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Crown Commercial Service
_________________________________________________________________________
Call Off Order Form for Management Consultancy Services
_________________________________________________________________________

12/08/2013


FRAMEWORK SCHEDULE 4
CALL OFF ORDER FORM


PART 1 – CALL OFF ORDER FORM

SECTION A

This Call Off Order Form is issued in accordance with the provisions of the Framework Agreement for the provision of Management Consultancy Framework Two RM6008 Services dated 04 September 2018. 

The Supplier agrees to supply the Services specified below on and subject to the terms of this Call Off Contract. 

For the avoidance of doubt this Call Off Contract consists of the terms set out in this Template Call Off Order Form and the Call Off Terms.

	Order Number
	TBC

	From
	HMRC
 ("CUSTOMER")

	To
	Accenture (UK) Ltd
 ("SUPPLIER")

	Date 
	14/03/2019
("DATE")



SECTION B 

call off contract period

	1.1. 
	Commencement Date: 

	18/03/2019

	 

	Expiry Date:


	End date of Initial Period: 07/06/2019

End date of Extension Period: 07/06/2020

Minimum written notice to Supplier in respect of extension: Not Applicable

















Services

	2.1.  
	Services required: 

In Call Off Schedule 2 (Services)


	The services required are to complete a strategic review of HMRC’s customer contact services as detailed in the RFP document provided.









PROJECT Plan

	3.1. 
	Project Plan: 

	The Project plan is detailed on page 7 of Accenture’s bid response provided. 

As part of the implementation plan the parties will develop mutually agreeable acceptance criteria and procedures that will apply to the Deliverables developed by Supplier pursuant to this Call off Order Form.  The only basis for acceptance of Deliverables will be substantial conformance to such acceptance criteria, in accordance with the acceptance procedures.  The only basis for rejection of Deliverables will be the failure of the Deliverables substantially to conform to the acceptance criteria, in accordance with the acceptance procedures. All Deliverables will be deemed accepted if Customer does not reject the Services and Deliverables by providing written notice within ten working (10) days after delivery specifically identifying the manner in which the Services or Deliverables fail to substantially comply with their applicable specifications or if Customer puts the Deliverables to use. The Supplier and the Customer will also agree mutually acceptable Customer dependencies within the implementation plan. The Supplier and the Customer will agree an implementation plan that will include any Customer/Supplier obligations and dependencies and an acceptance criteria for the milestones.












contract performance

	4.1. 
	Standards: 

	Applicable standards for this contract are per Section 11, Standards and Quality, detailed in the Call Off terms.  for RM6008 which can be accessed via the CCS website.

	4.2
	Service Levels/Service Credits: 

	Not applicable.

	4.3
	Critical Service Level Failure:

	Not applicable.

	4.4
	Performance Monitoring: 

	Not applicable.

	4.5
	Period for providing Rectification Plan: 
 
	Applicable period for providing Rectification Plan can be be viewed in 39.2.1(a) of the Call Off terms.  for RM6008 which can be accessed via the CCS website.




personnel

	5.1
	Key Personnel: 

	As detailed in the Accenture tender response titled ‘OFFICIAL ACCENTURE RESPONSE HMRC V01.A 15FEB2019’. As per page 13, the following key personnel will be assigned to this project:
REDACTED

	5.2
	Relevant Convictions (Clause 28.2 of the Call Off Terms):

	Refer to Clause 28.2 of the Call Off terms for RM6008 which can be accessed via the CCS website.



PAYMENT

	6.1
	Call Off Contract Charges (including any applicable discount(s), but excluding VAT): 
In Annex 1 of Call Off Schedule 3 (Call Off Contract Charges, Payment and Invoicing)
	Call Off Contract Charges can be found in the charging model provided, titled ‘190307 Call Off Order Form v2.


The fixed contract value is £462,670. (exclusive of VAT which will be charged at the then prevailing rate).


	6.2
	Payment terms/profile (including method of payment e.g. Government Procurement Card (GPC) or BACS):
In Annex 2 of Call Off Schedule 3 (Call Off Contract Charges, Payment and Invoicing)
	Payment terms are by BACS transfer in accordance with the Milestone Charging Table tab in the file titled ‘190307 Call Off Order Form v2.
	

	6.3
	Reimbursable Expenses: 

	Reimbursable Expenses are not permitted unless expressly permitted by the HMRC Work Manager. 

	6.4
	Customer billing address (paragraph 7.6 of Call Off Schedule 3 (Call Off Contract Charges, Payment and Invoicing)):

	Benton Park View, Benton Park, Newcastle upon Tyne, NE98 1ZZ

	6.5
	Call Off Contract Charges fixed for (paragraph 8.2 of Schedule 3 (Call Off Contract Charges, Payment and Invoicing)):
	Call Off Contract Charges are fixed for the duration of the contract.

	6.6
	Supplier periodic assessment of Call Off Contract Charges (paragraph 9.2 of Call Off Schedule 3 (Call Off Contract Charges, Payment and Invoicing)) will be carried out on:
	Not applicable.

