
 

 

 

THE SERVICE SPECIFICATION 

FOR 

Young Victims Service 
 

 1.0 Definitions  

There are a number of definitions set out in the tender documents and below is a 

summary of the key terms.  

 

Business 

Continuity   

A process that identifies potential threats to an organisation, the impacts to business 

operations that those threats, if realised, might cause, and which provide a framework 

for building organisational resilience with effective response that safeguards the 

interests of its key stakeholders.  

Cope To be able to manage the immediate impact of the crime on the victim. 

County Lines National term used by police and law enforcement to commonly describe the approach 

taken by gangs and criminal networks originating from urban areas, who travel to 

locations to sell class A drugs.  Gangs typically use children, young people and 

vulnerable adults to deliver drugs to customers and this often involves the child being 

subjected to deception, intimidation, violence, and financial exploitation and grooming.  

Domestic 
Abuse 

The government definition of domestic violence and abuse includes young people aged 

16 and 17 years old in recognition that they are in their own relationships which can be 

abusive. 

Information 
Governance  
  

Information governance (IG) is a framework that brings together all the requirements, 

standards and best practice that apply to the handling of information to ensure 

compliance with the law, including The General Data Protection Act 2018 (GDPA), and 

Freedom of Information Act 2000 (FOI). The framework is designed to assist with the 

application of rules concerning confidentiality, privacy, data security, consent, 

disclosure and access to records.  

Mainstream   

  

Shared by most people and considered as normal.  In this example activities and 

services undertaken or accessed in ordinary local or wider community settings.   

Mental 

Health  

Mental Health is defined as a state of well-being in which every individual realises his or 

her own potential, can cope with the normal stresses of life, can work productively and 

fruitfully, and is able to make a contribution to her or his community.  

Outcomes  Conditions of wellbeing for children, adults, families, communities or the environment. 

They can be described as the end state or how we want people to be better off as a 

result of our activity.  For example individuals have improved wellbeing.  

Output/s  Outputs are a quantitative summary of an activity. An output tells you an activity has 
taken place, but it does not tell you what changes as a result.  
  

OPCC Office of The Police and Crime Commissioner for Thames Valley, Thames Valley Police, HQ 
South, The Farmhouse, Oxford Road, Kidlington, Oxon, OX5 2NX. 
 

http://knet/ourcouncil/Pages/data-protection.aspx
http://knet/ourcouncil/Pages/data-protection.aspx
http://knet/ourcouncil/Pages/FOI.aspx
http://knet/ourcouncil/Pages/FOI.aspx
http://knet/ourcouncil/Pages/EIR.aspx


 

 

Procurement  The legal and technical process of seeking bids and acquiring goods or services from an 

external organisation. It is one part of the commissioning cycle.  When a good or service 

is put out to tender, contracts are drawn up and the good or service is ‘purchased’ or 

procured.  

Recovery   

  

Recovery is a process of change through which people who experience trauma or other 

difficulties improve their health and wellbeing, live a self-directed life and strive to 

achieve their full potential.   

Resilience   Resilience is the ability to cope with life’s challenges and to adapt to adversity.  Levels of 

resilience can change over the course of a person’s life.  

SARC Sexual Abuse Referral Centre. 

Social value  The Public Services (Social Value) Act 2012 requires commissioning authorities to 

demonstrate how the service to be procured will “improve the social, environmental 

and economic well-being of the relevant area”.  Social Value is also a wider term for 

value beyond the financial element.  

Staff The employees, sub-Providers, Volunteers, agents used and deployed by the Provider to 
supply the Services and to fulfil any other Contract obligations. 

Transition  

Steering  

Group   

The Group responsible for monitoring progress against the Mobilisation Plan and 
agreeing any changes  
  

Victim Individual affected by crime.  This might include those directly affected by crime and 
indirectly affected, such as witnesses to the crime or friends and family members of 
those directly affected. 

Wellbeing:    

  

Wellbeing has been defined as “more than the absence of mental illness or pathology”. 

