 


2023 


 
Assignment/Role Type 


Commission 
rate per hour 


 excluding 
VAT 


Commission 
rate per hour 


excluding 
VAT 


Commission 
rate per hour 


excluding 
VAT 


Commission 
rate per hour 


excluding 
VAT 


Catering Assistant/Cleaner REDACTED REDACTED REDACTED REDACTED 


Administrator/Clerical/Admissions REDACTED REDACTED REDACTED REDACTED 


Hospitality/Hospitality Rep REDACTED REDACTED REDACTED REDACTED 


Application Processor REDACTED REDACTED REDACTED REDACTED 


Chef REDACTED REDACTED REDACTED REDACTED 


Front 
Desk/Receptionist/Telephonist 


REDACTED REDACTED REDACTED REDACTED 


Waiting Staff/Bar Staff REDACTED REDACTED REDACTED REDACTED 


Land & Environmental Operative REDACTED REDACTED REDACTED REDACTED 


Refuse Loaders/Drivers REDACTED REDACTED REDACTED REDACTED 


Porter REDACTED REDACTED REDACTED REDACTED 


Kitchen Assistant/Kitchen Porter REDACTED REDACTED REDACTED REDACTED 


Warehouse Operator/Operatives REDACTED REDACTED REDACTED REDACTED 


Personal 
Assistant/Secretarial/Secretary 


REDACTED REDACTED REDACTED REDACTED 


Driver/Forklift REDACTED REDACTED REDACTED REDACTED 


HGV Driver/HGV Mechanic/LGV 
Driver 


REDACTED REDACTED REDACTED REDACTED 


Housekeeper REDACTED REDACTED REDACTED REDACTED 


Customer Services 
Assistant/Customer Services 
Support Staff 


REDACTED REDACTED REDACTED REDACTED 


Processing Operative REDACTED REDACTED REDACTED REDACTED 


Information Officer REDACTED REDACTED REDACTED REDACTED 


Events/Events Assistant REDACTED REDACTED REDACTED REDACTED 


Executive Assistant/Executive 
Officer 


REDACTED REDACTED REDACTED REDACTED 


Finance Assistant/Finance 
Officer/Payroll Administrator 


REDACTED REDACTED REDACTED REDACTED 


Support Officer/Support Services REDACTED REDACTED REDACTED REDACTED 


Call Handler REDACTED REDACTED REDACTED REDACTED 


Store Person/Assistant REDACTED REDACTED REDACTED REDACTED 


HR Admin/Assistant REDACTED REDACTED REDACTED REDACTED 


Registration 
Officer/Assistant/Registry 
Assistant 


REDACTED REDACTED REDACTED REDACTED 


Data Entry/Data Processor REDACTED REDACTED REDACTED REDACTED 


Janitor REDACTED REDACTED REDACTED REDACTED 


Domestic REDACTED REDACTED REDACTED REDACTED 


Clearance Operative REDACTED REDACTED REDACTED REDACTED 


Art Manual / Worker REDACTED REDACTED REDACTED REDACTED 


Retail Assistant REDACTED REDACTED REDACTED REDACTED 







OFFICIAL – SENSITIVE - COMMERCIAL 


 


2 


Visit Assistant REDACTED REDACTED REDACTED REDACTED 


Leisure Attendant REDACTED REDACTED REDACTED REDACTED 


Mailroom/Mailroom Operative REDACTED REDACTED REDACTED REDACTED 


Official Reporter REDACTED REDACTED REDACTED REDACTED 


Grounds Keeper/Seasonal 
Gardner 


REDACTED REDACTED REDACTED REDACTED 


Payroll REDACTED REDACTED REDACTED REDACTED 


Escort REDACTED REDACTED REDACTED REDACTED 


Barista REDACTED REDACTED REDACTED REDACTED 


 
All commission rates are fixed for the duration of the Framework Agreement and for the length of 
any individual Call-Off Contract under the Framework. 
 
Assignment/Role Types  
 
Many different categories of temporary admin, catering and/or manual assignments/roles will be 
required. This pricing schedule contains examples of the types of roles that may be required. 
These examples will be used as grades to which similar or equivalent roles will be matched by the 
Framework Public Body in consultation with the Contractor.  
 
Contractors must understand that the assignments/roles and volumes will vary depending on the 
requirements of the individual Framework Public Body.  
 
Hourly Pay Rates  
 
Hourly pay rates are not included as part of this Pricing Schedule. However, hourly pay rates must 
be discussed and agreed with the Framework Public Body for each individual assignment/role, 
taking into account all current employment legislation and in compliance where appropriate, with 
the Agency Workers Regulations 2010. Where overtime rates are paid as standard in an industry 
and the Framework Public Body agrees to pay overtime rates, the Contractor will be required to 
pay the overtime rate in line with buying organisation's policies for permanent workers. 
 
Living Wage 
 
The Scottish Government is committed to supporting the Scottish Living Wage (currently set at 
£8.75 per hour) in its public sector pay policy for the duration of this parliament [2016-21].  The 
Agency Workers Regulations 2010 require equal pay for agency workers doing the same or similar 
work to that of permanent employees.  Where public sector pay policy applies this means agency 
workers will be receiving an hourly rate of pay at or above the Scottish Living Wage.  Framework 
Public Bodies that do not fall within the public sector pay policy remit will be required to consider 
their own position with regards to payment of the Scottish Living Wage. 
 
Transfer or Temp to Permanent Fees 
 
The Authority does not view this Framework Agreement as a formal testing ground for potential 
staff employment.  The Contractor must not give temporary workers or candidates any expectation 
that a temporary/interim assignment through this Framework Agreement will lead to employment 
with a Framework Public Body.  However, it is recognised that the Contractor's temporary workers 
or candidates may seek employment with a Framework Public Body.   
 
The Conduct of Employment Agencies and Employment Businesses Regulations 2003 govern 
when a transfer fee, also known as a 'temp to perm' fee can be charged.  See paragraph 19. of 
Schedule 1 - Statement of Requirements for more details.   
 
It is understood that the Conduct of Employment Agencies and Employment Businesses 
Regulations 2003 may not apply to all agency staff and that it is reasonable to expect a transfer 
fee in certain circumstances.   
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The Contractor can only charge a ‘temp to perm’ fee if all of the following apply: 
 


• the contract with the client (e.g. Framework Public Body) gives them the option to extend  
  the worker’s assignment; 
• the client (e.g. Framework Public Body) doesn’t take the option to extend the  
  assignment; 
• the client (e.g. Framework Public Body) gives the worker a permanent job less than 8  
  weeks after the end of their initial assignment – or less than 14 weeks after it started if  
  that is later. 
 


If the temporary worker has had more than one assignment with the client (e.g. Framework Public 
Body) and there were more than 42 days between assignments, the later assignment is treated as 
if it is the first one. 
 
Where applicable, the Call-Off Contract between the Contractor and the Framework Public Body 
must include all transfer fees and conditions and be in accordance with the formula for charging 
'Temp to Perm' fees in this Pricing Schedule – see Table below.   
 


 
ONE OFF FIXED FEE - £ 


 
REDACTED 


 


 
The formula is fixed for the duration of the Framework Agreement and all Call-Off Contracts 
awarded under this Framework Agreement. 
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Question 2.2 - SOUTH
Tenderers must provide a statement which demonstrates 
a clear understanding of the public sector landscape in 
Scotland and the Framework Public Bodies who will use 
these services. You must demonstrate you understand the 
demand Framework Public Bodies have for the services 
and how public bodies will use those services. 


Response 


Understanding the framework requirements 


Blue Arrow understands the requirements and importance of public bodies 
recruiting staff compliantly. Due to this we have partnered with many of the 
members of our frameworks to help them understand their current spend 
and implement monthly MI reporting. This allows us and the framework 
members the opportunity to review requirements and plan ahead. The aim 
being to provide cost savings on recruitment going forward through better 
overall planning. It also allows members to see a real time view of spend 
levels at any given time. This would be something that we would be eager 
to introduce to public bodies.  


Following our review of the tender documents supplied, we understand that 
this framework is for the provision of temporary administrative, catering & 
manual staff services across the Southern Region of Scotland and will last 
for four years. The framework will focus on providing the public bodies 
situated in the South of Scotland including urban, suburban and rural areas 
with the temporary staff needed in order for them to deliver the level of 
service required. 


It is envisaged that this framework will allow the public bodies the 
opportunity to make cost savings and spend compliantly through an 
approved and governed route. This route will in turn enable the public bodies 
the opportunity to work with suppliers like Blue Arrow, who will be able to 
further assist in cost savings as well as holding high standards on inclusion 
and equality. 


Based on analysis of the spend report provided for the past 12 months, we 
have estimated that there were over 6000 temporary roles created through 
the framework, which on average resulted in over 1000 flexible employees 
out working each day. We understand that both the skill set requirements of 
staff and the geographical spread is vast, due to the various responsibilities 
of the public bodies and the large rural areas within the Southern Region of 
Scotland. 


This framework will provide all of the public bodies with the option to make 
either a direct award or to run a mini competition for the provision of 
temporary administrative, catering & manual staff services they require. This 
in turn will benefit the public bodies in being able to monitor and potentially 
reduce spend on temporary labour.  


With a maximum of four suppliers being awarded to the framework (ranked 
1st – 4th) it will provide the public bodies with the most advantageous 
agencies to work with. However, we understand that as with other 
frameworks we are appointed on, it is up to each public organisation as to 
how they wish to spend against recruitment.  
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We also understand that this framework will be available to all public bodies 
in Scotland which includes but is not limited to the below: 


 Executive agencies 


 Scottish Ministers 


 Councils constituted under Local Government 


 The Integrated join boards 


 Cross border public authorities  


 Non ministerial departments (NMDs) 


 Further or higher education establishments 


 Charities entered on the Scottish charity register  


 Voluntary organisations entered on the membership database of 
the Scottish Council for Voluntary organisations 


 Executive non departmental public bodies (NDPBs) 


 Advisory NDPBs 


 Tribunal NDPBs 


 Public corporations 


 Health bodies 


 Parliamentary bodies 


 Other significant national bodies 


 


Moving forward 


Public bodies have a need for staff to remain operational as with private 
sector businesses, however; we understand the penalties and the 
implications of not having the correct amount of staff in public sector 
organisations and we have clear plans on how we ensure staffing numbers 
are met.  


  


Blue Arrow aims to partner with individual framework public bodies to really 
understand the pressure points they have, this includes any peak 
requirements. By doing this we are then able to resource plan for the client 
and ensure that we build candidate pools of skilled and checked workers 
that are able to take a shift at short notice.  From experience this is 
something that has enabled our public sector clients to stay compliant with 
staffing numbers, as they have the ability to request cover at short notice. 


 


When working in partnership with public bodies as part of our initial 
discussions, we will seek to clarify where any skills shortages sit and look to 
up skill areas of our workforce in the specific skill set to meet the needs. 


 


Blue Arrow actively recruits local staff for local roles, working with Job 
Centres, mental health charities, return to work organisations and running 
recruitment days in hard to reach locations, to ensure that we are truly 
reaching all potential candidates and delivering the opportunity for 
candidates to apply for roles.  We understand the current pressure points 
and shortages in certain skills in the market.  


 


As part of our commitment to enhance people lives, Blue Arrow is big on 
training, this means we give our candidates the opportunity and tools to up 
skill if they have a desire to. The effect of this is twofold – we are able to 
supply highly skilled staff whilst also enabling our flexible workers the 
opportunity for development which in turn we have found delivers loyalty.  


 


Our experience 


Blue Arrow has valuable experience of supplying high volumes of staff of a 
high calibre through a framework. We are a top supplier on  


 where our staff help to keep our  
help process our help to keep our   


operational, the list of users of this service and the 
importance of the role they play cannot be underestimated. We also have 
valuable experience supplying all levels of staff to numerous public sector 
bodies across the UK.  
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Other public bodies that we work with include:  
 


 


 


By working closely with framework public bodies and developing an 
understanding of the varying short and long term needs of all of our public 
sector clients we are able to meet their requirements.  


 


Our solution 


To ensure that the Scottish Government and the public bodies gain the most 
out of this framework, if successful Blue Arrow will provide a dedicated 
account team. This team will focus on your demand whilst being supported 
by an established reputable branch network who have proven experience in 
attracting and retaining the commercial, manual, driving and catering 
candidates within Scotland.  


 


We have experience in working within other frameworks as well as our 
ability to understand the varying short and long term needs of all of our 
public sector clients. This is highlight in the current  where 
we are ranked as the number .  


 


This team will be allocated specific organisations and they will manage the 
relationship from the first meeting to all ongoing service reviews.  We would 
look for regular service reviews to be completed on-site and host temp 
surgeries with the ongoing workforce to ensure the public body retains the 
best talent in the market place.  The Blue Arrow account team will offer a 
fully compliant service that protects the end user from any non-compliant 
temporary staff working within their organisation.  Management Information 
will be provided to all public bodies and can detail fill rates, unfilled roles, 
spend etc., this can be tailored to each public bodies’ needs.  The 
management information will also highlight the length of service for all 
flexible employees, this is very important when considering AWR 
compliance and should also be considered when the public body is looking 
to employ in permanent roles. 


With a key aim of the framework being to enable the public bodies to make 
cost savings and spend compliantly through an approved and governed 
route. To assist with this aim, Blue Arrow would provide the Scottish 
Government and public bodies alike with management information to assist 
them in reviewing their current spend on recruitment and provide the insight 
into cost saving as well as holding high standards on inclusion and equality. 


 


The nature of work is evolving and requests for temporary labour can come 
at any time of the day.  


   
 
 


   


 


This system also provides members with the ability to have true 24/7 access 
to staff. This is along with our experienced account team and our out of 
hour’s team who take over outside of office hours. Through this we are able 
to provide the Scottish Government and public bodies with 24/7 access to 
candidates across the South of Scotland. 
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Question 2.3.1


Tenderers must provide details of how they will deliver the 
service under this Framework Agreement, including their 
organisational structure, details of key staff (and their 
roles) with designated responsibilities for ensuring 
successful delivery throughout the Framework period, and 
the minimum experience levels (not a CV) and a job 
specification(s) for the designated Account Manager(s). 
Tenderers must also provide details of the number of key 
personnel to be dedicated to the South Region (see 
Regional Boundary Map), how this number is calculated to 
be sufficient and set out the procedures for how any 
changes to these key personnel will be managed.  


 


The organisation chart to the right shows our proposed account 
management team if we are awarded a place on the framework.  Due to the 
potential size of the framework we have ensured that we have board level 
sponsorship with both and  being involved in the 
tender process from the beginning.  


 


 


 


 


 


 


 


 


– National Account Manager 


As the national account manager for the public sector, will play a key 
role in the delivery of this framework. will be responsible for the 
overall running of this contract from a national view point and will incorporate 
working/recruiting techniques that are proving successful in other 
frameworks we are working on. ill be involved in strategic reviews 
with both the Scottish Government/Blue Arrow internal boards and where 
appropriate, with the Scottish Government’s own senior decisions makers 
to enhance and develop our service offering.  
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Key operational duties for are: 


 


 
 


 
 


 
 


 


 


 


 will be responsible for the operational delivery of the overall contract. 
This role is crucial to the success of the contract and involves responsibility 
for ensuring the account team delivers consistently against service levels 
and continuously develops our partnership. Key operational duties for Grant 
are: 


 


  
 


  
 


  


  
 


  


 


 


 


 


Senior Account Manager 


The senior account manager will be responsible for the day-to-day 
management of the account and the account team. They will be the main 
point of contact for the Public Bodies on a daily basis and will attend all 
review meetings and provide the agreed management information in line 
with agreed timescales. Key operational duties for this role are: 
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Account managers 


The account managers will deliver exceptional service through the timely 
supply of flexible employees and by embracing Blue Arrow’s promise based 
culture. Key operational duties for this role are: 


 


  


  
 


  


   


  


  
 


 


 


 


Account coordinators  


The account coordinators support the senior account manager and account 
managers in the running of the contract and will be responsible for:  


 
 


 
 


 


 


  


  
 


  
 
 


 


  


 


  


 


The account managers and coordinators have been calculated on a ratio of 
(candidates)  (account manager/coordinator) based on time 


management surveys completed on a number of existing contracts.  The 
maximum supply ratio we would ever apply would be   Blue Arrow 
have lowered this ratio due to the geographical split of the public sector 
clients and the volume of candidates, this will allow each account 
manager/coordinator dedicated time to develop business with Public Bodies 
and promote the framework. 


 


Additional support functions 


Branch network – Our branch network in the South of Scotland will support 
our account teams by actively supporting in candidate generation and 
candidate management.  The branch network will also support the account 
management team through any periods of absence in key account 
personnel.   


Head office functions – Our marketing, HR, legal, payroll and credit control 
functions will also support this framework.  


National response centre – A team of  recruitment consultants that sit 
centrally and through the use of technology are able to support in the supply 
of local talent for local roles. 
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Managing account team changes 


If a change to the team is unavoidable, we will: 


  


  
 


 


  


  


  
 


 
Our aim is to ensure that our clients receive the highest level of service 
continuously and that they are kept informed of any changes within the 
company at the earliest possible opportunity. 


 


Account manager job description 


To safeguard the running of the framework of this size the account manager 
will need to meet the following criteria: 


  


  


  
 


  
 


In addition to the criteria above they must also demonstrate they have the 
skills and experience to be responsible for: 


 


 


 


 Account development 
o Ensure that all customer relationships are on a journey to 


achieving high road recruitment practices that are aligned 
to enhancing the lives of everyone that touches Blue Arrow 


o Proactively develop new business opportunities by 
establishing and building relationships with existing and 
new key stakeholders within the public sector organisation  


o Communicate with the Public Bodies to ensure they are 
kept up to date with progress against orders and provide 
relevant feedback to promote accurate and achievable 
candidate pipeline management 


o Ensure that all the clients strategic staffing decisions are 
made in overall consultation with Blue Arrow 


 Team recruitment & development 


o To recruit, motivate and retain appropriate account team 
members and ensure the team are trained and developed 
to support business requirements and individual potential 


o To influence change positively and ensure this is embraced 
at all levels through effective communication and the 
adoption of a promise based culture 


o To attend team and company meetings and communicate 
information effectively 


o Proactively develop team members in line with career path 
levels 


o To review performance standards in line with the company 
minimum expectations, ensuring targets/objectives and 
KPIs are in place, understood, reviewed and met on a 
monthly basis 


o To provide 1-1 coaching on the day-to-day operational 
aspects of recruitment. Where appropriate identify 
individual and team training & development needs and 
ensure the appropriate development plans are put in place 
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 Service 


o Ensure that all administrative duties are carried out within a 
timely fashion with emphasis on quality and accuracy 


o Ensure that all periods of absence are dealt with in-line with 
the company absence management process 


o Ensure adherence is maintained to all current employment 
laws, legislative or otherwise 


o Maintain a good understanding of and adhere to, any client 
specific on-site procedures 


o Hold regular meetings and ensure effective communication 
with candidates, client, colleagues and senior manager(s) 
to ensure that effective communication takes place at all 
levels and best practice is shared 


o Develop and maintain strong professional relationships 
with colleagues, candidates and clients by the adoption of 
a promise based culture. Gaining clients’ trust and really 
understanding their business by client visits, service 
reviews etc. 
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Question 2.3.2


Tenderers must provide details of their procedures to 
ensure compliance with Disclosure Scotland and Baseline 
Personnel Security Standard – BPSS, (or other standard as 
may be defined by Framework Public Bodies) including 
details of the effective management of any third party to be 
used in this process, and the measures they will take to 
match security pre-cleared candidates to Framework 
Public Body requirements.  


 


Tenderers must also describe the measures they will take 
to ensure that temporary/interim workers understand and 
adhere to confidentiality requirements, particularly in 
relation to sensitive roles. 


 


Below we have provided a description of the procedures that are adhered 
to when performing a Disclosure and Barring Service (DBS) or Disclosure 
Scotland (DS) check.  


 


Blue Arrow works in partnership with  
to provide online DBS screening. Before processing a DBS or DS 


check the candidate/interim worker must sign a consent form and 
Rehabilitation of Offenders Act form. The process goes through the 
following steps: 


 


 Check need is identified 


 Consultant creates a record on system and emails the worker 
requesting the application form is completed 


 Candidate/interim worker completes the application and submits the 
relevant information to  


  check application and request amended info if required 


  countersign application and submit to DBS who review the 
application 


 If the DBS application is not clear or shows convictions, notification 
is sent to the candidate/interim worker and Blue Arrow.  


review the application, and advise if the 
candidate/interim worker can be accepted for work 


 If the DBS application is clear confirmation sent to Blue Arrow and 
certificate posted to candidate/interim worker. Blue Arrow consultant 
prints off confirmation and files in the candidate/interim worker file 
for audit purposes 


 Candidate/interim worker brings certificate into branch for scanning 
and soft copy sent to vetting & compliance for storage 


 Placement can progress  


 


Should a candidate receive a conviction after they are cleared, they must 
inform their branch immediately who will inform the Public Body 
immediately. 


 


The process for DS checks follows the same process as described above 
with the following difference. Disclosure Scotland return the completed 
certificate addressed ‘private and confidential’ for the attention of the 
counter-signatory within the vetting & compliance team. If the disclosure is 
clear the compliance & vetting team will inform the branch that the 
candidate/interim worker is ready to work. If the disclosure is not clear, it will 
be sent to the branch or for clarity checking with the candidate/interim 
worker.   
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Checks are undertaken annually, with the date for renewal recorded on our 
system which will flag prior to expiry. Blue Arrow carry out the initial DBS/DS, 
however we advise candidate/interim worker to sign up to the annual update 
service to ensure their check is always up to date allowing them to stay in 
continuous employment. If they do not sign up to the update service the 
process is undertaken again. 


 


The candidate/interim worker will not be suitable to be assigned to work if 
the disclosure shows: 


 A conviction or caution not declared at interview  


 Crimes of a violent or sexual nature 


 Crimes involving defrauding an employer 


 Theft from an individual 


 Serious drug related offences 


 Other crimes leading to a custodial sentence 


 


Confidentiality of the disclosure is maintained at all times.  Results of the 
disclosure are not shared with anyone, unless written permission has been 
received from the candidate/interim worker. 


 


Below is the internal process that our consultants follow when taking a 
booking and determining if a DBS/DS check is required: 
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Confidentiality  


For any sensitive roles we would email the job description but also call/meet 
the candidate/interim worker to discuss the specific requirements with 
regards to confidentiality or the nature of the industry that they are going to 
be working in.  This gives us the opportunity to fully gauge the 
candidate/interim workers understanding of the importance of the security 
measures in place and also to answer any questions they may have prior to 
going on site. 


 


Our experience  


We currently supply DS cleared chefs to various 
s.  When we supply this level of staff we ensure 


that we gain the permission of the candidate/interim worker and then send 
a copy of the certificate to the client for their records.   


 


We also have to provide BPSS clearances for  which can take 
up to 10 days to come back. While this check is being completed we actively 
source work for the candidate/interim workers going through this clearance 
in the interim period.   


 


Continuity and consistency of worker we know is key to all end users that 
will utilise the framework.  We will endeavour to provide the same member 
of staff as we understand the demands on inducting and training new 
members of staff. When we send any candidates out to assignments they 
receive information about the role that they are going to be completing and 
any vital information for this role.  


 


In the South region we have a number of remote locations that we supply to 
- however we would still follow the above process for security clearance. 
With our new fully integrated IT system this allows us to hold online 
interviews and to accept paperwork online.  In order to verify the 
identification we would approach one of our partners to meet with the 
candidate in the rural area.   


We currently utilise the services of the and  
to verify ID in rural or remote locations. However we will arrange to visit rural 
locations regularly in order to ensure each candidate is meets of our 
consultants face-to-face to verify all ID’s and paperwork.  


 


We have supplied staff in a number of rural areas where we do not have a 
physical branch – an example of these are below: 
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Question 2.3.3 


Tenderers must provide details of their approach to ensure 
the recruitment, retention and matching of suitable 
candidates in the South Region. 


 


Blue Arrow has branches in key locations across the South of Scotland 
(Glasgow, Bellshill, Livingston and Edinburgh), together with targeted 
marketing campaigns we have built a pool of candidates in both urban and 
rural areas. With the local coverage we have and the ability to travel to rural 
areas, we are able to guarantee our consultants will meet all candidates 
face-to-face during the registration/interview process. This supports our 
ability to match the right candidates to the right roles by getting to know each 
candidate and what is important to them and to determine what they are 
looking for. 


 


We have recently launched a new recruitment system throughout Scotland 
which allows our branches to access registered candidates available to work 
in the locations needed, regardless of which branch they registered with. On 
a daily basis our consultants recruit candidates across the different 
geographical areas to ensure our candidate pipeline is healthy and covers 
all areas of the South of Scotland. 


 


Some strategies we employ include: 
 engaging with local services such as 


and the job centre; and working with local companies (who 
are going through restructures/redundancies) to register their employees to 
help them find new work quickly. We also use our 


 
 of new registrations are through 


word of mouth. 


 


In more rural areas we engage with the local job centre and educational 
facilities to increase our candidate pool. Our consultants travel to rural areas 
using either the local job centre, community centres, a local hotel or Blue 
Arrow’s  all of which have internet and 
photocopying facilities, to carry out face-to-face vetting and proof of right to 
work checks, interviews and skills evaluations. 


 


The relationship we have with our candidates and clients alike enables us 
to gain local marketing knowledge. Coupled with our knowledge of market 
trends, we are able to forecast the demands for candidates and tailor our 
recruitment strategies accordingly.  


 


By working closely with our clients we are able to understand their exact 
requirements and timelines to build a bespoke recruitment plan looking at 
candidate numbers, drop offs and failed vetting. By monitoring these 
processes closely we ensure we have a healthy pipeline and have 
confidence to deliver on projects for clients such as  
and . Additional recruitment solutions that have proved effective 
include: 


 Blue Arrow operates a which is 
used to attract, interview, in both urban 
and rural areas. The  has fully functional Wi-Fi,  


, desks and IT equipment to support client open days, 
recruitment campaigns, peak planning and local/rural recruitment 
campaigns 


 Campus labour pools for areas where multiple Blue Arrow branches 
can support client locations. Utilising a campus area optimises 
candidate pools and combines multiple sites to share candidates 
where opposing peaks and seasonality occurs, hence reducing 
attrition and retaining knowledge/skill for clients when required 
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Below we have provided a flow chart of the recruitment process to further 
highlight what is completed: 


 


 


Retention 


Engaging candidates from day one is vital for ongoing retention. We are 
aware there will be instances where there is difficulty sourcing candidates 
due to the differing skill sets and geographical spread of requirements. In 
the current candidate market it is important to show the public bodies as the 
employer of choice in the local area.  


 


Several factors drive this decision, such as proximity/travel time to work, 
pay, client brand and reputation from a “word of mouth” perspective, 
especially given the power of social media. 


 


 


 


With this is mind, we would look to work with framework public bodies to 
ensure candidates see them as the employers of choice. We have found in 
the past that the best ways to ensure this occurs, is to offer a fair wage for 
the role (at least the Scottish Living Wage) and for the candidates to have 
been fully informed of what will be expected of them.  


 


We achieve this by working with Public Bodies to understand the role, 
skills/experience required and the working environment, which we will then 
pass on to candidates when discussing the role with them. Our experience 
has shown that by giving an honest overview of the client and role allows 
them to make a fully informed decision whether they accept the assignment 
and thus aids retention.  


 


Other initiatives for candidate retention include:  


 


  
          


 
 


 
 


     
 


 


  
 
 


 


 Regular communication 


 Quarterly feedback  


 Free on-going training 


 Branch newsletters and bulletins 
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Matching candidates 


In order to match the right candidate to the right role we identify the specific 
requirements of each assignment and gather information on equipment to 
be used, the working environment, client culture and policies. As described 
above we gather this information from the Public Body either at the time of 
the request or during the project implementation. A 


 
 such as public transport 


links that will enable the candidate to make an informed decision. 


 


Once we have this information we are able to review our candidate pool to 
create a shortlist of candidates whose skills match the role requirements. 
We then interview each candidate, either in person or using  to 
discuss the assignment, the location, working hours, information on any 
equipment that may be used, the working environment, client culture and 
the policies and procedures they will need to adhere to. Providing all of this 
information to the candidate ensures they understand what the role requires 
and most importantly what will be required from them. Once the candidate 
confirms their interest in the role and we have performed all vetting and 
security checks required, we will then put the candidate(s) forward to the 
client for final interview and selection.  


 


Maintaining consistency 


Maintaining a consistent workforce is key to increasing productivity, efficiency, 
candidate loyalty and overall engagement. As this is important to both our 
clients and our candidates, Blue Arrow works hard to ensure candidates 
return to positions with clients they have worked for previously.  


 


Following each placement it is our policy to hold individual exit interviews with 
candidates and hiring managers. We do this for a number of reasons, one of 
which is to confirm the candidate placed in a role met the hiring managers 
requirements, fitted into the working culture and if they would be willing to take 
the candidate on another placement.  


 


During the exit interview with the candidate we request feedback from them 
on the role, the client and the working atmosphere, to assist us with future 
bookings. We will also ask the candidate if they would be willing to be placed 
into future roles with the client.  


 


This information assists us with future placement requests.  
 is updated to show the candidate is able to be placed into future roles 


with the client and they are also willing to work with the client again.   


 


All feedback received from both the client and the candidate is fed back to the 
other party (providing permission has been granted). Where both the client 
and candidate confirm they would like to work together again if any future 
opportunities become available. We will look to place candidates with that 
client to ensure consistency and reduce potential training requirements.  


 


High demand 


During the implementation stage of all call-off contracts, we would want to 
work with the framework public bodies to analyse their historic usage data and 
any planned high demand usage, so we are able to plan for all additional 
requirements in the different areas of Southern Scotland. 


 


We will build a pool of workers who have been screened and vetted to meet 
public body requirements. The pool is constantly monitored to make sure we 
have enough workers to cover your peak periods for each of your contracts, 
along with a contingency in case of additional requirements.  


 


Our branches will run recruitment campaigns prior to high demand, to add to 
our pool of candidates.  Should the need for additional candidates be in a rural 
location, our consultants will visit the local job centre to recruit additional 
candidates. 







 


1 


 


Question 2.3.4


Tenderers must provide details of how they will carry out 
pre-employment occupational health checks prior to 
placing a candidate to an assignment, how they will assess 
and implement reasonable adjustments for disabled 
applicants both during the interview process and in 
assigning individuals to work placements and how they 
will ensure robust diversity and equality policies are 
implemented throughout the Framework duration.  


 


During the initial telephone conversation our consultants have with all 
candidates, a brief conversation is held to discuss what the candidate is 
looking for, a brief history of their experience and any additional information 
we may need to know, such as child care issues, travel restrictions or any 
disabilities that we need to cater for.  


 


Following this initial conversation the candidate will be invited into one of 
our local branches to register with us. If during the conversation they have 
advised us of any disability, we will ask them if there is anything they need 
to ensure they are able to register with Blue Arrow.  


 


If the candidate lives in a remote location and they are unable to attend one 
of our branches, we will arrange to meet them at a location nearer to them. 


 


 


Blue Arrow is totally committed to all forms of equality in employment both 
as an employer and as a supplier of recruitment services.  


We share the vision of our parent company, Impellam plc, which is to 
become ‘the world’s most trusted staffing company, trusted by our people, 
our customers and our investors in equal measure’. To demonstrate this 
Blue Arrow has achieved and is currently renewing our disability confident 
employer accreditation. 


 


All of our offices have been designed to ensure they are disability confident 
locations, with access via a lift if situated on a floor above ground level. We 
also have various reading aids available to candidates who may have 
learning difficulties such as dyslexia and can also print out paperwork in 
larger font if this assists the candidate’s interview process.  


 
 


 


When taking a booking from a new client or a new client premises we will 
complete a health & safety questionnaire with the client and request copies 
of their health & safety policy and procedures which are passed on to the 
candidates. Any risks will be identified and passed on to candidates so that 
they can make an informed decision as to whether they wish to accept the 
assignment. 


