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Section A - Background  
Introduction  

Introduction to the Civil Service 

 
1. The Civil Service is large and complex, made up of over 100 organisations. Civil Servants 
support the government of the day to develop and deliver its policies as effectively as 
possible. The work Civil Servants do – from delivering crucial front-line services direct to UK 
citizens at home and abroad (like helping people to find jobs or rescuing people in difficulty 
at sea) to policy development and implementation – touches on everyone’s day-to-day lives. 
It is a 24/7 organisation, with employees both in the UK and abroad, many of whom are shift 
based. 

Brilliant Civil Service 

2. Our ambition is to be ‘A Brilliant Civil Service’ that helps to keep the United Kingdom                 
prosperous and secure, supporting the governments we serve in implementing their           
commitments and delivering high quality services for the public. 

3. This vision is supported by 4 thematic pillars: 

a. Improved outcomes – a much stronger focus on the difference we can make for              
citizens, not just on processes and procedures. 

b. Effective leadership – with confident leaders who inspire and empower colleagues to            
be the best they can be. 

c. Skilled people – our commitment to building a broader set of skills in the Civil               
Service, to make us more effective and offer more varied careers that will help us               
retain and attract the best talent. 

d. A great place to work – creating a truly inclusive environment, in open, modern              
workplaces, with the technology to get the job done. 

All supported by the enduring and universally admired values of the Civil Service - integrity,               
honesty, impartiality and objectivity - which underpin everything we do. 

4. To achieve this vision there are currently several strategies which the Contracting             
Authority would expect to work in partnership with the Supplier to achieve our vision, these               
include the following strategies and guidelines: 

a. Our Diversity and inclusion strategy gives our vision to become the most inclusive             
employer by 2020. 

b. The Civil Service Leadership statement sets out the expectations of leaders and            
managers at all levels which are crucial to help their teams to thrive in a complex                
and constantly changing environment where we need to embrace new and more            
efficient ways of working. 
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c. The Civil Service Learning Strategy sets out our aspirations for creating a learning             

culture that supports people to take ownership of their learning. [See Annex XX for              
further details]. 

d. The Civil Service Leadership Strategy seeks to align existing leadership          
definitions and development activities, to ensure that we develop the leadership that            
the Civil Service needs, now and in the future. [See Annex XX for further details]. 

e. The Success Profiles Framework is being introduced to attract and retain people            
of talent and experience from a range of sectors and all walks of life, in line with the                  
commitment in the Civil Service Workforce plan.  See Gov.uk for further details.  

f. The Annual staff engagement survey results provide evidence that whilst we           
continue to improve levels of engagement there is still much more to do to improve               
leadership and create an inclusive workforce where people can give their best and             
achieve their potential.  

 

Workforce information 

5. The Civil Service is large and diverse, made up of around 430,000 people spread across                
the UK and overseas. It helps the government of the day to develop and implement its                
policies as effectively as possible and provides government services directly to the public.             
Around 1 in 4 works part time, under 20% work in London and around 35% of civil servants                  
work in an administrative grade  (ONS: Civil Service Statistics, UK: 2018). 

6. It also includes the Senior Civil Service (SCS): a group of around 4,000 civil servants with                 
a high degree of leadership responsibility. These people take on the most senior positions              
within ministerial and non-ministerial Departments, executive agencies and        
non-departmental public bodies. Two thirds of SCS are based in London (compared to less              
than 20% of Civil Servants overall). Increasing numbers of Civil Servants are based outside              
the traditional Whitehall environment, throughout the UK or further afield.  

7. There are 28 professions and 12 functions in the Civil Service (gov.uk: About Us), varying                
in size from 213,455 in the Operational Delivery Profession to 160 in Corporate Finance              
(NAO: Capability in the Civil Service 2017). Accordingly, they vary significantly in their             
maturity, ambition and resources, often working closely with professional bodies for           
accreditation and expertise. [See Annex XX for further details]. 

8. There are 25 ministerial departments (such as the Home Office and the Department for               
Work and Pensions), 20 non-ministerial departments (such as HMRC, the Crown           
Prosecution Service), and 403 agencies and other public bodies.  

 
Grades  

9. Many Civil Servants receive ‘technical training’ within their departments. For example,            
Civil Servants in DWP will need to be able to understand specific legislative rules and               
regulations of the benefits system in order to make the correct decisions and use specific               
computer systems to process claims. Departments will continue to offer this training            
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themselves and the provision of this training falls outside of this Contract. This Contract              
focuses on the delivery of training that is needed right across the Civil Service. 

Learning and development in this Contract will cover all grades: 

● Administrative Assistant (AA) 
● Administrative Officer (AO) 
● Executive Officer (EO): Junior Managers 
● Higher Executive Officers (HEO): Middle Managers 
● Senior Executive Officers (SEO): Middle Managers 
● Grade 7 (G7) and Grade 6 (G6): Senior Managers 
● Senior Civil Servants (Grade 5 to Grade 1) 

10. Based on the 2018 figures from the Office of National Statistics, there are approximately               
267,000 people in management grades distributed as follows: 

  

Grade Total 

Senior Civil Service  5.5k 

Senior (G6/G7) 46k 

Middle (SEO/HEO) 106k 

Junior (EO) 110k 

 

Contracting requirements [to be inserted later] 

11. The Contracting Authority requires the Supplier to deliver learning previously developed            
by subject matter experts or other providers that is Crown Copyright. This will involve some               
working in parallel implementation with the incumbent to ensure a smooth transition [See             
Annex XX for summary of transition plan]. In some instances products, will need to be               
renewed or phased out gradually to accommodate the stretching timelines. 

● Crown Commercial Service (CCS) (hereinafter referred to as the “Agent”) will           
manage and facilitate the procurement on behalf of the Contracting Authority.  

● The Agent placed a Prior Information Notice 2015/S on 24 April 2019x in the Official               
Journal of the European Union (OJEU). 

● The procurement has been advertised by publishing a Contract Notice in the OJEU             
under the open procedure in accordance with the Public Contracts Regulations 2015            
(the “Regulations”). 

● The Contract(s) will be between a single successful Supplier for each Lot and the              
Contracting Authority, not the Agent. 

● After the Contract(s) has been awarded, the Agent will support the Contracting            
Authority in the management of the strategic and operational contract management           
activities. 

4 Learning 2020 Specification 



 OFFICIAL SENSITIVE 
● Nothing herein is intended nor shall be construed as creating any exclusive            

arrangement with the Supplier. This Contract shall not restrict the Contracting           
Authority from acquiring similar, equal or like goods and/or services from other            
entities or sources. 

● No guarantee is given by the Contracting Authority in respect of the levels or              
aggregate value of the Services, which the Contracting Authority shall require the            
Supplier to provide during the Contract Period. Any levels or aggregate values of             
Services referred to in the Schedules are indicative only and shall not be binding on               
the Contracting Authority.  

 
Background to the contracting authority 

12. The Contracting Authority was set up in 2011 to centralise generic learning and              
development in the Civil Service. Its objectives were to provide a more consistent learning              
offer, to reduce duplication in the way Departments traditionally provided learning and            
thereby reduce spend on learning and development across government. 

13. The Contracting Authority is set up to be experts in the delivery of learning and                
development. The Contracting Authority is not intending to be the experts for the contents of               
curriculum areas, where that is the role of the Professions. 

 
Who are we? 

14. Civil Service HR (CSHR) works with leaders to get the right people in the right jobs, with                  
the right skills to meet the challenges we face. And it’s our ambition to deliver effective HR                 
services, while playing a transformative role in shaping the Civil Service workforce of the              
future. We aspire to be an expert, forward looking and responsive in all that we do. 

● Learning Delivery provides high quality, impactful learning across the Civil Service           
that enables organisations, teams and individuals to develop the skills and           
behaviours needed to shape a Brilliant Civil Service. 

● The Learning Expert Partners inspire a culture of learning in the Civil Service, 
through the Professions and Functions of Government; partner with Heads of 
Professions and Heads of Functions to embed a modern, cost-effective 70/20/10 
approach to learning and development, bringing greater focus to the 70 and the 20; 
provide expert advice and guidance to Heads of Profession on how to build and 
strengthen capability as part of a Brilliant Civil Service; support a smooth exit from 
the EU through increasing staff’s knowledge of the EU and Parliament; and enable a 
more effective departmental service, meeting the government’s obligations to 
Parliament. 

● The Organisation Development and Design team offers the following key services: 
OD&D special partnering; capability development through Practitioner and Advance 
OD&D programmes; Network Leadership for OD&D Practitioners; and embedding a 
culture of innovation. 
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● The Leadership Academy supports managers and leaders to be truly effective in 

the unique context of government by building capability across the Civil Service 
through the provision of learning programmes and interventions.  

 
[Relationship with HOP learning teams and academies to be added] 

 

Background to the requirement 

15. The focus as we go into this Contract is to: 

● Improve the quality of the user experience, making sure that it is as simple as 
possible to access learning and ensuring good customer service throughout. 

