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Learning Outcome One
Introduction
11

When managing uncertainty, scenario planning is beneficial. It supports Leadersto prepare forwhat
may happen in the future (Wilkinson and Kupers 2013). Within Maximus, talent planning is
determined by winning contracts. Suppliers can bid for more than one contract and must prepare
for various outcomes (EV1).

| met with a Colleague who was heavily involved in the most recent bidding process (EV2). ‘Caseload
Modelling’ was undertaken to establish the capacity of one colleague to determine how many were
needed to deliverthe contract (EV3). Maximus outsourced the Labour Market and Competitor
analysis. To attract talent, it’s crucial to stand out from competitors (Wilkinson & Taylor, 2016, cited
in Taylor & Woodhams, 2016). The Talent Planning meeting notes are documented, along with an
explanation as to how affordability decisions are made (EV4).

Within Maximus, talent planning initiates from Operational decisions to recruit and Recruitment
responsibility to attract candidates. Opportunities are advertised internally and externally on Online
Job Boards and LinkedIn (EV5). The use of LinkedInforrecruitmentis taking place more and more
according to the CIPD 2020 Resourcing and Talent Planning Survey (CIPD, 2020).

Maximus’ Talentand Development Team ensures colleagues have the right skills. Colleaguesare
provided with an induction (EV6); training (EV7); apprenticeship opportunities (EV8) and an
Employment Advisor Development Programme (EV9). This supports the organisation’s people
developmentand retention strategies (EV10). The CIPD 2020 Resourcingand Talent Planning survey
discusses how employers are investing in learning and development to retain talent (CIPD, 2020).
Additionally, Maximus operates a flexible working policy and a pay and reward policy to aid
retention (EV11).

Succession planning ensures that colleagues have the skills and capability to progress (Wilkinson and
Taylor, 2016, cited in Taylor and Woodhams, 2016). Within Maximus, this process s informal
(EV12). Taylor (2010) discusses how mentoringis an option for colleague development. A
Mentoring programme has recently been introduced within Maximus (EV13).

Maximus has redundancy and disciplinary policies (EV14) and a retirement process along with
guidance for Line Managers (EV15) to manage talent leaving the business.

12

Data Analysis provides managementinformation to tackle business concerns and inform decisions
(CIPD, 2018). Maximus has a new reportingtool that utilises HR data to supportresource planning
(EV16). This tool highlights how much performance has been lost due to absence and supports with
setting thresholds forannual leave permitted (EV17). This data can supportrequests foradditional
resource (EV18).

Data analysis looks at past trends to predict future needs (Taylor, 2010). Absence datais analysedto
establish average sickness and estimate individual occupancy which informs recruitment decisions
(EV4).

Maximus is transitioning to a Balanced Scorecard approach to measure performance. Colleagues are
required to complete a Training Needs Analysis to highlight currentskills gaps (EV19). This data can

b



inform training decisions and thought given to what skills are required for future recruitment (CIPD,
2018).

Maximus utilises data captured through engagement surveys (EV20), exit interviews (EV21) and
induction feedback to aid retention (EV22). Resignation triggers are highlighted through exit
interviews to determine if it could’ve been avoided (Taylor, 2010).

Evaluating staff turnoverand assessing it against competitors informs a business case to investin
turnoverreduction (Taylor, 2010). Within Maximus, turnover datainformed decision making to

investin a new recruitment process (EV23).

Office for National Statistics supply data that enables organisations to observe the current labour
marketand economicdevelopments (EV24). The CIPD’s Quarterly Labour Market Outlook Survey
gathers data from organisations on pay and employment expectations (CIPD,2021) (EV25). This work
was outsourced on Maximus’ mostrecent bid to inform talent planning (EV4).

Maximus won ‘Restart’ as a Prime Contractor in two regions which will see the workforce numbers
triple (EV26). Maximus measures performance against its competitors (EV27) and throughout the
bidding process, analysed closely competitors’ offering. It's vital to know what terms and conditions
are beingoffered (Wilkinson and Taylor, 2016, cited in Taylor and Woodhams, 2016).

Maximus utilises commissionerdatathat indicates expected referrals each month to phase the
increase in staff recruitmentin parallel with the increase in referralnumbers (EV4).

13
A SWOT analysis was undertaken to evaluate Maximus’ approach to Talent Planning (EV28).

Internal HR data is utilised to enable evidence-based decision making on recruitment. The
Recruitment Team advertise opportunities widely. Adverts provide ajob description and person
specification (EV5). Writing of job advertsand making selection decisions can be supported by the
job description (Taylor, 2010). Person specifications focus on human attributes required (Wilkinson
& Taylor, 2016, cited in Taylor & Woodhams, 2016).

A few candidates lately have raised concerns about poor reviews on an Online Jobs Board (EV29). A
negative comment on a website can be significantly heightened (McCartney, 2017). For attraction
and retention, EmployerBrand is significant (Wilkinson and Taylor, 2016, cited in Taylor and
Woodhams, 2016).

Maximus has a robust approach to developmentand upskilling; howeverthere doesseemtobe a
gap in terms of formal succession planning. The potentialfor careeradvancement helpsenhance
retention (CIPD, 2020). Colleague feedback from a Research Projectthat| undertook indicated that
colleagues didn’tfeel there were sufficient progression opportunities. | recommended the
introduction of a Talent Development Programme that mirrored a succession planning programme
(EV30). Similar feedback was captured from a recentengagement survey (EV31). A Leadership
Development Programme that had been planned prior to covid had to be placed on hold (EV32).

Labour Market Analysis is significant to understand what the people who may join the organisation
currently do, where they come from, the group demographics and what competitors are offering



(CIPD, 2018). This work was outsourced for the most recent bid, howeverforbusiness-as-usual
recruitmentthis leaves a gap.

Training Needs Analyses take place whenrequired. Alllearning thatis completed internally is
recorded; however additional qualifications, skills and experience aren’t captured which may be
helpfulfor redeployment opportunities.

People Analytics uses people dataand businessinformation to help enhance evidence -based
decision making (CIPD, 2020). Our HRBP confirmed that currently Managers don’t have access to
team demographics data to support with talent planning (EV33).
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EVZ
FW: Talent Planning Discussion with Claire - 27.04.21

Sophie O'Kelly <sophie.okelly@remploy.co.uk>
Sun 5/23/2021 4:26 PM
To: Sophie O'Kelly <sophie.okelly@remploy.co.uk>

Sophie O'Kelly
Performance Improvement Manager

Remploy

Operated by Maximus
Alexandra Road,

Alexandra House,

Swansea

SA1 5ED

Mobile: 07789 171688
sophie.okelly@remploy.co.uk
www.remploy.co.uk

From: Sophie O'Kelly
Sent: 02 May 2021 14:53

To: G- <Apid . GED @ remploy.co.uk>
Subject: Talent Planning Discussion with Claire - 27.04.21

Hi Claire,

Hope you're well.

Just a quick email to say thank you for taking the time to discuss what talent planning activities are taking
place within the organisation, not just from a business-as-usual approach, but also from the perspective of
bidding for a new contract which | know you have been heavily involved with.

| really appreciate your time, knowledge, and insight.

Thanks again,

Sophie

Sophie O'Kelly
Performance Improvement Manager

Remploy

Operated by Maximus
Alexandra Road,

Alexandra House,

Swansea

SA15ED

Mobile: 07789 171688
sophie.okelly@remploy.co.uk
www.remploy.co.uk
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37.5 hourz X 52 weeks
25 days annual leave, 8 x bank holidays and 4 days sickness deducted = 44.6 working weeks available
In crder to determine the average hours available per week we would calculate the maximum, 44.6 weeks @ 37.5
hours / 52 = 32.16 hours a week
Average available EA weekly time available = 27 .34 hours a week,
Customer (Direct) = 84% Customer (Indirect) =7% Staff Welfare = 9%
Initial Meeting & Diagnostic Assessment Emplover Engagement National Update
= Fortnightly Contact CPN Referralz Caily Team Calls
g 4 VWeekly Face-to-Face 121 lieeting BSC Referrals lcnthly leeting
2 Diagnostic Re-Assessment Digital Coach Referrals Personal Development
In Work Support Health & ‘Wellbeing & Training
Rapid Response (Customers fallen out
of weork)
Caseloads by CPA
- CPA Outreach Hybrid Fixed CPA Average
o Caseload
3 1b 25% 25% 50% 72
Y 2b 20% 20% 60% 73
3 3b 0% 50% 50% 75
bb 0% e % 75
: ; : Delivery Method Narrative G0N
QOutreach Hybrid Fixed
Caseload x 60 Caseload x 70 Caseload x 80
80% based within the community 40% based within the community 80% site based
20% home based 40% site based 20% home based
75 mins travel per day for outreach 20% home bazed
75 mins travel per day for outreach
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Talent Planning Meeting with Head of Operations (Access to Work Mental Health)
27.04.21

| was advised by my Line Managerto arrange a meeting with Clairc @l @ as she has recently played
a significant role in the Talent Planning process that Maximus underwent as part of the bidding
process to delivera new contract. Claire is also Head of Operations for the Access to Work Mental
Health Contract of which talent planning is business as usual.

e Talent Planning

When bidding for a new contract or as part of a Business-as-usualapproach, an exercise termed
‘Caseload Modelling’ takes place. This helps to identify how many Caseload Holding Advisors are
required to deliverthe contract. Caseload Modelling seeks to establish the capacity of one person
working on a contract. So, for example we know there are 52 weeks in a year of which each
colleague will have 5 weeks annualleave and 8 bank holidays which need to be deducted. In
addition to this, Caseload Modelling takes into consideration an individual’s average sickness. Thisis
established by using internal HR absence datawhich looks at past trends to determine the average
sickness peryear for an individual, which currently sits at 4 days. This time is also deducted, leaving
44 weeks a year maximum capacity for everyone. To establish the occupancy of one person, the
Caseload Modelling exercise takes 85% of this (takinginto consideration natural breaks) which
amountsto 119 hours perindividual per month. An additional 3-4 hours perweek are then
deducted to attend meetings/training.

