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SECTION 1: CONTEXT & BACKGROUND

1.1

1.2

13

14
15

1.6

2:1

INTRODUCTION

The Equality Advisory and Support Service (EASS) Is a helpline for individuats in
England, Scottand and Wales who may have been discriminated against or have
a human rights issue. The EASS provides Iree information, advice and support to
help people solve their problems informally,

The EASS was sel up to ba an advice centre, with a number of specilic
advantages over the EHRC helpline, including cioser working partnerships with
other organisations, integration between phone and web-based customer
channels, batter management information and capacity for at least limited pre-
claim suppon.

The EASS has oltered a good service and meats the criterda ol its remit.
Response to the service from stakeholders and customers is very positive
(EASS's most recent Customer Satisfaction Survey showed 82% of amound 400
customers wera satislied or very satisfled with the senvice).

The eurrent service began in October 2012 and will run unfil 30 June 2018,

All terms used in this specilication are defined in a glossary altached at Appendix
11. Wa require all potential suppliers to comply with ail relevant law having effect
in the UK, in particular the Eguality Act 2010 and the Human Rights Act 1898,
We use the term "senvice provider” throughout this specilication to refer the
supplier which is appointed to deliver the Service, whether it be a limited
campany or the lead member of a consortium.,

We are using the DWP Contact Cenire Framework 1o procure the service.
CONTRACT DETAILS

The new contract will un for three years from ils commencement date, The
Authority will have the option 1o extend the contract for a further period of up to
two years. The Authority may exercise the option by serving three months’ notice
on the sarvice provider.
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=

CONFLICT OF INTEREST

2.2

Tha sarvice provider must advise GEO of any polential confiicts of interast which
arise during the duration of tha contract.

SUB-CONTRACTING

23

2.4

Where subcontractors are used (o deliver services, GEO must be advised in
wiiling of the dates when they will be used, and provided with a description of the
activitias they will undenake.

Sub-contracting any part of the contract shall not relieve the service provider of
any of its obligations or duties under the contract and the service provider shall be
responsible for the acts and omissions of its sub-contractars as though they are
s wn.

EQUALITY OBLIGATIONS

2.5

26

The Authority is-a public authority for the purpeses of the Equality Act 2010 [the
Act] and is subject to the public secior equality duly ("PSED") under 5,148 of the
Act. The service provider acknowiedges thal the services relate to public
functions for the purposes of the Act, This specification has been developed
bearing in mind tha obligations of the service provider and of the Authority under
the Act and the requirements set out in this specification should be interpreted in
light of these chligations.

The service provider shall, In carrying out the services, ensure thal the service
provider and the Authority meel their respective obiigations under the Acl,
including (but not limited to) the PSED,

PERFORMANCE MONITORING

2.7

2.8

Dunng the lite of the contract, GEQ may commission an extemal independent
evalualion on the efficiency and effectiveness of the service and on its
compliance with its equality obligations under the Act. Thiz will be in addition to
the service provider's own intermal monitoring and quality control. GEO wants to
maasura public valua o damonstrate whether it can attribute economic valua to
the servica. This might for example, resull from preventing litigation and the
associated cosis. To enable this assessment, information on the outcome of
cases musl be recorded and made availabla in a consistent way.

Feedback from any exercise of this nature will ba used both 1o assess tha
performance of the service provider and to develop and improve the quality and
cost effectiveness of the service.
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TRANSITION PLAN

29

31

3.2

A tull transition plan for whal Is required during any hand-over between the
current service provider and a new supplier Is contained at Appendix 10.
Prospective servica providers musl produce a high level project plan to cover the
transition period.

STRATEGIC VISION FOR THE SERVICE

Although we have a strong strategic vision for the service, there are no
preconceptions about how to deliver it. We want o encourage potential suppliers
to think caretully about how best (through innovalive business models) fo achieve
the strategic vision, subjact to the requirements set out in this specilication.

The key cllent lor this service is someone who is the possible victim of
discrimination. The service will also provide intormation and basic advice for
patential victims of human rights breaches. The service needs ta daliver
infarmation, bespoke advice and some genaralist casework (basic pre-clatm
suppori) to such clients, or their representatives (e.g. their advocates).” This
service is lo be available to clients in Greal Britain regardiess of their financial
means.

