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1. [bookmark: _Toc368573027][bookmark: _Toc158291686]PURPOSE
0. [bookmark: _Toc368573028][bookmark: _Toc297554773][bookmark: _Toc296415805][bookmark: _Toc296415793]Crown Commercial Service (CCS), a trading fund of the Cabinet Office (CO), may be referred to as the “Customer” throughout this document. 
0. [bookmark: _ae1ac9crptia]Crown Commercial Service (CCS) is inviting bids from agencies to support the delivery of digital content initiatives. 
0. [bookmark: _pxse6m27l2hv]The Contract will be for a one (1) year period commencing upon Contract Award. There will be an option to extend the Contract for a further one (1) year term. 
1. [bookmark: _Toc158291687]BACKGROUND TO THE BUYER
1. [bookmark: _Toc368573029]CCS is the largest public procurement organisation in the UK. They help organisations across the public and third sector find the right commercial solutions for around £31billion of spend each year (approximately 70/30 split between Central Government (CG) and Wider Public Sector (WPS) organisations). 
1. [bookmark: _wc901upzuj6o]By helping organisations save time and money on the procurement of common goods and services, CCS can help organisations achieve savings and other commercial benefits. 
1. CCS also helps the public sector to build policy considerations into their procurement - boosting social value, levelling the field for local and regional businesses, and supporting the UK public sector on its journey to carbon net zero.
1. [bookmark: _patkpwqmhxq]As a trading fund of the Cabinet Office (CO), CCS also supports on implementing the UK’s public procurement policy and delivering government’s commercial policy priorities. 
1. CCS aims to grow the spend through the organisation in the coming years, enabling more public sector organisations to benefit from CCS. As outlined in the CCS business plan, and corroborated by user research, a key lever in achieving this growth is making CCS easier and simpler to use.
1. [bookmark: _Toc158291688]BACKGROUND TO REQUIREMENT/OVERVIEW OF REQUIREMENT
2. [bookmark: _Toc297554774][bookmark: _Toc368573030]CCS has an in-house ‘content team’, sitting within the organisation's wider Marcomms team. 
2. Their brief is to make it easier for users to find and / or do what they need by applying user-centred design (UCD) principles to the organisation’s digital content. Through doing this - and making CCS easier to use - the chances the user will spend with CCS are increased.
2. While the team’s objectives for the 2024-2026 planning cycle are still being defined, their work will cover: 
2. Discovery and research
2. Understanding user needs and mapping journeys
2. Designing / optimising content around user needs
2. Evaluating and managing content
2. Additionally, the team are key stakeholders in the CCS website (www.crowncommercial.gov.uk) and, as such, play a key role in defining the organisation’s digital strategy.  They also provide functional content leadership across the organisation, owning the CCS style guide, content strategy and accessibility policy. 
2. The Customer has identified a need for an agency to provide support to the team, boosting their capacity and adding specialist skills. As such, CCS seeks an agency who can demonstrate experience in user research, user centred design, content strategy and digital strategy.
2. To support the team in their work, the Customer is looking for the Supplier to be in place by early-April 2024.
2. [bookmark: _bobpcgk7pyma]A budget of up to £300,000.00 ex VAT per year will be available to the successful Supplier to deliver solutions, as required by the Customer to support the team’s objectives. 
1. [bookmark: _Toc158291689]DEFINITIONS 
	Expression or Acronym
	Definition

	CCS
	Means; Crown Commercial Service, the Authority

	CG
	Means; Central Government

	WPS
	Means; Wider Public Sector

	CO
	Means; Cabinet Office

	UCD
	Means; user-centred design

	WCAG 2.2 
	Means; Web Content Accessibility Guidelines WCAG 2.2.

