PHE Personal Dosimetry Service
DIEM laboratory Software Maintenance and Support Contract

Requirement Summary

Public Health England (PHE) requires support for the DIEM Laboratory database system for its Health and Safety Executive Approved Personal Dosimetry Service (PDS).

The support package is to enhance and maintain business critical software which coordinates the PDS Laboratories at Chilton and Leeds.

The Support Service - description of Maintenance Days per Year (4 Year Contract)
We expect the support team to provide a combination of emergency support days (likely to be on-site at PHE) and non-urgent support days to be scheduled at mutually convenient times.

The anticipated volume of support is as follows:

	
	Diem Support (days)
	Emergency Support (days)

	Year 1
	18
	2

	Year 2
	16
	2

	Year 3
	14
	2

	Year 4
	14
	2


Service Availability - the support service is only required during office hours. New deployments are generally carried out at lunchtime to minimise impact on DORIS users.

We hope that the maintenance can be done remotely.

DIEM Interfaces

The DIEM system consists of separate web and Windows applications and associated database, located on a virtual server.  The web version is for PHE users to access the DIEM from their laptops for querying and amending data and running daily processes such as file transfers. The windows version is for using Laboratory equipment; for example issuing all dosemeter types, running reception, sorting and opening machinery and checking/setting status of a dosemeter.
DIEM is linked to the main PDS database DORIS, which coordinates the records and issues of dosemeters. DIEM receives a regular nightly data upload of extracts from DORIS to update its customer information. 

Besides the interface between DORIS , there are also interfaces with the following:

•
PHE Mail server

•
Various equipment (Sorters, reception machine, wrapper, un-wrapper machine and issue stations)

•
Printers
DORIS = DOsimetry and Records Information System 

DIEM = Dosimetry Information Exchange Manager

See diagram overleaf
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Technologies

DIEM has been developed using the following technologies:

· Microsoft SQL Server Integration Services (SSIS)
· Entity Framework version4.4 and above
· C#
· .net framework 4.0 and above
· WPF
· SQL 2008 R2 and above

All source code is version controlled using SVN.  It is the responsibility of the support organisation to back-up the source code repository and to deliver to PHE a full set of source code whenever requested
Software Engineering Tasks

Support for DIEM will include the following activities:

· Bug fixes

· Small to medium enhancements (including estimating effort) 

· Releasing new deployments/ upgrades

· Keeping documentation up to date

· Emergency response for urgent incidents

· Maintaining task list (deadlines, priorities, progress) and tracking progress

Management and System Administration Tasks

The support team may also be required to carry out some system administration tasks on the DIEM System (shared with PHE IT staff) - Backups done by PHE IT Staff.
It may also be necessary to carry out some of the following:

•
Performance monitoring

•
Resource usage / planning (e.g. disk space)

Support should include ability to do a full restore of DIEM system onto a fresh Operating System installation (in case of hardware replacement).

The support team must also provide the following:

•
A managed task list that is visible to PHE staff

•
Monthly reports of effort expended and tasks carried out

•
Estimates of anticipated effort required

•
Escalation procedures in case of complaints

•
Regular reviews of service quality
Skills and Experience Required

•
Proven experience of supplying services for a maintenance and support contract such as this

•
Support personnel for DIEM who are sufficiently competent in the technologies used (and described above) to provide authoritative support to PHE PDS.

•
Experienced personnel cover is provided to PHE PDS during supplier staff holidays, staff sickness and staff turnover.
· 
Proven experience of supplying and maintaining software that interfaces with machines/ancillary equipment.

•
Ability to do a full restore of DIEM system onto a fresh Operating System installation (in case of hardware replacement).

•
The support organisation should have an adequate pool of resources with significant experience of providing all the support and management tasks as described above; 

•
Good communications skills for liaison and review meetings

•
Experience of monitoring the performance of a database and reporting this to the PDS team

•
Excellent problem solving ability and experience in bug fixing

•
Excellent understanding of customer facing database products

•
Experience of creating and delivering excellent user friendly web based products and solutions

•
Good organisational and reporting skills to help manage the task list and monthly report

•
Ability to estimate task effort for planning

•
The support personnel shall have a minimum of 5 years Stakeholder Engagement experience in service delivery 

•
Have a pool of support personnel that can demonstrate 5 years’ experience of working in multi-disciplinary IT team. 

•
Be able to travel to site if required for an emergency

•
Experience of data migration

•
Experience of working with a customer facing organisation to provide effective software solutions for their business

•
Firm understanding of Web Service concepts and Technologies

