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Specification

Executive Summary

1.1 Introduction

1.1.1 The Department of Health (the Authority) seeks tenders for the provision of a registration, validation and reimbursement service to child care settings who provide milk to children in their care and wish to claim payment for this milk under the Welfare Food Regulations 1996. This is a renewal contract replacing an existing service. The Authority is seeking to improve both the cost-effectiveness of the service and the security of the reimbursement system, and to ensure compliance by childcare settings and milk agents with the rules of the scheme. The Authority is also looking to improve value for money through innovation.

1.2	The Nursery Milk Scheme

1.2.1	The Nursery Milk Scheme (NMS) provides reimbursement for one-third of a pint of milk per day per child, to children under five who attend eligible childcare settings for more than two hours per day. Annex A provides more information about the NMS, eligibility for reimbursement, the legislation which governs the NMS, and the way reimbursement is currently carried out.  

1.3	The Nursery Milk Reimbursement Unit (NMRU)

1.3.1	The NMS is currently operated by the Nursery Milk Reimbursement Unit (NMRU), a service which is provided by an independent contractor under contract to the Authority. The NMRU registers childcare settings, and processes and pays claims for reimbursement. This is the service which the Authority is procuring and which is outlined in this service specification. While the Authority actively seeks innovative and cost-effective solutions for providing this service, bidders should note that the Authority wishes to continue with the current service name so as to ensure continuity for childcare settings and other organisations involved with the NMS. 

1.3.2	At present around 67,000 childcare settings are registered with the NMRU, of which around 51,000 claim in any twelve-month period. Statistical data on the service as currently being operated by the NMRU can be found at Annex B.
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Introduction to the Service Specification

1. This service specification is structured in sections. Sub-sections 1 – 5 describe the key elements of the service. Each sub-section provides details of the key outcome(s) which must be achieved, the Key Performance Indicators (KPIs) and Other Reportable Measures (ORMs) which must be met, any specific inputs which are required, and other features of service delivery. The KPIs and ORMs are subject to service level credits, and the Contractor will be expected to collect data on these and report on them to the NHS Business Services Authority as part of the ongoing process of contract management.

2. Sub-section 6 covers other issues which the bidder must consider when preparing their bid. Sub- sections 1-6 are supported by Annexes A-C, which give additional information about the NMS and about certain elements of the service.

3. Bidders will be expected to provide full and comprehensive detail of their proposed solution and demonstrate how it would achieve the required outcomes and meet the performance indicators. Bidders are free to determine their own processes for achieving these outcomes and indicators, but must demonstrate how their proposed solution will be efficient and achieve value for money. Bidders should note that their bid must include the costs of providing any element of service which is described as a key outcome, a key performance indicator, an other reportable measure, or another requirement.

4. The key outcomes and numerical targets in the KPIs and ORMs in the sub-sections below should be regarded as the minimum requirements for the contract. However, the Authority will accept proposals for additional and more challenging performance targets. 

The Contract - Scope

5. The initial contract period is for 3 years with an option to extend, at the sole discretion of the Authority, a further two times, for a maximum of two years in total (i.e. period of one year plus one year) = (3+1+1).  

6. The current service covers Great Britain, and bidders should note that any proposed solution will also need to cover Great Britain. (Separate arrangements apply in Northern Ireland). However, bidders should also note the possibility that, during the lifetime of the contract, policy responsibility for the NMS in Scotland and Wales may devolve to the Governments of those countries and the Authority therefore reserves the right to cancel the service to Scotland and Wales if necessary. 

7. The contract will also contain a break clause which will allow for the termination of the contract if, during the lifetime of the contract, any major and fundamental changes are made to the NMS.

8. The overall service comprises a number of different elements. Bidders may sub-contract for the provision of some of the elements of the service, or work in partnership with other organisations. However, if a bidder wishes to offer a solution which incorporates either sub-contracting or partnership, they should provide comprehensive details in their bid of how they propose to manage sub-contractors or partners to ensure that overall service objectives are met.

Key outcomes 

9. To have an appropriate and adequate level of infrastructure that is fit for purpose, in terms of IT support (Website/portal and database); efficient key management & leadership (project/account management); sufficient and suitably qualified resources with appropriate skills and experience (personnel for administration, back office, communications, helpdesk etc.).

10. To be responsible for identifying areas of risk and formulating a plan to prevent and mitigate identified risks.



SUB-SECTION 1: REGISTRATION

11. See Annex A for process diagrams of how the registration process currently operates.
Registration of childcare settings

12. Applications from childcare settings to register with under the NMS should be checked for eligibility and processed quickly, any queries and concerns identified during the application and registration process should be resolved quickly and courteously, and a database of registered childcare settings is kept up to date. 
Key outcomes 

13. To have an accurately and securely maintained database of registered childcare settings and numbers of eligible children as defined in the legislation. This database must comply with all relevant data standards and legislation – see paragraphs 73 – 76 and 129 - 130 for further details. So long as these requirements are met, the Contractor is able to decide on the form and content of the database.

14. The Contractor is required to ensure the database of settings’ registration details are kept up to date either through yearly contact or other methods.  A strategy detailing how this is to be carried out must be submitted as part of the wider communications strategy mentioned at paragraph 71, which is required as part of the bid. The proposed solution for the database and contact with childcare settings will form part of the contract.

15. Information about settings, such as the profile of eligible children by week or months, should be easy to extract from the database. 

Key Performance Indicators 

16. 98% of online and paper-based registrations shall be processed within 5 working days of receipt of a correctly completed application. 

Other reportable measures

17. If there are any queries which need to be resolved before registration can be processed, then 100% of applicants whose applications need to be queried will be contacted within 2 working days of the query or issue being discovered by the Contractor. 

18. 100% of any changes of registration status advised by a setting to the Contractor will be processed within 2 working days of the setting contacting the Contractor.

19. 100% of any changes of registration status brought to light by Contractor activity will be processed within 2 working days of the change being discovered by the Contractor. 

20. 100% of settings which have been inactive for twenty-four months (or an alternative number of months proposed by the Authority) will be removed from the database and register within 2 working days beyond the two-year inactivity period.

Registration of milk agents

21. Applications from organisations or individuals to register as milk agents under the NMS should be processed quickly, any queries and concerns identified should be resolved quickly and courteously, and milk agents should be aware of the rules of the NMS and the requirement to adhere to these rules at all times.
Key outcomes 

22. To have an accurate and securely maintained database of registered milk agents and the settings which are served by each milk agent.

23. To ensure that new milk agents have signed the Milk Agent’s Terms and Conditions before they are registered. (See Annex A).

24. To retain details of any companies or individuals who have been deregistered and are no longer allowed to operate as milk agents under the NMS, or any individuals or companies who have been refused registration, together with the reasons for deregistration or refusal. 

25. To obtain feedback from agents on the operation of the NMS, and suggestions for any improvements. As a minimum requirement the Contractor shall hold a at least one annual one-day “Agents Day”, event which agents may attend if they wish, to discuss the operation of the NMS, any issues or concerns they may have, and put forward suggestions for service innovations or improvements. The format and location of these events is at the discretion of the Contractor but should be highlighted in the bid. 
Key Performance Indicators 

26. 100% of correctly completed applications for registration as a milk agent shall be processed within 5 working days.

Other reportable measures

27. If there are any queries which need to be resolved before registration can be processed then 100% of applicants will be contacted within 5 working days of the query or issue being discovered by the Contractor. 


SUB-SECTION 2: PROCESSING, CHECKING AND VALIDATING CLAIMS FOR REIMBURSEMENT

28. The main element of service provided by the NMRU is the processing and paying of claims for reimbursement from a large number of childcare settings and milk agents. It is vital that settings and agents receive the right amount of reimbursement, paid to them in a timely manner, in respect of milk which they have provided in accordance with the legislation and rules of the NMS. It is also vital to ensure that the public funds which are used for this reimbursement are paid only in respect of accurate claims and that fraud, abuse and error are both prevented and detected. Bidders will therefore be required to submit a comprehensive strategy for dealing with and escalating incidents of fraud, abuse and error as part of their bid, and more details of this are given below.