The next part of the caseload modelling exercise is to establish how many advisors will be required
for the contract, and this is determined by identifying how many customers will be expected onto
programme per month. From this data, the Organisation can then use the Key Worker occupancy
information to establish how many customers each colleague can work with at any given time. This
then allows the organisation to phase theirrecruitment process to ensure the contract is fully
resourced to deliverthe service.

The contract is paid through a 30% delivery fee monthly, and the rest is paid by a ‘payment by
results’ modelso essentially, our performance determines ourincome. The performance
expectations are broken down to Key Workerlevelto determine how many Key Workers will be
required to achieve the performance expectations. The income expected from the performance
offer will establish if the resource can be afforded and essentially if the contract can be delivered.

Workforce planning has also been carried out to determine how many Key Workers canreport into a
Business Manager which then establishes how many Business Managers are required on a contract.
‘Aday in the life of BM’ study has taken place to establish all the tasks that a Business Manageris
required to complete and the conclusion of this is that a Business Manager can have a maximum of 8
Caseload Advisors reporting into them and an additional 2 non-caseload holding advisors.

e Scenario Planning

When the organisation putsin several bids for a national contract to deliverin different regions;
thereis the likelihood we may not win any, we may win just one or we may win several. We plan for
all these different scenarios and each specific bid is run in isolation.

e Labour Market Analysis

For a business-as-usual approach, analysing the labour market for the purposes of talent planning is
probably an area we could improve on, specifically around always ensuring we are aware of what



our competitors in the market are doing to ensure we are being competitive. For the latest bids, we
submitted and won to deliver as a prime providerin 2 regions, Maximus brought in consultantsto
look at this piece of work which included looking at what our competitors are offering and the
external demographics of the labour market. SvisARE,

e Succession Planning

On the Access to work contract there is always much interestin applying for Team Leader positions
when these become available. Those who are not successful will be given opportunities such as
projectwork, mentoring and/or buddying so they are in a stronger position when these
opportunities next become available.

e Career DevelopmentPlanning

As part of a business-as-usual approach on the Access to Work Mental Health contract, a skills audit
has taken place to ensure thatindividual skills are utilised. Where individuals have specific skills,
they are given the opportunity to become Subject Matter Experts in certain areas such as
safeguarding, wellbeing etc.

With the new contract that we have just won, it was written into the bid that as part of an
Employment Advisors induction, they will now be required to undertake aLevel 2 IEP Qualification
and the opportunity to progressto Level 3. This will supportadvisors to develop theirskills in the
Employability Sectorand evidences the Organisations investment to upskill colleagues as soon as
they start within the organisation. The Organisation is also looking at Leadership apprenticeships as
a follow on to these qualifications which feeds into succession planning.
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Job Function Operztional Delivery & Deployment  Contract Type Permanent

Global Organization Name 35D

Introduction

tdaximus UK, 3 wholly-ovined subsidiary of Maximus, Inc., operates severa! business
lines in the UK, including the Centre for Health and Disability Assessments, Remploy,
Health Management and Revitalised. Maximus UK employs 3,800 local staff,
including over 1,400 doctors, nurses, accupational therapists and other Healthcars
Professionats. Operating from more than 270 locstions across England, Scotland
and Wales, Maximus UK is one of the largast providers of employment, hesith and
disability support programmes in the country. Learn more at maximusuk.co.uk.

Job Summary

To conduct a range of recruitment and developmant activities, to enable angd inspire
candidates to achieve the highest levels of independence throughout the candidate
journey, by meeting and exceed parformance targets for individual activity and job
outcomes through to sustzined employment, in compliance with legislation,
contract and provider guidance, and Remploy’s Quality procedures.

Essential Job Duties

Apply for this job online

' Rafer this jobto a friend l

i

Share onyour newsfeed
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FW: Apprenticeship application window now open

Sophie O'Kelly <sophie.okelly@remploy.co.uk>
Sun 5/23/2021 447 PM
To: Sophie O'Kelly <sophie.okelly@remploy.co.uk>

Sophie O'Kelly
Performance Improvement Manager

Remploy

Operated by Maximus
Alexandra Road,

Alexandra House,

Swansea

SA1 5ED

Mobile: 07789 171688
sophie.okelly@remploy.co.uk
www.remploy.co.uk

From: Communications <communications@maximusuk.co.uk>
Sent: 12 April 2021 13:35

To: Sophie O'Kelly <sophie.okelly@remploy.co.uk>

Subject: Apprenticeship application window now apen

UPDATE

To colleagues residing in Wales,

" MAXIMUS|

Apprenticeship application window now open

Dear Sophie,

United
Kingdom

The window to apply for an apprenticeship is now open! If you’re looking
to unlock future development opportunities or discover a new career path
in the business, then an apprenticeship is a great choice for you.
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Important: Info needed for Employment Advisor Development Pathway Initiative

Sophie O'Kelly <sophie.okelly@remploy.co.uk>
Mon 2/22/2021 4:36 PM

To: MRS © romploy.co.uk>; SRS <Ayl @ remploy.co.uk >, ST ER
<R @ remploy.co.uk>; UiPEgee < SRENNER @ remploy.co.uk >; NP

< ingsEye@remploy.co.uk>; F5 NPy *=aammmingmy @ remploy.co.uk>; KISTEimeg

< T @ remploy.co.uk > ; TR <sssismmbay] @remploy.co.uk>

Cc:eSTugiiivie «fSWSES @ remploy.co.uk>; S, <|Emimme® remploy.co.uk>; Sl gy
<SonfEENENEEPQ remploy.co.uk>; <chgmEEEEREn Q@ remploy.co.uk >er NN
SR @ remploy.co.uk >

Hi all,

We have some really exciting news regarding an Employment Advisor Development Pathway
initiative coming soon.

[ will call you all this week to discuss further as we need to start work on this quickly but | wanted
to give you a brief summary of what it is and things you will need to consider ahead of our call.

So in summary, in addition to the induction that we already offer to new colleagues we will be
offering an opportunity for accreditation with a significantly improved focus on advisor
development and recognition.

e Phase 1 - all our new starters with less than 12 months service should be encouraged to
undertake this accreditation. They will be required to undertake 22 interactive modules (20
hours of time will be required) and on completion they will be awarded a level 2 I[EP (Institute
of Employability Professionals) certification and one years IEP membership. This qualification
will take a max of 6 months to complete.

Nb. This can also be offered to anyone with more than 12 months service. All new colleagues
with less than 12 months service and no sector experience would be required to complete.

o Phase 2 - Colleagues with more than 12 months service should be offered this
accreditation. They will be required to undertake 36 IEP modules (max 9/10 hours learner
time per quarter). The modules are split into 4 units:

Contracting, Action Planning and Caseload Management

o Coaching & Facilitation Skills

o Supporting informed decision making

o Find and competing for work

(o}

This accreditation may take up to 12 months to complete and they will be awarded a level 3
IEP certification on completion.

| will be reaching out to you over the next couple of days to understand:

e How many Advisors from within your team would sit in the Phase 1 category and work
towards the level 2 accreditation?

¢ How many of those Advisors would then like to continue on to Phase 2?

e How many Advisors from your team would like to start on Phase 2?

I can go through this in more detail when | speak to you so that you are effectively able to sell this
to your teams but for now, please have a think of who would sit in each category ahead of our
discussion.

20
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EVIO

Company People Development Poli

Introduction

We are fully committed to the continuous development of our colleagues. By

Remploy to achieve its overall objectives.

The aim of this policy is to help promote a culture of learning whereby colleagues
have equal access to learning and development opportunities, and are supported
and enabled to meet the changing demands and priorities of Remploy and its
customers.

This policy does not form part of any employee’s contract of employment and
may be amended by the company at any time.

Further advice and guidance on the application of this policy is available from
People Development.
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HR-FW
‘February 2021

1.2.

1.3.