' Dealing with queres [via telaphany) rom employers snd service praviders is nat within the scops of tns

service. However. the service's websiis will be avaltable 1o all
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SECTION 2: TECHNICAL SPECIFICATION

4

41

4.2

A SERVICE FOR ENGLAND, SCOTLAND AND WALES

The service must cater lor the needs of clients in England, Scotland and Wales.
These needs may differ as major services such as health are devolved and
Scotland has its own separate education and legal systems.

The landscape of arganisations offering information, advice and support on
discrimination varies greatly across each country within Great Britain. In Wales,
for example, there has long been a dearth of established advice agencies with the
gap being filled by small voluntary and community sector organisations. The

following is a summary of the key ways in which the service must meet the needs
of users in Scolland and Wales.

SCOTLAND

The service must be delivered with a8 full appreciation of the distinctive
canstitutional, legal, soclal and policy context in Scottand in order to provide
appropriate Information, advice and suppon for clients in Scotland.

The Scottish Parliament does not currently have equality law-making powers but
tha Bcotland Acl 1998enables it lo promole and encourage equal opportunities;
including the meeting by public bodies of their legal obligations.

The service provider will however need to plan on the basis that the Scotiish
Parfiament will be given competence over equal opporunities legislation for
Scottish public bodies when the Scotland Bill becomas law later in 2016, with new
Scotfish legislation likely to lollow as a result of this.

The service must be capable of providing advice and support on discrimination
and, whare appropriate, human nghis issues. This will require a strong
understanding of the different:

* |egal, social and policy environment (for example court procedures are
ditferent in Scotland);

» public and third sector architecture {including voluntary and community
based organisations and those organisations providing advocacy).

The service provider mus! bulld and maintain strategic relationships with relevam
organisations and services within Ecotland - e g. Citizens Advice Scotland (CAS),
ACAS Gcotland and community and voluntary based organisations. The service
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provider must develop specific knowledge of the Scottish discrimination, human
rights and legal framework.

In Scotland, thers Is a separata Seoifish Human Rights Commission (SHRC).
Therefore, it will be important for the service provider to develop a strong strategic
relationship with the SHRC as well as with the Eguality and Human Rights
Commission (EHRC) in Scotland.

Management Information collected by the service provider relating to clients from
Scotland, or incidents relating to Scottish organisations, will need to be shared with
the EHRC in Scolland, in accordance with the requirements set out in section 17 of
the specilication,

WALES

The service must be delivered with a full appreciation of the distinctive
consfiiutional, legal, soclal and pollcy context In Wales, in order o provide
appropriate Information, advice-and support for clients in Wales.

The National Assembly has direct law-making powers and successive Govemnment
of Wales Acts have placed a statutory duty en the Welsh Government to promote
equality of opportunity for all. The Assembly's powers over equality and equal
ppportunities matters are likely to change as a resull ol the Wales Blll expectad in
the 201617 Padlamentary session, and the service provider will need to become
lamiliar with those changes and any resulting Welsh legislation which results from
them.

The service provider must comply with all legal requirements to make any
information, advice and suppont It delivers fully accessible in both English and
Welsh.

The service provider must build and maintain stralegic relationships with relevant
organisations  and services within Wales. The service provider musl develop
specilic knowledge of the Welsh discrimination, human rights and legal framework.

Management information collected by the service provider relating to clients from
Wales, or incidents relaling to Welsh organisations, will need to be shared with the
EHRC in Wales, in accordance with the requirements sel out in saction 17 of the
specilication.

AN ACCESSIBLE SERVICE

4.3

The service must be tully accessibla 1o all people with disabilities. This includes
pecpie with: sensory and/or physical impairments, mental health conditions.
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leaming dizabilities and those who have long term heatth conditions. This service

must be tully accessible tor those whose lirst language is not English {see section
20.5)

WORK-RELATED CONTACTS

4.4

45

ACAS offers formal eonciliation services In respect of work-related discrimination
lssuas. Therefore, where the client wishes to pursuse formal conciliation services
and the issue relates 1o waork, the client should be relerred to ACAS. The service
provider can deal with all aspects o work-related enquiries leading up 1o formal
conciliation and, in the event, thal conciliation by ACAS does not resolve the
matter, after the canciliation.

