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CONTRACT the Provision of Council Tax Support Summons Service
        
        THIS CONTRACT is made the 1 August 2020 and shall continue until to 31 July 2021  
        
BETWEEN          
                                                                                                       
       
(1) The Mayor and Burgesses of the London Borough of Lambeth of Lambeth Town Hall, Brixton Hill, London SW2 1RW. (the Council) 
AND

(2) the Service Provider, [address] (“the Service Provider”)							
        
1	Appointment
        
The Council engages the Service Provider to provide Council Tax Support Summons Services.  

(CONDITIONS OF CONTRACT)
        
2	Definitions & Interpretations
[bookmark: _Toc493644004][bookmark: _Ref505498664][bookmark: _Toc159123856]2.1 	Definitions
Contract			means the Contract entered into by the Council and the Service Provider embodied in the Conditions of Contract and schedules 
Contract Standard 		means such standards as complies with all relevant provisions of the Contract and where to the extent that no criteria are stated in the Contract the standard is to be to the satisfaction of the Authorised Officer.
Schedules 			mean the Schedules attached to these Conditions
Services 			means […] as described in any briefs, schedules and appendices attached hereto. 
2.2	Interpretations 	
Words in the singular include the plural and vice versa;
Words in the masculine include words in the feminine and vice versa
Words importing individuals shall be treated as importing corporations and vice versa;
Headings are for reference only and shall not affect the construction of the Contract; 
3	The Service Provider's obligations
3.1	The Service Provider shall devote such of his time attention and abilities to the provision of the Services in these Conditions and Schedules to the best professional standards and in accordance with current laws, statutory instruments, rules, regulations and bylaws. 
3.2	The Service Provider shall comply with the reasonable direction of the Authorised Officer and use his best endeavours to provide the Service.      
3.3 	The Service Provider shall at all times comply with the requirements of Health and Safety legislation and regulations and shall not risk the health and safety of others.

3.4	The Service Provider shall co-operate with any staff or sub-contractor employed directly or indirectly by the Council and shall undertake the Services at no detriment to any other service provided by or on behalf of the Council.  
4	The Council's obligations 
4.1	The Council shall fulfil its obligations to the Service Provider and shall pay the Service Provider in accordance with Schedule 2.  
5	VAT         
5.1	All sums, unless otherwise stated, are exclusive of VAT and other duties or taxes.           
6	Confidentiality        
6.1	The Service Provider shall not at any time during or after the Term divulge or allow to be divulged to any person any confidential information.
7	Indemnity              
7.1	The Service Provider shall indemnify and keep indemnified the Council from and against any and all loss damage or liability (whether criminal or civil) resulting from the Service Provider’s breach.  
7.2	The Council shall not be liable to the Service Provider for the death of or injury or loss or damage to property unless due to the negligence of the Council or its servants or agents.      
7.3	The Council shall not be liable for any consequential losses, including but not exclusively, loss of profit, earning, income, business, goodwill, savings opportunities, reputation or associated costs to the Service Provider howsoever caused.       
8	Insurance
8.1       The Service Provider shall maintain at its own cost a policy of insurance to cover its liability in respect of any act or default for which it may become liable to indemnify the Council under the terms of this Contract in the following minimum sums:
(a)	Employers’ liability of £10,000,000 (ten million)
(b)	Public liability of £5,000,000 (five million)
(c)	Professional indemnity of £2,000,000 (2 million)		
8.2       The Service Provider shall provide the insurance policies to the Authorised Officer on request.
9	Authorised Officer
9.1	The Authorised Officer shall be the Head of Economic Inclusion or such other person nominated in writing by the Council to act in the name of the Council for the purposes of the Contract.
10	Monitoring of the Contract
10.1	The Service Provider shall provide the Authorised Officer with any information relating to the carrying out of the Services which the Authorised Officer may reasonably request.
10.2	The Council shall be entitled to implement systematic and/or random inspection to ensure that the Service Provider undertakes the Services to the Contract Standard.              
11	Termination
11.1	The Council reserves the right to terminate this Contract before the 31 July 2021 by giving 60 day’s written notice.
11.2	The Council may terminate the Contract forthwith if it is of the reasonable opinion that the Service Provider:
(a)	is in default in the performance of the Contract.
(b)	has failed to undertake the Services specified in the Contract or has failed to do so to the Contract Standard and beyond remedy.
(c)	has attempted to offer a reward contrary to the Bribery Act 2010 or any other relevant statute.
12	Termination consequences              
12.1	In the event that the Contract is terminated the Council will not be obliged to pay to the Service Provider any further sums other than those lawfully owing.