 


Medical checks 


Once a candidate successfully completes our recruitment process, they are 
asked to complete a medical questionnaire, so that any assignments we 
offer them pose no threat to the health and safety of themselves, colleagues, 
or the public, or so that we can consider what reasonable adjustments may 
be necessary in a particular assignment. The questionnaire covers 
questions such as: 
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 Has the candidate suffered from: 


o Ear trouble or deafness 


o Eye trouble or defective vision not corrected by glasses 


o Back trouble, other muscle or joint trouble 


o Breathing issues such as asthma, hay fever or other chest 
trouble 


o Circulatory issues such as heart trouble, high or low blood 
pressure, varicose veins 


o Epilepsy, giddiness, fainting attacks, fits or blackouts, 


 


 Should we be aware of any matter affecting their ability to: 


o Stand 


o Sit 


o Walk 


o Lift 


o Climb stairs 


o Use your hands 


 


 If they have had time off work in the last two years due to illness or 
injury 


 If yes, have they made a full recovery 


 Are they taking prescribed medication which could affect their ability 
to perform the required tasks 


 Any physical, mental or other condition which we should take into 
consideration 


 


Where a candidate has highlighted anything within the medical 
questionnaire that would require any reasonable adjustments, we will  


discuss this with the candidate to determine what needs to be done in order 
for them to be able to complete the work, such as considering restrictions in 
manual handling for people with back or shoulder problems, noting the 
importance of regular breaks for someone with diabetes or making 
allowance for people with regular hospital appointments as per the Equality 
Act 2010. Once this information has been gathered one of our consultants 
will contact the hiring manager to discuss the adjustments that would need 
to occur to enable to candidate to complete the role requirements.  


 


Pre-employment checks 


As with every contract we have a number of pre-employment checks that 
we would carry out.  These are: 


 A health and safety visit to each client site to identify any potential 
risks and to check that they are Disability Discrimination Act (DDA) 
compliant. We also clarify who is the first aider on-site, check 
access to the working areas and confirm what induction will take 
place on day one   


 Every candidate must complete a medical questionnaire as 
described above  


 When arranging interviews with clients for candidates who have 
advised they have disabilities – we advise them of the necessary 
requirements and of any adjustments that need to be made 


 Should the candidate have any concerns we take them to the clients 
site prior to interview to alleviate any fears that they may have, 
therefore allowing them to be the best version of themselves at 
interview 


 Prior to the interview/appointment of a candidate with a disability, a 
member of the branch team visits the site again, specifically looking 
to ensure that all the requirements for the candidate have been put 
in place and check for any other risks to the candidate 


 The candidate is also be given confirmation of whom to contact in 
an emergency whilst on-site 
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We also work with our clients to mirror their own pre-employment 
occupational health checks and would be happy to work with framework 
members to ensure our candidates are compliant with their own standards. 
Examples of mirroring clients’ pre-employment checks include when 
supplying to the  our branches gain permission from the candidate to 


 
 


 


Each candidate is accessed on their skills and ability to perform the role 
alone. We always ensure that the selection criteria for all roles is clear, 
relevant and objective and there are no unnecessary requirements or 
criteria which may exclude candidates from any particular section of the 
population. 
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Question 2.3.5 


Tenderers must provide details of their proposals to 
manage temporary/interim worker sickness absence and 
absenteeism, the process for replacement of 
temporary/interim workers where they are deemed 
unsuitable for the role, and how they will ensure that the 
Framework Public Body is protected from employment 
relationship claims/employment law risks.  


 


Attendance and time-keeping is managed through regular communication 
between our account managers and the Public Bodies. As part of the 
induction process, candidate/interim workers are made critically aware of 
the importance of notifying us of any delays in attending work or potential 
absences. This enables us to ensure that a replacement candidate/interim 
worker is sourced and on-site as quickly as possible. 


 


All candidate/interim workers put forward to the Public Bodies will have 
undertaken an in-depth recruitment and briefing process, which covers what 
will be expected of them in terms of completing their assignment to the 
requirements expected by you. They will also be provided with an employee 
handbook which contains the procedure they must follow if they are/will be 
absent from work.  


 


The handbook requires the candidate/interim workers to confirm and sign 
that they have read and fully understood what is expected of them and the 
rules to which they must adhere to whilst working for Blue Arrow and our 
clients. These are described in more detail on the following pages.  


 


 


Replacement of staff 


Due to the recruitment, vetting and screening process that Blue Arrow 
undertakes with each and every candidate/interim worker, we feel strongly 
that the candidate/interim workers supplied to the Public Bodies will be 
successful. However, we also appreciate that this is not always possible. If 
a candidate/interim worker is deemed to be unsuitable for the role we will 
remove the candidate from the site and will replace them with a suitable 
candidate/interim worker within an agreed time with the Public Body (where 
possible). 


 


While a replacement candidate/interim worker is being sourced the account 
manager will contact the Public Body to discuss the reasons why the 
candidate/interim worker was not suitable, this will be done either over the 
phone or in person.  


 


 We will also discuss possible training that could be given to the 
candidate/interim worker who was removed to provide them with the skills 
to perform the role. This benefits both the Public Body as they will have 
another candidate added to the pool of candidate/interim workers who is 
able to perform the role at the level required. It also benefits the 
candidate/interim worker as they will not only learn a new skill but will also 
see the Public Body as an employer who is happy to invest time into them 
and thus improve the levels of attrition.  


 


Employment law 


During the registration process all candidate/interim workers are given an 
employee handbook, which sets out their terms and conditions of 
employment with Blue Arrow. Candidate/interim worker are required to sign 
a declaration contained within the handbook to confirm they have read and 
understood its contents, this declaration is stored in the candidate/interim 
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worker file. 
 


 


 


 our clients are responsible for the supervision, direction and control 
of candidate/interim workers whilst they are on your premises. Our clients 
are also responsible for providing copies of their policies and procedures for 
us to pass on to candidate/interim workers. 


 


Absence and sickness policy 


Blue Arrow expects all workers to work their agreed assigned hours if they 
are fit to do so. 


 our candidate/interim workers are 
covered by a number of policies including a sickness absence policy. 
However we are committed to ensuring candidate/interim workers suffering 
from ill health, including mental/physical illness and disability are treated 
with understanding and sensitivity, whilst achieving an acceptable level of 
attendance.  


 


Any flexible employee unable to attend work due to sickness must advise 
our account team either in person or by  


 each and every day they are absent, prior to their start 
time.  


 The account team will then 
ask when they expect to return and then contact the Public Body to advise 
them of the sickness, expected duration and confirm whether a replacement 
is required. 


 


All absences, regardless of duration, require certification. For absences of 
seven consecutive days or less (including Saturday, Sundays and bank 
holidays) a doctor’s certificate is not required, however the candidate/interim 
worker must complete a ‘self-certification sickness form’ on their return to 
work. 


For absence of eight consecutive days or more, a statement of fitness to 
work (fit note) is required from the candidate/interim worker’s doctor. This 
must be dated from the eighth day of sickness or earlier. If the doctor’s 
certificate does not cover the entire period of absence, including the first 
seven days, the employee must also complete a self-certification sickness 
form to certify the entire absence. 


 


Certification forms must be received by Blue Arrow on the first day they 
return to work, or by the fourteenth day of absence, whichever is the earlier. 
In the event that an candidate/interim worker is signed off again for a 
continuous period after the first fit note has expired, any additional fit notes 
must be received on the first day the candidate/interim worker returns to work 
or by the fourteenth day after the new fit note took effect. 


 


The self-certification form can be obtained from a Blue Arrow representative 
on the first day back at work. It is the employee’s responsibility to ensure 
they allow enough time to obtain a self-certification form and to provide it to 
Blue Arrow within the required timeframe. 


 


The original certification forms must be provided directly to Blue Arrow who 
will take a photocopy for their personnel file and scan a copy to send to the 
payroll team to process. The original forms will then be returned to the 
candidate/interim worker.  


 
     


 
 
 


. 


 


It is the candidate/interim worker’s responsibility to ensure original 
certification forms are received by Blue Arrow within the required timeframes 
for SSP to be paid in a timely manner and periods of absence are correctly 
certified.  
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A candidate/interim worker fit note allows a doctor to advise one of two 
options – fit for work or not fit for work. A doctor may include comments 
which will help the company understand how an candidate/interim worker is 
affected by their condition. They can suggest one or more common ways to 
help the candidate/interim worker return to work.  


 


If a doctor indicates that an candidate/interim worker 'may be fit for work', the 
company will assess if it is possible to accommodate the suggestions made 
within the current assignment or find an alternative assignment. 


 


If the Public Body can make the necessary adjustments to the original 
assignment, or an alternative assignment, the employee must return to 
work. If they fail to return, SSP will not be payable for the period of absence 
and the candidate/interim worker may be subject to disciplinary action. 


 


Where it is not possible for the Public Body to make the changes required, 
the employee should not return to work until they have recovered. The 
employee may use the fit note as if their doctor had advised they were 'not 
fit to work'. A new fit note will not be required. 


 


Upon the candidate/interim workers return to work, regardless of length of 
absence, they will have a meeting/telephone conversation with their Blue 
Arrow representative to clarify the reason for absence and ensure they are 
fit for work. 


 


All candidate/interim workers are made aware of their obligations to provide 
sufficient notice for any planned absences and procedures to be followed 
for unplanned absences.  


 


 


 


 
. This will then 


be agreed with the client. Absence for jury service or military service should 
also be agreed in advance with Blue Arrow and our client. 


 


 
      


   
 
 
 


 


Blue Arrow will also conduct regular temp surgeries or service meetings on 
site with the Public Body and candidate/interim workers to give visibility and 
offer support and improvements. If a candidate/interim worker is deemed as 
unsuitable for a role they will be advised by Blue Arrow of the reasons, and 
a suitable replacement will be sourced immediately. 


 


 







 


1 


 


Question 2.4.1


Tenderers must describe their management processes 
and agreed ways of working to maintain a consistently 
high service level. Your response should cover, but not be 
limited to, performance monitoring, managing 
communications, problem solving and dispute resolution, 
achieving value for money in relation to your staff 
(including supply chain sub-contractors or consortia 
members, where appropriate) and internal and external 
stakeholders.  


 


In order to maintain consistent and high level of service, 
will have overall responsibility for the management of 


the account.   


 


Each account manager will be responsible for their own call-offs and will 
hold daily calls/meetings with the account coordinators to monitor service 
levels.  This will then highlight any improvements or issues which can be 
dealt with immediately before they have any impact on our service delivery.  
It is also an opportunity for all members of the account team to understand 
what each other is working on, so that they are able to pick up a colleagues 
tasks in cases of unplanned absence. 


 


Each coordinator is set KPIs which are monitored on a daily and weekly 
basis by the account manager. Example of KPIs are: 


 


  


  


  


  


 


 


In addition, our local account managers will be in regular contact with hiring 
managers, allowing them to assess their satisfaction with our service 
delivery. 


 


Our management processes includes:  


 


Quality check-in calls  


Within the first 30 minutes on the first day of any new assignment, we will 
check that the candidate has arrived, either by phoning the hiring manager 
or using the attached to our candidate management 
system. 
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Performance monitoring 


The account management team’s performance is monitored on a daily basis 
by the senior account manager.  All staff have a performance review 
meeting every  to discuss their performance to date. These 
reviews are recorded with actions and their deadlines agreed. Feedback 
received on the member of staffs’ performance is also discussed and where 
appropriate how it can be improved or arranging for further training if it is 
required. 


 


The reviews give the opportunity to discuss the overall contract performance 
and whether any improvements have been identified which need to be 
discussed further with the framework public body before being implemented. 


 


Managing communications 


We believe that regular communications with our clients is an integral part 
of relationship management. Our approach is to become an extension of 
our clients’ business and to be able to offer a true partnership. 


A communication plan is agreed at the offset of the contract. We understand 
that each public body will have differing needs when they would like us to 
contact them. The communication plan will form part of the service level 
agreement. 


 


Communication between our account team will take place on a daily basis 
between the account manager and account coordinators. As a minimum on 
a weekly basis between the account managers, senior account manager 
and operations director. 


 


Problem solving and dispute resolution 


We have formal procedures to record and track issues/complaints. 


However, in most cases the account team can resolve issues/complaints 


during the course of their normal working day.  


 


 


 


 


 


 


 


 


Whilst the majority of complaints can be resolved at a local level by our 


account managers, in the event they are unable to find a satisfactory 


solution the following escalation will take place. 
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.  


 


 
 


 


Should a candidate be unsatisfactory, we aim to source a suitable 
replacement as soon as possible from our candidate database. To confirm 
our commitment to you,  


 
 


 


 


 


 


 


Should there be uncertainty regarding the candidate’s ability to carry out the 
role, wherever possible we would arrange a meeting to gain further details 
of the issue. Should the issue require the candidate to receive further 
training; this will be arranged immediately and the next steps agreed with 
the hiring manager. Should the issue be related to behaviour then we will 
work with the relevant manager and the candidate to raise the candidates 
standards to those expected. In agreement with the manager we will either 
continue the candidate in the assignment and monitor their improvement on 
an agreed timeline or replace them as required. 
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Question 2.4.2


Tenderers must provide a statement to clearly 
demonstrate their proposals for regular and effective 
communication with Framework Public Bodies throughout 
the Framework duration, including reporting mechanisms 
for the provision of management information, out of hours 
procedures, complaints management (including 
escalation), and order cancellation processes.  


 


Communication 


Blue Arrow has extensive experience of working as a key supplier to public 
sector frameworks and as such we acutely understand the need and value 
for us as a supplier to ensure regular communication to the Public Bodies 
and also to the framework contacts directly. We understand our role as a 
supplier is to support and assist the Public Bodies by showing them the 
value of utilising the framework for their recruitment needs.  


 


Experience has shown us that effective communication is key to the success 
of any contract. Daily contact between our account team and framework 
public bodies allows for relationships to be built on a local level. Interaction 
is either face-to-face, a phone call or via email. Therefore our dedicated 
account managers will be in regular contact with the Public Bodies. 


 


Internally the senior account manager will have daily, weekly and monthly 
meetings with all account managers and coordinators to review activities.  


 


This will enable a cohesive working environment and enable all of the team 
to have a true understanding of live vacancies and to be aware and support 
on any current pressure points and learnings.  


 
 


 


  


  


 


 


  


 


We would suggest the following meeting schedule. 
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Reporting mechanisms for the provision of management 
information 


All activity is recorded on our candidate management system including: 


 


  


  


 


 


 


  


 


 


From this we are able to run reports which will be shared with Public Bodies 
to show that service levels and key performance indicators are being met.  


 


It can also be used to refine patterns of recruitment to enhance efficiency 
and productivity allowing us to work in partnership with the Public Bodies to 
ultimately help drive cost saving measures and individual resource planning 
strategies. This will also assist us to fully support those Public Bodies that 
may have seasonal and operational peak requirements.  


 


We will also run monthly reports to analyse individual public body spend and 
feedback to the framework public bodies periodically as requested. All 


reporting is analysed by each account manager on a regular basis to make 
sure tasks are completed and deadlines are met. 


 


Management information will be provided at agreed times throughout the 
contract but at least on a monthly basis. The exact parameters/criteria for 
the management information to be provided will be determined and agreed 
prior to the start of the contract. However; areas we would expect to provide 
information on is responsiveness, fulfilment, employee quality, retention, 
and productivity. 


 


The generation of proper, detailed, focused management information is 
critical to ensure that targets are met, developing client/consultant dialogue, 
and promoting a culture of continuous improvement.  


 


Out of hours procedures 


We understand that the requirement for candidates within the public sector 
is not just 9 to 5. Which is why we will utilise our out of hours and fulfilment 
team outside of normal business hours, over the weekend and over all 
public holidays. Our account team will provide a handover to the out of hours 
and fulfilment team at the end of each day to provide the Public Bodies with 
a continuous and consistent delivery of service. 


 


All telephone numbers will be automatically redirected to the out of hours 
and fulfilment team allowing Public Bodies or candidates to use the same 
contact telephone number regardless of the time or day.  


 


With the use of our technology platform our out of hours and fulfilment team 
have access to the same live client and candidate information as our 
account team and will be able to process any requests. At the start of the 
next business day the out of hours and fulfilment team will provide a 
handover to the account team to ensure a seamless supply and share of 
information. 
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We understand that some public bodies may want to have out of hours 
covered by their local account manager.  In these circumstances this will be 
discussed and agreed locally with the Public Bodies. 


 


Escalation 


During the implementation stage we will agree the escalation process to 
ensure that it is in line with the Scottish Government escalation process. 
However, we have provided our formal escalation procedure which ensures 
all queries are dealt with in a timely manner.  


 
 


 


Issues are initially handled at a local level and in the majority of cases can 
be resolved by our account teams. Through daily team meetings, we would 
expect to identify early on any deficiencies in our service delivery, before 
they can have an impact on our service delivery. Any deficiencies or 
complaints are dealt with as a matter of priority. 


 


Throughout the process we will continually communicate the steps that are 
being taken to all parties concerned and ensure that we review and 
feedback internally on any issues to ensure we are safeguarding against the 
same issues arising again.  


 


If the account team is unable to resolve an issue or the client/candidate is 
not satisfied with the outcome, it will be escalated for resolution.  
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Order cancellation process 


Blue Arrow would request that as soon as a framework member is aware of 
a change in the staffing requirements that they contact their designated 
account manager who will then be able to cancel the required 
booking/bookings and discuss any additional needs.  


 


Where possible we would request that this be done with at least 24 hours’ 
notice so that we can try and find the flexible employee work on another 
assignment. However, cancellation of a shift up to 4 hours before anticipated 
start time will not be charged.  
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Question 2.4.3


Tenderers must provide a mobilisation plan including key 
team members’ and stakeholders’ roles and 
responsibilities, tasks for completion by your staff, key 
dates and deadlines, proposals for marketing the new 
Framework in the South Region in both rural and urban 
areas. The mobilisation plan must clearly describe how 
you will ensure by the service commencement date, 
sufficient numbers of suitably qualified candidates to meet 
order fulfilment rates for the Framework and how you will 
ensure the authenticity of candidate qualifications and 
manage this on an on-going basis.  


 


From award to implementation the business change and implementation 
team will manage the roll out across Public Bodies with support from the 
following functions.  


 


  
 


  


  
 


 


  
 


  
  


  


 
 


  
 


  
 
 


 


  
 


 


  
 


  
 


 


From implementation to steady state the business change and 
implementation team will work with the account team and handover to 
business as usual once steady state is reached.  Until we have been able 
to complete due-diligence we are unable to provide accurate timescales. 
However, we have attached an example implementation plan for you to 
review. This plan shows all of the stages and responsibilities of all parties. 


 


Scottish Government will need to support the implementation process by 
ensuring designated internal stakeholders are committed to being available 
to the implementation team as and when required, in order to meet and 
agree sign off of each stage to meet overall completion deadline. 
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We would expect there to be internally led engagement activities across the 
business to ensure all stakeholders are engaged and that there is an 
understanding of the change. This is critical to de-risk the change. 
Throughout the implementation we will use the following project controls to 
ensure a successful implementation and a flawless start for go-live.  


 


  
        


 
 


  
 
 


 


  
 
 
 


         
 


  
 
 
 


 


  
 


  


 


  
 


 


How we will support marketing of the new framework in the 
South region in both rural and urban areas? 


Our marketing director will liaise with the PR/marketing lead for the Scottish 
Government Framework to identify goals, core messages, existing 
marketing activities and knowledge of regional engagement including 
known barriers or objections to membership for the South region. 


 


From this insight, we will devise either further research to understand more 
intimately the needs of Scottish Government Framework target audiences 
based in the South and how we might be able to reach them in a laser-
targeted way. This may be a combination of networking at Procurex 
Scotland in October or through the regional and webinar events hosted by 
Business Gateway as well as an element of paid-for market research. 


 


From the go live date, our first port of call will be to visit and make contact 
with all current users that have contributed to the 1.9 million hours that have 
been accessed via the framework in the past 12 months. We would do this 
by analysis of usage information and then distribute to the relevant 
dedicated account manager. The account manager would then contact the 
Public Body, arrange to go on-site and complete a client service review to 
understand their individual requirements and then tailor the value 
proposition of using the framework and Blue Arrow to support in their 
recruitment needs going forward.  


 


 
 
 


 


 


The account team will have a defined approach to contacting Public Bodies 
within their designated sector to discuss and explain the benefits of spend 
through the framework and the value this can add. We will utilise the 
information we have from the framework and the outlay of the contract to 
prove value add and compliance.  
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Audit & Analyse 


 
 
 
 
 


 


We will request existing job descriptions for each role and telephone 
interview access to typical hiring managers for each role this will enable Blue 
Arrow to  


 


 


Plan 


 
 


  


 


This plan would then be implemented and the success for each campaign 
activity, monitored and measured to apply ongoing refinement to the 
marketing plan.          
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This 


performance comes from a reputation built on many years of focus on the 
quality of the service delivered through our highly-trained, recruitment staff. 
It’s an understated truth of how we attract as many candidates as we do, 
every year for our clients. 
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Question 2.5.1


Tenderers must provide details of how they will deliver 
continuous improvement throughout the duration of the 
Framework. Your response must describe details of any 
measures to achieve greater efficiencies, simplify 
processes, and minimise errors and generally improve 
quality of service for the Framework duration.  


 


We consider ourselves a provider of solutions, rather than services. At the 
start of relationships we identify common goals with our clients and work 
together to meet them. We promote an open and honest relationship, 
sharing information and working together, which is key to ensuring that 
continuous improvement can be achieved.  


 


Our strategy for continuous improvement is to work in partnership with our 
clients, gain an understanding of their goals and then provide a service to 
help them achieve those goals.  


 


All of our continuous improvement plans start with feedback from our clients 
and candidates. We gather this feedback as part of our regular review 
meetings. Within these meetings we will discuss what has worked well and 
if there are any issues that need addressing. We then look at how we can 
adapt our service offering so that we best meet our clients’ needs. This is 
supported by the use of service levels and management information to track 
our fulfilment rates and the tenure of service of our workers. 


 


As well as gathering feedback from our clients and hiring managers, we also 
gain feedback from our candidates on how they rate Blue Arrow and their 
thoughts on their assignments.  


This is carried out during candidate surgeries and weekly satisfaction phone 
calls. The data is then formatted and used by our account management 
teams to identify areas that require improvement and introduce them into 
our service delivery.  


 


We encourage review meetings with client stakeholders to formally 
review contract performance, MI and KPI data. Our internal system,  


 provides us with real time management information for all clients 
and this can be shared with the Public Bodies. Any areas requiring attention 
are investigated and where required, process changes implemented.  
Ongoing monitoring ensures the areas are improved upon. We also 
encourage more frequent review meetings with our account team and the 
Public Bodies to understand their service levels and how the team can help 
them.  


 


      
 


 


Ongoing development and training of our candidates is paramount to the 
retention of our candidates.  Training is provided to staff by our dedicated 
trainers and senior management team. We make sure everyone is aware of 
the clients’ requirements by carrying out either group or one-to-one training. 
All training is supported by a documented process and is logged on the 
candidates’s individual  file.   


 


Blue Arrow utilises  scores to obtain feedback from all clients 
and candidates on their happiness within their job, Blue Arrow and the 
clients for which they are working.   
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 score is an index ranging from  that 
measures the willingness of the Public Bodies to recommend a company’s 
products or services to others. It is used as a proxy for gauging the 
customer’s overall satisfaction with a company’s product or service and the 
customer’s loyalty to the brand. Blue Arrow Scotland has market leading net 
promoter scores which we are happy to share with our clients on a quarterly 
basis. 


 


Blue Arrow is always striving to offer innovative solutions that give 
continuous improvements to our clients. We have detailed below some 
examples of innovations that we have implemented and which have added 
value to our clients in different ways. 


 


Technology 


Blue Arrow utilises an in-house client and candidate management system, 
.   allows our candidates live access 


which they receive   Candidates can update 
their availability in real time which directly informs the account management 
team of any changes. The candidates can also request holidays and enter 
their weekly hours worked, removing the need for any paper timesheets. Our 
clients also have access to the to allow approval of candidate hours and 
timesheets.  


provides greater efficiencies. It speeds up the payroll process as 
the client and candidate no longer need access to a computer, scanner etc. It 
also reduces our carbon footprint as it removes the need to print out 
documents.  When working hours are entered and approved in the app, this 
feeds directly into our payroll system which removes the human data entry 
element which in turn reduces errors.   


All bookings received are entered onto  whether we successfully 
fill them or not as this provides us with true, live management information.   


We use this data to track any role specific shortfalls and monitor supply 
fulfilment rates.  


 
  The system will score the candidates based on skill set, location and 


availability which assists our account managers in selecting the best 
candidates for the role. 


 


 
 
 
 


 


 


 
 
 


  


 


 
 
 


 


 


Innovation workshops  


Our parent company Impellam Groups’ consulting function regularly 
supports Blue Arrow with innovation and industry thought leadership.  As an 
example, our head of consulting recently delivered a seminar to  


 These seminars were on the “candidate 
experience” and “the generations within the workplace” and feedback was 
that the seminars were definitely worth attending. 
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In a thought-provoking, insightful and inspiring way, each seminar tackles 
an area that our clients struggle with. From employee engagement, 
candidate experience, why people leave their jobs, the generations in the 
workforce and the very future of work, we can help you to better understand 
the issues, the business benefits and how to respond to the challenge. We 
would like to extend an invitation to the Scottish Government and public 
bodies to attend these seminars. 


 


Added value 


Our ‘enhancing people’s lives’ strategy has seen us continually develop 
innovative benefits and experiences for our candidates. These include: 


 


Career path – Each candidate is given the opportunity to develop their 
career with Blue Arrow through training and upskilling. We have introduced 
new initiatives including ‘


 


 


Training opportunities – We offer candidates training to improve or learn 
new skills. Courses available include Microsoft Office packages, customer 
service skills, levels 1 and 2 food hygiene training and level 2 allergy 
awareness. We also offer eLearning modules for our candidates.  


is a platform with over 120 courses available, including customer 
service, sales, communication skills, health and wellbeing and IT skills to 
name a few. It also extends to equality and diversity and health & safety.  
Blue Arrow has recently added free drivers CPC to our training offering.  This 
was added after a consultation with our clients and candidates to review 
driver’s attraction and retention.  The full cost of the training is covered by 
Blue Arrow, as this was one of the key areas highlighted by our candidates 
and a main reason why they may leave to go to an alternative employer.   


 


A guaranteed minimum number of working hours in any 12 month period – 
We consider it to be an obligation to find our candidates work. This gives 
them confidence that we will do all we can to match their skill sets and 
expectations to a suitable role and keep them in regular employment. 


 
 
 
 
 


     
 


 


Permanent contracts – Blue Arrow will alert all hiring managers to any 
candidate that has exceeded 12 weeks worked within their organisation.  We 
do this as many candidates can be due extra pay, holidays or benefits through 
AWR regulations, but also to highlight the duration of the candidates service 
and  
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Question 2.6.1


Tenderers should describe their procedures for storing, 
retaining and transmitting data between the Contractor, 
the Framework Public Bodies (& sub-contractors where 
applicable) to ensure compliance with the Statement of 
Requirements (Schedule 1) & to ensure continuity of 
service and protection against cyber-attacks. Answers 
should include (as a minimum): 


 


 Details of where data will be stored & how it will be 
secured including processes, software & standards 
& must include measures put in place with sub-
contractors (where applicable); 


 Details of how data will be securely transmitted 
between the Framework Public Body, the Contractor 
(& sub-contractors where applicable) including 
processes, software & standards; 


 Details of how the data will be secured at rest (end 
point security) both at the Contractor’s premises (& 
their sub-contractors premises where applicable); 


 Details of processes followed including those for 
assessing future risks; 


 Testing of Disaster Recovery policies & procedures, 
including the dates, duration and frequency; 


 Methods for the back-up & continuity to deliver 
services should an incident occur including 
manpower & access to equipment;  


 


 Methods & processes in place to mitigate against 
cyber-attack & crime using online technologies 
including processes, software & standards; 


 Destruction policies & processes including policies, 
processes & software. This should include the 
measures put in place with sub-contractors where 
applicable; 


 Tenderers should also provide details of any 
standards applicable in this area (e.g. ISO 27001, 
ISO 22301, ISO/IEC 20000, Cyber Essentials/Cyber 
Essentials Plus or their equivalents);  
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Question 2.7


The Public Sector in Scotland is committed to the delivery 
of high quality public services, and recognizes that this is 
critically dependent on a workforce that is well-rewarded, 
well-motivated, well-led, has access to appropriate 
opportunities for training and skills development, are 
diverse and is engaged in decision making. These factors 
are also important for workforce recruitment and retention, 
and thus continuity of service. Public Bodies in Scotland 
are adopting fair work practices, which include a fair and 
equal pay policy that includes a commitment to supporting 
the Living Wage, including, for example being a Living 
Wage Accredited Employer; clear managerial 
responsibility to nurture talent and help individuals fulfil 
their potential, including for example, a strong 
commitment to Modern Apprenticeships and the 
development of Scotland's young workforce; promoting 
equality of opportunity and developing a workforce which 
reflects the population of Scotland in terms of 
characteristics such as age, gender, religion or belief, 
race, sexual orientation and disability; support for learning 
and development; stability of employment and hours of 
work, and avoiding exploitative employment practices, 
including for example no inappropriate use of zero-hours 
contracts; flexible working (including for example 
practices such as flexi-time and career breaks) and 
support for family friendly working and wider work life 
balance; support progressive workforce engagement, for 
example Trade Union recognition and representation 


where possible, otherwise alternative arrangements to 
give staff an effective voice.  


 


In order to ensure the highest standards of service quality 
in this Framework Agreement we expect contractors to 
take a similarly positive approach to fair work practices as 
part of a fair and equitable employment and reward 
package. 


 


Tenderers must describe how they will commit to fair work 
practices for workers (including any agency, sub-
contractor workers) engaged in the delivery of this 
Framework. Responses need not be constrained to, or be 
reflective of any of examples given above. However, good 
answers will reassure evaluators that your company takes 
a positive approach to rewarding staff at a level that helps 
tackle inequality (e.g. through a commitment to paying at 
least the Living Wage); improves the wider diversity of 
your staff; provide skills and training, and opportunities to 
use skills which help staff fulfil their potential; avoids 
exploitative employment practices (e.g. in relation to 
matters such as the inappropriate use of zero-hours 
contracts); takes the engagement and empowerment of 
staff engaged on this contract seriously, including having 
arrangements in place to ensure trade union 
representation where possible; otherwise alternative 
arrangements to give staff an effective voice and that your 
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company will demonstrate organisational integrity with 
regards to the delivery of those policies. This reassurance 
can include a variety of practices which demonstrate your 
approach to fair work and should be tangible and 
measurable examples that can be monitored and reported 
during contract management procedures. 


 


Blue Arrow understands that in line with the framework, Public Bodies in 
Scotland are Living Wage employers and our candidates will be paid the 
same hourly rate of pay. When placing candidates into assignments, our 
account managers will always ensure they are paid at least the Scottish 
Living Wage.  


 


As a company we are always working with our clients to help them 
understand that by paying a fair wage appropriate to skill and job level they 
are more likely to attract appropriately trained and qualified candidates who 
want to work for them. We are able to show this through reports we collate 
and market trends, enabling a pay change that means all our candidates 
are paid fairly.  


 


Our recruitment processes and procedures are designed so that we place 
candidates into assignments when they have the necessary qualifications 
and experience for that role, regardless of any characteristics protected 
under the Equality Act 2010. Any breach by an employee of this policy, will 
be escalated and could result in a disciplinary. 


 


We are a disability confident employer and encourage applications from 
applicants from all walks of life.  Our mobile recruitment centre aims to reach 
those from disadvantaged areas of the country, candidates with disabilities, 
older workers, ethnic minorities etc. for whom registering in a high street 
branch would possibly be a daunting prospect.   


 


To support our mission of enhancing people’s lives, we engage in six key 
practices to support this goal. 


 


Big on Advice 


If someone cannot be placed in work by us, perhaps because they don’t 
have the skills, we will provide proper well-researched advice to guide them 
in the right direction or give them the necessary training opportunities.  


 


Big on Communication 


Everyone should find it easy to access our services face-to-face or online. 
We will use technology to ensure our candidates can directly influence their 
relationship with us and determine their readiness to work, desire for time 
off, need of training or advice at the swipe of a screen on their smartphones.  


 


Big on  


We make every effort to ensure that the people to whom we offer 
placements get to work in an environment in which they are treated with 
respect, are paid fairly for their work and are being appreciated as human 
beings. As a leading human resource business, we will work closely with 
those organisations that are aspiring to higher levels of candidate care, with 
a view to guiding their staff handling approach to a level that is consistent 
with liberal and ethical care guidelines. This is what we call ”. 


 


Big on Talent 


We will move towards offering full employment for our candidates with 
specialist skills such as our chefs and classified drivers. We will push to see 
the end of zero hour contracts and uncertain work patterns within the 
industry. We will strive to offer employment in which people will work and be 
paid fairly within an employment model of their choice whether full or part-
time. 
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Big on Training 


We will build an infrastructure, properly planned and resourced, that will 
allow us to provide the training and development needed to meet both the 
skills gaps in our markets and the career aspirations of our candidates. All 
of our candidates have access from the day that they join Blue Arrow to our 
extensive online training platform , this provides them with 
the opportunity to access 1,000s of courses that are both certificated and 
offer personal development.  


