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	Supply of Taxi Services
Lewisham and Greenwich NHS Trust
Market Consultation
Ref: ST23-P038


	Bidder Name: [Insert Supplier Name]





1. [bookmark: _Toc100841015]Introduction
Lewisham and Greenwich NHS Trust (The Authority) will shortly be conducting a tender for Taxi Services. 
We have attached our draft specification and KPI’s and we would like to elicit some supplier feedback. We would be grateful if you could respond to the questions below and return to:
Mark.somerville@gstt.nhs.uk
By 14 July 2023 at midday
If you are unable to answer all the questions, please do not worry, we will be grateful for all the feedback you can provide.


[bookmark: _MON_1749032467]
2. Questionnaire
Supplier Detail
	Please provide your company’s contact details:

	Company Name:
	

	Address:
	

	Contact Name:
	

	Position:
	

	Email:
	

	Telephone:
	

	Website:
	

	Email address any tenders to be sent to:
	



Operating Hours
	3.	Operating Hours
3.1.	The Agreement is for the provision of Taxis for the conveyance of staff and patients for pre-booked, routine and immediate journeys covering 24 hours, seven days a week including weekends and bank holidays.

3.2.	Taxis must be available day and night to provide the service to the Trust as required and take Priority to other work. The Contractor must ensure that it can meet the service requirements on bank holidays including Christmas Day.

3.3.	Christmas holiday Taxis, the Trust’s Christmas Taxi Policy is reviewed each year.  Depending on when the Christmas Bank holidays fall, if there is no public transport, staff working on these days are usually allowed taxis paid for by the Trust.  The Trust will collect the bookings and provide them in bulk to the contractor in good time to meet the Christmas requirements.  

	Question
Is this a reasonable requirement that a competent taxi company should be able to provide?
Please suggest any amendments you would suggest with an explanation.

	Suppliers response



Classification of Journey’s
	4.2.	The journeys below will be classified as clinical
•	For testicular torsion patients from Accident and Emergency travelling to Queen Elizabeth Hospital Woolwich, Guys and St Thomas Hospital and Kings Hospital the taxi will arrive no later than 30 minutes from booking. The key performance indicator is for a 100% of journeys meeting 30 minutes or better.
•	For the on-call GI bleed theatre nurse for Lewisham and Queen Elizabeth Hospitals the taxi will arrive no later than 45 minutes from booking.
•	Anaesthetics on-call nurse and or doctor including any specialist equipment, the taxi will arrive no later than 45 minutes from booking ( this is to allow for collection of the nurse or doctor from their home address which may not be local).
•	Other clinical patient transfers on the day, the taxi will arrive no later than 45 minutes from booking.

	Question
Are these achievable timings? Assuming a 24/7 timing this a reasonable requirement that a competent taxi company should be able to provide?
Please suggest any amendments you would suggest with an explanation.

	Suppliers response



Vehicles and Equipment
	9.	Vehicles and Equipment
9.5.	All vehicles must be wheelchair accessible. 

9.6.	Passengers who need to travel with their own collapsible wheelchair or other equipment, e.g. Zimmer frame, Gutter frame, child’s carry cot or chair must be accommodated. If the passenger does not have their own wheelchair, in exceptional cases, the Trust may supply a wheelchair which the contractor will be required to transport at no extra cost. This provision shall also apply to assistance dogs.

Contract vehicles used in and about the provisions of this Agreement will carry suitable equipment to allow constant communication with their office facilities and to resolve issues as they occur. 

9.7.	All vehicles to be fitted with satellite tracking, navigation devices and hands-free communication devices prior to the commencement.

	Question
Is this vehicle specification achievable, given the nature of the Authority’s requirements for a single supplier?
Please suggest any amendments you would suggest with an explanation.

	Suppliers response



Charging and Information
	14.3	The Contractor will submit to the Trust every month, within fifteen (15) days of the end of the month, an excel spreadsheet containing the following information in respect of the “account “service:
•	Date
•	Time of call
•	Passenger
•	The designation of the journey whether clinical or non-clinical
•	Time of pick up
•	Time between call and pick up
•	Pick up address and post code
•	Drop off post code
•	Waiting time
•	Waiting time cost (if applicable)
•	Total costs
•	Booked by contact number
•	Departmental cost centre
•	Booking type (patient/goods/staff)
•	Mileage
•	Fuel Consumption
•	Vehicle Emissions
•	Performance against Carbon Reduction plans
•	Performance against KPIs and any financial penalty.

	Question
Is this list of reports realistic to expect?
Are there any other reports we should be asking for?.

	Suppliers response



The Rest of the Specification
	Question
Please review the remainder of the specification. Please suggest any amendments you would suggest with an explanation.

	Suppliers response



Key performance Indicators (KPIs)
	Question
Please review the proposed KPIs. Are these KPIs a reasonable requirement that a competent taxi company should be able to meet?
Please suggest any amendments you would suggest with an explanation.

	[bookmark: _GoBack]Suppliers response
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1. [bookmark: _Toc137108620]Introduction 

1.1	This specification is not exhaustive and will be subject to variation or amendment during the life of the Agreement.

2. [bookmark: _Toc137108621]Scope of the contract

[bookmark: _Toc137108622]The taxi service is a service that the Trust uses for clinical staff (e.g. GI bleed theatre nurse rota) and for patients (e.g. torsion is taking a child and their parent to Queen Elizabeth Hospital Woolwich from University Hospital Lewisham or from either hospital site to Evelina Children’s Centre/GSTT or Kings College Hospital) in time critical journeys. GI bleed and torsion are all clinical emergencies where delays have the potential to be cause significant patient harm. 