Tha servica's advisors should not speak directty with employers for wark-related
discrimination cases.

WORKING WITH OTHER DRGANISATIONS IN THE FIELD

4.6

4.7

The sarvice will need to add value to the existing provision of infermation, advice
and suppor on discimination and human rights Issues. It must avoid
unnecessary duplication and facilitate cooperation amongst the various

organisations that are already invalved in the provision of infarmation, advice and
support in relation to civil law izsues.

Woe therelore require the service provider to develop strong strategic relationships
with local, regional and national crganisations that enable il to provide locally
tailored support across the whole of Greal Britain {see section 7 and B).

MAIN FUNCTION

4.8

This service must;
a.  provide assistance with informal resolution
b.  provide infoermation on discrimiration and human rghits issues

c. giva bespoke advice which applies the law In general terms fo a client's
specilic circumstances but stops shorl of advising on the strength of a
client’s case, by explaining:

« pptions for informal resolution

= lagal rights and remedies within discrimination {and equal pay) and
human rights legisiation

» the relevant imescales within which any claim would need to be
brought.
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4.9  Where the issue has not been resolved informally, the service will:

« for work-related cases reler the client, with their agreement, to the
ACAS early conciliation sarvices. The point at which clients are
raferred would be the point at which some form of interaction with the
employear or ex-employer is fo be undertaken

= lor non-work related cases {such as services, education or
accommodation), refer the client, with their agreement, to mediation
and concillation services®, We require the service provider to engage
with providers delivering mediation and concillation services relevant to
the issue and to develop elfective relerral relationships

Take the action set out below when lormal allernative dispute resclution (e g. early
conciliation) has not been successiul or whan time limits mean steps may need to

take place al the same lime as mediation and conciliation ar when the client does

not want to be referred lor mediation or conciliation:

« give inlormation about the procedures for taking lorward court/tribunal
proceedings

+ give inlormation about where to get legal advice from a qualified
lawyer, from the relevant jurisdiction”, where appropriata

! HM Couris and Trtunais offers @ fres and confldental isphone medialion esvice for parfies Involved
in detended small claims Wack cases. There are Iwo roules (o this service, The parifes may agree to
medigtion via the Direclions Questormaine (form N 180} that s fled by the parties after lndgement of me
defence, Addifionally the aliccating judge may order mediation. subsequent to reviewing the case papers.
Tha koy to a successhl mediation is a general willingness of parties (o work 1o an agreeable setfloment;
the parties engaged in the madiation process must be empowered to negotinte &nd all negoustons mus!
be vonducted in good faith. Satiemen| agreements will ba lully enforceable through the oourts, conditional
on paymort el the approprisle lee. Mediation appoimments are confidential and generadly fast-an hour;
should the matter fall o sellls at modiation it will then proceed to court, and the heanng fee will be dus
and payable.

In addifion to he free garvice,. HMETS mosts a mediation referml sevice lor 2 cases
httpecivitmediation justice. gov.uk). White this service &5 nol ree, 1 offers a reduced fixed tard! based on
e value of the claim, up o 8 vales of £50,000. Retais of madation providers are also avelable from the
Maticnal Mediation Hefpling bt/ fwaww, natiaraimediationhetpling oo uk! |, Lew Works

hitpsMwwrw lawworks org.ukl. can provide detais of Mediators who will mediate ior those where the
parties cannol atford to pay. The Bcotfigh Mediation Halpling provides a similar servioe in Scotland.

* The jurisdiction is determined by the courts system |n Greal Britaln and may be sither that of England
and Wales or Scotland. Whaere i is the most appropnate relemml, wa would require thal cllents from Wales
are retemed to g lawyer in Wales and clionts from Ergland 1o a lawyer in England.
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+ pgive informatlon and advice about gaining funding lor legal advice

= give infarmation aboul sources of suppert and advice for ligants In
person, such.as Law Works, PSU etc

* having gained the consent of the client, reler potentially strategic cases

to the EHRC for them 1o consider funding (refer ta Appendix 1 for an
exampla af this)

= recognise where an issue involves another specialist area oulsids of
discrimination end/or human rights law, and refer the client to an
appropriata source of advice on that aspect of the claim.