● Continue to innovate and drive quality of learning by blending together different 
learning solutions to support learners find the right learning when they need it,  

● Continue to drive value for money of learning, for example by making full use of 
technology and curating bite sized modules from existing free resources. 

To achieve its vision, the Contracting Authority needs to build relationships between the 
Supplier, Departments and Professions. The Supplier will need to work with the ODD&L 
Learning Expert Partners and Professions to determine priority learning needs. 
 
[Planned lot structure to be inserted] 
[Add further legal requirements, digital and commercial details] 

 

Section B - Requirements across all areas of the contract 
Mandatory requirements across all areas of the contract 

16. This section provides details of the mandatory requirements that Suppliers shall fulfil in              
their entirety in order to meet the service delivery requirements of this Contract. It is essential                
that Suppliers take time to fully understand this important part of the Service Delivery              
requirement and in particular, the need to be capable of working with the Contracting              
Authority from the date of contract award to commence design of the programmes together              
with the development of ways of working, systems and processes i.e. booking and invoicing.              
ALL mandatory requirements [to be checked] shall be required from the start date of the               
Contract, when the Contracting Authority will require delivery to commence following an            
agreed transition plan. 

a. Product Design and Development Requirements - The Supplier shall provide a           
Product Design and Development service as required to meet common needs and to             
contextualise to support departments or professions embed learning.  

b. Digital Learning Mandatory Requirements – The Supplier shall fulfil all aspects of            
the Digital Learning and the Digital Service requirements. 

c. Incorporates tools to support learners as required eg Psychometrics and Other           
Similar Tools as part of the learning design.  

d. Technology and security requirements – The supplier shall meet the security                
requirements for working with the CSHR digital learning platform, and develop                     
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learning that meets relevant accessibility and technical standards. The supplier will                     
need to be proficient in their use of the platform, and shall provide technical support                             
for users [See Annex XX for further details]. 

e. Course Delivery for Face to Face Events Mandatory Requirements - The           
Supplier shall provide a course delivery service for Face to Face events whether             
designed by the provider or civil service experts, within agreed timescale. This may             
include delivering train the trainer events to enable overseas or department/           
profession-specific delivery. 

f. Venues for Face to Face Courses and Locations Mandatory Requirements - The            
Supplier shall provide cost effective venues for face to face courses and fully satisfy              
the location requirements and meet accessibility requirements. [See Annex XX for           
further details]. 

g. Use of Internal and External Experts Mandatory Requirements – The Supplier           
shall work with internal and external experts to meet service requirements.  

h. Customer Service and Helpdesk Mandatory Requirements – The Supplier shall          
provide a high quality customer service including a first line helpdesk and telephone             
service for users [See Annex XX for details]. 

i. Liaison with Departments, Professions and the Contracting Authority        
Mandatory Requirements – The Supplier shall comply with the liaison with           
Departments, Professions and the Contracting Authority requirements working with         
CSHR teams to ensure the best solutions to meet business needs. 

j. Service Management Mandatory Requirements – The Supplier shall provide a          
service management function which fully supports all of the requirements of this            
Contract and the needs of the Contracting Authorities customer(s). 

k. Marketing, Supplier Communications, Customer experience and Insight       
Mandatory Requirements - The Supplier shall comply with all aspects of the            
marketing, supplier communications, customer experience and insight requirements.  

l. Security Mandatory Requirements – The Supplier shall read, understand and          
respond to the Contracting Authority in accordance with Contract Schedule X           
Security Requirement and Plan.  

m. Diversity and Equality Mandatory Requirements - The Supplier shall have a           
robust equality and diversity policy in place to comply with the Civil Service             
requirements and Public Sector duties. 

n. Complaint Procedure Mandatory Requirements - The Supplier shall have in place           
a complaints procedure which fully satisfies the requirements. 

o. Quality Assurance Mandatory Requirements – The Supplier shall work with the           
contracting authority to design and create a consistent and effective evaluation           
framework and system (as agreed with the contracting authority) to enable           
continuous improvement of the learning offer and to demonstrate the impact learning            
is having on business performance. 

p. Management Information, Data and Reporting Mandatory Requirements – The         
Supplier shall comply with the management information, data and reporting          
requirements as detailed in Contract Schedule X. 
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q. Funding, Invoicing and Payment Mandatory Requirements – The Supplier shall          

comply with all aspects of the funding, invoicing and payment processes as detailed             
in X. 

r. Assurance Management Systems Mandatory Requirements – The Supplier shall         
have in place assurance management systems to comply with the principles of ISO             
9001, ISO1007, I BS25999-1:2006, ISO/IEC 27031:2011, ISO 22301, ISO/IEC         
24762:2008, BS EN ISO 14001, ISO 14001, ISO 27001, and OHSAS 18001as            
detailed in paragraph X. 

s. Copyright and Intellectual Property Mandatory Requirements – The Supplier         
shall comply with all aspects of the copyright and intellectual property requirements            
as detailed in X. 

t. Transition Mandatory Requirements – The Supplier shall comply with all aspects           
of the transition arrangement requirements as detailed in X. 

 

Supply Chain Opportunities 

17. The Contracting Authority seeks to create a more competitive, agile and diverse supply              
chain resulting in sustained value for money and, given the breadth of specialisms required              
to deliver the curriculum requirements, the Contracting Authority believes that it will be             
important to have a flexible route to market to enable easy access for CSHR, departments,               
professions and functions to access the right level of expertise and specialist providers. It is               
likely that SMEs will have a significant role to play in the delivery of this requirement, based                 
on the fact that the majority of training providers fall into the SME sector. Contracting               
Authority’s aspiration to source at least 51% of the total contract value through SMEs              
either directly or indirectly through the supply chain.  

 

Digital Services  

18. This paragraph describes the mandatory requirements relating to digital learning that the             
Supplier shall be obligated to fulfil as part of the delivery of the Civil Service Learning                
contract. 

19. The Contracting Authority expects suppliers to blend digital learning with face to face and               
workplace learning to provide a seamless and accessible learner experience. The digital            
learning must be so good that it challenges existing prejudices about the limitations of digital               
learning and greatly improves its reputation across the Civil Service. The Supplier shall work              
alongside the Contracting Authority’s other partners (this includes digital services, any           
existing provider or another supplier who may be providing another part of blended             
programmes required), to help ensure maximum synergy, particularly in blended designs.           
These costs shall be provided transparently, and delegate prices may incorporate all such             
costs. 

20. Where curated digital materials have been used, the Supplier will ensure that Copyright 
rules have been followed and accessibility standards applied.  For example YouTube videos 
must have subtitles and transcripts.  See digital standards for more details.  
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21. It should be noted that the Contracting Authority will often develop their own digital               
solutions and reserves the right to buy digital learning through alternative channels. 

[Consider adding something about responsive design eg multiple access iphone etc] 

22. The Supplier shall work with the Contracting Authority to ensure that the digital learning               
offering is modern, engaging and provides accurate data as to who has completed the              
learning, when, and the learners’ evaluation of the quality of the learning. 

 

Product design and development mandatory requirement 

23. This paragraph describes the mandatory product design and development requirements           
that the Supplier shall be obligated to fulfil as part of the delivery of the Civil Service                 
Learning contract. The Supplier’s learning representatives shall work with the Contracting           
Authority and Professions to develop product outlines. There will also be a requirement for              
significant collaboration with cross government and industry experts on the design and            
specification of specific modules. In the implementation phases, the Supplier will be required             
to deliver newly designed products in parallel to the continued delivery of existing products. 

24. Once each is approved by the Contracting Authority, the Supplier shall develop a full               
programme design and support materials as agreed. Where programmes have an element            
of face-to-face training, the initial development cost and re-design costs (such as updating             
and continuous improvement) will often need to be recouped through the prices charged to              
those attending (the delegate rate), decisions about the approach should be made by the              
relevant board or sponsoring unit with the Contractor. However, for standalone digital            
learning, the product costs will normally need to be recoverable directly from the Contracting              
Authority (or sponsoring unit). 

25. The Supplier and the Contracting Authority shall agree a mechanism whereby, if there              
are instances where the Contracting Authority pays for design costs up front, this is reflected               
in a lower unit cost of learning to Departments. For transparency purposes, the Supplier              
shall show the breakdown of design costs in the pricing schedule. Costing should be              
provided promptly for agreement before work starts, the Supplier will ensure that delivery             
remains within cost or agree any amendments to the pricing with the Contractor. 

26. The Supplier shall ensure that the most appropriate learning interventions are used to              
meet the learning outcomes. This could include a blend of learning solutions from a simple               
combination of, for example, reading, a course and some workplace activity to help             
consolidate and apply the learning, and building innovative learning solutions to support the             
increase social learning opportunities and encourage greater workplace learning.  

27. The Contracting Authority will usually own the products unless otherwise agreed. The             
Supplier shall seek sign off for both the content and approach from the Contracting Authority               
and the appropriate advisory body. 