It implies  

‘completeness’ and ‘full functioning’ and includes such concepts as emotional 

wellbeing, satisfaction with life, optimism and hope, self-esteem, resilience and coping, 

spirituality, social functioning, and emotional intelligence - NHS (2008).  

   

 

 

 

 

 

 

 

 

 

 

 

 

  



 

 

2.0  Introduction  
 

2.1 In 2003, following the death of Victoria Climbie, the government published the 
Every Child Matters Green Paper which led to the Children Act (2004) and the Children 
and Young Persons Act (2008).  The aim is to promote co-ordination between multiple 
entities to improve the overall well-being of children.   
2.2  The Code of Practice for Victims of Crime (2006), known as the Victims’ Code, 

sets out a range of services and minimum standards for victims of crime and is 

enshrined in the Domestic Violence, Crime and Victims Act 2004 section 33.   

2.3 In 2013 the Victims’ Code was revised to reflect commitments made in the EU 

Victims’ Directive introducing enhanced levels of service for vulnerable and/or 

intimidated victims, persistently targeted victims and victims of the most serious 

crimes. 

2.4  All victims under the age of 18 at the time of the offence are defined as 

vulnerable under the Victims’ Code and are all entitled to enhanced services. A further 

update to the Code was made in October 2015 to complete the formal transition of 

the EU Victims’ Directive into UK legislation and the criminal justice system1. 

2.5  Thames Valley Police and Crime Commissioner (PCC) is responsible for 

providing services for victims of crime as defined above. The Office of the Police and 

Crime Commissioner (OPCC) requires the provision of a Young Victims Service for 

use by victims and witnesses (referred to henceforth as ‘victims’) affected by criminal 

behaviour and, in certain circumstances, anti-social behaviour.  

2.6 The Young Victim’s Service (referred to henceforth as ‘the Service’) shall 

provide emotional and practical advice and support to young victims of crime aged 

between 5 and up to the age of 18 years across Thames Valley.  Any form of client 

prioritisation introduced during the contract shall be agreed in advance with the Office 

of the Police and Crime Commissioner.   

2.7 The Service is expected to provide, when appropriate, family-oriented support 

when several members of the same family have been affected by the crime, whether 

directly or indirectly.  A close working partnership with the Victims First Adults 

Specialist Service will be required to deliver family support with the lead agency role 

agreed on a case-by-case basis (e.g. County Lines, those with learning difficulties, 

those transitioning from young to adult services). 

2.8 The Service shall not be a stand-alone service but must work in partnership 

with other children’s and young people’s services provided through statutory and 

voluntary organisations in the community with an appropriate handover process in 

place.    

2.9 Using practical responses and evidence based approaches the Service shall 

provide support that will vary from case to case depending on the requirements of the 

victim and their particular circumstances.   

2.10 Current arrangements for supporting victims of crime in Thames Valley can be 

accessed on the PCC for Thames Valley’s Victims First web-site2. 

2.11 A central ‘Victims First’ Hub co-located with Thames Valley Police streamlines 

referral pathways and provides a ‘single front door’ for members of the public or 

                                            
1 Ministry of Justice (2015) Code of Practice for Victims of Crime.  
2 https://www.thamesvalley-pcc.gov.uk/victims-first/thames-valley-commissioning/ 

https://www.thamesvalley-pcc.gov.uk/victims-first/thames-valley-commissioning/


 

 

professionals seeking access to services which offer support. The Service shall accept 

all referrals made via the Victims First Hub. 

2.12 Based on knowledge gained from the Victims First Hub throughput, the 

anticipated demand for the Service from the Victims First Hub is up to 200 cases per 

year, spread across the Thames Valley region (comprising of the counties Berkshire, 

Buckinghamshire including Milton Keynes, and Oxfordshire) and spread across the 

calendar year (further information on forecast volumes and locations is provided later). 

2.13 The Service shall have remaining capacity to receive referrals from other 

sources (e.g. SARCs, MASHs, and Schools).  Based on 2018-2019 figures provided 

by the existing provider (see web-site3), this is anticipated to be approximately 600 

referrals.  Note, these are estimates only and a tolerance of +/- 10% should be 

anticipated.  