In soma cases provide support to tha client for pre-claim actions e.g.
« explaining and helping with completing forms
= advising how to complete appropriate courtribunal forms

= laking a briel case-history and advising the dient on what
documentation to assemble.

410 The service provider must comply with the requirements of the Legal Services Act
2007. In particular (but without limitation) the service provider must not and shall
not permit its employees lo engage In legal activity or reserved lagal activity.*

3 SCOPE OF THE SERVICE

51  For all clients we require the service to provide bespoke advice and generalis!
casework (which we have defined as basic pre-claim suppari).

ROLE OF ADVISORS
52 Inthe case of pre-claim support, the role of advisors is to support the dient.

However, advisors shall not provide advice or supponl which consists of:

a. The provision of legal advice or assistance with the application of the
law or with any form of resolutien of legal disputes

b. The provision of representation In connection with any matter
conceming the application of the law or with any form of resalution of
legal disputes

* 'L =gal actirity’ has the meaning given in section 12 of the Legal Bervices Act 2007, “Reserved legal
actvily’ has the mearsng gven in eection 12 ol the Legal Services Aot 2007
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5.3

5.4

53

568

5.7

5.8

£ Any other activity which would constituta legal activity or reserved legal
activity as thosa terms are defined In section 23 of the Legal Services
Act 2007

The job of an advisor is to explain whal the law Is and how It applies to a client’s
casa, thereby Identitying whether there has been a potential breach of
discrimination law or of tha dient's rights and, If 50, advise clients on the options
available to resolve the matter.

The advisor can help dients complete forms but they should not complete the
form/process for the cliemt or on the client's behall, The advisar can advise the
client on the meaning of any questions asked in tribunal forms and the types of
documentation needed tor the tribunal process (in line with the guidance on the
tnbunal process).

Il, based on the evidence provided, the advisor is of the opinion that there has not
bean a breach of discrimination law or human rights they should advise the client
of this.

It is the responaibility of the servica provider o ensure that Its advisors make

clear to cilents that they are not providing legal advice that would ba provided by
a gualified lawyar.

In non work-related claims, the advisor must explain the options for informal
resolutlons o a cllent. This means supporting the client in being able o resolve
the problam while it remains al the Informal stage (which we are defining as baing
before a cliem prepares to lay a claim or engages in formal altemative dispute
resolution). The various ciient joumeys are outlined in Section 5 and illustrated in
Appendix 1. which give more details aboul whal successtul informal resolution
might look like, Broadly speaking, the service will be able o contact the ather
party directly to try and resalve the problem while it remains at the informal stage.
Il the advisor believes that formal afternative disputa resslution is required and
the client consants, the cliemt will be referred o a source of formal altemative
dispute resolution.

For work-related discrimination problems, informal resolution is defined as
supporting the client in completing any intemal grievance procedures. At the point
al which the nexi logical step would be intervention with the employer, the client
(so long as they consent and the eligibility criteria are mat) will be referred 1o
ACAS early conciliation services who will be responsible for contacting the
emplayer in questien {Le. formal allemative dispute resolution).

* Informal respdution is defined as hetping people to resalve their problems before iy naed to engags m
lormal aMemative dispute resolution or betors they begin the lirsl slages of making a elaim
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58 Whers tha problem is nol resolved Informally or by formal aiternative dispute
resolution (including where the client either does not wish lo pursue, does not
consenl to use or is nol eligible for ACAS early concillation services) the service
will:

+ help the client ascertain if they are efigible lor civil legal aid (through
usa of the online calculater available on Gov.uk hitp:/civil-eligibility-
calculator justice gov.uk/) and it so refer them to the Civil Legal
Advica line. The Clvil Legal Advice line does not operate in Scottand
5o lor clients In Scolland it will be necessary to refer them to the
Scotfish Legal Aid Board helpline or to it website — www slab o uk,
which also provides an onfine calculator