3. [bookmark: _Toc137108624]Operating Hours

[bookmark: _Toc137108625][bookmark: _Toc137108626]The Agreement is for the provision of Taxis for the conveyance of staff and patients for pre-booked, routine and immediate journeys covering 24 hours, seven days a week including weekends and bank holidays.



[bookmark: _Toc137108627]Taxis must be available day and night to provide the service to the Trust as required and take Priority to other work. The Contractor must ensure that it can meet the service requirements on bank holidays including Christmas Day.



Christmas holiday Taxis, the Trust’s Christmas Taxi Policy is reviewed each year.  Depending on when the Christmas Bank holidays fall, if there is no public transport, staff working on these days are usually allowed taxis paid for by the Trust.  The Trust will collect the bookings and provide them in bulk to the contractor in good time to meet the Christmas requirements.  



4. [bookmark: _Toc137108628]Classification of Journeys

The Agreement covers three main categories of journeys:

· Clinical taxi journeys as defined in 4.2

· [bookmark: _Hlk137130745]Pre-booked non-clinical journeys as defined in 4.3

· [bookmark: _Hlk137130840]Immediate non-clinical journeys as defined in 4.3



[bookmark: _Toc137108629]The journeys below will be classified as clinical

· For testicular torsion patients from Accident and Emergency travelling to Queen Elizabeth Hospital Woolwich, Guys and St Thomas Hospital and Kings Hospital the taxi will arrive no later than 30 minutes from booking. The key performance indicator is for a 100% of journeys meeting 30 minutes or better.

· For the on-call GI bleed theatre nurse for Lewisham and Queen Elizabeth Hospitals the taxi will arrive no later than 45 minutes from booking.

· Anaesthetics on-call nurse and or doctor including any specialist equipment, the taxi will arrive no later than 45 minutes from booking ( this is to allow for collection of the nurse or doctor from their home address which may not be local).

· Other clinical patient transfers on the day, the taxi will arrive no later than 45 minutes from booking.

[bookmark: _Toc137108630]Non-clinical pre-booked and immediate journeys

· Pre-booked taxi bookings covering 365 days of the year including weekends              and bank holidays, the taxi will arrive no later than 15 minutes from the time of booking.

· Immediate taxi booking covering 365 days of the year including weekends and bank holidays should arrive no later than 30 minutes from the time of booking.

[bookmark: _Toc137108631]All taxi journeys will be “on an account service”, except for patients or staff booking their own journey and will be required to pay their own fare. All journeys will be booked via the booking app or the taxi control centre.

[bookmark: _Toc137108632]

The Agreement covers the conveyance of Trust staff carrying out work on official Trust business as and when required. This will include travel both within and outside the Trust boundary. Some personnel may be required to carry medical equipment with them.



5. [bookmark: _Toc137108633]The Service

[bookmark: _Toc137108634]The Contractor shall provide a Service encompassing the following stages:

a.	A transport booking service that allocates appropriate transport and support.

b.	A transport scheduling service that facilitates a timely and punctual service to avoid problems such as passengers being delayed and missed appointments.

c.        Good communication between the taxi provider (via an app or text) and the passenger to include, receipt of the booking, estimated time of arrival with time, update the passenger on any delays and the reason why the delay has occurred.

d.	A system App to notify the Trust and user of bookings, tracking including vehicle number plate, driver photograph and any cancellations. The App will be able to locate post codes for local and National journeys at the time of booking.

e.	A system to ensure that passengers travel safely and in comfort and that journeys are started and completed on time, with appropriate vehicle and resource.

f.	A system to collect and report management information such as activity data broken down into clinical and non-clinical journeys, exceptional journeys, qualitative information around standard service, delivery indicators, complaint/ compliment monitoring and mandatory data required by Department of Health and for inclusion in ERIC returns.

[bookmark: _Toc137108635][bookmark: _Toc137108636]The Contractor will be responsible for the safe, timely, and comfortable transport of passengers between destinations. Drivers employed to carry out the contract shall have due regard to the safety of their passengers and at all times shall moderate their driving so as not to cause passengers unnecessary distress by traveling at excessive speeds or taking undue risks.



[bookmark: _Toc137108637]The Contractor may arrange for alternative, subcontracted transport to meet the requirements of the Services. Under these circumstances, the Contractor retains full and total responsibility for the provision of the Services to the Contract Standards. Such subcontractors will have been agreed in advance with the Authorised Officer of the Trust in writing. No additional charges will be borne by the Trust.



[bookmark: _Toc137108638]A Quality Assurance Manager shall be identified by the Contractor whose role will be to monitor the effectiveness of the Staff Transport Services in liaison with the appropriate nominated manager in the Trust. Details of this person and the monitoring to be undertaken are to be provided by the Contractor prior to contract commencement.



[bookmark: _Toc137108639]The Contractor will ensure that there is an appropriate organisational structure to provide services to the levels specified in this Agreement.



Performance of the contract will be monitored in accordance with clause 9.



6. [bookmark: _Toc137108640]ORDERING TRANSPORT – “Account” Jobs

[bookmark: _Toc137108641][bookmark: _Toc137108642]The Contractor will provide appropriate staff to manage the contract on a daily basis and to receive a daily workload from the Trust.