28. The Supplier shall comply with and shall not be limited to the following service standard                
requirements; 
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a. All designs will make the best use of digital learning and face to face learning. The                

Contracting Authority expects to run most products as a pilot and it is recognised that               
constant iteration will be required. The Supplier is required to be agile using evidence              
to continuously improve the learner experience. 

b. Designs may need to be contextualised to the target audience where a closed course              
is being held for a specific department. Examples of contextualisations which the            
Contracting Authority would expect to see carried out without additional charge           
include: 

● Adding a departmental introduction to explain the context (provided by direct           
engagement with the departmental lead). 

● Changing case studies to a department-specific example (provided by direct 
engagement with the departmental lead). 

● Swapping modules from the existing learning in the CSL portfolio to create 
new programmes, where the costs are equivalent. 

● Curating existing training courses/digital/workplace learning into a 
programme. 

29. Other contextualisations involving significant redesign (more than 20%) of content may            
be chargeable at the relevant design rate. The type of amendments that could be agreed               
are: 

● Additional documents or videos to provide context (not created by the department). 
● Design of new exercises or materials. 
● Writing of tailored departmental support materials on behalf of the department. 
● Changes to models or modes of delivery.  

 

30. Workshops shall be geared to the maximum feasible group size. Group sizes currently              
range from 8 to 30 depending on the learning delivery model, on average 16 to one                
facilitator. The designs should be sufficiently flexible, to scale according to demand and             
suitability of the learning outcomes. The Contracting Authority is happy to discuss the             
approach to take when bookings are just below or just above these levels and another run of                 
the product is not imminent. 

31. Materials shall be made available to the Contacting Authority digitally where possible,             
with hard copy only if used on a course. We aim to reduce the impact on the environment                  
and cost of printing, by where possible, providing materials digitally.  

32. The Supplier shall propose a range of service levels at different price points, and to                
agree standards with the Contracting Authority e.g. for non-civil service venues, quality            
levels needed for digital learning resources. 

33. The Supplier shall proactively create and effectively manage a suitable supply chain to              
ensure that high quality services are provided to the Contracting Authority and its customer              
Departments.  
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34. The Supplier shall seek approval of the appointment of additional sub-contractors            
throughout the duration of the contract in accordance with the contract terms and conditions.              
The Supplier remains responsible for the quality or the delivery of sub contractors in              
accordance to the terms of the contract. 

35. To enable the Contracting Authority to satisfy itself that it is receiving the very best                
provision available, and to enable scrutiny, the Supplier shall make any future supply chain              
contract awards transparent in a suitable format to be agreed with the Contracting Authority,              
such as Contracts Finder. 

36. The Supplier shall ensure designs include support materials for further workplace            
learning, to promote the sharing of learning with colleagues and, in particular, specific             
activities to drive behaviour change and improve performance back in the workplace. This             
could include social learning networks, coaching circles and online forums. 

37. The Supplier shall be responsible for the overall coordination and administration of Civil              
Service or external speakers and contributors where required for events and programmes.            
The Contracting Authority will help broker arrangements for involving existing civil servants in             
the delivery of selected products. 

38. The Supplier shall be responsible for sourcing and managing the contribution of any              
external, non-civil service speakers and contributions such as those from academia or the             
private sector. 

 
39. The Supplier shall be responsible for briefing contributors to events. The evaluation of 
contributors shall be shared with the Supplier and the Contracting Authority and the 
arrangements shall be agreed. 
 

40. The Supplier shall be obligated to fulfil the delivery of the Civil Service Learning contract.                
The Supplier will be required to work with the incumbent supplier to ensure a smooth               
transition. It should be noted that there may be transitional arrangements in place that allow               
for the existing supplier to complete some requirements that commenced under the new             
contract. Similarly, the Supplier will be required to participate in a transitional arrangement             
at the end of this contract.  
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Section C - Thematic requirements - Common (core) learning [to be 
restructured when commercial strategy agreed] 
Overview of requirements 

41. The Contract requires providers who are bidding to demonstrate they have expertise in              
designing, delivering and evaluating to ensure high quality multimodal learning (utilising a            
range of methods and learning techniques to support a blended approach following a             
70:20:10 model [Link Annex Summary JS learning culture]. 

42. In circumstances where materials, training briefs and learning content are Crown IP, the              
provider deliver existing content will work with internal design teams and subject matter             
experts to ensure material is up to date and meeting quality standards (as agreed within the                
Service Level Agreements). 
  

Innovation for the future 

43. We are seeking providers that will partner with ODD&L, Professions/Functions and            
Departments to build a learning culture that supports “A civil service that continuously             
develops and learns from experiences - our successes and our failures - at an individual,               
collective, and organisational level.”   (Leadership and Learning Board, 2018) 

44. The Contractor will be constantly seeking to innovate and learn from the experience of               
working in learning and thought leadership to create impactful learning experiences that:  

a. Drive culture change through embedding the principles of a learning          
organisation within the Civil Service throughout the contract’s lifespan,         
thereby delivering more impactful learning for reduced costs. 

b. Uses evidence from MI and user experience to inform decision making about            
learning, ensuring learning is improving capability and business outcomes         
and provides value for money. 

c. Increases focus on work-based learning with a recognition that         
lived-experience learning is taking place already across the majority of the           
Civil Service. 

d. Will create an integrated learner experience through the continued         
development of learning platform for government (the CSL website) without          
the need to use separate platforms for bookings or hosting of learning            
content.  

e. Offer the flexibility to meet changing demands and develop products for future            
requirements through: learning consultation expertise, and design capability. 

f. Adopts multimodal learning solutions using a blended learning model making          
recommendations for innovations and ways to improve delivery. 

g. Use research evidence to create the best learning experiences to support           
behaviour change eg. Neuroscience and behavioural insights. 

h. Brings in expertise as needed to explore automation in service delivery and            
AI, working with internal experts to align with the Civil Service Automation            
workstreams.  
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Design and delivery of learning core/common curriculum 

45. CSL require a Service Provider to develop blended learning content to match the              1

requirements in the draft specifications and to suggest enhancements based on experience            
of working with similar organisations and users.  

The provider(s) will: 

a. Work with other providers developing learning products for Core/Common Curriculum          
to ensure all learning products are compatible and provide a seamless user journey             
for the learner across the whole curriculum. 

b. Work with CSHR, Departments and Professions to understand business needs,          
learning outcomes to design and support a learner. The process should also ensure             
that suitable contracting with line management to identify measurable outcomes for           
the learner and the business has been undertaken. 

c. Work in partnership with CSHR, subject matter experts and nominated steering           
groups representing business users for design, development and evaluation.  

d. Develop with CSHR, multi-purpose learning products which can be used flexibly for            
all learners at all of the levels indicated, reducing duplication of design cost and              
providing consistent messages based on evidence of what works. 

e. Create learning that provides the most suitable blend of methods and approaches to             
support successful skills and knowledge development and enable the learner to           
apply their learning. This will also include balancing face to face, work-based and             
online learning taking into account cost and other constraints. 

f. Provide sufficient resources, including an effective project management resource, to          
ensure successful delivery of learning (from transition period), with roll-out          
immediately thereafter.  

g. Develop learning programmes/journeys with learning resources that meet the         
technical specifications and digital standards required for hosting on the CSHR           
Learning Platform for Government.  

h. All online learning and information for learners must meet Web accessibility           
Guidelines. 

i. Work with learning sponsor to continuously improve existing (Generic and Bespoke)           2

learning products and horizon scan for future development opportunities. Products          
will be delivered by the learning Service Provider as soon as detailed specifications             
become available. 

j. The Supplier shall deliver learning products overseas as and when required, this may             
be through its supply chain, though train the trainer approach or online and with the               
agreement of the Contracting Authority. 

1 *CSHR definition of a Blended  Learning Solution is a curriculum consisting of some or all of the following (not 
an exhaustive list): workplace learning activities, self-managed group activities (e.g. learning sets), facilitated 
group activities, workshops, coaching, e-learning (including online documents and short “how to” crib guides) and 
a web-based communication forum. 
 
2 Sponsor is the lead from CSHR, department, profession or function 
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k. As and when required by the Contracting Authority, the Supplier shall provide the             

department with training material so that their own overseas trainers can deliver it. 
l. For open courses, many products will run on a regional basis and the Supplier shall               

schedule courses across a reasonable spread of locations depending upon demand.           
Locations are likely to be London, Birmingham, Manchester, Merseyside, Bristol,          
Glasgow, Leeds, Cardiff, Edinburgh, Newcastle, Norwich and Swansea. The         
Contracting Authority reserves the right to add other locations if there is a need. 

m. For closed courses, locations will be specified by Departments and the Supplier shall             
provide delivery right across the country, arrangements for events should be made            
within agreed timescales. 

 
Common learning themes  
 
46. Research with department learning leads and a wide range of learners and their 
managers and Learning and Development Leads has indicated that there is a consistent 
need for a central provision of: 
 

● Leadership, line management and change leadership. 
● Personal effectiveness - including mandatory learning, wellbeing, diversity and 

inclusion.  
● Introductory learning on professions topics for non- professionals eg Finance, 

Commercial, Digital, Project Delivery. 
 