 


Big on Wages 


It will not be enough for Blue Arrow to pay the Scottish Living Wage. We will 
ensure that as a result of the Blue Arrow Wage, every employee will live 
well; be able to feed and clothe their families, be able to develop their social 
and leisure lives and be able to invest in their future. 


 


Feedback 


Candidate feedback 


Blue Arrow actively engages with our candidates to ensure that they feel 
instrumental in the business and that they have a voice. We do this through 
our account teams, they have direct contact with candidates and give them 
the opportunity to discuss any issues or concerns they may have.  


 


As part of us gaining feedback and to ensure that our candidates do not 
have any issues we call them directly after their first shift and at the end of 
their first week. We will also visit the site on a regular basis to run candidates 
surgeries and hold 1-2-1’s with each candidate.  


 


 


 


Client feedback 


 
 
 
 


 


 


Blue Arrow actively works with our clients to understand the benefits of 
paying parity from day 1. We believe this shows candidates that they are 
valued and ensures that candidates feel compelled to deliver the very best 
of themselves on their assignments. It enables candidates to see the 
benefits of working with our client’s long term and makes the transition from 
temporary to permanent contracts seamless for the candidate. It fosters a 
sense of belonging and team spirit in what could be a short term assignment. 


 


Increase the proportion of young people in learning, 


training or work 


We have extensive and successful partnerships with  
 and workplace providers to help young people into work.  We are also 


a strong advocate of the apprenticeship scheme to formally provide young 
employees with recognised industry related qualifications (REC 
qualifications). Our consultants begins this after three months of 
employment with Blue Arrow and over the course of 12 months’ work with 
our qualified assessor team who provide support and guidance through this. 
We currently run level 2 and 3 in recruitment and resourcing, as well as 
business administration and customer services. 
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Question 2.8


Tenderers must confirm that, where appropriate, they will 
support the Scottish Ministers policies on Sustainability 
and Corporate Social Responsibility in delivering the 
services required.  


 


Please provide a statement which explains your 
sustainability policy and demonstrates how you will 
proactively support the delivery of the Framework Public 
Body(s) respective Sustainability (Social and Ethical) and 
Environmental Policies. This should include any measures 
you have in place to ensure, monitor and report 
sustainability across your supply chain.  


 


Further details on Scottish Government’s Sustainable 
Procurement Policy are available at: 


 


http://www.gov.scot/Publicatio­ns/2016/03/8410/3 and  
https://www.procurementjourney­.scot/route-3/route-3-
develop-­strategy-profiling-commodity-s­ustainable-
procurement. 


 


Blue Arrow is aware of our contribution to society and that every business 
activity we undertake will have an impact on the community and environment. 
We are committed to conducting our business with integrity in an ethical and 
responsible manner, which is reflected in everything we do.  


 


We will work with customers who recognise the value we create and strive to 
provide good workplaces for our people. By doing so, we make sure that we 
are all working together, responsibly.  


 


We understand that our commitment to operating responsibly, sustainably 
and ethically must be translated into effective business practice, which is over 
and above legal obligations and reasonable expectations of us.  


 


We believe that engagement initiatives actively contribute to our business 
growth and therefore our senior leaders have committed time to this policy.  


 


Our approach as a business is to ensure that whoever engages with us 
directly or indirectly has a positive experience and this is echoed throughout 
our business as well as introduced to all new starters.  


 


In line with the guidance on social responsibility (ISO26000), we have 
identified six channels of CSR that we influence:  


 Charities & community 
engagement  


 Employment  


 Legislation 


 Environment & sustainable 
development  


 Quality  


 Inclusion 
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Through these channels, we are likely to engage with varying stakeholders 
such as:  


 Clients, their employees and other stakeholders  


 Candidates  


 Permanent employees  


 End customers (our customers’ customers)  


 Our suppliers  


 The communities in which we have a physical office  


 The communities in which we place people into work  


 The recruitment industry  


 


Understanding the good that we can do in each channel  


Charities & community engagement  


Every year, we ask our employees to vote for our chosen charity from a list of 
leading nationwide charities. We then hold company-wide events and 
competitions to raise funds. Blue Arrow also supports individual initiatives led 
by branches or employees, either through sponsorship, wider promotion or 
giving time off work to volunteer.  


 


We are also interested in supporting customer charity fundraising including 
sponsorships and joint fundraising. 


 


We engage with communities outside of charity work through supporting 
jobseekers who may find it difficult to find meaningful work. This is of particular 
interest to us as we seek to improve the sustainability of local areas and the 
skills of local people and this has proved to mitigate skill shortages for our 
clients.  


 


 


Employment  


We want our employees and candidates to be happy, healthy and productive 
in their work. In order to provide good workplaces for our people, we fully 
comply with all health and safety legislation, regularly reviewing our policies 
to ensure that they reflect any legislative changes.  


 


We value the work/life balance of each individual, and take account of their 
career goals. For employees, we have clear progression and training plans 
(including sponsorship with the recruitment industry qualification, CertRP) and 
for candidates we run training courses for skill-specific or general 
qualifications, that can be used whether they work through us or not.  


 


Environment & sustainable development  


Fundamentally, we are a low-risk business in terms of the impact we have on 
the environment. We are, however, committed to following best practices in 
the day-to-day conduct of our business, including the use of sustainable and 
recyclable materials, wherever possible. We are committed to following 
industry best practices and are proud to have achieved ISO 14001 
accreditation for our environmental management systems.  


 


We also run a number of sustainable development programmes to reduce 
travel and increase use of technology, such as flexible working policies and 
video conferencing facilities.  


 


Inclusion  


We actively encourage diversity in the workplace and are proud to employ 
people from a variety of social and ethnic groups throughout our business. 
We provide all of our employees with a work environment which is free from 
discrimination related to sex, race, colour, religion, age, ethnic or national 
origin, disability or other inappropriate base.  
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We take action to remove direct and indirect discrimination when recruiting 
either for our customers or for ourselves. We follow best practice guidelines 
in writing job advertisements and how we attract candidates so that we 
engage with all people.  


 


Our approach to equal opportunities and diversity helps improve our service 
as a business and the quality of our shortlists and is an area of importance 
to us and our customers.  


 


Disability Confident Employer – As an 


employment agency we recruit our candidates 


from within the local area, placing them with 


companies located within that area. As a 


company our ethos is to place candidates with 


the required skills into employment within their 


chosen area. 


 


Blue Arrow is a Disability Confident Employer, meaning we will: 


 Challenge attitudes towards disability 


 Increase understanding of disability 


 Remove barriers to disabled people and those with long term health 
conditions in employment 


 Ensure that disabled people have the opportunities to fulfil their 
potential and realise their aspirations 


 


Legislation  


As to be expected, we have implemented policies to account for the legal 
obligations applicable to all businesses as well as those that apply in the 
recruitment industry and the specialist markets we work in.  


 


Often, we go above what is required to ensure highest possible standards for 
our stakeholders.  


 


As an example, to ensure compliance with tax laws, we only work with 
umbrella companies who have been approved onto our PSL. This helps 
candidates partner with reputable companies, of which we have zero affiliation 
to, which protects candidates and our clients from non-compliance risk or 
dealing with disreputable firms. 


 


Quality  


To help us lead the industry, we follow best practice guidelines from the 
Recruitment & Employment Confederation (REC) and other sources.  


 


We have an in-house compliance team who monitor our procedures and 
policies to ensure that they work in practice at all times. Whether for business 
continuity, financial stability and ethical purchasing, we have procedures so 
that we can be relied upon.  


 


Bringing these ideas to life  


We hope that this policy acts as an impetus in bringing good practices to more 
of our clients so that we can work together to improve community 
engagement.  


 


During 2018, we will form a CSR team, consisting of individuals from across 
our business, to monitor and report on the social value that we bring to clients. 
The team will research new initiatives that the business can support and 
ensure that more of our clients benefit from our social value drives.  


 


The team has a number of aims covering charity sponsorship, diversity 
monitoring and others so that we can show continuous improvement in how 
the business operates ethically. Therefore, this helps ensure that the policy is 







 


4 


 


brought to life within Blue Arrow and shared with our customers.  


 


Senior level commitment  


Our policy will be reviewed and updated accordingly on an annual basis and 
will be included as part of our quality management system.  


 


The directors and senior management of Blue Arrow actively support the 
contents and philosophy of this policy and our employees are passionate and 
open to discuss the policy in practice. 


 


Specific example of adding value… 


Blue Arrow actively offers work experience to help individuals back into the 
working world and for those who need the first step on the ladder - both in 
relation to educational placements and in partnership with government 
schemes like the  
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Question 2.9.1 


The Scottish Government is committed to contributing to 
the social, economic & environmental well-being of the 
people of Scotland. The Government has five objectives 
that underpin its core purpose - to create a more 
successful country, with opportunities for all of Scotland 
to flourish, through increasing sustainable economic 
growth.  Tenderers must provide details of their proposals 
to support Scottish Procurement to meet SG overall 
community benefits policy through this Framework 
Agreement.  


 


Blue Arrow as a whole and particularly our branches in Scotland are fully 
committed to supporting the Scottish Government in delivering community 
benefits to the people of Scotland. Blue Arrow’s strategy of “Enhancing the 
lives of everyone that touches Blue Arrow” will be fundamental in helping us 
achieve this.   


 


By aligning our values, we can demonstrate how we talk to and treat each 
other as we go about our work. In order to deliver our promises and enhance 
the lives of everyone that touches Blue Arrow, we need to live by our values 
and the following core behaviours, in order to ensure we give our best every 
day. Our core values are: 


 Integrity 


 Inspire 


 Challenge 


 Expert 


 Extraordinary 


By living and working to these core values we are able to achieve our 
promises and also contribute to the five objectives of the Scottish 
Government. We would welcome the opportunity to discuss possible new 
initiatives that would enable both parties to increase the contribution to local 
areas. 


 


We have provided some of the initiatives that we are currently running as a 
company and in particular in Scotland: 


 


Wealthier & fairer 


None of us, not you, me, our employees and candidates should be asked to 
work in an environment in which they are not respected, treated fairly, paid 
fairly for their work and valued as human beings. We do two things to bring 
this about. Firstly we choose our new clients with care. We put energy into 
researching their values and their attitudes towards suppliers and 
employees and will not move into any new commercial relationships with 
organisations that exhibit characteristics. 


 


We will strive to tackle the ‘gap’ that exists between  the  national  minimum  
wage  and  that  of  the  Scottish Living  Wage.  By delivering on our long-
term promise to launch and ‘protect’ the ‘Blue Arrow Wage’ we have helped 
to set standards for ensuring our candidates are remunerated to a level 
where they can enjoy an acceptable standard of living. 


 


Blue Arrow works with the  a package of support worth 
almost £1billion to help young unemployed people to prepare for work and 
find a job. Blue Arrow has to date helped over 400 long term unemployed 
young people into work.   
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Healthier 


Blue Arrow currently engages with various back to work agencies such as 
routes to work and  We have utilised services to ensure we are 
offering roles and opportunities to disadvantaged persons, some success 
from this has been with clients such as Scotrail and Capita where we have 
gained these individuals work and they then moved into permanent 
opportunities. 


 


  


 
 


 
 
 


 


 


 
 
 


   
       


 
  


 


 


 


Mental health awareness walk – As part of our 
commitment to our company charity Mind, our 
branches took part in the mental health awareness 
walk week. 


Disability confident employer – As an employment agency we recruit our 


candidates from within the local area, placing 


them with companies located within that area. 


As a company our ethos is to place candidates 


with the required skills into employment within 


their chosen area. 


 


Blue Arrow is a disability confident employer, meaning we will: 


 


 Challenge attitudes towards disability 


 Increase understanding of disability 


 Remove barriers to disabled people and those with long term health 
conditions in employment 


 Ensure that disabled people have the opportunities to fulfil their 
potential and realise their aspirations 


 


Safer & stronger 


We attend recruitment and job fayres with both organisations to speak to 
potential candidates and support their applications for employment. We 
have seen great success from this with our catering clients who have utilised 
our candidate pool at large events & festivals. Blue Arrow works very closely 
with third sector clients providing temporary and permanent workforces, 
these clients include and  


  


Smarter 


Blue Arrow also engages with  for learning, and training 
academy who provide training and upskilling through grants and 
government funding.  
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Greener 


Blue Arrow’s environmental impacts are relatively small-scale compared to 
other industry sectors such as manufacturing.  However in accordance with 
ISO14001, our legal and compliance team are tasked with our health & 
safety function with monitoring all regulatory and best practice changes, 
including environmental legislation, and implementing them in the business. 


 


The internal audit team, reporting to legal & compliance, regularly audits all 
locations to measure compliance in institute and corrective or preventative 
measures necessary. Any non-compliance issues raised will result in an 
immediate review and any findings will be rectified by additional training or 
a review of procedures. 


 


Waste management – Releases to land have been identified as one of the 
environmental impacts made by Blue Arrow. Waste management also 
includes recycling general paper waste, plastics and office consumables. 
The company has already taken the decision to scan paperwork in 
departments historically associated with high paper usage, resulting in a 
lower level of storage of paper based records required by legislation. 


 


Waste generated by refurbishment or maintenance is disposed of by our 
estates department appropriately via a registered waste disposal company. 
Landfill waste levels are low in practice. 


 


Blue Arrow works with a company called  who recycle a number of 
products from our offices.  Blue Arrow are on a scheme called  
which includes the recycling of paper, cardboard, plastic bottles and 
aluminium cans, which are manually sorted, all waste is separated and 
baled on site.  The bales of paper, cardboard, plastic bottles and aluminium 
cans are then shipped to various mills. The paper and cardboard is then 
recycled to make toilet tissue, hand towels and paper. 


 


 


Toner cartridges collected from our offices are stored at  
then collected in bulk by a charity that  has used for many 
years.  The proceeds from the recycling of the toners are then sent to 
various charities in the UK and abroad. 


 


Energy management – Blue Arrow buildings have energy saving system 
installed called a  The system 
controls the heating and air-conditioning in the building.  It is a computer-
based control system installed into the building to control and monitor the 
building’s mechanical and electrical equipment such as ventilation, lighting, 
power systems, fire systems, and security systems.   


 


Blue Arrow’s systems that are linked to the typically represent  of 
a building's energy usage; if lighting is included, this number approaches 


 systems are a critical component to managing energy demand.  


 


Transport management – Business travel is minimised through extensive 
use of teleconferencing facilities and strategic choice of meeting locations. 
The use of public transport and vehicle sharing is promoted. Where travel is 
essential, air travel is severely limited and only modern, energy efficient, 
vehicles are provided. Where practicable home working is permitted, 
reducing the need to travel to work. 
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Question 2.10.1


Tenderers must include a statement on their full 
consideration of whether the Transfer of Undertakings 
(Protection of Employment) Regulations 2006 will apply in 
respect of this Framework, including details of any 
perceived implications and/or risks and how these will be 
mitigated.  


 


Tenderers must confirm whether their tender has been 
submitted on the basis of TUPE being deemed to apply or 
not. 
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This and the following 2 pages comprise Schedule 2 to the Framework Agreement between the 
Scottish Ministers and Blue Arrow Ltd  
 
SCHEDULE 2 - PRICING SCHEDULE  
 
Framework Agreement for the Provision of Temp Admin, Catering & Manual Staff Services – 
South Region   
 


 
Contractor:   
Blue Arrow Ltd 


Year 1                     
13 April 
2019 to 
12 April 


2020 


Year 2 
13 April 
2020 to 
12 April 


2021 


Year 3 
13 April 
2021 to 
12 April 


2022 


Year 4 
13 April 
2022 to 
12 April 


2023 


 
Assignment/Role Type 


Commission 
rate per hour 


 excluding 
VAT 


Commission 
rate per hour 


excluding 
VAT 


Commission 
rate per hour 


excluding 
VAT 


Commission 
rate per hour 


excluding 
VAT 


Catering Assistant/Cleaner REDACTED REDACTED REDACTED REDACTED 


Administrator/Clerical/Admissions REDACTED REDACTED REDACTED REDACTED 


Hospitality/Hospitality Rep REDACTED REDACTED REDACTED REDACTED 


Application Processor REDACTED REDACTED REDACTED REDACTED 


Chef REDACTED REDACTED REDACTED REDACTED 


Front 
Desk/Receptionist/Telephonist 


REDACTED REDACTED REDACTED REDACTED 


Waiting Staff/Bar Staff REDACTED REDACTED REDACTED REDACTED 


Land & Environmental Operative REDACTED REDACTED REDACTED REDACTED 


Refuse Loaders/Drivers REDACTED REDACTED REDACTED REDACTED 


Porter REDACTED REDACTED REDACTED REDACTED 


Kitchen Assistant/Kitchen Porter REDACTED REDACTED REDACTED REDACTED 


Warehouse Operator/Operatives REDACTED REDACTED REDACTED REDACTED 


Personal 
Assistant/Secretarial/Secretary 


REDACTED REDACTED REDACTED REDACTED 


Driver/Forklift REDACTED REDACTED REDACTED REDACTED 


HGV Driver/HGV Mechanic/LGV 
Driver 


REDACTED REDACTED REDACTED REDACTED 


Housekeeper REDACTED REDACTED REDACTED REDACTED 


Customer Services 
Assistant/Customer Services 
Support Staff 


REDACTED REDACTED REDACTED REDACTED 


Processing Operative REDACTED REDACTED REDACTED REDACTED 


Information Officer REDACTED REDACTED REDACTED REDACTED 


Events/Events Assistant REDACTED REDACTED REDACTED REDACTED 


Executive Assistant/Executive 
Officer 


REDACTED REDACTED REDACTED REDACTED 


Finance Assistant/Finance 
Officer/Payroll Administrator 


REDACTED REDACTED REDACTED REDACTED 


Support Officer/Support Services REDACTED REDACTED REDACTED REDACTED 


Call Handler REDACTED REDACTED REDACTED REDACTED 


Store Person/Assistant REDACTED REDACTED REDACTED REDACTED 


HR Admin/Assistant REDACTED REDACTED REDACTED REDACTED 


Registration 
Officer/Assistant/Registry 
Assistant 


REDACTED REDACTED REDACTED REDACTED 


Data Entry/Data Processor REDACTED REDACTED REDACTED REDACTED 


Janitor REDACTED REDACTED REDACTED REDACTED 


Domestic REDACTED REDACTED REDACTED REDACTED 


Clearance Operative REDACTED REDACTED REDACTED REDACTED 


Art Manual / Worker REDACTED REDACTED REDACTED REDACTED 


Retail Assistant REDACTED REDACTED REDACTED REDACTED 
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Visit Assistant REDACTED REDACTED REDACTED REDACTED 


Leisure Attendant REDACTED REDACTED REDACTED REDACTED 


Mailroom/Mailroom Operative REDACTED REDACTED REDACTED REDACTED 


Official Reporter REDACTED REDACTED REDACTED REDACTED 


Grounds Keeper/Seasonal 
Gardner 


REDACTED REDACTED REDACTED REDACTED 


Payroll REDACTED REDACTED REDACTED REDACTED 


Escort REDACTED REDACTED REDACTED REDACTED 


Barista REDACTED REDACTED REDACTED REDACTED 


 
All commission rates are fixed for the duration of the Framework Agreement and for the length of 
any individual Call-Off Contract under the Framework. 
 
Assignment/Role Types  
 
Many different categories of temporary admin, catering and/or manual assignments/roles will be 
required. This pricing schedule contains examples of the types of roles that may be required. 
These examples will be used as grades to which similar or equivalent roles will be matched by the 
Framework Public Body in consultation with the Contractor.  
 
Contractors must understand that the assignments/roles and volumes will vary depending on the 
requirements of the individual Framework Public Body.  
 
Hourly Pay Rates  
 
Hourly pay rates are not included as part of this Pricing Schedule. However, hourly pay rates must 
be discussed and agreed with the Framework Public Body for each individual assignment/role, 
taking into account all current employment legislation and in compliance where appropriate, with 
the Agency Workers Regulations 2010. Where overtime rates are paid as standard in an industry 
and the Framework Public Body agrees to pay overtime rates, the Contractor will be required to 
pay the overtime rate in line with buying organisation's policies for permanent workers. 
 
Living Wage 
 
The Scottish Government is committed to supporting the Scottish Living Wage (currently set at 
£8.75 per hour) in its public sector pay policy for the duration of this parliament [2016-21].  The 
Agency Workers Regulations 2010 require equal pay for agency workers doing the same or similar 
work to that of permanent employees.  Where public sector pay policy applies this means agency 
workers will be receiving an hourly rate of pay at or above the Scottish Living Wage.  Framework 
Public Bodies that do not fall within the public sector pay policy remit will be required to consider 
their own position with regards to payment of the Scottish Living Wage. 
 
Transfer or Temp to Permanent Fees 
 
The Authority does not view this Framework Agreement as a formal testing ground for potential 
staff employment.  The Contractor must not give temporary workers or candidates any expectation 
that a temporary/interim assignment through this Framework Agreement will lead to employment 
with a Framework Public Body.  However, it is recognised that the Contractor's temporary workers 
or candidates may seek employment with a Framework Public Body.   
 
The Conduct of Employment Agencies and Employment Businesses Regulations 2003 govern 
when a transfer fee, also known as a 'temp to perm' fee can be charged.  See paragraph 19. of 
Schedule 1 - Statement of Requirements for more details.   
 
It is understood that the Conduct of Employment Agencies and Employment Businesses 
Regulations 2003 may not apply to all agency staff and that it is reasonable to expect a transfer 
fee in certain circumstances.   
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The Contractor can only charge a ‘temp to perm’ fee if all of the following apply: 
 


• the contract with the client (e.g. Framework Public Body) gives them the option to extend  
  the worker’s assignment; 
• the client (e.g. Framework Public Body) doesn’t take the option to extend the   
  assignment; 
• the client (e.g. Framework Public Body) gives the worker a permanent job less than 8  
  weeks after the end of their initial assignment – or less than 14 weeks after it started if  
  that is later. 
 


If the temporary worker has had more than one assignment with the client (e.g. Framework Public 
Body) and there were more than 42 days between assignments, the later assignment is treated as 
if it is the first one. 
 
Where applicable, the Call-Off Contract between the Contractor and the Framework Public Body 
must include all transfer fees and conditions and be in accordance with the formula for charging 
'Temp to Perm' fees in this Pricing Schedule – see Table below.   
 


ONE OFF PERCENTAGE FEE  - % BASED 
ON FIRST YEAR'S BASIC ANNUAL SALARY 
FOR THE ASSIGNMENT/ROLE 


 
REDACTED 


 
The formula is fixed for the duration of the Framework Agreement and all Call-Off Contracts 
awarded under this Framework Agreement. 
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ASA – South 


Question 2.2.1    (Weighting – 10%)        1500 word count                                    
 
Tenderers must provide a statement which demonstrates a clear understanding of the public 
sector landscape in Scotland and the Framework Public Bodies who will use these services. 
You must demonstrate you understand the demand Framework Public Bodies have for the 
services and how public bodies will use those services. 
 
ASA Response 
 
The Procurement Reform (Scotland) Bill aims to create a national legislative framework for public 
procurement in Scotland. 
 
Public procurement in Scotland is governed by a detailed and complex framework of European law 
and the Bill is necessarily framed within this existing EU legislation. It is being developed in order that 
it complements existing EU legislation. The Scottish Government also places the Bill within the wider 
reform of public procurement in Scotland which has been ongoing since the 2006 publication of the 
McClelland Report.  
 
The Policy Memorandum sets out the broad intention of the Bill; 
 
“It aims to establish a national legislative framework for public procurement that supports Scotland‘s 
economic growth by delivering social and environmental benefits, supporting innovation and 
promoting public procurement processes and systems which are transparent, streamlined, 
standardised, proportionate, fair and business friendly. The Bill will focus on a small number of 
general duties on contracting authorities regarding their procurement activities and some specific 
measures aimed at promoting good practice. These measures should help encourage local action 
within organisations with the aim of building procurement capability and capacity and maximising 
public procurement‘s contributions to wider socio-economic and environmental policy objectives.” 
 
This Policy Memorandum states that the Bill will not be a replacement for existing EU legislation, but 
rather, in the main, will apply to two separate levels of procurement. The Bill in part will create a legal 
framework for contracts below the EU thresholds. However, certain elements of the Bill will apply to all 
public procurement at any level above the thresholds set in the Bill (therefore including contracts 
above the EU Thresholds).  
 
Part 1 of the Bill defines a range of key concepts, including that the Bill should only apply to those 
contracting authorities already subject to the Public Contracts (Scotland) Regulations and provisions 
on contracts that can be excluded from the scope of the Bill. Part 1 also defines a new level of 
thresholds to which many of the Bill’s provisions apply.  
 
Part 2 contains a number of general duties on contracting authorities. In addition to setting out that 
that they must comply with EU treaty principles even below the EU thresholds (as is the case at 
present), contracting authorities must fulfil the terms of a “sustainable procurement duty”. Provision is 
also made for certain contracting authorities to publish procurement strategies and annual reports.  
 
Part 3 places a number of specific duties on contracting authorities, including 


 that all regulated contracts must be published on the Public Contracts Scotland website  


 That community benefit requirements must apply to all contracts at or above £4,000,000 


 A number of other measures designed to offer benefits to potential bidders in terms of greater 
transparency, and ensuring that processes are proportionate.  


 
For those regulated contracts with a value between those set out in the Bill, and the EU thresholds, 
Part 4 of the Bill provides remedies for suppliers, similar (but not identical) to those in place for above-
EU threshold procurement at present. 
 







ASA understand that Scottish Procurement is an organisation which has been set up to act in an 


“umbrella capacity” across the public and third sector bodies to deliver best value across those bodies, 


fully implementing the Procurement Reform (Scotland) Bill whilst ensuring the delivery of innovative 


strategies and strong supplier relationships. This will facilitate a collaborative procurement strategy 


delivering a sustainable procurement platform to reach the objectives of European, UK and Scottish 


Governments. 


 


This framework provides the opportunity to deliver better labour market involvement which in turn 


assists in stronger economic growth. In particular, for groups of people facing barriers to entering the 


jobs market, this strategy will go some way to ensuring that the future of these groups is enhanced buy 


ensuring they are encouraged to engage in the work environment 
 
The second phase of the Public Procurement Reform Programme was set up to accelerate the 
change required and embed new initiatives and structures to provide benefits from the agreements.  
The focus on 
 


 Efficiency and collaboration 


 Delivering and highlighting real cash savings 


 Improving access to public sector contacts (SMEs) 


 Making sustainable procurement business as usual 
 
Scottish Procurement and the Public Bodies all have a vested in the above 4 points at a local level but 
also a at a central Government level to ensure value for money (cost, quality and sustainability) is 
achieved from the agreements awarded throughout the Country. 
 
Performance Management and Reporting is key to achieving the desired results and this is an 
approach ASA welcomes.  Our company structure has been set up to enable us to deliver, report and 
manage this agreement at a local level and also a central level for the overarching agreement.  The 
local level management is carried out via Account Teams based in our 4 offices throughout Scotland 
and the central team based in our head office producing overall reports on spend and performance of 
the agreements overall. 


 


We anticipate that the demand for this framework will vary greatly between each public body. The 


framework will operate with maximum 4 suppliers on a tiered/mini competition basis.  


 


Demand will be determined by factors such as sickness, holidays, staff shortage in role, additional 


projects, seasonal demand, service from other agency suppliers on the framework and public policy at 


the time. It is our responsibility to review demand on an ongoing basis with the public bodies and 


develop our candidate pools accordingly in order that we provide value for money and sustainable 


service to each public body. Even within each public body the demand will vary for example, an 


administrator may be required to cover maternity leave or for 1 week to cover sickness/holidays 


whereas a Chef may only be required for 1 shift or Environmental Operatives required over the summer 


to assist with public garden maintenance.  It is our responsibility to understand the demands and build 


resources around demand and peak demands to meet requirements.  Having worked with the public 


bodies in the South region for the last 4 years we already have an understanding of types of roles 


required and peak demands which we have built our temp pools around.   


 


As a current supplier to the public bodies below as well as many others within the South Region we 


already have a strong understanding of the market and its demands within the region.   


 


 
(REDACTED) 


 
Having an offices based in Edinburgh and Glasgow means we can easily attract, interview and carry 


out employer’s checks locally and already have an established pool of candidates to meet demands.  


The Account Teams responsible for the South Region are based locally in Edinburgh (6 Coates 


Crescent) and Glasgow (159 Bath Street) and are currently recruiting in the South Region therefore 







have a strong understanding of the public bodies in the area and their requirements. Below are a list of 


roles the Account Teams have recruited for the public bodies listed above: 


 


(REDACTED) 
 


Depending on where the temporary workers work there may be extra compliance required such as 


PVG/Disclosure Scotland, BPSS, and other security checks.  This is discussed with the public body at 


the time and temporary workers have all the necessary checks in place prior to being assigned any 


work with the organisation.  Our in-house Compliance Team carries out these checks and audits 


regularly to ensure they are up to date. 


  


As a supplier under the previous framework we have supplied over (REDACTED) temporary 


workers to public bodies in the South Region.  Currently we have (REDACTED) temporary workers 


on average working each week within public bodies in this region. 
 
ASA is a Scottish SME, operated by owners who are all active in the business and involved in local 


communities. We have made it our business to know the Scottish regions intimately, as excellent 


service delivery relies on strong local knowledge. Decisions are made locally and quickly for the benefit 


of those organisations with which we trade. ASA operate a professional, ethical and efficient business 


in order to maintain our reputation and add value both to the economy generally, and local communities 


in which we operate. 
 


  







Question 2.3.1 (Weighting – 30%) 1500 words  
 
Tenderers must provide details of how they will deliver the services under this Framework 
Agreement, including their organisational structure, details of key staff (and their roles) with 
designated responsibilities for ensuring successful delivery throughout the Framework period, 
and the minimum experience levels (not CV) and a job specification for the designated 
Account Manager(s).  Tenderers must also provide details of the number of key personnel to 
be dedicated to the South Region (see Regional Boundary Map), how this number is 
calculated to be sufficient and set our procedures for how any changes to these key personnel 
will be managed.  
 
ASA Response 
 
Having worked on this agreement for the previous 4 years and similar agreements previously, ASA 


have built processes and controls easily adaptable to changing market conditions. This strategy is 


deployed throughout our service, from initial recruitment stage to invoicing, purchase orders and 


management information providing public bodies cost savings.   


   


Below is a copy of our Organisational structure.  The highlighted sections make up the areas which will 


be directly involved in this framework delivery. 


 


(REDACTED) 


 
 


Our established Corporate Accounts division will be responsible for service delivery of the framework, 


supported by our Finance/Payroll, HR, IT and Compliance departments. 


 


Account Management 
Key Staff – Contracts Manager (REDACTED) 
(REDACTED) has worked with ASA for (REDACTED) years and (REDACTED) remit ranges from 


responding to the tender to implementation and overseeing the framework during its lifetime. 


(REDACTED) has been involved in the previous admin, catering and manual frameworks and prior to 


this involved in establishing a consortium which was successful in the first generation of the frameworks.  
Responsibilities include: 
 


(REDACTED) 
 


Key Staff - Account Managers, (REDACTED) (West of Scotland) and (REDACTED) (East of 


Scotland) Both Managers have been with ASA for over (REDACTED) years and managed the 


previous admin, catering and manual frameworks for the past 4 years.  Based in our Edinburgh and 
Glasgow offices both have extensive recruitment experience in the South Region running operations, 
managing teams and ensuring high standard service delivery. They have a wealth of knowledge of 
the market conditions in the South Region and share this with the Account Teams and our clients.  
 
Responsibilities include; 


 


(REDACTED) 
 


Below is a job spec for the Account Manager: 


 
1 Role Title: Account Manager 


 
2 Responsible To: Managing Director 


 
3 Purpose of the Role: 


  







 Management of volume accounts, including developing ongoing positive client relationships and 
attraction of candidates, matching them to jobs within the client accounts. 


 
4 Key Accountabilities: 


 
 Measurement of the quality of service we deliver, 


 
 Ensuring all vacancies are actioned and that the database is kept up to date enabling the sourcing 


of candidates from the Company’s database, including the drafting of adverts and other promotional 
material as appropriate. 


 
 Ensuring accurate processing of all payroll administration and invoicing is accurate and timeous.  


 
 To ensure KPIs are set, monitored and achieved, meeting fill rate requirements from clients 


 
 To ensure team’s full adherence to all compliance requirements in line with regulatory bodies. 


 
 Staff management, development and performance monitoring: 


 Responsible for monitoring account controllers’ performance by means of weekly meetings 


 Responsible for continued staff training and development 


 Carry out on-going staff appraisal 


 
 Quality control issues: 


 Adherence to all processes as outlined in our ISO Quality Manual 


 Maintain and develop professional image of self, team and company. 