29. The following paragraphs provide information about the known risks of fraud, the Authority’s expectations on preventing fraud, abuse and error, how incidents should be handled or escalated, and the conduct of post-payment audits. This information feeds through into the key outcomes, KPIs and other reportable measures set out below in paragraphs 33 – 54. In addition, Annex A provides a process diagram which gives details of the current system for validating claims made by milk agents.
Known risks of fraud

Childcare settings

30. Known risks are as follows:-

· Following registration settings could either reduce the number of children they care for, or stop providing childcare altogether, but do not inform the NMRU and either continue to make claims for milk for their own personal use, or deliberately make false claims where no milk has been purchased in order to obtain funds for themselves;

· Settings do not realise that they can only claim for children and claim for staff as well – or do so deliberately;

· Settings do not realise they can only claim for one-third of a pint of milk per day per child, and claim for more than this – or do so deliberately.

· Settings continue to claim for milk provided to children in their care, even after the children are 5 years old or older;

· Settings over-inflate their claims by stating that they provided childcare on days or for sessions when they did not;

· Settings over-inflate their claims by stating that they provided childcare for more children than actually attended on a particular day or session;

· Settings do not realise that they can claim for only one-third of a pint of liquid milk per day for consumption by children and claim for all milk used, including that used for other elements of food preparation – or over-claim deliberately;
Milk agents

31. Known risks are as follows:-

· Settings work in collusion with milk agents to submit over-inflated claims;

· Settings are not aware of the eligibility criteria for the NMS, and so validate claims from agents which are incorrect or over-inflated;

· Settings validate claims from agents without checking properly to see if they are correct or in line with eligibility for the NMS;

· Agents deliberately provide settings with incorrect information about eligibility under the NMS – so settings think they are validating correct claims, but these claims are actually over-inflated;

· Agents coerce settings into validating incorrect claims;

· Agents offer incentives to settings to validate claims speedily, which in turn can lead to failure by settings to check claims properly;

· Agents use settings’ NMRU account details to validate claims for milk supplied to those settings – whether those claims are correct or not. 
Contractor 

32. Known risks are as follows:-

· Contractor’s staff register fake childcare settings on the system, then submit fake claims for reimbursement, and divert reimbursed funds into their own bank account;

· Contractor staff collude with a setting to over-inflate claims in return for payment from that setting.
Key outcomes

33. To ensure that accurate claims from childcare settings and milk agents are processed accurately and speedily.

34. To develop a strategy for dealing with fraud, abuse and error, which must be provided as part of the bid. As a minimum this strategy should provide full details of how the known risks outlined above will be mitigated, and should also cover the key outcomes below. Activity undertaken as part of the Contractor’s fraud strategy should be included in the contract price.

35. To ensure that any automated validation system developed by the Contractor for checking claims should have the facility to detect and reject claims which are measured as inaccurate in comparison to the key data pertaining to both settings and agents in terms of the number of children, sessions and other rules of the NMS. As a minimum, any automated validation system should include the following:-

For childcare settings:-

· The setting is registered with the NMRU;
· The claim includes a signed declaration stating that the claim is accurate and has been made according to the legislation which governs the NMS. The signature can be provided via an online portal (e.g. a tick box to acknowledge that the conditions for entitlement have been adhered to);
· The number of days the setting has claimed for is correct/accurate in view of the period to which the claim relates; 
· The number of children claimed for is correct / accurate in view of the period to which the claim relates;
· The claim only covers one-third of a pint of milk per day per child under five years old, attending for at least two hours;
· Price per pint of milk, or price per pint or by weight of infant formula, is within an agreed price threshold;
· Total amount claimed for the period is accurate.

For milk agents:-

· The milk agent is registered with the NMRU and has signed the Milk Agent Terms and Conditions;
· The setting on behalf of which the agent is making a claim, is registered with the NMRU;
· The claim includes a declaration by the agent stating that the claim is accurate and has been made according to the legislation which governs the NMS;
· The setting has signed up with the agent making the claim on their behalf;
· No other claim has been made for the time period in question, either by the setting themselves or by another agent;
· The number of days the setting has claimed for is accurate in view of the period to which the claim relates; 
· The number of children claimed for is accurate/correct in view of the period and setting to which the claim relates; 
· The claim only covers one-third of a pint of milk per child under five per day, attending for at least two hours;
· Price per pint of milk, or price per pint or by weight of infant formula, is within an agreed price threshold;
· Total amount claimed for the period is accurate;
· The milk agent has advised the setting that the setting remains responsible for the accuracy of the claim;
· The setting advises that the claim made on their behalf is accurate in terms of the number of children looked after and the number of days the setting was open during the period covered by the claim, and that the claim does not exceed the provision on one-third of a pint of milk per child under five per day, attending for at least two hours;
· The setting is able to securely access a system to allow them to validate an agent’s claim, and there is no possibility of the agent validating the claim on the setting’s behalf.

36. To ensure that the system is able to handle rejected claims by advising  settings or agents to revise their claims to the correct amount or to contact the NMRU to seek advice and make any necessary record changes, to ensure that rejections are monitored in order to establish patterns and differentiate from error and fraud, and to ensure that records can be extracted and made available for examination by the contract manager, the Authority, or the Authority’s auditors. 

37. To ensure that the processes described at paragraphs 35-36 above are replicated for postal claims.

38. To ensure that patterns of erroneous claims are detected. The Contractor’s fraud strategy should set out the means by which patterns will be established, but it is expected that patterns will be established with reference to the size of the setting or agent, and the number, type and value of incorrect claims.  

39. To ensure that erroneous claims are advised to the NHSBSA contract managers using an irregularities report which should be devised by the Contractor and agreed by NHSBSA. As a minimum the report should set out the details of the setting/agent and describing the behaviour that has triggered the action.

40. To ensure that a robust process is in place to detect and prevent the fraudulent changing of setting’s contact and bank details and to ensure that any changes made are accurate and correct.  Any suspect activity must be reported to the NHSBSA.

41. To ensure that lessons can be learned from genuine errors by the setting or agent committing the error, and by other settings and agents, as discussed with NHSBSA.

42. To ensure that an irregularities report is completed and sent to the NHSBSA contract managers as soon as any fraudulent activity is suspected. Following consultation with the Authority, NHSBSA will then advise on further steps to be taken by the Contractor.  

43. To ensure that any information which may need to be extracted to support any investigation into fraud and error can be extracted.

44. To ensure that any necessary initial investigations into fraud and error can be undertaken within the contract price, and to discuss any further, in-depth investigative work with the NHSBSA contract managers, which may also include discussions of additional fees to be paid to the Contractor.

45. To ensure that the Contractor’s systems are able to offset the value of over claimed sums already paid in respect of erroneous or fraudulent claims against future correct claims made by the same setting/agent, alongside other costs incurred where appropriate. 

46. To ensure that post-payment audits of 3% of claims paid to both childcare settings and milk agents are conducted each month, and that any funds found to be over claimed are offset against future correct claims. Any patterns of erroneous claims or suspicious or fraudulent activity discovered during these audit checks must be reported to the NHSBSA.

47. To ensure that systems are secure against any Contractor’s staff committing or colluding with fraud, and to ensure the full co-operation with any investigation into Contractor fraud (which, depending on the case in question, may lead the contract to be suspended or terminated).  Contractors will need to spell out how they manage their operation internally to prevent internal fraud and ensure that staff behave to the highest standards. 

48. To ensure that a fraud by an internal staff is prosecuted, and any monies recouped.
Key Performance Indicators

49. 99.5% of claims from childcare settings and agents will be subject to initial validation checks within 5 working days of the receipt of the claim.

50. 95% of any claims from either childcare settings or agents which fail the initial validation check and need to be returned for the setting/agent for reworking will be returned within 2 working days of the validation failure.

51. Certain claims which fail the initial validation process will need to be further examined as per the Contractor’s fraud strategy, if fraud or error is suspected. The further checking / investigation process on 100% of these claims will be commenced within 2 working days. (Note: this refers to the commencement of an investigation. It is not expected that all investigations will be completed within 2 working days). 