Leadership, Line Management and Change Leadership  

High level requirements 

47. This section provides a high level Specification of required learning content that are              
aligned to the needs of individuals at each stage of their leadership and management career. 

48. The Contracting Authority are looking for an innovative partner, with a high level of               
understanding of current and emerging leadership and management development thinking to           
work alongside Civil Service Leadership Academy (CSLA). CSLA expect the Contractor to            
work closely to deliver real change in management capability in an innovative, flexible, and              
cost effective model.  

49. Providers will need to work closely with the CSLA to develop and/or deliver learning to                
senior civil servants, talent pipelines and support transformational change across and within            
departments, throughout the UK, as well as internationally. 

50. The Service Provider will be required to deliver Crown IP learning content and develop               
new blended learning content to support ongoing enhancements based upon experience of            
working with similar organisations and feedback from users.  
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High level outputs  

51. In respect of requirements as detailed below the provider shall: 

● Observe and take into account parallel work streams’ protocols and procedures when            
developing and maintaining the learning products. 

● Work with other providers developing learning products for Common Curriculum to           
ensure all learning products are compatible and provide a seamless user journey for             
the learner across the whole curriculum. 

● Work with CSHR to design and support a learner access the appropriate learning to              
meet their needs which align to the expected outcomes of the learning product. The              
process should also support suitable contracting with line management to identify           
measurable outcomes for the learner and the business has been undertaken. 

● Work in partnership with CSHR and a nominated steering group or board            
representing business users for design, development and evaluation. First point of           
contact for the provider will be the nominated CSHR learning consultant. 

● Develop with CSHR, multi-purpose learning products which can be used flexibly for            
all learners at all of the levels indicated. 

● Develop cost effective learning that achieves a level of behavioural change and            
performance improvement which is designed in accordance with evidence based          
practice to best leverage accessibility, geographical, and technological constraints. 

● Provide sufficient resources, including an effective project management resource, to          
ensure successful delivery of pilot programmes to meet agreed timescale. 

● Deliver updates to existing (Generic and Bespoke) learning products.  

52. Learning interventions will be required to:  

● Support individuals new to role/level where the learning needs to provide           
development for the core requirements of individuals or managers transitioning into           
the role;  

● Support the necessary step change in skills and behaviours required of managers for             
those individuals currently in role/at level looking to progress. Therefore addressing           
the management capabilities required to be effective now and for the future. 

● Define what success looks like at each level and build the skills and behaviours              
needed to be successful and meet expected standards for the level of responsibility.             
This will also help to define consistent behaviours and a common management            
language for managers in the Civil Service. 

 

Management Essentials 

High level requirements 

53. The overall requirement is for the Contractor to develop and deliver blended learning              
products for management development for Civil Service Grades from AA to Grade 6/7.             
These products shall form a large part of (but may not be confined exclusively to) the                
Common Curriculum and sit within the CSLA portfolio. 
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54. Common learning requirements for introductory management, team leader and specific           
line management skills will include topics such as: 

● Performance management / performance development 
● Objective/goal setting 
● Development planning 
● Giving feedback 
● Having constructive conversations 
● Coaching skills for managers 
● Team building - including leading remote teams, diverse teams and creative teams  
● Team learning 
● Managing change 
● Equality, Diversity and Inclusion 
● Engagement  
● Resolving conflict 
● Discipline and guidance 
● Attendance management 
● Mental Health 
● Team Resilience 

  

55. The Contractor shall deliver existing Crown IP materials, actively participating in their             
evaluation and continuous improvement. 

56. They will support the ongoing development of curriculum to meet common cross Civil              
Service needs. Using the latest research to identify how best to design learning in the most                
appropriate way to support individuals to apply learning in the workplace, accessing when             
they need it.  

57. The provider shall: 

● Provide for those transitioning into role a defined learner journey (Transition           
Programme) to address the requirements of the role at the level indicated. 

● Provide for those in role/at level a recommended learner journey to address the             
capabilities required to be an effective manager now and in the future. 

● Design in collaboration with CSHR policy leads and department/professions to          
embed the learning into the workplace. 

● Design in collaboration with CSLA a process to support the learner journey: help             
develop innovative and collaborative approaches to work-based learning; learner led          
learning (e.g. online materials and “how to” guides, e-learning, work-based projects,           
discussion forums and learning sets) and one to one activities. 

● Include input of external best practice (for example. case studies and/or innovative            
work-based options involving the wider public sector / 3rd Sector/ private sector) into             
delivery of modules and the options of giving participants access to other industries             
and delegates from other organisations. 

● Develop guidance material for learner and line manager on the effective use of the              
learning products. 
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● Develop processes for monitoring and evaluating the progress of the learning journey            

working with CSHR Analysis and Research and digital team. Implement an           
evaluation process, which takes into account achievement of success by individual           
learners, business impact and return on expectations (ROE).  

● CSLA design learning and deliver events for Senior Civil Servants as they transition             
to new leadership responsibilities. These are generally delivered by senior leaders           
but may require facilitators to support the events. 

● Additional products to address emerging leadership challenges will be required to be            
developed in collaboration with CSLA as required. The learning products needed to            
support the leadership challenges may be specific to particular client groups or to             
address broader organisational wide issues. The Contractor shall therefore be          
flexible and responsive to emerging needs. 

  

High level outputs: 

58. The Service Provider shall: 

● Deliver updates to existing (Generic and Bespoke) learning products. Products will           
be delivered by the learning Service Provider as soon as detailed specifications            
become available.  

● Develop with CSLA, multi-purpose learning products which can be used flexibly for all             
learners at this level. 

● Design in collaboration with CSLA, learning modules, Action Learning and events to            
support the learning transfer. 

● Design in collaboration with CSLA activities post-programme to embed the learning           
into the workplace. 

● Design in collaboration with CSLA a process to support the learner journey. For             
example help develop innovative and collaborative approaches to the work-based          
projects; social learning; supporting learner led group work (e.g. learning sets) to            
build a supportive network across Government and one to one activities.  

● The provider will design processes to ensure collaboration with CSLA regarding           
necessary facilitation of events. 

● Design in collaboration with CSLA a series of development modules for those in role,              
to address specific leadership challenges and different contexts. 

● Include input of external best practice (e.g. case studies and/or speakers) into            
delivery of modules and the options of giving participants access to other industries             
and delegates from other organisations. 

● Develop guidance and marketing material for learner and line manager on the            
effective use of the learning products. 

● The provider will design processes to ensure collaboration with CSLA regarding           
necessary facilitation. 

● Provide tools to assess capability and identify development needs to establish           
standards of effective performance and suitable learning to meet their needs. 

● Provide for those in role/at level a recommended learner journey to address the             
capabilities required to be an effective leader now and in the future. 
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● Design in collaboration with CSHR interventions that enable help to meet specific            

departmental or profession/functions leadership challenges.  
● Include input of external best practice (e.g. case studies and/or speakers) into            

delivery of learning events and support materials.  
● Design in collaboration with CSHR relevant activities to gain experience in other            

sectors and garner best practices from large and complex commercial businesses.           
For example; job swaps, shadowing, etc 

● Develop guidance material for learner and line manager on the effective use of the              
learning products. 

● Develop processes for monitoring and evaluating the progress of the learning           
journey. 

● Implement an evaluation process, which takes into account achievement of success           
by individual learners, business impact and return on expectation (ROE).  

  

Senior Leadership development and supporting board effectiveness 

59. The overall requirement is for the Contractor to develop and deliver high quality blended               
learning products for leadership development of Civil Service Grades 5 and 3 (Deputy             
Director and Director), Director Generals and Permanent Secretaries and development for           
members of boards. The offer must be aspirational and have partners who are recognised              
leaders in the field of senior leadership development in the market. All learning developed              
for the Civil Service will need to be Crown IP. 

60. CSLA are looking for an innovative partner with a high level of understanding of current                
and emerging leadership thinking, who can work alongside CSLA. CSLA expect the provider             
to deliver real change in leadership capability working with boards to lead transformation in a               
cost effective way. 

61. Additional products to address emerging leadership challenges will be required to be             
developed in collaboration with CSLA as required. The learning products required to support             
the leadership challenges may be specific to particular client groups or required to address              
broader organisational wide issues. The leadership challenges faced may be short-term and            
transitory in nature and therefore the Contractor will need to be flexible and responsive to               
emerging needs. 

 

Personal effectiveness 

62. Personal effectiveness learning is any topic designed to support personal development            
rather than leadership and management capability. This covers a diverse range of common             
learning needs which have been identified as required by many departments. The Civil             
Service behaviours framework sets out the core behaviours needed across the Civil Service. 

 

 

 

18 Learning 2020 Specification 

https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/717275/CS_Behaviours_2018.pdf
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/717275/CS_Behaviours_2018.pdf


 OFFICIAL SENSITIVE 
 

High level requirements 

63. In addition to the curriculum for Senior Civil Servants, there is a requirement to maintain,                
develop, and deliver blended learning products for Civil Servants of all grades. 

64. CSHR/CSL are looking for an innovative partner with a high level of understanding of               
what makes great learning. All learning must meet accessibility requirements and the            
required technical specifications for our digital learning platform. A strategic and innovative            
approach to evaluation and informal learning is highly desirable. 