 Be first point of contact for any complaints affecting the division; these to be resolved with 
reference to a Director/HR as appropriate. 


 
 Communication: 


 Communicate all significant operational issues and progress to Directors 


 Internal communication of all significant operational issues to team 


 
5 Key Outputs: 
 


 Meet or exceed objectives set 
 
6 Skills, Knowledge, Qualification and Experience: 


 
 A balance of previous relevant skills & experience; personal attributes; along with a range of 


educational backgrounds are required for this position 


 
 Good leadership skills 
 Excellent communication skills 
 Good administration skills 
 Good customer service skills 
 Background knowledge in a specific market sector  


 
 Personal attributes include: 


 
 Management/leadership experience 
 Adaptable 
 IT literate 


 


 


Account Team 


The Managers are already supported by a team of (REDACTED) to work on this agreement based 


in our Edinburgh and Glasgow offices. The team has a thorough understanding of the market 
conditions, candidate availability for particular skills and know the geographical area. They 







understand the importance of being able to fulfil our customer requirements and provide continuous 
improvements throughout the lifetime of the framework.  
 
The team is already recruiting under the current admin, catering and manual framework for numerous 


public sector organisations such as (REDACTED) therefore have a high understanding of 


processes, requirements and compliance such as BPSS, Disclosure requirements, types of 
assignments and have an established candidate pool in place to meet requirements.  
 


 The ASA Account Team has responsibility for: 


 


(REDACTED) 
 
Account Team Capacity 
 
The account team’s role involves placing and maintaining candidates in their respective positions. The 
placing of people in the role is more time critical initially and takes the majority of their time. One 
member of the team has the ability to place (REDACTED). Once the person is working on 
assignment, the maintenance follows strict timelines to process wages, deal with attendance and any 
issues arising. Efficiencies improve as the Account Team build knowledge of the Public Body 
requirements and processes.  


 
Given ASA's extensive experience in working with the public sector on frameworks of this nature we 


will effectively manage the framework on a ratio of (REDACTED). 
 
As stated in our Organisation Structure above our Edinburgh and Glasgow offices not only have the 
Corporate Account Division where this framework will operate from but we have divisions such as 
Commercial (office staff recruitment), Manual and Hospitality divisions who are continually recruiting 


and servicing other clients we work with, (REDACTED). 
 


Changes or additions to key personnel will be managed by ASA's Contract Manager and Account 


Managers.  Should ASA have a staff change the new member of staff will be fully inducted and trained 


on the framework and the public body requirements Changes are communicated to the public bodies 


and a meeting organised to introduce the new member of the ASA Account Team.  The ASA Account 


Manager is responsible for inducting and ensuring service delivery to the public body is not interrupted.  


Should there be any changes to the ASA Contracts Manager or Account Manager this will be managed 


by ASA's Managing Director and the public bodies and Scottish Procurement will be advised and 


informed of ASA's contingency plan. 


 


  







Question 2.3.2  (Weighting – 20%)  1500 words 
 
Tenderers must provide details of their procedures to ensure compliance with Disclosure 
Scotland and Baseline Personnel Security Standard – BPSS, (or other standard as may be 
defined by Framework Public Bodies) including details of the effective management of any 
third party to be used in this process, and the measures they will take to match security pre-
cleared candidates to Framework Public Body requirements.  Tenderers must also describe 
the measures they will take to ensure that temporary/interim workers understand and adhere 
to confidentiality requirements, particularly in relation to sensitive roles. 
 
ASA Response 


 
Disclosure Scotland  
Disclosure Scotland checks are carried out for every temporary worker who comes into contact with 
vulnerable people, such as children, elderly or the handicapped and also for posts involving particular 
risk, such as national security, administration of justice or financial services.  Disclosure forms are 


completed and sent to (REDACTED) 
 


(REDACTED).  All compliance will be carried out by the compliance team providing consistency and 


quality of service to the Public Bodies. Should this situation ever change (REDACTED) ASA will 


take all reasonable steps to ensure that the organisation on whose behalf we are acting complies 
with the Code of Practice, and in full accordance with our policy. We will take all reasonable steps to 
satisfy ourselves that they will handle, use, store, retain and dispose of Disclosure information 
complying fully with the Code of Practice, and in full accordance with our policy. We would ensure 
that any body or individual at whose request applications for Disclosures are countersigned, has such 
a written policy. If necessary, ASA will provide a model policy for that body or individual to use. 
 
ASA complies fully with the Code of Practice issued by Scottish Ministers, in connection with the use 
of information provided to registered persons, their nominees and other recipients of information by 
Disclosure Scotland under Part V of the Police Act, for the purposes of assessing applicants' 
suitability for employment purposes, voluntary positions, licensing and other relevant purposes. We 
undertake to treat all applicants for positions fairly and not to discriminate unfairly against the subject 
of a Disclosure on the basis of conviction or other information revealed. 


 
We will request a Disclosure only where this is considered proportionate and relevant to the particular 
position. This will be based on a thorough risk assessment of that position and having considered the 
relevant legislation which determines whether or not a Disclosure is available to the position in 
question. Where a Disclosure is deemed necessary for a post or position, all applicants will be made 
aware at the initial recruitment stage that the position will be subject to a Disclosure and that ASA will 
request the individual being offered the position to undergo an appropriate Disclosure check. 


 
Where a Disclosure forms part of the recruitment process, ASA encourages all applicants selected for 
interview to provide details of their criminal record at an early stage in the application process. 
Applicants will be requested to complete a criminal records self declaration form. We ask that this 
information be sent under separate, confidential cover, to a designated person within ASA and we 
guarantee that this information will only be seen by those who need to see it as part of the recruitment 
process. 
 
In line with the Rehabilitation of Offenders Act 1974, ASA will only ask about convictions which are 
defined as "unspent" in terms of that Act, unless the nature of the position is such that we are entitled 
to ask questions about an individual's entire criminal record. 
 
At interview, or under separate discussion, we undertake to ensure an open and measured discussion 
on the subject of any offences or other matters that might be considered relevant for the position 
concerned. Failure to reveal information that is directly relevant to the position sought, could lead to 
withdrawal of an offer of employment. 
 
We undertake to discuss any matter revealed in a Disclosure Certificate with the subject of that 
Disclosure before considering withdrawing a conditional offer of employment. (We are only able to 







discuss what is contained on a Disclosure Certificate and not what may have been sent under 
separate cover by a police force) 
 


We ensure that all those in ASA who are involved in the recruitment process have been suitably 
trained to identify and assess the relevance and circumstances of Disclosure information. We also 
ensure that they have received appropriate guidance and training in the relevant legislation relating to 
employment of ex-offenders (e.g. the Rehabilitation of Offenders Act 1974). 


 
Baseline Personnel Security Standards 
Having worked with Scottish Government previously we are aware of the BPSS process and the 
importance of candidates having this prior to commencing work.  The ASA Account Team are aware 
of the process and which public sector bodies are likely to require BPSS checks.  The process is 
communicated to the Account Team centrally through the ASA Contracts Manager to ensure 
continuity of knowledge and any changes to the process are implemented and adhered to.   
 
Once the BPSS checks and documents have been completed by the temporary worker and the ASA 
Account Team, this is logged against the worker's file and sent to the relevant security contact within 
Scottish Government.  Once we receive clearance from the security department only then will the 
worker be able to commence work.  The clearance confirmation and date will be logged against the 
worker's record to ensure compliance and is visible should the candidate be assigned to another role 


within a public body requiring BPSS clearance (adhering to BPSS timescales). (REDACTED) 
 
The BPSS and Disclosure guidelines form part of our recruitment process as standard. In order to 


ensure full compliance and assist with the time taken for (REDACTED)to process applications, 


chase references from previous employers, check ID’s for example passports, birth certificates and 
eligibility to work in UK.  
 
Matching Security Cleared Candidates 
ASA's Account Team is already aware of the types of roles where a disclosure check is required and 
also which public bodies require BPSS clearance. As part of our implementation plan this will also be 
discussed with the public body in order that both parties are fully aware of the process and 
requirements.  When the ASA Account Team receives a role, further checks will be made with the 
public body to reconfirm whether additional recruitment checks are required such as disclosure or 
BPSS. This is recorded against the vacancy which is entered onto our recruitment database, ensuring 
that temporary workers assigned to that vacancy have the necessary checks in place prior to 
commencing work.  Having this information stored in our database means that we have a record of 
the necessary information. Should that vacancy arise in the future it negates the need to repeat 
requirements and ensures a quicker response time to the public bodies.  All disclosure checks are 
recorded within our recruitment database in terms of types of disclosure taken, whether it has been 


cleared or not, certificate number and date. BPSS (REDACTED), ensuring the applicant has the 


appropriate disclosure clearance prior to commencing work. 
 


Induction 


All temporary workers are also inducted by our account team which consists of the following: 


 
 What is expected when working with the relevant Public Body 
 ASA absence procedure 
 Confidentiality requirements 
 Payroll processes 
 Basic code of conduct 
 Healthy and safety 
  Complying with the Public Body policies 


 
All temporary workers will have read to them but also be required to sign, a Contract for Services with 
ASA which forms part of our recruitment process. One of the key clauses in this contract deals with 
confidentiality. This contract states that they must not at any time divulge to any person, nor use for 
his or her own or any other person’s benefit, any Confidential Information relating to the Hirer’s or the 
Employment Business’ employees, business affairs, transactions or finances. 
 







Should there be additional specific confidentiality requirements for certain roles, ASA will incorporate 
this as part of the induction process. 


 
Having worked with Scottish Government’s Core and Main Agencies and with other public bodies, our 


Account Teams already have a thorough understanding of the recruitment requirements and have an 


already established process in place to ensure compliance with the framework.  This provides 


confidence to Public Bodies that the necessary checks are in place and only compliant agency workers 


are submitted to assignments. 


 


 
  







Question 2.3.3 (Weighting – 30%)   2000 words  
 
Tenderers must provide details of their approach to ensure the recruitment, retention and 
matching of suitable candidates in the South Region.  Your response must relate to both rural 
and urban areas within the South Region and demonstrate your proposed presence to meet 
the requirement and how you will gain and take advantage of knowledge regarding local job 
markets to meet Framework demand.  (Note - “presence” does not necessarily mean a 
physical full-time office).  Your response must also detail how you will ensure consistency of 
service and delivery across Framework Public Bodies and your procedures for delivery during 
periods of high demand. 
 
ASA Response 
 
Presence in region 


From ASA’s office in Edinburgh, Glasgow and Kirkcaldy, we supply (REDACTED) and many other 


organisations within the South Region.  We recognise there is additional work required to cover 
organisations more thoroughly for Scottish Borders and Dumfries & Galloway. 
 
To create success for Scottish Borders and Dumfries & Galloway, we must first establish demand 
and work to deliver on this. Historically, requirements have been made aware of from these areas 


have taken the (REDACTED). Creating a pool of people available is hard to maintain as everyone 


needs to work. Keeping them in work is how we ensure people are available for when the 
organisations need them. Clear communication is key. If public bodies can share their requirements 
ahead of the actual need arising, once demand is understood, the processes we have in place can 


be deployed, regardless of the area we are operating in. (REDACTED) matching/delivering the 


requirements of the organisations. 
 


The Account Teams and Account Managers (with over (REDACTED) experience working in 


recruitment in the South Region) are based locally and have a strong understanding of the public 
bodies, the market conditions and geographical areas. This knowledge allows us to provide strong 
advice and assistance to public bodies. 
 


Below are a list of roles the Account Team have recruited for public bodies listed above: 


 


(REDACTED) 


 


Currently we have on average (REDACTED) temporary workers working weekly. Over the past 4 


years we have recruited over (REDACTED) temporary workers for public bodies in the South 


Region. 
 


Consistency of Service 


Consistency of service is vital. (REDACTED)(Edinburgh based) ensures service levels are met and 


compliance to framework is adhered to. Pricing and recruitment processes are standardised, resulting 


in quality temporary workers being provided throughout the region. Our local Account Team ensures 


the local knowledge is maintained delivering a strong understanding of that market. A centralised Senior 


Management team ensures our service delivery is consistent throughout each public body. 


 


Framework requirements are communicated centrally from the Contracts Manager and Account 


Managers ensuring the Account Teams are aware of any new processes.  


 
To ensure consistency across the framework the ASA Account Team is measured using: 


 


(REDACTED) 
 


Review meetings take place providing a consistent high performance service delivery: 


 


Monthly/Quarterly performance review 







Meetings between ASA’s Account Manager and the Public Body further enhance continual 


improvement. (REDACTED). Management information reports will be discussed and any required 


actions as a result of the review, taken immediately. 
 


Quarterly or Bi-annual contract review meetings 


Quarterly review meetings review management information and key performance indicators identifying 


areas of development. ASA’s Account Manager and Contracts Manager attend these meetings along 


with Public Body representatives.  A strategic overview is gained regarding the service levels and the 


relationship between the Public Body and ASA. 


 


 
Periods of High Demand 


We understand there may still be times where there is an unexpected peak in requirements. The key 


to being able to service these unexpected peaks is to have a presence in the region and constant 


recruitment taking place keeping a pool of candidates to accommodate periods of high demand.  We 


have a large database of workers looking for temporary work within the area and having over 4 years’ 


experience working with public bodies in the South we have a picture of when peaks in demand are 


required, for example (REDACTED) in the winter.  We work closely with Public Bodies to ascertain 


when peak demands are likely to occur and we adapt our recruitment strategies to accommodate these.  


We are aware of market pay rates, skills shortages and remote areas and have the processes and 


knowledge in place to be able to recruit workers in the local area.   


 


Please see below a recent Case Study where an organisation we are currently working with had an 


unexpected demand for staff. 


 


Case Study 


(REDACTED) 
 
Recruitment Process 
 


Candidates required to complete application forms establishing personal details, previous places of 


employment, qualifications and declarations of convictions pursuant to the Rehabilitation of Offenders 


Act.   


 


Evaluated during interview: 


 


(REDACTED) 
 


 


Compliance Checks are: 


 


(REDACTED) 
 


 


Assessment 


 


Carried out depending on the type of work the candidate is applying for:  


 


(REDACTED) 
 


Shortlisting 


 
The following is discussed with the candidate: 
 


(REDACTED) 
 







 
Benefits of Using the Candidate Recruitment Process 


1. Recruited in same format, providing benchmarks for spotting quality workers. 


2. Robust recruitment process highlights quality candidates. 


3. Fully compliant e.g. eligibility to work in UK, compliance to framework. 


4. Assessed in same way - promotes open and fair competition. 


5. Process can be adapted to accommodate specific requirements relevant to framework. 


 
Retention of Agency Workers 


ASA understands the importance of getting the right person for the job and retaining the person for as 


long as they are required. We support and motivate temporary workers throughout the duration of their 


assignment.  Regular communication via telephone (at end of the day), weekly/monthly on-site or off-


site surgeries and satisfaction surveys ensure we have regular and continuous feedback at all times. 


 


Feedback is recorded within our recruitment database. Unsatisfactory workers are not put forward to 


any future assignments.  All workers are briefed at commencement of the assignment ensuring they 


fully understand all queries, holidays, absences are directed initially to ASA.  In order to manage 


workers effectively ASA must have direct feedback from the relevant personnel at the public body.  


 
ASA has operated in the South Region for over (REDACTED) years. We currently supply (REDACTED). 


Being established in this Region greatly assists with retention of workers. ASA can offer regular work, 


meaning temporary workers are more likely to stay with us.  Retaining temporary workers provides the 


public bodies with workers who may have been with them previously. Continuity of service reduces 


training time and cost for public bodies.  


 
Matching System 


ASA establishes all necessary information required ensuring we source the correct person for the job. 


Details such as; position, location of work, hours of work, full job and person specification, additional 


recruitment checks required, environment and team they will be working within. Length of assignment 


will be logged within a vacancy record against the relevant public body. The ASA Account Team 


matches already pre-cleared workers to the vacancy details. The ASA Account Team always ensure 


they have the workers permission prior to submitting their details to the public body.  When discussing 


the vacancy with the worker all details will be discussed such as pay rates, prior holiday arrangements, 


location of work. We establish they are available for the duration of the assignment and the environment 


is suitable for them. 


 


(REDACTED) 
  







Question 2.3.4  (Weighting – 10%)  1500 words 
 
Tenderers must provide details of how they will carry out pre-employment occupational health 
checks prior to placing a candidate to an assignment, how they will assess and implement 
reasonable adjustments for disabled applicants both during the interview process and in 
assigning individuals to work placements and how they will ensure robust diversity and 
equality policies are implemented throughout the framework duration. 
 
ASA Response 
 
Candidate Pre-Employment Health Checks 


Where necessary, ASA asks temporary workers to complete a Health Questionnaire specific to role 


prior to submission of their details to the public body. ASA (REDACTED) who would investigate any 


concerns that were highlighted on the health questionnaire.  The results of the more detailed 


investigation is taken into consideration when assigning the individual to work. Any reasonable 


adjustments which may be required will be discussed with the public body at the time. 


 


(REDACTED) ASA would also be happy for the public body to carry out their own assessments if 


the temporary worker is already working on their premises in-line with their own health & safety 
requirements. 
 
Should the public body have specific health check requirements, we tailor this questionnaire 
accordingly. Further, should the public body require temporary workers to undertake a physical 


assessment, (REDACTED) 
 
We recognise that information relating to an individual’s health condition is sensitive personal data. 
As such, we fully explain to the worker why we need this information, what it will be used for and who 


we will share this information with, in line with legislative requirements. (REDACTED) 
 


We would be happy to use any existing public body heath check forms as part of our service delivery 


should you feel this would be more efficient to do so and may indeed be required to improve consistency 


of across the framework.  


 


Diversity and Equality 
ASA has a robust equal opportunities policy in place forming part of our ISO 9001:2008 procedure.  


(REDACTED) 
 
ASA avoids unlawful discrimination in all aspects of employment including recruitment, promotion, 


opportunities for training, pay and benefits, discipline and selection for redundancy. (REDACTED) 
 


ASA cannot lawfully discriminate in the selection of employees for recruitment, but may use appropriate 


lawful methods, including lawful positive action, to address the under- representation of any groups 


which are identified as being underrepresented in particular types of job. 


 


ASA will not discriminate unlawfully against public bodies using or seeking to use facilities or services 


provided by ASA.  


 


(REDACTED) 
  







Question 2.3.5 (Weighting – 10%)   1500 words 
 
Tenderers must provide details of their proposals to manage temporary/interim worker 
sickness absence and absenteeism, the process for replacement of temporary/interim workers 
where they are deemed unsuitable for the role, and how they will ensure that the Framework 
Public Body is protected from employment relationship claims/employment law risks. 
 
ASA Response 
 


Managing Temporary Workers 


 


ASA manage the performance of each temporary worker in the following way: 


 


(REDACTED) 
 
ASA operates an early warning system by contacting the relevant person at the public body at the 


commencement of the assignment to confirm that the agency worker has arrived for work.  The Line 


Manager at the public body is provided with contact details for the ASA Account Team in order that 


should there be any issue relating to the absence of non-attendance of a worker, they notify us 


immediately and ASA can action this and provide a replacement. 


 


If a worker proves to be unreliable on a consistent basis (REDACTED) 
 


Full explanation is provided to workers from the outset that any absences will be closely monitored and 


that absence due to sickness must be supported by relevant documentation. 


 


ASA takes every possible step to ensure that the disruption to the Line Manager is minimised by the 


non-attendance of a worker.  ASA has a pool of workers available to utilise should this be necessary 


and we can replace the worker with someone who has had previous experience of the particular office 


or indeed the role. When ASA only has a worker available who has more experience than the original 


worker, this worker will be assigned at the same cost as the original worker. No further uplifts in cost 


will apply. 


 


Employment Relationship 


 
All temporary workers will be made aware that under no circumstances will they be deemed as 


employees of the public body (REDACTED) 
 
During the recruitment and induction process ASA explains to the temporary worker the process for 
reporting absences, holidays, sickness and any issues will be dealt with by ASA and not the public 
body.  ASA will inform the hiring manager at the public body that all performance related issues 


regarding a temporary worker will be dealt with by (REDACTED). The public body is protected at 


all times from employment relationships/employment law risks. This will also be explained in the Day 
1 document which is provided to Hiring Managers at the commencement of an assignment. 
 
 
  







Question 2.4.1 (Weighting – 40%)   1500 words  
 
Tenderers must describe their management processes and agreed ways of working to 
maintain a consistently high service level.  Your response should cover, but not be limited to, 
performance monitoring, managing communications, problem solving and dispute resolution, 
achieving value for money in relation to your staff (including supply chain sub-contractors or 
consortia members, where appropriate) and internal and external stakeholders.  
 
ASA Response 
ASA Account Teams focuses on fill rates, quality and longevity of temporary workers, invoice 
accuracy and new ways to improve service delivery. We understand the importance of fulfilling 
requirements and providing continuous improvement throughout the lifetime of the framework.  The 
Account Teams are based at our Edinburgh, Glasgow and Kirkcaldy offices and currently operate 


under the admin, catering and manual framework for public bodies such as (REDACTED) and 


therefore have a tried and tested structure, processes, candidate pool, and local knowledge, already 
in place.  
 


Performance Monitoring 
ASA Account Teams will establish the preferred way of working on the framework and ensure this is 


operated incorporating our service level agreement which then forms part of review meetings and 


performance measurements. 


 


The dedicated ASA Account Team performance is measure using:  


 


(REDACTED) 
 
The value ASA’s Accounts Team add to service delivery is immense as by focussing on the 
performance criteria above, they ensure that the right candidate is in the right place, at the right time. 
These candidates, wherever possible will have been there before so save time in induction and 
training. It is also imperative that when candidates work for us, they must be paid correctly, first time, 


every time or they will not present for work. (REDACTED). 
 


Legislation surrounding temporary work has moved substantially in recent years. ASA’s systems are 


constantly upgraded ensuring total compliance therefore delivering peace of mind to public bodies.  
 
 
Managing Communications 


Communication is key to managing customer relationships. Communication is on 2 levels, directly with 


the hiring manager and at strategic levels involving Procurement, Compliance and HR. 


 


To deliver high quality communication we recommend; 


 


(REDACTED) 
 
Each public body is introduced to key members of the Account Team to ensure they are aware of who 


is looking after them and who to contact as they require.  Generic email addresses will be set and all 


communication is sent to the entire Account Team this negates any loss in communications should one 


the Account Team be on holiday. 


 


Management Processes 
Having worked on frameworks ASA recognises the need for efficient and cost effective transaction 
processes.  The time consuming elements in using services such as this, is the order processing, 
managing orders and receiving management information.  To this end ASA has developed a secure 


on-line portal (REDACTED) providing a central point to operate the framework (REDACTED). This 


system is already in operation (REDACTED. We have received excellent feedback in terms of its 


functionality and improvements this has made to the framework by reducing workload to public 
bodies. 







 
Vacancy Management 


(REDACTED) 


 
Previous Workers 


(REDACTED) 


 
Timesheets 


(REDACTED) enables Hiring Managers to view timesheets for their area. Authorisation is electronic, 


reducing time and omitting paper copy timesheets. This is a major time saver for all units. 


 
Management Information 


A suite of MI reports are available through (REDACTED) 
.  These are beneficial for raising PO's, matching hours worked, budget control, performance monitoring 


and reason for order. 


 


Reports available: 


(REDACTED) 


 
Invoicing 


Our systems are flexible offering bespoke invoice processes.  Invoices are backed up by an on-line 


timesheet for reference. Our knowledge of working with the public sector has delivered invoice 


efficiencies across frameworks.  ASA has worked closely with Glasgow City Council to set-up statement 


billing which was successful and improved the PO process providing measurable cost savings to 


Glasgow City Council.  This is now implemented with other Councils.  The billing detail includes; 


temporary workers name, hours (including overtime, public holidays, expenses), charges, job title, 


location of work, hiring manager at Council, reference numbers, total charge. ASA accepts payment by 


electronic transfer and works with public bodies to achieve payment schedules set. 


 
 


Problem Solving 
(REDACTED) 
 


ASA takes any issue seriously. The management of complaints is a key performance indicator on all 


our contracts. They are reviewed at quarterly meetings with the Public Bodies and learning outcomes 


discussed and applied. 
 
 


Benefits of using non compliance forms 


(REDACTED) 
 
 


Value for money  
(REDACTED) 
  
  







Question 2.4.2 (Weighting – 40%)   2000 words 
 
Tenderers must provide a statement to clearly demonstrate their proposals for regular and 
effective communication with Framework Public Bodies throughout the framework duration, 
including reporting mechanisms for the provision of management information, out of hours 
procedures, complaints management (including escalation), and order cancellation 
processes. 
 
ASA Response 
 
Communication 
In managing customer relationships. Communication is on 2 levels, directly with the hiring manager and 


at strategic levels involving Procurement, Compliance and HR ensuring we provide quality agency 


workers and assist public bodies to achieve overall goals. 


 


To deliver high quality communication we recommend; 


 


(REDACTED) 
 
Each public body is introduced to key members of the Account Team to ensure they are aware of who 


is looking after them and who to contact as they require.  Generic email addresses will be set and all 


communication is sent to the entire Account Team this negates any loss in communications should one 


the Account Team be on holiday. 


 


Having a dedicated Account Team assigned to this framework not only assists greatly with 


communication but also ensures the team are fully aware of public bodies requirements, recruitment 


checks and procedures therefore delivery an efficient and high level service. 


 


Service Levels 


Set and agreed at the commencement of the contract forming the basis of monitoring and reporting the 


performance of the contract.  Adapted as the contract developments including any improvements or 


changes in processes. 


 


Audits - (REDACTED) 


 
 


Management Reporting 
Having worked on frameworks ASA recognises the need for efficient and cost effective transaction 
processes.  The time consuming elements in using services such as this, is the order processing, 
managing orders and receiving management information.  To this end ASA has developed a secure 


on-line portal (REDACTED) providing a central point to operate the framework. Real time access to 


this information delivers time and cost savings improving consistency of service.  This system is 


already in operation within (REDACTED) We have received excellent feedback in terms of its 


functionality and improvements this has made to the framework by reducing workload to public 
bodies. 
 


A suite of management information reports are available through (REDACTED).  These are 


beneficial for raising PO's matching hours worked, budget control, performance monitoring and 
reason for use of worker. 
 


The reports we provide are:  


 


(REDACTED) 
 


Fill Rate  


Informs on vacancies ASA has received and filled, (REDACTED). This report can be monthly / 


quarterly / bi-annually. 







 


Planned v's Unplanned Fill Rate  


This details the fill rate i.e (REDACTED). This allows you to see our performance against 


requirements (REDACTED).This report can be monthly / quarterly / bi-annually. 
 


ASA Contracts Manager will be responsible for ensuring the standard Monthly/Quarterly MI returns are 


provided on time and accurately to Scottish Procurement and the Public Bodies in-line with service level 


agreements. 


 
Out of Hours 


ASA’s Account Teams are available 24 hours per day, 7 days per week. 


Our core hours are 8.00am to 6.00pm Monday to Friday and out of hour’s mobile numbers are used to 


contact the Account Team who have access to our system remotely to accept bookings and email 


contact to conclude issues and complete orders.  The out of hour’s service will be dealt with specifically 


by members of the local Account Teams rather than a national call centre. This is important as they 


have strong local knowledge and can get agency workers to the public body efficiently, providing 


information on transport options and directions during out of hours periods. Providing local cover means 


all members of staff who are providing the out of hours service are fully aware of specific local 


requirements. They know the agency workers and know the framework requirements. This will reduce 


no shows and increase continuity of service.  


 
Escalation Process 
Complaints are logged and managed according to ASA’s ISO9001 Procedure QP-06. They are 


managed at specific levels depending on the severity of the complaint.  ASA has a non compliance 


system and an escalation process in operation. 


 


Non Compliance 


(REDACTED) 
 


Escalation Process 


If escalation is required, our escalation procedure is deployed. (REDACTED) 
 


Stage 1  


Complaint reported/logged with Contracts Manager  


Contracts Manager discusses with Account Manager the complaint raised. A decision is made as to 


whether this can be resolved at ASA Account team level.  


If yes, action is taken and issue is resolved. If not, Contracts Manager refers to Stage 2 and informs HR 


Manager. 


Once concluded, outcome is fed back to public body.  
 


Stage 2  


HR Manager  


Contracts Manager discusses issue with HR Manager. Investigation is carried out assessing whether the 


issue can be resolved at this level. We would utilise informal HR procedures/Interviews before any official 


disciplinary processes are deployed. If the issue can be resolved via this route then informal procedures 


are utilised and problem is resolved. Otherwise, the complaint is raised with ASA Account Director.  


Once concluded, outcome is fed back to the public body. 


 


Stage 3  


Account Director 


HR discusses issue with ASA Account Director and a plan to deploy official HR procedures is set. 


Account Director advises the public body re plan of action with agreed timescales to conclude the issue. 


HR Manages this process. 


 


Stage 4  


HR Manager/Operations Director 







HR Manager advises Account Director of the procedural outcome. Account Director discusses with the 


public body and once completed, advises ASA Account Managers of actions taken to provide lessons 


learned. 
 


Stage 5 


Account Director 


ASA Account Director informs ASA Operational Executive of the situation and actions taken. Summary 


is provided to ASA Board Members. ASA Board of Directors agrees a timescale for review to ensure 


any actions set are implemented in order that the complaint does not arise again. 


 


Stage 6  


Account Director/Board of Directors 


New procedure is audited to establish it is active and fully implemented. Public Body is informed the 


changes are successful by Account Director and changes now enter the standard monitoring and review 


process. This completes the escalation procedure. 


 


 


ASA takes any complaint seriously and the management of complaints is a key performance indicator 


in all our contracts. They are reviewed at quarterly meetings and learning outcomes discussed and 


applied. 
 
 
By recruiting high calibre temporary workers we minimise the volume of non compliances. This 
ultimately reduces complaints, reducing workload.  
 


(REDACTED) 
 
Order cancellation process 
We understand that very occasionally circumstances change which could causes an order to be 


cancelled before the worker starts. Unfortunately this is a difficult situation which can affect the 


reputations of both the public body and the agency, particularly if the worker has turned down work 


elsewhere and faces being out of work for a period of time.  Actions that will need to be undertaken 


include:- 


 
 Timely, formal notification of the cancellation from the public body to ASA (ideally including an 


explanation in order that we can fully appraise the worker) 
 Establish whether the situation is a delay or complete cancellation – if it is merely a delay, ASA 


will try and secure the workers commitment to start on the revised date 
 If the worker is happy to delay the start date, a revised contract will be issued detailing new 


start date 


 (REDACTED) 
 Should the public body have revised the start date and the original worker is unable to commit, 


a replacement worker will be identified 


 (REDACTED) 
 Management reports will be updated to show cancellation times and reasons by each public 


body - this is used for analyses between ASA, the public body and Scottish Procurement and 
action plans will be discussed and implemented to improve performance and cost effectiveness 
of the framework. 


 (REDACTED) 
 Highlight any recurring incident details in scheduled report to Scottish Procurement. 


  







Question 2.4.3  (Weighting – 20%)  1500 words  
 
Tenderers must provide a mobilisation plan including key team members and stakeholders 
roles and responsibilities, tasks for completion by your staff, key dates and deadlines, 
proposals for marketing the new framework in the South Region in both rural and urban areas.  
The mobilisation plan must clearly describe how they will ensure by the commencement date, 
sufficient numbers of suitably qualified candidates to meet order fulfilment rates for the 
Framework and how you will ensure the authenticity of candidate qualifications and manage 
this on an on-going basis. 
 
ASA Response 
Once framework award is announced, ASA works Scottish Procurement and Public Bodies putting in 


place the mobilisation plan and a commencement date to work to.  


 


The structure below is delivered in a way which suits the framework organisations. This will be flexible 


to either meet individual stakeholders or presented in a “town hall” environment when representative 


groups of stakeholders are present. 


 


Where possible, we will meet related groups with common interests maximising efficiency for all 


concerned.  


 


(REDACTED) 
 
Marketing the Framework 
The following marketing process is put in place to assist with the uptake of the framework and to realise 


cost savings to public bodies. 


 


(REDACTED) 
 


ASA has a vested interested in sharing with all eligible users of this Framework, the value for money it 


can deliver, the efficiencies, the success of collaborative working and operating  a less complex 


interface between all parties. 


 
Candidate Provision 
Having offices in Edinburgh and Glasgow, being established in the South Region for over (REDACTED)  


years and previously worked in this framework we already have an established database of candidates 


and are in a position to supply immediately. This is important when considering, how long it takes to 


build a pool of security cleared candidates. 


 


In recent years ASA has supplied over (REDACTED) temporary workers to public bodies in the 


South Region and currently have on average (REDACTED) workers out each week in this area.  
 