[bookmark: _Toc137108643]Passenger vehicles are booked for essential Trust business only, and some bookings will involve work that is essential to the well-being and lives of the patients. Consequently, passenger vehicles must not be redirected by the contractor for any reason whatsoever, unless agreed in advance with the Trust.



[bookmark: _Toc137108644]Booking requests may be accepted only from authorised Trust staff specified by the Trust as updated from time-to-time.



[bookmark: _Toc137108645]The Contractor will receive bookings, in accordance with the Trust’s procedures, and will ensure that all bookings are logged and given a reference number upon receipt. Contractor staff will ensure that intermediate journey bookings are prioritised. 



[bookmark: _Toc137108646]The period of notice from the time the booking request is made and the time that transport is required will vary, please see Scope of Service 2.1 



[bookmark: _Toc137108647]The Contractor must provide the appropriate vehicle and equipment to reflect the booking made for a passenger. No changes to the orders can be made unless authorised by the Trust.



[bookmark: _Toc137108648]If a person or items are being transported, the journey must be direct and only diverted if agreed with the Trust scheduler.



[bookmark: _Toc137108649]No taxis will be kept waiting without authority from any of the authorised booking departments. Passengers conveyed are NOT authorised to request waiting time. The Trusts will not pay for any waiting time that has not been authorised officially. The first 15 minutes of any waiting time will be free of charge. Waiting time shall only commence after the stated pick up time and not from the time the Contractor's staff arrive on site. Waiting time must be shown separately on each invoice.



[bookmark: _Toc137108650]All journeys undertaken will be single journeys unless ‘’Wait and Return’’ transportation is specifically requested (Wait and Return will include anaesthetic nurse and anaesthetic equipment movement). Where more than one destination is involved in a single journey, the charge will be calculated between the first pick up point and the destination.



[bookmark: _Toc137108651]Wherever possible, the Contractor shall ensure that passenger journeys from the same site are combined so that the Trust shall be liable for one journey only. 



[bookmark: _Toc137108652]When a vehicle is requested to collect a passenger from an unfamiliar area, it is the contractor’s responsibility to ensure that the driver has adequate information regarding the location before the journey takes place. If necessary, the contractor should supply appropriate maps or street directories.



[bookmark: _Toc137108653]Any instance where in spite of appropriate planning it is not possible to locate the person to be conveyed, the driver must report the fact to the Authorised Officer immediately before leaving the area so that new direction or instructions maybe given.



[bookmark: _Toc137108654]For bookings where the personnel fail to turn up at the designated pick up point, the Contractor must advise the booking point that the job cannot be completed. The Contractor will be compensated with a flat rate allowance in these circumstances.



The Provider will ensure that staff:

· [bookmark: _Toc137108655]Treat all patients and Trust staff with dignity and respect

· [bookmark: _Toc137108656]should not discriminate or use language and/or behavior which may be considered discriminatory or disrespectful on the grounds of a protected characteristic covered by the Equality Act 2010.

· Present a positive attitude in interactions with patients, staff and the general public and have regard to the standards and reputation of the NHS and wider public sector as a whole

· are courteous, mild-mannered, and understanding when dealing with patients and proficient in these skills and competencies at all times to ensure behaviors are reflective of Contracting Authority’s own set of standards. 

· Any sexist, racist, discriminatory or patronizing behavior will not be tolerated. Similarly, 

if a Provider is subjected to any of the above behavior this must be reported to the Contracting Authority Contract Representative as an incident. Assist patients in and out of the vehicle if required.



[bookmark: _Toc137108657][bookmark: _Toc137108658]Radios/music players must be turned off during patient pick-up, conveyance, and drop-off, and should only be turned on at the request of the patient(s).  When the radio is on it must not be so loud as to be uncomfortable for patients and should be turned off if requested. A notice to this effect must be placed within each Authorized Vehicle. 



[bookmark: _Toc137108659]The Contractor must advise the Trust immediately if they are unable to convey Trust staff due to a failure in their ability to provide the Services. Failure on behalf of the Contractor will mean that the Trust reserves the right to use alternative means of transport, where the contractor fails to provide sub contracted services, and to charge to the Contractor any excess charges encountered by the Trust, including 10% of journey additional administration costs, for such Service failures.



The Contractor must actively work with the Trust in controlling access to the service to eligible staff groups only. The Contractor will produce guidance documents for use by users of the service.

7. [bookmark: _Toc137108660]Transport Timing

[bookmark: _Toc137108661][bookmark: _Toc137108662]Transport is booked in accordance with the needs of the Trust and, therefore, demand may vary substantially. However, in all cases, it is the contractor’s responsibility to ensure that passengers are collected in good time to meet the conditions laid down in the Terms and Conditions of this contract.



[bookmark: _Toc137108663]The Contractor will comply with the quality standards as defined in the Terms and Conditions of this contract. In addition, should the Contractor be unable to meet these requirements in any circumstances the Contractor must advise the Authorised Officer of the Trust.



[bookmark: _Toc137108664]The Trust may make alternative arrangements, where the contractor fails to meet these quality standards. Any additional costs to the Trust will be borne by the contractor plus a 10% of journey cost administrative charge.



The out-of-hours activity as detailed may be booked directly by the department concerned unless stated otherwise in the site-specific schedules.



8. [bookmark: _Toc137108665]Contractor’s Staff and Sub-Contractors

[bookmark: _Toc137108666][bookmark: _Toc137108667]The Contractor’s staff will deliver and collect staff from areas designated by the Trust and agreed with the Contractor.