65. Providers will need to work closely with ODD&L, profession leads and departments to              
develop and/or deliver learning to meet business needs. The partner should support            
continued innovation with a high level of understanding of current and emerging thought             
leadership. 

66. Common learning requirements for personal effectiveness will include topics such as: 

● Assertiveness  
● Emotional intelligence  
● Complex problem solving  
● Time management 
● Decision making 
● Communications  
● Health and Safety  
● Records management 
● Diversity and inclusion ranging from unconscious bias and legal responsibilities to           

positive action learning events and programmes  
● Policy skills, working in government, EU and communications skills to promote work            

to stakeholders 
● Data, analysis and other analytical professions 
● Essential skills, customer service 
● Compliance and mandatory learning 
● Negotiation and influencing  
● Facilitation skills 

Awareness level introduction to subject specialisms, through working closely with          
professions to ensure the right standards e.g.: 

● Finance 
● Digital and technology 
● Commercial 
● Project delivery 
● Legal 
● Analysis of evidence 
● EU and international work 
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Higher Level Outputs: 

67. The Service Provider shall: 

● Deliver updates to existing (Generic and Bespoke) learning products. Products will           
be developed by the learning Service Provider working with stakeholders and signed            
by the relevant board to develop detailed specifications and a suitable learning            
delivery model to meet needs. 

● Develop with CSHR, multi-purpose learning products which can be used flexibly for            
all learners at this level.  

● Design in collaboration with CSHR, learning modules, Action Learning and events to            
support the learning transfer. 

● Design in collaboration with CSHR activities post-programme to embed the learning           
into the workplace. 

● Design in collaboration with CSHR a process to support the learner journey. For             
example help develop innovative and collaborative approaches to the work-based          
projects; social learning; supporting learner led group work (e.g. learning sets) to            
build a supportive network across Government and one to one activities.  

● The provider will design processes to ensure collaboration with ODD&L regarding           
necessary facilitation of events. 

● Design in collaboration with CSHR a series of development modules to meet            
common needs across the civil service. 

● Include input of external best practice (e.g. case studies and/or speakers) into            
delivery of modules and the options of giving participants access to other industries             
and delegates from other organisations. 

● Develop guidance and marketing material for learners and line managers on the            
effective use of the learning products. 

● The provider will ensure that Crown IP learning is maintained and high quality             
facilitators are assigned to deliver learning, including ensuring they have relevant           
experience and subject matter expertise. 

● Provide tools to assess capability and identify development needs to establish           
standards of effective performance and suitable learning to meet their needs. 

● Design in collaboration with CSHR relevant activities to gain experience in other            
sectors and garner best practices from large and complex commercial businesses           
(e.g. case studies and/or speakers) into delivery of learning events and support            
materials.  

● Develop processes for monitoring and evaluating the progress of the learner. 
● Implement an evaluation process, which takes into account achievement of success           

by individual learners, business impact and return on expectations (ROE). [See           
Annex XX for evaluation strategy].  
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Assessment tools  

68. This paragraph describes the requirement for feedback and assessment tools including            
360⁰ feedback, psychometrics and other similar tool requirements that the Supplier shall be             
obligated to fulfil as part of the delivery of the contract. 

69. The Supplier shall be able to support a range of feedback tools such as 360° feedback                 
tool, psychometric, ability and capability assessments to support learner. This includes the            
deployment and administrative support to enable users to access those tools across different             
IT systems with alternative options where online access is not possible. 

70. The Supplier shall provide access to reports and, where required, access to suitably              
qualified personnel to support the feedback process. This might include bespoking or            
personalising content/questions/feedback topics within the tool; following up where         
contributors have not responded; handling user queries and questions regarding use of 360⁰             
tool and production of high quality management information and analysis. On award of             
contract the Contracting Authority will require assurance regarding the following: 

● Integrity of data access and storage (web based security). 
● GDPR requirements (names and email addresses and demographic information). 
● Alternative options (paper/fax) where email/on-line access is not possible. 

71. The cost of supplying and / or administering these tools when they are used as part of a                   
development programme will be covered through the price of the relevant course or product              
for which they form part of the blend. When used on a standalone basis, or in association                 
with executive coaching, they will be charged at cost. 

The Contracting Authority reserves the right to source alternative tools for specific purposes             
other than through this contract. 

 

Section D Learning commodities and qualifications 
Provision of commodities  

High level requirements  

72. The Service provider will be able to offer access to a wide range of specialists who                 
deliver their own learning offer to training and qualifications to provide high quality learning              
interventions either as closed programmes (only open to the department or professional            
group that has booked them) or public courses (which are run by independent suppliers              
across the UK).  

This service will not include apprenticeships.  

High level outputs  

73. The provider shall: 

● Offer a route to market that enables users to procure learning provision where a core 
offer does not meet needs.  
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● The offer should include ‘off the shelf’ learning products which meet the quality 

standard.  
● Enable learners to access a wide range of qualifications which are through 

recognised awarding bodies.  
● Work with academics and collaborate with industry to provide high quality learning 

solutions that offer value for money.  
● Engaging with a range of small and medium enterprises to support delivery to be able 

to access specialist providers [See para xx - 51% SME].  
● Access to accredited programmes via recognised professional bodies. 
● Ability to manage contractual arrangements with providers, managing the relationship 

with providers to ensure high quality and reducing duplication of design and 
development of new provision to ensure value for money. 

● Invoicing departments monthly and paying providers within Government agreed 
timescales. 

● Provide data on department and profession requests on a monthly basis and working 
with the Contractor and relevant board to identify trends opportunities for efficiencies, 
standardisation and to learn from the best.  

● Implement a strong Quality assurance process that enables complaints to be 
managed and remove poor performing providers.  

● Provide contextualisation of closed courses to reflect the context of the learners.  

 

Section E - Learning consultancy  
High level requirements  

74. The Supplier will contract with a range of expert learning consultants that can support               
Departments and Professions access the right level of expertise to provide expertise in             
learning design and delivery providing a range of services from the development of a              
learning strategy or transformation programmes to supporting department or profession          
specific learning delivery that is not needed by other professions or departments.  

 

High level outputs 

75. The Supplier shall: 

● Contract with a range of consultants to meet the varied consultancy services needed 
to support department build capability. 

● Strategic learning consultancy services to support transformational change 
programmes (inclusive of project management, learning design, quality assurance, 
delivery etc.)  

● Support departments and professions develop learning strategies and assess 
capability requirements and skills gaps. 

● Targeted consultancy service to develop and deliver department or profession 
specific learning interventions.  

● Collection of management information and Analysis of  consultancy usage and 
requirements to support the development of common learning needs which will 
minimise duplication of provision (across departments and professions) and inform 
decisions of the curriculum board. 

● Development of professional standards and skills frameworks working with 
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professional bodies. 

● Support for departments to evaluate the business impact of learning. 
● Evaluate the quality and delivery of the services of each individual consultant to 

ensure the support is of the right quality and offers value for money.  The Supplier will 
add or remove providers in agreement with the Contracting Authority. 
 

[Add Annex XX Case studies with details of specific examples of learning consultancy             
and how it would be managed through a SI]. 

 

Section F Professional expertise and support services (including        
expert facilitation, coaching, speakers) 
Professional expertise and support services  

76. In addition to working with CSHR to deliver a centrally managed common learning offer               
the following services are required: 

● Executive coaching  
● Access to thought leaders to speak at events  
● Access to experienced facilitators to support the delivery of Crown IP learning events  

 

Executive Coaching 

High level requirements  

77. CSHR want a community of experienced executive coaches that can work alongside the              
internal coaching provision for the Civil Service.  

78. Executive coaches should be professionally qualified and have relevant experience of            
supporting senior leaders in large-scale complex organisations. There should be coaches           
who can provide Team/Board coaching and facilitation of events to support team            
development and behavioural change. External executive coaching (paid for) will be for            
senior leaders (Deputy Director to Permanent Secretary level) in the Civil Service.  

79. The Supplier should establish a framework that will enable new coaches to be added               
and removed as required in accordance with agreed standards. Standards to be agreed             
between CSL and the Supplier. The Supplier will gather management information and            
evaluation data to ensure coaches continue to meet the required standard and to assess the               
impact of coaching on business performance.  

[Further details of the Coaching Strategy is to be added in Annex ] 

  

High level outputs 

80. The Supplier shall offer: 

● One to one executive coaching for senior leaders with named coaches which are             
agreed by the authority. 
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● Coaching supervision by qualified coaching supervisors (accredited by a recognised          

awarding body). 
● Team coaching for management teams. 

81. CSHR are working with digital services to develop a database to enable users to identify                
suitable coaches and book either internal coaches or coaches via an external provider. The              
provider may need to provide supporting technology to enable booking and payment of             
services.  
82. Recruit qualified (ILM7 or equivalent), experienced, named individuals who undertake           
regular, professional supervision and are members of a professionally recognised coaching           
body e.g EMCC or ICF.  