= | they are nol eligible for civil legal aid, refer them to a source of
accessible legal advice

+ provide information about sources of advice and support for litigants
in persaon, such as LawWorks, PSU, etc

ACCESSIBLITY

2.10 The service mus! be accessible via multiple channels, including but noat limited 1o,

a1

telephone, email and intemet. We require the service provider to use digital
channels such as mobile epps, SMS, online chat and social media lorums. The
sefvice provider must consider how o work digitally with referral partners. This
might ba through embedding information or simple tools in another organisation's
website. Where a client can acoess and use digital communication®; all
information (as opposed to bespoke advice) requests should be dealt with
digitally. Basic, generic advice requests should also be dealt with digitally.
However we expect that all complex enguiries” would to be dealt with by advisors
through tefaphony.

Where the sarvice provider has reason lo belleve that a client may be unabla to
undarstand the advice being given over the phone - for example, because they
have leaming disabilities or menlal health problems - the service provider must
fund an independant lay advocate, as sel out in section 23 and Appendix 2.

* Digital channels are defined as referring o any cosraspondence via amasl, websites, SMS, online chal
and sockal media lorums.

" Compiex enquinies are defined as any enduiry that requires advice 1o be tailored 1o a chent's epecilic
gircumstances:
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=

AREAS NOT WITHIN THE SCOPE OF THE SERVICE

512

513

8.1

g2

6.3

This service should not deal with Issues outside its remit. Potential clients should
be informed quickly it their enguiry has no locus In discrimination or human rights
Ingistation,

Examples of activities thal the service provider should notl engage in are sel out
below - please note this list Is llustrative and not exhaustive:

a. praviding advice that should only be provided by a qualified lawyer

b. representing the client when providing pre claim support (client jourmey
5}

c. edvising on whether to bring a claim (except where protective
proceedings are necessary)

d. advising on the strength of a case and what evidence is necessary to
prove it

8. advising on or providing representation in courtiribunal proceedings
once a cdaim Is issuad.

CLIENT JOURNEYS

Outlined below are the main types of clienl journey the service will need to cover.
{Iitustrative case study exampiles of client joumaeys ara provided al Appendix 1.)
Journey 1 is where a client contacts the service with a query thal is outside the
remit of tha service {i.e. pot relating 1o discrimination or human rights legislation).
Joumey 1 activity is currently estimated as 12-15% ol total contacts. We require
the service provider fo put in place mechanlsms to attemnpt to reduce the volume
of Joumney 1 calls to under 10% within two years of letting the contracl

Journey 2 is where a client wants basic Intormation about discrimination and/or
human rights issues. This Is currently estimated as 13% ol total contacts. The
majority of these lypes of contacts could be deall with digitally, so we regulre the
sarvice provider to pul in place mechanisms fo attempt 1o reduce the volumea of
Joumey 2 calls o under 10% within two years of letting the contracl.

Journey 3 is where a client raises a discrimination or human rights issua. An
acdwisor will be required apply their knowledge of legislation to the specific
instance that the client is describing. The cliemt leels sufficiently capable and
confident to be able 1o act on that advice. This may involve, for example, multiple
calls over a period whera the cllent is in need of bespoke advice dunng ditterent
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g4

6.5

6.6

6.7

6.8

stages ol the prooess, Joumey 3 calls are estimated as currently reprasaenting
54% of total contacts.

Journey 4 is where a client neads additional help and support to resolve an
1zsua. It will typically be a more complex issua about discrimination that is suitable
tor informal resclution i.e. before laying a claim® and/or has not yet been
considered for lormal allemative dispute resolution. Journey 4 calls ara
estimated as currently representing 15% of total contacts.

There |s an important dilerence In how the service provider freats discrimination
Issues related 1o work and thoee about other areas. For work-related
discrimination enquiries, at the point al which the next step is direct interaction
with the employer, Il the client is willing, the case should be relerred to ACAS
early conciliation services. For non work-refated enguines, advisors could directly
contact the cther party to identifty whether and how the situation could be resolved
without the need for turther escalation.