2.14  Therefore it is estimated the total case referrals will be approximately 800 per 

year across Thames Valley. 

2.15 The maximum cost of this service is £1.65m over 3 years (provisional). 

  2.16 The successful provider will be required to meet any obligations under the 

Transfer of Undertakings (TUPE) Regulations and bidders are advised to seek 

independent legal advice.  

 

 

3.0 Alignment to Strategic Priorities and Outcomes  
  

3.1 This service will support Thames Valley OPCC to deliver against:  

  

• The Police and Crime Plan 2017-2021 

• The Victims Code of Practise 2017 

• The EU Victims Directive establishing minimum standards on the rights, support 

and protection of victims of crime 4  

 

   

4.0The Vision for the Service  
 

4.1  The EU Victims Directive 2012/29/EU sets out the requirement that support 
services must be available to victims and, in some instances, their families, in 
accordance with their needs and the harm caused by the crime. All services 
commissioned by PCCs will be required to comply with the EU Directive (particularly 
Articles 8 and 9). In summary, services commissioned or provided by PCCs must be 
in the interests of the victim and be: 
 

 Free of charge, 

 Confidential, 

 Non-discriminatory  

 Available whether or not a crime has been reported to the police, and 

                                            
3 https://www.thamesvalley-pcc.gov.uk/victims-first/thames-valley-commissioning/ 
4 Directive 2012/29/EU of the European Parliament and of the Council of 25 October 2012 replacing 
Council Framework Decision 2001/220/JHA. 

https://www.thamesvalley-pcc.gov.uk/victims-first/thames-valley-commissioning/


 

 

 Available before, during and for an appropriate time after any 
investigation or criminal proceedings. 
 

4.2  The vision for the Service is to provide a holistic offer of support for victims, and 

their families, living with crime-associated trauma, who require support to cope and 

recover.  The approach of delivery should be victims first, outcome-focused and, 

where appropriate, include restorative approaches to be delivered in line with national 

and local guidance and protocols. 

 

 

 

5.0 The Essential Requirements of the Young Victims Service 
  

The essential requirements of the Service are provided below.   

 

5.1 Be accessible to partners and the public, including young people themselves, 

in order to receive referrals through a variety of routes, including social media 

platforms.  

5.2 Have in place suitable arrangements that reflect the importance of safeguarding 

and promoting the welfare of children, including suitably qualified and trained 

personnel to deliver the service.   

5.3 Assess and address contextual safeguarding issues arising from the different 

locations and contexts where young people are at risk (e.g. domestic abuse 

and County Lines). 

5.4 Manage demand appropriately and in consultation with the Commissioner, 

including consideration of prioritisation based on needs and regular review of 

demand management strategies. 

5.5 The service shall ensure those referred into the service receive timely contact 

from an appropriately skilled case worker, ensuring the victim feels ‘held’ from 

the start. 

5.6 Have the resources and facilities to provide the Service through whatever 

medium the victim requires (e.g. face to face meeting or through 

telephone/text). 

5.7 Have a robust approach to assessing and identifying a young victim’s needs 

ensuring changing needs are met. 

5.8 Offer a range of evidence-based interventions, delivered in a safe and effective 

manner, working flexibly with both younger and older children. 

5.9  In conjunction with the service user (where appropriate), develop an individual 

outcome-focussed care plan and, when necessary, risk management plan on 

a case-by-case basis and considering the particular diverse needs of each 

service user. 



 

 

5.10 Ensure processes and information sharing arrangements are in place to provide 

close partnership working and a whole systems approach (avoiding 

duplication), including shared case management approaches with Children’s 

Services including P-CAMHS and CAMHS as well as the PCC’s Adult Specialist 

Service, Victims First Emotional Support Service and the Victims First 

Counselling Service.    

5.11 Where appropriate, navigate and advocate for young victims and their families 

to access further relevant support, including supporting a good transition to 

adult services when appropriate.  

5.12 Provide a culture of listening to children and young people taking account of 

their wishes and feelings, both in individual decisions and the development of 

services.   