MAXIMUS | &igeom

Purpose

. MAXIMUS UK is committed to helping their employees balance their family commitments with

work responsibilities. It is recognised that in addition to supporting work-life balance, flexible
working can improve employee morale, reduce absenteeism and improve retention,
performance and productivity at work.

MAXIMUS UK are committed to agreeing to flexible working requests providing that the needs
of both the business and employee are met.

Employees may request a flexible working arrangement for a number of reasons including
maintaining their health and wellbeing, or balancing their commitments or interests outside
work such as childcare/caring responsibilities, undertake a training course undertake
volunteering activities.

Scope

This policy will apply to all employees of a MAXIMUS UK entity subject to the conditions
outlined within the Eligibility section of this policy.



Pay and Rewards Eligibility Policy

HR — PRE
- March 2021

1.1

1.2

1.3

1.4

1.5

Purpose

MAXIMUS UK understands the importance of remuneration in recognising both individual as
well company performance and to support the continued commitment of employees.

In order for any reward payment (salary increases, bonuses or incentives) to motivate
employees, it is imperative that the eligibility criteria is clear, transparent and consistently
applied.

This policy provides clarity to employees on the application and eligibility for any salary
increases, bonuses and/or any other incentive payments that are applicable to them in a fair
and consistent manner across MAXIMUS UK.

This policy does not apply to other benefits or reward eligibility such as Long Service,
Making a Difference/Distinction awards or any flexible benefits available.

This policy does not apply to the Remploy employee shareholder payment scheme.
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Understanding Resourcing and Talent Planning

On the Job Submission
1(b)

The objective of succession planning is to ensure that there are enough colleagues with the
experience, knowledge and skill to progress or develop within the company (Wilkinson and Taylor,
2016, cited in Taylor and Woodhams, 2016).

Succession planning supports colleague retention as they are more likely to stay if there are
opportunities to progress (CIPD, 2020). Within Maximus, colleague attrition rates of front-line
advisors, is high. Feedback from a recent project that investigated retention strategies within
Maximus, indicated that colleagues generally didn’t feel that there were opportunities for
progression or development.

Due to the recent pandemic, the opposite is now the case. Maximus operates in the employability
sector which has grown significantly overthe last 12 months. Where unfortunately many people
have found themselves unemployed, Maximus, has secured new contracts to supportthese
individuals back into work. Maximus’ Employability Skills and Disability workforce will triple in size
over coming months. There are numerous opportunities, including seniorand lateral moves that are
available to everyone. Allinternal positions, including senior roles, are advertised and there is
complete transparency in the process (CIPD, 2020).

Traditionally, a formal, top-down approach to succession planning has been adopted by
organisations which would remain highly confidential (CIPD, 2020). Succession planning for very
senior roles tended to be the sole focus of this approach (Wilkinson and Taylor, 2016, cited in Taylor
and Woodhams, 2016). Prior to Covid, Maximus had developed a Leadership programme that was
due to be launched, howeverthis had to be puton hold due to unprecedented circumstances.
Generally, Maximus’ approach is more in keeping with contemporary methods of succession
planning, operating with transparency, and considering roles of all levels.

Maximus’ approach to succession planning is generally managed locally. Thereis no formal
succession planning that operates throughout the organisation. Developmentand Progression
conversations take place at colleague reviews. Where there are opportunities to take the lead on
certain tasks or projects, orbuddy a colleague within another role to gain experience, Line Managers
will arrange for this to happen. Secondments, Coachingand Mentoring are used to develop
colleagues’ skills (Taylor, 2010). Recently Maximus launched a new mentoring programme which
was made available to all colleagues, and they were asked to express an interest if they wished to be
part of it. For those who are successful, they are placed with a Senior Mentor within the
organisation who can help themto develop theirskills and build their careerplan. Career
Development through mentoring is a popular method of organisation attraction (McCartney, 2017).

More contemporary methods of succession planning see arganisations create ‘pools of talent’ from
which colleagues can be selected to replace roles when they become available (Wilkinson and
Taylor, 2016, cited in Taylor and Woodhams, 2016). This essentiallyis the organisations’ talent
pipeline (Armstrong, 2016). This can be beneficial with filing business critical positions which has
been highlighted as especially important during the pandemic (CIPD, 2020). Maximusdoesn’t
operate this method of succession planning, howeverdeveloping pools of talent would have been
useful fordealing with such an enormous recruitmentdrive which is currently taking place and
potentially should be a recommendation to consider for the future.
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2.

Turnover affects performance and is costly. Where possible, dysfunctionalturnovershould be
avoided as the impact can be detrimental. Examples of this are when colleagues leave the business
who are high performers, have skills that will be hard to replace, or if a colleague from a minority
group leaves and it harms the diversity of the organisation’s people (Allen, 2008).

Occasionally, colleagues are ‘pulled’ to leave as they attracted to a new job, howeversometimes
colleaguesfeel ‘pushed’. A poorline managerrelationship can cause a colleague to become
disengaged from their organisation. Studies show a positive correlation between engagementand
retention (CIPD, 2021).

Replacement of colleagues, the loss of skills and knowledge and the impact it has on remaining
colleagues will incur costs. It'simportant that organisations understand where turnover could’ve
been avoided asits generally linked to a level of colleague dissatisfaction. Research has shown that
approximately 90% of employees leave because of this (Wilkinson and Taylor, 2016, citedin Taylor
and Woodhams, 2016).

Much of turnover takes place within the first six months of a new role soit’s important that a robust
induction plan is in place (Wilkinson and Taylor, 2016, cited in Taylor and Woodhams, 2016). This
was a concernin Maximus a couple of years ago when 41% of new starters left ahead of reaching
the end of their probation period. A robustinduction plan reduced turnover of this cohort by 25%.
The psychological contract refers tothe unspoken commitments between the employerand
employee which is important for understanding dysfunctional turnover. An employee may feelthat
thereis a lack of developmentopportunities. Toresolve this, the Employer could investin training
(Wilkinson and Taylor, 2016, cited in Taylor and Woodhams, 2016). This was a recentconcernfor
Maximus that was highlighted in staff attitude surveys. This has been addressed with the recent
launch of an apprenticeship programme, an employment advisor development programme, and a
mentoring programme. Colleagues may leave because they are dissatisfied with pay and reward;
for this reason, the Employer could ensure to complete a competitor analysis to make sure salaries
are competitive (Wilkinson and Taylor, 2016, cited in Taylor and Woodhams, 2016). | would
recommend that Maximus conduct a competitoranalysis more frequently as partof a retention



strategy. This is discussed often in terms of salary comparisons and colleagues leaving to work for
competitors. To avoid any employees leaving because of unrealisticexpectations, employers should
ensure expectations are discussed atinterview (Wilkinson and Taylor, 2016, cited in Taylor and
Woodhams, 2016). Maximus are attempting to ensure colleagues have a betteridea of the job
expectations by exploring the implementation of a Situational Judgement Test which will introduce
candidates to the scenarios they will be faced with in the role. Theycan thendecide if it’s the right
jobforthem.

CIPD(2021) recommend thatto avoid turnover, employers should be flexible ; fair; ensure colleague
wellbeingis a priority; offer career development and progression opportunities and enable colleague
voice. Interms of retention strategies for Maximus, | would recommend continuing investingin
development as there have been some excitinginitiatives launched; to complete a frequent
competitor analysis to ensure salaries are competitive and seek a suitable succession planning
initiative to develop pools of talent for when progression opportunities becomeavailable.
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3.

Utilising the CIPD Profession Map to assess my knowledge and skill in the areas of Resourcingand
Talent Management, | feel confident that my knowledge hasincreased in all categories listed under
Associate Level.

There are some areas that | have chosen to progress and/or explore furtheras part of my own CPD
underthe Resourcing and Talent Management activities:

e | wantto explore the opportunity to work with a university to offer astudent a graduate trainee
programme with Maximus. This was somethingthe university approached us abouttwo years
ago and it sounded like a fantastic opportunity, but we haven’tbeen able to offeraplace dueto
various reasons. | wish to revisit this with the Senior Team to see what options are available for
progressing this furtheras this would be the first placement we would have provided of this kind
and the scheme hasa 100% employmentrate followingthe degree.
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FW: Introducing the Maximus UK 2021 MentorU pilot

Sophie O'Kelly <sophie.okelly@remploy.co.uk>
Sun 5/23/2021 5:11 PM
To: Sophie O'Kelly <sophie.okelly@remploy.co.uk>

Sophie O'Kelly
Performance Improvement Manager

Remploy

Operated by Maximus
Alexandra Road,

Alexandra House,

Swansea

SA15ED

Mobile: 07789 171688
sophie.okelly@remploy.co.uk
www.remploy.co.uk

From: Communications <communications@maximusuk.co.uk>
Sent: 31 March 2021 11:30

To: Sophie O'Kelly <sophie.okelly@remploy.co.uk>

Subject: Introducing the Maximus UK 2021 MentorU pilot

TALENT & DEVELOPMENT &

UPDATE

To all UK colleagues

Introducing the Maximus UK 2021 MentorU pilot

Dear Sophie,

Following the feedback received from colleagues in our Inclusion and Diversity
survey, there is a strong appetite for more career support and development



opportunities across Maximus UK.