[bookmark: _Toc137108668]The Contractor will ensure that all staff maintain the highest standards of courtesy and respect towards Trust staff.



[bookmark: _Toc137108669]The Contractor will ensure that its staff are clearly identifiable and carry ID cards, plus name and organisation on legible badges.



[bookmark: _Toc137108670]All staff used for conveying Trust staff must be informed of their responsibilities under the Health and Safety at Work Act (1974), and the Contractor must ensure staff comply with the provision of this Act at all times.



[bookmark: _Toc137108671]The Contractor will ensure that staff will not smoke at any time in or around vehicles used for the transport of passengers. The Contractor's staff equally will ensure that passengers do not smoke whilst being conveyed. ‘No Smoking’ signs must be clearly displayed in both the driver’s compartment and passenger areas at all times. The Trust requests that any information given to staff by the Contractor should state this.



[bookmark: _Toc137108672]At no time is the Contractor to allow any of the Contractor’s staff that may be in any way be under the influence of alcohol or mood-altering substances to transport passengers or drive any vehicle in and about the provision of the Services.



[bookmark: _Toc137108673]All staff involved in the conveying of passengers must be in possession of a current, valid driving licence. This must be carried with the driver at all times and be available for regular checking.

[bookmark: _Toc137108674]All staff must advise passengers of their obligation under law to wear seat belts.



[bookmark: _Toc137108675]All drivers must wear seat belts whilst driving.



[bookmark: _Toc137108676]Staff deployed on the contract must be suitably uniformed or attired, including flat soled/ safety shoes, in a manner consistent with the delivery of a quality service. Please note that trainers are not considered suitable.



[bookmark: _Toc137108677]Drivers are not permitted to carry their friends/ relatives or fare paying passengers together with Trust staff.



[bookmark: _Toc137108678]Employment of persons with a criminal record shall be subject to the Rehabilitation of Offenders legislation.



[bookmark: _Toc137108679]The contractor will put in place a procedure for identifying lost property, storing it and returning it to the Trust. Exact details will be agreed with the Trust prior to contract commencement.



[bookmark: _Toc137108680]In no circumstance will any of the contractor’s staff accept a gratuity from any passenger transported under this contract.



Contractors are reminded of the absolute necessity for maintaining in strict confidence any information or knowledge which may come into their possession relating to the NHS, any of its staff and/ or patient under this contract. It is the Contractors responsibility to ensure that their employees and or subcontractors who may be engaged on any part of the Contract are fully informed and aware of this clause. 

9. [bookmark: _Toc137108681]Vehicles and Equipment

[bookmark: _Toc137108682][bookmark: _Toc137108683]The Contractor will ensure that any Vehicle used for the transport of passengers meets all of the relevant EC and UK legislation.



[bookmark: _Toc137108684]The Contractor will ensure that the interior and exterior of vehicles are always maintained in a clean and hygienic condition.



[bookmark: _Toc137108685]The Contractor will ensure that vehicles are always driven in a manner conducive to passenger safety and comfort at all times and abide by all Road Transport Laws/ Regulations, the Highway Code and local bylaws.



[bookmark: _Toc137108623]The Contractor will ensure that the appropriate number and type of vehicles are scheduled each day.



[bookmark: _Toc137108686]All vehicles must be wheelchair accessible. 



[bookmark: _Toc137108687]Passengers who need to travel with their own collapsible wheelchair or other equipment, e.g. Zimmer frame, Gutter frame, child’s carry cot or chair must be accommodated. If the passenger does not have their own wheelchair, in exceptional cases, the Trust may supply a wheelchair which the contractor will be required to transport at no extra cost. This provision shall also apply to assistance dogs.



[bookmark: _Toc137108688]Contract vehicles used in and about the provisions of this Agreement will carry suitable equipment to allow constant communication with their office facilities and to resolve issues as they occur. 



[bookmark: _Toc137108689]All vehicles to be fitted with satellite tracking, navigation devices and hands-free communication devices prior to the commencement.



[bookmark: _Toc137108690]In the event of a vehicle breakdown, the Contractor will inform their office facilities as soon as possible to allow control staff to inform the Trust. The Contractor will make alternative arrangements for the transportation of the passenger(s). The Trust will be consulted on alternative arrangements and forecast arrival time.



[bookmark: _Toc137108691]All vehicles must carry a company identification label clearly displayed on the windscreen. This is in addition to any company identification marking on the vehicle.



[bookmark: _Toc137108692]The Contractor will ensure that notices in vehicles are visible to those with impaired sight.



[bookmark: _Toc137108693]The Contractor will ensure that passenger(s) are transported peacefully without undue noise or stress.



[bookmark: _Toc137108694]A maximum of three passengers plus a driver may be carried in one passenger car. However, where a minibus or people carrier is required, the maximum number shall be agreed with the Trust Authorised Officer. It is paramount in all cases that passengers are transported without distress or discomfort.



[bookmark: _Toc137108695]The Contractor will ensure that vehicles are maintained to a high standard, and that there are no obvious signs of damage, or part repaired/ re-sprayed, and are generally of good repair. Vehicles are not to be more than 5 years old throughout the duration of the Agreement unless specified otherwise in the site-specific schedules.



[bookmark: _Toc137108696]The Contractor will ensure at all times that the vehicles used in the provision of the Services have a current valid MOT certificate, road tax and maintain appropriate insurance. Regular checks will be made of MOT test certificates and Insurance documents.