	6.7
	Supplier request for increase in the Call Off Contract Charges (paragraph 10 of Call Off Schedule 3 (Call Off Contract Charges, Payment and Invoicing)):
	Not permitted.





LIABILITY and insurance

	7.1
	Estimated Year 1 Call Off Contract Charges:

	The fixed sum of £462,670 (exclusive of VAT which will be charged at the then prevailing rate).


	7.2
	Supplier’s limitation of Liability (Clause 37.2.1 of the Call Off Terms);

	Subject to Clause 37.1 and 37.3, Supplier’s total aggregrate liability(whether expressed as an indemnity or otherwise) in respect of all the Lossess incurred by the Customer under or in connection with this Call Off Contract (whether under common law or statute, tort (including negligence), breach of statutory duty or otherwise) shall in no event exceed one hundred and twenty five percent (125%) of the  Charges paid nor payable to the Customer during the Call-Off contract Period.


Notwithstanding anything to the contrary set forth in the Call Off Contract, the Parties agree and acknowledge that, the Supplier’s maximum aggregate liability to the Customer (including for any liability for acts or omissions of its Supplier Personnel) under or in relation to the Call Off Contract (whether in contract, tort, negligence, indemnity, strict liability in tort, by statute or otherwise) for any and all claims, to the extent caused by the Supplier, arising in respect of: a) any breach of the terms of Clause 35.5 (Protection of Personal Data), b) Personal Data  c) any fines and/or penalties  imposed pursuant to Data Protection Legislation shall be capped in (aggregate) at 125% of the total Charges paid or payable to the Customer during the Call-Off contract Period.


	7.3
	Insurance (Clause 38.3 of the Call Off Terms):
	Applicable insurance terms are available in Clause 38.3 of the Call Off terms for RM6008 which can be accessed via the CCS website.








TERMINATION and exit

	8.1
	Termination on material Default (Clause 42.2 of the Call Off Terms)):

	The Customer may terminate this Call Off Order Form in accordance with clause 42.2.1(c) of the Call Off terms for RM6008 which can be accessed via the CCS website, by issuing a termination notice of 10 Working Days. 

	8.2
	Termination without cause notice period (Clause 42.7 of the Call Off Terms):

	In accordance with clause 42.7 of the Call off Terms for RM6008 which can be accessed via the CCS website.

	8.3
	Undisputed Sums Limit:

	In Clause 43.1.1 of the Call Off Terms for RM6008 which can be accessed via the CCS website.

	8.4
	Exit Management: 
 
	Not applied



supplier information

	9.1
	Supplier's inspection of Sites, Customer Property and Customer Assets:

	Clauses 2 (Due Diligence), 31 (Customer Premises) and 32 (Customer Property) may apply to this contract. The supplier will be given site access upon request for inspection purposes. 

	9.2
	Commercially Sensitive Information:

	The Accenture proposal document presented to ‘HM Revenue & Customs’ and titled ‘OFFICIAL ACCENTURE RESPONSE HMRC V01.A 15FEB2019’ and all of its content is considered to be Commercially Sensitive Information.
The Accenture charging model document presented to ‘HM Revenue & Customs’ and titled ‘190307 Call Off Order Form v2’ and all of its content is considered to be Commercially Sensitive Information.


















OTHER CALL OFF REQUIREMENTS

	10.1
	Recitals:

	Refer to the preamble of the Call Off terms for RM6008 which can be accessed via the CCS website.
Recitals B to E
Recital C - date of issue of the Request for Proposal document:  05/02/2019
Recital D - date of receipt of Call Off Tender:  15/02/2019

	10.2
	Call Off Guarantee (Clause 4 of the Call Off Terms):

	Not required.

	10.3
	Security:

 
	The ‘Short Form - Paragraphs 1-5’ Call Off  Schedule 7: Security contained in the Call Off terms for RM6008 which can be accessed via the CCS website will apply.

	10.4
	ICT Policy:
	Not applied

	10.6
	Business Continuity & Disaster Recovery: 

Disaster Period:

	Not applied.

	10.7
	NOT USED
	

	10.8
	Protection of Customer Data (Clause 35.2.3 of the Call Off Terms):

	It is not envisaged that this contract will involve the processing of Customer Data but should this arise then Clause 35.2.3 of the Call Off terms for RM6008 which can be accessed via the CCS website will apply.

	10.9
	Notices (Clause 56.6 of the Call Off Terms):

	Customer’s postal address and email address:
HMRC Commercial Directorate
5W Ralli Quays
3 Stanley Street
Salford 
M60 9LA
REDACTED

Supplier’s postal address and email address:
5 Quicksilver Way
Accenture
Cobalt Business Park
North Shields
NE270QQ
REDACTED

	10.10
	Transparency Reports
In Call Off Schedule 13 (Transparency Reports)
	Not applied.

	10.11
	Alternative and/or Additional Clauses from Call Off Schedule 14 and if required, any Customer alternative pricing mechanism:

	Clauses 34.1.4 and 34.10 will only apply to Project Specific IPR Items which have been specifically commissioned by the Customer to be characterised as Open Source and which the Supplier and the Customer have both agreed to in writing.  