As a result of this, we committed to:

» ensuring all colleagues feel supported to succeed

« put clear learning plans in place for those who want to progress
further in their roles

» provide support for leaders in developing their leadership
capabilities.

With this is mind, we are delighted to launch the Maximus UK mentoring pilot
for 2021 — MentorU.

O O
Our approach: Developmental mentoring L\ r(

What is mentoring?

How will the MentorU pilot work for mentees?
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1.2

1.3

Purpose

MAXIMUS UK expects employees to work to the highest professional standards with
high levels of conduct and appropriate behaviours. In line with company values,
MAXIMUS UK will also help and encourage all employees to achieve and maintain
satisfactory standards of conduct and behaviour.

The Disciplinary Procedure is not intended to be a punitive method of addressing issues,
its primary purpose is to support and encourage a genuine and permanent improvement
in the behaviour of employees, to make them successful in the workplace. The following
procedure will apply wherever managers consider a situation to be sufficiently serious to
warrant more formal discussion between manager and employee. However, it is
preferable that managers provide support and encouragement where possible at an
early stage to minimise the likelihood of escalation into this procedure.

MAXIMUS UK aims to ensure that there is a fair and consistent approach to address
employee relations. The Disciplinary Policy and Procedure helps to foster an
environment of fairness and consistency, to ensure a successful working relationship.



Company Redundancy Policy

1.1

1.2

1.3

Introduction

We will always try to avoid the need for compulsory redundancies but
sometimes these may be necessary. The pattern or volume of our business or
methods of working may change and requirements for employees may
reduce.

The purpose of this policy is to ensure that, whenever reduction in employee
numbers may become necessary:

We communicate clearly with all affected employees and ensure that
they are treated fairly

We try to find ways of avoiding compulsory redundancies, reducing the
number and mitigating the consequences

We consult with employees individually and where appropriate with
recognised trade unions and/or employee representatives

Any selection for compulsory redundancy is undertaken fairly and

We consider suitable alternative employment

In carrying out any redundancy exercise we will not discriminate directly or
indirectly on grounds of gender, sexual orientation, marital or civil partner
status, gender reassignment, race, colour, nationality, ethnic or national

working under fixed-term contracts will not be treated differently to permanent,
full-time comparators.
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RE: Power Bl Demo - Resourcing Tool - 27.04.21
Paul Wil <@ remploy.co.uk>

Tue 5/4/2021 8:41 AM
To: Sophie O'Kelly <Sophie.Okelly@remploy.co.uk>
Morning Sophie,

Hope you had a good weekend? No problem at all, | am glad you found it beneficial. If you have any
further questions or need clarification, then please get in touch. Thanks

Regards,

Senior Performance Manager — WHP Wales

Remploy Cymru
Operated by Maximus

!

Mobile: REIISSSEERY
S ©)remploy.co.uk

www.remploy.co.uk

From: Sophie O'Kelly <sophie.okelly@remploy.co.uk>
Sent: 02 May 2021 20:26

To: Paul-\E <R, @ remploy.co.uk>
Subject: Power Bl Demo - Resourcing Tool - 27.04.21

Hi Paul,

Just a quick message to say thank you for the demo of the Power BI Platform where you demonstrated how it
can be used to support with resource planning and ensure the contract is sufficiently resourced to perform.
My initial thoughts are that this would be a hugely beneficial tool for Managers to fully understand where any
performance is being lost due to insufficient resource and will also support with identifying past trends so that
contingencies can be put in place to mitigate any future risk.

Thanks again for your time and insight, | found it really informative.

Many thanks,

Sophie

Sophie O'Kelly
Performance Improvement Manager

Remploy

Operated by Maximus
Alexandra Road,

Alexandra House,

Swansea

SA15ED

Mobile: 07789 171688
sophie.okelly@remploy.co.uk
www.remploy.co.uk
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Notes from meeting with Paul Wl (Senior Performance Manager) 27.04.21

Paul provided a demo of a new reporting tool that has been developed to support with workforce
planning within Maximus.

it works by utilising internal HR data that looks at planned contractual hours for the upcoming
month, planned sickness, planned meetings, planned training, and planned annualleave. This then
calculates the ‘optimised contract’ hours for that specificmonth. At the end of the month, the
actual ‘optimised contract’ hours are inputted, along with the performance figures for that month.
The report can then calculate how much performance has been lost due to absence and can be used
to set thresholds formaximum annual leave permitted during the month to ensure the contract has
sufficient resource. It can also support with future caseload modelling as it provides an accurate
picture as to how many hours are required per week for meetings and training, along with how
many hours are needed to achieve asingle performance target.

The tool essentially provides Managers with a detailed analysis to predict how performance willbe
impacted without sufficient resource. It will support with a business case to request additional
recruitmentwhere acontract is underresourced.
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Remploy Cymru - Employee Exit Feedback

Wherz zppropriate ard practical we will mzke ‘mprovements on
truct w2, regard’ess of wrnethery

Ary ExitFezdb

suziness wihthe

&

Why are you lsaving your current pogition?
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New Starter Induction Feedback

information gatnering to 3z3es3 th2 overall Induction Process. Fzecback will be 2zsess2d and improvemsnts

At what point in vour induction did your Marager orovide an overview of the Induction '
Programme?
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Taken from conversations to date, below is our summary understanding of your current situation and
requirements:

o o o

Ky

The current recruitment process involves an initial application. a sift based on skills, telephone
interviews and then a face to face interview which contains a role-play exercise.

For this proposal, Maximus would like to review the current recruitment process to introduce an
assessment that will gauge an applicant's suitability to the role.

Maximus have around 180 employees currently in the Caseload Carrier role, however it is anticipated
that there will be a significantly increased need to recruit additional frontline workers.

There is a desire to reduce attrition levels in this role, with a current level of around €60%. This high level
of turnover means needing to recruit an additional 100 staff per year to fill these roles.
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Economic inactivity (Jan 2020-Dec 2020)
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Earnings by place of residence {2020)

Gross Weekly Pay
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Claimant count by sex - seasonally adjusted (March 2021)
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Claimant count by age - not seasonally adjusted (14arch 2021)

Great Britain Great Britain United United

(Level) (o0) Kingdom Kingdom

(Level) (o%)
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Working-age client group - main benefit claimants - not seasonally adjusted [Discontinued]
(November 2016)
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Labour Market Outlook Winter 2020-21

(3) Key points

Recruitment and redundancies
* The net employment intentions figure for Q1 has risen to s 4

+11 from -1 last quarter. This is due to both a sharp fall L L
in redundancy intentions, down from 30% to 20%, and a e 8 a4
slight uptick in recruitment intentions. The improvement Minter g L, AutumnWinter
has been driven by the private sector (+11), which saw a Rl
16 percentage point increase since the autumn report. Net employment score recovery

» There is a large variation across sectors in terms of
the net employment score. Employment confidence - s
is highest in healthcare (+40), ICT (+30) and business Weud? N
services (+23). In contrast, net employment intentions Hospiraty (5 (e
remain subdued in hospitality (-6), finance and o e
insurance (+2) and administration and support service Employment confidence by sector

activities (+2).

A
@
©)
©
@)
)
©
@

 |n the nations and regions, employer confidence is
highest in the north-west of England (+20) and in the o
south-west of England (+19). By contrast, the score for
Scotland is +4 and +2 for the West Midlands.

» Mirroring the official data, recruitment intentions
among UK employers surveyed have edged up since
the last quarter. More than half (56%) of employers
responding to the winter survey are planning to
recruit in Q1 2021, up three percentage points from the
autumn and seven percentage points from the summer.
However, this is still down ten percentage points from
the same quarter last year. 33

Employer confidence in the
nations and regions

« Redundancy intentions have fallen sharply over the quarter. “:»’5"
A fifth (20%) of organisations expect to make some

redundancies in the next three months, down ten percentage 24
points from the autumn quarter. Redundancy intentions have 20"
fallen particularly steeply in the private sector - down from wd

34% in the autumn report to 20% in the current quarter.

¥ ¥ T ¥ T
Winter Spring Summer Autumn Winter
2019/20 2020 2020 2020 2020/21

Pay % of employersto make redundancies
* Median basic pay increase expectations for the next

12 months are at 1%, unchanged from the autumn quarter. . Prvatesector
Pay expectations in the private sector are at 1.5%, P o)
compared with 0% three months earlier. Wi

Public sector

= By comparison, median basic pay expectations in the T
public sector in the next 12 months have fallen from 2% L2 mmp | 0%
to 0% during the same period. This compares with 1.4% N
in the voluntary sector.