[bookmark: _Toc137108697]The Contractor’s vehicles must conform in all respects to statutory requirements and Public Carriage Office requirements. The Contractor should ensure the vehicles are suitable for disabled persons (including those who use a wheelchair).



[bookmark: _Toc137108698]All passenger cars used in and about the provision of these services will have a minimum of 4 doors, all of which are to be in good working condition at all times.



All vehicles agreed by the Trust must carry the following equipment as a minimum:

· [bookmark: _Toc137108699]First Aid box contents to be agreed between Contractor and Trust

· [bookmark: _Toc137108700]Disposable wipes

· [bookmark: _Toc137108701]Fire extinguisher (PSVS)

· [bookmark: _Toc137108702]Infection control spill kit

[bookmark: _Toc137108703]The quantity of each of the above should reflect the capacity of the vehicle and the likely need. Equipment carried must also conform to the various requirements of the Road Traffic Act.



[bookmark: _Toc137108704][bookmark: _Toc137108705]Vehicle conversions are to comply with Schedule 6 of the Road Vehicles (Construction & Use) Regulations 1986, which apply to all vehicles constructed to carry more than eight but not more than 16 seated passengers. This includes the following: 2 fire extinguishers, first aid kit, grab handles, legal lettering for exits, rear scope, and automatic step lights to side and rear steps and exhaust to emit to offside.



[bookmark: _Toc137108706]The Contractor may arrange for alternative, subcontracted transport to meet the requirements of the Services. Under these circumstances, the Contractor retains full and total responsibility for the provision of the Services to the Contract Standards. Such subcontractors will have been agreed in advance with the Authorised Officer of the Trust in writing.



BS or equivalent approved child seats must be available for the conveyance of young children and babies. The contractor will need to confirm with the Trust the type of child seat available and child seats will need to be suitable for the age and size of the child.

10. [bookmark: _Toc137108707]Quality Assurance

[bookmark: _Toc137108708][bookmark: _Toc137108709]The Contractor and the Trust will agree minimum standards for staff transport services under this Agreement in accordance with the Terms and Conditions of this contract. 



[bookmark: _Toc137108710]For this Agreement, the standards set reflect the Trust’s minimum requirements, and assume a continuing improvement in the productivity and efficiency of the Contractor’s operational arrangements.



[bookmark: _Toc137108711]These minimum standards are to apply to the Trust contract over a monthly monitoring period of every calendar month.



[bookmark: _Toc137108712]The Contractor will endeavour to ensure that no journeys covered by this Agreement are cancelled. The term "cancelled" here refers to those Journeys that are cancelled by the Contractor.



[bookmark: _Toc137108713]The Contractor’s Quality Assurance Service will provide quality measurements over both the general and transport standards for the Trust on a monthly basis. There will be a facility to investigate specific quality concerns on an ad hoc basis as these occur.



[bookmark: _Toc137108714]The nominated Quality Assurance Manager of the Contractor must ensure that the Quality Assurance Service takes account of the Trust's concerns and ideas. There will be a bi-annual "consumer survey" directed at users of the Services undertaken by the Contractor. The Contractor will work closely with the Trust in structuring such survey programmes. All information collated will be analysed and disseminated to the Trust's Authorised Officer and to relevant Contract Managers.



[bookmark: _Toc137108715]Complaints from users will be forwarded to the Contractor’s Representative. The number and broad content of complaints will be monitored and summarised on a monthly basis. All complaints will be acknowledged within 24 hours, and investigated and answered by the contractor within 3 working days of the complaint being made. This timescale may be extended at the Trust’s sole discretion.



[bookmark: _Toc137108716]Summaries of the number and content of complaints by unit will be maintained by the Contractor’s Quality Assurance Manager. An analysis of all complaints will be available to the Trust, together with a summary of any action taken or planned.



[bookmark: _Toc137108717]Monitoring information summaries will be produced on a monthly basis by the Contractor, and will be discussed within monthly review meetings. There will be a facility for the Trust to request specific summary information from the Contractor. The scope of the information required will be agreed between the contractor and Trust prior to contract commencement.



[bookmark: _Toc137108718]The Trust reserves the right to visit the Contractor’s premises to ensure adequate facilities at any time.



[bookmark: _Toc137108719]The Trust will wish to inspect the Contractor's vehicles at short notice. The Contractor must check all vehicles for defects on a daily basis and maintain a ‘vehicle check and defect report’ to be made available to the Trust’s Authorised Officer on demand. The Contractor must keep vehicle record sheets noting all maintenance, travel and incident activity. These must be available for audit when requested by the Trust’s Authorised Officer.



[bookmark: _Toc137108720]The Contractor will provide copies/ summaries of its self-monitoring information to the Trust on a monthly basis.



The Contractor must complete incident reports as and when necessary and copies of this must be submitted to the Trust when requested.



11. [bookmark: _Toc137108721]Documentation and Procedures

Requests for transport should normally be made in accordance with Trust Policy.

Bookings will be made by one of the following methods:

	a.	Telephone requests  

	b.	Direct electronic access

	c.	Using an App for Smart phones and tablets



The Contractor will ensure that telephone requests are dealt with promptly. It is expected that Contractor’s Contract Representative will liaise with the Trust's staff to establish the preferred method of making a booking.

