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UK COVID-19 INQUIRY

WITNESS STATEMENT OF SERCO LIMITED

1, Simon Bailey, will say as follows: -

1. | have held the role of Managing Director for Transport and Community Services at

Serco Limited ("Serco") since January 2024. | am responsible for customer centric

passenger transport and community services in railways, ferries, cycle hire,

environmental services, sports and leisure. | am authorised to make this statement

on behalf of Serco.

2. | originally joined Serco in 2009, spending over 12 years working in the Transport,

Health and Local Government sectors. was appointed Managing Director for

Leisure and Micro-mobility in 2019. As part of my role, | was responsible for a

portfolio of contracts to provide services to Local Authorities and other Government
organisations, such as Transport for London and Sport England. In March 2020 |

was asked to lead on Serco's involvement in the Covid-19 National Testing
Programme. | have been supported by colleagues in producing this statement for

the Inquiry.

3. | have based this statement on my knowledge of the relevant period, a review of the

materials available to me and discussions with colleagues within Serco. This
statement has been signed on the basis that it is true to the best of my knowledge
and belief.
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4. For ease, the statement has been separated into two sections, Section A focuses
primarily on Serco's involvement in Testing Services, whilst Section B focuses on

Serco's involvement in services in relation to Trace and Isolate.

5. Exhibit references have been separated in relation to each section, Section A will

be presented as SBA/XX and Section B exhibits will be presented as SBB/XX.

6. Serco is exceptionally proud of the collaborative response that was provided and

the commitment of its employees and third party suppliers during a previously

unprecedented situation.

SECTIONA

Introduction

7. This Section A deals with Serco's involvement in the UK Government's Covid-19
testing service, known as the National Testing Programme.

Background

8. During the emergence of the pandemic in March 2020, as an established strategic
partner to the UK Government, Serco was retained as one of a number of private

sector organisations to set-up and operate a network of Covid-19 testing centres in

England, Wales and Northern Ireland. This included static and mobile, drive-through

and walk through, self-administered, and assisted testing centres. Serco's primary

role was to support and enable the provision of testing services by managing the

allocated facilities, sourcing, leading and managing manpower and related logistics
to support testing centres. Serco supplied labour to an agreed arrangement with the

Department for Health and Social Care ("DHSC" or collectively "UK Government").

From 23 March onwards, Serco was involved, alongside other strategic private

sector partners such as Interserve, Deloitte, Sodexo, G4S, Levy, and A Plant

(collectively referred to as "Service Providers"), in the development of testing

services across England, Northern Ireland and Wales.

9. From an infrastructure and network perspective, Serco were well placed to assist
the UK Government as they were able to effect mass mobilisation. Serco, as a large
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10.

11.

national employer, at the time employing in the region of 23,000 staff, has the

systems and processes dedicated to the recruitment, retention and management of
large numbers of disbursed staff. Serco had access to resources and capabilities,

directly or through its supply chain, which meant Serco was well placed to quickly

assist the UK Government. Serco had a number of contracts across the UK for

which staff had been furloughed following the lockdown in March 2020. This
enabled Serco to rapidly mobilise a large number of staff to support the

establishment and running of the initial testing sites, which proved critical in

achieving the UK Government's objectives during the Covid-19 pandemic. In

addition, Serco's management structure enabled it to respond quickly to requests
from DHSC.

Specifically in relation to the Testing limb of TTI, Serco's role primarily related to the

supply of non-clinical staff required in order to set-up, operate and manage an

allocated network of test sites and their related support services. This network

included Regional Test Sites ("RTS"), Local Test Sites ("LTS") and Mobile Testing
Units ("MTU(s)"). Serco operated 24 RTS, 132 LTS and 130 MTUs at the height of

their portfolio. Serco operated and managed MTUs from the time of their inception

by the UK Government in the summer of 2020. RTS also offered assisted testing

with Serco hosting and managing the infrastructure, facilities management and

logistics to assist testing services being operated by other Service Providers. Serco
designed the site layout at Chessington World of Adventures, which became the

RTS template. As each site was different in terms of space and layout, a bespoke
design was required for each site. Serco worked with the UK Government
(specifically the UKHSA and DHSC) and A Plant/Sunbelt on the site layout for its

allocated test sites, provided non-clinical staffing, managed sites, and provided

security, cleaning and food. Serco contributed to the drafting of operating

processes, procedures and operational documentation, and liaised and

collaborated with the UK Government and Service Providers throughout the course
of the pandemic. Serco did not provide any assisted testing.

Serco also provided testing services in other important settings including

Community Mass Testing using Lateral Flow Testing devices ("LFTs"). Serco
delivered two Community Mass Testing contracts on behalf of County Council
customers. The first of these was on behalf of Lincolnshire County Council,
comprising of approximately 6 local indoor sites between January 2021 and May
2021. The second was on behalf of Hertfordshire County Council, comprising of
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12.

