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FM ASSURANCE SYSTEM DEMONSTRATION DOCUMENT

FM ASSURANCE SERVICES (HELPDESK AND CAFM) FRAMEWORK AGREEMENT

REFERENCE NUMBER

RM3720

ATTACHMENT 11

1. INTRODUCTION 
The top three (3) Potential Providers successfully passing the Selection Stage (Attachment 2) and the Award Stage (Attachment 3) will be required to provide a live demonstration of their FM Assurance Services (CAFM and Helpdesk) System.

The demonstration will verify in a live environment, that the requirements defined in Framework Agreement Schedule 2: Services and Key Performance Indicators can be delivered by Potential Providers, and Potential Providers must ensure that all requirements are available within the FM Assurance Services (CAFM and Helpdesk) System on the date of the demonstration.

On the day of the live demonstration Potential Providers will be asked to demonstrate the range of the requirements of Framework Agreement Schedule 2: Services and Key Performance Indicators selection and as detailed in the Live Demonstration Output Document embedded at Paragraph 6 below.

2. PRE-DEMONSTRATION ACTIVITY
A minimum of 48 hours before the start of their demonstration, Potential Providers will supply a “URL” for their CAFM and Helpdesk system to FMCM@crowncommercial.gov.uk. Potential Providers will use this “URL” during the demonstration. The anticipated dates of the demonstrations are set out in the ITT, these will be confirmed via the e-Sourcing Suite. The “URL” will be available, on the day and Potential Providers will be expected to log-on to their own external demonstration systems via a web browser, in the demonstration room, along with a large screen, networked to a PC, with keyboard and mouse. Should the “URL” fail to load and this is demonstrably due to issues within the control of the Potential Provider, the Potential Provider will be excluded from the Procurement.

Potential Providers will put together a representative sample of data which will provide a sample profile ahead of the demonstration. This sample profile should be representative of how the CAFM and Helpdesk system will be populated in real time and therefore be able to demonstrably show that the proposed solution is fit for purpose, in consideration of the Live Demonstration Output Document. The sample profile must be accessible on the day of the demonstration, as it supports a successful outcome.


3. LOCATION & AVAILABILITY
All demonstrations will take place at the offices of Crown Commercial Service, 9th Floor Capital Building, Old Hall Street, Liverpool, L3 9PP. Potential Providers will report to reception on the ground floor of the Capital Building 45 minutes before the start of their demonstration.

Potential Providers will be escorted to the demonstration room 30 minutes before the start of the demonstration. The Live Demonstration Output Document will be tested during the session. 


4. PARTICIPANTS

[bookmark: _GoBack]Each Potential Provider can nominate a maximum of two representatives to deliver and/or attend each demonstration.  Please email the full names of your proposed representatives, along with their date of birth which are both required to meet security requirements for a visitors pass to be provided,  to FMCM@crowncommercial.gov.uk no later than 48 hours prior to your confirmed appointment time, using your company name and “RM3720 Provider representatives” in the email title.  You should also look to identify alongside each representative’s name their role within the Company and where the Potential Provider is part of a consortium bid you should also make it clear if the representative is from the prime bidder or consortium member.  For building security reasons, any subsequent changes to your proposed representatives must be notified to us at least two working days before the date of your demonstration. 

5. DEMONSTRATION
The output requirements will be demonstrated by the Potential Provider representatives to the evaluators following a series of tasks as defined in the “Live Demonstration Output Document”. The tasks will allow Potential Providers to manage the demonstration as they see fit within an allotted timescale of 3 hours, rather than allocate timings to each requirement. It is the responsibility of the Potential Provider to ensure that they demonstrate all the required outputs within the provided time.

The demonstrations will be overseen by a Chairperson (appointed by Crown Commercial Service).  The Chairperson will ensure that the demonstration runs on time and to the planned agenda, but shall play no part in the evaluation of the demonstrations. Questions may be asked during the demonstration for clarification purposes only, but it is up to the Potential Provider to use the demonstration time to its maximum and to highlight where the output requirements have been met. Potential Providers must advise when they have demonstrated an output and when they are moving from output to output.

