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COMPOSITE QUESTIONS and ANSWERS:
The questions below typify those which TLTP are asked, and we candidly supply our answers.

	Question 1
	Is your organization able to provide temporary agency staff to any location within our area of operations, within 1 hour, following receipt of a request?

	Answer 1
	Yes

	Question 2
	Does your organization verify the right to work in the UK of all temporary agency staff registered with you?

	Answer 2
	Yes

	Question 3
	Do you run CRB (Criminal Records Bureau) checks on all your relevant workers and agency staff, including employees and sub-contractors, who may, in the course of their duties, come into contact with vulnerable groups?

	Answer 3
	Yes

	Question 4
	Does your organization verify by telephone or in person all references provided by all staff whose CVs are held in your database?

	Answer 4
	Yes

	Question 5
	Does your organisation ensure that you carry out International Police checks for international agency staff members?

	Answer 5
	Yes

	Question 6
	Has any director, partner or associate or company secretary been involved in any firm that has been liquidated or gone into receivership or been the subject of administration or has been made personally insolvent/bankrupt? (If so, please enclose details).

	Answer 6
	No

	Question 7
	Has any director, associate or company secretary been convicted of a criminal offence relating to their conduct of their role in the organization or their profession? (If so, please enclose details).

	Answer 7
	No

	Question 8
	Can you confirm that the company as described in those accounts, is still trading?

	Answer 8
	Yes

	Question 9
	Are there any outstanding claims or litigation against the company? If the answer is ‘yes’, please enclose details

	Answer 9
	No

	Question 10
	How are workers vetted prior to engagement to ensure that they do not have a criminal history?

	Answer 10
	All workers are interviewed face-to-face. At this stage the worker is requested to declare any convictions or cautions as per the Rehabilitation of Offenders Act 1974 (Exceptions Order 1975). Our application form also highlights that this information will be shared confidentially with prospective employers to enable them to make a recruitment decision.

If a client requires a further police check then consent is required and submitted.

	Question 11
	Please confirm what level of assessment testing will be undertaken for workers.

	Answer 11
	All workers are quizzed regarding their professional knowledge and experience. The worker will only be employed if he/she scores appropriately as per our strict vetting procedures.

	Question 12
	Please provide an overview of the checking process you conduct to validate workers.

	Answer 12
	All documents are validated to prove all categories and to positively identify the worker. We will not use workers with convictions that cannot be construed as minor and spent.

We ensure that workers’ proofs of address bear scrutiny.

All CRB checks are kept up-to-date on an annual basis.

	Question 13
	What induction and training would agency workers undergo with the provider prior to coming on site?

	Answer 13
	All workers at interview stage are fully briefed regarding our key clients’ operations and procedures, with the consultant spending sufficient time running through this process to ensure that it is effective. All newly registered workers will leave with correspondence relating to the discussions. 

We are very particular in briefing all newly-registered workers in great detail since communicating with and briefing every worker prior to their arrival at a client site is extremely important.

	Question 14
	Please outline what induction and generic training temporary workers would undergo with the provider prior to coming on site.

	Answer 14
	New workers are briefed by consultants who will run through an induction. If the worker is suitable, and is able to work for the client then he/she is taken through a process covering responsibilities and expectations.

Once the worker is working for the client he/she will be monitored by us to ensure that he/she is working professionally and legally. If the worker commits any minor infringements then he/she will be re-educated. If the worker commits major infringements then he/she will be banned from site. Worker incidents are also monitored, and indeed we monitor both ‘blameworthy’ and ‘unblameworthy’ incidents. Depending on the seriousness of the incidents a management decision will be made to determine if the worker conducts is banned from site. 

This whole process, which compares well with any competitor’s, ensures that TLTP Recruitment only employs the best workers within our area.

	Question 15
	Please provide details of how you ensure all agency workers comply with the Agency Worker Regulations.

	Answer 15
	All agency workers are monitored to ensure that, whether we or a 3rd party has sent them to a site, we know how long they have been there and when they qualify for parity.

	Question 16
	Please outline how you would propose to protect clients from any Implied Employment challenges by temporary staff.

