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Overview

The Guidance document is 

designed to offer practical 
advice for preparing for 
assessment as well as 

providing information regarding 
the assessment process

As a first draft, comments 

and suggestions are 
welcome 

Will continue to evolve and 

develop as assessments 
progress and provider 

support needs are 

identified 



Assessment Process



• FND Phase 1 Primes automatically registered for the pilot 
phase of assessments commencing in April

• No need to re-register to participate 

• For the pilot phase of assessments, your Merlin nominee 
will receive an electronic copy of the Assessment 
Application form

In detail...

Provider registers 
for Merlin 

Assessment 

Submit basic company 
information. Download 

Assessment 
Application for 

completion



• Supporting evidence should be sufficient to provide 

assessors with a full picture of your supply chain

• Ideally, evidence should be submitted electronically 

• Once the web portal is developed, you will be able to make 
all submissions on-line 

• Provisional assessment dates have been set for the pilot

• In future providers will be given a range of assessment 

dates to choose from



• Assessors will thoroughly review your application and 

supporting evidence 
• Assessors may contact you to request additional evidence 

or seek clarity about something. This will be directed 

through your nominated person

• Primarily looking to validate statements made within the 
Assessment Application 

• Assessors will use the application to formulate questions 

for Primes and supply chain partners 



• A crucial step in the assessment process

• Feedback will be collected via email from a representative 

majority of supply chain partners 

• Feedback will be gathered using a generic form

• Additional, more directed feedback will be sought from a 

smaller sample of providers via telephone interviews 

• Questioning becomes more specific as the assessment 

progresses 



• Designed to be as focussed as possible and avoid 

unnecessary disruption to daily operations 

• Assessors will work to a schedule formulated alongside the 

Prime’s nominated person for mutual convenience 

• Include interviews with key members of Prime personnel

• A small selection of supply chain partner representatives 
will also be interviewed 



• Assessors will seek to confirm and explore initial 
findings from paper based evidence 

• In many instances, verbal evidence from both Prime 
and supply chain partners will be sufficient to make a 
judgement (eg meetings) 



• At the end of the on site visit, some verbal feedback will 
be given to the Prime’s nominated representative by the 

Lead Assessor
• Verbal feedback will not be detailed and is not an 

indication of success or failure against the Standard 
• Some additional evidence may be requested before the 

final report is published 



• During the pilot assessments the Prime will receive a 
summary report which places the organisation into one 

of three categories: 

Excellent, Compliant or Unsatisfactory 

• The report will also include areas for improvement and 
areas of strength and good practice



• During the pilot assessments, results will not be made 
public 

• DWP will receive a copy of the summary report 

• Prime Contractors may choose how they feedback to 

their supply chain partners 

• Reports should be used to inform improvements in 
supply chain management 



Your Feedback

The Guidance document is 

designed to offer practical 

advice for preparing for 

assessment as well as providing 

information regarding the 

assessment process

You will be asked for your 

feedback at the end of 

your involvement in the 
process.

Please be candid! 

It is essential that the 

views and concerns of the 

provider community are 

taken into account in the 
design of assessment 

processes and practices 

This is your opportunity to 

inform the manner in which 
Merlin is administered and 

positively influence its scope 

and impact on commissioning 

and supply chains



• Application Assessment Form 

• Basic company information (contact name, 

address, delivery areas etc)

• Supply chain partner information (contact 

details, delivery type, customer groups etc)

• Name and contact details for a single point of 

contact within your organisation 

• Supplementary evidence 

Information we will require



Preparation for Assessment Stage



Purpose of the Pilot Assessments









Schedule of FND1 Pilot 
Assessments

Week Beginning Provider’s to Be Assessed On Site Assessment Day

22nd March 2010 Calder 24th March 2010

29th March 2010 Skills Training, Remploy 31st March 2010

5th April 2010 FourstaR, Dudley MBC 8th April 2010

12th April 2010 A4e, Seetec, Ingeus 14th April 2010

19th April 2010 Avanta 21st April 2010

19th April 2010 Serco 22nd April 2010

27th April 2010 Maximus 29th April 2010

27th April 2010 Wise Group 30th April 2010

3rd May 2010 Pertemps, Working Links 6th May 2010





Mediation & Arbitration

Simon Shimmens
The Department for Work & Pensions



• Only positioned to consider cases that have 

failed dispute resolution

• Process uses a mediation filter (one person) 

and an arbitration panel (four people, 

including the mediator)

• Will be running a couple of test cases through 

the process and reviewing

• A menu of options (awards) is required

Mediation & Arbitration Service



Contract award 

confirms primes have 
dispute resolution 

procedures in place

Reviews dispute 
resolution approach 

and gains feedback 
from non-primes

Non-prime has 
dispute / grievance 

with prime

Dialogue with 
prime to resolve 

issue

No action

Issue resolved

Formal dispute / 
grievance raised 

with prime

Issue not resolved

Case possibly 
referenced at next 

Merlin assessment

Non-prime choice 
to take the matter 

further

Issue resolved

Issue not resolved

Mediation & Arbitration Service
Procurement process:                    Merlin assessment:

Dispute resolution

Three stage process:



Non-prime choice to 

take the matter further

Merlin Standard 
assessment will 

review case

Online application for 

case to be reviewed 
by Mediation and 
Arbitration service

Yes

No

Case review to confirm 

dispute resolution 

process has been 

followed and that 

dispute is serious 

enough to substantiate 

Mediation & Arbitration 

procedure

Mediation process

Timetable starts

case passes 

initial review

Non-prime case (from 
application) provided to 

prime

Prime response within 

given timescale 

Mediator reviews 

case and suggests 
resolution

Mediator considers 

case material and 

requests any 
additional 

information 

Case rejected

Mediation

at same time

Case fails

Merlin Standard 
assessment reviews case

resolution agreed 

Case referred for 

arbitration

resolution not agreed



Stage 3

Panel convened 

to review case
Panel 

finds in 
favour 

of non-

prime

Panel recommends actions 
from menu of options

Both parties notified of 

result

Prime 

subject to 
‘award’ from 

panel

DWP and 

Merlin 
Standard 

notified 

Arbitration

Non-prime 

has redress 
from ‘award’

Non-prime 

accepts 
judgement

Panel sits and 

makes judgement 
on case

Panel 
finds in 

favour 

of 
prime