Potential Providers must not waste time by demonstrating additional functionality which is outside of the scope of the Live Demonstration Output Document, as this will not be taken into account by the Authority; all scenarios must be fully demonstrated within the allotted timescale of 3 hours.

Please note that the time allocation will not commence until the Potential Provider has established the required IT connection; in the unlikely event that there are any technical issues on the day, beyond the control of the Potential Provider, then this will not result in exclusion from the Procurement.

The evaluators will take further (contemporaneous) notes during the demonstration, and will specifically look to ascertain whether the demonstration confirms or qualifies (i.e. fails to fully confirm) the requirements in Framework Agreement Schedule 2: Services and Key Performance Indicators
The live demonstration will be verified using Demonstrated/Not Demonstrated/Partially Demonstrated criteria and a Potential Provider will be excluded from the Procurement if it fails to satisfy any one or more of the requirements in the Live Demonstration Output Document.
6. Live Demonstration Output Document
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System Demonstration Output

		LIVE DEMONSTRATION OUTPUT DOCUMENT
FM ASSURANCE SERVICES RM3720						Evaluation Criteria

								Demonstrated = Fully Compliant

								Not Demonstrated/Partially Demonstrated = Not Compliant



		System 

		Specification Reference		Demonstrated Functional Requirement		Output		Evaluated Response (Demonstrated/Not Demonstrated/Partially Demonstrated)

		System Structure

		Schedule 2, section 4.9.1.1		Different types of system user profiles offered for each type of user
		Demonstrate a super user or system admin screen showing different levels of user profiles that can be set up

		Schedule 2, section 4.9.1.14		A range of Organisation Hierarchies available e.g. Regional profile/ location profile/scope of services etc. 		Demonstrate flexibility of system by creating a new customer region. View a profile for a user to have access to a region.  Demonstrate the maximum number of Hierarchy tiers the system will allow.

		Schedule 2, section 4.9.1.4		All files and folders are easily located within the CAFM system via the use of a structured folder and file system/repository		Demonstrate documents searchable and readily available. For example, if a file is assocaited with a work order it should be viewable within the work order itself. Alternatively a search can also be made for files.

		Schedule 2, section 4.2.3		A range of configurable Service Levels (as detailed in the Call Off Agreement Schedule 6 Payment Mechanism, Service Levels and Performance Monitoring)		Demonstrate that all response and rectification periods required by the customer are maintained within the system. Produce alerts as reactive maintenance activities, statutory inspections, planned works or planned maintenance activities about to breach their Service Level

		System Access

		Schedule 2, section 4.2.13		Access to web portal via various web browsers		Demonstrate system access using different browsers provided on the day

		Schedule 2, section 4.9.1.9		Differing supplier and Contracting Body access levels		Demonstrate how system access will differ for FM suppliers and Contracting Bodies,  showing restrictions in access 

		Schedule 2, section 4.2.14		Clear segregation of data for different Contracting Bodies. Show how separate Contracting Bodies access the system.		Demonstrate that asset or user information is not visible or accessible to other user groups, and that its clear to the helpdesk or FM supplier which Contracting Bodies system they are viewing



		Contracting Body

		Specification Reference		Demonstrated Functional Requirement		Output		Evaluated Response (Demonstrated/Not Demonstrated/Partially Demonstrated)

		Access

		Schedule 2, section 4.9.1.16 to 4.9.1.19		Password requirements, including:
1. Intitial log in and requirement to change password
2. Visibility of process if user has forgotten password/password reset/helpdesk number/unlock account
3. Locking/unlocking of account if password entered incorrectly a number of times
4. Requirement of the 8 alpha numeric combination		Successful login, password change, and visibility of CAFM system