Below is a list of roles we have supplied to the public bodies in the South Region: 


 


(REDACTED) 
ASA is continually recruiting so we can meet our client's requirements. Due to the nature of temporary 


work there is a constant turnover of candidates we must ensure we replenish and grow our pool to 


service client requirements to cover increase in workload. 


  
ASA works closely with clients so we aware of demands and trends in requirements, e.g. there may 


be a larger requirement for temporary staff due to holiday year end, a project such as (REDACTED) 
or a traditionally busy time of year.  ASA reports on temporary worker usage and trends to assist our 
clients to analyse why temporary workers are required, allowing them to look at internal headcount 
structures avoiding unnecessary spend.  
 


Please see below the numbers of candidates we currently have available for this framework: 


 







Admin 


(REDACTED) 
 


Catering  


(REDACTED) 
 


Manual  


(REDACTED) 
 


 
Authenticity of Qualifications 


During the interview process with each potential worker, questioning identifies the worker's knowledge 


of the subject, the body who awarded the qualification and the length of time it has taken to gain the 


qualification, all factors in determining the authenticity. 


 


Workers must provide original certificates of qualifications gained. Certificates are scanned and saved 


in the worker's file for future reference along with expiry dates requiring follow-up. 


 


ASA checks online, calls or writes to the awarding body verifying authenticity of qualifications. 


Reference numbers and confirmations are recorded on the recruitment database.  Examples of services 


we will utilise include: 


 


(REDACTED) 
 


All qualification and renewal dates are logged on our database. When a role is requesting a worker with 


specific qualifications the ASA Account Team are able to search the database and identify a list of 


potential workers with this qualification.  This minimises the time taken to search for workers to fill a 


role, ensures they have the correct criteria enabling them to do the job.  This results in a quicker 


response time to the public body. Strict quality control procedures are in place to ensure all data is 


rigorously checked for accuracy. 


 
(REDACTED) 


 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
  







Question 2.5.1 (Weighting - 5%)   1500 words 
 
Tenderers must provide details of how they will deliver continuous improvement throughout 
the duration of the Framework.  Your response must describe details of any measures to 
achieve greater efficiencies, simplify processes, and minimise errors and generally improve 
quality of service for the Framework duration.  
 
ASA Response 
 


Service delivery is key to the success of the framework. It is important to continually review our service 


as the framework develops. ASA uses the following improvement cycle process.  


 


 


(REDACTED) 
 


 


 
Identify - Identify where we are at the moment and what requires improvement 


 


Plan – How can processes be improved to increase efficiencies e.g. processes, recruitment sources. 


Determine whether new alternatives deliver required outcomes 


 


Execute – Implement changes  


 


Review –Establish how change is working and if any tweaks required to process 


 


 


Recruitment Trends 
The key added value benefit a supplier can add is to reduce the cost and administration in the delivery 


of the service we are contracted to undertake. (REDACTED) 
 


Reporting systems provide information on general recruitment, (REDACTED) 
 


(REDACTED). If this is happening we report our findings in our regular review meetings with the 


client. 
 


(REDACTED) 
 


 


Performance Management 
Performance management is key to the success of any agreement. We further enhance performance 


management via the implementation of the following. 


 


Relationship Management: 
 Accessibility & responsiveness of Account Managers - providing easy access to senior staff 


members at ASA who have the authority to implement change, make decisions on behalf 
of organisations speeding up the process 


 Accuracy, content & timeliness of communication  
 All complaints are handled centrally through our Contracts Manager and are recorded and 


analysed for any trends to improve our service.  This is discussed at review meetings and 
both parties have the most up to date information to act upon. 


 Feedback information is under constant review to ensure what and how we provide 
information is of benefit to our customer. 


Strategic Value: 
 Continuous Improvement and Best Value in Service Provision 
 Benchmarking & Identification of Best Practice  
 Improved Labour Market Participation  







 Sharing of Strategic Market Knowledge  


Capability and Quality: 
 Legislative compliance - (REDACTED)  
 Efficiency of candidate conversion  
 Service delivery within project timelines 


Financial Value: 
 Implementation of cost reduction initiatives (REDACTED) 
 Financial spend analysis created and used to improve efficiencies 


 


The above process will test the trust and openness of all parties involved. For the process to be 


operating properly some subject matters may be uncomfortable to discuss. (REDACTED) 


 


Simplifying and Effective Transaction Processes. 
Having worked on frameworks previously ASA recognises the need for efficient and cost effective 
transaction processes.  The time consuming elements for public bodies in using services such as 
this, is within the order processing, managing orders and receiving management information.  ASA 


has developed a secure on-line portal (REDACTED) providing a central point to operate the 


framework. Real time access to information delivers time and cost savings improving consistency of 


service.  This system is already in operation within (REDACTED) We have received excellent 


feedback regarding functionality and improvements this has made to the current framework, reducing 
workload to public bodies. 


 
Vacancy Management 


(REDACTED) 


 
Previous Workers 


(REDACTED) 


 
Timesheets 


Enables Hiring Managers to view timesheets for their area. Electronic authorisation reduces time and 


effort completing and sending paper copy timesheets. 


 
Management Information 


A suite of management information reports are available through (REDACTED).  These are 


beneficial for raising PO's to match hours worked, budget control, performance monitoring and reason 
for use of worker. 
The reports available are: 


(REDACTED) 
 
Invoicing 
Our systems are flexible and offer bespoke invoice processes.  Invoices are backed up by an on-line 


timesheet for reference. (REDACTED) 
 


Continuous Improvement Suggestions 
 


(REDACTED) 
 


We understand good service delivery is not just about placing staff, its an overall consultancy service 


from supplying staff, identifying efficiencies, advising on trends and legislation, assisting with analysing 


usage, providing valuable MI, assisting communities with our CSR projects and assisting organisations 


to meeting goals and strategies.  







Question 2.6.1 (Weighting 10%)   2000 Words 


Tenderers should describe their procedures for storing, retaining and transmitting data 


between the Contractor, the Framework Public Bodies (& sub-contractors where applicable) 


to ensure compliance with the Statement of Requirements (Schedule 1) & to ensure 


continuity of service and protection against cyber-attacks. Answers should include (as a 


minimum): 


 


- Details of where data will be stored & how it will be secured including processes, software 


& standards & must include measures put in place with sub-contractors (where applicable); 


- Details of how data will be securely transmitted between the Framework Public Body, the 


Contractor (& sub-contractors where applicable) including processes, software & standards; 


- Details of how the data will be secured at rest (end point security) both at the Contractor’s 


premises (& their sub-contractors premises where applicable); 


- Details of processes followed including those for assessing future risks; 


- Testing of Disaster Recovery policies & procedures, including the dates, duration and 


frequency; 


- Methods for the back-up & continuity to deliver services should an incident occur including 


manpower & access to equipment;  


- Methods & processes in place to mitigate against cyber-attack & crime using online 


technologies including processes, software & standards; 


- Destruction policies & processes including policies, processes & software. This should 


include the measures put in place with sub-contractors where applicable; 


- Tenderers should also provide details of any standards applicable in this area (e.g. ISO 


27001, ISO 22301, ISO/IEC 20000, Cyber Essentials/Cyber Essentials Plus or their 


equivalents); 


If the Tenderer does not currently hold certifications they should advise of any plans they 


have for achieving any relevant certifications. 


Tenderers should refer to the UK Governments Cyber Essentials Scheme and consider the 


information included within the scheme when providing their response to this section. 


 


https://www.gov.uk/government/publications/cyber-essentials-scheme-overview 


 


http://www.gov.scot/Resource/0048/00489206.pdf  


 


Please note your response to this question is restricted to a maximum word limit of 2000 


words. Tenderers should note that any words exceeding the 2000 limit will not be considered 


for evaluation purposes. 


 


Tenderers must achieve a moderated average score of “2” or more against this question. 


Tenderers who fail to achieve a moderated average score of “2” or more against this 


question will not have their tender considered further and will not proceed to the 


Price/Quality ratio calculation. 


 
 







 
 
ASA’s Response 
 
(REDACTED) 
  







Question 2.7.1 (Weighting 5%)  1500 words 


The Public Sector in Scotland is committed to the delivery of high quality public services, and 


recognises that this is critically dependent on a workforce that is well-rewarded, well-


motivated, well-led, has access to appropriate opportunities for training and skills 


development, are diverse and is engaged in decision making. These factors are also 


important for workforce recruitment and retention, and thus continuity of service. Public 


Bodies in Scotland are adopting fair work practices, which include a fair and equal pay policy 


that includes a commitment to supporting the Living Wage, including, for example being a 


Living Wage Accredited Employer; clear managerial responsibility to nurture talent and help 


individuals fulfil their potential, including for example, a strong commitment to Modern 


Apprenticeships and the development of Scotland's young workforce; promoting equality of 


opportunity and developing a workforce which reflects the population of Scotland in terms of 


characteristics such as age, gender, religion or belief, race, sexual orientation and disability; 


support for learning and development;  


stability of employment and hours of work, and avoiding exploitative employment practices, 


including for example no inappropriate use of zero-hours contracts; flexible working 


(including for example practices such as flexi-time and career breaks) and support for family 


friendly working and wider work life balance; support progressive workforce engagement, for 


example Trade Union recognition and representation where possible, otherwise alternative 


arrangements to give staff an effective voice.  


 


In order to ensure the highest standards of service quality in this Framework Agreement we 


expect contractors to take a similarly positive approach to fair work practices as part of a fair 


and equitable employment and reward package. 


Tenderers must describe how they will commit to fair work practices for workers (including 


any agency, sub-contractor workers) engaged in the delivery of this Framework. Responses 


need not be constrained to, or be reflective of any of examples given above. However, good 


answers will reassure evaluators that your company takes a positive approach to rewarding 


staff at a level that helps tackle inequality (e.g. through a commitment to paying at least the 


Living Wage); improves the wider diversity of your staff; provide skills and training, and 


opportunities to use skills which help staff fulfil their potential; avoids exploitative 


employment practices (e.g. in relation to matters such as the inappropriate use of zero-hours 


contracts); takes the engagement and empowerment of staff engaged on this contract 


seriously, including having arrangements in place to ensure trade union representation 


where possible; otherwise alternative arrangements to give staff an effective voice and that 


your company will demonstrate organisational integrity with regards to the delivery of those 


policies. This reassurance can include a variety of practices which demonstrate your 


approach to fair work and should be tangible and measurable examples that can be 


monitored and reported during contract management procedures. 


 


ASA Response 


Living Wage 
ASA is an accredited Living Wage Service Provider. The Living Wage Foundation understands that 
service providers cannot stipulate to pay the Living Wage for all contracts they operate as some 


public and private sector organisations prefer not to pay living wage. (REDACTED) 
 
The link below provides further explanation and confirms ASA’s accreditation.   
https://www.livingwage.org.uk/recognised-service-providers 
 



https://www.livingwage.org.uk/recognised-service-providers





ASA pays Living Wage to all our internal staff and our internal staff also have a permanent contract of 
employment providing stability and agreed hours of work.   
 
Flexible Working 
ASA’s internal staff have flexibility to work varying hours and hours vary across the organisation. 
Currently the flexible hours of work accommodate individuals with family commitments, those wishing 
to condense hours of work to allow time off during the week for various commitments and ad-hoc 
requests for time off to complete studies, attend appointments. 
 
We have also set up secure remote access to accommodate times when it is easier for individuals to 
work from home rather than in the office. 
 


(REDACTED) 
 
Staff Development and Engagement 
ASA prides itself on developing staff to fulfil their potential. ASA’s internal HR Manager, reports 
directly to our Managing Director. (REDACTED)  drives the process to ensure the development of 


staff. (REDACTED) 
 
New employees to ASA are appraised by their Line Manager and the HR Manager at months 3 and 6 
ensuring they receive the knowledge, skills and support required in their new role. 
 
 


(REDACTED) 
 
 
ASA has since put a project team in place to further enhance our people strategy acting upon the 
feedback gained from the survey.  
 
ASA invests heavily providing Agency Staff free training and refresher courses to ensure they have 
the most up to date skills required to gain employment and to develop new skills and progress their 
careers.  
 
 
Diversity  
Our diversity policy plays an important role in our core business. We consider diversity across the 
business, internally and externally (our temporary workers). Whether recruiting agency workers or 
internal staff, our diversity policy forms part of the induction training delivered by our HR Manager and 
is reviewed at our Operational Executive Meetings.  
 
Current workforce diversity stats are: 


(REDACTED) 
 
Equal Pay 
Our latest Gender Pay Gap information which includes ASA internal staff and agency workers, shows 
a pay “median gap” of 0% and a “mean gap” of 3.6%. 
 
These stats above remain under constant review bi-annually. 
 
Wage payment methods are continually under scrutiny. ASA has a tight policy on how we pay agency 
staff, managed by our internal Finance Director. ASA works hard with clients to have agency staff 
paid via PAYE. All internal staff are paid PAYE and all agency staff working on this framework will be 
paid PAYE via ASA, not via a third party Umbrella organisation. This provides a fair and transparent 
pay process.  
 


(REDACTED) 
  







Question 2.8.1 (Weighting 0% - Not Scored)  1500 Words 


Tenderers must confirm that, where appropriate, they will support the Scottish Ministers 


policies on Sustainability and Corporate Social Responsibility in delivering the services 


required.  


 


Please provide a statement which explains your sustainability policy and demonstrates how 


you will proactively support the delivery of the Framework Public Body(s) respective 


Sustainability (Social and Ethical) and Environmental Policies. This should include any 


measures you have in place to ensure, monitor and report sustainability across your supply 


chain.  


 


Further details on Scottish Government’s Sustainable Procurement Policy are available at: 


 


http://www.gov.scot/Publications/2016/03/8410/3 and  


 


https://www.procurementjourney.scot/route-3/route-3-develop-strategy-profiling-commodity-


sustainable-procurement 


 


ASA Response 


ASA is aware the Scottish Government has set itself a clear purpose. "To focus government and 


public services on creating a more successful country, with opportunities for all of Scotland to flourish, 


through increasing sustainable economic growth."   


ASA support this purpose and the requirement to deliver our services in a way which aligns our 


business and the services we provide with this purpose. We must deliver this in an environmentally 


friendly way. 


Our organisation exists by operating in markets presenting and experiencing skills shortages. By 


providing people work in roles where skills are hard to find, we add to the productivity of the country. 


Providing opportunities, training and support to introduce people to these markets, allows the person 


who has perhaps been inactive or never considered such career options, an opportunity to better their 


lives and those of their families.  


ASA’s activities add value to the procurement spend of the local authorities. We create the 


opportunity for candidates to become or continue to be economically active. In so doing, we are 


delivering on Scotland’s Economic Strategy. ASA feel our core activity, the supply of labour to 


contracts throughout the nation, aligns itself naturally with the sustainable procurement model of the 


Scottish Ministers. 


ASA are an office based provider of services and do not manufacture products resulting in increased 


carbon deposits or hazardous materials. Nor do we require scarce or innovative materials in the 


delivery of our activities. Despite this we must ensure that at all times we have a focus on how we 


pass the sustainability test in the delivery of our services. 


Carbon/Energy consumption 


We minimise consumption by: 


Encouraging staff to walk or use public transport to visit any of our client’s premises, monitored by 


management team explaining the importance of using public transport, it also monitored via expense 


claims. 


When booking candidates into an assignment/arranging interviews we provide bus routes and 


timetable information to candidates on the most efficient way to get to Client’s premises. When 







matching candidates we carry out postcode searches so we can identify candidates who live close to 


the client. 


ASA offices are situated near main train routes, within 15 minutes’ walk from train stations, staff are 


encouraged to travel by train if commuting between offices and train tickets are available in our offices 


for ease of use, to promote use of public transport. 


Use of conference calling or webinars are encouraged to avoid unnecessary travel. Where possible, 


multiple meetings are arranged and held on the same day to avoid duplication of travel for another 


meeting at the same location on a different day. 


Vehicle emissions 


ASA has low emission pool cars at each of our offices for staff to use when visiting clients premises, if 


public transport is not an option. Cars are available at each of our offices for staff to book as required, 


a log book is completed for each journey and information is analysed and where necessary flagged to 


Management team. 


Waste Production and Prevention 


Where it is efficient to do so we extend the life of products/materials when possible but consider first 


the benefit of more efficient, new IT equipment as part of our purchasing strategy. Our old IT 


equipment is removed by an organisation who break the items into their component parts to be 


recycled. 


We review paper spend across our business each year and target a maximum spend in each year to 


2020 of 22% less than the previous years. This annual spend reduction will bring us to a 90% 


reduction, leaving a max spend in 2020 of 10%. 


LED lighting has been installed in all our offices and we can track energy expenditure via our metered 


usage as reported via our utility bills. In previous years ASA used approx. 176159 units of electricity 


and with the introduction of efficiencies we now use approx. 141308 on annual basis providing a 


savings of 20% on electricity usage 


In addition metered water usage can be assessed in the same way. 


Employment – skills and training 


Where it is possible for us to do so we will ask clients to accept people low on the skills required for 


the roles we are filling. We work with individuals with positive outcome on disclosures checks to get 


them into suitable work and return to economic activity. 


Fair work – workforce matters 


We are a Living Wage Service Provider and do not operate any unfair working practices, evidenced 


by our registration with the Gangmasters Licencing Programme and Care Inspectorate and recent 


project working with the organisation Great Places to Work. 


Fairly and ethically traded 


ASA has no exploitation of our worker rights and conditions. We ensure our supply change mirrors 


this stance. We are open in our pricing and terms with our customers and workers. ASA recognise 


this area as the area with highest risk of bad practice in our market and wish to set the standards to 


which others in our industry aspire. 


Physical/mental health and wellbeing 


ASA’s service provides the individual worker with a means of earning income which enhances their 


position in life and that of those around them. We feel this provides purpose and pride for the 


individual and it has a positive impact. 


Security and crime impacts 







Our industry is known for and is open to risk from gangmaster exploitation. ASA became a member of 


the Gangmaster licencing organisation as soon as it was formed and will remain a member. 


Security and crime improvement 


By creating work opportunities for those who may have strayed into the world of crime, we can 


provide income and give the opportunity for them to return to economic activity, removing barriers to 


entering the world of work we align our services with that of the Government 


Reducing underemployment 
Many people working for ASA have at some point been in receipt of benefits. Some still are and are 
working to increase their hours worked per week. Our training and efforts to get them work helps self-
confidence and ultimately we work to get them off benefits and into full employment. Many people 
during the year, move from working with us to permanent employment with our clients. 
 
Reducing the proportion of employees earning less than the Living Wage 
Through our accreditation as a Living Wage Service Provider we push the current living wage as the 
minimum to be paid. Our tenders are priced to cover the payment of wages at the living wage level. 
 
Reducing the pay gap 


ASA’s gender pay gaps are – (REDACTED) We search for the right person with the right 
skills/talent and attitude. These are the key qualities we look for. 
 
Increase the proportion of young people in learning, training or work 
We continually assess our workforce diversity to ensure we are balanced in our approach. We work 
with Education establishments to engage those moving into the workplace. Visiting these 
organisations, presenting to people studying Care/Hospitality/Engineering/Finance is key for the 
future. We operate CV writing, job interviewing and presentation skills courses which will provide 
lifelong benefit to those having attended. 
 
Improving Scotland’s Reputation 
By providing the individuals with a means of earning income which enhances their position in life and 
that of those around them, improving the economy. Scotland’s image will be improved and come to be 
known as a progressive and fair country to live.  This is a long term strategy and will be achieved by 
providing fair pay, equality, good working conditions and career enhancement to the population of 
Scotland. 
 
Improve the skill profile of the population 
Training provision by ASA allows candidates to enter the world of work with an enhanced suite of 
skills. This is relevant for those coming to the workplace for the first time having a long career ahead 
of them. It could be that they are either returning to work or wishing a change of occupation. Whatever 
the situation, ASA welcome them, provide training and supply work for them to continue their 
development.   
 
Improve support for people with care needs 
Although not related to this framework ASA has a care division supporting the Government strategy in 


improving support for people with care needs. We spend over £100,000 per annum on training in our 


organisation, purely focussed on Care. This is done in order that we have people working in this 


market who are going to represent us and themselves well but ultimately so that the service provider 


the candidate is working with has the best possible experience during their later years. 


 


  







Question 2.9.1 (Weighting 0% - Not Scored)  1500 words 


The Scottish Government is committed to contributing to the social, economic & 


environmental well-being of the people of Scotland. The Government has five objectives that 


underpin its core purpose - to create a more successful country, with opportunities for all of 


Scotland to flourish, through increasing sustainable economic growth.  


 


Tenderers must provide details of their proposals to support Scottish Procurement to meet 


SG overall community benefits policy through this Framework Agreement. 


 


Accordingly, while the following community benefit objectives will not be evaluated as part of 


the tender process, the successful contractor will be expected to consider the following 


Community Benefit themes in the delivery of their services, for example: 


 


- targeted recruitment & and training for “disadvantaged” persons unemployed for over 6 


months; 


- generate employment and training opportunities for priority groups; 


- up-skill the existing workforce; 


- equality and diversity initiatives; 


- make any proposed sub-contracting opportunities available to SMEs, the third sector and 


supported businesses; 


- build capacity in community organisations. 


 


ASA Response 


ASA is aware of and has read the draft Culture Strategy for Scotland document (June 18). We 
support this commitment to long term strategy to improve our country. We see that if public 
money is being spent, it ought to be done in a way which creates actions for the greater good, 
improving culture and communities as we go.  
 
ASA have a small part to play in this ambitious plan. Our activities create income and careers, freeing 
families from a history of economic inactivity. They improve their present lives and the lives of future 
generations. We therefore assist in the improvement of a positive culture, improving health & 
wellbeing, economic activity, education (via training) and reducing inequality as a living wage service 
provider.  
 
We provide other supplementary benefits which also assist in the improvement of our country. 
  
Improving Scotland’s Reputation 
Providing the individuals with a means of earning income enhances their position in life and that of 
those around them, improving the economy. Scotland’s image improves and comes to be known as a 
progressive and fair country to live.  This long term strategy will be achieved by providing fair pay, 
equality, good working conditions and career enhancement to the population of Scotland. 
 
Improve the skill profile of the population 
Training provision by ASA allows candidates to enter the world of work with an enhanced suite of 
skills. This is relevant for those coming to the workplace for the first time having a long career ahead 
of them. It could be that they are either returning to work or wishing a change of occupation. Whatever 
the situation, ASA welcomes them, provide training and supply work for them to continue their 
development.   
 
 
 
 
 
Reduce underemployment 







Many people working for ASA have at some point been in receipt of benefits. Some still are and are 
working to increase their hours worked per week. Our training and efforts to get them work helps self-
confidence and ultimately we work to get them off benefits and into full employment. Many people 
during the year, move from working with us to permanent employment with our clients. 
 
Reduce the proportion of employees earning less than the Living Wage 
Through our accreditation as a Living Wage Service Provider we push the current living wage as the 
minimum to be paid. Our tenders are priced to cover the payment of wages at the living wage level. 
 
Reduce the pay gap 


ASA’s gender pay gaps are – (REDACTED). We search for the right person with the right 
skills/talent and attitude. These are the key qualities we look for. 
 
Increase the proportion of young people in learning, training or work 
We continually assess our workforce diversity to ensure we are balanced in our approach. We work 
with Education establishments to engage those moving into the workplace. Visiting these 
organisations, presenting to people studying Care/Hospitality/Engineering/Finance is key for the 
future. We operate CV writing, job interviewing and presentation skills courses which will provide 
lifelong benefit to those having attended. ASA is currently in discussion with Prince’s Trust to 
establish whether we can work in partnership to support young people achieve their potential via work 
placements, direct employment and starting own business.  We are potentially looking at Mentoring 
programme where we can meet young people and assist with employment opportunities, improve 
interview, CV skills and advising on options of work. 
 
Along with the above factors ASA's aim is to create an environment that encourages and values 
diversity within its workforce and builds on the differences individuals bring, enabling ASA's continued 
success.  We aim to draw upon the widest possible range of views and experiences in order to meet 
the changing needs of our staff, clients and partners.  
 


We seek to promote diversity and respond to the needs of all individuals in a fair and equitable 


manner, whilst observing our commitment and responsibility to current legislation. 


 


To achieve this, we will: 


 


 Fulfil our social responsibility towards our employees, temporary workers and the 


communities in which we operate 


 Recognise all of our legal obligations 


 Make all opportunities (including advertising, interview and selection processes, promotion 


and training) as accessible as possible to under-represented and protected characteristic 


groups 


 Conduct monitoring and analysis (with groups of employees within the company, jobseekers 


in the local community and the demographic of the broader labour market) to ensure 


processes are fair, equitable and accessible and to identify any significant under-


representation 


 Endeavour to attain a workforce that is representative of the communities from which it is 


drawn to secure the widest pool of talent possible 


 Recruit, train and promote the best person for the job, to make full use of the talents and 


resources of all our employees 


 Create a working environment free from unlawful discrimination, victimisation and harassment 


in which all employees are treated with dignity and respect 


 Periodically review our selection criteria and procedures to ensure that they remain compliant 


and maintain a system that ensures fairness 


 Distribute and continuously publicise our Equality & Diversity Policy throughout the company, 


to employees, temporary workers, clients, partners, visitors to the company, in advertising, 


and elsewhere as appropriate 







 Provide the facilities and opportunity for any employee who believes that they have been 


treated inequitably within the scope of this policy to raise the matter through the appropriate 


grievance or complaints procedure 


 


ASA’s Diversity policy is set out below 


(REDACTED) 
  







Question 2.10.1 (Weighting 0% Not Scored) 1500 words 
 
Tenderers must include a statement on their full consideration of whether the Transfer of 
Undertakings (Protection of Employment) Regulations 2006 will apply in respect of this 
framework, including details of any perceived implications and/or risks and how these will be 
mitigated.   
 
ASA Response 
(REDACTED) 
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This and the following 2 pages comprise Schedule 2 to the Framework Agreement between the 
Scottish Ministers and ASA International Ltd, trading as ASA Recruitment   
 
SCHEDULE 2 - PRICING SCHEDULE  
 
Framework Agreement for the Provision of Temp Admin, Catering & Manual Staff Services – 
South Region   
 


 
Contractor:   
ASA International Ltd, trading 
as ASA Recruitment  


Year 1                     
13 April 
2019 to 
12 April 


2020 


Year 2 
13 April 
2020 to 
12 April 


2021 


Year 3 
13 April 
2021 to 
12 April 


2022 


Year 4 
13 April 
2022 to 
12 April 


2023 


 
Assignment/Role Type 


Commission 
rate per hour 


 excluding 
VAT 


Commission 
rate per hour 


excluding 
VAT 


Commission 
rate per hour 


excluding 
VAT 


Commission 
rate per hour 


excluding 
VAT 


Catering Assistant/Cleaner REDACTED REDACTED REDACTED REDACTED 


Administrator/Clerical/Admissions REDACTED REDACTED REDACTED REDACTED 


Hospitality/Hospitality Rep REDACTED REDACTED REDACTED REDACTED 


Application Processor REDACTED REDACTED REDACTED REDACTED 


Chef REDACTED REDACTED REDACTED REDACTED 


Front 
Desk/Receptionist/Telephonist 


REDACTED REDACTED REDACTED REDACTED 


Waiting Staff/Bar Staff REDACTED REDACTED REDACTED REDACTED 


Land & Environmental Operative REDACTED REDACTED REDACTED REDACTED 


Refuse Loaders/Drivers REDACTED REDACTED REDACTED REDACTED 


Porter REDACTED REDACTED REDACTED REDACTED 


Kitchen Assistant/Kitchen Porter REDACTED REDACTED REDACTED REDACTED 


Warehouse Operator/Operatives REDACTED REDACTED REDACTED REDACTED 


Personal 
Assistant/Secretarial/Secretary 


REDACTED REDACTED REDACTED REDACTED 


Driver/Forklift REDACTED REDACTED REDACTED REDACTED 


HGV Driver/HGV Mechanic/LGV 
Driver 


REDACTED REDACTED REDACTED REDACTED 


Housekeeper REDACTED REDACTED REDACTED REDACTED 


Customer Services 
Assistant/Customer Services 
Support Staff 


REDACTED REDACTED REDACTED REDACTED 


Processing Operative REDACTED REDACTED REDACTED REDACTED 


Information Officer REDACTED REDACTED REDACTED REDACTED 


Events/Events Assistant REDACTED REDACTED REDACTED REDACTED 


Executive Assistant/Executive 
Officer 


REDACTED REDACTED REDACTED REDACTED 


Finance Assistant/Finance 
Officer/Payroll Administrator 


REDACTED REDACTED REDACTED REDACTED 


Support Officer/Support Services REDACTED REDACTED REDACTED REDACTED 


Call Handler REDACTED REDACTED REDACTED REDACTED 


Store Person/Assistant REDACTED REDACTED REDACTED REDACTED 


HR Admin/Assistant REDACTED REDACTED REDACTED REDACTED 


Registration 
Officer/Assistant/Registry 
Assistant 


REDACTED REDACTED REDACTED REDACTED 


Data Entry/Data Processor REDACTED REDACTED REDACTED REDACTED 


Janitor REDACTED REDACTED REDACTED REDACTED 


Domestic REDACTED REDACTED REDACTED REDACTED 


Clearance Operative REDACTED REDACTED REDACTED REDACTED 


Art Manual / Worker REDACTED REDACTED REDACTED REDACTED 


Retail Assistant REDACTED REDACTED REDACTED REDACTED 
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Visit Assistant REDACTED REDACTED REDACTED REDACTED 


Leisure Attendant REDACTED REDACTED REDACTED REDACTED 


Mailroom/Mailroom Operative REDACTED REDACTED REDACTED REDACTED 


Official Reporter REDACTED REDACTED REDACTED REDACTED 


Grounds Keeper/Seasonal 
Gardner 


REDACTED REDACTED REDACTED REDACTED 


Payroll REDACTED REDACTED REDACTED REDACTED 


Escort REDACTED REDACTED REDACTED REDACTED 


Barista REDACTED REDACTED REDACTED REDACTED 


 
All commission rates are fixed for the duration of the Framework Agreement and for the length of 
any individual Call-Off Contract under the Framework. 
 
Assignment/Role Types  
 
Many different categories of temporary admin, catering and/or manual assignments/roles will be 
required. This pricing schedule contains examples of the types of roles that may be required. 
These examples will be used as grades to which similar or equivalent roles will be matched by the 
Framework Public Body in consultation with the  
Contractor.  
 
Contractors must understand that the assignments/roles and volumes will vary depending on the 
requirements of the individual Framework Public Body.  
 
Hourly Pay Rates  
 
Hourly pay rates are not included as part of this Pricing Schedule. However, hourly pay rates must 
be discussed and agreed with the Framework Public Body for each individual assignment/role, 
taking into account all current employment legislation and in compliance where appropriate, with 
the Agency Workers Regulations 2010. Where overtime rates are paid as standard in an industry 
and the Framework Public Body agrees to pay overtime rates, the Contractor will be required to 
pay the overtime rate in line with buying organisation's policies for permanent workers. 
 
Living Wage 
 
The Scottish Government is committed to supporting the Scottish Living Wage (currently set at 
£8.75 per hour) in its public sector pay policy for the duration of this parliament [2016-21].  The 
Agency Workers Regulations 2010 require equal pay for agency workers doing the same or similar 
work to that of permanent employees.  Where public sector pay policy applies this means agency 
workers will be receiving an hourly rate of pay at or above the Scottish Living Wage.  Framework 
Public Bodies that do not fall within the public sector pay policy remit will be required to consider 
their own position with regards to payment of the Scottish Living Wage. 
 
Transfer or Temp to Permanent Fees 
 
The Authority does not view this Framework Agreement as a formal testing ground for potential 
staff employment.  The Contractor must not give temporary workers or candidates any expectation 
that a temporary/interim assignment through this Framework Agreement will lead to employment 
with a Framework Public Body.  However, it is recognised that the Contractor's temporary workers 
or candidates may seek employment with a Framework Public Body.   
 
The Conduct of Employment Agencies and Employment Businesses Regulations 2003 govern 
when a transfer fee, also known as a 'temp to perm' fee can be charged.  See paragraph 19. of 
Schedule 1 - Statement of Requirements for more details.   
 
It is understood that the Conduct of Employment Agencies and Employment Businesses 
Regulations 2003 may not apply to all agency staff and that it is reasonable to expect a transfer 
fee in certain circumstances.   
 
 







OFFICIAL – SENSITIVE - COMMERCIAL 


 


3 


The Contractor can only charge a ‘temp to perm’ fee if all of the following apply: 
 


• the contract with the client (e.g. Framework Public Body) gives them the option to extend  
  the worker’s assignment; 
• the client (e.g. Framework Public Body) doesn’t take the option to extend the  
  assignment; 
• the client (e.g. Framework Public Body) gives the worker a permanent job less than 8  
  weeks after the end of their initial assignment – or less than 14 weeks after it started if  
  that is later. 
 