Pay trend reversal since last quarter

Wass vt
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&« - C O # www.gov.uk/government/publications/restart-scheme/restart-scheme-contract-package-areas
*

Bockmarcs <L, Adept @ Nerthgate - MyView @ RemployMal-Cut. Remplay OR B

{2 GOV.UK Search on GOV.UK

Home > Unwersa Credit > Restartschame
| 24
| Department

; for Work &
| Pensions

Polic;y paper.
Restart scheme: Contract Package Areas

Updated 28 April 2021 :

The table below shows the 12 Contract Package Areas (CPAs) for the Restart scheme
along with the provider in each Contract Package Area (CPA) and the areas contained
within each CPA.

CPA CPA Provider Areas contained

Serzolimites  Skropstre, Herefcrdshice, tMiclanzs

5 Zast Central Jebs 22 Seaficrashire,
Limited Mersh and Nerth Zast), Nerthamptenshive, Becferdshive, Harth

ruicksire, Leicestershire, Lincolnshire (eucept

Suckinghamshire (4 asbury Vale)

Za Merth Eastans Reecin Merthumberiang, Tyne s 2ar, Ceumty Durham, Teessize,
Humbarside Partnership Merth Yerkshice, SastYorkshre, Hiorth and Morth East
Limited Lincelrshire
2 South and West Mazrus UK WestYorkzhire, Scuth Yerkshire, Nottrghamshire, Darbyshire

Yerkshire, Derbyshice
nghamshire

2 Cumbra. Lancash re, Merseys ce, Chazhire
Managerent
(U) Umites
3b Grazter Manchaster Ingaus UK GreaterManchestar
Limited
43 SeuthiVest SeetecPluss  Gloucestershira Brist: t3hire, Semarset, Dorsat, Deven
Limited Cernuall
as Scuth Certral Fadzap Oxfordshire, Seuth Suck nghamshire (1¥ycerbe. Chiltarn, Scuth
Smployment and Sicuzhy, Barian re, Surrey, Hampshire, lsie e\ ght,
Limitad VWestSussex, Brightcnand Hove
3a CentralandWest Ingeus UK Westloncen, Certrallenden
Lenden Limited
5b Scuth and East Maxmmus UK Zastlonden, Scuthlenden
Lencen Seruices
Limited
5 Heme Counties Reezin Rutiand, Cambricgeshire, Norfelk, Suffclk, Hertfcrdshire, Essax,
Partnership Kert, EastSussex
Limited
6 Sercclimitez  \Vzles
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SWOT analysis — The Organisation’s approach to resourcing and Talent Planning

Strengths

Weaknesses

Scenario planning when going through the
bidding process for contracts.

‘Caseload Modelling’/’A Day in the life of a
Business Manager study’ to determine the
number of employees needed to recruiton
a new contract.

e Talent and Development activities to
ensure colleagues have the correct skills.

e Extensive advertising of jobs

e Robust policies in place forcolleagues
leaving the business.

e Utilisation of data to identify absence
trends which informs caseload modelling.
e Utilisation of data to inform impact on
performance lost through absence to
support with justification for additional

e Succession Planning
Managers do not have access to workforce
analytics currently

resource

Opportunities Threats
Labour Market analysis work carried out for e Some poorreviews on job boards
new bids — could expand this to business as impacting Employerbrand

usual.

e Competitoranalysis to be carried out as
part of a business-as-usual approach.

e Skills audits carried out for Balanced
Scorecard Project— could be utilised if
there was evera need forredeployment.

e Data collected through engagement
surveys, induction feedback and exit
interview to aid retention—expand thisto
collect data through ‘stay’ interviews.
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‘The programme would take two paths. Path A, a ‘Talent Support’ programme for individuals who
excel in fundamental areas of the role to mentor and coach colleagues within the business.
Additionally, they will be given the opportunity to input into the design and delivery of training
modules and lead focus groups in their specialist area. Path B is a ‘Career Progression’ path that
would follow a typical succession planning programme, including a formal training programme, work
shadowing and opportunities to lead management tasks and projects (Wilkinson & Taylor, 2016).

Estimated costs detailed below:

Recommendation Cost (time spent) Benefit

Talent Support Programme 3 Advisors @ 1 day per month

for 6 months = £1,600 approx.
Reduced turnover by approx.

20%; Increased productivity;
Increased opportunities;
Improved morale.

Career Progression Programme | 3 Advisors @ 1 day per month
for 6 months = £1,600 approx.

Following the pilot, return on investment would need to be analysed by assessing performance,
succession pools, staff turnover and productivity in relation to costs (CIPD, 2020).
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[~Strongly | Strongly |
Strongly Strongly Disgaree / Agree /
Disagree Agree Disagree Agree
Question 3 T
1|Do you know what is d of you at work? 0% 0% 8% 2256 70%)
2|Do you have the materials and equipment to do your work right? 25| 2% 24% 383%)| 34% 2 4% 72%
[~ [Atwork, do you have the opportunity to do what you do best every
3|day? 2% 12%) 28%) 48% 10% 3 14% 58%
In the fast seven days, have you received recognition or praise for 8
4|doing good work? 6% 12%, 20% 24% 385¢ 4 62%
Does your Line Manager; ar someone at wark, seem to care about you
5las a person? 4%, 435 4% 245 64%)
&ls there at work wha encourages your devels 2 8% 8%) 14% 30% 40%|
1|At work, do your opinions seem to count? 6% 14% 24% 28% 28%|
Does the mission/purpose of your company make you feel your job is
!Iimmanl? 2% 2% 32%| 32% 32%
9]Are your col! d to doing quality work? 2% 0% 12% 34% 52%) 9| 23%) 86%
1000 you have a best friend at work? 2% 14%, 30% 18% 36%) 10} 16% 54%
In the last six months, has someone at work talked to you about your
11|progress? 2% 8% 26%) 25%| 38% 10% 64%
12{In the last year have you had opportunities to learn and grow? 8%) 16%! 30%) 24% 22% s 46%
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Understanding Coaching and Mentoring
On the Job Training

Activity One
| met with Hilary @lls who is the Senior Leadership and Management Development Consultant for
Maximus UK. Hilary has a wealth of knowledge and experience in Coachingand Mentoring, so|l
found this a really beneficial discussion for my learning.
The COVID-19 pandemic has had a significant impact on Maximus and a number of plans for
Leadership Development (of which included Coaching and Mentoring) had to be halted as a
result. Hilary discussed that in late 2019; Maximus had plans to partnership with an external
Coaching Company and launch a consistent Leadership Framework across all Maximus
businesses. Developing and implementing a Coaching Culture was and still is the optimal goal. A
Coaching culture existsin an Organisation where its people build rapport; are active listeners; ask
beneficial questions and individual empowermentis instilled (Cooper, 2019). To initiate this
aspiration, upskilling in Coaching and Mentoring was planned for Senior Leaders within the business
(as a starting point). A numberof colleagues are currently undertaking aLevel5 Coaching
Professional Apprenticeship to pilot its success. If proven beneficial, the Business will consider
offering this more widely to colleagues wishing to develop their Coaching Skills.
For many years there has been and still continues to be pockets of effective Coaching and Mentoring
taking place; mainly of an informal nature. Historically, Coaching has been
perceived negatively within Maximus amongstemployees; in that it’s only introduced when there
are concerns around performance. ‘Performance Coaching’ is quite rightly and effectively used to
help ‘fix” a problem, whereas ‘Coaching for Development’ is centred around the individual's learning
and growth rather than “fixing’ (Stanier, 2016). Maximus aspires to make Coaching
and Mentoring very much part of all activities and conversations, which is aligned with its
aspirations of developinga Coaching Culture.
The pandemic has forced Organisations to find alternative methods to face to face
learning. Coaching in this respect has become an increasing popular leaming intervention as halting
People Development can’t continue (Nevins, 2020). Inclusion and Diversity is an area of key
focus within Maximus and Hilary is leading on the ‘Talent and Capability Development’ work
stream that sits within this. Coaching and Mentoring is the first priority on this work
stream. Phase one of this initiative will see the introduction of a Colleague Mentoring
Programme which will gradually expand. Aformal mentoring programme ensures that groups that
may have otherwise been overlooked viaamore informal approach are easily able to access it
(Clutterbuck, 2014). Selection criteria will be introduced to become a Mentoror Mentee, however
initially Senior Leaders will be chosen throughout the Organisation to take on Mentor roles where
they have specific knowledge and/or experiencein areas of which Colleagues may wantto develop
their knowledge and skills further. Mentors willcomplete a Level 3 Mentoring
Apprenticeship. Phase 2 will focus on Reverse and Reciprocated mentoring of underrepresented
groups. Non-traditional mentoring programmes such as these enable Organisations to develop
by embracing the concept that everyone regardless of role within the organisation can share
knowledge (Hirsch, 2019).
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RE: Use of data for Resource and Talent Planning in the future

Linda Jvilmgiay < NN maximusuk.co.uk>

Fri 5/14/2021 4:01 PM

To: Sophie O'Kelly <sophie.okelly@remploy.co.uk>

Hi- lets touch base next week — hope you have a lovely weekend....
piNATETETiT

HR Business Partner

Employment, Skills & Disability Services (ESD)
MAXIMUS UK SERVICES

I!”