5.13 As a minimum, the Service shall consist of, or work towards providing, the 

following specialist skills:-  

 

 Children’s Independent Sexual Violence Advisors 

 Have knowledge of Restorative Justice   

 Knowledge of the impact of witnessing/experiencing Domestic Violence 

 Knowledge of Child Sexual Exploitation (CSE) and Child Drugs Exploitation 

(CDE) 

5.14 The Service shall work with Youth Offending Teams in regard to victims who 

choose to participate in restorative justice processes and have access to safe 

and competent restorative justice practitioners.  

 

5.15 The Service shall evidence how it delivers Social Value (required under the 

Public Services (Social Value) Act 2012), including evidencing how staff (paid 

or unpaid) are supervised, supported and developed. 

5.16 The Service shall have resilience and effectively managing peaks and troughs 

in demand. 

 

5.17  The Service shall facilitate consultation with young victims and their 

parents/guardians to improve the Provider’s and Commissioner’s 

understanding of the experiences of young victims of crime, their support 

needs, and to help shape future service provision. 

 

5.18 In consultation with the Commissioner, the Service shall encourage a learning 

environment to inform continuous improvement via, for example; 

 

 user feedback or service evaluation,  

 changes to the wider evidence-base,  

 new technology or innovation, 

 marketplace developments.   

 



 

 

6.0 Key Components of Service Delivery 

 

The Commissioner also requires compliance with the following key components of the 

Service:-   

6.1 Ability to receive referral data from the Victims’ First Hub and store it securely, 

meeting national data protection standards under the Data Protection Act 2018. 

6.2 The service provider shall have a clear line of accountability for safeguarding 

arrangements. 

6.3 The service provider must maintain a secure, Case Management System 

approved or provided by the Commissioner. 

6.4 The service provider must meet the Equality Duty legal obligations for public 

bodies set out in Section 149 of the Equality Act 2010 paying due regard to the 

following aims of the duty when designing, delivering or evaluating support 

services or when referring victims to other service :- 

 

 Eliminate discrimination, harassment, victimisation and any other 

conduct that is prohibited by or under the Act; 

 Advance equality of opportunity between persons who share a relevant 

protected characteristic and persons who do not share it; and 

 Foster good relations between persons who share a relevant protected 

characteristic and persons who do not share it. 

 

The duty covers eight protected characteristics:- 

 

 Age 

 Disability 

 Gender reassignment 

 Pregnancy and maternity 

 Race 

 Religion or belief 

 Gender 

 Sexual orientation 

 

6.5 All staff involved in the Service shall:  

  

• Work closely in partnership which should involve co-location, or 

partial co-location in support of mobile working.  

• Have access to appropriate ICT, WiFi, lockable storage facilities and 

suitable working accommodation.  

• Provide services in line with people’s needs, this may include 

evenings and weekends.  

• Be managed with appropriate governance structures and 

supervision and have access to appropriate staff support.  



 

 

 

6.6 The service provider shall ensure that a risk reporting and management system 

is in place for incidents that arise in harm or potential harm to clients, staff or 

volunteers. 

 

6.7 The service provider shall facilitate DBS checks and appropriate continuing 

professional development and training for staff providing the service, whether 

paid or unpaid, to ensure they meet minimum competency standards. 

 

6.8 The service provider shall be required to comply with the PCC’s Contract 

Management Strategy including taking into account any recommendations 

made by the Commissioners in relation to the delivery of the Service.  

 

6.9  The service provider shall be required to participate in child protection 

conferences, or MARACs, as required and make referrals to Local Authority 

Children’s Social Care, Local Children’s Safeguarding Boards (LCSBs), Multi-

Agency Safeguarding Hubs (MASH or the police if necessary).  

 

6.10 Policies and procedures as a minimum should be in place for the service 

provided and proportionately applied to the delivery network.  You may not 

need separate policies for each of the areas below, but policies should cover 

the following areas.  