83. Provide a support service for users to be able to raise questions and help manage the                 
booking process to ensure they get the right coach for them.  

84. Work in collaboration with CSL internal coaching team to provide regular CPD events for               
coaches to share their expertise and practice skills, bringing together internal coaches with             
external coaches. This will be arranged by the Contractor, but coaches will participate             
offering their time free.  
 
85. Those involved in executive coaching in Government (external and internal coaches) will             
be invited to a wider meeting/conference from time to time to explore the systemic issues               
and themes emerging from their executive coaching (within the limits of client confidentiality).             
This could be supplemented by a closed discussion forum hosted electronically and will seek              
to expose cultural and organisational issues, which might be addressed by other            
interventions. 

86. Provide monthly management information on usage across the Civil Service to inform             
wider learning initiatives and cultural insight.  

87. Ensure all coaches meet minimum agreed accreditation standards and maintain their            
CPD including arranging their own supervision as part of their CPD at their own expense. 

Facilitation services  
 
High level requirements 
  
88. The Supplier will provide access to highly skilled learning facilitators to support 
department and team initiative and to support internally design curriculum  to be delivered. It 
is expected that facilitators will be needed to support a full range of learning solutions, 
including, but not limited to: delivering skills workshops or leadership development, 
facilitating senior board events, and designing and running team events. Facilitators may 
need content as well as process expertise, and we will expect a good understanding of the 
Civil Service and public sector context and/or leadership development expertise relevant to 
the public sector.  
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89. We would therefore expect to be able to access a range of facilitators to meet the 
differing requirements, for example experts in facilitating senior leaders to support running 
immersive events in conjunction with internal subject matter experts.  
 
 
 
High level outputs  
 
90. The Supplier shall: 

● Recruit and monitor the standard of each facilitator, adding or removing facilitators to 
ensure the Civil Services needs are met.  

● Provide a mechanism for users to search and select from a list of facilitators, which 
will include details of their experience as a facilitator, day/half day rates, any subject 
matter expertise, and availability by region.  

● Offer price bands depending on facilitation experience and complexity of facilitation 
requirements. 

● Work in partnership with internal learning teams or business units to design 
interventions and deliver team events when needed, for example team building 
events. 

● Implement a quality assurance process to monitor standards, and produce regular 
reports for the relevant board(s). 

● Gather management information for review by relevant boards and to inform 
continuous improvement of learning services.  
 

 
Access to specialist speakers  

High level requirements 

91. The Contractor requires the ability to  engage high quality speakers who are experts and 
thought leaders to speak at events and support delivery of programmes.  This could include 
Breakfast events for talent groups, guest speakers on leadership programmes, 
masterclasses or conference events for department or professions.  

Section G - Service Integrator  
92. The Service Integrator will be the single point of contact for the user to book paid for 
learning and to deal with customer enquiries and complaints.  The Supplier will also support 
CSHR to ensure spending controls are applied.  

Booking and customer support  
 
High level requirements  

93. The Supplier shall manage all aspects of the booking process including handling all 
product related enquiries and accepting individual and group bookings. Firm bookings 
should only be accepted if accompanied by relevant financial approval. 

25 Learning 2020 Specification 



 OFFICIAL SENSITIVE 
 

High level outputs 

94. The Supplier shall provide the following: 

● Confirmations (you are on this course; you are on a wait list, etc.) these shall be sent 
automatically and immediately following a booking. 

● Redirection (this course is full; the next date is…; the next date at this location is…; 
an alternative is e.g. eLearning/website resources) – information shall be sent within 
24 hours where a booking cannot be accepted. 

● Joining instructions shall be sent in advance (period to be determined post award) 
and should include key information such as a welcome letter, programme/timetable, 
map, venue information, what ID is needed at that venue and, requesting the learner 
to identify any special needs/reasonable adjustments. 

● Pre-course work – details shall be sent at an appropriate time, sometimes in advance 
of the joining instructions, dependent on the work required.  

● Key data relating to bookings; the Supplier shall also have a unique identifier 
mechanism to distinguish between different individuals with the same name. 

● Contingency arrangements, these shall be set out for key risk areas such as the last 
minute illness of a trainer, last minute changes to a venue and managing courses 
during severe disruption e.g. adverse weather or planned disruption to travel. 

● Booking functionality that works with the Civil Service learning platform to provide 
clear and accurate information about curriculum products, surrounding information, 
be consistent with the Contracting Authority brand and link to the Contracting 
Authority learning platform. 

● Provide personalised learner support, creating new ways to engage learners making 
use of behavioural insights to engage the learner and support learners to apply 
learning in the workplace.  

● If the learner or department cancels 2 weeks or less from the start date of the 
programme then the learner and / or department will be liable for any cancellation 
cost. The exact cancellation terms will be agreed post contract.  Where alternative 
use of that trainer / venue can be found, the Supplier shall waiver or reduce the 
cancellation terms. The mechanism for this will be agreed at post contract briefing. 

● To reduce postponement rates of any courses the supplier shall inform the 
Contracting Authority of delegate booking numbers at 4 weeks before the start of the 
course. The Supplier shall work with the Contracting Authority to agree marketing 
strategies to ensure full occupancy of courses. 

● Postponement rates will be one of the measures in the contract. 
● If the learner or department cancels 2 weeks or less from the start date of the 

programme then the learner and / or department will be liable for any cancellation 
cost. The exact cancellation terms will be agreed post contract.  Where alternative 
use of that trainer / venue can be found, the Supplier shall waiver or reduce the 
cancellation terms. The mechanism for this will be agreed at post contract briefing. 
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Venue booking  

High level requirements 
95. The Supplier is required to provide venues for face to face courses and location 
requirements that the Supplier shall be obligated to fulfil as part of the delivery of the Civil 
Service Learning contract. 

96. It is the intention that the Supplier delivers the course component of any product at the 
most suitable and cost effective venue. The Supplier shall ensure the price reflects the 
venue being used, for example, London non-Government estate is expected to be more 
expensive and non-Government estate outside of London is expected to be less expensive. 

 

High level outputs 

97. The Supplier will provide the best value for all venue bookings through: 

● Consulting the shared facilities register 
https://e-pims.cabinetoffice.gov.uk/FMSGSGov/Login.aspx?ReturnUrl=%2fFMSGSG
ov (check this is the latest/right one for externals) is a list of meeting and events 
space across Government Estate which can be used free of charge. The register is 
owned and managed by the Government Property Unit (GPU) within the Cabinet 
Office and provides host Departments’ contact details of the local administrator to 
enable rooms to be booked, subject to availability. 

● For courses delivered for specific Departments (closed courses), the Department 
may make their premises available. If the Department does supply the venue, this will 
be free of charge. 

● Other than when government estate has been provided free of charge the price for 
courses should include the cost of the venue and the Supplier should assume that 
the vast majority of open courses and some closed courses will fall as part of this 
category. 

● The Supplier can use their own estate if it is suitable and provides value for money.  
● Most courses will be non-residential although there will be some exceptions in longer 

leadership or professional development programmes. 
● Residential courses may be run at locations that are cost effective in terms of 

travelling expenses and will be subject to minimum standards.  The Supplier will need 
to include in the delegate rates the costs for Travel and Accommodation of the 
trainers and the cost of the venue for delegates. 

● The Supplier shall be liable for costs associated with venues including transport of 
materials to and from the venue and provision of consumables. 

● The Supplier shall ensure that refreshments can be made available at each venue 
(hot drinks, drinking water, and cups.) The cost of refreshments will be included in the 
delegate price. 

● Where the venue or event makes it necessary, lunch may be required for the group 
with the cost covered in the delegate price. For block bookings that are facilitated 
with Departments, they should be given the choice as to whether lunch is provided 
and the cost of the course should be adjusted accordingly.  

● The Supplier shall arrange any special requirements and or reasonable adjustments 
for learners with special needs.  If an event is held on government estate the Supplier 
shall liaise with the estates contact to ensure needs can be met. 
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Customer service and helpdesk  

High level requirements  

98. This following customer service and helpdesk requirements that the Supplier shall be 
obligated to fulfil as part of the delivery of the Civil Service Learning contract. 

99. The Supplier shall ensure that they work with the Contracting Authority to take down all 
barriers to learning. The overall customer experience needs to be exceptional in order to 
encourage Civil Service to learn and this is particularly true for the Senior Civil Service.  

High level outputs  

100. The Supplier shall: 

● Provide communications to delegates through their learning journey that make the 
Contracting Authority’s offer easy to use, by providing high quality joining instructions. 

● Look for opportunities, through communications, to continue to build a culture of 
learning through every customer touch point. 

● Deliver a high quality customer experience in response to all queries and complaints, 
demonstrating expertise in the curriculum and a willingness to please the customer.  

● Provide a high quality digital booking system that interfaces with the front end Digital 
Service that the Contracting Authority is currently building. 

● The Supplier shall provide a first line helpdesk and telephone service for users to 
advise on all services provided for learners via the learning platform. 