Joumey 5 is a discrimination case where It is not pessible for the problem to be
resolved informally and the client does not wish 1o engage in foarmal altemnative
dispute resolution. Journey 5 calls are estimated as cumrently representing 2% of
fotal contacts,

In such cases the service will:

I. help the client find out if they are eligible lor eivll legal aid (through
assisting them to use the online civil legal aid eligibility calculator, where
necessary). If they are, refer them to the Civil Legal Advice line or, inthe
instance of Scotland, to the Scottish Legal Aid Board helpline or foits
websile — www slab. o uk, which provides an ondine calculator

ii. if they are not efigible for civil legal aid, refer them to a source of
accessible legal advice® or

lil. Il there is no accessible source of legal advice available, provide some
basic pre-claim support 1o help the client to be able 1o represent
themselves. This will only occur when a client wants or needs (due o a
lack of accessible source of legal advice) 1o represent themselves.

Service requirements regarding journeys 3 & 4 are contained in SLA 186,

" Unioes the client is invoking prafeciive procesdings

* This s defined as legal advice that only a professionally qualified Iswyer can provids or 8 casaworker
warking under the ciose supervision of a lawyer
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6.9

1

1.2

7.3

7.4

Journeys 3-5 rainforce the requirement for the service provider to develop strong
strategic relationships with retarral pariners — see section 7

REFERHAL PARTNERS

Evidence suggests that some clients may not call the service directly. Instead
they might:

I. approach a local community based organisation or sormeone (e.g. a GP or
a care-worker) with whom they already have a strong bond of trust

. speak with their union represantatives if they are a member of & Union

fii. call atelephone helpline whose brand they know and trust (e.g. the

Cltizens Advice services Advicsline England or Advicaline Cymru, Cltizens
Advice Scotland, or ACAS)

v, approach other reputable organisations within the voluntary and
community sactor (e.g: an advocacy group).
The principal gateways into the service are:
+ Gateway 1: Contacts encouraged by, or mediated through, referral partners

+ Gateway 2: Contacts by phone, through web searches and the service's
digital channels.

While It Is expected that most reterral pariners will simply advise the client to
canlacl the service direclly, same may wish lo continue to be involved In the Issue
and ask the service for some bespoke adyice specifically about a potentlal
discrimination issue or human rights breach on behall of the dient.

Some examples of key organisations (pariners) are sel out below, ‘although ihis is
not a comprehensive lisl.

« EHRC
« ACAS

= ACAS also handles call tor Equalify Direct. This 15 a confidentlal equality
advice service for small businesses

s Agvice Now
* Advice UK (independent advice centres)
« Age UK

« Bar Pro Bono Unit
« BEritish Instifute of Human Rights
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T.8

» Cltizens Advice/CABx

s Citizens Advica Scotland (CAS)

= Civil Legal Advice line (CLA)

» Community Legal Advice Centres

« Free Representation Lnil

* Hate Incldent/hate crima reporting agencies
« |ndependent Advacaty groups

» Law centres (England and Scotland)

s Law works
« Law Works {Scotland)
¢ Libarly

= Local authonties

* Local community based groups

« Scottish Human Rights Commission
« Scottish Legal Aid Board

« Trade Unions

As sel out in the Govemment's Review of Information, Advice and Support on
discrimination and human rights issues {2011), thera are national variations in the
need for information, advice and suppon. For example, Snakes and Ladders:
Aavice and Suppart for Employment Discrimination Cases in Walas (2003)'°
identtfied a high level of unmet need. One reason lor this is thal the Welsh labour
market is characterised by a high number of small and medium sized enterprises
where the mechanisms for supporting people with discrimination problems (e.g.
trade unlon mambership) are more lkely ko be lacking. In Scotland there are
concentrations of advice centres providing face to face contacts centred around
large urban areas such as Glasgow, Edinburgh, Dundee and Aberdeen.
However, there are also many small towns and rural areas where there are fawer
advice centres (for example Dumfries and Galloway, the Borders and the
Highlands and Istands).