If the temporary worker has had more than one assignment with the client (e.g. Framework Public 
Body) and there were more than 42 days between assignments, the later assignment is treated as 
if it is the first one. 
 
Where applicable, the Call-Off Contract between the Contractor and the Framework Public Body 
must include all transfer fees and conditions and be in accordance with the formula for charging 
'Temp to Perm' fees in this Pricing Schedule – see Table below.   
 


ONE OFF PERCENTAGE FEE  - % BASED 
ON FIRST YEAR'S BASIC ANNUAL SALARY 
FOR THE ASSIGNMENT/ROLE 


 
REDACTED 


 
The formula is fixed for the duration of the Framework Agreement and all Call-Off Contracts 
awarded under this Framework Agreement. 
 
 
  






image14.emf
Tender - South -  Brightwork.pdf


Tender - South - Brightwork.pdf


BRIGHTWORKS - 2.2.1 - The public sector spends over £11bn*(Public Contracts Scotland) in areas such 
as health and education services, where Public Procurement in Scotland’s main aim is to ensure 
the best value for the taxpayer, while simultaneously driving up standards. 


With Scottish Government Procurement being a major contributor to Scotland’s economy, the 
Scottish Government’s strategic procurement plan was to include embedding sustainability, 
improving supplier access to public contracts, maximising efficiencies and collaboration and delivering 
savings and benefits. The ‘Value for Money’ triangle demonstrates the simplicity of this concept, in 
that it is not solely about cost, but rather getting the right balance of cost, quality and sustainability. 


Brightwork have worked on several major accounts in the Public Sector supplying over 100 Public 
Sector and Not for Profit organisations. We are now a very proud and successful industry leader in 
local public sector recruitment in Scotland.  


Evolution of the Public Sector Landscape in Scotland: 


Following the findings of The McClelland Report, Review of Public Procurement in Scotland in 2006, 
the Scottish Government set up the Public Procurement Reform Programme (PPRP) with its main aim 
to improve on public spending efficiencies.  


The Public Procurement Reform Programme (PPRP) instigated the set-up of the following Centres of 
Procurement Expertise that are key to defining the Public Sector Procurement Landscape in Scotland: 


• Scotland Excel - responsible for Scotland’s 32 Local Authorities.


• Scottish Procurement - responsible for Central Government.


• NHS National Procurement - responsible for Health Boards.


• APUC - responsible for Colleges and Universities.







 
 


The Information Hub, introduced in 2006, identifies and analyses spending and identifies areas for 
collaboration and efficiencies. The Scottish Procurement Directorate (SPD) is responsible for 
developing and issuing central strategy and guidance around procurement. Audit Scotland is 
responsible for the continual monitoring, gathering of information and ensuring innovative 
improvements and efficiencies are encouraged.  
 
Public Contracts Scotland tender portal has successfully provided a streamlined process for contractor 


access, increasing competition whilst supporting Best Value and Value for Money campaigns. It has 


also been a major contributor to an EU requirement of having an inclusive, transparent and 


competitive tender process.  


 
Over the last ten years, The Scottish Government has been evolving the Public Sector Landscape in 


Scotland with a view to creating a more focused organisational structure with fewer bodies and 


decision makers and to increasing collaboration between public services. This in turn increases 


efficiencies, reduces costs and improves on service delivery.  


 


The PPRP and its inter-relationship with public procurement organisations is central to the 
procurement landscape in Scotland. There are four key roles in the development and implementation 
of the procurement landscape policies; 


• The Scottish Procurement Directorate (SPD): develops and issues central strategy, policy and 
guidance. They also handle queries with regards to policy. 


• The Policy Forum: identifies areas in need of further guidance or training. They identify areas 
for future development and the impact on contracting authorities, make recommendations 
to the SPD on policy implementation and ensure it is communicated to contracting 
authorities. 


• The Centres of Expertise: represent sector specific requirements for developing national 
policy. 


• Organisation’s Bodies: responsible for procurement framework and interaction with users 
and reform. 


 
The Public Sector Bodies are the organisations that make up the public landscape in Scotland. Each 


Body has a direct relationship with The Scottish Government or Scottish Parliament and has 


responsibility for delivering a service or specialism to the public. Framework Public Bodies include:  


• Executive Agencies; 


• Non-Ministerial Departments (NMDs); 


• Executive Non-Departmental Public Bodies (NDPBs); 


• Advisory NDPBs; 


• Tribunal NDPBs; 


• Public Corporations; 


• Health Bodies; 


• Parliamentary Bodies; 


• Other Significant National Bodies. 
 
  







 
 


Further examples of Public Sector contracting authorities include but are not limited to: 


• The Scottish Parliament; 


• All Scottish Local Authorities; 


• All NHS Bodies in Scotland; 


• All Police and Emergency Services in Scotland; 


• All Educational Establishments, including Universities and Colleges, in Scotland; 


• Non-Departmental Public Bodies; 


• Third-sector organisations including charities on the Scottish Charity Register and 


voluntary organisations entered on the Membership Database of the Scottish Council for 


Voluntary Organisations; 


• Student Loan company; 


• The Forestry Commission; 


• Business Stream; 


• Equality and Human Rights Commission; 


• Business Gateway; 


• Associated Bodies; 


• Bodies governed by public law. 


 


Each contracting authority falls under a procurement organisation such as Scottish Procurement, 


Scotland Excel, APUC and NHS National Procurement. 


 


Whilst we recognise Framework Public Body contractors would rather utilise resources in house, this 


is not always achievable. Public Bodies have the option of using agency temporary staffing to satisfy 


their own contractual demands and service levels in the timescales required. The flexibility of 


partnership with agencies ensure there is no unproductive spend, allowing flexibility to scale up/down 


resources as required.  


 


Agencies (e.g. Brightwork) provide a fast and effective solution to cover business critical roles through 


peak periods or absenteeism, i.e. unexpected sick leave, maternity cover, holidays etc. Brightwork 


understands the Framework’s supply chain is a critical part of successful Public Service delivery and 


understands the commitment required from suppliers to manage continual resource planning 


solutions and an ongoing programme of recruitment search and selection over identified geographies 


and worker talent pools. 


 
Brightwork understands Public Bodies will utilise the Framework Agreements to access the goods and 


services they commonly need at market leading prices and terms. Suppliers to the Framework will be 


proven market leaders with-in their field and have a proven track record of delivering high quality 


services that benefit the community and limit risks to the end users. 


 


Aside from the convenience of not having to take the time to individually tender contracts of Scottish 


and EU thresholds, procurement teams are able to buy in confidence knowing the systems and 


processes of their Framework suppliers will ensure the capability to deliver a high-quality recruitment 


service. Regular communication with suppliers’ account managers and the ability to develop good 


long-term relationships will improve forecasting and operational control which will contribute to 


meeting expectations on time. In 2016/17 the Scottish Government Procurement saved c£14.6m* 


with framework agreements (*Scottish Government Publications March 2018).  


 







 
 


Brightwork understands The Scottish Procurement framework forms an integral part of the Social 
economic recovery plan for Scotland. Working within a Framework brings the following benefits to 
Public Bodies: 


• quicker procurement turnaround; 


• reduction in procurements costs for suppliers and customers; 


• capable suppliers; 


• multiple suppliers provide flexibility to cater for a range of services; 


• no need to re-negotiate terms and conditions as they are set up in the framework; 


• can be used to leverage greater price discount through aggregation of expenditure; 


• maintain security of supply chain; 


• build good, long-term client relationships. 
 


The Framework Public Bodies will use the Framework to provide recruitment solutions for temporary 


administrative, catering and manual staff in the North and South regions, and interim professional 


staff services nationally.  Brightwork understand permanent, fixed term contract and trades staffing 


solutions are not covered. 


 


This is outlined in the table below which we appreciate is not an exhaustive list.  The usage figures are 


not inclusive of the One-Stop-Shop Framework or purchasing off Framework.  We understand the 


historic usage levels as indicated in the below table, are not a guarantee of future business.  However, 


these provide some understanding of recent resourcing requirements split by role and geography, 


assisting us in developing appropriate recruitment strategies and where to focus internal staff KPIs 


and candidate attraction methodologies. 


 


 
Role 


Total 
No.of 
Roles 


 
Role 


Total 
No.of 
Roles 


Catering Assistant/Cleaner 1592 Finance Assistant/Officer/Payroll Administrator 30 


Administrator/Clerical/Admissions 1480 Support Officer/Support Services 30 


Hospitality/Hospitality Rep 667 Call Handler 28 


Application Processor 407 Store Person/Assistant 26 


Chef 266 HR Admin Assistant 21 


Front Desk/Receptionist/Telephonist 150 Registration Officer/Assistant/Registry Assistant 19 


Waiting Staff/Bar Staff 279 Data Entry/Data Processor 18 


Land & Environmental Operative 138 Labourer 18 


Refuse Loaders/Drivers 134 Janitor 18 


Porter 85 Domestic 15 


Kitchen Assistant/Kitchen Porter 83 Clearance Operative 14 


Warehouse Operator/Operatives 80 Art Manual/Worker 14 


 
Role 


Total 
No.of 
Roles 


 
Role 


Total 
No.of 
Roles 


Personal Assistant/Secretarial/Secretary 77 Retail Assistant 14 


Driver/Forklift 76 Visit Assistant 13 


HGV Driver/HGV Mechanic/LGV Driver 70 Leisure Attendant 13 


Housekeeper 60 Mailroom/Mailroom Operative 11 


Customer Services Assistant/Support Staff 57 Official Reporter 11 


Processing Operative 57 Grounds Keeper/Seasonal Gardener 11 


Information Officer 44 Payroll 10 







 
 


Events/Events Assistant 40 Escort 10 


Executive Assistant/Executive Officer 38 Barista 10 


Total   6234 


 


Brightwork understands that, should internal challenges arise for Framework users, they will have an 


expectation and reliance on their suppliers to have the industry knowledge and expertise to provide 


cost-effective, innovative solutions. 


 


To promote best value and value for money across the full scope of the Framework, we understand 


we should be proactive in working through our Account Maximisation System to ensure inclusive 


service consistency across all Framework Public Bodies. Should Brightwork be successful we have a 


mobilisation plan which will commence at contract start date. Initial stages of the process surround 


continuous communications with Public Bodies within the geographic area. 


 


Whilst there has been a significant rise over the last three years of Public Bodies buying from 


collaborative Frameworks, there is still scope for increase.  Brightwork would have a key role to making 


this happen by identifying potential Framework buyers, communicating our scope of supply and 


outlining the advantages of buying from the Framework such as quality, financial savings, efficiency, 


continuity, capabilities and minimising risks. 







BRIGHTWORK 2.3.1 - Brightwork will dedicate a large account team to deliver this Framework 
agreement, with additional flexibility to grow the team in line with increased usage levels.  The 
team has clearly defined roles, KPI’s and an agreed communication process ensuring service 
consistency across the Framework. 


Brightwork has identified the following, internal teams who will deliver the Framework along with 
an overview of responsibilities: • Property and Support Services (PSS):  This large-scale team is responsible for recruiting staff


within Manual and Catering, including Catering and Cleaning staff, Hospitality, Chefs, Waiting
Staff, Land and Environmental Operatives, Refuse Drivers/Loaders, Porters,
Warehouse/Forklift Operatives, Housekeeping, Labourers, Janitors and Grounds-keepers.


• Office and Business Support (OBS):  This team holds primary responsibility for delivery of the
Administrative positions within the Framework and is responsible for recruitment for Office,
Clerical, Reception, PA and Executive Assistant, Data Processing, Finance and Payroll, Call
Handling and HR roles.


• Finance: Our Finance team is experienced working with public bodies, managing budgets and
minimising queries, ensuring accurate and timely invoicing and invoice formatting that meets
requirements (including separate cost centres and precise PO’s).


Practically, from a Public Body’s point of view, we would expect them to have visibility of Brightwork’s: 


Account Director – each Framework Body will be introduced at implementation stage to the Account 
Director and have an open line of communication with them.  The Director will attend annual reviews 
and be the senior point of escalation of any issues, promote the Framework at Procurement level and 
hold overall responsibility for compliance regarding SLA’s and Ts&Cs. 


Regional Manager – each Public Body will have a Regional Manager who will attend reviews and be a 
point of escalation for complaints.  Regional Managers will also be involved in promoting the 
Framework to Public Bodies. 


Account Consultant – each Public Body will have an Account Consultant as a point of contact for day-
to-day operations.   


Brightwork Organisation Structure by Division and Key Personnel: 


The new Framework structure, combining Manual and Catering (PSS Team) with Administration (OBS 
Team), dovetails well with Brightwork’s organisation structure. Our dedicated teams currently 
servicing the public sector across the South Region, are structured to ensure there are dedicated 
subject matter experts managing the relationships in their areas of expertise. 







Account Director:  
 


years’ industry experience, specialising in Public Sector and Not-for-Profits.  As one of the original 
members of the Brightwork team, has built a team of market-leading consultants.  team 
focuses on winning and retaining key clients in construction, maintenance, catering, cleaning, and 
janitorial/concierge.  currently has overall responsibility for Brightwork’s existing Scottish 
Procurement Framework. 
 
Responsibilities: 


 


 


. 
 


Interim Account Director/Account Manager OBS: 
 


years’ recruitment experience, graduating from Napier University with an Honours Degree in 
Journalism, augmenting this with a Masters Degree in Marketing from Strathclyde University. 
was founding 


last year, performing as the Interim Account Director for Framework Delivery. 
 
Responsibilities: 


 


 


 
 
Account Consultant: , OBS 
 
Joined Brightwork’s OBS Team in , providing recruitment solutions within office, administration 
and customer service. has been a key member of the Framework Account Management Team 
throughout this time, supporting with daily role fulfilment, provision of MI reports and meeting hiring 
managers to conduct service level reviews. was promoted to Team Leader in  with team 
management responsibility as part of her new remit. 
 
Responsibilities: 


 


 
 


 
 
They are supported for Administration positions by a further  Account Consultants and 
Candidate Managers. 
 







Regional Manager Catering & Manual: 
 


works within the Property and Support Services Division, with over years’ recruitment 
experience.   currently is responsible for day-to-day management of all Brightwork 
Consultants and Resource Assistants working within catering, cleaning & hospitality recruitment. 


also has direct experience delivering on the Scottish Procurement Framework. 
Responsibilities: 


  


  


  


  


 


 
Account Consultant:  Catering and Manual 
 


years’ experience working within Brightwork PSS Team, specialising in support services, e.g. 
Chefs, Catering Assistants, Cleaners, Janitors and Security Guards amongst many other disciplines.  


manages workers per week, having built a strong network of clients and candidates, with 
several years’ direct experience delivering on the Scottish Procurement Framework. 
 
Responsibilities: 


  


  


  


   


 
 
The Manual and Catering Account Team consists of a further Account Consultants, with 
specialisms covering various role types, based in office locations in Edinburgh and Glasgow and 
covering the entire South Region. They are supported by Candidate Managers, who provide 
candidate attraction and screening support, assist in filling client bookings and provide compliance 
and audit support. 
 
Overall, this Framework would be directly delivered in the South by a total of edicated Brightwork 
employees for admin, catering and manual, notwithstanding support from the senior leadership team, 
Finance, Compliance and Marketing that make up our wider service-offering to the Framework’s 
Public Bodies. 
 
Using the MI reports from 2017 previous usage shows that we had access to roles (approx. 
of the 6234). Based on an average fill ration of to  this would equate to placements. We 
originally had a team of  people serving this Framework area, representing  workers per head. 
We have since increased this headcount to . We have senior people operating with an average 


 workers and people averaging  workers. This ties in with our commercial targets for 
consultants, where the average timesheet value is  per week, and our minimum standard is 


per year billings  workers x weeks = approx.) We have taken the mid-point 
of  and estimated that for every workers, a new consultant resource is required. 
  







We recognise flexibility and speed of service are key factors.  In addition to the above, we expect to 
make additional resources available.  At implementation stage and peak times, Account Consultants 
would be supported both by Candidate Managers and the regional manager.  Brightwork has 
Candidate Managers available to recruit across a variety of disciplines, and they are experts in 
candidate attraction and selection, supporting our Account Consultants to ensure there is always 
enough candidates available. 
 
Changes to Key Personnel 
 
Brightwork’s flexible approach to key account management, leverages key personnel across the 
business to cover absences and peak demand. 


  Cover was provided as detailed below and we communicated these changes to 
buying organisations via meetings, email and telephone: 


  
 


 
 


 
We understand a key requirement for our Public Body clients is consistency of service and 
communication, so propose to manage communication of any changes to this Framework’s account 
team, through initial contact via telecon and email, followed by face-to-face meetings with Public 
Bodies’ key contacts. 
 
Any new personnel working on the Framework will receive training from the Account Director and 
shadow the Regional Manager with Public Bodies until fully versed in the contract, KPI’s, Ts&Cs, with 
a strong, working knowledge of the organisation(s) assigned to them.  







BRIGHTWORK 2.3.2 - Brightwork has been a  
  


 
   


  
     


  


Where DS scheme membership is a client requirement, candidates are asked to complete 
the appropriate application form dependant on the disclosure type required for the role.  
Applications are checked and .  
Candidate’s disclosure applications and responses received from DS are managed  


 


 
   


 
 


   
 


 


Application responses are returned directly from DS to the Countersignatories and contents 
are checked by them with summary details updated on the .   


 
 


 


 
 
 
 


 


 
             


 
 
 


A worker whose PVG membership indicates they are listed for consideration will not be placed 
on assignment in any regulated role until a positive verification of a decision NOT to list has been 
provided by DS. 


A worker whose PVG membership indicates they are barred from working with any public groups 
will not be considered for work in regulated roles. 


Workers with clear Disclosures have a record of their scheme membership noted on their 
worker profile on the recruitment system, making them searchable for appropriate roles using 
this as a qualifying requirement. 







   
 


   
 


Disclosures presented at registration that have been previously obtained directly by the candidates 
themselves or via previous employers/agencies, must be validated or updated by Brightwork, directly 
with DS.  A worker whose PVG membership is not yet validated or updated by Brightwork will not be 
considered for work in regulated roles.  Where clients have indicated in writing that they will accept 
workers presenting an existing Disclosure dated within a specified period (usually within the last 12 
months), and for whom we await a pending Brightwork application response being returned from DS, 
we will consider these candidates for assignment in the interim.  This situation would never apply to 
workers awaiting PVG Membership responses. 
 


 


 
Once a worker has not been assigned, or accepted any assignment offers for, any regulated work via 
Brightwork for six months or more, Brightwork invokes the same actions as noted in the above 
paragraph. 
 
For any role which requires BPSS validation, Brightwork ensures the following checks have been 
carried out and positively verified prior to assigning the worker to the role: 


• Identity – prior to biographical interview the consultant will view and retain a copy of the 
candidate’s passport (with any visas that are appropriate), birth certificate, photo driving 
licence and an Inland Revenue document such as P45/P60.  This forms part of our standard 
process however for BPSS we will also require evidence of proof of residency such as a utility 
bill or bank statement dated within the last 3 months. 


• Work History - we will hold a written record of a candidate’s work history in the form of a CV 
or Brightwork Application form.  We ask all candidates to complete a full work history from 
their first period of employment and for BPSS roles we would ensure this work history covered 
at least the three most recent years. 


• References – we will take two or more written references and for BPSS purposes we would 
ensure those references covered at least the last 3 years of employment history 


• Right to Work - For UK and EU/EEA and EFTA nationals, nationality is checked and evidenced 
via our attestment of the candidate’s Passport or National Identity card.  For UK nationals 
only, where a candidate does not hold a Passport, we will accept a Birth Certificate 
accompanied by a Marriage Certificate (or other proof of name change document) where 
required and a minimum of a photo Driver’s Licence and evidence of the candidate’s National 
Insurance Number.  For candidates from the rest of the world, we require a current Passport 
with current and relevant work visa or a Biometric Residence Permit or Application 
Registration Card with no work restrictions. Where necessary, our consultants will also use 
the UK Government’s Employer Checking Service to assist in verifying right to work status. 


• Criminal Record – this is checked via the Disclosure Scotland checks outlined above. 
 
At the pre-implementation stage of any contract, Brightwork will meet with the Client to establish any 
custom, minimum security requirements.  Where these exceed the above standards, Brightwork will 
agree the additional checks required with the Client, and, wherever relevant, engage with the specific 
third-party organisations that would allow us to complete these checks.  
 
We already work as preferred suppliers to clients with enhanced baseline security requirements, for 
example Diageo and Chemring Energetics.  Any workers assigned to these clients, e.g. businesses 
involved in product exportation or explosives manufacturing, must also conform to Commerce and 







   
 


   
 


Trade Partnership Against Terrorism (CTPAT) requirements.  This means we are required to complete 
all the above checks and must also check five years’ work history, including verifying any gaps via Job 
Centre mandates and character references.  Some clients, such as are also bound by further 
legislation which precludes any candidates with previous convictions whether spent or unspent from 
being permitted to work within their premises. 
 
Within Brightwork’s standard Contract for Services, with which we require all temporary workers to 
sign their agreement prior to any work assignment, are several areas that client confidentiality is 
covered, for example: 
 


 
 


 
 


  
 
 


 


 
 


   
 


 
We appreciate candidates may have access to sensitive information or indeed be interacting with 
people they know outside work in a confidential/sensitive situation.  Candidates are coached on 
appropriate behaviour by their consultant.  This is generally reinforced at induction stage with the 
hiring manager.  


. 







BRIGHTWORK 2.3.3 Recruitment Process ensuring a suitable match and candidate retention 


Brightwork already recruits successfully for public and private sector organisations across the South 
region, covering a diverse geographical spread.  Some of these clients have very specific recruitment 
needs and local labour market conditions. 


To ensure recruitment, retention and matching of suitable candidates, we first develop a plan for 
gathering information regarding expected levels of requirements and the disciplines/geographies into 
which these fall.   


Following initial contact with hiring managers, we seek to meet them and gain information on current 
and anticipated future needs, then tailor our service-offering to the most relevant candidate 
marketplace(s). We assign a suitable person within the Account Team to keep in regular contact, 
staying abreast of anticipated changes, and ensuring we meet fluctuations in demand, by developing 
candidate banks for peak periods. 


Brightwork has developed a multi-faceted, Scotland-wide recruitment strategy, aimed at attracting a 
diverse range of applicants.  From these applicants we identify, match and retain the best possible 
talent pool for our clients.  This strategy is delivered by our Regional Account Managers, with 
operational support from consultants and resourcers. Some of our attraction methodologies play an 
incredibly important role when recruiting in rural areas, where there is potentially less candidate 
availability (we have highlighted these methodologies below with an asterisk*). 


Candidate Attraction Methodologies 


Brightwork employs a range of candidate attraction activities, including the following: 


• Brightwork Database – over years we have developed a database of thousands of vetted
and current candidates.  We communicate swiftly with targeted candidates via mail-shots and
bulk SMS notices, and accurately shortlist suitable candidates via skills/qualifications, location
and availability;


• external CV Databases* – we subscribe to major job boards including 
nsuring access to new candidates as soon as they become active on


the market;


• Brightwork website*;


• local press advertising*;


• other localised adverts* – supermarket bulletin boards, educational institutions, Post Offices
and other local centres;


• radio* (local and national) - participation in local interest and current affairs programmes and
paid advertising;


• digital media* - online advertising and presence on social and professional networking sites,
e.g.  Brightwork’s Digital Media specialist ensures continued
presence with news/events/discussion forums/vacancies and other content, designed to be
engaging and fun and attract new and wider audiences.  


• Brightwork brand awareness – Brightwork’s services are further promoted with assistance
from our partnered PR consultant of .  Working closely together, we have
successfully created positive brand associations in our candidate marketplaces through
sharing ‘good news’ and ‘topical subject’ pieces and promoting our CSR and community-based
activities;


• Local Employment Partnership with Jobcentre and their associated advertising site, Universal
Jobmatch;


• partnering with Regeneration Agencies;


• network* – friends/family of existing database;







   
 


   
 


• recommendation* - 
; 


• regional/local job fairs* – participating as exhibitors or organising and hosting our own; 


• recruitment Open Days* - on-site at client locations, sports stadiums, hotel function suites 
and other, easily accessible venues within local areas; 


• mobile recruitment unit* - the launch of our first, mobile recruitment unit is imminent.  This 
will allow us to promote our service and bulk-register candidates at any geographic location 
across Scotland, at the heart of any venue, e.g. universities/colleges, even shopping precincts 
or public events; 


• company closures - we visit companies facing upcoming redundancies and perform 
outplacement services, assisting local communities to place workers with other ‘employers of 
choice’ and securing new talent. 


Candidate Interview/Assessment Process ensuring suitable match of Qualified Candidates 


 
All candidates are registered via our standard recruitment process:  


• Telephone Screen - New candidates undergo a telephone screening  
 
 
 


• Right to Work – At the face to face interview,  
 
 
 
 
 
 
 


• Work History - We hold a written record of a candidate’s work history in the form of a CV or 
Brightwork Application form.   


• Biographical Interview -  
 


  
  


 
 


  
 


 
  


 


• Competency Based Interview - We use questioning to investigate practical working 
examples in line with the identified core competencies for specific roles, to further assess 
candidate suitability and ensure the best possible match. 


• Qualifications - The candidate’s qualifications, proof of trades, certifications or licences (other 
than driving licence) are reviewed, copied (and validated).  We retain these for future 
reference.  Expiry dates of qualifications are recorded on our recruitment system (which 
triggers automatic reminders for review and update). Where a driving licence is a role 







   
 


   
 


requirement, we validate the driving licence via online DVLA checks prior to recording the 
candidate’s driver and licence status.  If a candidate is shortlisted for a driving role with a 
client, any penalty points or offences recorded on the licence will be notified to the client. 


• Referencing - We will take two references covering at least the last two years of employment 
history.  For some clients, this is extended to five years in line with their specific requirements. 
This includes investigation of any employment gaps and obtaining a character reference/job 
centre mandate form if applicable. 


• Disclosure Scotland - Where Disclosure Scotland scheme membership is a client requirement, 
candidates are required to complete an application for the disclosure type appropriate to the 
role.  General disclosure details are recorded on a company-wide register and made available 
for reference to the consultants.  The details held on the register are simply a summary to 
identify the candidate and type of disclosure held or applied for. The register contains no 
details of the contents of the disclosure itself.  Disclosure applications are managed by one of 
four, registered Countersignatories at Brightwork.  All disclosures are reviewed by them and 
passed to the Lead Countersignatory for final checking and filing.  Any candidate listed for 
consideration will not be placed on assignment until a positive verification is provided by 
Disclosure Scotland’s Determinations Team confirming the candidate is not to be listed.  


 
Candidates failing to meet Brightwork’s validation requirements are deemed unsuccessful and not 
taken forward as a potential temporary worker for the agency. 


This is the process adopted by all Brightwork employees regardless of location, rural or urban, ensuring 
consistency of quality in the service we deliver. 


Utilising local job market knowledge to meet Framework demand  


Brightwork’s Edinburgh and Glasgow offices service the South and our Elgin office services the North.  
Every week we assign placements to temporary workers, working with  across the 
whole of Scotland.  We work continuously to ensure there is a consistent volume of assignments 
providing our candidates regular work, thereby retaining our temporary workforce and minimising 
turnover. 
 


 


 
 


  
  


 
 
We work closely with clients, holding regular service reviews, creating opportunities for discussion 
about requirements and ensuring our forecast records remain current and accurate. Retention of 
existing candidates and maintaining a bank of available candidates for each client is key.  We identify 
our clients’ peak requirements and aim to maintain a bank of candidate levels identified. 







   
 


   
 


In high-demand areas we operate continuous candidate generation activities to maintain banks.  Once 
candidates are registered in the available bank we communicate regularly with them, updating their 
availability and keeping them informed of vacancies.  Where banked candidates are not required by a 
client we will market them to other clients. 
 
We appreciate there will always be unplanned periods of high demand. Our organisational structure 
and business processes have been developed so we can utilise the support of additional candidate 
managers from other teams across the business, maximising our ability to scale-up recruitment 
activity to suit the needs of our clients. 
 


 
 


 


 


  


 


 
 
Where a client has a significant worker headcount (minimum , and if requested by the client, we 
can base a Brightwork consultant at their operational site.  We already operate this model with some 
of our private sector clients and now have clients across Scotland with permanent, Brightwork 
employees managing recruitment operations on their sites.  
 
Whilst Brightwork is committed to securing local jobs for local people across Scotland, we understand 
through times of high employment levels and skill shortages this may not always be possible for the 
timely delivery of contracts.  Brightwork is proactive in sourcing and relocating suitable candidates 
from other areas across the UK and beyond.  


We have qualified trainers within Brightwork who provide training across various disciplines such as 
Health and Social Care, Occupational Health and Safety, Food Hygiene, Licensing (for Hospitality 
trade).  This enables upskilling of workers, ensuring we maintain sufficient resources to meet our 
clients’ demands. 







BRIGHTWORK 2.3.4 In accordance with the 2010 Equality Act, Brightwork asks candidates whom we 
book in for face-to-face interviews, to advise if they have any specific requirements to enable/
assist their attendance for interview, and we will always aim to accommodate those requirements, 
e.g. relocating the interview venue to a ground floor meeting room, booking a car-park space, 
providing a sign-language interpreter, etc. 


Following the interview, and once the candidate has been determined as and notified they have been 
successful in registering with Brightwork for temporary work placements, they are asked to complete an 
occupational health questionnaire.   


The questionnaire is simply laid out with a clear explanation to the worker of the objective its completion 
is intended to achieve, i.e. it is designed to assist Brightwork: 


• prevent the temporary worker being placed at any risk in the workplace;


• identify areas of assistance and establish any adjustments which may need to be made to the
workplace to enable the temporary worker to carry out the placement they have been assigned;


• assess whether the temporary worker has any existing health issues likely to affect their ability to
undertake the duties of any subsequent assignments (without adjustments first being made).


Questionnaire responses remain strictly confidential and are reviewed by 


Within the questionnaire we request information regarding health issues (current or in the past which still 
affect the temporary worker now), whether any prescribed medication has to be taken daily (or at regular 
intervals) during work and specifically if there are any areas of assistance or adjustments which we could 
make to enable the worker to carry out the tasks associated with the type of role for which they have 
been registered. 


Where matters raised within the questionnaire responses indicate a health condition, medication 
requirements or previously recognised workplace/role adjustment requirements,  


 
 
 


 


Where the OH risk assessment identifies any precluded activities, we discuss this with both our worker 
and OH assessor to agree what is realistically achievable in terms of role types that the worker may be 
considered for going forward without causing any detriment to their health, safety or wellbeing.  We agree 
with the worker the types of roles and client organisations that best suit their abilities and specific 
requirements and consider what adjustments might be necessary or types of locations and environments 
would be most suited to addressing the individual needs for that worker. 







Oftentimes, our OH service provider can provide guidance on initial actions to be taken, with a period of 
monitoring and a review meeting scheduled with the worker, without requiring a full OH risk assessment 
to be carried out prior to the assignment.  The review meeting is agreed at the outset between the worker, 
Brightwork’s H&S representative, and the OH assessor too, if necessary.  Where we can work with the 
individual and our client to implement any reasonable, minor adjustments in this way, we sometimes find 
this approach suffices.  For example, pre-assignment, we have provided workers with specialist 
workstation equipment, e.g. vertical mouse, and agreed amended start/finish times for ensuring the 
worker’s safer access/entry/exit of the client premises and this has adequately addressed the worker’s 
OH requirements without a workplace risk assessment. 
 
We sometimes endeavor, depending on the nature of the health condition or issue raised, to assign the 
worker to roles where there is a higher likelihood of long-term continuity of assignment so that we may 
develop our client/worker relationship to engender the safest possible working environment.  This is 
particularly important where, as we find increasingly in recent years, we are supporting workers who 
manage conditions such as Autism and Aspergers Syndrome, and the nature, content and consistency of 
the role itself can prove as important to the worker’s welfare as the physical environment. 
 
Where our OH service provider advises that a workplace risk assessment is necessary, we make the client 
aware of this and schedule the OH assessment with our assessor and worker at the client workplace prior 
to the assignment start date.  This usually enables early agreement on adjustments, some of which might 
be simple, physical adjustments or facilities requirements, e.g. minor relocation of workstation, arranging 
access to disabled car-park space, etc.  It also provides the opportunity for any specialist workstation or 
other workplace equipment requirements to be sourced and provided prior to work commencing.  All of 
these activities are conducted with open and transparent communication between all parties, ensuring 
that adjustments are reasonable, agreed with the client and worker and supported via the OH assessor’s 
recommendations. 
 