● The type of queries that the Supplier shall answer, will include but not be limited to: 
○ Users experiencing difficulties registering. 
○ Users experiencing difficulties accessing e-learning programmes. 
○ Users experiencing difficulties assigning line management permissions. 
○ Queries from users regarding lost or forgotten passwords. 
○ Queries from users about their learning records. 
○ Queries from users regarding certification courses. 
○ Queries from users regarding how to book face to face courses. 
○ Programme and course specific questions. 
○ General queries about the digital platform. 
○ Informing users of service issues. 

● Answering basic queries relating to technical access and content. Escalating 
technical queries to the appropriate team and monitoring that issues were resolved.  

●  If the Supplier receives queries not directly related to the Service delivery or where 
the Contracting Authority intervention may be required (e.g. those relating to the 
Contracting Authority strategy, policy and curriculum content), the Supplier shall 
redirect such queries to the most appropriate organisation e.g. the Contracting 
Authority, Department, learner’s line manager. The Supplier must liaise with other 
Contracting Authority partners (e.g. digital learning content providers, hosting 
services, technical developers) to ensure that (all technical / IT-related) queries are 
resolved promptly, effectively and to the satisfaction of the learner. 

● The Supplier shall ensure at all times that the technological expertise, equipment and 
other resources (including staffing levels) are sufficient to offer the learner at all 
times, a continual and reliable support service. This service shall include a technical 
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help desk facility and a single point of contact for the purpose of escalating any 
service-related complaints or other service issues that may arise throughout the 
contract period.  

● The helpdesk service must be available between 08.00 and 18.00 Monday to Friday 
(excluding bank holidays). The Contracting Authority will keep these hours under 
review and these may be subject to change. 

 

Engagement with departments and professions 

High level requirement 

101. The Supplier shall work effectively across the Civil Service, which is made up of a                
number of complex and diverse organisations. Engagement with the Contracting Authority,           
Departments and Professions is integral to the Civil Service Learning requirement. 

102. As part of the proposed governance structure the Contracting Authority will establish             
clear board responsibilities and identify sponsors and subject / department leads to support             
in the development of any new learning.  

103. This engagement time will NOT be regarded as chargeable at the design rate. 

104. The Supplier shall work with the Contracting Authority and, where appropriate,            
Departments and Professions to arrange schedules of face to face training. 

105. The Supplier helpdesk shall be the first port of call for all telephone and email enquiries                 
by individuals about products, particular courses and payment/ invoice queries. 

106. The Supplier shall work with Departmental and Professions L&D co-ordinators, who will             
book delegates onto learning as a block booking. The Supplier shall work with Departments              
and Professions to contextualise learning so that is more specific to their environment,             
manage delegate attendance and manage any enquiries. 

107. Where events are run on government estate the Supplier shall connect with the              
nominated department representatives on room availability, logistics (booked names at the           
door for access, storage of materials, equipment issues) and dates. 

108. The Supplier shall only involve the Contracting Authority where there is some difficulty              
they cannot resolve directly and we would expect those instances to be rare. 

Contract Management will be undertaken by the Contracting Authority, supported as           
appropriate by advisers (such as The Agent, Crown Commercial Services). 

 

Marketing and communications  

109. This subsection describes the mandatory marketing, supplier communications,         
customer experience and insight requirements that the Supplier shall be obligated to fulfil as              
part of the delivery of the Civil Service Learning contract. 

110. The Supplier shall provide appropriately skilled communications resource to: 
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● Maintain active communications with all those working within the Supplier’s          

organisation and supply chain and to ensure all parties are kept up to date with               
developments. 

● Ensure regular co-ordination of communications with the Contracting Authority and          
other delivery partners working for the Contracting Authority. 

● The Supplier shall provide appropriately skilled support to work with the Contracting            
Authority to provide a reactive media service where required. 

111. The Supplier shall provide appropriately skilled marketing and insight resource to do the              
following: 

● Provide input and insight to ensure that the total customer experience is exceptional,             
particularly where the customer (learner) is engaging with more than one contracted            
provider. This should include customer journey mapping expertise to ensure that all            
aspects of customer experience are properly considered, and appropriate user          
testing and insight is incorporated in all requirements. 

● Ensure consistent application of branding, including visual identity and maintaining          
the Contracting Authority style and tone of voice (or development of alternative            
branding approaches for different customer groups, e.g. SCS, as required). This           
should be applied to all course materials, customer communications, classroom          
signage and IT. 

● The Supplier shall provide marketing expertise to generate insight-led promotional          
activity to incentivise and motivate learners to take up individual products, the activity             
needs to follow all relevant marketing expenditure controls processes and the           
supplier shall work with the Contracting Authority to ensure compliance. 

● Support the development of appropriate marketing activity including materials (e.g.          
design and production of conference stands, video material, leaflets, brochures etc.)           
as required to promote learning, behaviour change or particular products. This will            
need to be consistent with the Contracting Authority branding and style guides. 

● The Contracting Authority may have a requirement to provide some sort of            
paper-based course directory. 

  

Transition arrangements  

On award of the contract … 

To be inserted 
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Insert reordered and labelled Annexes. 

 

Annex  

Management Information and Evaluation 

We'll provide on request detail on what fields providers should be collecting about learning 
activities, since this detail won't be necessary for a tender (typically being handled in call-off 
discussions). Suppliers need to report to CSL learning transactions and evaluation 
responses at the individual transaction/responses level, in near real time via API and to 
departmental, professional and other customers via API at the transaction level and via 
broadly accessible online platforms (eg PowerBI, Insight, Sharepoint) as finished reports and 
transactional data (separately). It will be providers’ responsibility to ensure broad 
compatibility between customers infrastructure and their chosen platforms. 

Learning transactions include bookings and attendance of classroom based learning, 
engagement with online learning events and accessing online resources. Transaction 
reporting needs to reflect latest status (for example if a booking is updated, cancelled, if 
learners attended or not, how much of a video a learner watched, how long they spent on 
specific online content) and needs to facilitate reporting at multiple levels (e.g. event, topic, 
programme, curriculum area, department, sub-department, profession, function) and meet 
departments’/professions’ needs in terms of describing approval and payment routes and 
status. 

Providers will be responsible for issuing online evaluation surveys: 

● To learners within 24 hours of engagement with learning (this will be a full survey for 
classroom-based learning or analogous online content, or a significantly lighter touch 
survey for shorter interventions like reading a document or watching a video). 

● To learners after they have had an opportunity to apply the learning (probably around 
2 months after completing a topic) for more substantial learning interventions. 

● To line managers and/or others to provide feedback on learners after learning has an 
opportunity to affect performance (probably 3-6 months after completing a topic or 
programme) for high impact interventions, eg programmes. 

The provider will also work collaboratively with CSL, Departments and Professions to design 
and implement bespoke evaluation when required. 

These evaluations will be used to generate insights on event and provider performance, 
including for reporting of delivery against service level agreements, necessitating sufficient 
volumes of responses each month that reporting against the contract overall is robust and 
credible: the target response rate is therefore 50% for 24hour surveys with an aspiration of 
67% and a critical threshold of 33% (ie contractors should show activity targeting a 67% 
response rate, with service credits applicable if in a reporting cycle the response rate falls 
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below 50% and the credibility of reporting considered invalid if response rates fall below 
33%). Please detail the processes that you will have in place to ensure the required 
response rates will be met. 

A commitment to continuous improvement and innovation is required, through piloting new 
approaches to evaluation. Bidders are invited to detail how they will demonstrate innovation 
regarding evaluation. 

We reserve the right to appoint a third party to deliver reporting and/or evaluations, and or to 
require contractors to report on behalf of other learning providers (including CSL), giving 
them full access to the information above and any further information required to support this 
service, with appropriate protections in place to prevent commercial or other conflicts 
becoming a barrier to the effective delivery of this service. Contractors will not be required to 
maintain reporting or information gathering routes where these are made redundant by the 
appointment of a third party. 

All data needs to be timely (near real time, including for attendance data), accurate and 
consistently formatted (i.e. only departing from agreed file formats, variable formats, variable 
headings etc with prior approval by CSL’s MI team). 

We reserve the right to amend what information contractors collect and report (and how they 
do so) over the life of the contract, including but not limited to testing alternative evaluation 
approaches for subsets of learners and/or including additional fields in booking forms and 
learning reports. 

Report customers 

Customers for reporting currently include department and profession learning leads (the 
latter reporting both on content associated with their profession and learners associated with 
their profession) and CSL MI, customer, content, supplier management, continuous 
improvement and leadership/strategic teams. 

Learning Transactions 

Data should be able to be exported on a monthly basis by department (and 
profession where relevant)  

● Which individuals are completing what learning. 
● Number started learning.  
● Number completed learning (where programmes number completed each 

module). 
● Dates started learning journey. 
● Workshop dates with number who booked and number who attended. 
● Separate lists by open events and closed events. 

  

32 Learning 2020 Specification 



 OFFICIAL SENSITIVE 
Future development and analysis  

Departments and professions are keen to know more about our learners, including grade, 
profession and potentially protected characteristics (see list).  
At present the current learning platform does not collect any information not necessary in 
order to deliver learning.  In order to develop our ability to analyse accessibility and Equality 
Impact of our learning offer we may require providers to work with us to identify suitable 
method/s to collect data and analyse the experience of learners from different backgrounds.  