12. Statutory and Other Regulations

The Contractor shall be deemed to be acquainted with and operate in accordance with all Acts of Parliament, Statutory Regulations or other such laws, recommendations, guidance or codes of practice as may affect the provision of the Service specified under this Agreement.



[bookmark: _Hlk137121385]The Contractor shall be licensed in accordance with Section 55 of the Local Government (Miscellaneous Provisions) Act 1976, as a licensed operator of private hire vehicles.



All drivers employed or assigned by the Contractor, to drive any vehicle used in the execution of work under the contract shall be licensed in accordance with Section 51 of the Local Government (Miscellaneous Provisions) Act 1976, as a licensed driver of private hire vehicles.



[bookmark: _Hlk137121416]All vehicles owned and/ or operated by the Contractor, which are used to undertake work under the contract, shall be licensed in accordance with Section 48 of the Local Government (Miscellaneous Provisions) Act 1976.



The Contractor must produce evidence of licenses and appropriate insurance prior to the commencement of the Contract and subsequently throughout the contract period as required.



Failure to maintain an operator’s licence or to utilise only licensed drivers and vehicles, and or failure to produce evidence of such licences as required will lead to automatic termination of this Contract.



Failure to maintain the appropriate insurances as required will lead to automatic termination of this Contract.



13. Communication

There are three levels at which the Trust and Contractor will communicate in the course of this Contract:

a.	On a daily basis, concerning current Staff Transportation Services.

b.	Special meetings and enquiries about the Service, on an ad hoc basis.

c.	Monthly or as otherwise agreed, review meetings between the Contractor and the Trust's Authorised Officer and any other appropriate parties.



On a day-to-day basis, in addition to booking transport, Trust staff may need to contact the Contractor in relation to the planned day work. The Contractor must provide a Contract representative to handle general enquires about current or planned work, during the hours of 07.00 and 21.00, unless specified otherwise in the site-specific schedules, and an on-call representative is available to deal with all enquiries outside of these hours.



There will be regular review meetings. Every month a review meeting will be convened with the following representatives at least;

· The Contract Representative of the Contractor

· The Trust's Authorised Officer



At these meetings the Trust will be informed of the workload and quality achieved by the Contractor through the Contractor’s information summaries.



Any problems arising from the current day's work, affecting the timing of transport, the Contractor must inform the Transport Department of the Trust or authorised officer as appropriate.



The Contractor, through their Contract Manager, will ensure that adequate communication and co-operation exists between the Authorised Officer of the Trust, to ensure the smooth running of each day’s operational plan.



The Contractor will advise the Trust of any perceived severe weather conditions, and its effects on the provision of the Services. The Contractor’s Operations Manager, only with the prior agreement of the Authorised Officer of the Trust may arrange to cancel all or any pre-booked journeys in these circumstances (e.g. very heavy snowfall) with the safety of staff in mind. 



The Contractor will provide a detailed business continuity/ contingency plan to demonstrate the resilience of the service.



14 Charging and Information

14.1 The Contractor will submit to the Trust every month, unless specified otherwise in the site-specific schedules, within fifteen (15) days of the end of the month, an invoice, as per the Terms and conditions of Contract, detailing all journeys including set down time, together with journey reference, postcode, and charge for journey and any other information as required.



14.2 Details are given in respect of standard journeys between premises for which the Contractor will quote a rate per journey in either direction. All other journeys will be charged per mile and may include journeys to non-Health Authority/Trust premises. The charge for the journey must be from pick up point to drop off point only and be via the most direct route.



14.3 The Contractor will submit to the Trust every month, within fifteen (15) days of the end of the month, an excel spreadsheet containing the following information in respect of the “account “service:

· Date

· Time of call

· Passenger

· The designation of the journey whether clinical or non-clinical

· Time of pick up

· Time between call and pick up

· Pick up address and post code

· Drop off post code

· Waiting time

· Waiting time cost (if applicable)

· Total costs

· Booked by contact number

· Departmental cost centre

· Booking type (patient/goods/staff)

· Mileage

· Fuel Consumption

· Vehicle Emissions

· Performance against Carbon Reduction plans

· Performance against KPIs and any financial penalty.



15 Cancelled Journeys (Contractor)

15.1 If the Contractor has to cancel journeys for reasons within the control of the Contractor, the contractor will procure a 3rd party alternative to perform the journey as originally booked. The Trust will incur no additional costs in this circumstance. In the event that the contractor fails to procure an alternative provision and the Trust is required to arrange an alternative, then there would be a re-charge for any additional cost to the Trust. There will also be 10% of journey cost administrative charge.

· The journeys cancelled will not form part of the units’ chargeable service where the Trust has to procure the 3rd party service;

· A minimum of 60 minutes notice will be given for cancelled journeys to the Trust giving the department the opportunity to provide alternative service;



15.2 If a taxi is ordered or in the case of a “Regular Journey” is not cancelled and arrives at the pick-up point only to find it is not required, the Contractor shall be entitled to charge a cancellation fee. If, however the car is not required for reasons fairly attributable to the Contractor i.e. delay in meeting request for car, no payment whatsoever will be made.



In the event of any war, riot, civil commotion, flood, earthquake, union dispute or other similar circumstances over which the Contractor has no control, the Contractor would not be expected to provide a normal level of staff transport services to the pre-agreed and standard specified in this Agreement.	Comment by Martin Bill: These are covered in the T&Cs

16 Quality Standards/ Performance Indicators

16.1 See Schedule 6 Commercial Schedule for details of the Service Credits details, the minimum acceptable quality standards to be achieved by the Contractor for all categories of bookings. Unless specified otherwise, these will be measured monthly.