	10.12
	Call Off Tender:


	Call Off Tender response consists of: 
‘OFFICIAL ACCENTURE RESPONSE HMRC V01.A 15FEB2019’
[bookmark: _GoBack]‘OFFICIAL Accenture Customer Contact Centre Charges V1’ (During the contract finalisation process, this document has been superceded by v2 as referred to in 6.1)
‘Accenture Ariba Extract’ (as extracted from HMRC e-sourcing portal)

	10.13
	Publicity and Branding (Clause 36.3.2 of the Call Off Terms)

	As per Clause 36.3.2 of the Call Off terms for RM6008 which can be accessed via the CCS website.

	10.14
	Staff Transfer
Annex to Schedule 10, List of Notified Sub-Contractors (Call Off Tender).
	Call Off terms for RM6008 which can be accessed via the CCS website, Schedule 10, Staff Transfer Parts A and B Not Applied

	10.15
	Processing Data
Call Off Schedule 17
	Not Applicable.






FORMATION OF CALL OFF CONTRACT
BY SIGNING AND RETURNING THIS CALL OFF ORDER FORM (which may be done by electronic means) the Supplier agrees to enter a Call Off Contract with the Customer to provide the Services in accordance with the terms Call Off Order Form and the Call Off Terms.
The Parties hereby acknowledge and agree that they have read the Call Off Order Form and the Call Off Terms and by signing below agree to be bound by this Call Off Contract.
In accordance with paragraph 7 of Framework Schedule 5 (Call Off Procedure), the Parties hereby acknowledge and agree that this Call Off Contract shall be formed when the Customer acknowledges (which may be done by electronic means) the receipt of the signed copy of the Call Off Order Form from the Supplier within two (2) Working Days from such receipt.
	For and on behalf of the Supplier:

	Name and Title
	REDACTED

	Signature
	

	Date
	

	
For and on behalf of the Customer:

	Name and Title
	REDACTED

	Signature
	

	Date
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PROTECT - COMMERCIAL

		

HM REVENUE & CUSTOMS



REQUEST FOR PROPOSAL – PART 1







		Title:

Name of project / requirement 

		Strategic Review of Customer Contact Services 



		HMRC Reference:

To be quoted in all correspondence

		SR200629421



		Date issued:

		4th February 2019 (Amended V1.1 05/02/2019)



		Deadline for Responses:

		15th February 2019







		1.

		Contact Details



		Issued to:

		

		From:

		Jack Biddell / Ken Webster



		Address:

		









		Address:

		HMRC Commercial Directorate

5th Floor West

Ralli Quays

3 Stanley Street

Salford

M60 9LA



		Contact name:

		

		Contact name:

		Jack Biddell / Ken Webster



		Email:

		

		Email:

		jack.biddell@hmrc.gov.uk

ken.webster@hmrc.gov.uk 



		Telephone:

		

		Telephone: 

		+44 3000 543029 / 587719







		2.

		Background



		

2.1 Background to HMRC

HM Revenue & Customs (HMRC) is one of the UKs biggest organisations, with around 60,000 full time equivalent staff. Almost every individual and business in the UK is a direct customer of HMRC.

HMRC are an effective, efficient and impartial tax and payment authority. HMRC have a vital purpose:

· Collecting the money that pays for the UK’s public services and help families and individuals with targeted financial support.

· Helping the honest majority to get their tax right and make it hard for dishonest minority to cheat the system.

· Collecting over £500 billion a year in revenue from 45 million individuals and 4.9 million business customers.

· HMRC play a key role in enforcing UK Border Controls and the national minimum wage levels, administering environmental taxes and recovering student loans.

HMRC is a non-ministerial government department which was formed in 2005 from the merger of the Inland Revenue and HM Customs and Excise. 





2.2 Background to Customer Contact Strategic Review 

2.2.1 As part of its customer contact strategy for 2019, HMRC are currently preparing requirements in readiness for a procurement to re-tender for its customer contact centre telephony provision.

2.2.2 In anticipation of this work, the Customer Services Group within HMRC wishes to conduct a more comprehensive strategic review across all of our channel entry points as to why customers are contacting HMRC and the associated cost to serve by: 

a) intent trigger that drove the contact; and 

b) channel(s) customers interact with HMRC through to resolve queries.

2.2.3 The Intent aspect will examine the reasons why the customer intends to contact HMRC.

2.2.4 The channel aspect will examine all current channel entry points which include:

a) Telephony, (HMRC receives 30M calls per annum);

b) IVR;

c) Webchat;

d) App;

e) Website;

f) Async Messaging;

g) Smart Assistant;

h) Virtual Assistant;

i) Conversational User Interface;

j) Social Media;

k) SMS;

l) Outboard Campaigns;

m) Post; (HMRC receives 17M white mail items per annum)

n) Email;

o) Fax; and

p) Intermediaries 

and whether there are further channel types currently available or may be available in the future, which could be utilised to provide more effective Customer Contact Services going forward. 