13.

14.

approximately 12 local indoor sites between February 2021 and April 2021. Both of

these contracts were delivered in order to support the return to work of key workers
within the Local Authority. Serco also provided Community (Student) Testing
services for the University of Plymouth, comprising of approximately 2 sites between

late December 2020 to February2021, servicing their students return to university.

These services were contracted directly with the customers, operating

independently of the main COVID-19 Testing Services contract with the UK
Government.

With reference to Quarantine Services, Serco was contracted to operate LFD test

facilities at 5 hotel sites in England, testing quarantined hotel staff and those
returning from overseas travel who were required to quarantine in UK Government
funded/operated facilities. Serco did not manage the quarantine services at the

hotel sites, this was sub-contracted to other suppliers by the UK Government.

Managed Quarantine Testing Services were operated by Serco between

September 2021 and October 2021 at Crown Plaza (Birmingham), the Holiday Inn

Express (Birmingham NEC), Jury's Inn (Swindon), Ramada Hotel Suites (Coventry)
and Voco Si. Johns (Solihull). These services were contracted directly with DHSC,
operating independently of the main COVID-19 Testing Services contract with the

UKHSA.

Over a nine week period beginning on 20 July 2020, Serco provided Prison Surge
Testing within 16 prisons on behalf of HMPPS to manage outbreaks and cases of

Covid-19 across the UK prison population. A second Prison Testing Programme

was conducted in 2021 under a separate programme developed by the UK
Government. The first Prison Surge Testing programme was piloted, designed and

delivered by Serco. This involved in cell PCR tests which were then dispatched to

laboratories for analysis. The programme required 3 tests to be conducted over a

number of months at each of the prisons. The second Prison Testing Programme

used LFT tests and the process was designed separately to the original programme.

Please see attached MTU Prison and Hotel List and Prison Testing Operational

INQ000547507Brief as Exhibits SBA/01a INQ000547506 and SBA/01b

Throughout the duration of the pandemic, Serco subcontracted several functions to

third party organisations. Contingent labour was provided by Blue Arrow, Location

Secure, Commensura, Selective, ALS and other contingent suppliers. Site Security
was provided by Location Secure, SSGC, Attalus, Securitas and a network of third
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15.

16.

17.

party security sub-contractors. Site Cleaning was provided by Pristine before the

service was brought 'in house' by Serco in April 2021. Further details relating to

Serco's extensive supply chain are provided below at paragraph 62.

Towards the end of the pandemic, selected Serco operated sites were used as
additional locations to support the mass distribution of LFTs to the public. Such sites
were allocated by the UK Government but included a mix of RTA, LTS and MTU
channels. LFTs were delivered to site by the UK Government and Serco operatives
would ensure that they were distributed to the public in a controlled manner.

At no point during the pandemic did Serco provide clinical staff to conduct clinical

or assisted testing across its testing site portfolio. Serco was not involved in the

operation of the appointment booking system and had no responsibility or

involvement in the scheduling of testing appointments. Serco did not process the

completed PCR tests. All PCR tests were collected from RTS, LTS and MTUs by

couriers (organised by the UK Government) on a daily basis to be transferred to

specific processing sites or laboratories as dictated by the UK Government. Serco
did not collect, distribute or process tests. The only involvement Serco had

regarding the processing of tests was to host and provide security to mobile

processing units, run by a separate contractor, on RTS or MTUs, from time to time,

as part of the UK Government's service improvement initiatives to provide quicker

and more efficient testing outcomes.

Serco became involved with TTI on or around 23 March 2020. Kevin Craven (Serco
UK & Europe CEO at the time) was asked to attend a meeting at DHSC where the

initial position was outlined. Serco was subsequently approached by the

Commercial Lead at the Cabinet Office, Tim Byford, to secure direct engagement
with DHSC as a matter of urgency. Consequently, Serco was involved throughout

the duration of the pandemic until the demobilisation of the last testing site run by

Serco was completed on 7 November 2022. The contract formally expired on 31

December 2022. As outlined above, Serco is a strategic partner to the UK
Government, providing services in a variety of sectors. Prior to the emergence of

the pandemic, Serco had been awarded a place on the Crown Commercial Services
("CCS") Framework Agreement RM3830/L1C Facilities Management, Contract
Reference: CCZI20A17, enabling them to provide services to the UK Government.
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18.

19.

20.