™ tiitp: e maualitytwumartights tom/publication'snakes-and-laddars-advice-snd-suppart-tigorimingditn.
casas-walas
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B4

RELATIONSHIPS WITH REFERRAL PARTNERS

The service provider must make reasonable endeavours 1o develop effective
strategic working relationships with referral pariners on a local, regicnal and
national basis across all of GB. Tha purpose of these relationships is to:

a. ensure appropriale relerrals of people who may have a problem or case
that is in the main, or substantively, aboul a discrimination Issue or a
numan rights breach

b. work collaboratively with these pariners to resoive problems while they
remain at the informal stage

c. enable the service provider to make relerrals o sources of accessible legal
advice

The service provider will be required to have the capability to provide feedback
{such as statistics and also anonymised outcomes) so that pariners can see what
they have contributed o,

The sarvice provider will need to establish effective strategic referral relationships
with the ACAS, Civil Legal Advice, Citizens Advice and Citizens Advice Scotland
helplines, and the Scottish Legal Ald Board. Therefore, we require the service
provider to use its best endeavours to establish MOUs with each of thosa
organisations and in agreament with GED. Any MOU must be agreed by the
relavant parties within three months of the commencement of the contract.

The service provider must also have strong sirategic relationships with sources of
accessible and appropriately qualified legal advice. Bodies such as the Law
Soclety. the Law Society of Scotland and the Legal Services Commission run
accraditation schemes which would help identify sultable sources of legal advice.

EXAMPLES OF INWARDS REFERRALS TO THE SERVICE

B.5

8.6

The CLA line could refer a dlient who has experienced a discimination issue to
the service. A Hlow chart of how this referral process might operate is set out in
Appentix 3 Figure 1

The ACAS helpline should also act as a source of réferrals to the service, An
illustration ol how this should operate 1s sel oul in Appendix 3 Figure 3.
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OUTWARDS REFERRALS FROM THE SERVICE TO OTHER NATIONAL
HELPLINES

B:7 Where a problem cannot be resalved Informally'' and the client consents, tha
service provider should refer the matier on

- For work-related cases - to ACAS early conciliation services. Further
Intarmation on refarrals to ACAS is avallable at Appendix 3

. For non work-related areas (such as services, education or
accommadation) - 1o other speclalist sources of lormal pre-claim
alternative dispute resolution,

88 I the dient wishes fo'lay a claim rather than pursuing lormal altemative dispute
resolution, then next steps are as outiined below. '

« Scaenario 1 (for those eligible for clvil legal aid). The service will help the
client assess their eligibility for civil legal aid. For example, it will assista
clienl (where necessary) in completing the anline clvil legal aid
caloulator which is available on the Gov. Lk website. A similar calculator
ts available on the Scottish Legal Aid Board's website. The service
provider should engage with the CLA line, or SLAB in Scotland, to find
the most eflective ways of being able to refer clients to it who are eligible
tor civil legal aid. Ideally, this should avold the client having to explain
their case history again, Govemment has confirmed that civil legal aid In
England and Wales will remain available for Equality Act 2010 claims to
the axtent that they are currently provided ler. Legal aid is available in
Scolland lor Equality Act 2010 claims.

= Soenarno 2 (lor thosa not eligibla for civil legal ald), If the client does not
consent to any form of alternative dispute resclution and is not eligible
lor civil legal mid fhen the client should be referred to an accesslble
source of legal advice.

ADDITIONAL CONSIDERATIONS DETERMINING RFERRALS

B8 I, for example, a unicn representative or an advisor who Is already supperting a
clienl through formal legal proceedings (i e. a claim has already been mads)
contacls the senice for some specislisl legal advice en discrimination issues,
then the service should refer them to an accessible source of legal advice.

i b= ahout wark then *Infarmally” is delined as teing through discussion with the other pary withou
resaring to dispute resolution, which may inglude an employersintemal grievaros procedures
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B8.10 M discrimination s not the substantive or main issue within & claim, then. Whera

9.1

9.2

83

8.4

8.5

appropriate, the service provider mus! refer the client to a qualitied lawyer or io
other organisations that specialise in the relevant area of law e.g. education or
housing. The senice provider must therefore develop strong strategic
relationships with sources of legal advice in such areas of specialism (see section
74)