2.2.5 To help bring further context/background for the review, some initial internal findings, which need further analysis, verification and development, are that:

a) Whilst digital channel reach is extensive, including webchat, virtual agent, smart assistance, social media – the channels have never been fully leveraged/optimised;

b) Channel technology is bespoke, with no capability to link channels in order to monitor, influence and provide a seamless journey for consumers;

c) There is limited understanding/data on customer behaviour; and

d) Automation exists across telephony and digital, however, currently a lot of this is ‘pseudo self-serve’ supported by back office processes.

2.2.6 A key aim of the strategic review will therefore be to carry out a full investigation into HMRC’s current use of existing channels and HMRC’s own internal findings to help inform what:

a) HMRC’s future overarching Customer Contract strategy should be;

b) Customer Contact Services HMRC will need in the future; and 

c) Outline requirements are needed for each of the Customer Contact Services identified to allow early market engagement and the effective development of procurement strategies,  

all in the knowledge that the review could lead to a quantum change in the way HMRC deliver Customer Contact Services.  



		3.

		Requirements



		3.1 General Requirements

3.1.1 HMRC is seeking support from a Service Provider with proven expertise in the field of customer contact strategy, customer contact platforms and customer engagement.  

3.1.2 For the initial Statement of Works package detailed in this section, the Service Provider will work alongside a team from HMRC (primarily comprising representatives from the Customer Services and Chief Digital and Information Officer’s groups) to conduct an ‘innovation’ review to inform HMRC’s contact strategy for 2019 and beyond.

3.1.3 The Service Provider will work with the HMRC team to provide the external perspective and combine this with internal inputs to reach an agreed set of future requirements, business processes and capabilities that will meet HMRC’s needs, whilst providing a step-change in performance in the area of customer contact and engagement.

3.1.4 To enable HMRC to fully understand “the art of the possible” and better understand best-practice customer contact and engagement, the Service Provider must:

a) bring external, best-practice experience of global, best-of-breed contact centres and their enabling technology;

b) be able to advise on the emerging trends which will significantly impact best-practice in the coming 3-5 years.

c) facilitate supplier days to enable the HMRC expert teams to understand existing and emerging market best-practice; and 

d) challenge constructively existing HMRC practice in the areas of customer contact and engagement.  The Service Provider should not consider any potential: 

i. strategy;

ii. platform; or

iii. process re-engineering.

to be “off-limits” – HMRC expects its existing strategy/approach to be challenged;

3.1.5 The Service Provider will conduct stakeholder workshops and interviews with HMRC’s CSG and CDIO experts in order to understand current departmental requirements and processes in the area of customer contact and engagement to inform the review. 

3.1.6 The Service Provider outputs from the review will be a number of products, processes and ways of working that provide a clear strategy on how we achieve digital first engagement, reduce cost to serve and provide a first contact resolution to our customer base.

3.2 Outcome Products

3.2.1 To capture the outputs from the review activities the Service Provider is required to deliver the following three products.

1. A Strategic Plan, which features a matrix format for appropriate aspects, that details the opportunities, dependencies and constraints that have been identified;

2. A Roadmap, which details the key activities and timescales needed to deliver the strategic plan; and 

3. An Architectural Blueprint, which provides a concept system design layout for all Customer Contact channels identified.



















3.2.2 In developing and delivering the Strategic Plan, the Service Provider must ensure the following aspects are provided/featured/referred to:

a) evaluation of customer ‘intents’ by channel and volume including establishing the  reasons why the customer intends to contact HMRC;

b) provide indicative cost per contact by intent/business line/channel;

c) detailed design demonstration on how data will be leveraged to inform contact strategy, real time channel routing and predictive/preventative Customer Care;

d) the potential to develop predictive/preventative Customer Care methodologies; which identify opportunities to execute plans and initiate campaigns that trigger interventions to the Customer, removing the need for Customer contact; 

e) an explanation of the people capabilities required to deliver the proposed plan, which will support a stepped change in performance;

f) planning techniques to allow more effective people resource allocation to meet customer demand by each channel type; 

g) maturity assessment of current channel capability;

h) matrix to show opportunity across channel portfolio by intent;

i) matrix to show intent matching to channel availability;



3.2.3 The Service Provider must ensure during development that the Roadmap:

a) is segmented to take into account technology, people, process re-engineering and data leverage disciplines; 

b) overlays technology across all of the disciplines and included activities; 

c) covers all lenses; including, but not limited to: resource modelling, business process re-engineering, channel optimisation, the technology and capability required to support delivery and continual optimisation;

d) demonstrates how digitisation/contact eradication will be achieved – including a realistic assessment of what can be achieved with current capability, optimisation, channel creation and new/better channel/technological capability;

e) details channel build capability and the associated timeframes;

f) prioritises those elements that can be achieved with current capability, detailing clear and realistic timeframes anticipated to get to ‘end state’ across all disciplines;

g) provides the timeframe to develop an effective Organisational Design structure that addresses skills gap analysis findings that constrains the internal capability to deliver and optimise;

h) provides a clear articulation of cost to build and benefit realisation, benefits for both the business and the customer, associated with each stage of delivery contained in the Roadmap;

3.2.4 In developing the Architectural Blueprint the Service Provider must ensure that it reflects a digital engagement platform that:

a) is a best in class’ open engagement platform, incorporating best of breed technology, that is future proofed to allow the integration and (agile) testing of new/emerging channels/digital thinking;

b) allows for effective interface across channels for the touchpoints needed to leverage effectiveness; and 

c) details business and functional requirements that can be readily developed to form the specification to procure the required Customer Contact technology platform and/or services.







