[image: image1.jpg]ﬁ Your Homes
Newcastle




Contract for:  
THE PROVISION OF DOMESTIC FURNITURE, WHITE GOODS, DOMESTIC ELECTRICALS, HOUSEHOLD APPLIANCES AND FURNISHINGS, CURTAINS, CARPETS AND, GARDENING EQUIPMENT
Contract Reference: C-012362
Invitation to Tender

ITT Schedule 1 – Specification / Scope of Works 
Client: Your Homes Newcastle Limited, Leazes Homes Limited and Newcastle City Council

Nominated Representative: Your Homes Newcastle Limited
Introduction, Specification and Scope of Works

1. Background and Introduction:
Your Homes Newcastle (YHN) was established in 2004 to manage homes on behalf of Newcastle City Council (NCC). As an Arms-Length Management Organisation (ALMO), YHN is owned and controlled by NCC but operates at arms-length, with its own business plan, governance structure, workforce, operational procedures and premises. 

YHN currently manages almost 27,500 general needs properties: approximately 26,700 on behalf of NCC, and almost 800 which are owned by Leazes Homes. YHN also manage approximately 1,500 leasehold properties on behalf of NCC.
As well as being one of the largest ALMOs in the country, YHN are one of the most diverse in terms of the range of services we deliver. YHN currently employ almost 1000 staff.
Our Vision:-

· We want to be ‘First for Housing’

Our Purpose:-

· Making Living Easier
Our Statement of Purpose: - 

· Delivering great services, enabling people to thrive in great communities, supporting a great city
Our Strategic Objectives:-

· Revolutionary services that support successful living

· Amazing places where people are proud to live

· Strong business, fit for today and ready for tomorrow

Our Values:-

· Ready – Together we are prepared for anything

· Amazing – Exceed expectations

· Revolutionary – Have courage to be bold

· Energetic – Make every day count
Further information about YHN can be found at our website www.yhn.org.uk 

Newcastle Furniture Service (NFS) was launched in 1989 to help YHN tenants settle into their homes by providing essential items of furniture. Since then, NFS have grown into the market leader in the provision of affordable furniture and furnished accommodation to social housing tenants. 

The service is available to tenants when they take up a tenancy with Your Homes Newcastle. It’s simple and straightforward. Tenants can choose from a wide range of products including sofas, beds, ‘white good’ appliances such as cookers, washing machines and microwaves and, even crockery and cutlery. NFS provide a range of high-quality products with option or fixed furniture packs available.

Our NFS service operates by offering Customers a choice of the products they require, to move into a vacant property. This offer can be bespoke to a specific Client Organisation, although in our experience, this works most effectively at tenancy sign up.
Each product has a points value and, the total number of points determines the weekly charge. The weekly charge includes the following:-

· Delivery direct to the Customer’s home 

· Complete installation, assembly, and demonstration of all products 

· All repairs or replacements of faulty or damaged products 

· Cyclical replacements offered on all products every four years 

· No extra or hidden charges 

-------------------------------------------------------------
The Client(s) (Your Homes Newcastle, Leazes Homes and Newcastle City Council) have a requirement for ‘the provision of domestic furniture, white goods, domestic electrical appliances, household appliances and furnishings, curtains, carpets and, gardening equipment’. 
2. Specification and Scope of Works:

Your Homes Newcastle (YHN) seeks to appoint Contractors to undertake the provision of Furniture, White Goods, Domestic Equipment and Furnishings for our Furniture Service (NFS). In previous Contracts, this requirement has been awarded as one specific ‘Lot’ covering every product requirement and, subsequently, awarded to one Provider. However, for this requirement we have identified the benefits of separating each product group into specific ‘Lots’ and, to have frameworks of approximately three (3) Providers linked to each ‘Lot’, with the Providers being identified for use on a ranked basis.

The proposed ‘Lots’ are:

· Lot 1 - Domestic Furniture

· Lot 2 - White Goods

· Lot 3 - Domestic Electrical Equipment

· Lot 4 - Household Appliances and Furnishings

· Lot 5 - Curtains (Cotton and Net) - supplied as a made to measure product and not standard off-the-shelf and, having a life span greater than 5 years

· Lot 6 - Carpets - supplied as a complete service and having a life span greater than 5 years and, be heavy duty.

· Lot 7 - Gardening Equipment
All products included under the above-mentioned Lots must be covered under the current UK Sale of Goods Act, which includes such aspects as:-

a) Satisfactory Quality - The quality of the goods provided and sold to us through this Contract must be of a satisfactory quality, matching all current British Standard requirements and, 

b) Fit for the purpose in which they have been purchased by us.

Electrical Product Energy Efficiency Ratings:
All White Goods identified under the specific ‘Lot’ are expected, where appropriate, to be covered under the new energy efficiency rating system, introduced into the UK on 1st March 2021 (ie. a minimum of a Grade D)
Delivery Requirements: 
At present, all Supplier deliveries are made to our Furniture Service Warehouse, located opposite our Headquarters building in South Gosforth, Newcastle upon Tyne (NE7 7LX). From our Warehouse, we deliver the goods to each Customer address. This process is the most beneficial option to us and, as such, we will continue to require this process during the full term of any new Contract awarded. 
We have Customers who we deliver to who are located throughout England so, Supplier location isn’t a priority (however, where emergency or special orders are raised, the quicker the delivery response, the better for our Customers). Our main Customer locations are in the North East, North West and Yorkshire areas but, we do also deliver to Customers in the South East. 