	Answer 16
	TLTP are fully compliant with the REC (Recruitment & Employment Confederation) guidelines. We have full access to their legal advice which covers all aspects of temporary staff challenges. However, although there are obviously circumstances where a client might be susceptible to action by a worker (for example if a client vehicle proved to be dangerous and this led to his or her injury), TLTP is ordinarily perceived to be the employer rather than our client. 

In addition TLTP has full and immediate access to qualified employment law advisors. This service is totally free to all our clients and ensures full protection for clients as well as for TLTP. We also have insurance covering all claims.

TLTP have Professional Indemnity insurance up to £5,000,000 per claim.

	Question 17
	Please confirm your disciplinary processes and procedures.

	Answer 17
	TLTP enjoys comprehensive guidance from professional employment law advisors who guide us through any issues relating to disciplinary processes and procedures. Please find our full processes and procedures attached. We should state that, in normal circumstances, a worker with whom there has been a problem is simply not used again. The REC is actually very strict in respect of their insistence that supply staff are not threatened with or subject to disciplinary procedures, acknowledging the reality that contractual obligations allow for agencies to simply not deploy staff again rather than involve themselves in any dispute.

	Question 18
	What checking criteria do you use e.g. previous convictions?

	Answer 18
	TLTP will not accept any serious conviction or one that is trivial yet not spent.

	Question 19
	Do you have a worker management system in place? If so please provide an overview of what data is captured and what reporting capability is available. Please upload screen shots of the system to support your response.

	Answer 19
	Please refer to attached document ‘Screen Captures’.

TLTP runs with a fully automated IT system which can be accessed remotely from anywhere in the world. Our IT system holds all employees’ confidential information as well as their training and experience gained over their working careers. This system allows us to match candidates with customer requirements by producing simple reports. 

Customer information is also held within the system including financial information. Management information is easily obtainable upon request.

Our system has a fantastic reporting facility; we can report visa expiries, CRB check and List 99 check expiries, financial reports and so on.

	Question 20
	Please explain how you would propose to manage labour turnover and absence including any risk/reward mechanisms that may be implemented.

	Answer 20
	This subject is one of our best selling-points. It is commonly recognised that agency worker suppliers who run with low retention records always have difficulty providing a good service to any customer. 

TLTP are very aware of the stresses caused operationally when a worker or a agency do not perform. The only way an agency can give an excellent service is when its retention levels are high, so retention is the key to operating a successful agency.

Supply work within the London area is easily obtainable so workers can jump from company to company. 

TLTP runs with ____% of retained workers. This is an exceptional record bearing in mind that some clients request almost __% of workers on an ad hoc level where the majority of these workers ordered are on the same day.

The aforementioned statistics are phenomenal bearing in mind ad hoc ordering levels. It is also critical that clients cannot offer many workers regular work 5 days a week so TLTP must work our workers elsewhere to retain them. For this reason the fact that TLTP has other local clients is extremely beneficial to all clients. Our exemplary worker retention record within greater London is the only reason we can fulfil all our targets. 

TLTP are prepared to offer reward mechanisms at client sites where ordering patterns allow.

	Question 21
	Please give examples of KPIs.

	Answer 21
	Please see the attached KPI file.

	Question 22
	Please confirm what % of workers are paid on PAYE

	Answer 22
	__%

	Question 23
	Please use this question to provide any other information that you believe may be of interest to us.

	Answer 23
	Please see the attached file ‘Interview Process’

Please see the attached file ‘Retention’

	Question24
	Geographical Coverage

	Answer 24
	TLTP are now confident, after successes with so many clients, of being able to service any client site with qualified workers by offering an on-site service. Where justifiable, we would employ an experienced person who would deal with the day-to-day operation in recruiting agency workers to support you as the client.

TLTP would deal directly with a client’s key staff and manage the whole operation and its requirements. We would comprehensively analyse your entire agency worker usage patterns and produce a solution which was supportive, beneficial and (of course) financially viable. An on-site operation would consist of a qualified working assessor to assess and educate all agency workers and we feel that we would deliver the economies for which our clients hope. 