                                        
13	Intellectual Property and Delivery up of documents on termination         
13.1	The Service Provider agrees that the Council shall own all reports and other documents and all other intellectual property produced by the Service Provider under this Contract and shall own all publication rights. The Service Provider shall indemnify the Council against all costs and damages associated with infringements of intellectual property rights in relation to the Services provided by the Service Provider.
14	Status of the Service Provider      
14.1	During the Term the Service Provider shall not be or purport to be an employee or agent of the Council        
15	Anti-fraud
15.1	The Service Provider shall be aware of the Council’s anti-fraud policies and shall report any suspicions of corruption by employees abusing their position, and by others, to the Chief Internal Auditor, Town Hall, 2 Brixton Hill, London SW2 1RW.   
16	Disclosure and Barring 
16.1	The Service Provider warrants that its staff are fit and proper persons to undertake the Services and that any staff members who regularly work with vulnerable persons have undergone enhanced Disclosure and Barring checks and that the results of those checks were satisfactory.
16.2 The Service Provider shall provide the original of the Disclosure and Barring check to the Authorised Officer on request.
17	Variations
17.1	The Authorised Officer may from time to time request the Service Provider to agree to provide additional, different or reduced levels of Services.
17.2	The Service Provider shall not vary the services without the written authority of the Authorised Officer.
18	Data Protection and Freedom of Information
18.1	The Service Provider shall lawfully process data relating to this Contract in accordance with the provisions of the Data Protection Act 2018 and General Data Protection Regulations 2018 as set out in the Data Schedule below and shall cooperate with the Council in respect of a Freedom of Information Act 2000 request. 
19.0	Equal Opportunities
19.1	The Service Provider shall use all reasonable endeavours to comply with all statutory provisions, rules and regulations relating to equality and discrimination.  
19.2 	In the event that any finding of unlawful discrimination by the Service Provider during the Contract period, the Service Provider shall inform the Council the steps it proposes to take to prevent repetition of the unlawful discrimination. 
20	Complaints in Respect of Service Provision
20.1	The Service Provider shall outline the system proposed for dealing with complaints from members of the public, Council officers and members.
21 	Disputes          
21.1	The parties shall attempt to resolve any disputes or differences and where necessary seek to resolve them by using an alternative dispute resolution procedure.
22	Waiver
22.1	Failure by either party to enforce any of the terms or conditions of this Contract shall not be a waiver of them, nor shall such failure create an estoppel. 
23	Supersedes prior Agreements        
23.1	This Contract supersedes any prior contracts or agreements between the parties to undertake the Services whether written or oral and any such prior contracts or agreements are cancelled as at the date of signing of this contract but without prejudice to any rights that have already accrued to either of the parties. 
24	Entire Agreement
24.1	Each party agrees that this Contract, its schedules and any agreed amendments or variations contains the whole agreement between parties relating to the subject matter of the Contract.
25	Notices
25.1	Notices and other communications shall be delivered to the addresses stated in this Contract or as otherwise agreed in writing.  
26	Governing Law
26.1	This Contract shall be governed by English law.
27	Third Parties
27.1	The Contract (Rights of Third Parties) Act 1999 are expressly excluded from this Contract.