52. In the case of claims involving suspected error, the Contractor will contact 100% of agents or settings within 2 working days of concluding their additional checking work. 

53. In the case of claims involving suspected fraud, 100% of these claims will have an irregularities report completed and submitted to NHSBSA within 2 working days. 

Other reportable measures

54. In the case of any fraudulent or erroneous claims, or claims which are found following post-payment audit to be incorrect, 100% of any overpaid funds shall be deducted from correct claims within six months, where the value of correct claims made during this time period allows.

Value-added elements

55. As part of their fraud strategy bidders may wish to propose a bonus or gain share agreement relating to fraud detection. If bidders do wish to offer any such proposal, then they should also include details of how they propose to measure the level of savings made or costs recovered, and how they would intend to demonstrate that these savings were attributable to Contractor action and not other factors. Bidders should also state how they would ensure that any work to obtain additional remuneration under a bonus or gain share agreement did not detract from delivering the other requirements of the contract.


SUB-SECTION 3: MAKING PAYMENTS

56. The current Contractor has access to a bank account that the Authority has set up for the purposes of making reimbursement payments for the Nursery Milk Scheme. Bidders should note that, if they wish to use these arrangements if their bid is successful, then they will either need to be a registered BACS bureau, or sub-contract with another organisation which is a registered BACS bureau.

57. Payments made should be handled in accordance with the procedures set out at Annex C.

Key Outcomes

58. To ensure that settings and agents are reimbursed quickly and accurately for their correct and compliant claims. (Correct and compliant claims are those which have successfully passed the minimum validation checks outlined in sub-section 2 above.)

59. To ensure that both electronic and non-electronic payments can be made to childcare settings and agents, and that the bid includes details of how payments are to be made, including details of any plans to register as a BACS bureau or the proposed use of sub-contractors to make payments. 

60. To ensure that payments can be made from 1 August 2016, when the Delivery Phase of the contract will commence, and that contingency plans are in place for ensuring that payments can continue to be made in the event of any systems or other failures.

61. To ensure that BACS payment details for settings and agents are accurate and up to date.  

62. To ensure that the cost of any non-compliant payments made either to childcare settings or to milk agents wrongly due to administrative error or negligence on the part of the Contractor will be borne by the Contractor.

63. To ensure that legal obligations relating to payments and timescales for making payments contained in the Late Payment of Commercial Debts Regulations 2013 are met at all times.

64. To ensure that all transactions are trackable and there is a clear audit trail which will allow all payments to be correctly identified in the case of subsequent queries or investigations. 

Key Performance Indicators

65. 99.5% of BACS payments in respect of correct and compliant claims will be made to the verified bank account of a childcare setting or agent within 3 working days of the claim being confirmed as correct following processing, checking and validation. 

66. An error/rejection rate of not more than 0.5% must be maintained for BACS payments.

67. 100% of payments made by payable order to a childcare setting or agent must be issued within 3 working days of the claim being confirmed as correct following processing, checking and validation.
Other reportable measures
68. 100% of BACS payments, and payments made by payable order, shall be accompanied by remittance details including appropriate reference numbers. These remittance details will include an explanation of any difference between the amount claimed and the amount paid. 

Value-added elements

69. Around 95% of all payments currently made by the NMRU are made electronically, and the Authority is keen to encourage the greater use of electronic methods. Bidders are invited to submit plans for encouraging a switch to electronic payments as part of their bid. 


SUB-SECTION 4: CUSTOMER SERVICE

70. The NMRU deals with a large number of childcare settings and milk agents. It also provides information about the NMS to the general public and potential registrants. Good communication is therefore of crucial importance to the effective delivery of the service.
Key outcomes

71. To provide as part of the bid a communications strategy which provides details of how the bidder intends to communicate with settings, agents and the public. This strategy should as a minimum cover the key outcomes set out below.
 
72. To provide for online handling of all aspects of registration and claiming.

73. To provide a web portal which is accessible via the NMRU website and offers secure login facilities and other security features to ensure data protection and fraud prevention. The web portal and website must comply with the standards set out in the Government’s “Digital by Default” service standards – see link below.

https://www.gov.uk/service-manual/digital-by-default 

74. To ensure that the ICT Systems used for the provision of NMRU are subject to an Information Security Management System (ISMS) compliant with ISO/IEC 27001:2013 or equivalent, which should be independently certified by a reputable certification body such as the BSI, and that the Statement of Applicability is agreed with the NHSBSA contract managers.

75. To ensure that the web portal is subjected to suitably scoped penetration tests by an independent member of the Council of Registered Ethical Security Testers (CREST) at least annually, or whenever functional changes are made to the system, and that any identified vulnerabilities in the penetration tests are rectified within agreed timescales or accepted in agreement with the NHSBSA contract managers.

76. To provide a web portal which complies with the Government’s guidance on website design  - see link below
https://www.gov.uk/service-manual/user-centred-design/accessibility

77. To ensure that plans for web portal design are discussed with, and approved by, the NHSBSA contract managers. Construction and maintenance of the web portal content and graphics will be undertaken by the Contractor at no additional cost.

78. To ensure that feedback is sought at least once a year, from childcare settings and milk agents, on their views on the website and its ease of use. The Contractor shall prepare an annual report on this feedback, including an action plan for addressing any significant points of feedback.

79. To develop and provide all stationery and other media required for claim processing, payment approval, reimbursement, and correspondence, management reporting and associated activities. These must not be used without the prior approval of the Authority, who shall have the right, at its absolute discretion, to approve, modify or reject the design of any stationery or media. 

80. To ensure that hard copy resources are available for settings, agents and members of the public who wish to use paper-based information. (Annex B gives further details of volumes and usage of current hard copy resources).

81. To meet all postage costs associated with reimbursement and other work specified by the Authority, using the most cost effective method of postage.  

82. To provide a telephone and correspondence service to provide advice about the NMS and handle any queries, and to ensure that the telephone helpdesk operates between 09:00 – 17:00, Monday to Friday, excluding bank holidays.

83. To ensure that any correspondence received in Welsh is replied to in Welsh. (Note: no correspondence in Welsh has been received by the current Contractor. There is no requirement to handle telephone calls in Welsh).

84. To ensure that any complaints are handled promptly and courteously, that a complaints log is kept, and that any complaints which cannot be resolved by the contractor are escalated to the NHSBSA contract managers. 

Key Performance Indicators

85. Calls handled in the first instance by an automated telephony system should be referred to an agent for handling within 3 minutes of pick up at least 95% of the time, within 5 minutes 97% of the time, and within 10 minutes 99% of the time. 

86. Telephone enquiries must be acknowledged or responded to within 1 day of the call 95% of the time, and within 5 days of the call 100% of the time.

87. Telephone enquiries where acknowledgment was given and further written information is required should receive full information within 7 days of the call 90% of the time, and within 10 days 100% of the time.

88. Replies to mail and email (or an acknowledgement if a full reply is not possible) should be made within 5 working days at least 97% of the time, and within 10 working days 100% of the time. 

89. The web portal shall be available 100% of the time, apart from any withdrawal of the service (for example, for maintenance), which has previously been agreed with the NHSBSA contract managers.  

90. Any unscheduled unavailability of the web portal should be rectified within five hours. 

91. All incidents involving a failure to provide the web portal service shall be reported to NHSBSA contract managers within four hours.

92. 100% of all complaints will be acknowledged within 2 working days of receipt. All complaints shall be investigated and should receive a full reply within 20 working days.

Other reportable measures

93. Any complaint which cannot be resolved by the Contractor will be escalated to the NHSBSA within 5 working days. 

94. An annual report is prepared for the NHSBSA Contract Managers on the number and type of complaints, how they were resolved, and any changes made to the service as a result. 
Value-added elements

95. Bidders are encouraged to put forward their own suggestions for improving service by seeking input and feedback from agents, childcare settings and other stakeholders.

96. Bidders are encouraged to provide suggestions for innovations, and a move towards using social media, such as Facebook and online forums, to spread awareness of and information about the NMS.