Re-assessments are carried out following any subsequent alterations to the worker’s health, the role or 
workplace during the course of the assignment.  In the event of a re-assessment Brightwork adopts the 
same process as above, instigating contact with our OH service provider, seeking their guidance and 
expertise and continuing to ensure open communication and agreement between all parties at all stages. 
 
Examples of adjustments we have made in the past include: 


• use of mini-com or text relay services with the telephone interview of candidates with hearing 
impairments; 


• providing sign language interpreters at interview stage for candidates with hearing impairments; 


• providing helper to complete application forms and paperwork for candidates who have difficulty 
in reading or writing or are visually impaired; 


• personal vibrating and flashing radio pagers for workers with hearing impairments to ensure they 
are notified of fire alarms; 


• providing buddies for hearing impaired workers; 


• change of role for colour-blind worker; 


• change of role and duties and providing buddies for workers with mobility problems; 


• providing specialist workstation equipment and relocation of workstations to accommodate 
workers with spine conditions, arthritis, cerebral palsy. 


 
  







Everyone at Brightwork understands and supports our commitment to diversity and in ensuring that this 
message is communicated consistently to all our stakeholders.  We wish to ensure, as far as possible, that 
our internal policies and processes present a great example of best practice to all our stakeholders.  We 
believe that the extent of diversity across our own workforce at Brightwork reflects the community and 
clients we represent.   
 
Brightwork’s ethos is to encourage applications from a wide pool of potential workers, ensuring our 
equality policies are robust, well understood and properly implemented.  Our policies provide for a fair 
and consistent approach to recruitment, ensuring that we are non-discriminatory and making available to 
as diverse a range of candidates as possible, any opportunities arising through Brightwork.   
 
Brightwork has delivered employee training on Diversity and Inclusion in the workplace and our 
employees are well versed and confident in all aspects of the Equality Act 2010 as well as the ethical and 
business case for diversity.  


  We believe this means our consultants are better able to meet client expectations, especially 
for those clients who have more sophisticated diversity practices and requirements.   
 
All Brightwork candidates registering for temporary work are provided the opportunity to complete an 
Equal Opportunities monitoring form, from which we compile and review statistics to monitor and 
measure our effectiveness in attracting applications from as wide and diverse a group as possible. Where 
we are underrepresented by any particular group, action plans are agreed and put in place to address this.  
 
Brightwork is part of the Staffline Group, and one of our sister companies within the Group is PeoplePlus, 
an employability provider, supporting thousands of people from disadvantaged groups, back into 
sustainable employment.  They do this via a range of contracts, predominantly as the UK Government’s 
largest provider of the Work Programme and as one of Scottish Government’s primary providers of Fair 
Start Scotland (Glasgow and Highlands and Islands regions).     
 
PeoplePlus provides a range of services which empower people with disabilities and long-term illnesses 
to lead independent lives.   They achieve this through providing direct payments, helping people take 
control of their personal care, and delivering the national Access to Work programme, supporting people 
with disabilities to remain in work.  
 
Plans are underway for the PeoplePlus team (responsible for servicing their clients in the West of 
Scotland), to relocate into Brightwork’s Glasgow city-centre office later this year.  We view this as a 
tremendous opportunity to further the development of close working relationships and explore additional 
ways of combining and enhancing our service-offerings to our clients, candidates and workers alike. 







BRIGHTWORK 2.3.5 - Brightwork typically manages over  temporary workers in Scotland on a 
weekly basis. As such, we are highly experienced in managing a large-scale temporary work force, where 
our employees follow strict protocols and procedures in dealing with issues such as temporary worker 
absence. We have a Sickness and Absenteeism process in place with all our existing clients that we 
would look to implement with clients under the Scottish Procurement Framework. 


The process that Brightwork follows includes: 


•


• Absence monitoring will also feature on the agenda for Framework review meetings with Public
Bodies.


The above procedures are in place for unauthorised, short-notice absences such as sickness and 
dependant leave. For authorised leave such as holidays or planned leave (hospital appointments, 
maternity and paternity, etc) then a holiday request form will be completed and returned to the relevant 
consultant or be completed online via our Brightwork Candidate Portal. The Brightwork representative 
will then consult with the client to decide whether leave can be granted and whether a replacement is 
required to cover this leave. 


The above are Brightwork’s standard procedures that we feel are suitable for this Framework, but as with 
other clients that we deal with, we are flexible to adapt to nuances of individual client needs. Our robust 
candidate interviewing/vetting process helps us to advise on our expectations for candidates, and on how 
absences will be managed, minimising the risk associated with repeated, unplanned absences. 







   
 


   
 


Replacing a Temporary Worker 
 
Brightwork’s process for replacing an unsuitable temporary worker would be as follows: 


• When contact is received from the client, advising of unsuitability for the role, the relevant 
account consultant will then discuss the reasons for this in-depth. This is to ensure the Public Body 
is not inadvertently in breach of any employment legislation. 


• Brightwork will discuss with the hiring manager whether the worker is suitable for other roles 
within their organisation or we can evaluate if there is a better match elsewhere, or if there are 
issues making them potentially unsuitable for placement. 


• The account consultant will offer the hiring manager the option of a face-to-face meeting or to 
speak directly to the regional manager should they have further concerns. 


• The consultant will ascertain whether the candidate should be removed from assignment 
immediately or retained until a replacement is found. 


• The consultant will source a replacement candidate through Brightwork’s bank or use other 
candidate attraction methods to find a suitable replacement. 


• Where a worker is deemed unsuitable, the consultant will offer the hiring manager the option of 
interviewing the new shortlisted candidate(s) or potentially offer a “  


• 


 


 
. 


• A new booking is raised on our bespoke candidate management system  to make 
payroll and accounts aware of the change in candidate.  The replacement candidate can work with 
the same PO number/cost code as the candidate’s name appears on all invoices for clarity. 


• Any unsuitable temporary workers placed will be included in our management information and 
highlighted at review meetings. This will allow collation of any recurring issues with temporary 
workers.  This would be viewed as a key area for continuous improvement and any trends would 
be addressed to account consultants in the quarterly appraisals. 


 
Consulting with and Protecting the Framework Body 
 
On protecting the Framework body from employment relationship/employment law risks our approach is 
to work with each client organisation to minimise identified risks as fully as possible. We encourage open 
communication at all stages, ensuring potential issues are identified and dealt with an early stage and 
believe early and decisive intervention is key in mitigating risks. We will provide each Framework 
stakeholder with a ‘protocol’ document, to be used as a point of reference, that clarifies the role of the 
agency in managing temporary staff. 
 
  







   
 


   
 


Brightwork can help to educate stakeholders working within Framework organisations about the role of 
our agency as an Employment Business in managing temporary staffing, clearly separating our offering 
and distancing the end-user from unwarranted claims of “co-employment”. We advise our framework 
partners on our areas of responsibility in managing temporary workers through ‘Contracts for Services’ 
for temporary assignments and ensure that we act as the worker’s primary point of contact (POC) 
throughout the assignment. As part of our role as a service provider for temporary labour, this includes: 


• payment of wages; 


• provision of ‘Contract for Services’ per assignment, and any associated required 
documentation; 


• provision of Brightwork’s Temporary Worker’s Handbook to all registering workers.  The 
Handbook contains details of the worker’s relationship with Brightwork, responsibilities of 
both parties (worker and Brightwork), including a chapter on holiday, sickness and absence 
procedures/requirements; 


• primary POC for all holiday entitlement accrual/ pay queries/ any concerns over working 
conditions, and subsequent follow up on any complaints; 


• enrolment into pension plan and associated queries; 


• hiring/termination of workers to/from temporary assignments; 


• advising on likely length of assignment, and any changes to this duration. 
 
Brightwork takes ownership of these interactions to mitigate the risk of employment law risks to 
Framework users and provide consistency for all parties. For organisations with large-scale temporary 
workforces, we adopt an ‘on-site’ model where Brightwork personnel have office locations on-site to 
manage other day-to-day responsibilities around temporary labour management, though this service 
offering is currently only utilised by our private sector clients. 
 
Other ways in which we seek to protect our Framework Public Body clients from similar risks include: 


• Working to a Service Level Agreement structure, set out in the Framework Agreements, which 
sets out the responsibility of the agency in supplying temporary labour. 


• Educating the client that we are their POC for any performance issues, and that we will manage 
the communications around this with workers, to ensure avoidance of misunderstanding around 
the nature of the relationship. 


• Brightwork stays abreast of employment law, and is best placed to adhere with legislation such 
as Equal Opportunities, AWR Regulations, HMRC, Pensions auto-enrolment, Employer NI 
Contributions, Apprenticeship Levy etc. 


• Robust, baseline, standardised vetting process including verifying right to work/qualifications/ 
criminal convictions/work history and referencing/WTR opt-out. 


• Vacancy Specifications - Upon receiving instruction to work on a role, we ensure we communicate 
with the hiring manager to fully understand, role requirements, health and safety, qualifications 
and experience required, working environment, person fit and team, assisting in sourcing the best 
potential match for the particular environment. 


 
Given the rapidity of change within the Contracting and Temporary Labour market in Scotland over the 
last few years, Brightwork plays a pivotal role in maintaining professional and ethical standards in helping 
Framework users successfully utilise flexible workforce labour. 







BRIGHTWORK 2.4.1 - Brightwork has robust management systems and processes in place that ensure our 
employees: • are aware of their pivotal role in providing consistently high service levels to internal and


external stakeholders;


• have the necessary tools to help them ensure they meet their responsibilities;


• have confidence in their abilities and knowledge that they are empowered to deliver their
client’s needs.


Performance monitoring 


Brightwork operates a formal, six-monthly appraisal system driving continuous improvement in our 
business model, ensuring Brightwork’s employee performance is monitored and measured. This is 
called our ) and seeks to monitor performance in 
activities and outcomes relating to set objectives, along with the individual’s own development 
(training needs analysis). 


For employees working within the Framework Account Team, we would ensure we base both their 
Development Steps and Objectives to the goal of continually improving the service that they provide 
to end-users of the service. 


Recommended development steps include: 


• Learning about the Scottish Procurement client/clients they will deal with.


• Cross Training on other Scottish Procurement clients to ensure ability to cover for holidays,
etc.


• Gaining a thorough understanding of the “Statement of Requirements” of the Procurement
Scotland framework.


Each employee would work with the Account Manager to ensure this development takes place. 
Improvement is measured through the monitoring and reviewing of Objectives set with the goal of 
improving service to Scottish Procurement clients, including, for example: 


•


The feedback/input of Scottish Procurement stakeholders would be integral to this, so Account 
Managers could make these specific to their region and specialist market, gained via regular review 
meetings. 


Brightwork would measure and report on customer satisfaction, where our overall action is to have 
measurable goals for continuous improvement of customer satisfaction on a six-monthly or yearly 
basis. 







This would measure customer satisfaction against all guidelines as set out in the statement of 
requirements: 


•  
 


  
 


  


           
 


  
 


  


 
We would also gather scored information as follows: 


•  
 


  
 


  
 


  
 


  
 


 


 
 


 
The findings would be collated, with a view to increasing satisfaction scores as the relationships 
develop.  Areas highlighted for improvement would have action plans put in place with a six-month 
improvement review goal. 
 
Managing Communications 
 
Brightwork adopts a multi-faceted approach to maintaining regular and effective communications 
with the full range of Framework stakeholders.  We tailor communications in response to client needs, 
gaining agreement at local level with the Account Consultant and Account Manager and their client 
contacts.  Brightwork offers monthly or quarterly review meetings. We have regular telecons with 
stakeholders to assess upcoming requirements and allow for resource planning and candidate bank 
formation.  We hold monthly, on-site worker ‘surgeries’ if desired, such as for . 
We provide management information to central procurement, but have augmented this information 
to suit individual organisations, e.g. , when they had a new point of contact who 
required additional information. 
  







Problem/Dispute resolution 
 
We encourage and promote problem/dispute resolution at an early stage and at local level, where 
most issues can usually be resolved through effective communication and gaining a mutual 
understanding. 
 
We adopt a five- stage approach to solving problems and engage with our client at all stages: 
 


1. Analyse the problem/issue:  Identify the problem, potential causes and investigate further to 
determine root cause. 


2. Develop solutions (corrective actions):  Consult stakeholders to develop solutions, determine 
viability of different methods. 


3. Determine the solution:  Assess corrective actions likely to yield optimum results. 
4. Implement the solution:  Engage and communicate with parties impacted, agree timelines and 


responsibilities. 
5. Evaluate the results:  Did the corrective action resolve the problem?  If not, what else needs 


to be done? 
 
Where a local solution is not achieved, any dispute would be escalated to the named, Regional 
Account Manager and Scottish Procurement-nominated representative.  Their joint resolution will be 
binding on both parties.  In the case of the Regional Account Manager being unable to resolve a 
dispute, this would be escalated to the Account Director.  All disputes are recorded and retained 
centrally on the business issues register for review.  We expect these to form an integral part of all 
review meetings. 
 


 
 
 
 


 
We believe that transparency - both of our performance and the corrective actions deployed for 
resolving any problems/disputes which arise - is crucial to the success of the business as a whole and 
vital for continuing to engender our continuous improvement culture throughout the Brightwork 
team. 
 
It is through shared use of our business issues register that our Account Managers have learned to 
quickly identify matters of concern and to escalate any issues where input from peers and Senior 
Management is required to close off matters of concern or apply corrections to processes.  Review of 
this register is a fixed agenda item for management meetings.  Trend analysis of the issues forms part 
of the management information published across the business and, where applicable, shared with our 
clients, ensuring shared knowledge of lessons learned.  The escalation process is timebound and 
actions for resolution are assigned with deadlines to specific individuals across the company.  Review 
of the issues register forms part of the management review process involving Senior Management.  
This facilitates an authoritative response to new resource requirements or change requests which 
oftentimes require senior understanding and authorisation. 
 
  







Value for money 
 
By engaging fully in the Framework delivery mechanism and promoting its merits to Framework 
Bodies, we can effectively communicate how Brightwork represents excellent value for money. In 
2016/17 Scottish Government Procurement saved c£14.6m* with framework agreements (*Scottish 
Government Publications March 2018).  Brightwork’s role is to educate at a local level and bring these 
cost-savings to life for end-users. We deliver these benefits through: 


•  
 


 


 


  
 


 


  


  
 


  


 


 
 
In addition, we work with our clients and Scottish Procurement to review processes and procedures 
(via quarterly and bi-annual meetings), ensuring any areas of potential efficiencies or cost savings are 
identified and targeted for Continuous Improvement. 







BRIGHTWORK 2.4.2 Brightwork adopts a multi-faceted approach to maintaining regular and 
effective communications with the variety of stakeholders within the Framework Public Bodies.  
There are several methods that Brightwork employ that are ‘regular’ but the effectiveness aspect is 
more bespoke, and we tailor our communications offering in response to the client need. Some of 
the regular communication points and standard processes are described below: 


Operational Information 


•


Provision of Management Information 


In addition to operational information, Brightwork would provide formal management information to 
Framework Bodies and Scottish Procurement.  For Scottish Procurement this information would be 
collated and provided quarterly/every six months, depending on their preferences.  This would be 
collated by resource assistants, verified by the Account Manager and any queries would be raised with 
the Account Director within Brightwork. 


We do not expect all Framework Bodies to require the same information, therefore we would agree 
requirements with organisations individually at implementation stage and provide as to their 
requirements.  We would include the following for each worker:  


•







We would expect additionally to provide overall data on: 


•  


 


 
There have been many instances where we have been asked to provide management information to 
cover a specific date range or when a new stakeholder has come into one of the Framework 
organisations and for some reason could not find the information they required. For example, in 
January 2018, we were approached by the Procurement Team at the to 
provide the following information: 
 
MI from 15/16, 16/17 and 17/18 including: 


•  


 


. 
 
This is just one example and Brightwork will always respond positively and timeously to ad-hoc 
requests such as this. 
 
Tactical Information 
 
Distribution List – we put in place a distribution list of hiring managers within the client organisation. 
 
This list would be used to distribute tactical information: 


•  
 


 


  
 


  


  


  
 


  


 


 
In addition to this we will carry out quarterly, bi-annual and annual reviews to ensure the continual 
development of our offering. 
 
Our shared distribution list with key Brightwork contacts ensures that tactical and/or operational 
information is not missed, and that a member of our team will always be responsive to any incoming 
queries. 
  







Out of hour’s procedure 
 
Brightwork’s opening hours are 8.30am to 6.00pm, Monday to Friday.  The only days the office will 
not be manned will be weekends, Christmas Day, Boxing and the 1st and 2nd of January. 
 
All Brightwork employees have a dedicated work mobile, where their mobile number is listed on every 
email (on the auto-signature) and our staff are highly customer service driven, therefore will always 
respond if a client needs to get in touch out of hours. The mobile phones have CRM system access, so 
consultants are able to access information from any location. 
 
Brightwork also have nominated ‘on call’ account consultants for the areas of our business which tend 
to require regular out of hours contact – primarily our Health and Social Care and Catering, Cleaning 
and Facilities Teams. 
 
The on-call rota operates as follows: 


• Monday to Friday – 07:00-09:00hrs and 17:00-22:15hrs 


• Saturday/Sunday – 07:00-22:15hrs 
 
This benefits clients in several ways: 


• They can access our services out-with office hours for any reactive requirements. 


• They are speaking with people who will know their business as they are the same people they 
deal with Monday to Friday office hours, or at least part of the same teams. 


• The team keep availability up to date so can react quickly to advise clients around covering 
any emergency requirements. 


• Our system can be accessed and operated from our phones, laptops or PCs, meaning we can 
assist clients regardless of our actual location. 


• There is a dedicated person who anticipates incoming requests and can action immediately. 


• They have access to candidate banks that they can ring through for emergency cover. 
 
That on call consultant will have thorough knowledge of the framework and will have a widespread 
knowledge of all the framework clients so deal with initial enquiries. They will all be also supplied with 
contact details for other relevant consultants if they need additional information/help to deal with 
the enquiry, so minimising the time spent by framework clients going over the individual site details.  
There will also be a main board director on call at the weekend, contactable by the account consultant 
on call who will be available to deal with any issues that require escalation. 
 
Complaints resolution 
 
Brightwork has in place clear procedure for managing complaints/problems and the escalation 
procedure if clients were not satisfied with the outcome.  
 
The procedure will run along the following steps: 


• In the first instance the complaint is raised with the Account Consultant for that client. 


• The Account Consultant will notify their Regional Account Manager, record the complaint 
immediately in the client’s monthly report and attempt to rectify the situation. 


• The Account Consultant will then acknowledge to the client the complaint, what immediate 
corrective action has been taken, whether this has resolved the issue and confirm that these 
details have been recorded within the client’s monthly report. The Account Consultant will 
make this acknowledgement within four hours of receiving the client’s complaint. 


• If the client is not satisfied with the resolution that the Account Consultant has put in place, 
then they can escalate the complaint to the Regional Account Manager who has the authority 
to allocate resources as necessary to meet client needs. 







• If the Account Consultant has been unable to find/implement a solution they will notify their 
Regional Account Manager who will then assume responsibility for resolving the issue. 


• The Regional Account Manager will then take necessary steps to resolve the complaint, and 
again feed back and record the actions taken to meet the client needs.  This process will take 
place within 24 hours of first receipt of the original complaint. 


• If the complaint is still not rectified after this, then the Regional Account Manager, within 48 
hours of the complaint having been raised, will arrange a meeting with the client contact at a 
suitable time to agree an action plan and timescale for final resolution of the complaint. 


 
At the outset of any client contract, the client contacts will be provided with full contact details for 
the Account Consultants, Regional Account Managers and Account Director.  As part of the complaint 
resolution process the client will be advised that they may directly contact the Account Director at any 
stage in the complaints resolution process should they believe that the attempted resolution of the 
complaint is not reaching a satisfactory conclusion. 
 
At all stages of the process Brightwork will immediately record details of complaints and this will be 
documented in the monthly reports for clients and for the quarterly report for Scottish Procurement’s 
Strategic Contract Management Specialist. 
 
As part of our standard complaints procedure, and in line with Brightwork’s continuous improvement 
requirements, the matter would be recorded on the company’s issues register and will form part of 
not only the client review but also Brightwork’s overall management review which is presented to 
Senior Management at least once per year. 
 
Brightwork believes that it is vital all complaints received, recorded, acted upon and resolved (or 
unresolved) should form part of the Agenda of all review meetings with both the clients and Scottish 
Procurement.  This will hopefully prevent recurrence of similar issues in future and ensure that 
Brightwork puts in place, through our employee performance management system, steps for 
developing our own employees and our relationship with the client. 
 
Order cancellation 
 
Brightwork appreciates that one of the benefits of utilising temporary workers is the flexibility this 
offers and therefore orders may be cancelled from time to time.  We would always look for as much 
notice as possible when cancelling a temporary worker; this gives us the opportunity to find the 
worker an alternative assignment.  We would hope for a minimum of two hours’ notice to ensure the 
candidate has not already set out to travel to work. 
 
As with all processes, we aim to offer a flexible approach to the hiring managers. 
 
Brightwork’s process for cancelling orders is as follows: 


• Telephone call/email/fax received from hiring manager advising the candidate is no longer 
required.  This information should include role, reason for cancellation and, where possible, 
booking reference number/PO number and candidate’s name. 


• The Brightwork Account Consultant will contact the candidate directly, making them aware 
that the role is no longer available and why. 


• Where a purchase order or cost code has been raised, Brightwork will contact the finance 
department either by email or fax to ensure they have written confirmation that there will 
not be an invoice raised for this cost code. 


• The Brightwork Account Consultant will confirm in writing either by fax, email or via IT 
platform to hiring manager that the order has been cancelled and reasons for this. 


• The Brightwork Account Consultant will confirm to Brightwork’s Account Consultant that the 
order has been cancelled. 







• Brightwork confirms in writing placement details to all our candidates.  Where this 
communication has been issued, we will send an additional written notification to explain the 
vacancy has been cancelled. 


• The information will be included in our management information and highlighted at review 
meetings. This will allow collation of most common areas and reasons for cancelled bookings.  
This would be a focus for continuous improvement. 







BRIGHTWORK 2.4.3 Brightwork’s mobilisation plan details the key milestones, along with 
project team member responsible for ensuring these activities take place. For ease of analysis and 
understanding, we have grouped the information in tables and added critical dates of when each 
activity should be carried out, to ensure a smooth framework implementation process. 


Account Director Critical Date 
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Finance Team Critical Date 


Compliance Critical Date 


 
 
 


 


 


         
 


 


 







Key Team Members 
 
Account Director:  


has  years industry experience, specialising in Public Sector and Not for Profit.  As one of the 
original members of the Brightwork team, has built  division to be market leading 
consultants.   team focus on winning and retaining key clients in construction, maintenance, 
catering, cleaning, and janitorial and concierge.   currently has overall responsibility for 
Brightwork’s existing frameworks for Scottish Procurement.  
 
Responsibilities: 


•  


 


 


. 
 
Interim Account Director/Account Manager OBS:  


as over years’ experience within recruitment. raduated from Napier University with 
a Hons Degree in Journalism and augmented this by attaining a Masters Degree in Marketing from 
Strathclyde University.   was a founding Director of the BWSR business within Brightwork in 
2008 and has integrated the OBS Team into this in the last 12 months, performing as the Interim 
Account Director for Framework Delivery. 
 
Responsibilities: 


•  
 


  


  


  


 
Compliance Manager:
A qualified ISO 9001 Lead Auditor, has developed and maintained ISO certified 
management systems for businesses across a range of industry sectors for around ears.  
oversees and manages Brightwork's quality and compliance performance with a secondary role as 
H&S representative for the business.  NEBOSH and IEMA qualified with years of health and safety 
and environmental assessment and management experience, its within the Staffline Group's 
Compliance team reporting into both Brightwork's senior management team and Staffline's Director 
for Compliance and Ethical Standards. 
 
Responsibilities: 


• 


 


 
  







Account Consultant: , OBS 
joined Brightwork’s OBS Team in  providing a range of recruitment solutions within office, 


administration and customer service. has been a key member of the Framework Account 
Management Team throughout this time, supporting with daily role fulfilment, provision of MI reports 
and meeting with hiring managers to conduct service level reviews. was promoted to Team 
Leader in  with team management responsibility as part of her new remit. 
 
Responsibilities: 


•  


 


 


 
Marketing the Framework 
 
Brightwork would market the new framework to key stakeholders in a variety of ways, including: 


•  
 


   


  
 


   


  
 


 


  
 


 


 


 


 


 
The purpose of these processes is to advise hiring managers of the benefits of working with Brightwork 
under the Framework Agreement and by building these relationships, we can get ‘buy in’ from 
stakeholders to achieve maximum efficiency. 
 
We will ensure sufficient numbers of qualified candidates by using the information we collate from 
hiring manager to identify peak requirements and aim to maintain a bank of x1.5 candidate levels 
identified. 
 
  







In high-demand areas we operate continuous candidate generation activities to maintain banks. We 
then devise candidate attraction methodologies suitable to their local area (whether urban or rural) 
and tailored to critical job roles. These include (but are not limited to): 


•  


 


 


 
 
Brightwork employees have all been trained by Police Scotland’s Counter Terrorism Team and the 
Home Office Immigration Enforcement Team to identify fraudulent Right-to-Work (RTW) 
documentation. Our rigorous screening process ensures that copies of qualifications and RTW are 
stored safely, reminders are flagged when any documentation is coming up for renewal. Qualifications 
must be originals and are validated by Brightwork with the issuing/authorising authority or training 
body, as appropriate. 
 
Using this tailored candidate attraction strategy, Brightwork will build a bank of qualified and verified 
candidates who are available for work for the project commencement date, and throughout the 
framework delivery period. 







BRIGHTWORK 2.5.1 - At Brightwork our core values are at the heart of everything we do, and 
they centre around the importance of people in delivering excellent service, getting feedback 
from our stakeholders and acting with integrity to make changes to improve our business 
processes. • Put People First


• Pursue Excellence in Customer Service


• Value Feedback


• Embrace Change


• Act with Integrity


• Celebrate Success


As part of our ongoing strategy for business excellence, Brightwork invested in a QA/Compliance 
Manager (qualified ISO9001 Lead Auditor) in 2015, tasked with managing Continuous Improvement 
(CI) initiatives across the business, working with a variety of stakeholders to identify opportunities for
streamlining work and reducing waste/inefficiencies.


Our CI processes seek to deliver improvements to the following outputs on an ongoing basis: 


• Reduction in Whole Life costs


• Quality


• User Satisfaction


• Contract Service Levels


• Promotion of Best Practice


Agreed KPIs with our Framework clients will be used to gain feedback through the six-monthly supplier 
review meetings. Suggested measurable KPIs include: 


Activity Target 


  


  


  


  


  


  


 


Our standard supplier performance review is set out below, though this can be tailored further. 


Gradings guide: 


• Excellent – always delivers and is mostly pro-active in setting standards which continually
exceed our expectations. Sets standards for others;


• Good - acceptable performance, always does what we ask and on time;


• Marginal – mostly acceptable performance, but inconsistent.


• Poor – sometimes delivers acceptable performance, but needs continual prompting.


• Totally unacceptable – not fit for purpose.  Any recurrence will remove from supplier list
immediately.


Gradings: 


•  - Excellent/Best in Class


•  - Good


•  - Marginal


• - Poor


• - Totally unacceptable


Scores are out of a maximum







We are committed to continuous improvement and Brightwork is currently working towards the ISO 
9001 Quality standard, to improve internal workplace processes for greater consistency and quality of 
service.  Our ultimate aim is to achieve customer satisfaction by setting out what needs to be in place 
to consistently meet customer requirements. Our long-term goal is to achieve ISO certification across 
Brightwork’s integrated management system, and we will continue working towards further 
certification across ISO 14001 (Environmental), OHSAS 18001 (Health and Safety) and ISO 27001 
(Information Security) standards. 
 
Brightwork has an ongoing internal audit programme throughout the year, with frequency of business 
areas audited scheduled in line with business needs and also dictated by issues identified via multiple 
sources, e.g. results of previous internal audits, supplier and third-party audits (e.g. HMRC, 
Employment Agency Standards Inspectorate, BIS, Home Office, Disclosure Scotland, GLAA, etc) also 
following candidate or client complaints, employee feedback and business changes. As a minimum, all 
business processes would be subject to internal audit at least once per year with transactional 
processes such as candidate registrations being compliance checked daily/weekly. 
 
The results of these audits are fed back to the workforce weekly via 7-point Candidate Compliance 
report covering all aspects of registration, right to work, working hours, payment for work, health and 
safety considerations, etc.  Client-specific audit results are fed back to client account teams, the 
management team and Directors and reviewed as part of the annual management review (for senior 
management and leadership team) including trend analysis and preventive action recommendations.  
 
Our QA Manager has worked closely with external IT providers and investment in new technology 
continues to play a key part in achieving our goal of continuous improvement. To this end, we adopted 
a new integrated CRM/Payroll/Accounting system in 2018 to help streamline how we interact with 
our stakeholders and improve these daily interactions.  We are currently re-designing our website to 
enhance our brand, making the site more interactive for clients and candidates. By integrating our 
recruitment software with our website, candidate applications and sophisticated skill matching tools 
will facilitate rapid and accurate short listing for requirements.  
 
We are introducing online registration processes for our candidates so that their time spent physically 
within the office can be cut down, utilising our consultants time more efficiently and improving the 
overall candidate experience.  
 
Minimising Errors 
 
We minimise errors in the following way: 


• Business processes are monitored and reviewed annually with ongoing training tools updated 
to reflect and roll-out best practice identified throughout the year from audits, positive 
business results and client/candidate feedback. 


• Our processes are measurable, uniform, trained out and well adopted by our workforce.  We 
are one of very few agencies which uses a points-based system to score every candidate 
interviewed, removing subjectivity (which may vary among consultants).   


• Consultants validate their workers’ payroll for errors before it is processed.  This ensures 
payroll’s data input is proofed, resulting in few or no errors, e.g. holiday pay being requested 
but not processed.  


• Audits – candidate registrations are audited by Compliance for references, identification, 
eligibility to work in the UK and validity of qualifications.   


• AWR – temporary worker qualification for AWR is monitored in real-time on a weekly basis, 
by client, by role, ensuring pay rate errors do not occur. 


• Our managers are trained in root cause analysis and corrective action implementation, they 
share business issues through formal methods with fellow managers and publish outcomes of 
actions, therefore errors made are rarely repeated. 



http://www.british-assessment.co.uk/services/iso-certification/iso-14001-certification/

http://www.british-assessment.co.uk/services/iso-certification/ohsas-18001-certification/

http://www.british-assessment.co.uk/services/iso-certification/iso-27001-certification/

http://www.british-assessment.co.uk/services/iso-certification/iso-27001-certification/





Improving Quality of Service through Managing Staff Performance 
 
Brightwork promotes a climate of continuous improvement and a culture of innovation across the 
workforce. In 2017, we set up an ‘Innovation Inbox’ with emails directed to Brightwork’s CEO, 
encouraging employees to share their ideas for improvements. There have been many ideas rolled 
out across the business, including reward schemes for non-income-generation accolades such as 
“Excellence in Customer Service”, based solely on client and candidate feedback. Having noted 
repetitive mistakes being made by candidates on registration forms, we were asked to re-design 
registration documents to simplify the process for candidates, whilst still collecting the necessary data.  
Following training via Police Scotland’s Counter-Terrorism Team in identifying fake documentation, a 
request was input by one of our trainees for an information board to be introduced at the ID checking 
station in the main offices.  These were installed and are maintained and regularly updated, displaying 
relevant and topical data regarding ID and right to work matters such as current trends in fake identity 
attempts, es, overseas student verification requirements, etc. 
 
Our ‘Put People First’ philosophy extends not only to our clients and candidates, but also to our own 
staff, who are our service and arguable the most important critical success factor in ensuring we 
deliver a high-quality service offering. We retain staff through the provision of a range of benefits, and 
our competitive and comprehensive benefits package is only a small part of this. 
 
Perhaps more importantly, we provide an empowered working environment: 


• We invest in the latest equipment, facilities and infrastructure to ensure staff are provided 
with everything they need to support our clients. 


• Our business processes are fully supported by internal/external training that expands to 
reflect changes in legislation and other aspects of our focus on our Corporate Social 
Responsibilities, including recent Modern Slavery Awareness training for all our staff. 


• Individual Business & Development Plans (ID&BPs) are reviewed fully every 6 months, to 
allow our people to reach their potential. 


• Many of our existing Consultant population have been promoted from Trainees and 
progressed internally through our ‘ranks’, where we recognise their progress in a tangible 
way. 