		Schedule 2, section 4.9.1.6		Configurable landing page - ability to create landing pages per user profile & Contracting Body, holding key information such as out of hours support times and contact details, planned maintenance downtime, dashboards		Visibility of landing pages examples, and process to adapt per user profile

		Activities

		Schedule 2, section 4.10.1		Training - provide online guidance and process documentation in the use of the CAFM system to support the Contracting Body, FM Suppliers and Third Party Suppliers. The Supplier shall provide hard copies where appropriate at no additional cost		Demonstrate the training facilities that will be provided and how to access them

		Schedule 2, section 4.9.1.3, 5.5.9 & Annex F Helpdesk Workflow Diagram		Generate a Service Request via the web portal & receive notification & email confirmation		A Service Request is generated, and confirmation received via system notification and email confirmation

		Schedule 2, section 4.9.1.3		Track the status of a Service Request		View status of a Service Request

		Schedule 2, Annex F Helpdesk Workflow Diagram		Show Approvals Process to approve Service Request		Demonstrate the process

		Schedule 2, section 4.9.1.4		View a PPM Calendar		PPM Calendar is visible for a location

		Schedule 2, section 4.2.26 & 4.2.27		Load a large size CAFM document, or multiple documents. Search for a document and download		Successful search, upload and download of a file



		Helpdesk

		Specification Reference		Demonstrated Functional Requirement		Output		Evaluated Response (Demonstrated/Not Demonstrated/Partially Demonstrated)

		Profile Management

		Schedule 2, section 4.9.1.19j		Password Reset process in place		View the Password Reset process

		Schedule 2, section 4.9.1.10		Evidence controls of management of access to the CAFM		Unused licences are deactivated

		Schedule 2, section 4.9.1.8		Create a profile for an end user		View a profile for a user to have access to a specific end user

		Schedule 2, section 4.9.1.10		Delete or deactivate access to the CAFM		Evidence of deletion or deactivation of CAFM access

		Schedule 2, section 4.9.1.9 & 4.9.1.11		Amend a profile for access to the CAFM 		Evidence of a change to a profile for access to the CAFM

		Activities

		Schedule 2, section 1.14.2 & Annex F Helpdesk Workflow Diagram		Log in and create a work order against a location for an in scope service, route the work order		Work order is created and routed to the supplier

		Schedule 2, section 5.5.11.1		Procedure in place for when an out of scope service request is received		Demonstrate recognition that request is out of scope. Communication to service user with appropriate supplier details for direct contact

		Schedule 2, Annex C		How will the Helpdesk select the correct Service Level for a work order		Work order is created and allocated the correct SLA

		Schedule 2, section 5.5.9		System generated communications sent to the customer		View all system generated communications to customer - via system notifications and via email

		Escalations

		Schedule 2, section 10.3.1 to 10.3.3		Demonstrate Complaint handling		View Complaint handling process - creation of complaint on the system, allocation of priority

		Schedule 2, section 10.3.1 to 10.3.3		How are Chase and Escalations managed		View Chase and Escalation management

		Schedule 2, section 5.2.2.2		Demonstrate escalation processes to proactively manage and highlight risks		View how Helpdesk identify, escalate and manage risks for the Contracting Body

		Schedule 2, section 4.9.4.1		Demonstrate how IT support problems will be managed		Evidence of the system for managing and resolving IT system problems



		FM Supplier

		Specification Reference		Demonstrated Functional Requirement		Output		Evaluated Response (Demonstrated/Not Demonstrated/Partially Demonstrated)

		Schedule 2, section 4.9.1.9		FM Supplier access request - process in place		Demonstrate an FM Supplier access request and the process followed to authorise and set up that new user

		Schedule 2, sections 4.9.1.16 		FM Supplier user log in and password requirements		Demonstrate an FM Suppliers initial log in, and the password procedures required

		Schedule 2, sections 4.9.1.13 & 4.9.1.14		Restricted visibility of information to supplier 		Demonstrate that an FM Supplier only has access to the system areas required to fulfill their contract for that particular Contracting Body

		Schedule 2, section 5.10.1		System permits FM Suppliers to update Planned and Reactive Work Orders in the CAFM System		Demonstrate ability for FM Suppliers to update appointment times, attendee information and Permit to Work details.