  

 Safeguarding Children   

 Safeguarding Adults   

 Environmental sustainability and resilience   

 Complaints and compliments including management and risk  

and the service provider should embed learning into internal 

procedures and protocols  

 Safe employment and recruitment including policy for dealing 

with positive disclosure    

 Health & Safety   

 Governance arrangements including training and any audits 

 An Equality Impact Assessment (EqIA). The EqIA will cover 

these characteristics: age, disability, gender, gender identity, 

race, religion or belief, pregnancy and maternity and sexual 

orientation, which need to be assessed against delivery  

 Complaints and Grievances (staff and service users)   

 Business continuity plan – this should include detail of how 

failure of the service provided will be managed. In addition how 

the  

o Support failure outside of their network  

o Induction and Training   

o   Disciplinary/capability (staff)  

 Data Protection, confidentiality and Information Security  

 Bullying and Harassment/Professional boundaries   

 Risk assessment and risk management   



 

 

 

6.11 The Service provider shall inform themselves of, and meet all relevant, 

published minimum standards of service and Government policy for victims of 

crime, including any new/up-dated changes to Government policy or standards 

during the period of the Contract. 

 

7.0 FORECAST DEMAND VOLUME 

 

7.1 Based on data derived from Thames Valley population, crime reporting and 

referrals to the Victims First Hub, the geographical spread of cases referred to 

the Young Victims Service is expected to be approximately 26% Oxfordshire, 

35% Buckinghamshire and 39% Berkshire.  Note, these projections are 

estimates only and bidders should expect and accept tolerance levels of +/- 

10%, peaks and troughs in demand, and variations on the case distribution 

estimates reported here.    

7.2  The Crime Survey for England and Wales (CSEW) estimated that in the year 

ending September 2016, around 12 in 100 children aged 10 to 15 were victims 

of at least one crime. The survey recorded a total of 780,000 crimes 

experienced by children; of this number, 52 per cent were categorised as violent 

crimes (404,000), 34 per cent as thefts of personal property (265,000), nine per 

cent as criminal damage to personal property (67,000), and six per cent as 

robbery (45,000).  Note, the CSEW does not include children under the age of 

10 or those aged 15 to 17. It also does not include questions about sexual 

abuse, sexual violence or sexual exploitation of children5.  

7.3 Sexual Abuse data analysis, taking into account the variations in prevalence 

studies for England and Wales6 suggests that 15% of girls/young women and 

5% of boys/young men experience some form of sexual abuse before the age 

of 16, including abuse by adults and peers.  The methods used and number of 

questions asked affect estimates; at the higher end, international estimates 

reach 30% for girls and 23% for boys (Kelly & Karsna, July 2017). 

7.4  Child Sexual Exploitation (CSE) has a raised awareness through a number 

of high profile inquiries and reports (including the ‘Bullfinch’ serious case review 

published on 3rd March 2015, into events leading to CSE in Oxfordshire).    

7.5  Domestic Abuse can affect children and young people in many ways. They 
 may be abused themselves, they may witness abuse, or their lives may be 
 disrupted as a result of their parent’s attempt to address the abuse, for 
 example, having to change school. The definition of domestic violence and 
 abuse includes young people aged 16 and 17 years old in recognition that 
 they are in their own relationships which can be abusive. 
7.6 Knife Crime and crimes involving a sharp instrument have increased as shown 

in police recorded crime statistics from Sept 2014-2017 (Serious Violence 

Strategy). They reveal that Thames Valley has seen one of the biggest 

increases (behind West Mids. and West Yorkshire). This is reflected in local 

data. 

                                            
5 Crime in England and Wales: year ending September 2016.  
6 Includes ONS (2016b), Radford et al (2011) and Fundamental Rights Agency (2014), 



 

 

7.7  Violent crime locally has increased by 24% (38,684 incidents) since last year 

(31,266) with knife crime experiencing a particular increase, resulting in both 

serious assaults and murder.  County Drug Lines and gangs are linked to the 

Banbury double murder in Oct 2017 and a murder in Oxford in Jan 2018.  In 

2017 and 2018 homicides rose against the previous five year average. In 2017 

there were 20 homicides (7 stabbings, 1 firearms and 1 acid attack).  In the first 

six months of 2018, there were 7 murders, 2 linked to drugs and County Lines 

and 3 using knives.  The 3 most serious firearms discharges (of 8) were all 

linked to gang feuds.  Such turf wars have escalated across the force area 

between home grown lines and local dealers; the frequency and severity of 

violence shows no signs of abating.  In 2017-18, 134 young people were 

charged with knife offences (MoJ). 