16.2 On receipt of a request for a taxi, the contractor must guarantee that the response time will be no longer than that specified in the KPI matrix, that is, the taxi must be at the requested pick up point within the specified minutes of the call. The Contractor should advise staff at the booking points of known delays due to traffic problems. The contractor will be required to justify excessive waiting time. The response for pre-booked journeys, that is, bookings made at least one hour before required, must be within 100% of the specified time. All clinical journeys must be within 100% of the specified time



16.3 The achievement of these Performance Standards will be assessed each Month and overall, for the Year (based on a rolling annual average after the first Year) to identify trends.



16.4 The Contractor acknowledges and agrees that the payment of the full Contract Price is dependent upon the Contractor’s performance against the Performance Standards. Where the Contractor fails to meet all of the Performance Standards in any Month:



16.5 Service deductions, please see Schedule 6 Commercial Schedule for details of the Service Credits.

· any Service Deduction will be applied to the payment of the next invoiced bill received immediately after the failure occurs;

· the Contractor will notify the Authority of where failures to achieve the Performance Standards have occurred in accordance with this Contract;

· each failure to meet the Performance Standards will be discussed at the monitoring meetings and may affect the activity level placed upon the Contractor and ultimately may result in the suspension or cancellation of the Contract under the terms of the Contract.



17 Invoice Details Required

17.1 The contractor may be required to supply all or any of the following information. The exact requirements will be agreed with the Trust and contractor prior to contract commencement.

· Company name

· Company address

· Invoice No./ ref.

· Invoice date

· Journey reference/docket number

· Date of journey

· Time of journey (including am or pm)

· Reason for the journey

· Name of person/s or details of goods carried

· Details of journey, including full address of pickup point and/or destination if the journey is not between Trust premises

· Mileage

· Waiting time, detailing the exact length of the time period and where this took place

· Standard or non-standard journey

· Rate 

· Cost of journey

· Departmental cost centre 

18 MAJOR INCIDENT

18.1 If requested by the Trust, in the event of a Major Incident, the Contractor will be expected to participate in the Trust's emergency plans. This will require the co-operation of both parties to meet the demands of the situation.



19 Environmental Considerations

19.1 The Contractor will be expected to demonstrate their measured progress on climate change adaptation, mitigation and sustainable development including performance against carbon reduction management plans.



19.2 Transport Emissions

· The Contractor will monitor and manage emissions (both exhaust and noise) resulting from their transport operations and regularly update the Trust on progress.



19.3 Resource Efficiency and Waste Minimisation

The Contractor will provide details of measures they have in place at their facilities to minimise waste (excluding energy and water) and ensure fuel efficiency. These measures should cover, but not be restricted to:

· details of arrangements in place to minimise waste in relation to vehicle operation and servicing (e.g. service schedules, tyre rotations etc).

· for contractors who carry out their own vehicle servicing evidence of awareness of, and compliance with, relevant waste legislation relating to waste oil, battery and tyre storage and disposal.

· objectives and targets in place for future reductions in waste and recycling rates, details and status of significant waste minimisation initiatives.

· Eco-driving training and fuel saving initiatives such as tyre pressure monitoring systems, gear shift indicators, low viscosity lubricants and low rolling resistance tyres.

· Report green miles and standard miles within the monthly report.




20. [bookmark: _Toc100841050][bookmark: _Toc137108734]Social Value

Social value will be explicitly evaluated in this procurement, where the requirements are related and proportionate to the subject-matter of this requirement. Where appropriate specific questions have been included in the response questions. 



Social Value will be evaluated over the following themes and outcomes:

		Theme

		Outcome



		COVID-19 recovery

		Help local communities to manage and recover from the impact of COVID-19



		Tackling economic

inequality

		Create new businesses, new jobs and new skills



		

		Increase supply chain resilience and capacity



		Fighting climate change

		Effective stewardship

of the environment



		Equal opportunity

		Reduce the disability

employment gap



		

		Tackle workforce

inequality



		Wellbeing

		Improve health and

Wellbeing



		

		Improve community

integration







See Procurement Policy Note 06/20 – “Taking Account of Social Value in the Award of Central

Government Contracts” for more information.



21. [bookmark: _Toc100841051][bookmark: _Toc137108735]Delivering a ‘Net Zero’ National Health Service 

The NHS needs to respond to the health emergency that climate change brings, which will be embedded into everything we do now and in the future. 



More intense storms and floods, more frequent heatwaves and the spread of infectious disease from climate change threaten to undermine years of health gains. Action on climate change will affect this, and it will also bring direct improvements for public health and health equity. Reaching our country’s ambitions under the Paris Climate Change Agreement could see over 5,700 lives saved every year from improved air quality, 38,000 lives saved every year from a more physically active population and over 100,000 lives saved every year from healthier diets.



The NHS embarked on a process to identify the most credible, ambitious date that the health service could reach net zero emissions. Two clear and feasible targets emerge for the NHS net zero commitment, based on the scale of the challenge posed by climate change, current knowledge, and the interventions and assumptions that underpin this analysis:

· For the emissions we control directly (the NHS Carbon Footprint), net zero by 2040, with an ambition to reach an 80% reduction by 2028 to 2032.

· For the emissions we can influence (our NHS Carbon Footprint Plus), net zero by 2045, with an ambition to reach an 80% reduction by 2036 to 2039.