	GDS
	Means; Government Digital Service 


[bookmark: _Toc158291690]
1. SCOPE OF REQUIREMENT 
4. [bookmark: _Toc368573031]The Customer requires a contract for the delivery of services over a fixed period of one (1) year, with the option to extend for a further one (1) year.
4. [bookmark: _gem806586y2p]The successful Supplier will work closely with the Customer’s in-house content team for delivery. This consists of one (1) Head of Content, a Content Designer and two (2) Junior Content Designers.  As required, close collaboration with the wider Marcomms team will also be expected. 
4. [bookmark: _mbjt6axw9yxc]The successful Supplier will work on digital content projects, as required, to support the team in pursuit of their objectives and, ultimately help make CCS an easier, more user-centric, organisation to use. 
4. The scope of the requirement will include, but may not be limited to: 
3. Discovery and research: including conducting primary research (such as internal / external user research, conducting content audits and performing content analysis) and secondary research (e.g. - using tools such as Google Analytics, Google Trends, Content Cube and reviewing previous research and insight). The Supplier will also be expected to, as required, synthesise and present their research findings to stakeholders. 
3. Understanding user needs and mapping journeys: using insight to write user stories, define user needs and map user journeys. This work may also include running or participating in workshops to help arrive at optimal agreed outcomes. 
3. Design / optimise content: to support the team’s objectives, the Supplier will be required to design user-centric content. This could include using research to design a suite of new web pages, designing a tool based upon user needs, or optimising existing content. The Supplier would be expected to be adept at following the GDS Service Manual, following government style guides and able to utilise techniques such as prototyping, pair writing and content crits. 
3. Evaluating and managing content: supporting the CCS content team in evaluating the success of content and using this data to suggest impactful ways to manage the content. 
3. Provision of digital and content strategy support: The Customer is likely to require support and consultancy on strategic issues. For example, this could include advising on the appropriateness of the organisation’s content strategy or suggesting optimisations to website reporting. 
3. It is also important to note that all outputs are expected to comply with Web Content Accessibility Guidelines WCAG 2.2.

1. [bookmark: _Toc158291691]THE REQUIREMENT
5. [bookmark: _Toc368573032]As the Customer is looking for a Supplier to provide digital content support and solutions on a “call-off” basis, they will provide the successful Supplier with a project brief for each requirement. 
5. [bookmark: _s4v6b9yvwfu5]Upon receipt of each brief the Supplier will be required to:
1. Provide expert recommendations on how best to achieve the Customer’s objectives for each brief, including timescales and costs
1. Develop innovative and creative solutions to achieve the objectives
1. Share how they will evaluate the success of the activity
1. [bookmark: _s9mzqjoyiwel]Develop and deliver each project on time and on budget
5. [bookmark: _6z1jm1mdfekh]During the lifetime of the Contract the Customer may require the Supplier to develop and deliver a range of potential digital outputs/activities, including (but not limited to):
2. Primary user research
2. Content audits / content analysis
2. Secondary research: reviewing analytical tools, previous data and research, etc 
2. Writing user stories, user needs, defining acceptance criteria and mapping user journeys
2. Creating / optimising content to support the team’s objectives, including but not limited to:
0. Campaign landing pages
0. Short-form content (e.g. - blogs, case studies, news items)
0. Tools (e.g. - a glossary, calculator or decision tree)
2. Evaluating the success of content and suggesting ways to improve or manage it
2. [bookmark: _lxniydxyoko9]Providing consultancy services for the organisation’s content and digital strategies 
1. [bookmark: _Toc158291692]KEY MILESTONES AND DELIVERABLES
6. The following Contract milestones/deliverables shall apply:
	Milestone/Deliverable
	Description
	Timeframe or Delivery Date

	1
	Contract Inception Meeting to be held; agree contract management (e.g. on-going weekly meetings, quarterly contract management meetings).
	Within one (1) week of Contract Award;

	2
	Supplier to engage with the Customer to understand 2023/24 plans, objectives and deliverables. 
	Within week three (3) of Contract Award;

	3
	Supplier to understand where content sits within CCS, what 2023/24 plans are and be ready to receive their first briefs and embed, as necessary, with the content team. 
	Within four (4) weeks of Contract Award;

	4
	Supplier to provide ongoing support, including, but not limited to: discovery and research, understanding user needs and mapping journeys, designing / optimising content around user needs, evaluating and managing content and provision of consultancy. 
	Within weeks 5 - 52 of Contract Award


[bookmark: _Toc302637211]
1. [bookmark: _Toc368573033][bookmark: _Toc158291693]MANAGEMENT INFORMATION/REPORTING
7. [bookmark: _Toc368573034]As part of the reporting requirement, the Supplier will be expected to provide progress reports to the Customer via email against agreed work milestones. This will be sent no later than five (5) working days before Contract Review. The Supplier will be required to keep regular contact with the Customer via collaborative tools (e.g. - video call, telephone, email) as and when required.
1. [bookmark: _Toc158291694]VOLUMES
8. The Customer expects that much of the Supplier’s work will be planned in advance. The Supplier would be notified of the team’s plans during their induction and substantial projects they would be expected to support with would be identified in advance (e.g. – ‘own a 3-month project to accomplish x throughout Q3). 
8. It is envisaged that a small number of ad hoc, requirements may surface during the contract that the Supplier would be requested to support. This may include adding capacity to a project owned in-house or providing defined consultancy services. However, it’s acknowledged that Supplier resource will not always be immediately available.  
1. [bookmark: _Toc368573035][bookmark: _Toc158291695]CONTINUOUS IMPROVEMENT
9. The Supplier will be expected to continually improve the way in which the required Services are to be delivered throughout the Contract duration.
9. The Supplier should present new ways of working to the Buyer during Contract review meetings. 
9. Changes to the way in which the Services are to be delivered must be brought to the Buyer’s attention and agreed prior to any changes being implemented.
1. [bookmark: _Toc158291696]SUSTAINABILITY / SOCIAL VALUE
10. Procurement Policy Note (PPN) 6/20 – Taking Account of Social Value in the Award of Central Government Contracts. ‘Social value should be explicitly evaluated in all central government procurement, where the requirements are related and proportionate to the subject-matter of the contract, rather than just ‘considered’.
10. PPN 06/20 guidance documents can be found at: https://www.gov.uk/government/publications/procurement-policy-note-0620-taking-account-of-social-value-in-the-award-of-central-government-contracts .  
10. ‘Social Value for Commercial Success’ - an e-learning course accessed through the Government Commercial College that can be found via the ‘Social Value Mandatory eLearning’ link. It takes less than one hour to complete and will help you to better understand what social value is, why it is important and how to implement it.