SUB-SECTION 5: CONTRACT MANAGEMENT, REPORTING, BUSINESS CONTINUITY AND SERVICE CREDITS

97. This contract will be managed on a day-to-day basis on the Authority’s behalf by the NHS Business Services Authority (NHSBSA). The Contractor’s main relationship will be with the NHSBSA contract managers. The Contractor will be expected to appoint or identify an Account Manager who will be the main point of liaison with the NHSBSA. Contractor representatives will attend or hold teleconference performance review meetings with the NHSBSA on a monthly basis.  A service credit regime will apply as detailed below if KPIs and ORMs are not met.
Contract Management and Reporting

Key outcomes

98. To assure the Authority that the contract is operating as intended, financial probity is maintained, and the Key Performance Indicators and Other Reportable Measures are being met. 

99. To ensure that regular management information reports are produced for and discussed with the NHSBSA contract managers. Reports will be provided on a monthly basis and will include – but may not be limited to, the following:-
· Monthly KPI and ORM reports that detail the contractor’s performance in comparison to the targets set out in this ITT document. Where requested, the backup data for these reports will be required.
· Monthly claim payment reports which detail the claims paid within 7, 10 and 30 day intervals for each country.
· Monthly payment reports which summarises payments made by run number and date.
· Monthly total number of claims per month by type of provider type (i.e. agents, self-claimers) and country.
· Monthly total value of claims per month by type of provider (i.e. agents, self-claimers) and country
· A monthly maximum attendance reports which provides the total number of sessions claimed by each childcare setting compared to their maximum allowance.
· The number of currently registered and active (claimed within 24 months) settings by setting type/country; 
· The number of new settings added to and removed from registration by setting type/country;
· Average value and frequency of claims by setting type/country;
· The distribution of prices claimed and the average price per 1/3 pint. Agent and LEA prices to be expressed individually while individual self-claimers can be summarised. 
· Details of the monthly payments of infant formula milk;
· Full list of claims on a monthly basis with an indication as to the status of each claim.
· Data on all inbound and outbound correspondence and emails, telephone calls, and other communication;
· Reports specifying the details, number and reason for claims rejected during the validation process – including those rejected by the automatic validation system.

104.	To ensure that the Contractor is able to produce this information broken down by region, county, or specified postcode areas.
  
105.	To ensure that the contractor is able, from time to time, to produce different and ad hoc management information reports, for example to aid an investigation or for policy development purposes. The Contractor will provide up to 3 of these reports per month.

106.	To ensure that the Contractor provides monthly financial reports to the NHSBSA contract managers, in addition to the management information, and that these financial reports include a daily and monthly record of total payments and numbers of transactions broken down into liquid and infant formula milk, BACS and payable order/by country. 

107.	The Contractor shall produce an annual Innovation Report, which will be discussed at an Innovation Meeting with NHSBSA, in which they will set out their ideas, with costings as appropriate, for innovations and changes to processes which will improve the delivery of the contract.

108.	To provide information to the NHSBSA contract managers to enable them to undertake a number of audits, including monthly post validation audits of payments made to settings. This will consist of a random sample of 30 payments together with the 2 largest payments for that period. Audits will be conducted both remotely via email and onsite. Audits of KPI data will also be conducted by the NHSBSA on a quarterly basis or as required.  These will necessitate the provision of supporting data for reported KPIs.

109.	To ensure that Contractor systems can be accessed by staff undertaking the Authority’s work (for example, internal audit staff or the National Audit Office), who should have full access to all IT and other systems, and other records.  Changes to systems which may affect security shall be agreed by the Authority before implementation.  The Contractor will be required to provide all reasonable assistance and facilities for staff of the Health Departments, auditors or fraud enforcement agencies, including: -

a) provision, when required, of suitably private and secure office accommodation and email, telephone and fax communications on the Contractor’s premises for up to two staff;
b) provision of information and records, and assistance with their interpretation and analysis;
c) assistance with prosecutions by, for example, maintaining special records, making witness statements etc.
Other reportable measures

110.	All reports as mentioned above must be sent to NHSBSA no longer than 5 days after the end of the period. These may be provided via email or other methods including an online portal accessible by the contract managers.  

111.	Requests for information and reports from the Authority or the NHSBSA Contract Managers will receive an initial response within 2 working days of receipt. More substantive requests will receive a response within a time frame agreed with NHSBSA.

Business Continuity and Disaster Recovery

Key Outcomes

112.	To have a detailed and appropriate business continuity and disaster recovery plan in place for the duration of this contract, this must be provided as part of the bid.


Service Credits

113.	This service specification sets out the Key Performance Indicators and Other Reportable Measures which the Contractor is required to achieve when delivering the NMRU service. Section Three – Contract Monitoring sets out the means by which the Contractor’s performance against the KPIs and other reportable measures will be monitored by the NHSBSA Contract Managers. Failure to provide the service in accordance with the Authority’s requirements may result in a Service Credit, as detailed below.

Key Outcomes

114.	To ensure that the services are of a consistently high quality and meet the requirements of the Authority;

115.	To provide a mechanism whereby the Authority can attain meaningful recognition of inconvenience and/or loss resulting from the Contractor’s failure to deliver the level of service for which it has contracted to deliver; and

116.	To incentivise the Contractor to meet the requirements and to speedily remedy any failure to meet the requirements.  
 
Key Performance Indicators - Service Credits

117.	The Contractor shall monitor and report on the performance of each of the Key Performance Indicators (KPIs) to the authority in accordance with the provisions and reporting periods set out in Section Three – Contract Monitoring.

118.	If in any contract month the Contractor fails to achieve a KPI target for any element of the service, then a Service Credit shall be applied in respect of that contract month. 

119.	Each KPI Service Credit Failure for each contract month will incur a Service Credit of:
a) £250 where the Contractor’s performance in respect of a KPI is equal to or more than 75% but less than the KPI target; 
b) £500 where the Contractor’s performance in respect of a KPI is less than 75%. 

120.	Amounts payable in respect of Service Credits will be made by means of reduction in the amount that would otherwise have been payable for the service, for that or a consecutive contract month before VAT is applied.

121.	If the contractor fails to meet the same KPI on three occasions in any contract year, or fails a combination of three KPIs in any contract month; a Critical Service Failure will occur. 

122.	In the event of a Critical Service Failure, termination of the contract will be considered under the provisions outlined in contract clause 34 -Termination for Breach, although the Authority will consider whether any mitigating circumstances apply.  

Other Reportable Measures - Service Credits

123.	The Contractor shall monitor and report on the performance of each of the Other Reportable Measures (ORMs) to the authority in accordance with the provisions and reporting periods set out in Section Three – Contract Monitoring.

124.	If during any contract year the Contractor fails to achieve any combination of ORMs on three occasions, then a Service Credit shall be applied.  

125.	The Service Credit applied in respect of ORM failures will be:
a) £250 where the Contractor’s performance in respect of all ORMs which it has failed to meet  is equal or more than 75% of the ORM target; 
b) £500 where the Contractor’s performance in respect of any of the ORMs which it has failed to meet is less than 75% of the ORM target.

126.	Amounts payable in respect of Service Credits will be made by means of reduction in the amount that would otherwise have been payable for the service, for that or a consecutive contract month, before VAT is applied.

127.	Critical Service Failure will NOT apply to ORMs; however, the Contractor should act speedily to address any shortfalls in performance against any of these measures.


SUB-SECTION 6: OTHER RELEVANT REQUIREMENTS AND ISSUES

128.	In preparing their bid bidders should also note the following key outcomes and other requirements, issues and other information.

Key outcomes

Maintenance of Data

129.	To ensure that all data, including provider registers and payment details, is maintained and stored in a safe electronic form, and electronic back-up must be made and stored in such a way that there is no risk of data being lost irretrievably.  The contractor shall register under, and at all times comply with, the Data Protection Act.  

130.	To ensure that all data held in electronic form must be capable of being transferred to other systems using appropriate international standard data formats. All data and records relating to registration or reimbursement of settings shall be the property of the Authority and must be returned to the Authority at the end of the contract or at any other time on request.  
	