A "Letter of Agreement", effective from 25 March 2020 was put in place to cover the

initial stages of the mobilisation. The initial stages of mobilisation lasted for

approximately 100 days under a simple agreement of principles covering the basis
of the contract which was later formalised into a bespoke agreement for the

provision of services in June 2020. This was a contract to support the rapid set up
and operation of Covid-19 testing centres, as part of the UK Government's

pandemic response. The initial mobilisation stages involved supporting Boots and

DHSC in establishing a key worker testing facility in Nottingham, rapidly followed by

a second centre in Chessington World of Adventures as detailed at paragraph 25

below. By August 2020, Serco had established 28 out of 102 sites and was
operating 65 of the 224 MTUs in operation. Serco worked alongside other suppliers

as highlighted further in this response at paragraph 62.

Serco later entered into a Call-Off Contract, with the DHSC under the CCS
Framework Agreement (RM3830/L1C) in August 2021, which, in broad terms,

covered Contract Management, Contract Mobilisation, Maintenance Services,
Horticultural Services, Statutory Obligations, Catering Services, Cleaning Services,
Workplace FM Services, Reception Services, Security Services, Waste Services,
Miscellaneous FM Services, CAFM, Helpdesk Services and Management of Billable
Works. Detail regarding the services provided by Serco and the allocation of sites
under CCS Framework Agreement RM3830 is contained in the appended Exhibits
SBA/01 [INQ0005253501, SBA/02 [INQ000525351], SBA/03 [INQ000525352],
SBA/04 [INQ000525353] and SBA/05 [INQ000525354].

Key decision makers within Serco, specifically in relation to Testing Services, were
the following, see Exhibit SBA/06 [INQ000525355]:

a. Mark Irwin, CEO UK and Europe. Mark had ultimate responsibility for the

operation effective from 1 October 2020. Prior to that it was Kevin Craven, CEO
UK and Europe.

b. Andrew Robertson, Commercial Director UK & Europe. Andrew was
responsible for the agreement of terms with the Cabinet Office and DHSC for

the delivery of the required services. Andrew engaged directly with DHSC and

their advisors on commercial matters and supported the operational

management and reporting in relation to testing services arrangements.

Andrew led on the drafting and negotiation of the initial contracts used by
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Service Providers prior to the implementation of the contract under the CCS
Framework RM3830 in August2021.

David Lester, Solution Design. David visited the first established testing site in

Nottingham following which he was instrumental in creating and developing
Serco's service solution.

Steve Lagudu, Tech Solution. Internally, Steve came up with the concept of a
Virtual Operational Contro! Centre, which later became known as the VOC
("VOC"). Steve designed parts of the IT infrastructure and processes behind

the VOC which enabled with effective running and reporting of the contract.

Steve is now sadly deceased.

Simon Bailey, Managing Director Leisure, Micro Mobility and Testing. Simon

held management responsibility for the testing centres services and was
responsible for providing resources to the testing centres. This initially came
from the Leisure business operated by Serco, led by Simon. Simon was a main

point of contact for Serco with DHSC, alongside Jonathan Brasher and Andrew
Robertson.

Jonathan Brasher, Contract Director (from March 2020 to 31 December 2021).
Jonathan was responsible for mobilising the operational management and day
to day running of the testing sites, including negotiations and dealings with third

party suppliers. Jonathan reported to Simon Bailey and was a main point of

contact for Serco with DHSC, alongside Simon Bailey and Andrew Robertson,

from an operational perspective.

Chris Jones, Finance Lead. Chris was tasked with submitting invoices in

relation to the entire Testing Contract. No invoices were submitted during the

first 100 days of the contract until the "Letter of Agreement", effective from 25
March 2020, was put in place to cover the initial stages of the mobilisation. This
set out the terms upon which Serco were able to invoice for the services
provided during the initial stages of the pandemic.

h George MacFarlane, Operations Director. George was responsible for, and

directed, the operational management of the testing centres, ensuring staffing

numbers and security presence was in line with those mandated by the UK
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Government and that the processes in place for the effective operation and

management of the sites were working as required.

i. David White, Contract Director (from 1 January 2022 until 31 December 2022).
David White took over from Jonathan Brasher towards the end of the contract,

gaining responsibility for the demobilisation of the testing sites as the pandemic

came to a close.

TTI Infrastructure and Capacity - General observations of existing infrastructure

21. Specifically in relation to Testing Services, Serco's understanding is that there was
no infrastructure, testing capacity or testing technology relevant to TTI that existed
prior to the emergence of the Covid-19 pandemic. As previously highlighted within

this statement, Serco is a strategic partner to the UK Government and as such

provides services across UK Government departments, mainly staffing and the

management of services. The Covid-19 pandemic presented a unique set of

unprecedented circumstances that needed to be addressed and dealt with in an

urgent and bespoke manner, developing and evolving continuously as the

pandemic continued. At the start of the pandemic Serco had no testing capability,

but this rapidly developed from 23 March 2020 onwards. Serco had no involvement

regarding the development of a clinical response for a pandemic prior to March

2020.