Essential requirements 

● Provision of an online evaluation tool for learners and their managers provide 
feedback on the impact of learning in the agreed format as per the evaluation 
strategy. 

● Accuracy and completeness of data provided by suppliers from all sources. 
● Providing data outputs that can feed into Power BI to provide one source of data for 

departments and professions.  
● Support for departments of professions to assess learning impact beyond learners' 

immediate impressions of different types of learning. 
● [Ensure in evaluation requirements - produce reports for Curriculum and Continuous 

Improvement board to determine how learning could be improved ] 

Optional additional services that could be offered to departments  
● Consultancy service to support departments/professions conduct in-depth analysis 

on learning impact on business performance. 
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Annex 
Professions and Functions  
 
 
Introduction 
Increasingly the professions and functions agenda is growing across the Civil Service. 
Segmenting the organisation by profession assists engaging Heads of Profession (HOPs) 
more effectively and for HOPs to better support and manage the career development and 
succession planning to build professional capability. 

Definitions of Functions and Professions 

In the Civil Service, the terms ‘function’ and ‘profession’ are sometimes used 
interchangeably, but in fact they mean different things and it is important that the distinction 
is clear. A function delivers services through roles, standards and processes. A 
profession is a collection of individuals with similar expertise. More detailed 
definitions are provided below: 

A function delivers a defined and cross-cutting set of services to a department – and the Civil 
Service as a whole – through a collection of roles. Strong central leadership within a function 
sets the standard for quality of delivery in departments (and in the central function where 
delivery elements have been centralised). 

The functional centre is responsible for shaping strategy, influencing the operating 
environment, providing coordinated service delivery, setting and embedding standards, 
providing clarity over decision making, tracking delivery, monitoring risk and providing 
assurance, building and deploying capability, and managing talent. Delivery of core services 
in a function will include a range of skills beyond the profession directly associated with the 
function. 

A profession is a group of individuals with common professional skills, experience and 
expertise. In many cases the profession may be linked to a professional body that regulates 
membership and governs accreditation. The profession provides a career anchor for 
individuals, and may also have a body to guide professional development and progression. 

Individuals may align to one or more professions, but will usually have a core professional 
anchor. A professional may not always work in the function directly associated with their 
profession, and not all professions link directly to the Civil Service functions. 

For example – The HR function is made up of roles and activities that deliver HR services. 
To do this requires a wide set of skills found in a range of professions, e.g. commercial skills 
to work with third party suppliers, business planning and finance skills, operational delivery 
and administration to manage customer queries and payroll, as well as deep HR expertise to 
lead and deliver people strategies. The individuals working in the HR function that are part of 

34 Learning 2020 Specification 



 OFFICIAL SENSITIVE 
the HR profession will have specific HR expertise and often be members of CIPD and/or 
have equivalent professional experience. HR professionals may also work in other functions. 

Background  
 
The Civil Service Strategic Workforce Plan directs professionalisation of the Civil Service 
through “professions”.  There are currently 28 professions in government, and this number is 
likely to grow. Professions are groups of individuals with shared professional skills such as 
HR, law or finance.  By comparison, “functions” are structured organisations that provide 
services to departments, and can therefore contain a mix of professions. There are thirteen 
functions; most have a corresponding profession. Often these terms are collocated, but this 
document will solely refer to professions due to their distinctive needs.  
 
Functions 
 

Commercial Finance Legal 

Communications HR Project Delivery 

Corporate Finance Internal Audit Property 

Digital Analysis Security 

Fraud, Error, Debts and Grants   

 
Professions 
 

Corporate Finance Operational Research Science and Engineering 

Economist Planning Social Research 

Intelligence Analysis Planning Inspectors Statistical 

Knowledge and Information 
Management 

Policy Tax 

35 Learning 2020 Specification 



 OFFICIAL SENSITIVE 

Medical Psychology Veterinary 

Operational Delivery Security Commercial 

Communications Finance International Trade 

Legal Project Delivery Internal Audit 

Property HR Counter Fraud 

Digital, Data and 
Technology 

  

 
Most professions are coordinated by a central team, consisting of a Head of Profession, a 
Capability Team and Heads of Learning. Each profession varies hugely in size, from 
213,455 in the Operational Delivery Profession to 160 in Corporate Finance.  
 
There are different approaches used to establish requirements and deliver learning. Here            
are some of the models. 
 
 
 

 
 
As part of the development of this tender professions were consulted through focus groups, 
interviews and surveys.  Departments and professions raised may similar issues, requiring 
similar management and personal impact capability challenges and the need to be able to 
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work flexibly with a variety of specialist providers. However there are differences such as the 
requirement for a closer working relationship with professional bodies.  
 
Learning Expert Partners 
[Detail to be added] 
 
Funding  
The mechanism for funding professional development is complex and varies by           
profession/function. Professions are funded different ways; some rely on contributions from           
multiple departments, some are funded by one department, some have no resource or             
centralised budget which means that learning would need to be paid for by the individual’s               
department budget.  
 
Making the best use of internal expertise in some instances learning may be designed and               
delivered by internal experts, or may be designed internally but require subject matter             
facilitators who can deliver learning where there is a large scale delivery across departments              
is required.  
 
Identifying shared needs 
With such diverse groups and varied needs it is still important to ensure value for money 
learning, updating content and contextualised rather than redesigned in each case.  
 
Alignment with professional bodies and standards 
Many professions are closely aligned to a specific professional body such as the Royal 
Institute of Chartered Surveyors or the Chartered Institute of Personnel Development.  
Professions are keen to grow relationships with these organisations and draw on their 
expertise, networks and learning offers.  
 

Human Resources Chartered Institute of Personnel and Development 

Communications Public Relations Communications Association, Market Research 
Society, Chartered Institute of Public Relations and Chartered 
Institute of Marketing 

Legal Solicitors Regulation Authority and Law Society 

Finance Chartered Institute of Public Finance and Accountancy and 
Chartered Institute of Management Accountants 

Commercial Chartered Institute of Procurement & Supply 

Property Royal Institute of Chartered Surveyors 

Planning Royal Town Planning Institute 

Psychology British Psychological Society and Health and Care Professions 
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Council  

Project Delivery Association for Project Management 

Operational Research The Operational Research Society 

Veterinary Royal College of Veterinary Surgeons and British Veterinary 
Association 

Medical General Medical Council 

Knowledge and 
Information 
Management 

Chartered Institute for Library and Information Professionals, the 
Archives and Records Association, and the Information and 
Records Management Society 

 
Due to the unique environment of the Civil Service, many professions find off-the-shelf             
/common skills courses require contextualisation (such as Law), or entirely new learning            
delivered by former or current Civil Servants (such as the Policy Profession). This requires              
an adaptable approach and mix of learning expertise to be able to create the right balance of                 
learning. 
 
Many professions have developed professional standards and career frameworks; 
documents describing the skills needed within different roles and levels. These aim to 
improve consistency in recruitment, enhance performance management, guide individual 
learning and identify capability gaps across government.  At least five are planning to 
conduct capability assessments of their professions.  To support this work professions 
are likely to need assessment tools and consultancy to develop effective assessments 
aligned to career frameworks and linked to professional development that is available.  
 
Professions recognise that their role in building learning cultures and enabling informal 
learning is different than departments, due to their focus on professional expertise, rather 
than project-based or departmental learning. Creating social networks where peers can 
share learning and provide expert feedback, mentorship and sharing best practice were all 
mentioned in the consultation, though their success depended on the professional model 
adopted.  
 
Many professions were concerned about the lack of knowledge-sharing between 
members of different professions, such as legal or commercial awareness across 
government. This may be something that could be supported in the future but their current 
priority is developing their own curriculum. 
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Annex 
 
Transition Principles  
 
We have agreed to proceed with a phased approach to transition, splitting the curriculum 
into distinct "tranches" which will be transitioned at separate points over the agreed transition 
period. These tranches will take into account a number of factors, including commercial 
viability for all suppliers (incumbent and incoming).  
 
The principles that have been agreed as part of early transition planning can be found 
outlined below. The Supplier will be required to work with the incumbent supplier to ensure a 
smooth transition, adhering to these principles:  
 

● The impact on the end user is minimised as much as possible. 
● All user facing services will be transitioned in a way that ensures that learners are not 

redirected to different providers. 
● There will be no break in services for bookings. 
● The transition will follow a phased approach with clear tranches for transition agreed 

through appropriate governance.  
● All incumbent providers will fully comply with the obligations stated in the exit terms of 

their contract. 
● We will ensure clarity in definitions between all parties throughout transition.  
● Any transition of services will take into wider technical dependencies and wider HR 

digital services (i.e. Learning Platform for Government). 
● All messaging and communications with customers are pre agreed and consistent 

across all parties. 
● Fairness and transparency between all incumbent providers will be upheld. 
● We will minimise business impact where possible and not transition the most popular 

products during peak times. 
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