M. I JuEEs
E mail ‘TIEE® maximusuk.co.uk

From: Sophie O'Kelly <sophie.okelly@remploy.co.uk>
Sent: 14 May 2021 13:49
To: Linda i, SN @ maximusuk.co.uk>

Subject: Use of data for Resource and Talent Planning in the future

Hi Linda,

Just a quick message to say thank you for the information you shared with me regarding Managers hopefully

being able to access their own data to look at the demographics for their teams for example to support them
with resourcing and talent planning in the future. | think this will be a fantastic tool and great to know for my
Resourcing and Talent Planning module.

Hope you have a lovely weekend.

Thanks again,

Sophie

Sophie O'Kelly

Performance Improvement Manager

Remploy

Operated by Maximus
Alexandra Road,

Alexandra House,

Swansea

SA15ED

Mobile: 07789 171688
sophie.okelly@remploy.co.uk
www.remploy.co.uk




Learning Outcome Two
Introduction
2.1
Recommendation—Introduce Succession Planning:

Succession planning ensures that an organisation has enough people to step into roles at the next
levelwhenthey become available (Wilkinson & Taylor, 2016, cited in Taylor & Woodhams, 2016).
The contemporary outlook on succession planning considers developing colleagues for lateral moves
to broaden organisational experience and not just colleague promotions (CIPD, 2020).

Maximus has recently secured two Prime Contractsto deliverthe Restart programme, which will see
opportunities grow as its workforce is due to triple in size overa short period of time (EV26). Until
recently, colleague feedback hasindicated that there aren’t enough opportunities for progression
(EV31). Colleague Turnover has been asignificant area of concern, specifically with the Employment
Advisorrole (EV23).

Martindale (2008, cited in Taylor, 2010) discusses how Coca-Cola primarily recruited externally
which significantly impacted employee morale and turnover. Inresponse tothis, Coca-Cola
introduced a development programme forlower-level managers who potentially could progresstoa
more seniorlevel. Within a few years of the first programme, more than half of colleagues had been
promoted and all were retained at the company.

Maximus’ approach to succession planning is informal and sporadic (EV12). Maximus has a robust
approach to recruiting the right people based on skill and aptitude, providing them with the skills to
be successfuland knowledgeable in theirrole, howeverthere is no robust plan for ensuring
colleagues have the skills to move into anotherrole to replace someone whenarole becomes
vacant.

With the growth in the Employability sector on the increase, introducing Succession Planning into
the organisation to fulfil the increasing number of opportunities is my recommendation. Succession
Planning can help retain individuals as they have will confidence that they will have the opportunity
to progress. This approach also ensures that we maintain the sectorspecific knowledge within the
organisation (CIPD, 2020).

Succession planning now includes developing ‘pools’ of talent from which replacements can be
selected (Wilkinson & Taylor, 2016, cited in Taylor & Woodhams, 2016). As part of a retention
research project that | undertook, | recommended that a Talent Development Programme be
developedto allow people to develop and build the skills needed to be promoted into those next
management positions when they become available (EV30). By investingin succession planning,
employee engagement and retention will be enhanced (SHRM, 2010).

Recommendation —Labour Market and Competitor Analysis to become Business as Usual :

It'simportant for organisations to keep up to date with changesin the labour market(CIPD, 2021).
In preparation forthe Restart Bid, Maximus contracted out the Labour Market and Competitor
analysis to a team of consultants due to the enormity and importance of the task as future contracts
were reliant on this piece of work being right (EV4).

The opportunities within the employability sector will continue to grow due to the impact that
Coraonavirus has had on some other sectors within the economy. What Maximus needsto be
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focused on now is standing out from its competition to attract talent and the whole labour market
needstobe a consideration when doing so (Wilkinson and Taylor, 2016, cited in Taylor and
Woodhams, 2016).

Staff turnoveris a concern, particularly amongst the Employment Advisor community (EV23). This
can be costly but especially when losing highly skilled employees to competitors (Taylor, 2010). Itis
especially common for colleagues within the Employability sector to leave to work for a competitor.
It’s crucial to understand comparisons to competitors in terms of pay, learning and development
opportunities and job security (Wilkinson and Taylor, 2016, cited in Taylor and Woodhams, 2016).
Competitors now originate from places that organisations least expect (Adams, 2017).

Labour Marketand Competitor Analysis is an essential talent planning task and shouldn’tbe justa
focus when bidding for contracts. My recommendation s that this becomes part of a business-as-
usual approach. Maximus already has a labour market analyst who supplies the Employ ability
Services team with data about the labour market in terms of which sectors are recruiting along with
information about the claimant countin the local areas (EV34). Maximus could utilise this resource
for its owntalent planning. This will ensure thatit is always aware of the characteristics of the
populationin its labour market, whatits competitors are doing and if the available population from
which it would normally recruit is changing (CIPD, 2018).

Recommendation—Managers to be given access to People Analytics:

People Analytics captures data to provide employers with a thorough understanding of their
workforce, such as demographics, skills, knowledge, and experience of individuals. This can then be
utilised to improve evidence-based decision making (CIPD, 2020).

ASDA has more than five generations within its workforce. Asan organisation it utilises People
Analytics to tailor its approach toreflect the diverse needs of its workforce (CIPD, 2016). At
Maximus, the majority of talent planning responsibility sits within Operations. However, currently
Managers do not have access to the data that provides them with their teams’ demographics such as
age or diversity information (EV33). To prepare forand minimise costs of replacementand turnover,
data that details workforce demographicsis beneficial. Anaging workforce predicts retirement, and
a skills shortage is likely when experienced colleagues retire (SHRM, 2016).

Maximus were recently awarded four new contracts within the justice se ctor. A comms wassentto
the wider organisation to encourage colleagues with experience to express aninterest (EV35).
Capturing skills data and making this available to Managers would also be beneficial. Currently
Managers are unable to access any information that informs them of what skills, qualifications or
additional experience individuals within their teams have. This could support with identifying
opportunities for secondments or redeployment easily.

My recommendation would be to provide Managers with access to People Analytics fortheir teams
to inform talent planning decisions and tailor theirapproach to reflect the diverse needs of their
team.
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Leaning Outcome Three
Introduction

3.1

Recruitmentand Selection are key activities within workforce planning (Armstrong, 2016). Attrition
rates amongst EmploymentAdvisorsis a concern in Maximus. Colleagues are recruited and shortly
afterit becomes apparentthatthey aren’tsuitable for the role. The continuous cycle of recruitment
and training, impacts on cost and performance (EV23). Arobust interview processis in place
however, this doesn’tappearto mitigate the number of unsuitable colleagues joining the business
and then leaving. As predictors of performance, evidence suggests interviews are ineffective (Taylor,
2010). It wasdecided to collaborate with an external organisation to develop a bespoke Situational
Judgementtestto enhance the interview process. The situationaljudgementtest would provide
candidates with scenarios that they may encounterwithin the role to assess their response (EV36).
The aim was to select candidates with the right aptitude for the role and reduce attrition.

3.2

My role was Operations Project Lead (EV37). It was my responsibility to liaise with bothinternal and
external stakeholdersand ensure we were on track to achieve the deliverables within the required
timeframe. Maximus’ Operations Directorwas the Project Sponsor. Otherkey internal stakeholders
were the Head of Resourcing, Senior HRBP and a Senior colleague from the Business Improvement
Team. There was an external Business Psychologist lead that was responsible for creating the
Bespoke SJTand a lead from the organisation that were designing the digital platform where
candidates would access the test. We worked collaboratively to develop a plan that worked for
everyone and agreed key deliverables and timelines. Within my role, | ensured the right people and
resources were in place so that the project was delivered on time and to a quality standard
(Mindtools, 2009).

33

It'simportant that all organisations adhere to the Equality Act 2010 and don’t discriminate against
anyone based on the nine protected characteristics: sexual orientation, age, sex, disability, religion
or belief, race, pregnancy and maternity, gender reassignment, marriage and civil partnership (ACAS
2021) (EV38). Maximus’ Recruitment policy outlines this very message (EV39).

To build the scenarios, it was important that the Business Psychologist could define the role. This
took place through information gathering from colleagues to understand the role, responsibilities,
and expectations (CIPD, 2020). This enabled the competencies required forthe role to be defined
(EV40). During recruitment, competencies can be beneficial as they reveal the organisation’s ethos
and values (CIPD, 2020).

During recruitment, candidate experience isimportant. It’s not justabout the employeridentifying
suitable candidates, it's as important that candidates are able to find out more about the role to
decide if its right forthem (CIPD, 2020). This wasa clear aim of this activity (EV41).