7.8 County Lines is a term used by the police to describe the way urban gangs 

supply drugs to suburban areas, market towns and coastal towns. It is a form 

of criminal exploitation involving violence and coercion. The gangs often use 

children to move drugs and/or money via public transport; and may take over 

the homes of vulnerable adults in outlying areas to use as a base for their illegal 

activity. Gangs are known to target vulnerable people, for example those who 

have experienced abuse or neglect, children whose families are facing 

adversity, or children in care.  There is evidence to suggest that some children 

who are involved with County Drug Lines gangs are sexually abused. 

7.9 TVP currently have 9 (of 57 total) scored OCGs relating to County Drugs Lines, 

resilient despite disruption activity.  Most County Lines originate outside of the 

force and cause local harm. Slough is an exception where home grown lines 

also export.  County Lines has been attributed to turf wars, gang emergence 

and both pre-planned and reactive violence.   

7.10 School exclusions are a key area of risk for our secondary school aged young 

people and are closely linked to childhood ACEs.  Case reviews by Local 

Safeguarding Children’s Boards show evidence of safeguarding risk and 

education issues (i.e. attendance, exclusions, and elective home education).   

 

 
 

 

 

 

 

 

 

 

 

 

 

 



 

 

 

Mobilisation and Transition 

Responsibilities for the Young Victims Service 

 

  

1.0  Introduction   

  

The service provider will be responsible for ensuring the effective mobilisation and 

transition of the service in partnership with Thames Valley Office of the Police & 

Crime Commissioner to ensure the new service is fully operational by the 1st April 

2020.  

  

A robust Mobilisation/Transition Plan which sets out a clear time line for delivery will 

need to be developed by the successful service provider. This will be closely 

monitored by a Transition Steering Group.  

  

The mobilisation phase will run from the (date of contract award) through the service 

start date (1st April 2020) and until the service is fully operating.  The Mobilisation 

Plan is fundamental to ensure a smooth transition and minimum disruption to service 

users.   

   

The Transition Steering Group will be responsible for:    

  

a) Monitoring progress against the Mobilisation Plan and agreeing any 

changes.  

b) Acting as a point of escalation for any risks or issues identified 

through the Risk Register and/or other stakeholders.  

c) Ensure that people receiving support are well informed and 

proactively supported through the period of transition, minimising 

disruption and distress caused by changes in service delivery.   

d) Ensure providers who have not been successful in the tender 

process are proactively managed in conjunction with 

Commissioners.   

e) Agree process for communication to inform stakeholders of the 

changes and service commencement:  This will be co-ordinated 

through the Transition Steering Group.  

f) Project managing the mobilisation phase, proactively reporting 

progress and escalating risks and issues to Commissioners where 

necessary.  



 

 

   

  

2.0    Membership   

  

The Transition Steering Group will have the following membership:  

  

a) OPCC 

b) Representatives from current service providers  

c) Representatives from incumbent service provider organisation  

d) Other key stakeholders as agreed (e.g. representatives from partner 

organisations) 

 

3.0. Governance Arrangements  

  

The mobilisation and transition phase will be overseen by a maximum of one 

Transition Steering Group per month, with the first taking place as soon as practicable 

after the date of award. Terms of reference for the group will be agreed at the first 

meeting.  

 

Any sub-groups required will be agreed by the Transition Steering group and will form 

part of the overall mobilisation governance framework.    

  

The group will be chaired by the OPCC and report into the PCC’s Senior Management 

Group (SMG).  The Mobilisation and Transition phase will be managed using Project 

Management principles including a shared Delivery Plan will be maintained 

throughout the period.   

