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Interserve Facilities Management Ltd (Interserve) is successfully delivering an ambitious project to improve its employees’ key and basic skills. A subcontractor is used for all aspects of delivery and a small team of Interserve staff direct, manage and monitor the overall performance of the project. Interserve’s employees are based all over the country, frequently working shifts and unsocial hours. The subcontractor manages this well with minimum disruption to employees’ workflows.
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‘Our use of a single subcontractor illustrates how training a widely dispersed workforce, a high proportion of whom have low communication and numeracy skills and often working unsocial hours, can be achieved successfully. Though our core management team on this project is small, they set clear objectives and aims, and have developed sophisticated monitoring systems which allow them to track learners’ progress almost in real time, quickly identifying those who are at risk of falling behind and providing targeted support. Success rates are high and have improved over time’.
Stuart McPherson, Skills Quality Manager
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Background

Interserve is a large support services company, operating in the public and private sectors in the United Kingdom and internationally. It has a workforce of 50,000 and an annual turnover exceeding £2bn. The Skills for Life programme was initially rolled out to the support services division in the UK which operates across 2,500 sites. In this division employees, such as cleaners, work on client sites which are typically large public and private sector organisations including government departments, local authorities, international banks and the health sector. To organise key and basic skills training for such geographically dispersed staff would involve creating a large in-house team and either visiting employees around the country or bringing them together in a central location. Neither option was cost-efficient or practical. Instead, Interserve uses a national subcontractor with its own team of specialist trainers - Skillshops, a franchise of the National Skills Academy for Retail. This ensures that staff can be taught in or near their place of work without having to attend centralized training sessions which take time and are costly. 

At the start of the project, around 80% of Interserve’s 22,000 support services staff had no qualifications at all, and just under half had entry level communications skills and low levels of numeracy. The Skills for Life programme aimed to ensure that employees became more effective in the workplace.
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Interserve’s most recent inspection report identified that: 

· many learners have significantly improved their economic and social well-being through an increase in their work-related skills, broader thinking about their roles and through enhanced written and communications skills
· the subcontractor’s tutors carefully record learners’ progress and keep managers and the provider well-informed
learners can interpret and present data, such as averages and percentages, and display them in charts and tables. Oral presentations are of good quality.
The Skills for Life programme

The in-house team sets the strategy and the project specification. They also manage and monitor the process and the quality of delivery and performance, including observations of learning and the tailored management information system, Profiler. 
The subcontractor, Skillshops, uses local college facilities to deliver teaching in adult literacy and numeracy to individuals and small groups of learners. It has direct access to the Profiler system, which it uses to upload information on learners on a regular basis. 
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Potential learners are recruited through dynamic sessions in the workplace in which the benefits of learning are clearly explained, including opportunities for promotion and further skills development. The sessions are designed to eliminate any underlying fear of learning. If they wish to proceed further, employees are invited to complete a thorough initial assessment and diagnostics session either online or on paper. The results of these tests are input to the Profiler system and provide the foundation on which subsequent learning is developed and progress tracked by the Interserve staff team. The Profiler system is accessed and updated remotely by the subcontractor, effectively providing live data on each learner’s progress. Typical reports include: learners deemed at high or medium risk of failure or slow completion; those within two months of their end dates; and evaluations of the integrity and consistency of input by subcontractor staff.

The inspection report summarises the key factors underpinning the success of this project:

· Interserve’s management of subcontracted learning is good and supported with very effective service level agreements. Interserve sets challenging targets, has good strategic vision and a keen focus on training and developing its workforce. 
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Partnerships with clients are especially successful in engaging employees who have not previously participated in learning, while partnerships with awarding bodies and sector councils ensure that available qualifications meet learners’ needs particularly well. 
· Many of the learners have little prior academic achievement and find the ongoing choice of qualifications and levels, as well as the achievement of units, both challenging and motivating. Programme content helps learners enormously in their day-to-day work, enabling them to work confidently with topics such as ratios and averages, to interpret data and to present them both orally and visually.

Learners describe convincingly how their learning has resulted in their improved ability to collect and interpret data in the form of averages and percentages and to produce resulting reports. 
The results
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Almost 200 employees were involved in the project during 2010 and 2011. Programmes were completed, on average, between five and six months. Each learner received six training and contact sessions each, including diagnostic and practice tests. As a result, a growing number of employees have developed their personal and social skills and gained a good foundation for career improvement, for example moving on to apprenticeships in facilities management or other National Vocational Qualification programmes. In 2010/11, 86% of Interserve’s learners achieved a level 1 qualification, just above the national average, and much improved compared with the 40% achievement rate in 2009/10.
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Interserve is a large support services and construction company, operating in the public and private sectors in the United Kingdom and internationally. The company offers advice, design, construction, and facilities management services for the infrastructure of communities, and provides a range of plant and equipment in specialist fields. 

Interserve Support Services (a division of Interserve PLC) signed its first training contract with the National Employer Services in 2009 to offer a range of qualifications to its employees, including apprenticeship and Train to Gain National Vocational Qualification programmes in cleaning and support services, security services, facilities management, business administration, customer service, team leading, management, and adult certificates in numeracy and literacy (Skills for Life).
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Successful provision of basic and key skills training for a widely dispersed workforce using a subcontractor: Interserve Plc





 





Brief description





 





Overview – the provider’s message





 





The good practice in detail





 





�The course has helped me to communicate better with colleagues, and has helped me to help myself, by using a dictionary more.� (Gregory)








�Before I was a bit shy and not confident, but I feel better speaking English in all situations now.� (Arthur)








�I have been able to use my numeracy skills in my daily life such as percentages. I have thoroughly enjoyed the course and the tutor has been a tremendous help.� (Sarah)





�I wanted to do the course to give me more confidence in helping with household bills. I have succeeded and feel very proud of what I have achieved. I would now like to go on to the literacy course to improve my English which will help my work on the information desk.� (Ursula)





The provider’s background





 





Are you thinking of putting these ideas into practice; or already doing something similar that could help other providers; or just interested? We'd welcome your views and ideas. Get in touch � HYPERLINK "https://www.surveymonkey.com/s/ofstedgoodpractice" �here�.


To view other good practice examples, go to: � HYPERLINK "http://www.ofsted.gov.uk/resources/goodpractice" �www.ofsted.gov.uk/resources/goodpractice�
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