22. Based on Serco's direct involvement with Testing Services, and as far as Serco is

aware, the only existing capability in relation to Testing Services when Covid-19
emerged was in the form of trusted strategic partners to the UK Government who
had the knowledge, network and capabilities to deliver the rapid mobilisation of

planners, managers and staff to establish test sites at the start of the pandemic.

Serco's core systems relating to the recruitment, on-boarding, training and support

of staffwere already in place, as would be expected of any outsourcing provider.

23. The infrastructure solution evolved throughout the course of the pandemic. The UK
Government led this, with support and guidance from Service Providers. During the

initial stages, this work was predominantly completed by Deloitte as consultant to

DHSC. Serco utilised existing staff, planning capacity, IT and resources in order to

develop testing site capability. The expertise referred to is encapsulated in the

diverse staff employed by Serco, who provide a wide variety of skills and
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24.

25.

background experiences which proved valuable when establishing testing sites, and

the processes and procedures required. By way of example, senior management
staff with a military background were particularly well suited to plan and manage the

testing sites. Staff experience in relation to health, transport, solution architecture

and call centre contracts was also utilised during this process. Furthermore, Serco
utilised its existing supply chain of preferred suppliers in order to rapidly develop

and mobilise sites and satisfy staffing requirements as dictated by the UK
Government. The evolution of the testing infrastructure is captured within the

Mobilisation Handbook and Test Site Mobilisation Procedure. Please see Exhibits

SBA/07 [INQ000515725] and SBA/08 [INQ000525357].

The Testing Services infrastructure developed from the Boots site in Nottingham on

day one of Serco's involvement and was extrapolated out across additional sites
from there. This site was the first key worker site, enabling staff to be tested whilst

working at the facility. The site was established by Boots and DHSC, with Serco
subsequently being asked to assist and run this secure site. The Boots site utilised

a freight vehicle park, divided into swim lanes with testing booths positioned on each
lane to conduct in-vehicle testing of staff, to maintain isolation. A holding area was
established for waiting cars and registration of staff. This ensured that tests were

correctly allocated. Each test was sealed with a unique ID allowing results to be

communicated directly to individuals following lab analysis. Tests were dispatched

by independent courier to the laboratory at the end of each day.

The next site to be commissioned was at Chessington World of Adventures. Serco
staff visited the Nottingham site and from that point onwards, worked with the UK
Government and other strategic partners in order to mobilise the testing capacity
across England, Wales and Northern Ireland. The infrastructure evolved with the

input from different strategic partners, providing live feedback, suggestions and

advice regarding the suitability and effectiveness of the solution in place. In practical

terms, the infrastructure evolved providing for shelter over the cars allowing testing

to be performed in all weather conditions; larger holding areas were established to

prevent highway blockages; additional signage was implemented to assist in

directing users to site; increased digitisation to reduce manual processes; mobile

telephones were introduced to allow advisors to assist those experiencing
difficulties with the testing process; implementation of staff welfare facilities;

increased opening times and the introduction of appointment times to reduce

queuing. Serco enjoyed productive working relationships with the UK Government
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26.

2?.

throughout the course of the pandemic with capable senior leaders providing

positive, detailed and effective feedback regarding the operational management of
the testing infrastructure. Serco fulfilled its obligations under the contract and made

suggestions where appropriate. Ultimately, all key decisions were made by the UK
Government, taking into account the advice and guidance provided by its advisors
as well as from strategic partners, including Serco. Feedback was well received

from all avenues (mainly during meetings and/or direct verbal feedback) with many

operational ideas originating from staff on the ground.

In terms of testing technology as it stood prior to the emergence of the pandemic,

internally, Serco initially utilised the use of SharePoint and Excel spreadsheets to

collate information from the testing sites. These were accessed via mobiles or

computers on each site and the site managers would upload relevant information to

allow Serco to hold that information centrally and use it to report into the UK
Government. On a daily basis, Serco reported testing numbers, stock holdings and

any issues to DHSC/UKHSA. As highlighted further on within this statement, Serco
commissioned a new platform in order to create an improved reporting mechanism,
to allow Serco to comply with the KPI reporting requirements under the contracts in

place at various stages of the pandemic. The output of this development was a new

app for all site managers on RTS and LTS sites, a provision within the VOC to

manage tickets and issue requests and a KPI and operational reporting dashboard

for the Serco management team and the UK Government. Serco engaged in weekly
calls with the Contract Team and a monthly report/summary was submitted to the

UK Government.

