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Planned Maintenance


Window and Door programme

0050 - Quality Questionnaire


To be completed by the bidder

	Tender Response – Award Questionnaire 

	Organisation Name
	

	Date of Submission
	



This is a Further Competition under 
[bookmark: _Toc450556209][bookmark: _Toc450556798][bookmark: _Toc450558565]0050 - QUALITY QUESTIONNAIRE

INTRODUCTION 
· Tenderers are advised to read all tender documentation carefully BEFORE completing this Award Questionnaire. This contains instructions on how to complete a tender response and guidance on the marking scheme.
· Tenderers must answer all questions in the space provided. 
· Should you need to provide additional Attachments in response to the questions, these should be referenced in the response and attachments clearly labelled.
[bookmark: _Toc450558568]SCORING MATRIX
· All scored questions will use the following Scoring Matrix except where stated otherwise.
	[bookmark: _Toc349555509]Marking Scheme
	Evaluation Guidance



	5
	Excellent - The Tenderer’s response has fully addressed the requirement, demonstrating their ability in an unambiguous manner and with comprehensive and detailed evidence to enable objective evaluation. 

	4
	Good - The Tenderer’s response has addressed the requirement, demonstrating their ability with good detail to enable objective evaluation. 

	3
	Satisfactory - The Tenderer has provided a satisfactory description of their ability to meet the requirement with some minor anomalies and / or has provided reasonable detail to adequately demonstrate their ability to meet the requirement.

	2
	Poor - The Tenderer has provided a limited description of their ability to meet the requirement and / or has provided insufficient detail to enable objective evaluation, such that they have only partially demonstrated their ability to meet the requirement 

	1
	Serious reservations - The Tenderer has provided an ambiguous description of their ability to meet the requirement and / or has provided insufficient detail with significant discrepancies and/or omissions to enable objective evaluation, such that they have failed to demonstrate their ability to meet the requirement.

	0
	Unacceptable
The response has not addressed the requirement expressed in the question.
OR
The response is unanswered.




Quality Questions

	Q1 Sub-contracting 
	For Information

	Do you intend to use Sub-contractor(s) to deliver this contract?

You are required to complete and return Appendix I1 – Bidding Model. This should include members of the supply chain, the percentage of work being delivered by each sub-contractor and the key contract deliverables each sub-contractor will be responsible for.

This question is for information. 

	YES	☐

NO	☐



	Q2: Site Manager and Operatives
	Pass/Fail

	It is a requirement that the site manager(s) hold a SMSTS Site Management safety training scheme certificate or CSCS Supervisor card in conjunction with NVQ level 4 in Site Supervision or equivalent and must provide a copy of the certificate.
All personnel operating on site must have completed an asbestos training awareness course. Manufacturers training courses must have been attended by Personnel working on the appropriate appliance (Boiler/Fan etc) (Where Applicable) Training Matrix to be provided as evidence. Please confirm you comply with this requirement.

	YES	☐

NO	☐




	Q3: Customer Care and Engagement 
	Weighting 35%

	
	SCORED 0-5

	Working from your experience please explain how you would navigate the customer journey before during and after works are completed in their home.  


i. What information would be provided throughout the process? 
ii. Proposed methods of communicating this information  
iii. Who would be responsible for dealing with queries from customers?
iv. How would you deal with vulnerabilities? 
v. Aftercare process

You may choose to attach a report showing the customer journey. 



	Response
     




	Q4: Project Implementation
	Weighting 35%

	
	SCORED 0-5

	Based upon the information detailed within the ITT if you were awarded the contract what would be your implementation plan to ensure that you had an effective delivery structure for the work.