1. [bookmark: _Toc368573036][bookmark: _Toc158291697]QUALITY
11. [bookmark: _Toc368573037]Weekly progress reports against budget and agreed milestones in the delivery of the outputs will be required in written format by email or an alternative agreed format. These should be accompanied by regular informal discussions over video call on a minimum of two weekly intervals.
11. Depending on the projects the Supplier is working on, there may be occasions when they are asked to join team meetings, stand ups and meetings of that nature, to ensure quality of delivery. Expectations will be made clear when a project commences and it’s expected that any meetings of this nature would be virtual.
11. Quarterly meetings to evaluate progress and agree next steps/actions will also be required. These will be held through use of video calling and, when applicable, in the Customer’s office. No claim for travel expenses for attendance at meetings shall be paid by the Customer.
1. [bookmark: _Toc368573038][bookmark: _Toc158291699]STAFF AND CUSTOMER SERVICE
12. The Supplier shall provide a sufficient level of resource throughout the duration of the Contract in order to consistently deliver a quality service.
12. The Supplier’s staff assigned to the Contract shall have the relevant qualifications and experience to deliver the Contract to the required standard. 
12. The Supplier shall ensure that staff understand the Buyer’s vision and objectives and will provide excellent customer service to the Buyer throughout the duration of the Contract.  
1. [bookmark: _Toc368573039][bookmark: _Toc158291700]SERVICE LEVELS AND PERFORMANCE
13. The Buyer will measure the quality of the Supplier’s delivery by:

	KPI/SLA
	Service Area
	KPI/SLA description
	Target

	1
	Account management
	Deliver each brief in line with agreed time schedule and budget.
	98%

	2
	Account management
	Respond with resolutions to any issues of complaints within 5 working days
	98%

	3
	Service delivery
	High quality project plans within timescales agreed upon receipt of brief. Quality to be specified per issued brief.
	
98%

	4
	Account management
	Effective working with stakeholders
	On-going



13. [bookmark: _Toc368573040]In the event of the first poor performance through the failure to deliver KPIs to time and of appropriate quality, the customer shall meet with the Supplier to understand the root causes of the issue. The Supplier shall formulate a Performance Improvement Plan to rectify these issues and meet the requirements in this statement. 
13. [bookmark: _721q28s8rhn]If poor performance continues, following formal written warnings, early termination of the Contract will also be considered.
1. [bookmark: _Toc158291701]SECURITY AND CONFIDENTIALITY REQUIREMENTS
a. [bookmark: _Toc368573042]Any data provided by the Customer shall not be used or shared with colleagues that do not work on the project, and shall be owned by the Cabinet Office (CO). It will become officially sensitive upon receipt and shall be treated as such. 
1. [bookmark: _Toc158291702]PAYMENT AND INVOICING 
15. Payment can only be made following satisfactory delivery of pre-agreed certified products and deliverables. 
15. Before payment can be considered, each invoice must include a detailed elemental breakdown of work completed and the associated costs. 
15. Invoices should be submitted to: REDACTED TEXT under FOIA Section 40, Personal Information
1. [bookmark: _Toc158291703]CONTRACT MANAGEMENT 
16. Attendance at Contract Review meetings shall be at the Supplier’s own expense.
1. [bookmark: _Toc368573043][bookmark: _Toc158291704]LOCATION 
17. The location of the Services will be carried out primarily at the office(s) of the Supplier. Occasional travel to Customer’s offices in Liverpool or London may be required. In addition, team members may be required to travel to other locations within the UK in order to fulfil the requirements of the brief. No associated claim for T&S shall be paid by the Customer. 
17. CCS Head Office address is as follows: 
REDACTED TEXT under FOIA Section 40, Personal Information
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