Part 10 – Qualitative Questions
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Invitation to Tender

Qualitative Evaluation Questions
Part 10 – Annex T
10.1  Delivery

	[10.1.1]    Implementation and Delivery 

Explain how you will Implement, deliver and meet the service line requirements detailed in the specification, identifying key associated risks and assumptions (supported by a risk log) including your critical dependencies.  You should also detail your risk management of service delivery processes.  

Please also detail the challenges identified within the service requirements, any challenges or efficiencies you have identified which would impact service delivery, and how you would deal with these.
Your response should cover the period from contract award to a period two months beyond the implementation of live running, highlighting all key stages throughout that period including how you will monitor live running to identify and correct any issues that may arise.
Please upload as Annex J, your detailed “overarching” Implementation and Delivery Plan in Microsoft Excel Format. The document should be clearly named;
“Supplier Name” Overarching Implementation and Delivery Plan_ Annex J

Please upload as Annex K, a Risk Assumption log in Microsoft Excel format. The document should be clearly named;
“Supplier Name” Risk/Assumption Log_ Annex K    

A page limit does not apply to your Implementation/Delivery plan or Risk/Assumption Log.  Where possible, use universally understood terminology, or give an explanation of internally used terminology.
Please note, when drafting your response, bidders should consider the following elements of the evaluation criteria, as listed in the Instructions to Bidders;

The plan must specifically cover IT, Recruitment and Training and Estate areas separately and ensure that the various requirements for are met including MI, IT and Telephony capability.  Your response must include: 

· key milestones, timescales for activities including start and end dates for implementation tasks; 

· the Potential Supplier’s process of identification and securing of proposed premises and the location of proposed premises for the operational management and operational delivery including the date on which your premises would be available for site survey as detailed in paragraph 5.1 of the specification 

· which organisation is responsible for each activity (e.g. DWP, Prime, Sub-contractor/Partner); 

· a critical path; 

· how the Potential Supplier will set up and mobilise in challenging timescales, including contingency planning for fluctuating levels of work and business continuity planning; 

· a narrative rationale to support the proposed Implementation / Delivery including critical dependencies; 

· the Potential Supplier’s process for identifying and securing proposed IT systems for the operational management and operational Implementation/Delivery;

· the Potential Supplier’s process for identifying and securing proposed Resource requirements for the operational management and operational Implementation/Delivery, including the management of attrition during this period; 
· the Potential Supplier’s risk management processes for Implementation / Delivery; and a risk / assumption log (with mitigation actions required & likelihood & impact of the risk materialising)

· the Potential Supplier’s process for training design, development and delivery;

· the Potential Supplier’s process for Implementation / end to end Delivery testing including MI reporting and call recording;

· the Potential Supplier’s process for securing Accreditation plans;

	Present your response at the top of a new page, within these preset margins in Arial font size 12 up to 5 sides of A4, excluding the question text and these instructions.  :


	[10.1.2]  Operational Flexibility and Quality

Please describe, in detail;
·    how you will undertake planning and manage capacity and performance, throughout the life of the contract

·   your manpower planning processes set against the context of delivering anticipated and  flexible volumes of work

·  your manpower planning processes in response to higher than anticipated levels of staff  absence and attrition including any lead in time for securing additional resource
· Your approach to delivery of a quality service including your assurance processes    
Please note, when drafting your response, bidders should consider the following elements of the evaluation criteria, as listed in the Instructions to Bidders;

The response should cover how you will address planned and unplanned volume fluctuations on an in day, intra week and intra month basis whilst maintaining quality of service and should include your typical lead times in which to handle increases in demand in accordance with the timescales specified by the Authority.

Your response should include specific detail on your Disaster Recovery provisions including time to resume normal service



	Present your response at the top of a new page, within these preset margins in Arial font size 12 up to 6 sides of A4 excluding the question text and these instructions.
A minimum score of two is required in this section, having a score of 2 or less will be drawn to the attention of the Procurement Manager.  We reserve the right to exclude any Tender scoring 2 or less on this question from this Procurement. This methodology will be applied to ensure equitable treatment and consistency across all providers for this question.



	[10.1.3]  Premises and Infrastructure
Please describe your effective and scalable estates strategy demonstrating capacity to flex to meet volume fluctuations. Your response should include details on;
· how access to the DWP area will be controlled 
· the security protocols which will be put in place including detail of how these will be maintained and monitored 
· how you will ensure approved staff only, will have appropriate access to DWP data
· the mechanisms in place to allow DWP and its providers access to your estate 

In the event that you propose  to operate from two sites rather than just one please also detail; 

· how do you propose to allocate the work between the two sites? 

· how they will work together 

· how will they be managed in real time to maximise available agent resource

A detailed rationale for your proposal should be included.