Records

131.	To retain all transaction records, including setting registration and claim forms, and including any such records generated during previous contract terms for a minimum of 7 years from the end of the financial year to 31 March in which the transaction took place, or until the end of the contract, whichever is earlier.  At the end of the contract, all existing records must be transferred to the Authority or to another contractor/organisation nominated by them.  Such transfers must be made within the contract terms.  

Authority Access to Setting and Agent Details

132.	To ensure that all setting and agent information held by the Contractor should be accessible to the Authority in data form capable of being printed as a hard copy.  The Authority should be provided with an effective means of accessing data in the Contractor’s database of providers, for example, to identify providers by name/address, by bank details/sort codes, average claim values.  The database should be capable of logging specific comments or instructions against individual provider accounts, for example to withhold payments permanently, or until a particular value in unpaid claims has been reached.

Other requirements

Transfer of Equipment 

133.	No equipment, owned by the Authority, is to be transferred to the Contractor.

Intellectual Property

134.	The intellectual property rights in all logos, text, names, including website names, or concepts and processes developed by the Contractor will belong to the Authority.

TUPE (Transfer of Undertakings (Protection of Employment))

135.	The Authority is committed to ensuring compliance with TUPE (Transfer of Undertakings (Protection of Employment) Regulations 2006).  Bidders should take their own independent legal advice to satisfy itself on the implications of TUPE and pensions with regards to its obligations and responsibilities as might be applicable. A separate file is provided in the form of a spreadsheet as Annex D. This contains employee information, as provided by the current service provider.
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Timetable

136.	This contract will begin on 1 March 2016. It will comprise two phases, an Implementation Phase and a Delivery Phase. 

137.	The Implementation Phase will commence on 1 March 2016 and will end on 31 July 2016.

138.	Bidders should provide an Implementation Plan to ensure delivery by the due date, which will be approved by NHSBSA and the Authority. The plan should include a clear indication of any assistance required from NHSBSA or the Authority, and should allow a reasonable timescale for such assistance. 

139.	The Implementation Plan will include key milestones. Payments will be made in arears and in accordance with the successful completion of agreed tasks to agreed deadlines. 

140.	The Delivery Phase will begin on 1 August 2016 and from that point onwards the Contractor must operate the full NMRU service as detailed in this requirement and in the Contractor’s solution.

Exit Strategy

141.	Bidders must supply an exit strategy as part of their bid. As a minimum this should demonstrate that they have robust plans to co-operate with the transfer of service including knowledge & skills and information. The Contractor shall also transfer copies of any training manuals or other resources generated for the purposes of operating systems and processes composing the service. The Contractor will also transfer copies of any other intelligence which may have been gathered or generated about childcare settings or agents, particularly as it relates to any previous suspicions or investigations into fraud, abuse or error.

142.	The exit strategy should also include proposals to transfer the database to any new Contractor who may be appointed by the Authority, or to the Authority itself. All data and other resources should be transferrable in an acceptable format that can be used by any contractor. In addition, a suitable handover meeting should be arranged as well as co-operation with any reasonable implementation request or requirements on contract termination or expiry so as to allow the Authority options for the next retender whilst maintaining service continuity.

143.	Within three months of the contract commencement date, the contractor will deliver to the authority an Exit Management Plan which sets out the Contractor’s proposed methodology for achieving an orderly transition of services from the Contractor to the Authority and/or its Replacement Contractor on the expiry or termination of this Agreement. Within 30 days of submission, the parties must agree the contents of this Exit Management Plan.  This plan must provide a detailed description of both the transfer and cessation process, including a timetable, applicable in the case of an ordinary or an emergency exit.  The Contractor will review and (if appropriate) update the Exit Management Plan in the first month of each Contract Year.

CONTINUOUS IMPROVEMENT (CI)
144.	The Authority wishes to ensure that the Service, represent value for money to the taxpayer throughout the contract Period.  

145.	The Contractor is expected to adopt a policy of continuous improvement in the provision of the Service delivery pursuant to which it will regularly review with the Authority the Services and the manner in which it is providing the Services with the aim to reducing the Authority's costs, and/or improving the quality and efficiency of the Services. 
146. Through applying Continuous Improvement the Contractor will seek methods to: 
· Improve the standards of performance of the Services provided;
· Adopt and apply industry best practise to internal systems and processes;
· Identify the emergence of new and evolving technologies which could improve and enhance existing services or introduce new systems that will provide additional functions and facilities;
· Identify and implement efficiencies in the Contractor’s internal processes and administration that may lead to costs savings and reductions in the contract prices.
147. Sources of initiatives may include:
· Customer feedback and documentation;
· Discussions with the authority;
· Service level reporting;
· Project lessons learned;
· Technology developments;
· Governance;
· Benchmarking;
· Internal Audit.

148.	Identified improvements and savings will be examined during monthly Business Performance Review Meetings.  
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Section One: ANNEX A – Legislation and general background on the NMS and the NMRU

The Nursery Milk Scheme

The Nursery Milk Scheme (NMS) is governed by the Welfare Food Regulations 1996, which state that all children under the age of five in attendance at a day care or early years setting for two or more hours per day are eligible to receive a free daily drink of cow’s milk (1/3 pint or 189 ml). Children less than one year old are given the option of dried infant formula made up to 1/3 pint. Infant formula is defined by reference to a list of brands.  

Day care or early years settings such as child minders, day care centres, local authorities, schools, play centres and nurseries will be able to take part in the scheme if they meet the criteria set out in the Welfare Food Regulations 1996.  

Settings which are not eligible include:-

· Parents, relatives, guardian of the child.
· Privately employed nannies.
· Mother and toddler groups (where both parent and child together socialise with other parents and children outside the home)
· Persons providing day care who are exempt from registration under the Children Act due to Crown immunity. This could include day care services run by someone working for or on behalf of the Crown e.g. as part of a government department’s provision for staff working in that department but only where that provision is part of that departments activities.   

The Welfare Food Regulations 1996 can be accessed via the following link:-

http://legislation.data.gov.uk/uksi/1996/1434/contents/made/data.htm?wrap=true

Children aged 5 or over are not eligible to receive milk under the NMS, and the scheme does not cover other milk used in eligible settings. It is also up to eligible settings as to whether they wish to provide milk under the NMS – there is no obligation or requirement placed on settings to take part.

It is the responsibility of the child care provider to arrange for the supply of milk, and seek reimbursement from the Nursery Milk Reimbursement Unit (NMRU). Reimbursement can only be made to or in respect of settings which are registered with the NMRU. Application for registration must be made in writing, and certain evidence of eligibility needs to be provided.

The legislation which governs the NMS requires a certain level of detail about each childcare setting to be retained, and this is as follows:-

a) “Trading” name;
b) Welfare Food Scheme registration number (allocated on registration);
c) Address where the children are looked after;
d) Address for correspondence;
e) Telephone number for contact about the scheme;
f) Name of person responsible for dealing with the scheme;
g) Type of provider (e.g. childminder, day-care provider, etc.);
h) Number of children permitted per session;
i) Number of sessions permitted per day;
j) Date of registration under the Welfare Food Scheme;
k) Date from which milk is to be supplied;
l) Whether paid by BACS or payable order;
m) Country (England, Scotland or Wales) and, if Welsh, whether information is required in the Welsh language.

Details not required by legislation are also advisable, including email addresses, OFSTED registration numbers and notes on settings’ accounts.

Childcare settings can purchase milk from a range of sources including supermarkets, local corner shops, milk roundsmen, and other alternative sources. Settings can choose to use a “milk agent” to arrange for the supply and delivery of milk, and to carry out all administration tasks including processing claims for reimbursements directly on behalf of the settings and managing all paper work required by the Nursery Milk Reimbursement Unit. However, childcare settings remain responsible for any claims that milk agents make on their behalf. At the time this service specification was prepared there were twenty-six active milk agents making claims under the NMS.

A company or individual who wishes to operate as a milk agent and must register with the NMRU before they can begin to make claim on behalf of settings. The Department of Health currently has a new version of the Milk Agent Terms and Conditions in preparation, which sets out the rules of the NMS and an agent’s obligations for adhering to these rules and making claims for reimbursement. The latest draft of the Terms and Conditions document is attached as a separate file. 