3.3 Skills

3.3.1 The Service Provider’s staff must have relevant skills/experience relating to:

a) Digital Transformation;

b) Predictive/Preventative Customer Care early intervention techniques; 

c) Artificial Intelligence and Machine Learning;

d) Public Sector;

e) Contact Centre Technology;

f) Data Leveraging;

g) Customer Journey and Experience design;

h) Process re-engineering; and

i) Architectural blueprint design (contact centre solutions)



3.4 Security

3.4.1 In the delivery of the service, the Service Provider must ensure that the standards, best practice guidelines and approaches that are required to protect UK government assets contained in the Security Policy Framework are adhered to. 

3.5 Duration / Implementation Plan

3.5.1 The proposed start date for the assignment is week commencing 11th March 2019.

3.5.2 The proposed duration of the assignment to conduct all of the work and to deliver the outcome products is 12 weeks. 

3.5.3 The proposed end date for the assignment will therefore be 31st May 2019. 

3.5.4 As part of the Charging Model spreadsheet provided at Annex A, the Service Provider will provide a Draft Implementation Plan, which includes milestones and proposed milestone payments. 

3.5.5 During Week 1 of the Assignment, the Service Provider must agree a baseline version of the Implementation Plan, including the milestone payment plan, which will then form part of the contract.   

3.5.6 Any changes to the baseline version of the Implementation Plan must be agreed by both parties in writing. 

3.6 Extension

3.6.1 Whilst it is not envisaged that this contract will be extended beyond the proposed end date, provision is made for additional work packages to be commissioned for an extended period up until 31st May 2020. 

3.6.2 Any work commissioned during the extended period: 

a) must be detailed in a Statement of Works type document and agreed in writing by both parties as formal contract variation, prior to any additional work commencing;

b) will be able to run until completion even if the works extends beyond the extended period end date;

c) all terms/day rates agreed for the initial Statement of Works will apply. 

3.7 Location 

3.7.1 The nature of the work required should mean that the majority of the work can be completed at the Service Provider’s own premises, but travel to HMRC sites will be required for stakeholder meetings and workshops.  

3.7.2 The primary location for stakeholder meetings and workshops will be:

Benton Park View,

Benton Park,

Newcastle upon Tyne,

NE98 1ZZ.

3.7.3 As part of the review process it may be necessary for the Service Provider to travel to other HMRC sites upon request.  



		4 Charging Schedule



		4.1 Pricing Structure

4.1.1 The pricing terms for the Statement of Works outlined in the Section 3, Requirements will be fixed price to the maximum value of £500,000. 

4.1.2 The pricing structure will consist of the following elements contained in the Excel spreadsheet Charging Schedule provided at Annex A:

a) An implementation plan with costed milestones to arrive at the fixed price;

b) A resource plan, which will allow HMRC to monitor that the resource detailed in the resource plan has generally been used for the delivery of the milestones; and

c) The rate card, which will be used to: 

i. Provide a comparison on the rates arrived at through the tender process for this work package compared against the standard MCF 2 rates;

ii. Readily demonstrate how Value for Money (VfM) is being achieved through the use of the framework/framework discounted rate card; and

iii. Provide the pricing basis for determining the potential costs of any future work packages commissioned through this contract, where VfM can clearly be demonstrated.  



4.1.3 The fixed price charges shown in the implementation plan for delivering the milestones take precedent and act as the pricing mechanism for invoicing purposes. 

4.1.4 The overall charges provided by the Service Provider in the resource plan should be used for validation purposes only, in that the total costs arrived at using the grades and day rates detailed in the resource plan, should generally correlate with the fixed price milestone approach.  

4.2 Invoicing

4.2.1 The invoices must only be submitted upon completion of the milestones and at the amount to be charged for each milestone as detailed in the Implementation Plan.

4.2.2 Prior to invoicing acceptance and approval must be sought from the HMRC work manager that the milestone has been completed. 



4.2.3 Under no circumstances should the aggregated amount of invoices, including the proposed value of your final invoice, exceed the amount stated in the signed contract, unless additional work has subsequently been agreed in writing as a formal contract variation.  



4.3 Expenses

4.3.1 Expenses will not be payable if a supplier is invited to make a presentation for clarification purposes as part of the tender process.

4.3.2 Given that the majority of the work should be able to be completed at the Service Provider’s own premises and HMRC’s primary location at Benton Park View, additional Travel and Subsistence expenses will not be paid and must be accounted for as part of the base charge proposal. 