Please note, when drafting your response, bidders should consider the following elements of the evaluation criteria, as listed in the Instructions to Bidders;

The response should describe how you will manage your estate provision over the duration of the contract period specifically covering;

a) availability and duration of availability of premises;   

b) how capacity thresholds are monitored and managed;

c) how you would meet the challenge of either increasing or decreasing the capacity of your estate and what timescales this can be achieved in; and how you could extend availability to support peaks / backlogs; 

d) details of any service contracts for cleaning, maintenance, security including whether these are/will be sub-contracted; 

e) what percentage level of availability you propose for your estate and how you could extend availability to support peaks / backlogs; 

f) what are your business continuity/disaster recovery arrangements in relation to access to your estate;

g) what mechanisms are in place to maintain service with reference to (f) 

h) the number of intended sites and allocation of service lines to each including estimated staff numbers

i)  details of security arrangements, access controls and segregation of the LAN, IT equipment and staff


	Present your response at the top of a new page, within these preset margins in Arial font size 12 up to 5 sides of A4, excluding the question text and these instructions. 

A minimum score of two is required in this section, having a score of 2 or less will be drawn to the attention of the Procurement Manager.  We reserve the right to exclude any Tender which scores 2 or less on this question from this Procurement.  This methodology will be applied to ensure equitable treatment and consistency across all providers for this question.


10.2.
Staffing
	[10.2.1]  Resources and Recruitment 
Please detail the staff resource you will need to deliver and manage your Contact Centre Service across ALL aspects of service delivery e.g. Managerial roles; admin roles through to advisors and use of other relevant expertise e.g. Security.  

Please upload as Annex L your organisational structure showing the ratios for each role.


Your response should indicate 
· how many staff are existing, OR if you have none, how many will need to be recruited
· the processes and timescales for undertaking any recruitment
· your strategy for recruiting a flexible and appropriately skilled workforce with appropriate working patterns to meet business need including demand fluctuations  

Your obligations with regard to TUPE should be reflected within your response.  

Where non advisor staff e.g. trainers, are not intended to be a dedicated resource for the Contact Centre, you must indicate the percentage of time they will spend working on the DWP Contact Centre and what their other duties would be.


Please give an indicative number, including seasonal staff, by type that you anticipate will be needed to deliver the Contact Centre Contract and the rationale that supports your proposals. Your response should address challenges identified within the service requirements plus any additional challenges you have identified which would impact Service delivery.
Please note, when drafting your response, bidders should consider the following elements of the evaluation criteria, as listed in the Instructions to Bidders;


Within your response you must detail this staff resource by job role and the numbers of staff that you will have in each of those roles, their skills and experience, including how you intend to organise staff by service lines, and your rationale to support your proposals.   This should also include the use of temporary or agency staff if this is proposed.

Your response should address how you will ensure that the right personnel are recruited/employed, details of your ongoing recruitment needs and how these will be met and should take into account the need for staff to have undertaken CRB checks.

Your response should include specific detail on your Disaster Recovery provisions including time to resume normal service.

	Present your response at the top of a new page, within these preset margins in Arial font size 12 up to 4 sides of A4, excluding the question text and these instructions.  


	[10.2.2] Training and Development 

Clearly identify how you will provide the contact centre staff with professional and dedicated training; experienced and effective leadership; and ongoing management in order to ensure the contact centre provides, and maintaining high quality customer service (across all emerging media channels), including:

· how you will ensure that all training and development requirements for agents are identified and met
· how you will ensure there will be strong and effective leadership of the Contact Centres including management experienced in providing a comparable service.

· an outline of your training approach and how you ensure your trainers have the appropriate skills.

· how you will manage internal communication processes amongst your staff
· how you evaluate effectiveness of training 

· how you will ensure training material is continually developed to include up to date DWP policy and procedures and share all training products with DWP.

Please note, when drafting your response, bidders should consider the following elements of the evaluation criteria, as listed in the Instructions to Bidders;

Please set out your strategy for training and on-going development for both new and existing staff over the life of the contract.

Your response should outline how you will address ongoing communication with staff across the service, including team meetings and knowledge management



	Present your response at the top of a new page, within these preset margins in Arial font size 12 up to 4 sides of A4, excluding the question text and these instructions.


10.3. Contract Management, Performance and Continuous Improvement 

	[10.3.1]  Contract and Performance Management
Please provide details of the processes you will adopt in the areas of contract management, performance management, resource forecasting and continuous service development and improvement.  
Your response should include; 

· your approach to quality
· complaint handling processes 
· your approach to promoting and evaluating continuous improvement of the service line processes to ensure that the service is of a consistently high standard. 
· your approach to enhancing customer service, leading to efficiencies including reductions in AHT. 
Your response should address challenges identified within the service requirements plus any additional challenges you have identified which would impact Service delivery.  Your response should also include how you will ensure that all agreed targets are met with robust MI reporting processes in place.