The NMRU
The NMRU is currently responsible for registering childcare settings and milk agents, processing and paying claims, ensuring that claims have been properly validated and are correct, and conducting post-payment audits of a small percentage of payments. The website and other electronic information and resources currently produced by the NMRU can be accessed via the following link:-

http://www.nurserymilk.co.uk/

The current high-level processes are set out in the following flowcharts, but please note that these are provided for information purposes only and bidders must fully describe their own proposed solution. 
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NURSERY MILK SCHEME – DRAFT MILK AGENT TERMS AND CONDITIONS

The Department of Health currently has a new version of the Milk Agent Terms and Conditions in preparation, which sets out the rules of the NMS and an agent’s obligations for adhering to these rules and making claims for reimbursement. 

The latest draft of the Terms and Conditions document is attached as a separate file and is provided for information only, and bidders should note that this may not represent the final version of this document. 









 
Section One: ANNEX B – NMS Statistics


	Description
	Statistic

	 

	Current number of registered settings (registered with Ofsted as active)
	67,000

	 
	 

	Current number of registered and active settings (claimed within the last 2 years)
	51,481

	 

	Number and percentage of settings by region active in the last 2 years:
	 

	 
	England 
	 

	 
	 
	Settings
	45,131

	 
	 
	Percentage 
	86.6%

	 
	Scotland 
	 

	 
	 
	Settings
	4,192

	 
	 
	Percentage 
	8.0%

	 
	Wales
	 

	 
	 
	Settings
	2,789

	 
	 
	Percentage 
	5.4%

	 

	Annual number of new applications
	 

	 
	2012
	6,919

	 
	2013
	3,597

	 
	2014
	2,694

	 
	2015 (YTD 01.06.15)
	1,492

	 

	Number of new applications received by month (June 2014 – May 2015)
	 

	 
	June
	615

	 
	July
	521

	 
	August
	437

	 
	September
	685

	 
	October
	402

	 
	November
	621

	 
	December
	538

	 
	January 
	684

	 
	February
	560

	 
	March
	484

	 
	April
	384

	 
	May 
	607

	 

	Number of milk agents currently operating
	26

	 

	Number of milk agent accounts (some agents have numerous accounts)
	214

	 

	Total annual number of claims processed
	 

	 
	2013
	501,956

	 
	2014
	489,849

	 
	2015 (YTD 01.06.15)
	219,793

	 

	Total number of claims by self-claimers, LEAs and agents
	 

	 
	Self-Claimers
	 

	 
	 
	2013
	85,165

	 
	 
	2014
	89,124

	 
	 
	2015 (YTD 01.06.15)
	38,345

	 
	LEAs
	 

	 
	 
	2013
	71,866

	 
	 
	2014
	62,773

	 
	 
	2015 (YTD 01.06.15)
	31,390

	 
	Agents
	 

	 
	 
	2013
	344,925

	 
	 
	2014
	337,952

	 
	 
	2015 (YTD 01.06.15)
	150,058

	 

	Number of payments made to self-claimers
	 

	 
	2013
	85,165

	 
	2014
	89,124

	 
	2015 (YTD 01.06.15)
	38,345

	 

	Number of payments made to agents
	 

	 
	2013
	10,191

	 
	2014
	10,791

	 
	2015 (YTD 01.06.15)
	4,037

	 

	Current number of settings who manage their claims online
	48,717

	 

	Current number of settings who manage their claims by post
	2,764

	 

	Number of inbound telephone calls and average duration (June 2014 – May 2015)
	 

	 
	Number of telephone calls
	7,984

	 
	Avg Call Length (minutes)
	3.67

	 

	Number of inbound calls by month (May 2014 - May 2015)
	 

	 
	May
	575

	 
	June
	601

	 
	July
	695

	 
	August
	392

	 
	September
	687

	 
	October
	692

	 
	November
	645

	 
	December
	672

	 
	January
	739

	 
	February
	675

	 
	March
	787

	 
	April
	694

	 
	May
	705

	 

	Number of inbound e-mails  (June 2014 – May 2015)
	13,993

	 

	Number of inbound postal correspondence (June 2014 – May 2015)
	587

	 

	Number of outbound e-mails (June 2014 – May 2015)
	11,016
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Section One: ANNEX C - Payment procedures


BACS Payments

Step 1 – The Contractor produces, in electronic and printed form, payee and payment details of all BACS payment instructions prepared by the Contractor since the previous release of Supplier payments through BACS. The printed payee and payment details are in the form of a schedule which bears a certificate that the payments shown have been checked and are certified correct and authorised for payment. 

Step 2 – An authorised Officer of the Contractor shall compare the BACS instructions with the relevant profiles of processed claims and processed BACS payments then report the result of the comparison to an Authorised Officer of the Authority. Schedule B.1 10 

Step 3 – When satisfied with the outcome of the comparison an Authorised Officer of the Authority shall add all necessary Authority codes to allow the BACS payments to be made and shall transmit the complete BACS instructions to BACS Limited.

Payable Orders

Payable Orders issued under this contract will be handled in accordance with the procedures of the Government Banking Service, as follows:-

Step 1 - The Contractor produces payable orders, remittance advices and claim forms for all claims processed for payment by payable order since the previous release of payments.

Step 2 – The Contractor produces a detailed authorisation schedule tape for Paymaster (“the authorisation tape”) covering all payable orders prepared by the Contractor since the previous release for payments and printed copy of the details on the authorisation tape.  An Authorised Officer of the Contractor, who is not involved in the claim processing or checking of claims, compares the information on the authorisation tape with the relevant profiles of processed claims according to procedures laid down by the Authority.

Step 3 – When satisfied with the outcome of the comparison, the Authorised Officer signs a serially numbered docket identifying the tape to the Paymaster.  He then authorises the transmission of the information on the authorisation tape to the Authority in printed form via the WFRS, and the despatch of the authorised payable orders, remittance advices and new claim forms to the Suppliers.

NOTE – The Contractor must use payable orders from a printer approved by the Government Banking Service.  Any queries about the format of payable orders and prices should be directed to the Government Banking Service in the first instance.
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Section One: ANNEX D – TUPE Information

This is provide as a separate file as TUPE Staff Transfer Info.




========X========X========X========

[bookmark: _Ref306116874]   


[bookmark: _Ref306116898][bookmark: _Ref328647196][bookmark: _Ref257301443]Pricing


1. General Instructions
For the performance of the Services, the Contractor shall be paid the Contract Price calculated using the prices and rates entered in this Schedule 2.

The rates contained within the Pricing Schedule are, unless otherwise expressly agreed between the parties, are firm and fixed price for the duration of the contract.

The rates entered shall be deemed to include complete provision for full compliance with the requirements of the Contract. All costs payable for the services rendered under the contract should be inclusive of all sundry costs relating to the contract.

Please detail all relevant costs associated with setting up and ensure that the Implementation Plan will include key milestones. Payments will be made in arears and in accordance with the successful completion of agreed tasks to agreed deadlines

The rates exclude VAT.

The rates entered in the Pricing Schedule shall include all travel and subsistence costs.  

Any extra expenses other than travel and subsistence must be priced separately in the Pricing Schedule.  The Department will only pay for expenses claimed that are included in this pricing schedule and are deemed to be reasonable for delivery of the requirement and these when incurred must be supported by VAT receipts.

Tenderers must include in the pricing schedules any discounts (e.g. early payment discounts) or any reduced pricing (or rebates) or volume discounts they are proposing to offer to the Authority in delivery of this requirement. 
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This Section sets out the contract management and performance quality assurance requirements which are applicable to the delivery of the Services and includes specific details on how the Authority will manage and monitor the contract.  

Contract monitoring is critical in order to ensure the successful delivery and performance of the contract and to enable both the Authority and end users to achieve value for money, ensure delivery is on-time and within anticipated cost, while allowing for a structured process to develop and enhance the contract outcomes.