  

Action points will be taken at all meetings and it is expected that all group members 

update on their actions in a timely manner to ensure effectiveness of the meetings.   

  

  

4.0 Roles  

  

4.1 Service Provider  

The service provider will nominate a named mobilisation lead within their organisation 

to manage the mobilisation phase on a day-to-day basis.    

  

The service provider will ensure that the appropriate resources and skilled people are 

allocated to ensure the requirements of the Specification are delivered.   

  

The service provider will ensure that there are robust contingency plans in place to 

cover any absence of the nominated mobilisation lead as agreed with Commissioners.  



 

 

  

The service provider will be responsible for completion of key objectives/tasks within 

a Mobilisation plan in partnership with the OPCC.   

  

4.2 OPCC  

The OPCC will nominate a named mobilisation lead within their organisation to 

support the mobilisation phase on a day-to-day basis.  This representative must 

ensure there are robust contingency plans in place to cover any absence of the 

nominated lead.   

 

5.0 Mobilisation plan and Requirements   

  

The mobilisation plan must include the following:  

  

  

Outline of 

information   

Key Objectives/Tasks  Key  

Responsibility    

Timescales   

Contract Award   Contract signed and 

returned to OPCC  

OPCC and Service 

Provider   

  

Meet with 

Commissioners 

regarding 

mobilisation and 

transition planning   

• Agree provider 

contract leads   

• Agree 

Commissioning 

contract leads  

• Establish a 

Transition Steering  

Group with 

Commissioners to 

meet at least 

monthly during 

mobilisation and 

transition period  

• Mobilisation and 

Transition Plan 

agreed   

OPCC and Service 

Provider 

  

 



 

 

Current service users   • Secure consent 

from people who 

currently use the 

service(s) regarding 

to transfer to new  

provider  

• Develop plans to 

minimise disruption 

to people who 

require support,  

• Identify waiting lists  

• Communicate with 

people using 

services with an 

agreed narrative for 

a consistent 

message to service 

users    

• Identify the number 

of people who use 

services who will 

transfer to the new 

service (as opposed 

to exit or remain 

with existing 

providers, for e.g.)  

• Communicate with 

partners in order to 

keep well informed 

and to mitigate any 

concerns about 

transfer of people 

with support needs  

OPCC and  

Service Provider 

(Transition  

Steering Group)  

 

People who use the 

service representation 

in mobilisation and 

transition   

Consider how a panel of 

client representatives 

could be utilised in 

order to help shape 

mobilisation of the 

service, ensure quality 

of support is 

maintained, providing 

Service Provider 

& OPCC   

(Transition  

Steering Group)  

  

 



 

 

an advisory role during 

the transition period  

 

Workforce   1. 

 

 

 

 

2. 

 

 

 

 

 

 

 

 

3. 

 

 

4. 

 

 

5. 

 

 

 

 

 

 

6. 

 

 

 

 

 

 

 

 

 

7. 

 

Identify staffing 

requirements, 

roles/job 

descriptions etc. 

Work with exiting 

providers to 

determine accurate 

TUPE information 

and plans for 

transfer, this may 

include consulting 

with staff  

Advertisement of 

job opportunities   

Recruitment and 

induction   

Training plan to 

include 

requirements, for 

appropriately 

qualified, trained 

and skilled staff  

Ensuring staff and 

volunteers feel 

supported and are 

able to continue in 

their roles, in order 

to minimise 

disruption and 

ensure continuity of 

support  

 

Ensure compliance 

with all legal 

Service Provider  



 

 

 

 

 

obligations including 

appropriate 

insurances, health 

and safety and staff 

qualifications  

Systems   1.  

2. 

 

 

3. 

IT/and other 

standard operating 

systems in place  

Policies and 

procedures to 

ensure data 

protection 

compliance/Informa

tion Governance   

Establish the 

required 

information and 

communication 

systems needed for 

the service to 

operate effectively  

Service Provider  

 4.  Ensure existing 

communication 

channels are 

maintained and/or 

redirected to new 

channels as 

appropriate   

  

 5.  Implement 

appropriate policies 

and procedures   

  

  

6.  

