High Speed Two Limited (HS2 Ltd)
Enquiries Helpdesk Service

Reference number: HS2/453
Deadline date:   12:00 Noon, 16th December 2015
This deadline is for Receipt of Tender Responses (in English) through the HS2 e-Sourcing Portal 

Contract value: Indicative value – £800,000
Location where the contract is to be carried out: Nationwide
Name of the buying organisation:  High Speed Two Limited 
Description of the contract 
HS2 Ltd currently operates a helpdesk that provides a service to the public by answering all enquiries relating to HS2 Ltd and the high speed rail project between the hours of 9am and 5pm on weekdays.  In addition, an out of hours service covering all other times is provided via an external supplier.  Enquiries are primarily received in the form of telephone calls, e-mails and letters, but could potentially be received via web-chat applications or social media channels (e.g. Twitter) in future.  

Enquiries are varied in nature and can be from residents and businesses affected by the proposals (for example, somebody interested in the impact the HS2 project will have on their property and how much compensation they might be entitled to) or from staff and contractors engaged on work on behalf of HS2 Ltd (for example, health and safety procedures require staff to notify the helpdesk of incidents and to inform them when they are working on their own or in a potentially dangerous environment).  

Due to the potential for increasing enquiry volumes as the hybrid Bill for Phase One of the HS2 project makes its way through Parliament and work continues on Phase Two, HS2 Ltd now requires an external supplier to provide a helpdesk service to ensure that it can respond rapidly to public enquiries relating to the HS2 programme and to any potential health and safety incidents that may be reported by HS2 Ltd staff, third party contractors or members of the public.  A supplier is therefore required to provide:

· a helpdesk service to manage all enquiries received by telephone, e-mail and any social media channels during normal working hours (9am until 5pm on weekdays – excluding bank holidays); and 
· an out of hours service to replace the current out of hours helpdesk provision at a mutually agreed date in 2016.

The contract will be for an initial period of 3-years with the option to extend for a further 1-year period.

All potential suppliers will need to pre-qualify and submit a tender response by 12:00 Noon, 16th December 2015.  Potential suppliers are required to respond to the questions contained in the Invitation to Tender documents.  The potential supplier’s demonstrable ability to meet the project milestones, including the capability and capacity of the delivery team must provide HS2 Ltd the confidence in the supplier’s ability to fulfil this requirement.

All documentation submitted must be verifiable through testimonials or references if required. 



Classification of the contract 
Additional information 
[bookmark: _GoBack]Contract type: Services – Enquiries Helpdesk Service
Is it a framework agreement - No 
Is this contract related to a programme of funding? - No 
Contract will be awarded based on: Most economically advantageous tender in terms of: The criteria stated in the contract documents 
Estimated length of contract: 3 years (with optional extension period of a further 1 year).  
Who to contact 
Contact name: HS2 Procurement
Organisation name:  High Speed Two Limited 
Address: One Canada Square, Canary Wharf, London, E14 5AB 
E-mail: bill.egan@hs2.org.uk
Note: Please read the ‘How to apply’ section below before contacting the buyer
Web address https://hs2.bravosolution.co.uk 
How to apply 
All potential suppliers must obtain details of the Invitation to Tender (ITT) and submit their tender through the HS2 eSourcing portal.  All potential suppliers are required to express an interest by registering on the HS2 eSourcing portal (www.hs2.bravosolution.co.uk).  Registering is only required once.  

Registering: Potential supplier should browse to the HS2 eSourcing portal and complete the following: a) Click the ‘click here to register’ link. b) Accept the terms and conditions and click ‘continue’. c) Enter your business and user details. d) Note the username you use and click ‘save’ when complete. e) You will then receive an e-mail with your unique password.  

Access to the ITT: a) Login to the HS2 eSourcing portal with your unique username and password. b) Click on the ‘ITTs open to all suppliers’ link. c) Click on the relevant titled ITT item. d) Click the ‘express interest’ button in the ‘actions’ box on the left hand side of the page (this will move the ITT pack into the applicants ‘my ITT’ box). This is a secure area for projects only. e) Click on the ITT code. The applicant can now access any attachments by clicking the ‘settings and buyer attachments’ in the actions box. f) Download the documents relating to the ITT. Click ‘attachments’ on the left hand side. The number in brackets refers to number of documents that need to be downloaded. Click on the bold and underlined filename. Select ‘save’ and store on your PC. 

Responding to the ITT: a) Instructions on completing the ITT through the eSourcing Portal are contained in the ITT documents. 

For further assistance contact the BravoSolution helpdesk which is available Monday to Friday (8:00 am to 18:00 pm) GMT on: a) email – help@bravosolution.co.uk or b) telephone +44 8003684850.