In terms of new Testing Services infrastructure and testing capacity, Serco
implemented robust supplier sourcing and management procedures to develop the

supply chain required for efficient and effective delivery of critical services in the

Test Centre and Track and Trace programmes. The programme was executed in

four phases by Serco: Emergency Mobilisation, Rapid Scaling, Managing and

Optimising, and Ramping Down and Closure. This programme involved new

operational infrastructure being developed to assist in the implementation of the

National Testing Programme as directed by the UK Government. In order to assist
the Inquiry, an explanation of each of the key actions taken in relation to the four

programme phases is provided below:
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a. Emergency mobilisation - Objective: To rapidly establish the programme

to address immediate needs. Actions: Supplier Onboarding - Rapidly
identifying and onboarding new suppliers (where required) for critical

supplies. Site Operations: Setting up initial site operations to deploy

resources and manage and receive supplies. Emergency Contracts and

Orders: Establishing emergency contracts and purchases orders with clear

terms to expedite procurement of initial supplies.

b. Rapid Scaling - Objective: Expand the programme's capacity to meet

increasing demand as the pandemic evolves. Actions: Supplier expansion:
Increasing the number of suppliers and diversifying sources to prevent

bottlenecks and supply expanded number of sites. Supplier scaling: Scaling
up suppliers to provide larger volumes at more sites. Formalising Contracts
and Orders: Formalising contracts with suppliers to ensure clear terms and

conditions as the programme scales up.

Managing and Optimising - Objective: Streamline operations and improve

efficiency to maintain high service levels. Actions: Performance Reviews:
Conducting regular operational performance reviews addressing issues
promptly to ensure suppliers meet end-customer quality and delivery
standards. Process Improvements: Implementing process improvements

including delivery models and automation to enhance operational

effectiveness and reduce costs. Continuous Improvement: Fostering
continuous improvement initiatives with Serco-selected suppliers to optimise

costs and performance, ensuring the programme remains effective and

efficient.

d. Ramping Down and Closure - Objective: Gradually reducing operations

and manage the orderly closure of the programme as the demand reduced

and ended. Actions: Phased Reduction: Developing and executing a phased

reduction plan for supplier engagements and resource allocation, ensuring

a smooth transition. Final Audits and Reviews: Conducting final audits and

reviews to ensure all contractual obligations are met and close out contracts

appropriately, ensuring a clean and compliant closure.

28. Specifically in relation to Testing Services, other sectors, including the private

sector, were utilised in the development of TTI infrastructure. Testing centres were
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29.

30.

31.

32.

made possible by a large scale collaboration of both public and private sector

organisations. This included the use of hotel chains involved in Managed
Quarantine Testing, waste management companies involved in the collection and

disposal of clinical and non-clinical waste, construction infrastructure providing

static site infrastructure including cabins, marquees, fencing, mobile power

generation, furniture, weather protection, safety and security equipment. Other

private industries such as transport, logistics, finance management and

management consulting, entertainment and outsourced managed services all

played their part in a collaborative response to the pandemic. Each contributor

would be best placed to inform the Inquiry of the depth and complexities associated
with their specific involvement.

In the private sector, Serco worked with two categories of suppliers (including sub-

contractors) while delivering the National Testing Programme, Mandated and

Serco-selected suppliers. Mandated suppliers were mandated and contracted by

the UK Government to meet specific requirements. In this situation, Serco operated

as a managing agent. Serco-Selected suppliers were other suppliers that were
selected and contracted by Serco. As far as possible, existing and preferred

suppliers were used within the existing supplier framework.

The following types of suppliers were used to provide the product and services
required: labour providers: suppliers of temporary and permanent staff to support

various aspects of the programme, including testing centre and call centre. Service
Providers: suppliers of manned guarding and cleaning services for testing centre

sites and call centre operators for managing contact tracing. Supplies: suppliers of

personal protective equipment, site facilities, food and ancillary items for testing

centres. Technology providers: suppliers of IT software, hardware and networks to

support test centre and call centre operations.

From a Serco perspective, the rapid mobilisation and response from both the public

and the private sector in relation to testing was substantial. With that in mind, Serco
would consider the use of private entities successful in the context of the

unprecedented circumstances facing the nation at that time. As a model, it was
effective.

In relation to Testing Services, when being asked to consider the adequacy of the

new TTI infrastructure that was developed as a result of Covid-19 it is important to
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33.

note that despite being set-up, established and grown in exceptional circumstances,

the operational integrity and adequacy of the infrastructure was tightly governed and

controlled centrally by the UK Government. All sites were secured by the UK
Government staff. Strict site design, set-up, mobilisation, operation and

demobilisation procedures were created by the UK Government with input (in

several cases, particularly where draft documents were shared for initial feedback
and comments) from Serco and other organisations involved in managing testing

locations (both static and mobile). Once a site had been chosen, Serco were
involved in the design and layout with consideration of practical issues, liaising with

contractors. Serco did not contribute to any clinical Governance, this was tightly

controlled by the UK Government and enforced in relation to managing the spread

of the virus. Objectively, the new TT! infrastructure was adequate as the

establishment ofMTUs were more dynamic and often left to the initiative of the MTU
Manager to ensure operational effectiveness.