• We strive for a diverse range of people and skills within our own organisation and embrace 
Modern Apprenticeships to bring more young people into our business to give them essential 
workplace skills. So far, we have taken on 20 MAs, with 4 who have recently passed their 
apprenticeships in 2018 and are moving into permanent roles. 


• We delight in ‘Celebrating Success’ and have enjoyed some excellent team-building events as 
rewards for outstanding performance across the company.  We regularly offer incentives to 
the workforce with which we hope to encourage them to embody company values at work, 
achieve their objectives and go the extra mile for their clients and candidates. 


 
For an employee working on the Scottish Procurement framework, we would ensure that their 
Development Objectives within their ID&BPs are around continually improving the service that they 
provide to Framework clients. 
 
Suggested Development Steps would include: 


•  


 


 
  







Improvement would be measured through the monitoring/reviewing of objectives such as: 


•  


  


  


  
 


 
Feedback gained from Supplier Relationship Meetings would be used as the basis to keep objectives 
current and improve the service provided to Framework clients. 







BRIGHTWORK 2.6.1. -  
   


 
 


         
 


 
 
 


 


 
 


 
 
 
 


 


 
 
 
 
 


 


 


 


 


 







   
 


   
 


 
 


 


 


  
 


 
 


 
 
 
 
 
 
 
 
 
 


 
 


 







   
 


   
 


 
   


 
 


 
 
 
 


 
 


 
 


  


  


  


  
 


 
   


 
 
 
 
 
 


 
 


 
 


 
 


 
 







   
 


   
 


 
 


 
 







BRIGHTWORK 2.7.1 - Brightwork’s processes and policies strongly support fair working practices 
and promote a healthy work/life balance, e.g. flexible working, time off for dependents, parental, 
adoption, person and public duty leave, recruitment of ex-offenders, maternity, hours of work, equal 
opportunities, disability, ethical behaviour, AWR equal treatment, etc. 


Brightwork is comprised of .  All three Operational Directors are nd we have a robust 
pay policy.  Of course, we support equal pay but we also passionately support equality of opportunity, 
education, access to health services and empowerment for everyone. 


We aim to help achieve the right balance, facilitating home working when possible and providing 
employees with hardware/access to IT that allows business requirements to be met without 
compromising company data.  Some employees work reduced weeks or reduced hours and utilise 
technological innovation, regularly holding team and client meetings via Skype/audio conference calls. 


The first Scottish recruitment agency to achieve accreditation as a Living Wage Service Provider in 2015, 
we promote the benefits to clients of offering the Living Wage pay rate to our workers.  We are a Living 
Wage Accredited Employer and  


 


PeoplePlus (employability partner within Staffline group), is one of Brightwork’s sister companies.  We 
benefit from being able to work closely with them to support candidates into sustainable employment. 
PeoplePlus colleagues based in our Glasgow office, provide assistance for candidates facing considerable 
challenges in finding work due to matters such as health issues, disability, specific skills/training needs, or 
offending history.  PeoplePlus assists by delivering the necessary skills and training to ensure candidates 
can access employment and enhance their career prospects, and we will also work together to support 
these candidates in staying in employment.  This is achieved through assisting candidates to live 
independently with disability/carer support services, reducing the risk of reoffending by tackling root 
causes of offending and improving the candidates’ access to health and well-being advisory services. 


Brightwork is GLAA licensed and we are continuously audited for compliance in labour exploitation 
prevention.  Our 100% clear record and continued promotion to clients regarding supply chain 
scrutiny/management, led to an invite to join Scottish Parliament’s Human Trafficking and Transparency 
in Supply Chains Action Team.  Brightwork's remit within that team is to represent the Scottish corporate 
sector, raising awareness of modern slavery and recruiting other anti-human trafficking advocates across 
the private sector. 


Our ‘Put People First’ philosophy extends not only to our clients and candidates, but also to our own 
employees, who are our service and arguably the most important critical success factor in ensuring we 
deliver a high-quality service offering.  We retain our employees through the provision of a range of 
benefits, and our competitive and comprehensive benefits package is only a small part of this. 







Perhaps more importantly, we provide an empowered working environment: 


• We invest in the latest equipment, facilities and infrastructure to ensure staff are provided with 
everything they need to support our clients. 


• Our business processes are fully supported by internal/external training that expands to reflect 
changes in legislation and other aspects of our focus on our Corporate Social Responsibilities, 
including recent Modern Slavery Awareness training for all our staff. 


• Brightwork employees have clear progression routes and can take their careers as far as they 
want.  Weekly development sessions take place with employees and their line managers where 
feedback is reviewed along with candidate pipelines, forthcoming projects, compliance matters 
and best practices. 


• Individual Business & Development Plans (ID&BPs) are reviewed fully every 6 months, to allow 
our people to reach their potential. 


• We encourage our workforce to “have a voice”, promoting the climate of continuous 
improvement and a culture of innovation across the workforce. 


There have been many ideas rolled out across the business, including reward 
schemes for non-income-generation accolades such as “Excellence in Customer Service”, based 
solely on client and candidate feedback.  We also formalise workforce feedback via staff surveys 
and share the outcomes and actions arising with our employees.  Town Hall meetings are a regular 
feature on Brightwork’s schedule with meeting held in open-forum format and all employees 
invited to attend and participate. 


• Through our learning and development programme, we offer promotion/development 
opportunities, budgeting for and investing in training and upskilling employees, and promoting 
from within the business. 


• Many of our existing Consultant population have been promoted from Trainees and progressed 
internally through our ‘ranks’, where we recognise their progress in a tangible way. Most recently 


 Team Leaders have been appointed from the Consultant population, including , who 
is an Account Consultant for Administrative positions on the current Framework. 


• We strive for a diverse range of people and skills within our own organisation and embrace 
Modern Apprenticeships to bring more young people into our business to give them essential 
workplace skills. So far, we have taken on MAs, with three who have recently passed their 
apprenticeships in 2018 and are moving into permanent roles. 


• We delight in ‘Celebrating Success’ and have enjoyed some excellent team-building events as 
rewards for outstanding performance across the company.  We regularly offer incentives to the 
workforce with which we hope to encourage them to embody company values at work, achieve 
their objectives and go the extra mile for their clients and candidates. 


 
We have increased Modern Apprentices intake each year, ensuring apprenticeships are designed around 
legitimate business roles, allowing apprentices to build the right technical skills as well as the soft skills 
needed to succeed in any workplace.  We have, in the last month, had  of our  modern 
apprentices successfully complete their studies and workplace projects, with our apprentice on 
target to complete within the current month.  The  who have completed have moved on to 
permanent roles within the business, with their Individual Development Plans already agreed and in place.  
Our current apprentice will also move on to this same arrangement on completion.  We are presently 
in discussions with PeoplePlus regarding our next intake of pprentices for 2018/2019 and hope to 
appoint them and have them in place next month. 
 
  







Brightwork has made the pledge to the Movement to Work scheme and has joined forward-thinking 
employers in helping tackle the social and economic consequences of youth unemployment. We are 
providing paid internships for young people and act as mentors to these students from underprivileged 
backgrounds. They have just spent the summer of 2018 with us and have gained great insight and new 
workplace skills as a result. 
 
Everyone at Brightwork understands and supports our commitment to diversity and in ensuring that this 
message is communicated consistently to all our stakeholders.  We wish to ensure, as far as possible, that 
our internal policies and processes for ensuring diversity across our own Brightwork workforce (both 
employees and temporary workers) present a great example of best practice to all our stakeholders. 
 
Brightwork has delivered employee training on the Equality Act 2010 and our workforce is well versed and 
confident in all aspects of this legislation as well as the ethical and business case for diversity.  We believe 
that the extent of diversity across our own workforce at Brightwork reflects the community and clients 
we represent.  We also believe that this means our consultants are better able to meet client expectations, 
especially for those clients who have more sophisticated diversity practices and requirements. 
 
Brightwork’s management and consultants understand that they are able and, indeed, required to deny 
client requests for candidate searches which may be disadvantageous and/or discriminatory towards 
certain populations. 
 
Our consultants are trained in creating advertisements using inclusive language.  We use a range of tools 
to communicate vacancies including; website, job boards, social media, candidate database, executive 
searches, job fayres, open days, candidate referrals.  Language, visuals and videos contained within role 
advertisements are carefully crafted to ensure they reflect the aims and culture of our clients’ workplaces 
so that candidates can clearly envision themselves working within that environment.  We have access to 
dozens of job boards which cater to different industries and skill sets, as well as some which are specific 
to different communities that we can leverage depending on the role being advertised. 
 
All Brightwork employees (and also candidates) are requested to assist the business in ensuring inclusion 
continues across the whole business by completing an anonymous equal opportunities questionnaire.  
From these questionnaires we gather information for monitoring purposes and to assist us in making 
decisions regarding the effectiveness of our diversity policy.  Regular assessment of our diversity statistics 
helps us to identify where we need to concentrate on making Brightwork and our clients more attractive 
to under-represented groups. 
 
We believe that the range of methodologies employed by the business to attract, engage, empower, 
educate, develop and retain a quality workforce ensures Brightwork’s future as both an employer and a 
supplier of choice across Scotland. 







BRIGHTWORK 2.8.1 - At Brightwork, we pride ourselves on being ethical and compliant.  We are a 
values-led organisation and we ensure that our supply chains are committed to the same values and 
ethical practices that we follow. 


Our Sustainable Procurement policy is currently a work in progress but Brightwork’s development of 
this is testament to our commitment to ensuring the goods and services we purchase are 
manufactured, delivered, used and disposed of in an environmentally and socially responsible way 
and to our desire to deliver long-term value for money for the business and also the clients we serve. 


One of Brightwork’s current corporate objectives is to consult with key stakeholders to create a 
Sustainable Development Strategy by the close of the financial year. 


Our key sustainability objectives have been developed in recognition that sustainable purchasing 
offers: 


• potential whole life cost savings;
• supports our commitment to corporate and social responsibility;
• safeguards our reputation as a responsible company; and
• protects the health of our employees, temporary workers, and the public at large.


The key objectives currently addressed by our policy are: 
• reducing fossil fuel usage to minimise toxic emissions;
• reducing usage of hazardous materials;
• reducing waste;
• improving public health and quality of life;
• increasing levels of employment, skills and equality in Scotland;
• ensuring fair pay and working conditions throughout our supply chain;
• protecting biodiversity; and
• complying with current (and anticipating future) legislation.


We have not yet put in place defined measures for all our objectives but it is our intent to have these 
agreed by the year end (2018). 


The scope of our Sustainable Procurement policy applies to all purchasing activities within the 
company and our key policy principles are as follows: 


• Spend Analysis and Prioritisation
• Demand Review
• Sustainability Review
• Whole Life Costing
• Innovation and Supplier Development
• Training and Implementation
• Communication and Reporting
• Policy Development


Brightwork recognises its obligation to reduce the impact of business activities on the environment. 
By achieving high environmental standards, above the statutory requirements wherever reasonable 
and practical, we strive to build sustainable relationships with our internal and external stakeholders. 


We are totally committed to the care of the environment and prevention of pollution.  Our 
environmental policy sets out that we will: 


• set objectives and targets for environmental management and review its performance against
these targets annually;


• assess the environmental sensitivity of its processes and the impact of operations on local,
regional and global environments;







• manage energy and water wisely and provide adequate resources to comply fully with 
applicable environmental legislation and consents as well as any other requirements to which 
Brightwork subscribes; 


• limit waste generation, discharge and emissions and handle waste in a responsible manner, 
recycling materials wherever possible to minimise the need for disposal by landfill; 


• aim to prevent pollution by educating staff so they carry out their activities in an 
environmentally responsible manner and by maintaining emergency plans; 


• make continuous efforts to minimise the environmental effects of our operations with regard 
to the economically viable application of best available technology; 


• communicate this policy to all our employees and interested parties; 
• train employees to initiate corrective actions on environmental matters, issues and concerns 


as appropriate; and 
• review this policy annually to ensure it remains appropriate to Brightwork and make the policy 


available on request. 
 
Our environmental objectives are currently all on target and include: 


• evidence a downward trend in consumption of energy; 
• evidence a downward trend in generation of non-recyclable waste; 
• eliminate use of non-FSC paper products from the business; 
• make use only of environmentally friendly cleaning products; 
• evidence a continued reduction (quarterly) in use of paper; 
• evidence an upward trend (monthly) in use of public transport by commuting employees; 
• evidence a reduction in assignment commuting distance for temporary workers; 
• evidence an increase in employee uptake of the Cycle to Work scheme.  


 
Brightwork is committed to making a difference by promoting sound, corporate governance, behaving 
ethically and addressing the needs of the communities we work within, whilst creating a diverse and 
dynamic workplace, winning the ‘Best CSR Initiative’ at the UK-Wide Recruitment International 
Awards in 2016. 
 
Some of our current initiatives and practices are detailed below: 
 
Real Living Wage - Brightwork was the first Scottish recruitment company to be recognised with 
Service Provider accreditation in September 2015.  We continue to set out the benefits to all clients 
of offering the Living Wage rate of pay to our temporary workforce and have noted a rise in our 
temporary workers being paid the Real Living Wage since accreditation. 
 
Movement to Work/Career Ready - Brightwork has made the pledge to this scheme which helps tackle 
the social/economic consequences of youth unemployment. We provide paid internships for young 
people and act as mentors to students from underprivileged backgrounds.  
 
Scottish Business Pledge – In May 2017 Brightwork made the public promise to support sustainable 
business and development in Scotland by sighing up to the Scottish Business Pledge.  The Pledge 
requires companies to sign-up to nine assurances which underpin ethical business practices, such as 
paying the Living Wage, Investing in Youth, and playing an active role in the community. 
 


- Brightwork encourages ‘engineers of the future’ by sponsoring the school 
team’s Jaguar Land Rover 4x4 Schools Technology Challenge. The  team has reached the 
World Finals ears in a row, winning in in   
 
  







Stirling University - Brightwork partnered the Centre for Advanced Management Education at Stirling 
University 2016-2017 MBA programme.  MBA students were given in-depth access to consult with the 
Board and we facilitated the practical application of their theoretical knowledge, providing strategic 
development data and workforce access for their "Public Sector and Futures Scenario" projects.  All 
five students graduated in summer 2017. 
 
Staffline’s PeoplePlus:  PeoplePlus is another wholly owned subsidiary of Staffline Group plc.  This 
business assists the long-term unemployed and rehabilitated ex-offenders back into work through 
employability and training services, delivering the Scottish Government Employability Programme, 
Fair Start Scotland in 2 CPA’s: Glasgow and the Highlands and Islands. 
 
Charitable Work/Activities: 
 


–Brightwork has supported this vital charity for several years through sponsorship 
and voluntary working. 
 


- Brightwork partners with this children’s education and therapy services centre 
to raise funds for equipment and activities. 
 
Volunteer Days - Brightwork employees are gifted an additional day’s leave on the provision that the 
day is spent working for a recognised charity. 
 


 - Brightwork partners with this charity which supports the integration of refugees, 
asylum seekers and anyone for whom English is a second language. 
 
Anti-Human Trafficking - Through promoting and championing the importance of supply chain scrutiny 
and management with Brightwork’s sister companies across Staffline and some of our major, private 
sector clients, Brightwork was subsequently invited to join Scottish Parliament’s Human Trafficking 
and Transparency in Supply Chains Action Team. 
 
Brightwork's Business Development Director's remit within the team is to represent the Scottish 
corporate sector, raising awareness of modern slavery and recruiting other anti-human trafficking 
advocates to collaborate together on this important issue. Brightwork hosts awareness raising events 
across Scotland, with the next one scheduled in Elgin this month (August 2018). 
 
Stronger Together - Brightwork is a Stronger Together Business Partner and as such we have provided 
the Group with evidence which publicly demonstrates our commitment to tackling hidden labour 
exploitation. 
 
Sedex – Brightwork is a member of this not-for-profit organisation, having demonstrated evidence to 
this registration body of our dedication to driving improvements in ethical and responsible business 
practices in global supply chains.  Our membership reference number is ZC1030669. 
 
Ecovadis – Brightwork is a registered member of Ecovadis which provides an online, collaborative 
platform for global buyers and suppliers.  Approval for registration is based on evaluation of our 
environmental and social performance.  Ecovadis evaluates members according to the 10 Principles 
of the United Nations Global Compact which consider areas such as human rights, labour, the 
environment and anti-corruption. 
  







Fair Working Practices:  Brightwork has several policies supporting fair working practices and creating 
a healthy work/life balance for all workers. We aim to help employees achieve the right balance, for 
example, by: 


• facilitating home working and providing employees with hardware and access to IT that allows 
business requirements to be met without compromising company data; 


• reducing working weeks or hours; 
• making use of technological innovation, e.g. regularly holding team and client meetings via 


Skype and audio conference calls. 
 
Diversity and Inclusion at Brightwork:  Everyone at Brightwork understands and supports our 
commitment to diversity and in ensuring that this message is communicated consistently to our 
stakeholders. 
 
Our training programme ensures consultants are confident in all aspects of equality legislation as well 
as the ethical and business case for diversity.  Consultants are authorised to deny client requests for 
worker searches which may be disadvantageous and/or discriminatory towards certain populations.  
 
Consultants and internal recruiters are trained in creating advertisements using inclusive language and 
we use a range of tools to communicate vacancies including; our website, job boards, social media, 
candidate database, executive searches, job fayres, open days, candidate referrals. 
 
Our Equal Opportunities monitoring activities assist us in making decisions regarding the effectiveness 
of our diversity policy and identifying groups which remain under-represented. 







BRIGHTWORK 2.9.1 - The Scottish Government’s five Strategic Objectives to make Scotland 
more successful, with opportunities for all to share in sustainable economic growth, are focused 
around: • sharing wealth fairly;


• improving health;


• safe and strong communities;


• smarter people through education and learning;


• greener environment.


By building round those principles, recruitment organisations such as Brightwork can play a vital role 
in helping to build wealthier, healthier, stronger, smarter and greener local communities throughout 
the whole of Scotland. 


Brightwork contributes to the IHS Markit UK Report on Jobs: Scotland, which publishes a monthly 
report on the Scottish Jobs Marketplace. We share market information on recruitment trends around 
demand for permanent and temporary workers and availability of talent. In turn, we receive a copy of 
the monthly report, keeping us up-to-date on the latest market information and enabling us to 
prepare our recruitment strategy to combat any identified adverse market conditions. 


“Talent shortage” is not a new concept.  In recent years there have been many job roles within Manual, 
Catering and Administration that have become harder to fill due to a dearth of suitable candidates. 
With the lowest unemployment figures in Scotland for 40 years, this trend is set to continue. Now is 
the time to invest in long-term unemployed people who are willing and able to work. Alongside the 
social benefits, this will inevitably have a positive effect on Scotland’s economy into the future. 


Brightwork is part of the larger Staffline Group, which also owns ‘PeoplePlus’, a large-scale 
employability provider, that assists a range of ‘disadvantaged’ groups back into employment. 
PeoplePlus was recently awarded the Scottish Government Employability Programme, Fair Start 
Scotland, in both Glasgow and the Highlands and Islands regions. 


Their main remit is to support unemployed individuals with health issues or other barriers in finding 
long-term, sustainable employment and self-employment. As part of this scheme, they offer one-to-
one coaching for individuals to help them learn new skills and get back into employment. 


Fair Start Scotland (delivered by PeoplePlus) and trusted local delivery partners, help people back into 
work in a variety of ways, including: 


• helping to break down the barriers that might be stopping the individual from working;


• developing a range of support which recognises their skills, attributes and assets which will
help them progress towards employment;


• keeping in contact and offering personalised support to ensure the service is meeting their
needs for up to two years through Work Programs;


• keeping in touch even after employment is secured, to make sure everything is going well and
to answer any questions they may have;


• giving individuals the chance to take part in engaging activities to build their confidence.







PeoplePlus is incredibly well networked, with partnerships across a range of other organisations 
including: 


• Routes to Work North Lanarkshire; 


• Routes to Work South Lanarkshire; 


• Momentum; 


• Brag Enterprises; 


• Lifeskills; 


• 3RD Sector Hebrides; 


• Clearview 2020; 


• LochAberHope; 


• The Lennox Partnership 


• Remploy. 
 
PeoplePlus also runs the DWP flagship self-employment programme, New Enterprise Allowance, 
across the whole of Scotland and are one of the largest providers of business start-up services in the 
UK, where self-employment can be an excellent route way for long-term unemployed people. 
 
PeoplePlus has delivered 14,000 apprenticeship qualifications and helped more than 26,000 people 
achieve qualifications through their pre-employment training programmes and even set up purpose-
built training academies for large-scale clients such as Tesco, Sainsbury and Jaguar Landrover.  Within 
Scotland, they have recently acquired Learn Direct Apprenticeships, providing greater ability to deliver 
essential skills and training to people across the country. 
 
Brightwork’s proposal to ensure we can fully support the Scottish Government’s community benefits 
policy will focus around building even closer links with our sister organisation as a conduit for helping 
these priority groups.  To further this aim, we have set up joint sessions from September 2018 onwards 
to discuss how we might support each other.  We can considerably increase our talent pool, offering 
a commercial benefit to Brightwork and our Framework client partners and private sector clients, 
while simultaneously having a positive effect on the social and economic welfare of our communities. 
 
Brightwork (Glasgow) has invited PeoplePlus to share our office facilities and we are working on a 
proposal to bring 12 PeoplePlus employees into our premises. This will help us to build greater working 
relationships and increase knowledge sharing, where we can build a collaborative approach to helping 
unemployed people in our communities back into work. 
 
Within Brightwork itself, we also have qualified trainers who can offer the following training: 


• Moving and Handling 


• Health & Safety Training 


• Basic food hygiene certificates 


• Licensing (Training of Staff) (Scotland) Regulations 2007 
 
This enables us to upskill workers ensuring we have sufficient cover particularly for hospitality and 
catering roles. 
  







Equality and diversity 
 
In accordance with the 2010 Equality Act, Brightwork asks candidates to complete an occupational 
health questionnaire once they have been determined as successful at their face to face interview. 
Where any reasonable adjustments are required to ensure the health, safety, well-being and 
convenience of the worker, we will work with that individual/organisation to implement them. 
Examples of adjustments we have made in the past include: 


• the use of mini-com or text relay services with the telephone interview of candidates with 
hearing impairments; 


• providing sign language interpreters at interview stage for candidates with hearing 
impairments; 


• providing helper to complete application forms and paperwork for candidates who have 
difficulty in reading or writing or are visually impaired; 


• personal vibrating and flashing radio pagers for workers with hearing impairments to ensure 
they are notified of fire alarms; 


• providing buddies for hearing impaired workers; 


• change of role for colour blind worker; 


• change of role and duties for worker with mobility problems. 
 


Brightwork’s ethos is to encourage applications from a wide pool of potential workers. To ensure our 
robust diversity and equality policies are implemented, we adopt and follow appropriate recruitment 
and equality policies. These policies ensure a fair and consistent approach to recruitment and ensures 
that our processes are non-discriminatory and that any opportunities arising through our organisation 
are available to a diverse range of candidates. All permanent Brightwork employees who are involved 
in service delivery receive equality and diversity training as part of their new start induction 
programme. 
 
Vacancies are advertised with the employment service to ensure they are accessible to as wide a 
variety of applicants as possible and wording is reviewed to ensure they are appropriate to individuals 
who do not have English as their first language. 
 
All applicants are given the opportunity to complete an Equal Opportunities monitoring form, from 
which we compile and review statistics to monitor and measure our effectiveness in attracting 
applications from as wide and diverse a group as possible, where we are underrepresented by any 
particular group, action plans are agreed and put in place to address this.  
 
Building capacity in the community 
 
Brightwork is proud to be the first recruitment company in Scotland to receive the Recognised Service 
Provider accreditation for the introduction of the Real Living Wage to all our employees. We are 
committed to promoting The Real Living Wage in Scotland and have already noted a rise in our 
temporary workers being paid the real living wage since our accreditation in September 2015. 
 
Brightwork has made the pledge to the Movement to Work scheme and has joined forward thinking 
employers in helping tackle the social and economic consequences of youth unemployment. We are 
providing 4 paid internships for young people and act as mentors to these students from 
underprivileged backgrounds. They have just spent the summer of 2018 with us and have gained great 
insight and new workplace skills as a result. 
 
Brightwork has also tried to encourage ‘engineers of the future’ by 


 over the last three years in the . 
These budding young engineers have reached the World Finals three years in a row and won the 







We are committed to working with local schools to encourage young people in their endeavours and 
through our Career Ready programme. We also support a range of charities including the


For 
the last three years, Brightwork employees are entitled to a paid day to assist a charity in their local 
communities and have assisted in hospitals, schools, charity organisations and with other local 
projects. 
 
We also focus on minimising our impact on the environment in-line with the ‘Greener Scotland’ 
strategy through mechanisms such as; Cycle-to-Work, promoting co-location with partners, reduce 
facilities footprints and the miles that customers travel. Our wider business activities will have a direct 
positive impact on climate change and energy through measures such as; moving to a digital platform, 
reducing use of paper; encouraging employees to participate in webinars rather than travelling to 
events; using better printing options; recycling office materials; and online portals. 
 
Our aim is to provide our clients with local labour market support and to retain money in the local 
economy by matching local people to local jobs wherever possible. 
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This and the following page comprise Schedule 2 to the Framework Agreement between the 
Scottish Ministers and Brightwork Ltd. 
 
SCHEDULE 2 - PRICING SCHEDULE  
 
Framework Agreement for the Provision of Temp Admin, Catering & Manual Staff Services – 
South Region   
 


 
Contractor:   
Brightwork Ltd 


Year 1                     
13 April 2019 


to 
12 April 2020 


Year 2 
13 April 2020 


to 
12 April 2021 


Year 3 
13 April 2021 


to 
12 April 2022 


Year 4 
13 April 2022 


to 
12 April 2023 


 
Assignment/Role Type 


Commission 
rate per hour 


 excluding VAT 


Commission 
rate per hour 


excluding VAT 


Commission 
rate per hour 


excluding VAT 


Commission 
rate per hour 


excluding VAT 
Catering Assistant/Cleaner REDACTED REDACTED REDACTED REDACTED 


Administrator/Clerical/Admissions REDACTED REDACTED REDACTED REDACTED 


Hospitality/Hospitality Rep REDACTED REDACTED REDACTED REDACTED 


Application Processor REDACTED REDACTED REDACTED REDACTED 


Chef REDACTED REDACTED REDACTED REDACTED 


Front Desk/Receptionist/Telephonist REDACTED REDACTED REDACTED REDACTED 


Waiting Staff/Bar Staff REDACTED REDACTED REDACTED REDACTED 


Land & Environmental Operative REDACTED REDACTED REDACTED REDACTED 


Refuse Loaders/Drivers REDACTED REDACTED REDACTED REDACTED 


Porter REDACTED REDACTED REDACTED REDACTED 


Kitchen Assistant/Kitchen Porter REDACTED REDACTED REDACTED REDACTED 


Warehouse Operator/Operatives REDACTED REDACTED REDACTED REDACTED 


Personal 
Assistant/Secretarial/Secretary 


REDACTED REDACTED REDACTED REDACTED 


Driver/Forklift REDACTED REDACTED REDACTED REDACTED 


HGV Driver/HGV Mechanic/LGV 
Driver 


REDACTED REDACTED REDACTED REDACTED 


Housekeeper REDACTED REDACTED REDACTED REDACTED 


Customer Services 
Assistant/Customer Services 
Support Staff 


REDACTED REDACTED REDACTED REDACTED 


Processing Operative REDACTED REDACTED REDACTED REDACTED 


Information Officer REDACTED REDACTED REDACTED REDACTED 


Events/Events Assistant REDACTED REDACTED REDACTED REDACTED 


Executive Assistant/Executive 
Officer 


REDACTED REDACTED REDACTED REDACTED 


Finance Assistant/Finance 
Officer/Payroll Administrator 


REDACTED REDACTED REDACTED REDACTED 


Support Officer/Support Services REDACTED REDACTED REDACTED REDACTED 


Call Handler REDACTED REDACTED REDACTED REDACTED 


Store Person/Assistant REDACTED REDACTED REDACTED REDACTED 


HR Admin/Assistant REDACTED REDACTED REDACTED REDACTED 


Registration 
Officer/Assistant/Registry Assistant 


REDACTED REDACTED REDACTED REDACTED 


Data Entry/Data Processor REDACTED REDACTED REDACTED REDACTED 


Janitor REDACTED REDACTED REDACTED REDACTED 


Domestic REDACTED REDACTED REDACTED REDACTED 


Clearance Operative REDACTED REDACTED REDACTED REDACTED 


Art Manual / Worker REDACTED REDACTED REDACTED REDACTED 


Retail Assistant REDACTED REDACTED REDACTED REDACTED 


Visit Assistant REDACTED REDACTED REDACTED REDACTED 


Leisure Attendant REDACTED REDACTED REDACTED REDACTED 


Mailroom/Mailroom Operative REDACTED REDACTED REDACTED REDACTED 


Official Reporter REDACTED REDACTED REDACTED REDACTED 


Grounds Keeper/Seasonal Gardner REDACTED REDACTED REDACTED REDACTED 


Payroll REDACTED REDACTED REDACTED REDACTED 


Escort REDACTED REDACTED REDACTED REDACTED 


Barista REDACTED REDACTED REDACTED REDACTED 


 


All commission rates are fixed for the duration of the Framework Agreement and for the length of any 
individual Call-Off Contract under the Framework. 
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Assignment/Role Types  
 
Many different categories of temporary admin, catering and/or manual assignments/roles will be required. 
This pricing schedule contains examples of the types of roles that may be required. These examples will be 
used as grades to which similar or equivalent roles will be matched by the Framework Public Body in 
consultation with the  
Contractor.  
 
Contractors must understand that the assignments/roles and volumes will vary depending on the 
requirements of the individual Framework Public Body.  
 
Hourly Pay Rates  
 
Hourly pay rates are not included as part of this Pricing Schedule. However, hourly pay rates must be 
discussed and agreed with the Framework Public Body for each individual assignment/role, taking into 
account all current employment legislation and in compliance where appropriate, with the Agency Workers 
Regulations 2010. Where overtime rates are paid as standard in an industry and the Framework Public Body 
agrees to pay overtime rates, the Contractor will be required to pay the overtime rate in line with buying 
organisation's policies for permanent workers. 
 
Living Wage 
 
The Scottish Government is committed to supporting the Scottish Living Wage (currently set at £8.75 per 
hour) in its public sector pay policy for the duration of this parliament [2016-21].  The Agency Workers 
Regulations 2010 require equal pay for agency workers doing the same or similar work to that of permanent 
employees.  Where public sector pay policy applies this means agency workers will be receiving an hourly 
rate of pay at or above the Scottish Living Wage.  Framework Public Bodies that do not fall within the public 
sector pay policy remit will be required to consider their own position with regards to payment of the Scottish 
Living Wage. 
 
Transfer or Temp to Permanent Fees 
 
The Authority does not view this Framework Agreement as a formal testing ground for potential staff 
employment.  The Contractor must not give temporary workers or candidates any expectation that a 
temporary/interim assignment through this Framework Agreement will lead to employment with a Framework 
Public Body.  However, it is recognised that the Contractor's temporary workers or candidates may seek 
employment with a Framework Public Body.   
 
The Conduct of Employment Agencies and Employment Businesses Regulations 2003 govern when a 
transfer fee, also known as a 'temp to perm' fee can be charged.  See paragraph 19. of Schedule 1 - 
Statement of Requirements for more details.   
 
It is understood that the Conduct of Employment Agencies and Employment Businesses Regulations 2003 
may not apply to all agency staff and that it is reasonable to expect a transfer fee in certain circumstances.   
 
The Contractor can only charge a ‘temp to perm’ fee if all of the following apply: 
 


• the contract with the client (e.g. Framework Public Body) gives them the option to extend the  
  worker’s assignment; 
• the client (e.g. Framework Public Body) doesn’t take the option to extend the assignment; 
• the client (e.g. Framework Public Body) gives the worker a permanent job less than 8 weeks after  
  the end of their initial assignment – or less than 14 weeks after it started if that is later. 
 


If the temporary worker has had more than one assignment with the client (e.g. Framework Public Body) and 
there were more than 42 days between assignments, the later assignment is treated as if it is the first one. 
 
Where applicable, the Call-Off Contract between the Contractor and the Framework Public Body must include 
all transfer fees and conditions and be in accordance with the formula for charging 'Temp to Perm' fees in this 
Pricing Schedule – see Table below.   
 


ONE OFF PERCENTAGE FEE  - % BASED ON FIRST 
YEAR'S BASIC ANNUAL SALARY FOR THE 
ASSIGNMENT/ROLE 


 
REDACTED 


 
The formula is fixed for the duration of the Framework Agreement and all Call-Off Contracts awarded under 
this Framework Agreement.    
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