1. Authority Responsibilities
The DH will appoint a Policy Lead from within the Healthy Foods Schemes programme team and a representative Contract Manager from the NHSBSA for day to day management of the contract. The representative from the NHSBSA will be responsible for on-going communications with the Contractor and hold monthly meetings to review delivery of the service against the contract requirements and performance levels. The NHSBSA Contract Manager will be the Contractor’s main point of contact.  

The NHSBSA will set up a series of formal reviews of the service delivery during the period of the contract. These will comprise 12 monthly performance review meetings, 12 monthly audits including 3 on site, quarterly KPI audits, together with additional ad hoc meetings. The review criteria will include but may not be limited to the following:- 

· Quality of service: This could be measured both qualitatively through surveying childcare Settings and Agents satisfaction and quantitatively through KPI metrics.
· Costs: The programme costs in comparison to the budget and forecasted activity levels.   
· Efficiency and cost savings: Improvements through innovation and efficiency. 


Contractor Responsibilities
The Contractor shall: 

2.1	Appoint an Account Manager to oversee the NMRU’s operation and liaise with / report as DH requires to the NHSBSA’s Contract Manager. 

2.2	Attend monthly performance meetings to review progress and discuss the service, as required by the NHSBSA Contract Manager.  Frequency of contract management meetings will be Monthly and the location of contract management meetings may take place by prior notice at any of the following venues: NHSBSA Mansfield, Contractors’ premises, DH premises in London or Leeds or Video/Tele-conferences where appropriate.

2.3	Provide or make available monthly reports, on KPIs, service and financial metrics by the 5th working day from the end of the last period.  These reports will inform the Authority and NHSBSA Contract Managers of the progress of the Contractor in delivering the requirements of the contract. The Contractor will also be required to provide any supporting documentation needed by the authority in order to verify the performance levels achieved.

2.4		Perform quality assurance on all aspects of the programme i.e. monitor the quality of the service provision to ensure customer satisfaction is in accordance with the key performance indicators outlined in the Contract, unless otherwise approved by the NHSBSA Contract Manager.

2.5		Provide the DH and NHSBSA with timely and ongoing evaluation and quality assurance information relating to the programme and check performance against anticipated plans submitted at the tendering stage and agreed thereafter.

2.6	Apply recognised financial management tools to ensure financial propriety, accountability and value for money (VFM) and provide, on a monthly basis, updates on expenditure against budget.

2.8	Invoice DH in a timely manner each month of the contract. 

2.9	Ensure independent regular audits for scheme compliance are conducted for the main Contractors and sub-Contractors for the scheme. 

2.10	Continuously improve service performance and customer satisfaction and to capitalise on what people find good and positive about the scheme.

2.11		The Contractor shall maintain sufficient and accurate data. Any data may be maintained in electronic form, but hard copy print-outs and electronic back-up must be made and stored in such a way that there is no risk of data being lost irretrievably.  Data held in electronic form must be capable of being transferred to other systems using appropriate international standard data formats. Electronic databases shall be structured to facilitate production of ad hoc reports indicated in this requirement.
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3.1	In all instances, the Contractor shall co-operate and provide such reasonable assistance as may be necessary to facilitate such monitoring. Failure to provide such reasonable assistance shall be deemed a "Default" for the purposes of clause 34 (Termination on Default).


Contract Management Information (MI) Requirements

Reasonable management and financial information requirements will be agreed with the Authority and NHSBSA following the award of the contract.  

As an example (non-exhaustive) the information and the frequency for production and supplying MI, please see the list below, and also refer to Annex B for the list of statistics which will be required.

	No.
	Contract management Information Required
	Frequency

	1
	KPI and ORM reports that detail the contractor’s performance in comparison to the targets set out in this ITT document. Where requested, the backup data for these reports will be required.
	Monthly

	2
	Claim payment reports which detail the claims paid within 7, 10 and 30 day intervals for each country.
	Monthly

	3
	Payment reports which summarise payments made by run number and date.
	Monthly

	4
	The total number of claims per month by type of provider type (i.e. agents, self-claimers) and country.
	Monthly

	5
	The total value of claims per month by type of provider type (i.e. agents, self-claimers) and country.
	Monthly

	6
	Maximum attendance reports which provide the total number of sessions claimed by each childcare setting compared to their maximum allowance.
	Monthly

	7
	The number of currently registered and active (claimed within 24 months) settings by provider type/country.
	Monthly

	8
	The number of new providers added to and removed from registration by setting type/country.
	Monthly

	9
	Average value and frequency of claims by provider type/country.
	Monthly

	10
	The distribution of prices claimed and the average price per 1/3 pint. Agent and LEA prices to be expressed individually while individual self-claimers can be summarised. 
	Monthly

	11
	Details of the payments of infant formula milk.
	Monthly

	12
	Full list of claims with an indication as to the status of each claim.
	Monthly

	13
	Data on all inbound and outbound correspondence and emails, telephone calls, and other communication.
	Monthly

	14
	Reports specifying the details, number and reason for claims rejected during the validation process – including those rejected by automatic validation systems.
	Monthly

	15
	Financial and other reports, otherwise provided monthly, may be required at more frequent intervals (e.g. fortnightly or weekly) towards the end of the financial year (31 March).
	As required

	16
	The Contractor will also provide any MI or statistical information required to support the development of, and transition to a modernised Nursery Milk Scheme if this decided in future. 
	Monthly

	17
	Milk reimbursements by Local Area.  
	Monthly

	18
	Monthly spend by setting, region & sub region.
	Monthly

	21
	Volume of milk consumed (fresh and infant formula).
	Monthly

	22
	Data on volume of milk split by carton size supplied.
	Monthly

	23
	Difference between the numbers of settings receiving free milk against the maximum potential uptake as per settings registered under Ofsted.
	Monthly

	24
	Children under 12 months and under 5 years currently registered with the scheme.
	Monthly

	25
	Volume by Milk type (Full Cream, Semi skimmed, etc.).
	Monthly

	26
	Number of complaints received by the NMRU.
	Monthly

	27
	Anti-fraud activity including number of claims rejected, and number of investigations undertaken.
	Monthly



Following discussions and agreement on monthly reports, from time to time the Contractor may be required to produce different and ad hoc management information reports, for example to aid an investigation or for policy development purposes. The Contractor will provide up to 3 of these reports per month at no additional cost to the Authority. 

4.1	MI and financial reports should be submitted by the 5th working day monthly for data relating to the previous month in a format to be agreed with NHSBSA. This information should be supported by an online platform where either the Department or the contract manager has the opportunity to access real time data, downloadable in editable excel format.  

4.2	Real time data and MI reports stated above should be accessible to DH and NHSBSA nominated staff via an online portal. The portal should be user friendly and easy to navigate.  Files should be capable of being exported either by using selective report filters or in full in excel format. 

4.3	Contractors must be able to adhere to the Department’s protocols on information management and data security.

4.4	The Contractor shall provide examples of the type of data with format and frequency of the reports they intend to supply as part of this contract (relevant to the delivery of the Services to the Authority).

4.5 	The contractor shall register under, and at all times comply with, the Data Protection Act.    All data and records relating to the provision of the Nursery Milk Scheme under this contract shall be the property of the Authority and must be returned to the Authority at the end of the contract or be accessible at any other time on request.  
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Reviewing Contract Performance

5.1	The Contractor shall work with the NHSBSA Contract Managers to establish and maintain an effective and beneficial working relationship to ensure the Contract is delivered to at least the minimum required standard as specified by KPIs and ORMs.  Failure to meet the minimum KPI or ORM requirements will result in Service Credits.

5.2	The Contractor shall work with the Authority to establish suitable administrative arrangements for the effective management and performance monitoring of the Contract and shall provide information as requested to monitor and evaluate the success of the Contract and the Contractor’s management and delivery of it. 

5.3	The Contractor shall supply information requested relevant to the delivery of the Services to the Authority, using formats and to timescales specified by the Authority in this Schedule.

5.7	Review meetings between the Authority and the Contractor shall also cover, as appropriate, resolving disputes and/or dealing with contractual breaches in accordance with the terms and conditions of this Contract. Roles and responsibilities will be documented and the personnel involved in managing the relationship identified and suitably empowered.

