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COVID-19 - DHSC Contact Tracing
Service
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Purpose of this Call

» Background (why we are here!)

 Provide all potential sub-contractors with an update on
the project

A high level view of the service requirement

« Technology Requirements

* Current progress & plan

» Key Serco Contacts

» Sub-contract approach

» Next Steps

« Q8&A
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Background

« Government response to COVID-19 (for contact centre surge capacity) is
being co-ordinated through Crown Commercial Service (CCS)

« Contracts are being let through the RM3815 framework

« This is either through direct award or via mini-competition between the
framework suppliers

« Serco has been successful in contracting for work with BEIS, PHE, NHS
and MHCLG

« Other framework providers (Arvato, TP, Sitel etc.) have been successful in
securing work directly too

+ Either a mixed or full sub-contract model has been used to deliver the
Serco contracts — others are focusing on a largely self-delivered approach

« Some of the contracts are coming to an end or being ramped down
requiring us to re-configure our current FTE

« PHE/DHSC Contact Tracing provides a significant opportunity to further
extend the model
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Contract Tracing

«  Contact Tracing is a fundamental part of outbreak control that’s used by public health professionals
around the world. PHE plan to restart its Contract Tracing service and expand this rapidly to enable
the relaxation of Lockdown — and consequently track, trace and act on outbreaks moving forward

“If a person tests positive for novel coronavirus, we speak to the patient to identify anyone
who has had close contact with them during the time they are considered to be infectious
and go all out to find these people as soon as possible. Once we have made contact with
them we can then give them the advice they need. If they are in groups considered to be a
higher risk, we make sure that we follow up with them on a daily basis to see how they
are. If they become unwell we are then able to assess them quickly and take appropriate
action.”

«  Serco have been asked to provide 10,500 Tier 3 Agents to support project delivery

«  Agents will use PHE provided systems to contact individuals and follow PHE supplied scripts for the
consequent interviews

»  Serco (and sub-contractors) will provide agents, buildings, telephony and supporting management
to deliver the service

»  The service will be split across two providers (both through direct awards) with Serco (10,500 FTE)
and Sitel (4,500 FTE) delivering the service
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High Level Requirements

PHE is working closely with the Department of Health and Social Care to deliver the
integrated COVID-19 Contact Tracing and Testing programme. PHE is scaling up its
contact tracing activities part of a programme of work to enable and support the lifting of
current social distancing measures while maintaining control of the spread of COVID-19.
The PHE contact tracing service is part of a programme which comprises a proximity app,
COVID-19 testing, public health contact tracing and potentially other new technologies to
contact people. The overall strategic approach to contact tracing is led by the Department
of Health and Social Care.

Contact Tracing Cell - Tier 2 Contact Tracers (Clinical): these individuals will undertake

the initial interview of COVID-19 cases, undertake a public health risk assessment, identify contacts and
provide public health advice (where appropriate) working to PHE protocols and guidance. They will also
manage complex contacts/calls escalated by staff in Tier 3.

Contact Tracing Cell Tier 3 Call Handlers (Non-Clinical): these individuals will undertake
low risk, routine calling and provision of advice to contacts of cases. They will work to PHE standard
operating procedures and call scripts.
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