Detail within your proposals how you would incorporate the following:

i. Programme indicating delivery timescales
ii. Key members of your proposed project team, listing permanent, dedicated site staff, indicating experience and allocated roles.
iii. Escalation and issue resolution procedures
iv. Operative training and development Recruitment and workforce concentrating on use of local, direct labour and proof of an established team
v. IT arrangements
vi. Health and Safety set up including office and welfare facilities
vii. Any other factors

You are required to include a Draft Delivery Programme (preferably Gantt chart) which outlines how the project will be mobilised and work scheduled over the period of the programme. We require that careful consideration is made regarding the geographical spread of the properties and how this affects number of starts per week.


	Response
[bookmark: Text1]     






	Q5: Corporate Values
	Weighting 15%

	 
	SCORED 0-5

	 
North Star considers it essential that the appointed Service Provider should approach this contract with a similar set of principles and values.  Please provide copies of the following documentation in support of your company values:
 
i. Code of conduct 
ii. Safeguarding 
iii. Working in occupied premises 
iv. Lone working
v. Mental health and wellbeing
vi. Copy of latest company financial accounts
vii. Copy of relevant insurances
 

	Response
     
 
 
 
 

	Q6: Customer Satisfaction
	Weighting 15%

	 
	SCORED 0-5

	 
It is essential that the appointed Service Provider involves our customers in capturing their views of the quality of service that you will be delivering.  North Star also requires the contractor to undertake further surveys where tenants can reflect and provide further feedback 6 months after completion.
 
North Star uses details from customer satisfaction surveys in its tenant’s newsletter publications; this information is used to compare how these works have benefitted the tenants and what impact this has had.
 
Detail within your proposal how you would incorporate the following:
 
i. How you will capture the views of our tenants on service delivery, improvement and review meetings and how this will be fed back to North Star and used to improve service delivery
ii. How you will ensure that handover feedback is received from all tenants remembering that an overall collection rate of 95% is required where work has been completed.
iii. How you would capture further feedback from tenants; 6 months after completion.
iv. How you would respond to any negative feedback, particularly repeat issues.






	Q7 Performance
	Weighting 30%

	
	SCORED 0-5

	
North Star has provided minimum performance levels for this contract. These Key Performance Indicators are to be monitored and reported on an ongoing basis by the contractor and logged at monthly meetings, bearing in mind agreed targets must be met.

Please detail how you intend to monitor your own performance ensuring that you provide evidence to support your response?


	Response
     








	Q10:  Social Value
	Weighting 10%

	The following marking scheme will apply to this question
	SCORED 0-5

		Marking Scheme
	Evaluation Guidance

	5
	Contractor makes commitments 10%+ greater than baseline percentage expectation figure.

	4
	Contractor makes commitments 1-9% greater than baseline percentage expectation figure

	3
	Contractor makes commitments equal to baseline percentage expectations.

	0
	Contractor makes no social value commitments 
OR
Contractor makes commitments below baseline percentage expectations
OR
The contractor will not commit to the Social Value contribution
OR
The response is unanswered.




	
As a Registered Social Landlord, North Star is committed to providing support to communities it operates in. We are keen to ensure that our procurement activity reflects this. An explanation of North Star’s approach to social value and how to quantify social value contributions can be found in Appendix N1 - Generating Social Value

Every contract we let has a baseline social value expectation based on its total value. You are required to complete and return Appendix N1 - Social Value Baseline Expectations Calculator 

In the Calculator Tab the Contract Value should be the “Total Proposed Cost for Year 1 and 2 Combined” taken from Appendix C – Pricing Schedule. This will generate the Baseline Expectation.

In the HACT Values Tab enter the quantities/values that you will commit to this Contract. This will calculate the equivalent value measured against the baseline expectation.

The result will be scored as detailed in the marking scheme for this question.

Please confirm the following


	Response

Confirm Appendix N1 - Social Value Baseline Expectations Calculator has been completed and submitted with tender response

	YES	☐
NO	☐


	
Confirm that you will provide the submitted Social Value contribution level or equivalent during the Contract term and any optional extension period (if taken)
	YES	☐
NO	☐
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