	Out of Hours and Related Customer Call Handling Services

	[image: image1.png]






Bid Back Financial Table Guidance
Out of Hours Customer Call Handling Services
V Final; 17th January 2017
[image: image1.png]
Introduction 
This document gives an overview as to how the Bid Back Financial Table should be populated.

Please note that the password to unlock the yellow cells in Ealing

This document has the following sections:-

	Element

	Bronze

	Silver

	Gold

	Team Leader

	More complex calls

	Market research

	Social media activity

	Admin tasks

	Management 

	Mobilisation costs

	TUPE

	Rostering

	Discount for 450001 to 600000 calls per annum

	Discount for 600001 and above calls per annum


Figure 1
Generally pricing guidance is given on each page of the spreadsheet.

It should be noted that the unit prices contained in the Bid Back Financial Appendix submitted by the successful Tenderer will be fixed for the first year of the Contract Period. Thereafter the inflation clauses in the contract will apply.
Mobilisation Sheet
Tenderers are to submit their prices in relation to the following tasks on this sheet:

a) A one-off Transition and Implementation Price encompassing costs per user
This fixed price shall be charged to each Existing Participant to cover ALL of your transition and implementation related activities. This price will vary according to the number of separate Service Options being operated for each Existing Participant (see 1.1, 1.2 and 1.3 below).

The transition-related activities shall specifically include the development, implementation and completion of:

· arrangements to handle all the Service Options being operated by a Existing Participant, including all the necessary scripts, processes and procedures

· communication channels with Existing Participant On-Call Duty Staff (telephone, e-mail, SMS, pager)

· fields for data capture for incoming calls as required by the Existing Participant

· all reports as specified in Paragraph 11.0 of the Specification

· Call Handler access to required Existing Participant data sources including web based data

· Staff recruitment and Initial Training

· replication of all existing interfaces and feeds to Existing Participants’ back office systems 

· ensuring correct operation of caller address verification software

· handover from the Current Provider

· conducting and successfully completing User Acceptance Testing 

· all related technical support activity.

The Transition Price to be charged to an Existing Participant should relate to the number of Service Options that Existing Participant requires to be provided.
Tenderers are therefore asked to submit Transition Prices where an Existing Participant requires:

1.1. 10 Service Options or less;

1.2. 11 to 25 Service Options; or

1.3.  Bespoke Service Options.
It should be noted that the charges for Transition-related activities shall not be paid by the Existing Participants until Transition has been successfully completed and all required Service Options are in live operation.

Management Sheet
Tenderers shall submit the following prices:

2.1
A single monthly management fee to be paid by each Participating Organisation. This fee shall be no greater than £1200 per month, per Participating Organisation. This is a strict affordability threshold and tenders which include a management fee of more than £1200 will be considered non- compliant.
The Council will expect Bidders to price competitively to win the work.

The management fee shall encompass all Performance Management related activities, Reporting and Monitoring requirements and use by Participating Organisations of the facilities for day-to-day information and communication with the Service Provider. It shall also include the cost of any Minor Variations to an existing Service Option, including the revision of scripts.  It shall also encompass all activities associated with the delivery of the Services in accordance with the Access Agreement, including management, operational, administrative and technical support activities for both Out of Hours Services and any Daytime Services. 

2.2
A sliding scale of reducing monthly management prices (see 2.1 above).  Prices contained within this sliding scale shall be triggered as the number of Participating Organisations increases. Such price reductions shall be applied to Participating Organisations invoices on a monthly basis, as the number of participants changes. Tenderers shall provide full details of their proposed sliding scales of prices relating to the number of Participating Organisations procuring the Services. 
Prices for Incoming Call Handling – Out of Hours
Tenderers shall submit the following prices for handling each incoming out of hours call in accordance with the following requirements. 

Please note that Tenderers must also include Discount Percentages that will apply to such prices, in the event that the overall annual totals of incoming calls, both out of hours and daytime, increase (as indicated below).
The Prices shall apply to each out of hours call from a Caller handled by a Call Handler (after the completion of any initial automated response). For the avoidance of doubt, the incoming calls chargeable are those answered by the Service Provider’s Staff, rather than all those received on the Service Provider’s Call Management System. 

Tenderers shall submit the following prices:

3.1 
A price per call for Out of Hours Calls answered in accordance with the Platinum/ Team Leader, Gold, Silver and Bronze service standards 
Summary Sheet

Tenderers are asked to submit Discount Percentages which will be applied to the unit prices for handling each incoming call relating to both Out of Hours and Daytime services, covering both Gold and Silver standards. These Discount Percentages shall be applied to the unit prices set out in Items 3.1, 3.2, 6.1 and 6.2.  The Discount Percentages to be applied shall be those defined as Discount Percentage A or B accordingly, as set out below. These Discount Percentages shall be applied in each annual period to the four unit prices collectively, where the total volume of calls handled in relation to these four categories for all Participating Organisations within that annual period amounts to:

0 to 350,000 calls - 

No discount;

3.3
350,001 - 600,000 calls - 
Discount Percentage A shall apply;

3.4

600,001 calls and above - 
Discount Percentage B shall apply.

TUPE (Transfer of Undertaking (Protection of Employment) regulations, 2006) Sheet
The prices above must include all TUPE related costs arising from the initial transition of Existing Participants’ Services from the Current Provider to the Service Provider, but shall exclude any TUPE costs that may arise as a consequence of the implementation of Services for a New Participant or the implementation of Additional Services for any Participating Organisation. 

Where TUPE costs do arise as a result of the implementation of Services for a New Participant or the implementation of Additional Services for any Participating Organisation, the numbers of staff likely to be affected by the transfer of services will vary, depending upon the circumstances. Tenderers are required to identify the precise and detailed formula on which they will calculate TUPE-related costs to the relevant Organisation as an additional monthly price, charged in addition to the unit prices quoted above. Details relating to the make-up of the formula must include all TUPE relevant factors relating to the affected staff, which the Tenderer will take into account when calculating the cost. (General statements will not be sufficient).  

It is this formula which the selected Service Provider must use (where relevant) when calculating the price for any New Participant or a Participating Organisation that requests a detailed pricing proposal, following the provision of relevant TUPE information.

Please note - such additional monthly TUPE prices will cease from the point at which a relevant member of staff is no longer in the employment of the Service Provider, or ceases to be employed by the Service Provider on the provision of the services for the majority of their work. 
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