	Signed for and on behalf of the Council

Print name				

Signature				

Print name				

Signature				

	Signed for and on behalf of the Service Provider

Print Name 				


Signature				
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Schedule 1
	

DATA SCHEDULE pursuant to Section 59 of the Data Protection Act 2018
Data Protection Law: The General Data Protection Regulations 2018 (GDPR), the Data Protection Act 2018 (DPA), and all applicable law about the processing of personal data and privacy;
Controller, Processor, Data Subject, Personal Data, Personal, take the meaning given in the DP Law;
1.	In its capacity as Data Processor, the Service Provider agrees that it will:
(a)   act only on instructions from the Council in its capacity as Data Controller
(b)   ensure that the persons authorised to process personal data are subject to an appropriate duty of confidentiality
(c)   assist the Council by any appropriate means to ensure compliance with the rights of the data subject under this Part
(d)   at the end of the provision of services the Service Provider shall -
(i)    either delete or return to the Council (at the choice of the Council) the personal data to which the services relate, and
(ii)   delete copies of the personal data unless subject to a legal obligation to store the copies
(e)   make available to the controller all information necessary to demonstrate compliance with this schedule, and
(f)   comply with the requirements of this schedule for engaging sub-processors.
2.   	The Service Provider may transfer personal data to a third country or international organisation only if instructed by the controller to make the particular transfer.

The table below details the data use under this agreement: 

	the subject matter 

	Eg. Data to enable professional training agencies to train Adult Learners on behalf of the Council

	the nature of the processing

	Data processed into databases (name databases)

	the type of personal data 

	(please complete)

	purpose of the processing

	(please complete)











Schedule 2


SERVICE SPECIFICATION

COUNCIL TAX SUPPORT SUMMONS SERVICE


1. Service Description	

1.2	This contract relates to the provision of social welfare advice in the areas of debt advice to people receiving summonses for their council tax, that are in receipt of council tax support before the summons is issued and help the resident engage in a managed repayment plan. There will be an expectation on the provider to attempt creative engagement methods to achieve outcomes.  

1.3 	This service specification for the provision of the Council Tax Support Summons Service describes key features of the service and the outcomes required, along with key indicators against which service performance will be measured. 

1.4	The council tax support summons service will run between 1 August 2020 to 31 July 2021. The Council may choose to change aspects of this specification during the lifetime of the contract. However, this will be carried out after discussion with the provider about proposed changes and how they will be implemented. The views of the provider and service users will be taken into account in any review of the service. 

2. Contract Value

2.1	The contract is for one year with an option to extend for a further 12 months at council’s discretion and subject to good performance. The total fixed value of this contract is £30,000 per annum (which should include all associated costs and travel). The contract will start on 1 August 2020 and end on 31 July 2021.  Payment of the contract sum will be made quarterly in advance on receipt of an invoice as per contract terms and conditions.

3. Lambeth’s Vision and Strategic Aims 

3.1	Lambeth Council Corporate Income and Debt Recovery Policy 2019/2020 key outcomes will ensure that the council is doing all that it can in relation to managing income collection and recovering debt, to support residents to improve their financial security and reduce indebtedness and the associated problems.  The strategy is also linked to the council’s Financial Resilience Strategy understanding and preventing problematic debt so residents can plan and manage their finances. The financial issues for residents in 2020-21 will no doubtedly worsen due to the COVID19 pandemic.
3.2	The Council Tax Support Summons Service will help us achieve the following outcomes in the State of the Borough 2016, Lambeth Council Corporate Income and Debt Recovery Policy 2019/2020 and the Financial Resilience Strategy.
· People achieve financial security
· Vulnerable customers identified and supported
· Educate non-payers to a payment culture

4.	Outcomes
4.1	The Provider should ensure these outcomes are achieved from the Council Tax Support Summons service:  

· The Provider should utilise innovative and successful engagement methods to ensure high take up of the service. 

· The Provider should provide debt advice to people receiving summonses for their council tax, that are in receipt of council tax support before the summons is issued thereby negating court costs for customers.  The service is targeted at residents in receipt of council tax support.
  
· The advice service should encourage people to set up direct debit payments or a payment plan to ensure that the resident will not fall behind on payments in the future. Most customers are on a 10 monthly payment plan, it is possible for the council to offer customers a 12 month payment plan, for those who this would be more suitable this will also be promoted.

· Wherever possible help people with other problematic debt/benefit and welfare advice.  Where this is identified to be required the Provider Name and Lambeth will refer people to their Lambeth outreach or other outreaches or drop in service as appropriate.