4.3.3 Should excessive requests be made of the Service Provider to travel to other HMRC sites then Travel and Subsistence expenses will only be paid with the prior agreement of the HMRC Work Manager. 

4.3.4 Any expenses agreed to by the HMRC Works Manager must be in compliance with HMRC travel & subsistence policy, which will be provided at the time of the request.       



4.3.5 All other expenses/disbursements will be payable at the discretion of HMRC Work Manager. The Service Provider shall not incur any such expenses without the prior approval of the HMRC Work Manager. Any expense incurred by the Service Provider without prior approval shall not be reimbursed.



		5 

		Commercial Terms



		5.1 Terms & Conditions.

5.1.1 Any contract entered into as a result of this RfP process will be under the auspices of the CCS Management Consultancy Framework Two (MCF2), Contract ID RM6008, Terms & Conditions.

5.1.2 The “RM6008 MCF2 Call Off Order Form v2” template will be used to formalise and execute the contract, and will include the framework Terms & Conditions.  

 

5.2 Additional HMRC specific terms & conditions. 

5.2.1 The following additional HMRC specific terms & conditions shall also apply:

a) The Service Provider shall at all times comply with the Value Added Tax Act 1994 and all other statutes relating to direct or indirect taxes.

b) Failure to comply may constitute a material breach of this Contract and HMRC may exercise the rights and provisions conferred by the Condition of Termination in the relevant contract.

c) The Service Provider shall furnish to HMRC the name, and if applicable, the Value Added Tax registration number, PAYE collection number and either the Corporation Tax or Self-Assessment reference of any agent, supplier or sub-contractor of the Service Provider prior to the commencement of any work under this Contract by that agent, supplier or sub-contractor.  Upon a request by the HMRC, the Service Provider shall not employ or will cease to employ any agent, supplier or sub-contractor.



5.2.2 The Service Provider shall ensure that all personnel (employees, sub-contractors, associates etc) providing services have been checked in accordance with the HMG Baseline Personnel Security Standards (BPSS).  The successful Service Provider will be asked to provide further assurance at the ‘point of supply’ via the contract documentation.

5.2.3 Where additional personnel are provided or personnel are replaced during the contract the Service Provider will assure that the relevant checks are in place for the additional/replacement personnel.

5.2.4 By submitting a response to this Request for Proposal, HMRC will deem that you accept the above HMRC minimum requirements.



		6 

		Tender Responses



		6.1 Procurement Timeline

6.1.1 The outline planned procurement timeline, which may be subject to change is: 

a) Issue RFP/ITT – 05/02/2019. 

b) Deadline for Clarification Questions – 11/02/2019

c) Deadline for Tender Responses – 15/02/2019

d) Complete evaluation of tender responses – 22/02/2019

e) Clarification Meeting (If required) – 27/02/2019 

f) Despatch Award Notifications – 07/03/2019

g) Contract Start Date – 11/03/2019



6.2 Clarification Meeting(s)

6.2.1 As referred to in the Tendering Instructions, HMRC reserves the right to request clarification meetings with those applicants, where further clarification of their tender response is needed to ensure that all aspects of the contract requirements will be met.



6.2.2 Should any clarification meetings be required these will take place on:

· Wednesday 27th February 2019; and will be held at 

· HMRC Commercial Directorate, Ralli Quays, 3 Stanley Street, Salford M60 9LA

6.3  Award Weighting Requirements

6.3.1 The award criteria that will be used for this procurement are as follows:

· Quality – 70% 

· Cost   –  30%

Scoring

· Scoring will be kept within bands and scores allocated for each question in line with scoring scheme contained in the following table.    

		Score

		‘Closed’ Question Criteria

		‘Open’ Question Criteria



		100

		Excellent answer which meets all of the requirements and provides all of the required detail.

		The response is excellent and completely relevant. The response is comprehensive, unambiguous and demonstrates an excellent understanding of, and meets, the requirements in all aspects, with no clarification required. The response is well thought out and/or provides

· highly credible examples;

· benefits; or 

· innovation.  



		80

		Good answer which meets all of the requirements but lacks some minor detail 

		The response is good and highly relevant. The response indicates a good understanding of the requirements and provides sufficient detail across all areas. The response demonstrates how the requirements will be met in the main, which may require minor clarification only. 



		60

		Satisfactory answer, which meets the requirements in many aspects, but fails to provide sufficient detail in some areas.

		The response is satisfactory and relevant. The response indicates a satisfactory understanding of the requirements in most aspects, although may lack detail in certain areas. The response suggests that the outline requirements would be met satisfactorily but may some clarification may be required.



		40

		Limited answer which satisfies some aspects of the requirements, but fails to meet the specification in the whole.

		The response is limited and partially relevant.  The response indicates partial understanding of the requirement. The response contains ambiguities or deficiencies, which suggests that the requirements could be met, but clarification would be required. 



		20

		Poor answer which significantly fails to meet the requirements.

		The response is poor and only partially relevant. The response addresses some aspects of the requirements but contains insufficient/limited detail or explanation. The response demonstrates only limited understanding of the requirement. The response contains ambiguities or deficiencies which suggest the requirements would not be met. 