Delivering a net zero NHS has the potential to secure significant benefits across the population, and particularly for vulnerable and marginalised populations, addressing existing health inequalities. These benefits will only be fully realised through public participation, involvement and engagement with those communities as this work goes forward, having regard to the need to reduce health inequalities and taking into account the public sector equality duty.



As a key priority, we will work to reduce air pollution and improve local environments, thereby supporting the development of local economies in geographical areas of deprivation. Air pollution disproportionately affects people in these areas, many of whom are already at risk of poorer health outcomes.



Direct interventions to decarbonise the NHS

· Reducing emissions from hospital estates and facilities

· Electrification of the NHS transport fleet

· Cycling, walking and shifting modes of transport

· Decarbonising the supply chain

· Food, catering and nutrition

· Medicines

· Reducing emissions from inhalers and anaesthetic gases



22. [bookmark: _Toc137108737]South East London Integrated Care System Green Plan

Guidance: See the ICS Green Plan Here 

The South East London Integrated Care System in its “Green Plan 2022-2025” has adopted the following commitments in its plan. We would expect Suppliers to be able to address at least one or more of these commitments in their proposals:

· We will make carbon reduction and sustainability part of our core business.

· We will work to improve air quality in South East London.

· We will reduce and decarbonise our travel and transport.

· We will optimise and reduce emissions from our estate in line with the national target of 80% reduction by 2032.

· We will review our existing and develop new models of care to reduce their environmental impact and improve social value.

· We will use digital transformation to improve the sustainability of healthcare without compromising the quality of our care and exacerbating inequalities in access to care.

· We will reduce the environmental impact of our medicines through optimisation of prescribing, use of low-carbon alternatives, and appropriate disposal.

· We will use our supplies more efficiently, consider low-carbon alternatives, and collaborate on the decarbonisation of our suppliers.

· We will ensure all our inpatients have access to sustainable healthy food, and for food waste to landfill to be eradicated.

· We will mitigate the risks of climate change and ensure climate change does not impact on the ICS’s ability to deliver core services and manage population health.

· We will contribute to the improvement of and equal access to South East London’s 
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Appendix 1

Taxi KPIs

Clinical journeys

		Journey Type

		KPI

		Measurement period

		Service level target

		Service failure threshold level 1

		% service level if payable threshold is breached

		Service failure threshold level 2

		% service level if payable threshold is breached

		Service failure threshold level 3

		% service level if payable threshold is breached



		Testicular torsion patients from Accident and Emergency Departments to Kings, GSTT and QE. 24/7

		100% of taxis to arrive no later than 30 minutes from booking

		Monthly

		100%

		100%

		1% of monthly fee

		<98%

		1.5% of monthly fee

		<95%

		2.00 % 



		Gastro bleed on-call nurse for Lewisham Hospital and Queen Elizabeth Hospital Woolwich 24/7

		100% of taxis to arrive no later than 45 minutes from booking

		Monthly

		100%

		100%

		1% of monthly fee

		<98%

		1.5% of monthly fee

		<95%

		2.00%



		Anaesthetics on-call doctor/Nurse/equipment  24/7

		[bookmark: _Hlk127866588]100% of taxis to arrive no later than 45  minutes from booking

		Monthly

		100%

		100%

		1% of monthly fee

		<98%

		1.5% of monthly fee

		<95%

		2.00%



		Other clinical patient requests

24/7

		100% of taxis to arrive no later than 45 minutes from booking

		Monthly

		100%

		100%

		1% of monthly fee

		<98%

		1.5% of monthly fee

		<95%

		2.00%









Non-clinical journeys

		Journey type

		KPI

		Measurement period

		Service level target

		Service failure threshold level 1

		% service level if payable threshold is breached

		Service failure threshold level 2

		% service level if payable threshold is breached



		Pre-booked journeys during the hours of Monday  - Friday 07:00 to 19:00

		98 % of taxis to arrive no later than 15 minutes from booking

		Monthly

		98%

		98%

		1%

		<98%

		1.5%



		Pre-booked journeys during the hours of Monday – Friday 19.:01 to 06.59, Saturdays, Sundays and Bank holidays

		98 % of taxis to arrive no later than 30 minutes from booking

		Monthly

		95%

		95%

		1%

		<98%

		1.5%



		Immediate journeys booked during the hours of Monday  - Friday 07:00 to 19:00

		98 % of taxis to arrive no later than 30 minutes from booking

		Monthly

		98%

		98%

		1%

		<98%

		1.5%



		Immediate journeys booked during the hours of Monday – Friday 19.:01 to 06.59, Saturdays, Sundays and Bank holidays

		98 % of taxis to arrive no later than 30 minutes from booking

		Monthly

		98%

		98%

		1%

		<98%

		1.5%



		Complaints & incidents

		To be answered  in writing within 10 working days of being received

		Monthly

		100%

		100%

		1%

		<98%

		1.5%



		Cleaning

		100 % of Vehicle interior to be visibly clean and clear of debris



		Monthly

		100%

		100%

		1%

		<98%

		1.5%



		DBS

		100% of staff involved in the delivery of the service shall have Enhanced DBS in accordance with Trust policy

		Monthly

		100%

		100%

		1%

		<98%

		1.5%



		Reporting

		To provide a Performance Report for the contract by 10th working day of each month to include these KPIs and agreed management information

		Monthly

		98%

		98%

		1%

		<98%

		1.5%