· Through good monitoring, the Provider should develop a strong understanding of demographics, needs and development of users and a clear debtor profile.

5.  	How the service should be delivered

5.1 	The provider will be required to engage with council tax, housing benefit officers, rent officers and other parties as required offering a full and comprehensive support service. Clear communication lines will be developed to support this (email/phone contact):

· The provider should provide two drop in sessions per month (1st Wednesday and the 3rd Wednesday of the month) - excluding Bank Holidays and weekends offering holistic debt advice and support to residents who have council tax arrears and are in receipt of Council Tax Support at the Customer Centre at the Civic Centre, 6 Brixton Hill, London, SW2 1EG from 10.00am until 4.00pm providing a mix of appointments (pre-booked and on the day including assessments) and on the day liaison with Council Tax and Benefit Officers. 

· Two Advisers should be in attendance on the days of the session at the Customer Centre (use of the Customer Centre is free of charge for the two days). On the days when there is a holiday/sick leave/training or other absence then one Adviser and another member of Provider Name should be present. Lambeth and the Advice Supervisor are available via phone/email with any on the day supervision queries.



· A dedicated service email address will be available for Lambeth staff and clients to use.   

· Provider Name should also provide outreach services and follow ups at their own offices by either telephone Skype, email or face to face support/appointments.  

5.2	Sessions will need to run between summons dates and the reminder cycle; and these dates will be shared with the provider in advance to plan for session dates. Summons dates can be subject to change by the courts and the provider will need to accommodate for this.

5.3	The Provider will need to develop and update a flyer (an example of the flyer will be provided to the provider) advertising their drop in sessions. This flyer will be sent by Capita with council tax bills and at various stages of the reminder cycle. The reminder cycle is: 

	
	Council Tax Reminder Cycle
	Action needed by provider

	· 1. 
	· Bill
	None.

	· 2.
	· Text
	None.

	· 3.
	· Soft reminder (with drop in leaflet)
	The first flyer will be sent with soft reminder notice, advertising sessions that run on 1st Wednesday and 3rd Wednesday of the month to allow residents time to consider attending. Provider must design and update flyer to be sent to Capita before soft reminder is sent. The Provider should then work with debtors at drop in sessions to encourage uptake of repayment plans, budgeting, and broader wellbeing support.

	· 4.
	· Text 
	None.

	· 5.
	· Final notice (drop in leaflet)
· 
	A more urgent flyer will be sent with the final notice, advertising sessions that run on 1st Wednesday and 3rd Wednesday of the month. The Provider should then work with debtors at drop in sessions to encourage uptake of repayment plans, budgeting, and broader wellbeing support. 

	· 6.
	· Summons
	The summons stands due to the interventions taken prior to the summons being issued. Unless there are mitigating circumstances e.g. vulnerability.



5.4	If the Provider can show income and expenditure form from resident (financial statement) and arrears from current year, Capita will agree a repayment plan. Capita will also accept this information verbally over the telephone.

5.5	The Provider will maximise choice and flexibility for our residents, and develop unique engagement models, by ensuring a range of service access points including Drop-In sessions and pre-booked appointments (including face to face, telephone and Skype dependent on client’s preference).  Equally devising new methods of engagement if the drop in sessions prove unpopular. 

6.	Service Requirements 

6.1	The provider will be required to use experienced debt advisors and project co-ordinators who will have a range of responsibilities in relation to the service. The provider will be responsible for managing their on-going training and development needs, dealing with performance and conduct issues etc.
 

· The Provider should develop and update an engaging flyer to advertise their drop in sessions and provide this to Capita in time to be sent with reminders. 
· The Provider will be responsible for: organising venues in Lambeth, setting up and managing staff rotas etc.
· The Provider should need to develop a broad and robust monitoring process that includes user demographics, needs, solutions so that we can develop a strong profile of our debtors.
· The Provider needs to develop a holistic referral pathway for residents to consider wider implications of debt such as employment, health, child care.
· The Provider will also be required to feedback to Lambeth about any issues identified with uptake of offer and make suggestions for improvement.  
· The Provider will also be required to look and apply for funding streams and grants to support the development of the service (after checking suitability with the commissioner).
· The provider will provide their own signage at each session and remove after each session.