As this requirement is specifically for the provision of furniture, white goods, domestic equipment and, household appliances and furnishings, it would be difficult to identify every single product or service requirement individually in this Specification document. This being the case, a separate document has been produced which identifies all current products. This document covers the product description, minimum specification, the dimensions of the products currently purchased (for guidelines only), proposed standard delivery times and, the total number of each product ordered by us over the previous 12-month period. This information can be found in the document titled ‘Appendix 1 - Product Specification and Annual Usage Totals’.
Product Delivery Acceptance:

On the agreed delivery date, the Client will carry out an ‘Acceptance Test’ of the products by reviewing the Supplier’s Delivery Note, to ensure that all of the products identified have been delivered to the correct Delivery Location on the delivery date specified in the purchase Order, without any missing and / or defect (damaged) goods. 
If the Supplier passes this ‘Acceptance Test’, the Client signature on the Delivery Note, with no additional comments, shall constitute as the acceptance of the goods. 

Where the Client identifies goods missing and / or defect (damaged) from the purchase Order, the Client will notify the Supplier in writing on the Delivery Note and may, at its discretion, sign the Delivery Note if part of the goods are complete.

The Supplier must rectify the missing and / or defect (damaged) goods within the defects rectification period of 7 (seven) Working Days, unless otherwise agreed.

Product Returns:
We require a full, detailed process for the return of all damaged of faulty products. The damaged or faulty product must be either collected from our Warehouse and replaced by ‘like-for-like’ equipment or, collected from our Warehouse and a credit note issued to recompense for the full total cost. We would prefer the option of replaced by ‘like-for-like’ equipment wherever possible.
Where products are discovered to be damaged or faulty on delivery to our Customers, we will return these products direct to our warehouse. From this location we would expect the Supplier to arrange collection as per their provided process for the return of goods.
Contract Management and Performance Monitoring:

Your Homes Newcastle will undertake regular contract monitoring processes to ensure continued contract standards are met, to evaluate contractor performance and, to consider / identify potential any areas of concern, for improvement. These would be in the form of ‘Delivery Performance’ Key Performance Indicators (KPI’s) and, would be linked to the following:-
· The number of deliveries: The number of completed deliveries in a month (this may be amended to the number of deliveries within a quarter).
· The number of on-time deliveries: Deliveries carried out ‘on time’ to the Client.

· Accuracy in order fulfilment: This can be measured by calculating the Order Accuracy Rate (Order Accuracy Rate = (Total Orders – Error Orders) / Total Orders * 100)
· Transportation time: This metric overviews the time to transit the products from the collection location to the drop-up location. This helps to measure the speed of the drivers and, the efficiency of the transporting routes.

· Average time per delivery: This is the average time taken to complete a delivery. It helps to measure the efficiency of the Supply Chain network

· The average delivery cost: It is calculated depending on the distance, products, and type of vehicle. 

· On-time deliveries: (Delivery Performance (DP) = percentage of orders that were delivered on time / Total number of orders)

· Order fulfilment rates: The Percentage of orders that are delivered on time or within the agreed timeframe

· Delivery lead time: The average time it takes from when an order has been placed until the Client receives it

· Delivery reliability: The Percentage of deliveries that are made within a specified time frame (order fulfilment rates)

· Delivery cycle time: The average time it takes from when an order has been placed until the Client delivers the goods to the Customer. 
· Delivery cost per unit: The average costs of delivering one specific product or service to the Client, based on the total expenses incurred by your business

· Stockouts: The number of times that a specific product is not available for delivery due to stock-outs

· Customer satisfaction: The Percentage of customers who are fully or partially satisfied with the goods or services they have received.  
Contractor monitoring and review meetings will take place regularly, at agreed times throughout the Contract period. The meetings will include representatives from the successful Supplier(s), Your Homes Newcastle and the YHN Procurement team and could be either face-to-face or, via Microsoft Teams. 

The following will be discussed, but not limited to :- 

· Monthly statistics

· Any improvements to the Contract and, to the quality of service provision.

· Changes in personnel, method of operation, etc

· Added value proposals

· Any identified Key Performance Indicators (KPI`s)

The Supplier(s) may be required to provide monthly reports, in electronic format, showing the products or services provided and completed to NFS, which may detail such things as:-

· Quantity of waste material generated and, information concerning how it is dealt with (e.g. re-cycled; disposed of, etc)

· Customer satisfaction feedback and comments

· Complaints raised

· Any Payment issues

· Any other related business

Additional information and reports may be requested throughout the duration of
the Contract, as and when a requirement is identified.

Memberships and Accreditations:
Where possible, we would encourage all interested Suppliers to join as members to any registered professional associations relating to this specific service requirement. This evidences that the Companies are aware of and have received guidance on all current, up-to-date legislation. Please identify any such memberships within your tender response. 

We would also encourage all interested Suppliers to achieve, and identify the following accreditations (as a minimum):-

· ISO 9001:2015 - Quality Management System - To demonstrate the ability to consistently provide products and services that meet customer and regulatory requirements.
· ISO 14001:2015 – Environmental Management System - To measure and improve the way Organisations use and dispose of natural resources as well as to reduce their greenhouse gas emissions.

The Contract:

YHN will contract only on their accompanying terms and conditions. The goods and services will be charged and paid against the prices submitted and agreed to in the various accepted pricing schedules, for the initial Contract term. Any options to extend this Contract will be discussed at a later date and, the decision communicated to all successful Contractors.

-------------------------------------------------------------

This Contract will be established for an initial period of 24-months (2-years) but, with the option to either terminate or to extend for a further, additional period of 2 x 12-months, (subject to meeting Supplier performance criteria), taking the full Contract term to a maximum of 4 years. The Contract is intended to start on 1st April 2023 or as otherwise agreed.
The Contract will be awarded to the Providers who best demonstrate their ability to meet the exact requirements of the specification, as detailed in this tender package.