Both of the directors and their senior staff here at TLTP come from recruitment backgrounds. Our experience in the industry has significant operational benefits. Our cumulative expertise explains why we are always successful in implementing new business. In a nutshell we can be relied upon, perennially, to hit the ground running. 

	Question 25
	Please identify the percentage of your business involved in the educational business.

	Answer 25
	Approximately __%

	Question 26
	Who do you consider to be your 3 main competitors?

	Answer 26
	Randstad

Teaching Personnel

Timeplan

	Question 27
	Please confirm your top 3 2nd tier agency partners by spend

	Answer 27
	_____________= £

_____________= £

_____________= £

	Question 28
	What selection criteria do you use when selecting a sub tier supplier?

	Answer 28
	All potential 2nd tier suppliers are issued with our 2nd tier criteria document (attached). The potential supporting agency must complete this document and return it to our directors to analyse.

Once all documentation has been analysed, and we feel the potential supporting agency is strong enough to support us, then we instruct our operational staff to invite the agency concerned to present their business. One director and a member of our senior staff team will invariably be present at such a presentation.

If the supporting agency is successful then a director will speak with them personally. A contract will be emailed to be signed and returned. Operational staff will only be approved to contact the supporting agency once all contracts have been signed and returned.

	Question 29
	What Key Performance Indicators (KPIs) do you apply to these 2nd tier partners?

	Answer 29
	All Key Performance Indicators are discussed in our materials, ensuring that the supporting agency can meet a client’s requirements. These KPIs are attached to support contracts so that they are aware of their targets. All supporting agencies are issued with KPIs.

	Question 30
	Please describe how you would go about being an effective supplier partner.

	Answer 30
	There are two channels we can offer to partner you. 

	Question 31
	Based on your experiences with staffing suppliers, how would you expect to take costs out of our system?

	Answer 31
	TLTP have built up solid partnerships with all of our clients and we offer them ‘Master-Vendor’ / ‘On-Site Lead-Vendor’ products. These products reduce our client costs for the following reasons:

· We screen workers free of charge.

· We induct agency workers free of charge.

· Our staff will deal with all travel issues and queries, thus reducing clients’ staff working time.

· Our staff will tackle any issues, immediately reducing clients’ managerial and administrative time.

· Our administration and reports save client accounting time.

· Various payment methods - such as umbrella payments - can be introduced to clients reducing hourly rates. 

	Question 32
	What do you consider to be the main market influences in the next 12 months?

	Answer 32
	The most obvious market influences will be:

· The costs of finance (unlikely to fall, and a big factor for staffing agencies which have squeezed margins and where cash-flow is critical), the costs of labour (likely to fall as unemployment rises, though new EU regulations on holiday pay for temps will have an inflationary effect), the costs of vehicles (likely to fall in a make-do-and-mend environment), the value of the pound sterling (which is not going anywhere in a hurry) and the costs of fuel (unpredictable, but may be determined by the change in global weather patterns and the repercussions of that change in respect of the availability of commodities) 

· Consumer demand, both in a macro sense on the High Street and in a micro sense at individual clients  (likely to remain stable until VAT rises and the double-dip recession coupled with public-sector redundancy kicks in) 

· A dog-eats-dog competitive culture. In the print industry, as an example, paper prices have risen very significantly but print prices have fallen almost as much because companies are all undercutting each other to stay in business. This is where companies like ours, with a very low staff churn rate, will be the survivors.

This will lead to more Master Vendor products. Recruitment business that offer and have experience with Master Vendor products will grow their market share within the working agency industry. Agencies that offer Master Vendor services and employ working assessors will establish solid partnerships with 2nd tier suppliers, increasing their coverage and infrastructures.

	Question 33
	What do you consider to be the main market influences in the next 3 years?

	Answer 33
	Market influences in the next 3 years may well continue to be the same as question 11. We anticipate that the reductions in hourly rates based on umbrella savings will enable employers to employ more regular agency workers. Employers will benefit from savings on holiday pay, sickness pay, sickness cover, human resource costs and operations have the option to increase and decrease agency workers required as per their business requirements saving staff costs when volumes reduce.

	Question 34
	Based on your experience of large complex accounts, what are the key success factors?