6.2	The provider’s debt advisors will be required to have experience of working with vulnerable adults (DBS checked). Most importantly you will need to have a passion for helping our residents resolve their debt issues.

6.3	The provider will be required to promote through appropriate communication (their website and other suitable channels) the flyer and the service widely within Lambeth to those receiving Council Tax notices to ensure high take up where possible. 

6.4	The provider will be required to work pro-actively with a wide range of local agencies to ensure that a broad and holistic debt advice service can be offered. This will involve building knowledge of community resources and ensuring that effective links and joint working arrangements are in place. The provider will also be required to work closely with Lambeth council to ensure that suitable locations are available for delivering support to debtors. 

6.5	Where the session is quiet and less than 15 users requiring assistance.  The provider will go through the multiple debtor report and make contact with residents listed in the report.


7. 	COMMUNICATION AND INFORMATION REQUIREMENTS

7.1 	General 

The provider will be required to maintain regular contact with the Lambeth commissioner to report any issues relating to safeguarding of vulnerable adults and/or serious health and safety concerns. 

7.2 	Service review progress

The provider should attend regular monitoring meetings with the Lambeth commissioner to discuss progress towards service objectives and targets and any on-going issues. This will include providing written information where requested.  We envisage that monitoring meetings will take place bi-monthly and include a Revenues Contract Manger and the Capita Council Tax Manager.

7.3	The provider must maintain appropriate daily data recording systems with suitable audit trails for the provision of agreed service information for the Council, to enable cost effectiveness to be measured.

7.4	The provider must send their quarterly monitoring data to the nominated Council officer on the 28th day of the month following the end of the quarterly monitoring period.

7.5 	Performance Indicators 

These will include but not limited to the following:

Quantitative indicators
· Number of residents who have been supported (including full monitoring of demographics of user, needs and support given).

· Number of residents who have engaged with a repayment plan for their council tax arrears (had summons process stopped). 

· Number of residents who have maintained repayment plans, reduced broader debt, over a longer term – follow up monitoring after 3, 6, 12 months.

· Number of residents who feel more confident managing their finances (through annual survey).  


Qualitative indicators
· Broader information on debtor journeys and the wider impacts of engaging with debt advice. As well as an understanding of why residents have got into debt.




7.6	Confidentiality

Confidentiality is a key feature of this service provision. The provider will ensure confidentiality in the following ways:

· Discreet interviewing facilities must be available at all outreach provided by the provider and private interview arrangements provided on request.
· Access to personal case records to be carefully managed by the provider.
· GDPR - general data protection and data sharing protocols in place and explained to users.
· Putting in place a confidentiality statement.  This should be explained to users and Provider’s staff will be required to comply with the statement.

	Notwithstanding this, the council’s monitoring function allows relevant officers access to case files for the purposes of monitoring as long as no personal details are noted by those officers and where the client has given Provider their permission.

7.7	Case Management and Supervision

· Casework must only be undertaken by appropriately qualified staff.
· The provider should have a designated Casework Supervisor. This person is to be responsible for casework management, casework quality and casework staff supervision.
· The Casework Supervisor must be appropriately qualified.
· It is the responsibility of the Casework Supervisor to ensure that they, and the staff they supervise, deal only with cases which fall within their range of competence and refer on as appropriate.  
· The provider should ensure that procedures are documented and operate effectively to supervise the conduct and quality of advice casework, taking into account the knowledge and experience of the person being supervised and the limits of the organisation itself.
·      The provider should have written procedures for a periodic review (at least quarterly) of a suitable number of cases at all stages from initial advice and notes through to referral or representation. Records must be kept of such reviews throughout the contracted period and made available to commissioners on request.
· The provider should have an administrative system that is capable of supporting the delivery and management of casework. 