		Assets and Maintenance

		Specification Reference		Demonstrated Functional Requirement		Output		Evaluated Response (Demonstrated/Not Demonstrated/Partially Demonstrated)

		Schedule 2, section 4.2.7.1		Add assets to the system		An asset is added to the system

		Schedule 2, section 4.4.1.4		Demonstrate that assets, tasks and frequency of maintenance can be entered to the system to create a PPM schedule, this should be a one step process		PPM schedule is produced from asset data

		Schedule 2, section 4.4.1.2 e		Demonstrate that the above will generate a timely work order for the supplier		PPM work order is generated

		Schedule 2, section 4.4.1.9		Remove an asset from the system		Asset is removed from the system

		Schedule 2, section 4.4.1.3		How are assets categorised to demonstrate type, criticality etc based on SFG 20 or other recognised standard		View asset categorisation used in the CAFM

		Schedule 2, section 4.4.1		Track and produce trend analysis of asset condition/spend/customer etc		Evidence analysis of asset data

		Schedule 2, section 4.2.7		Management of any PPM works		View how PPM  works are managed in the CAFM, work order linked to original task is raised

		Schedule 2, section 4.2.4		Demonstrate automated processes which track progress of PPM works against contract service levels		Demonstrate the range of stages, including system generated emails, that show the system workflow management

		Schedule 2, section 4.2.17		Demonstrate that the Contracting Body can have full access to the Asset register information 		Visibility of the asset information to the Contracting Body



		Commercial Process

		Specification Reference		Demonstrated Functional Requirement		Output		Evaluated Response (Demonstrated/Not Demonstrated/Partially Demonstrated)

		Schedule 2, section 4.5.1.b & 4.5.1 l		Provide transparency of full FM spend		Show the full breakdown of the costs of works carried out.  Show an example of a Contracting Bodies own PO number being utiliised

		Schedule 2, section 4.5.1 f		What is the process for adding Estimates/Tenders to the system		Estimate/tenders are added to the CAFM and easily identified

		Schedule 2, section 4.5.1 i		Contractor to demonstrate how the system can align to manage financial authorisation		Demonstration of authorisation process in place

		Schedule 2, section 4.5.1 l		How are work orders linked to purchase orders		View linkage of work order to purchase order



		Reporting

		Specification Reference		Demonstrated Functional Requirement		Output		Evaluated Response (Demonstrated/Not Demonstrated/Partially Demonstrated)

		Schedule 2, section 6.9.1.4		Provide evidence of a performance management system and reporting for multiple suppliers		View a PMS, calculation of any penalties for multiple suppliers

		Schedule 2, section 6.11.1		CAFM System provides the functionality to produce data by user profile grouping, based on hierarchies through the portal		Demonstrate reporting by user profile and hierarchies

		Schedule 2, section 6.8		Provide evidence for management and reporting of own performance		View Performance Management System and reporting of own performance

		Schedule 2, section 6.7.1		Management Information		On line MI, ability for Contracting Body to run reports from CAFM, standard reporting types & customised options



		Additional functionality

		Specification Reference		Demonstrated Functional Requirement		Output		Evaluated Response (Demonstrated/Not Demonstrated/Partially Demonstrated)

		Schedule 2, section 4.2.18		Demonstrate Audit facility (online if available) 		View an Audit form

		Schedule 2, section 6.10.1		Demonstrate Customer Satisfaction Survey reporting		View Customer Satisfaction Survey report

		n/a		Demonstrate any functionality that the system currently has that hasn't been specified as part of the requirements but that the Potential Provider believes will add value to the offering. 		For information only		na
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