		0

		The response is not considered relevant. The response is unconvincing, flawed or otherwise unacceptable. Response fails to demonstrate an understanding of the requirement. 















		7 

		Request for Proposal Response 



		7.1 Response format

7.1.1 RfP/Tender responses should be submitted electronically using HMRC’s eSourcing Portal.  

7.1.2 Accessibility needs, which cover a range of disabilities, should be highlighted to HMRC at the earliest opportunity if it felt that they may hinder the Tenders’ ability to provide a response.

7.1.3 As part of the e-Sourcing event suppliers are required to answer all of the questions contained within the questionnaires.



7.2 Selection Questionnaire

7.2.1 In response to the Selection Questionnaire, the applicant must provide: 

a) general organisation information, and 

b) financial information to allow revenue compliance checks to be made.



7.3 Quality Questionnaire

7.3.1 In response to this questionnaire the applicant should prepare a formal proposal of no more than 16 pages. The formal proposal should explain how the requirements will be met and relating to the following specific sections of the requirements the following information should be provided;



a) Section 3.1, General Requirements – 

i. provide details of general previous experience of supporting large businesses in the public or private sector, to transform Customer Contact strategies. 

ii. provide a more specific case study of no more than two pages detailing your experience of implementing a new Customer Contract strategy with one specific organisation referenced by name or sector, including the outcomes and benefits achieved.

 

b) Section 3.2, Outcome Products -   

                   provide details of the approach you would take to developing:

i. the Strategic Plan; 

ii. the Roadmap; and

iii. Architectural Blueprint

including details any tools/methodologies you would use, the format and content of the products. Include examples of how these techniques have been used successfully previously and the benefits they brought to the customer.



c) Section 3.3, Skills – 

i. provide a summary, of no more than one page each, for each of the senior leads you intend to use on the assignment that demonstrates that all of the required skills will exist within the team;

ii. provide a more general description of any additional team members you intend to use including support staff. 



d) Section 3.4, Security - 

Provide an overview in no more than one page your approach to security and how security requirements will be met.







7.4 Cost Effectiveness –

7.4.1 The Charging Schedule spreadsheet provided at Annex A, must be completed and attached to the cost effectiveness question 3.2.1.

7.4.2 Should any explanation need to be provided of your proposed charging then this should be provided in the comment box connected to this question. 

7.4.3 The total cost detailed in the Charging Schedule spreadsheet must also be provided in the Cost Effectiveness questionnaire in response to question 3.2.2.1.

7.4.4 In the Cost Effectiveness questionnaire, all questions must be answered and all information provided to ensure the eSourcing portal evaluation functionality can be fully utilised and final total pricing transferred into the contract.   

7.4.5 There will be no opportunity to directly negotiate prices so it is important that competitive pricing is used at the outset. 

7.4.6 HMRC does reserve the right to clarify pricing as may be necessary. 















		8 

		Further information



		

8.1 Questions and Clarifications

8.1.1 Please send any clarification questions you have on this Request for Proposal via the eSourcing Portal using the ‘Compose Message’ field. In order to provide you with a comprehensive answer to your questions, HMRC request that all clarification questions are received by 10am Monday 15th February 2017.

8.1.2 If for any reason the messaging system be unavailable, then all queries in relation to this Request for Quote should be directed to the HMRC contact detailed in 1. above. 

8.1.3 Commercial Directorate co-ordinate all queries in order to ensure equity of treatment of all potential Contractors.  Therefore, the business areas must not be contacted directly.



8.2 General Information

8.2.1 Documents, together with any requested attachments, should be submitted in a single WinZip-compatible file (identified with the potential provider’s name). If the WinZip-compatible file exceeds 20MB the enclosed documents should be divided across a number of files such that each file is less than 20MB.

8.2.2 Instructions and guidance for completion of the on-line element are available from the help menus within the supplier’s area of the portal.



8.2.3 If any part of your submission is incomplete, it may not be evaluated resulting in you being excluded from the process.



8.2.4 In your response to the requirements, please do not:



a) reference your answers from one response to another, even where there is commonality;

b) submit additional documentation with your response except where specifically requested;

c) include publicity material of any kind, e.g. brochures and web references; or

d) contain any inserted, pasted or embedded; pictures or documents (e.g. image files, Adobe Acrobat documents or other Word documents).



8.2.5 Any additional items where requested should be provided as separate files using the format specified e.g. MS Word, MS Excel, MS PowerPoint, Adobe Acrobat or jpeg formats; no other formats should be used.



8.2.6 Where a supplier exceeds the permitted number of attachments and/or any maximum word limits, HMRC may disregard any information provided which is over and above the permitted limit.

8.2.7 These instructions are designed to ensure that all suppliers are given equal treatment.  It is important therefore that you provide all the information asked for in the format and order specified.












Annex A, Charging Schedule



The embedded Charging Schedule below must be completed and provided as part of your proposal response.