Serco's involvement in the operation of testing sites across England, Wales and

Northern Ireland increased throughout the duration of the pandemic. Serco provided

a continuous stream of data to the UK Government regarding testing capacity
enabling them to allocate testing capability. This data was provided in the form of

contract reports, KPI reports and returns. At the height of the pandemic between

March 2021 and May 2021 Serco operated 24 RTS, 132 LTS and 130 MTUs with

the ability to process a vast number of tests. During February2021, Serco employed

9785 staff across the testing site portfolio. As previously highlighted within this

response, site capacity was dictated and mandated by the UK Government and

Serco operated in accordance with instructions from them in relation to testing

capacity across their allocated portfolio of test sites throughout the duration of the

pandemic. Please see appended sample of reporting data demonstrating how the

UK's testing capacity developed throughout the Covid-19 pandemic with testing

sites allocated to Serco within Exhibits SBA/09 [INQ000525358], SBA/10
[INQ000525362], SBA/11 [INQ000525363], SBA/12 [INQ000525364], SBA/13
[INQ000525368], SBAN4 [INQ000525374], SBA/15 [INQ000525376], SBA/16
[INQ000525379], SBA/17 [INQ000525383], SBA/18 [INQ000525386], SBA/19
[INQ000525389], SBA/20 {INQ000525394], SBA/21 [INQ000525398], SBA/22
[INQ000525404], SBA/23 [INQ000525417], SBA/24 [INQ000525423], SBA/25
[INQ000525425 ] and SBA/26 [INQ000525427].
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34. Specifically in relation to Testing Services, Serco was not involved in the

development of testing technology during the pandemic and is therefore unable to

provide evidence regarding testing technology as it stood prior to the emergence of

Covid-19, or how it developed throughout the pandemic. Internally, as highlighted

above, Serco developed systems to support the organisational management of the
testing programme, which included technology, but this was not used by the UK
Government. Serco developed an internal ServiceNow platform to develop new

systems in order to create an improved reporting mechanism which enabled Serco
to efficiently and effectively collate key reporting information in compliance with the

KPI reporting requirements under the contract. The output of this development was
a new app for all site managers on RTS and LTS sites, a provision within the VOC
to manage tickets and issue requests and a KPI and operational reporting

dashboard for the Serco management team and the UK Government. Specifically,
this project supported mobile site operations, incident reporting, daily site reporting,

site infrastructure management, site services tracking, consumable stock
management and site broadcasts. The KPI dashboard was rolled out in

January/February 2021. Details regarding this internal platform are contained within

Exhibit SBA/27 [INQ000525429].

Broader involvement in TTI

35. Specifically in relation to Testing Services, Serco assisted in the development of

policies and strategies that were deployed by the UK Government. Serco worked

collaboratively with other Service Providers, sharing knowledge throughout the

duration of the testing programme in order to align Service Providers operating the

various testing sites. All Standard Operating Procedures ("SOPs") and policies were
provided centrally by the UK Government, having been developed with input and

feedback in relation to operational solutions from Service Providers on the ground,

including Serco. Having assisted in the development of the first key worker testing

sites, examples of policies which Serco and other Service Providers had input into

included MTU Operational Development Policy, In Cell Prison Testing and Cleaning
Processes attached as Exhibits SBA/27a SBA/27b/INQ000547509},

SBA/27c INQ000547510 SBA/27di INQ000547511 : and SBA/27e: This
streamlined approach assisted the UK Government in ensuring the efficiency of the

testing programme.
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36.

37.

38.

39.

Serco was not involved in developing strategies in relation to Testing Services. As
a Service Provider, Serco would be involved in the deployment and delivery of

strategies that had been developed centrally by the UK Government.

Specifically in relation to Testing Services, Serco worked in partnership with the UK
Government and other third parties, such as Deloitte, in creating and implementing

infrastructure and systems from the outset of the pandemic. Any Serco Health and

Safety Policies and Strategies were developed utilising relevant legislation and best
practice. This included Covid-19 Regulations as issued by the UK Government

throughout the duration of the pandemic; Best Practice and other Guidance as
issued to Serco and other Service Providers by the UK Government, specifically
DHSC/UKHSA; and, Serco's own internal management system accredited to BSI
450001. Serco was not involved in the creation or implementation of technology in

relation to Testing Services.

The UK Government provided Service Providers with Operating Manuals which

Serco's Health and Safety team then incorporated into internal Serco Management
systems. Please see Exhibit SBA/28 [INQ000525430).