The provider should have written procedures to ensure that:

· It is able to identify and trace all documents, correspondence and other items relating to a matter
· It is able to identify any potential conflict of interest
· It is able to maintain a back-up record of key dates in matters
· It records proper authorisation and monitoring of undertakings given
· Files are reviewed if inactive for more than 6 weeks. At this point a decision should be taken to either close the case or clearly note further actions still to be taken 
· All relevant matters can be identified when acting for a client in a number of matters
· The status of a matter and action taken can be easily checked by someone other than the caseworker
· Documents are organised in a secure and orderly way
· Key information is easy to find 
·       Clients are aware of and are allowed access to their own case files.


7.8	Staff and Safeguarding
	
	All staff and volunteers who provide advice to vulnerable adults must have a current enhanced DBS check in place. The provider must ensure that they maintain records of these and can confirm that these requirements are met.  DBS checks should be renewed every 3 years.

	Staff and volunteers engaged in the delivery of this advice service must be appropriately knowledgeable/experienced, trained and properly supervised and supported.

7.9	Partnership Working
	
The provider and Council will work in partnership to understand the issues being faced by Lambeth residents, how current local and national policies and processes are affecting residents, and how these policies and processes could be improved. Constructive working relationships will be encouraged between the provider and relevant Council departments (e.g. benefit administration, Council Tax collection, housing options and advice) so that the provider is able to raise issues in a timely manner, avoiding the need for legal processes where possible. The Council commits to listening to feedback from the provider on how Council policies and processes can be continuously improved for the benefit of Lambeth residents. The provider and Council may also identify issues on which to jointly lobby regional or national Government.


























Schedule 3


CONTACT DETAILS



The Service Provider’s Representative:

Telephone: 
Email: 

For general queries in the absence of the named officer: 

Telephone: 
Email: 


The Council’s Authorised Officer shall be:

John Bennett
LB Lambeth
Civic Centre
6 Brixton Hill
London  SW2 1EG 

Telephone: 020 7926 6452
Email: jbennett7@lambeth.gov.uk 


For general queries in absence of the named officer:

Linnette Taylor
Telephone: 020 7926 5214
Email: LTaylor5@lambeth.gov.uk 

For general service queries

Maureen Smith
LB Lambeth 
Telephone: 020 7926 9876
Email: mmsmith@lambeth.gov.uk 

Tim Hillman-Brown
Head of Revenues and Benefits
LB Lambeth
Email: THillman-brown@lambeth.gov.uk


 


 

Schedule 4
 

PRICING AND PAYMENT TERMS


1.	The value of this contract is £30,000 paid over 12 months for a period of 1 August 2020 to 31 July 2021.  Payment of this contract sum will be made quarterly in advance on receipt of an invoice using the process set out below.

2.	The Council operates an electronic only policy for issuing Purchase Orders and receiving Invoices from service providers and contractors through an internet portal managed in partnership with the Council by a third-party provider.  

3.	The electronic portal is offered free of charge to service providers and contractors.  The Council will direct the third-party partner to make contact with the Service Provider in order to create an account within the electronic portal to enable them to invoice the Council.  

4. The Service Provider will be able to view their Purchase Orders and the status of their Invoices within the electronic portal in real time.

5. Both the Council and the Service Provider shall adhere to the following procedure in respect of invoicing and payments in respect of the Services: - 

(a)	The Service Provider shall submit to the Council (or as otherwise agreed by the Parties in writing) an invoice, by electronic means through the portal only setting out the sums for each type of work together with a record detailing the work carried out, in accordance with the prices tendered and;    
(b)	Once the Council agrees the details of the electronic invoice and the work record it will arrange payment, which will be made within a 30 days of invoice date unless disputed by the Council. 
(c)	Where the Council disputes the amounts entered on an invoice the parties shall discuss the differences and the Service Provider shall submit such further information as required by the Council to verify the invoice sum.  
(d)	Once agreed, the Service Provider shall submit a corrected Invoice as agreed pursuant to Condition 5.1(a), above.

6. Invoices submitted via the internet portal shall be deemed to have been received on the next working day from the date of transmission. 

7. Invoices submitted by any other means shall be deemed to have been received only once those invoices reach the appropriate payment officer within the Council. 
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