5.8	The Authority may undertake spot checks at any time to ensure that the Contractor is complying with its obligations under this Contract and the Contractor shall co-operate fully, at its own cost, with the Authority.
  
5.9	The Contractor will be responsible for managing and reporting on any sub-contractual arrangements. Arrangements shall include mechanisms for the provision of management information, including feedback to and from customers, stakeholders and change control procedures and the prompt resolution of any problems. The Authority will agree with the Contractor day-to-day relationship management, contact points, communication flows and escalation procedures.

5.10	The Contractor will be expected to continuously improve the quality of the provision including that delivered by Sub-contractors. Where quality falls below acceptable levels the Contractor will be expected to have suitable escalation procedures in place and, in respect of sub-contracted provision, take action where necessary to terminate the contract. 

5.11	The Contractor is required to develop and provide an anti-fraud strategy as part of their tender bid.   As part of this strategy, it is recommended that the Contractor states and undertakes a percentage of audits on post payment claims each month. An escalation procedure must also be developed and provided and any discrepancies established must be raised accordingly.

5.12	The NHSBSA undertake a fixed number of monthly audits on paid claims – 30 random and the 2 largest.  The Contractor must provide the supporting information for these monthly audits.  

	KPI/
ORM
	Description
	Resolution
	Minimum

	Registration of Settings

	KPI
	98% of online and paper-based registrations shall be processed within 5 working days of receipt of a correctly completed NM application from a childcare setting.
	5 days
	98.0%

	ORM
	If there are any queries which need to be resolved before registration can be processed, then 100% of applicants whose applications need to be queried will be contacted within 2 working days of the query or issue being discovered by the Contractor. 
	2 days
	100.0%

	ORM
	100% of any changes of registration status advised by a setting to the Contractor will be processed within 2 working days of the setting contacting the Contractor.
	2 days
	100.0%

	ORM
	100% of any changes of registration status brought to light by Contractor activity will be processed within 2 working days of the change being discovered by the Contractor. 
	2 days
	100.0%

	ORM
	100% of settings which have been inactive for twenty-four months (or an alternative number of months proposed by the Authority) will be removed from the database and register within 2 working days beyond the two-year inactivity period.
	2 days
	100.0%

	Registration of Agents

	KPI
	100% of correctly completed applications for registration as a milk agent shall be processed within 5 working days.
	5 days
	100.0%

	ORM
	If there are any queries which need to be resolved before registration can be processed then 100% of applicants will be contacted within 5 working days of the query or issue being discovered by the Contractor. 
	5 days
	100.0%

	Processing, Checking & Validating Claims

	KPI
	99.5% of claims from childcare settings and agents will be subject to initial validation checks within 5 working days of the receipt of the claim.
	5 days
	99.5%

	KPI
	95% of any claims from either childcare settings or agents which fail the initial validation check and need to be returned for the setting/agent for reworking will be returned within 2 working days of the validation failure.
	2 days
	95.0%

	KPI
	Claims which fail the initial validation process will be further examined as per the Contractor’s fraud strategy, if fraud or error is suspected. The further checking / investigation process on 100% of these claims will be commenced within 2 working days.
	2 days
	100.0%

	KPI
	In the case of claims involving suspected error, the Contractor will contact 100% of agents or settings within 2 working days of concluding their additional checking work.
	2 days
	100.0%

	KPI
	In the case of claims involving suspected fraud, 100% of these claims will have an irregularities report completed and submitted to NHSBSA within 2 working days.
	2 days
	100.0%

	ORM
	In the case of any fraudulent or erroneous claims, or claims which are found following post-payment audit to be incorrect, 100% of any overpaid funds shall be deducted from correct claims within six months, where the value of correct claims made during this time period allows.
	6 months
	100.0%

	Making Payments

	KPI
	99.5% of BACS payments in respect of correct and compliant claims will be made to the verified bank account of a childcare setting or agent within 3 working days of the claim being confirmed as correct following processing, checking and validation. 
	3 days
	99.5%

	KPI
	An error/rejection rate of not more than 0.5% must be maintained for BACS payments. 
	N/A
	0.5%

	KPI
	100% of payments made by payable order to a childcare setting or agent should be issued within 3 working days of the claim being confirmed as correct following processing, checking and validation.
	3 days
	100.0%

	ORM
	100% of BACS payments and payments made by payable order shall be accompanied by remittance details including appropriate reference numbers. These remittance details will include an explanation of any difference between the amount claimed and the amount paid.
	N/A
	100.0%

	Customer Service

	KPI
	Calls handled in the first instance by an automated telephony system should be referred to an agent for handling within 3 minutes of pick up at least 95% of the time, within 5 minutes 97% of the time, and within 10 minutes 99% of the time. 
	3 minutes
	95.0%

	
	
	5 minutes
	97.0%

	
	
	10 minutes
	99.0%

	KPI
	Telephone enquiries must be acknowledged or responded to within 1 day of the call 95% of the time, and within 5 days of the call 100% of the time.
	1 day
	95.0%

	
	
	5 days
	100.0%

	KPI
	Telephone enquiries where acknowledgment was given and further written information is required should receive full information within 7 days 90% of the time and within 10 days 100% of the time.  
	7 days
	90.0%

	
	
	10 days
	100.0%

	KPI
	Replies to mail and email (or acknowledgment if a full response is not possible) should be made within 5 working days at least 97% of the time and within 10 working days 100% of the time. 
	5 days
	97.0%

	
	
	10 days
	100.0%

	KPI
	The web portal shall be available 100% of the time, apart from any withdrawal of the service (for example, for maintenance), which has previously been agreed with the NHSBSA Contract Managers.
	N/A
	100.0%

	KPI
	Any unscheduled unavailability of the web portal should be rectified within five hours. 
	5 hours
	100.0%

	KPI
	All incidents involving a failure to provide the web portal service shall be reported to BSA within four hours.
	4 hours
	100.0%

	KPI
	100% of all complaints will be acknowledged within 2 working days. All complaints shall be investigated. 100% of all complaints will receive a full response within  20 working days.
	2 days
	100.0%

	
	
	20 days
	100.0%

	ORM
	Any complaint which cannot be resolved by the Contractor will be escalated to the NHSBSA within 5 working days.
	5 days
	100.0%

	ORM
	An annual report is prepared for the NHSBSA Contract Managers on the number and type of complaints, how they were resolved, and any changes made to the service as a result
	N/A
	100.0%

	Contract Management

	ORM
	All reports must be sent to NHSBSA no longer than 5 days after the end of the period. These may be provided via email or other methods including an online portal accessible by the contract managers.  
	5 days
	100.0%

	ORM
	Requests for information and reports from the Authority or the NHSBSA Contract Managers will receive an initial response within 2 working days of receipt. More substantive requests will receive a response within a time frame agreed with NHSBSA.
	2 days
	100.0%




Escalation Procedure
The Contractor must have in place an escalation process for resolving complaints as set out in sub-section 5 of Section One.

Remedies
7.1	The default regime and associated remedies are set out in sub-section 5 of Section One of this document. Deliverables
8.1	The Contractor is to provide a list of milestones, deliverables/outputs and reports on monthly and cumulative basis.

[bookmark: _Toc389129534]Health & Safety Responsibilities of the Authority Visiting Officers
9.1	The Authority representatives visit Contractors and its Sub-contractors for a variety of reasons. In the course of their normal duties such representatives of the Authority shall adopt an ‘eyes and ears' approach to monitoring health and safety. In doing this the Authority representatives shall not be conducting a health and safety inspection, nor shall they be in a position to offer advice on whether something is safe or not. Instead they shall approach this from the position of any lay person. If, however, the Authority representative does notice something on which they require assurance or clarification, they shall raise this with the Contractor or the Contractor’s Sub-contractor's representative at the location where they are visiting. In no event are the Authority representatives to be seen as offering professional advice on health and safety matters and as such, shall not be liable for any advice or comments or otherwise given to the Contractor or its Sub-contractors or any omission to give such advice, comments or otherwise.




========X========X========X========


There is a separate file provide as ITT Part B – Schedules for completion and returned to the Authority.


========X========X========X========
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