3.4

Collaboratively, we followed the project plan which detailed the key deliverables, who was
responsible and timescales for completion (EV42). The first deliverable was to undertake the job
analysis. This involved interviewing a range of colleagues including current job holders and Line
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Managers (Wilkinson and Taylor, 2016, cited in Taylorand Woodhams, 2016). It was necessaryto
select high performers, so utilised performance data which was the evidence available to inform
my decision (CIPD, 2021). | liaised with their mangers to assess willingness to be involved and find a
suitable time slot for interview (EV43). To create the scenarios, | sent through supporting
information related to activities within the role (EV44). When the scenarios were created, | liaised
internally with key stakeholders and provided feedback (EV45). The nextstage was to pilot these
scenarios with the existing workforce and again utilised data to mitigate managerial bias (EV46).
Following the pilot and agreement of the final scenarios, the project was ready to go live in a norm
grouping phase with the aim of using the average assessment scores to determine thresholds for
future sifting.
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Psychometrictesting effectively predicts performance but shouldn’t be the only method used (CIPD,
2020). This was achieved as the SIT was still followed by the regular interview process, so we didn't
solely rely on a systematictool to predict performance (Jacobs, 2018).

The thorough job analysis that took place by systematically analysing the role of the Employment
advisor ensures that selection is made subjectively, and no unlawful discrimination has taken place
(Taylor, 2010).

Communication s vital during any project (Mindtools, 2009). Throughout, | provided regular
updates to senior internal stakeholders (EV47). | ensured they were aware as to what deliverables
had been achieved, what the outcomes were, what was next, along with highlighting any risks, and
requesting guidance if required. All stakeholders felt that my contribution was effective and met
the necessary requirements (EV48).

3.6

Mindtools (2014) describes how using Gibbs Reflective Cycle is helpful to understand what worked
well and what could be improved on future projects. The results of the Norm Grouping Asses sments
proved that there was no significant statistical correlation between these and Maximus’ hiring
decisions. Internalstakeholders were understandably reluctant to use it to determine thresholds for
sifting based on the assessment performance.

| was excited to lead on this project as building strategies to reduce attrition is somethinglam
passionate about (EV49). | wasslightly disappointed with the results as the ideal outcome would’ve
beenforthe tool to provide confidence that the SIT affectively assesses forthe right aptitude which
is still unknown at this stage.

My knowledge on Situational Judgement tests prior to this project were minimal and a significant
positive is that my knowledge in this area has grown extensively. Additionally, all stakeholders were
especially complementary about my performance and contribution (EV48).

Movingforward, | would ensure a Predictive Validity analysis to predict performance within the role
along with retention was costed into the initial study as without carrying out this additional analysis,
we are still unsure if the assessment willreduce attrition. | have liaised with both external
organisations to pause the additional predictive validity study for now and managed to negotiate to
put our licence on hold so we could pick back up where we left off if we choose to recommence
(EV50).
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OUR RECOMMENDATION - SITUATIONAL JUDGEMENT AND
REASONING TEST

Based on our conversations to date. our recommendation would be to incorporate a bespoke Situational Judgement
Test (SJT), with additional verbal and numerical reasoning questions. into the recruitment process for Maximus

frontline staff.

Situational Judgement Tests are psychological tests which present the test taker with job-realistic scenarios and
ask them to identify how they would be most and least likely to respond from a range of options (or rank order them).
This type of psychological aptitude test is proven to be a valid way of assessing how people are likely to make
judgements and to act in work settings.

b6



EV3?
Re: Next call

Arhomy COHERERYy M A ain e ook

Mon 6/8/2020 3:06 PM

’.

(e BT R R i e e R R R T IR R T O S e e BTl P B R o
oEE® Sophie O'Kelly <sophie.okelly@remploy.co.uk>

On 8 Jun 2020, at 14:58, Caroline ([l @B maximusuk.co.uk> wrote:

Hi all,

I can do this Wednesday. | have cc’d Sophie in, who as Mike mentioned, will be my Ops lead for
this, so can she be included in the invite too please.

Thanks
Caroline

From: RS aa i Haberbn

Sent: 08 June 2020 14:21
To: SR e R Ty
Ol i T s AR ) RE e s R T VR Yo

Subject: Re: Next call

Cheers‘

QE® can you let us know what works for you and then a meeting can be put in

Thanks

)
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ev3h

B acas.org.uk/ue

L Adapr @ Northgate- MyVisn @ Rempioy Mal-Ouwt Femploy DR B Suggested Sites

Check you're following
discrimination law

When hiring, it's obviously important to find the best person for the job. But
you should also check you're following the law on discrimination.

It's usually against the law to discriminate against a job applicant based on
any of the following, known as 'protected characteristics’:

* age
disability
* race

* gender reassignment
e marriage and civil partnership

pregnancy and maternity
religion or belief

* sex

sexual orientation

Imoonteg From E G ThebUBibome @) Marimus UK Client..

Share this page m a n

Related content

Job application form templates

Job description templates
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_ Recruitment and Selection Policy

HR - REC
February 202.1

MAXIMUS | ihgeom

1. Purpose

1.1 MAXIMUS UK recognises the importance of recruiting the right people into the right role
for the success of the business as well as ensuring a fair and consistent recruitment
process for all roles which provides all applicants with the same opportunities.

1.2 MAXIMUS UK aims to attract and retain a talented, committed and diverse workforce
which positively promotes the values and mission of MAXIMUS UK and each of its
companies.



4.12Equality and Diversity

MAXIMUS UK is committed to developing, maintaining and supporting a culture of
equality and diversity. This starts at the recruitment stage where all candidates are treated
fairly and consistently through all stages of recruitment and selection.

MAXIMUS UK encourage applications from all sections of the community and will aim to
ensure that job applicants do not receive less favourable treatment on the grounds of sex,
race, marital status, disability, age, part-time or fixed term contract status, sexual
orientation or religion, or are disadvantaged by conditions or requirements that cannot be
shown to be justifiable.

Page 150f 17 Recruitment and Seiection Policy Febuary 2021

MAXIMUS | kigéom

MAXIMUS UK will also ensure that any recruitment agency that they work with on
vacancies displays the same commitments to equality and diversity as MAXIMUS UK
including the commitment to being disability confident.

o



EVHO
Job Analysis Interviews with (R

Sophie O'Kelly <sophie.okelly@remploy.co.uk>
Mon 7/6/2020 5:02 PM
To: -*@remploy.co.ukh’ ARG e mploy.co.uk>; N

R ERNG < ploy.co.uk>; (G maximusuk.co.uk>$
<@ maximusuk.co.uk> ;SRS SEEY © maximusuk.co.uk>; N,

‘@remploy.co.ukm';ximusuk.co.uk>;—

remploy.co.uk>; remploy.co.uk>
Hi All,
Hope you're well.
You may/may not be aware that we are working with an organisation called Sl to further
enhance our recruitment process and looking to create a Situational Judgement Test that will form
part of the future process for Key Workers / Employment Advisors.
In order to inform the scenarios that will make up this test, (b would like to speak to
colleagues to truly understand the role and we were hoping that you would be able to support
with this?
You won't need to do any preparation for it, it will be an informal process where a representative
from<4J ¥ will contact you by Zoom or by phone to go through a number of Job Analysis

- questions with you.
| have detailed below some prospective interview slots:

Thursday 16th July

2.00pm - CEN

Monday 20th July
10.00am - AN
11.30am -
2.00pm - S,

Wednesday 22nd July

10.00am -
11.30am - S

2.00pm -

Thursday 23rd July

10.00am -«
11.30am - e

2.00pm - g

There's only need to respond to this email if you can't attend the slot you've been allocated.

Your slot can be moved, -will be as flexible as possible so please could | ask you to let me
know by COP tomorrow (7th July) if you want to move your slot and what alternative availability
you have?

Following confirmation, SIS will send you the details for yor call.

Any questions, please come back to me

Many thanks for your help with this, it's much appreciated.

Regards,
Sophie



EVy|

An SJT would add value to Maximus in the following ways:

) By providing applicants an insight into the scenarios they may face, it allows them to evaluate \vhether this
is a role they feel they would be suited to and would enjoy. They can then decide whether to continue with
their application. This will lead to a reduction in staff turnover, as they have a clearer understanding of the

role expectations.
=1 The test will be grounded in thorough job analysis and will therefore be valid, legally defensible and bespoke

to Maximus.
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EVHS
Job Analysis Interviews

Sophie O'Kelly <sophie.okelly@remploy.co.uk>
Thu 7/9/2020 2:18 PM

To: (I B P A ST o)

[Iﬂ 1 attachments (12 KB)

Maximus Job Assessment Interviews xlsx;

Hi @

Hope you're well.

As promised, please find attached details of agreed time slots for the above.
All have been made aware and are expecting an invitation.

Any questions please let me know.

Thanks

Sophie

Sophie O’Kelly

Performance Improvement Manager

Putting Ability First/ Rhoi Gallu yn Gyntaf
Remploy Ltd

Mobile / Ffon Symudol: 07789 171688

www.remploy.co.uk



EVHY
Examples of activities/actions that could be set as part of a participant action plan

Sophie O'Kelly <sophie.okelly@remploy.co.uk>
Thu 7/23/2020 4:40 PM

To:“

U 1 attachments (332 KB)
WKP175 - Action Plan Exemplar - What is Excellent - V1 - 13-7-15 (1).xlsx;

Hi (g

As discussed, please find an example action plan attached.