Develop IT and data 

systems that ensure 

effective 

performance 

reporting which can 

be completed from 

the service start 

date  

  

 
7. 

Transfer of Records 

and Documents  

  



 

 

 
    8. 

  

 

Websites and other 

social media  

  

Premises   1.  

 

2.  

3.  

4.  

  

5.  

Identify delivery 

locations  

Check access to 

service from hard to 

reach groups  

Source alternative 

locations if required   

Ensure premises 

planned for use 

meet the specified 

standards including 

where necessary the 

ability to host co-

locate Delivery 

Network Partners 

Work with the key 

stakeholders to 

ensure effective 

joint working and 

where practicable 

sharing of premises, 

IT and equipment 

etc.  

 

Service Provider   

Equipment   1.  

 

2. 

  

 

Identify all 

equipment required 

and obtain quotes   

Procurement of 

equipment  

   



 

 

Marketing and 

Communications  

1. 

  

  

Produce marketing 

plan and engage 

with key partners to 

ensure a joined up 

approach to 

communication   

  

   

 

 1.  Develop website, 

leaflets etc.  

  

 2.  Map and link with 

interagency/ 

stakeholder services   

  

 3.  Map and link with 

other community 

assets   

  

 4.  Communicate with 

key stakeholders, 

including District 

and County 

Councils, CCGs etc.  

  

 5.  Agree dates for 

launch, publicity 

strategy including 

appropriate events  

  

Mobilisation Start   1.  

 

2.  

3.  

  

4. 

 

 

 

Identify the 

mobilisation leads 

and responsibilities   

Agree how to share 

information   

Managing change 

effectively to 

minimise disruption 

for service users  

Communicate and 

consult with 

stakeholders to 

make them aware of 

the changes and 

vision for the new 

service model and 

OPCC, Service 

Provider 

(Transition  

Steering Group)  

 



 

 

 

 

 

 

5. 

co-ordinating 

communication with 

the OPCC  

Project managing 

the mobilisation 

phase, proactively 

reporting progress 

and escalating risks 

and issues to  

Commissioners 

where necessary.  

  

 

Finance   1.  

  

 

 2. 

Set up financial, 

invoice and 

payment systems 

and confirm 

payment schedule 

for Delivery 

Network   

Agree  process and 

funding allocation 

for spot purchasing 

if required. 

Service Provider  



 

 

Referrals     

  

  

  

  

  

  

  

Ensure no wrong 

door approach   

Ensure every 

contact is a positive 

experience, offer 

excellent customer 

service  

Map referral 

pathways   

Design referral 

form/leaflet/online 

systems   

Document referral 

process and 

communicate both 

internally and 

externally   

Identity people 

currently receiving 

a service and 

ensure transition 

plans in place   

Identify waiting 

list/waiting times   

Check capacity and 

demand   

Service Provider  

Performance 

Management   
  

  

  

  

Identify documents 

and process   

Ensure KPIs are 

understood and 

that the Deliver 

Network are 

capturing and 

reporting data 

consistently   

Check compliance  

Audit requirements   

Service Provider 

(Transition  

Steering Group)  

 



 

 

Contract Start     

  

Confirm 

Mobilisation/Transi

tion themes that 

will continue at 

contact start and 

through the first 

phase of the live 

contract   

Agree 

Mobilisation/Transi

tion phase 

completion   

Service Provider 

 (Transition  

Steering Group)  

 

The Strategic        

Partner may also have 

other areas that they 

wish to include in their 

Mobilisation Plan   

   

  

  

  

6.0  Suggested Mobilisation and Transition Risk Register  

  

Suggested Mobilisation and Transition Risk Register (Strategic Partner)   

Risk   Date  

Identified   

Responsible   Impact   Probability   Mitigation  

  

Rag  

Rating:  

Green  

Amber   

Red  

Status   

Open/Closed   

                

                

                

                

                

                

  

  

  

  

   

  



 

 

  

  

  

  

 