Serco worked in partnership with the UK Government, as a strategic supplier, and

provided feedback on policies impacting the operational management of testing

centres throughout the duration of the pandemic, based on its experience on

operating the testing centres. Serco was not engaged, nor paid to advise in relation

to policy. One such example is in relation to the implementation of the face mask
exemption for certain service users, and how this would work in practice at both

RTS and MTS locations. After discussions and consultation it was determined that

service users would be handled and risk assessed on a case by case basis to

ensure the safety of Serco operatives and the general public. This is a key example
where active collaboration between trusted partners led to the provision of

operational advice on site. SOPs were provided by the UK Government covering all

aspects of the National Testing Programme as one of the key measures in place to

support the UK's action plan against Covid-19. The SOPs were documents

describing the procedural standards and operating features of routine operations at

sites, with a particular focus on clinical aspects of the subject journey through the

testing process. The primary focus for these documents was clinical and public

health review, and these individual SOPs were then embedded in the wider

operating manual and provided by the UK Government. These documents evolved
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40.

41.

42.

throughout the duration of the pandemic and were regularly updated centrally by

the UK Government. Examples of the SOPs and Operating Overviews provided to

Serco in relation to the National Testing Programme at RTS, LTS and MTUs are

exhibited as Exhibits SBA/29 [INQ000525431), SBA/30 [INQ000525449], SBA/31
[INQ000525450], SBA/32 [INQ0005254511 and SBA/33 [INQ000525472].

Prior to the emergence of the Covid-19 pandemic, Serco had a proven track record

as a trusted Service Provider to the UK Government. In terms of specific expertise,
Serco has the management resource to work with the UK Government with

challenges that are presented, creating a theoretical solution before working

together to find a solution that works from an operational perspective. The size of

Serco's operation, at the time employing in the region of 23,000 people, also means
that it was well placed to deliver on a mass scale due to its resources, people reach

and leveraged supply chain. Serco has established operating procedures and ways
of working, familiar to the UK Government, which can be readily adapted to support

and respond to challenges. Serco was well placed to deploy resources, at short

notice, in order to meet agreed objectives.

Serco's core values of Care, Trust, Pride and Innovation are borne out by the

actions of staff members during the pandemic, leading to a committed workforce,

driven to effect change, and support the nation throughout the pandemic. Serco's
commitment to its workforce means that individuals were able to remain employed

throughout the pandemic, financial commitments were met and new careers were
forged due to the opportunities that were made available within Serco.

When considering Serco's role, functions and operations in relation to Testing, it is

hoped that the following chronology is of assistance to the Inquiry. See Exhibits
SBA/34 [INQ000525473] and SBA/35 [INQ000525487]:

Date Specific Action taken by Serco
21/22"4 March 2020 Serco received a request from the UK

Government to support the NHS in

setting up Essential Workers Covid
Testing.

Week commencing 230 March - 1* April Serco set up and ran two RTS, one in

2020 Nottingham and one at Chessington
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World of Adventures. At this point it was
anticipated by the UK Government that

there would be a maximum of 200 sites
required across the UK.

April 2020 Serco opened RTS in Belfast, Plymouth

and Birmingham.

May 2020 Serco operating 16 RTS and 4 MTUs in

Northern Ireland by the end of May
2020.

June 2020 Serco opened the first LTS (walk in) and

piloted the first in cell prison testing at

HMP Littlehey. Serco also opened the

first joint RTS and LTS at Slough.

July 2020 Serco are operating 20 RTS, 8 LTS, 65
MTUs and a further 8 LTS and 1 RTS
are in planning for August. Between 20-

30 LTS are planned to be mobilised

between September and October 2020.

August 2020 Serco provided the first Prison Surge
Testing.

September 2020 1 million tests had been delivered at

Serco operated services. Serco
operating 38 sites and 70 MTUs.

October 2020 Rapid growth in LTS with 67 added to

Serco's portfolio.

November 2020 187 sites acrossSerco operating

England and Northern Ireland to include

21 RTS, 96 LTS and 70 MTUs out of

over 500 sites being operated across
England, Wales and Northern Ireland.

Serco were employing over 7,000

people across those sites at this point in

the pandemic.

43. When considering the role, functions and operations of Serco with regard to Testing
Services, it is important to consider that between March 2020 and April 2022 Serco
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44.

45.

46.

47.

facilitated a total of 24,443,849 tests. Of those tests conducted, 14,835,873 were

PCR tests. 9,317,360 LFTs were distributed and 290,616 staff LFTs were
undertaken. At the peak of the pandemic in February 2021, Serco were employing

9,785 staff.