There are a lot of activities listed so as discussed earlier you may have to go through them to pick
what may be appropriate for your scenario.

Hope this helps,

Thanks

Sophie

Sophie O’Kelly

Performance Improvement Manager

Remploy

Operated by Maximus
Alexandra House,
Alexandra Road,
Swansea.

SA1 5ED

Mobile: 07789 171 688

sophie.okelly@remploy.co.uk

www.remploy.co.uk




EVYS
Re: Verbal Skills Item Review -0

Sophie O'Kelly <sophie.okelly@remploy.co.uk>
Mon 8/10/2020 5:12 PM

To: KPR R R i AT T F0nT>
cc: TR @ maximusuk.co.uk>; (TR @ maximusuk.co.uk>; A
<-@maximusuk.co.uk>; YT P B ey 0N aT ) <-@maximusuk.cco.uk>;_

mj 4 attachments (322 KB)

SR - ST items - @ Comments.docx; G- Maximus - Items - Verbal Skills SO'K comments.docx; image002,jpg;
image003.jpg;

HiGe

Hope you're well and had a great weekend.

We reviewed all the documents you sent through earlier and | have attached @il comments on the
revised SJT. -and | had already given some feedback and i had some further comments
to add so they are now also attached.

| have put a couple of comments on the Verbal Skills document, @ also plans to go through this
and add a few additional comments. We felt on the whole this was capturing what we needed; we
did feel a couple of the answers were quite difficult and possibly could be stripped back to make
them slightly more obvious.

Wis also looking at the numerical reasoning document to see if we can adapt some of the
scenarios to make it slightly more relevant to the role. Hopefully you will have this tomorrow,
please do call if you need to discuss further when you receive it.

| have booked a call in with one of our District Performance Managers tomorrow to sense check
what we have so far to ensure I've covered all bases in terms of feedback ahead of the pilot. | will
again share any additional feedback with you following this.

Thanks again for all your efforts, have a great evening

Sophie

On Mon, 10 Aug 2020 at 13:49,— L DR TTgm, Wrote:

|



BVl

Fwd: Please send nominations for pilot SJT assessment to Sophie by COP Monday
27th July 2020

Sophie O'Kelly <sophie.okelly@remploy.co.uk>
Wed 7/22/2020 3:01 PM

To: Carolinmmaximusukco.ub

Hi Caroline

Just a quick update to confirm that | will also be sense checking all nominations against the Mi and
will challenge nominations if the data is telling a different story. (Rhas already sent me
some data for Wales and London and he has said he can also send me this for Pluss and Scotland
by the end of the week. I'm on leave week commencing 3rd August so wanted to make sure |
could get the bulk of the nominations 5l ahead of this date.

Hope this is ok.

Thanks

Sophie

—————————— Forwarded message ---------

From: Sophie O'Kelly <sophie.new@remploy.co.uk>

Date: Wed, 22 Jul 2020 at 14:56

Subject: Please send nominations for pilot SJT assessment to Sophie by COP Monday 27th July
2020

To: GRS 2 rc mploy.co.uk >, SumiR <SRG remploy.co.uk>, MR
R e ¢ re mploy.co.uk >, RS <@ @ maximusuk.co.uk>, SEERP
R < R @ maximusuk.co.uk>

Cc; Gl © maximusuk.co.uk> , TR <SRG maximusuk.co.uk>

Hi all,

| hope you're well.

| may have reached out to you recently regarding the new recruitment programme we are working
on in Partnership with S - thank you for the support/information you have already provided.

Following on from the job assessment interviews that @l have been conducting over the past
2 weeks, we now need to start preparing for a pilot of the assessment that will form part of the
future recruitment process for Employment Advisers and Key Workers.

What we need is nominations of members of your team who are currently in a Caseload Carrier role (EA/Key
Worker) who can complete a pilot assessment for our recruitment programme. It's really

important that nominations are for individuals who are at least at acceptable performance in the
Caseload Carrier role but ideally ‘Good to High Performers’

(Information on where they fall in terms of performance bands need not be shared with either us or them).



S Project update eVt

Sophie O'Kelly <sophie.okelly@remploy.co.uk>
Thu 7/23/2020 5:09 PM

To: GEREEERE maximusuk.co.uk>; (PSEEENGC maximusuk.co.uk> IS
<@ @ maximusuk.co.uk > )  aximusuk.co.uk >

Hi all
Hope you're well.

Just a quick update to let you know the- project is progressing well.

*®@P has almost completed her colleague interviews and has found them informative and useful in
shaping the scenarios for the pilot.

The pilot is due to run for 2 weeks from the middle of August to assess if the test works. | amin
the process of gathering names of Key Workers who will form part of this pilot and aim to get
these confirmed by the end of next week as | am on leave the following week.

@B \ill start sending the scenarios through for us to review as early as next week to avoid us
having to review them all in one go. | know everyone is really busy but she has asked if we can
review them as they get sent through and flag anything up that we feel isn't pitched at the right
level; we don't feel is relevant or just anything that raises any questions, comments or concerns.
This will allo_more time to make the necessary changes ahead of the pilot being
implemented.

I will be sending out an invitation to a call following this email for Monday 10th August. All the
questions for the pilot will be with us by first thing on this Monday. We have a short time frame to
provide feedback which needs to be with -by the following day. If the call isn't convenient
and you wish to change to a different time, please let me know.

Have a great evening all.

Look forward to speaking to you soon

Thanks

Sophie

Sophie O’Kelly

Performance Improvement Manager

Remploy

Operated by Maximus
Alexandra House,
Alexandra Road,
Swansea.

SA1 5ED

Mobile: 07789 171 688
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RE: @BS®rroject - Quick Update

TR  Reply
Tc ¢4 Sophie O'Kelly

PR - cnim i e Rl oo v et e R e e R o e i)
(’ijhis message was sent with High impartance.

Thanks Sophie - you're doing a great job of keeping the project on track !!!

Rosemary

RE: @Project - Quick Update

—

[f

& Sophie O'Kelly;

) =i

G) This message was sent with High importance.
Thanks for the great update Sophie, and looking forward to seeing the resuits.
Thanks,

Ed

Re: QP roject - Quick Update

TS =2 Renly

& Reply All —» Forward ..

Fri 04/12

&y Reply All ~» Forward siwe

" <) Reply € ReplyAll | —> Forward | 52

To 4 Sophie O'Kelly

Cr IR ARy GRS, s eI

(i) This message was sent with High impartance.
Hi Sophie
Excellent progress here and thank you for this update
Cheers

lan i

Fri 04/12/2020 0%:10



Re: e
Sophie O'Kelly <sophie.okelly@remploy.co.uk>
Thu 6/4/2020 8:22 PM

To: ouEERER @ maximusuk.co.uk>
Cc: ‘gD @ remploy.co.uk>

Hi T

I've had a quick scan and it does look really exciting and thank you, | would love to be involved.
Will have a look in more detail over the coming days in readiness for our call.

Thanks again

Sophie

On Thu, 4 Jun 2020 at 17:46, G <TG maximusuk.co.uk> wrote:

Hi both,

I've booked us in a call for Monday so | can give you an overview of a recruitment approach I've
just secured approval for. Sophie, I'd really like you to be involved and hoping you will find it
quite an exciting project, also hoping it will help towards your course in some way.

In prep for our call on Monday, | attach the proposal from‘ that we have agreed, for you
both to have a read through.

Thanks

-perations Director (Employment)

MAXIMUS UK



RE: Pausing of licence

et S @ maximusuk.co.uk >

Fri 2/19/2021 10:13 AM
To: Sophie O'Kelly <saphie.okelly@remploy.co.uk>

Cc: @remploy.co.uk>; GRS @ maximusuk.co.uk>; PR LA
@remploy.co.uk>; (TSR 2 ximusuk.co.uk>

Hi Sophie,
Yes thanks you have done a great job 11!

Thank you
Rosemary

From: ey @ remploy.co.uk>
Sent: 19 February 2021 09:17

To: Sophie O'Kelly <sophie.new@remploy.co.uk>

cc: ol © M a ximusuk.co.uk>; PR
<N @ maximusuk.co.uk>; -@maximusuk.co.ub;_s

mremploy.co.ub

Subject: Re: Pausing of licence
Thanks for all your great work on this Sophie
Have a great weekend ahead

Cheers TIan

On Fri, 19 Feb 2021 at 09:13, Sophie O'Kelly <sophie.new@remploy.co.uk> wrote:

Hiaimiae 3

.

On Thu, 18 Feb 2021 at 18:09, SR — v Ote:

Gabiake>
REsEE

From: N re mploy.co.uk>
Sent: 18 February 2021 17:22

To: Sophie O'Kelly <sophie.new@remploy.co.uk>
@maximusuk.co.uk>; R .
mimusuk-w-ub; DY © maximusuk.co.uk>; SR

@remploy.co.uk>
Subject: Re: Pausing of licence