Please note, when drafting your response, bidders should consider the following elements of the evaluation criteria, as listed in the Instructions to Bidders;
You response should include 

· detail on how your processes will ensure that performance targets and customer service levels are met.

· detail on how you will develop the service taking into account innovation and efficiencies 

· your response around your complaints handling should demonstrate how you will ensure that these are used to refine your processes 



	Present your response at the top of a new page, within these preset margins in Arial font size 12 up to 5 sides of A4, excluding the question text and these instructions.


10.4
Telephony and IT 
	[ [10.4.1]  Telephony solution

Provide details of your capacity and flexibility in terms of telephony systems and equipment, including indexing, storing and retrieving electronic calls; Including:

· a full system and equipment specification; 
· the capacity of your system and equipment and the availability of additional capacity should this be required;
·  the standards the telephony conforms to and how it meets or exceeds the telephony standards required by the Authority, including in queue messaging requirements such as long wait times, business disruption out of hours treatment
· Details of the arrangements for DWP to supply and maintain message files to be uploaded as needed
·  the capacity of your call recording systems to meet varying call recording retention periods as specified by the Authority
· details of the support and maintenance arrangements for your telephony system and equipment, and Provision of back-up systems and equipment for Disaster Recovery; 
· how you will deal with service interruptions; The service levels applicable and whether maintenance/support will be subcontracted and to whom; 
· Operate and manage call recording ensuring all recordings are managed and stored securely for the contract period; 
· the means to ensure the facility for three-way conference call, when accessing the authority’s translation service.
Please note, when drafting your response, bidders should consider the following elements of the evaluation criteria, as listed in the Instructions to Bidders;

DWP wishes to be assured that all data will be handled to high standards of security. Please describe as a minimum:

· Security Incident Management & Reporting;

· Secure destruction and sanitisation of physical media used to store DWP data e.g. paper documents, CDs, IT equipment etc;  

· Storage of information/call recordings. 
· Transfer of information
· Please describe as a minimum sub contracting arrangements and access to call recording.
Your response should outline the call recording systems to be utilised.

Your response should include specific detail on your Disaster Recovery provisions including time to resume normal service



	Present your response at the top of a new page, within these preset side margins, in Arial font size 12, up to 4 sides of A4, excluding the question text and these instructions. 


	[10.4.2]  Technical Solution 

Explain your capability, capacity and flexibility in terms of IT systems and equipment.  You should provide detail for:-

1. your internal IT systems to be used for staff management and operational organisation purposes and MI collation for ALL service lines;

2. your IT system and database for the delivery of the Warm Home Discount Scheme Service Line number 10.

You should provide details of your maintenance & support arrangements for IT. Including; 

· provision of a full IT specification; 

· how you will work with the Authority to ensure the IT system and equipment you will use to deliver the requirements are secure, auditable and meet DWP Security standards; 

· Provide details of how you will use the systems to support the service, and detail around the capacity of the secure server to store data, IT database and equipment and the availability of additional capacity should this be required and; 

· details of the support and maintenance arrangements for all your IT systems and equipment;

· Provision of back-up systems and equipment; 

· How you will deal with service interruptions and service levels applicable and whether maintenance/support will be subcontracted and to whom; details of how the solution will ensure the protection of customer data to DWP security standards; 

· Description of your incident management process; 

· Details of the test check and audit trail of access by staff; 

· For the WHDS how you will ensure the secure transfer of data to energy suppliers and at scheme end to the Authority at hand back stage;
·  details of the MI production capabilities, how those MI capabilities meet the requirements in the specification both in real time and historically
· Details of your controls to protect the confidentiality of DWP information when it is no longer necessary or appropriate for it to be held on a piece of equipment.

· Details of your processes to ensure DWP information can be archived in accordance with DWP  requirements.
Your response should include specific detail on your Disaster Recovery provisions including time to resume normal service
Please note, when drafting your response, bidders should consider the following elements of the evaluation criteria, as listed in the Instructions to Bidders;
DWP wishes to be assured that all data will be handled to high standards of security. Please describe as a minimum:

· Security Incident Management & Reporting;

· Secure destruction and sanitisation of physical media used to store DWP data e.g. paper documents, CDs, IT equipment etc;

· Storage of information 
· Transfer of information
Please describe, in detail, your plans for accurately capturing, storing and securely transferring (via PGP encryption or similar as directed by the authority) customer data (especially sensitive personal data records - aggregated and unaggregated), in line with departmental (ISSS) and Cabinet Office security standards (Security Policy Framework). 

· Your response should include, accommodation (physical), electronic (IT systems and encrypted data transfer) and process elements of the service.
Your response should cover your own IT systems and the Database for the WHDS


	Present your response at the top of a new page, within these preset margins in Arial font size 12 up to 6 side of A4, excluding the question text and these instructions.
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