	Answer 34
	Key Success 1 = Solid working relationships.

Key Success 2 = Offering a complete package of Master Vendor solutions.

Key Success 3 = Offer training and development 

Key Success 4 = Answerability. Round-the-clock.

Key Success 5 = Involvement. Nobody in TLTP regards their work as simply a chore. It’s a passion, and we look every day at how we can be better.

Key Success 6 = Good MIS. Management Information Systems enable us to make sensible decisions. Nothing is decided in ignorance or the absence of evidence. 

Key Success 7 = Ambition tinged with altruism. We want to be the most successful company. But we want to deserve it. We don’t want it to happen by accident!

	Question 35
	How do you benchmark your rates to ensure they remain market competitive?

	Answer 35
	· We are acutely aware that our buy-in and charge-out rates have to be equally competitive.

· In general terms this means that, on a like-for-like basis, we buy in more expensively and sell out more cheaply.

· Our margin thus tends to be squeezed, but there are many ways in which costs other than labour costs can be cut so that net profitability is still sufficient to make the business viable (the last thing any client wants is a supplier whose prices are so impossible that they cannot be sustained). And, over the years of working with clients, we’ve spotted and exploited most of them.

· We monitor client salaries for comparable work, aware that workers talk with each other and that comparisons are made.

· We monitor other working agencies pay rates within our area for comparable work.

· We receive bulletins from the REC and, indeed, make a point of reading articles in the national, trade and local press which touch on pay-rates and/or the supply of and demand for labour.

· We ascertain what new workers have been paid elsewhere.

· We conduct exit interviews, during which we ascertain whether pay has been an issue.

· We speak informally to our workers to gauge happiness and ensure that they’re paid within their comfort level.

· We obviously run covert investigations into rivals’ charges to ascertain that, all things being equal, we’re tough to beat on price.

· We’re aware that price alone isn’t sufficient to win and retain clients who have only grown their own businesses so spectacularly because of their understanding that value-adding peripheral considerations and quality of service are invariably what clinches deals and makes long-term relationships work.

As has been stated elsewhere, the exceptionally low rate of churn at TLTP suggests that we have a content labour-force. Part of that contentment is because they are paid well, and part of why they are paid well is that our general level of efficiency makes it affordable to do so. In a sense this is self-perpetuating, and this is why TLTP itself generates a benchmark which rival agencies struggle to beat.

	Question 36
	Please outline how a client’s account is managed, detailing any dedicated resource, working hours and out-of-hours coverage and an overview of the organisation structure.

	Answer 36
	It is difficult for us to outline how we would manage any client’s site until we receive ordering volumes, patterns, financials etc and speak directly with operational staff. Yet we are more than happy to outline how we would manage any site for any client if we are given all relevant information.

Historically, of course, we have a lengthy track-record of successfully managing clients’ accounts. That performance demonstrates how, from the outset and before we knew a client so intimately, we were still capable of dedicating the appropriate resource, and organising working hours which has been in step with a client’s needs and wish-list, whilst developing an effective organisational structure. In one sense, then, and though we would never seek to rest on our laurels because we wish to continue growing with clients, we have a distinct advantage over bidders without experience of actually delivering to clients what can easily be put on paper. 

	Question 37
	Typically, how many customers / sites would each account manager look after?

	Answer 37
	

	Question 38
	Please give the average account value p a maintained by an account manager?

	Answer 38
	£ 

	Question 39
	Do you have a dedicated help desk?

	Answer 39
	No. But we have a 24/7 hotline. 

	Question 40
	Please provide details of how your company operates emergency cover?

	Answer 40
	TLTP has ____members of staff that can comfortably operate our educational division. This, as has been amply proven over recent years, allows enough cover for holidays, sickness a emergencies.. 

All confidential documents are scanned within our system, which is held on a virtual server. This means that we have a back-up that is capable of surviving World War 3. Our server and IT systems hold everything required to continue operating in case of an emergency. All information can be accessed remotely. We have multiple levels of access to information, so effectively this is only on a need-to-know basis. We regularly run a risk audit but feel that the current system, and the investment it has entailed, is entirely adequate and errs on the side of caution.
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