Serco delivered Testing Services in 307 locations, across five delivery channels
supporting the National Testing Programme (contained within Exhibit SBA/01a
[INQ0000000)):

24 RTS sites
132 LTS sites
130 MTU sites
16 Prison Test sites

o
5

©

5 Quarantine Hotel Test sites

Testing Services was a model of integration with the UK Government, Deloitte,

Infrastructure Providers (including Sunbelt), Sodexo as Testers, other Service
Providers including G4S, Sodexo, Levy and Mitie, and our third party supply chain

and the public. Serco facilitated the integration of the project by working

collaboratively to achieve the desired outcome.

Serco provided life support logistics for its employees from the outset to all testing

sites and MTUs run by them, this included the provision of food, cleaning services,
PPE provision, transport, security, refreshments, office supplies, IT, checking
infrastructure to include the reporting of faults and maintenance checks on site.

Serco developed a comprehensive approach to the development of supply chain

infrastructure used to source, contract, buy, and pay for goods and services,
applying Serco's standard processes and controls in an agile way to meet

programme needs and timescales. This approach included the following bespoke
elements:

a. Supplier Sourcing: Serco typically selected existing preferred suppliers to

enable rapid mobilisation and leverage the value of established relationships,

ensuring a swift and efficient response to programme needs.
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b. Contract Negotiation and Formalisation: Serco negotiated and formalised

contracts with clear terms, including delivery schedules, payment terms, and

quality standards. During the Rapid Scaling phase, Serco ensured new

suppliers had detailed service level agreements ("SLAs") to maintain high

standards as the programme expanded.

c. Purchase Orders: Issued to suppliers specifying quantities, delivery schedules,
and payment terms as per contract agreements, ensuring clear and consistent
procurement.

d. Invoice Processing: Reviewed supplier invoices for accuracy and compliance

with purchase orders to ensure correct and timely payments for received goods
and services to maintain good supplier relationships and avoid disruptions.

e. Financial Controls: Dedicated team ensured all payments were authorised and

processed correctly through regular audits and reconciliations to prevent errors

and fraud.

f. Performance Monitoring: Regularly reviewed supplier performance on key
metrics like on-time delivery and accuracy to promptly address issues.

g. Relationship Building: Maintained strong supplier relationships through regular

communication, collaboration, and joint improvement initiatives.

h. Risk Management: Created contingency plans, maintained safety stock,
identified alternative suppliers, and implemented risk assessments to ensure
supply continuity.

In order to facilitate the above, Serco established an award winning VOC, allowing
them to control the operational management and delivery of Testing Services in

accordance with the contractual provisions agreed with the UK Government
throughout the duration of the National Testing Programme. The VOC is discussed

48.

in more detail within this statement.

As a significant organisation, with a proven track record of service delivery, Serco
had the required expertise to deliver its role in relation to Testing Services.

49.

Specifically, Serco has a robust management resource in place to deal with the
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50.

51.

challenge presented by the pandemic. Serco is able to mobilise a strategic solution,

at short notice, involving the mass mobilisation of a workforce towards a common

goal. As highlighted previously within this response, Serco is a trusted partner to

the UK Government, with established operating procedures and methods ofworking

that enable them to leverage an extensive supply chain in order to deploy and

achieve an agreed objective. Due to the established commercial relationship with

UK Government, Serco has a transparent and confidential approach which is crucial

when operating as a strategic partner.

Serco has exiensive experience and expertise in delivering Government service
provision across a portfolio of sectors including Citizen Services, Leisure, Justice
and Immigration, Health, Transport and Defence. As a result of this, Serco has
developed excellent lines of communication with the various departments and

organisations of the UK Government allowing effective collaboration. In respect of

Testing Services, Serco reflected the structure adopted by the DHSC with a

commercial workstream and an operational one. These being brought together at

regular points (daily, weekly, monthly) to consider the whole operation at increasing

summary levels of detail. In addition to the formal operation and commercial

workstreams, daily calls took place with both the Cabinet Office and DHSC to

ensure that there was full visibility on tasking and performance. Sessions were
coordinated by the DHSC/ Cabinet Office representatives for all providers to engage
and work collegiately in delivering the services that were subject to regular change.
The level of change should not be underestimated as the scope and scale of testing

requirements grew. Serco staff were also seconded into both DHSC and UKHSA
during the delivery and development of TTI.

Serco has expertise in planning and design capacity and project management
capabilities. Serco has the staff availability and network of contracts across the

country required for rapid mobilisation. In addition to this, Serco has an approved

and established supply chain, with extensive links to industry, and the infrastructure

available to support a large-scale operation the size of the National Testing
Programme. Recognised health and safety processes are embedded within Serco's
operations which allows expertise in this area to be shared with other Service
Providers and the UK Government. Serco also has established links with Local
Authorities and Local Councils, supporting specific project work, leisure services
and refuge collection, with the expertise required to navigate the organisational

structures present. In addition, Serco also operate the UK Resilience Academy
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