All three tabs in the Charging Schedule must be completed

· Milestone Charging Table;

· Rate Card; and 

· [bookmark: _GoBack]Resource Plan  
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Milestone Charging Table


			Strategic Review Customer Contact Services Charging Model - Milestone Charging Table / Implementation Plan


			Tender Reference:  Strategic Review Customer Contact Services - SR200629421																					Tenderer Name:																								Date Completed:


			For the delivery of this assignment, In Column A, identify and provide descriptions the key activities/deliverables/milestones that will be needed to complete the work.
Using the "Week Commencing Dates" Columns E to P block out the week in which the  activities/deliverables/milestones will be completed to provide an outline Implementation Plan
In column Q include the Charge for the activities/deliverables/milestones on the understanding that these will be charged at the end of the month in which they take place. 
Add up all of the charges in Column Q for all of the individual activities/deliverables/milestones to arrive at the total charge. 
In the eSourcing event, the Total Charge should be included in response to question 3.2.2.1.
In the eSourcing event, once all of the tabs are completed, Milestone Charging Table, Rate Card, Resource Cost Table,  the completed spreadsheet should be attached to question 3.2.1.
At arriving at the 'Total Charge' this should be viewed as a 'Fixed Price' for the assignment unless agreement is reached in writing for this to be changed as a formal contract variation. 


			Activities/Deliverable/Milestone Descriptions												Week Commencing Dates																																				Charge per Milestone			Dependicies on/ Requirements needed of/ HMRC 


															11-Mar			18-Mar			25-Mar			1-Apr			8-Apr			15-Apr			22-Apr			29-Apr			6-May			13-May			20-May			27-May


			Baseline Implementation Plan																																																£


			Eg. Conduct Workshop																																																£


			Eg. Deliver Strategic Plan																																																£


			Eg. Deliver Strategic Plan																																																£


			Eg. Deliver Architectural Blueprint																																																£


																																																			£


																																																			£


																																																			£


																																																			£


																																																			£


																																																			£


																																																			£


																																																			£


			Other Additional Charges																																																£


																																																Total Charge			£0.00


																														









Rate Card


			Strategic Review Customer Contact Services Charging Model - Rate Card


			Tender Reference:  Strategic Review Customer Contact Services - SR200629421																					Tenderer Name:												Date Completed.


			In the table below , please confirm the: 
- maximum day rates chargeable from the Management Consultancy Framework Two (MCF2).
- day rates you intend to charge for the Strategic Review Customer Contact assignment. 
The rate card, which will be used to: 
i. Provide a comparison on the rates arrived at through the tender process for this work package compared against the standard MCF 2 rates;
ii. Readily demonstrate how Value for Money (VfM) is being achieved through the use of the framework/framework discounted rate card; and
iii. Provide the pricing basis for determining the potential costs of any future work packages commissioned through this contract, where VfM can clearly be demonstrated.  



			MCF2 Role Description												Maximum Day Rate from Framework						Proposed Day Rate for the Customer Contact Assignment						Description of role intended to be used for the Customer Contact Strategic Review, (i.e. Systems Architect) which should be aligned to the applicable role description from MCF2 Framework. 





			Junior Consultant												£						£


			Consultant												£						£


			Senior Consultant / Manager												£						£


			Principal Consultant												£						£


			Managing Consultant / Associate Director / Director												£						£


			Partner / Managing Director												£						£











Resource Plan


			Strategic Review Customer Contact Services Charging Model - Resource Plan


			Tender Reference:  Strategic Review Customer Contact Services - SR200629421																								Tenderer Name:																					Date Completed:


			The purpose of the resource plan is to allow HMRC to assure that the appropriate resource is being utilised for the delivery of the milestones.
The fixed prices detailed in the Milestone Charging Table take precedent over any total costs arrived at in preparing this resource plan.
The day rate should be those shown in the Rate Card tab. 
The costs arrived at using this method should correlate with the fixed charges detailed in the Milestone Charging Table. 



			Role / Line Item Description
(Where additional team members or additional costs will be incurred, please add description on the lines below)												Number of Man-days Week Commencing																																				Weekly totals aggregated to provide total number of man days			Total Number of Man-days per team member			Day Rate			 Line Item Cost


															11-Mar			18-Mar			25-Mar			1-Apr			8-Apr			15-Apr			22-Apr			29-Apr			6-May			13-May			20-May			27-May


			Total Number of Days per Week


			Junior Consultant																																																						£0.00			£0.00


			Consultant																																																						£0.00			£0.00


			Senior Consultant / Manager																																																						£0.00			£0.00


			Principal Consultant																																																						£0.00			£0.00


			Managing Consultant / Associate Director / Director																																																						£0.00			£0.00


			Partner / Managing Director																																																						£0.00			£0.00


			Additional Team member 																																																						£0.00			£0.00


			Additional Team member 																																																						£0.00			£0.00


			Additional Team member 																																																						£0.00			£0.00


			Additional Team member 																																																						£0.00			£0.00


			Additional Team member 																																																						£0.00			£0.00


			Additional Team member 																																																						£0.00			£0.00


			Total Number of man days across all disciplines to arrive at total number of man days																																																						Total Charge			£0.00