RELATIONSHIP WITH THE EQUALITY AND HUMAN
RIGHTS COMMISSION

The EHRC assists clients to bring cases where thal case may be of strategic
significance. Information ebout the EHRC's Strategic Litigation Policy can be
found at: hittp.www egualityhumanrights, com/publication/straleqgic-litigation-
palicy

The service provider must develop a strong strategic and operational relationship
with the EHRC across GB. I is essential that relevant management Information
captured by the service Is transferred lo the EHAC to inform its statutory
lunctions. It must be provided in a way, and at Intervals, that Is appropriate lor
thesa purposes.. |l is also crucial that this service provider is able o work with the
EHRC 1o identily potentially “strategic” test cases which should be referred to the
EHRC for it to consider whether lo assist the client in legal proceedings or take
ather enlorcement activily.

EHRC requires dala and management information for the following purposes:

» Toenable it to research and monitar pattems of diserimination and
hurman rights contravantions

» Toinfom its strategic enforcement activity
+ For specilic enforcemeant activity

o slralegic cases

o cases only EHRC can enforce

o casesthe EHRC may wish lo take (o challenge ongoing
discriminatory policies or practices

. Ad hos Information prompted by specific issues,

However, the service provider will not be required to interpret and analyse the
data betore providing it to the EHRC. This will be the EHRC's respansibility.

The service provider will also ba required to work with the EHRC to create direct
relationships with the EHRC teams working on sirategic cases and sirategic
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10.1

10.2

enforcement. This should enable advisors on the service 1o seek the views of

EHRC experts on, for examplie, whether a case might be a strategic one, ahead
of any formal refarral to the EHRC.

SERVICE REQUIREMENTS

There is an established number for the service and this must remain free lor
users whether they are calling from a landiine or trom a mobile phone. The actual
call costs and telephone number purchase will need 1o be factored inta any
budgel planmng based on the total contract value over the three-year period.
There will not be a separate budget issued by GED to cover these costs.

The service provider shall ensure thal the following technical requirements for this
service are met:

8. -a service which is available o clients across Great Brilain, whose advisers
are fully aware ol the distinct diffarences in the legisiative, sodal and policy
cantext between England, Scotland and Wales. and can offer information,

bespoke advice and some basic pre-claim support, based on the client's
particular ciroumsiances

b. asemnvica which delivers information advice and support through a number
of communication channels, predominantly inbound phone (including text
phone), email, digital, outbound calling, paper cormespondence and faxes,
as a minimum, The service provider musi confinue to support access by,
and provision ol information through, social media including, as a
minimum, web chat, Facebook, Twitter, YouTube. text/SMS

c. information provision which ensures effective use of accessible tools,
calculators, interactive guides and decislon trees/logic flows, rather than
monochrome content, o ensure that complex topics can be presenled ina
compelling and understandable manner lo a diverse audience group

d. “adigital solution which can (a} manage journey 1 and joumay 2 conlacts,
(b) suppen other joumeys and (c) link up with the digital channels of other
providers of relevant services already avallable (e.g. ACAS, Cltizens
Advice/Citizens Advice Scotland, EHRC elo)

e. a Customer Relaticnship Management (CRAM) system which stores details
of all contacl the service provider has with a cient and allows advisors to
access lhal information through a single onscreen view. Any solution will
need to be flexible so it can be expanded and hava functionality added if
reguired
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f. adatabase which holds integrated legacy and contact details

g. areporting system that can be used for the generalion and supply of
management information and transter of datareporting information to the
GED, the EHRC and, where appropriate, other pariners {see section 18)

h. a Nexible service design which will allow the provider to respond 1o
changes In contact valume

I. & referrals database which facilitates links with referral partners, incuding
first points of comact. This will allow advisors to be able 1o make referrals
to local organisations which may be able to offer additional help and
assistanca

|- the solution must have Automatic Call Distribution {ACD) to allow calls to
ba presanted lo differant advisors as required

k. aknowledge bank thal will hold details of national, regional and local
suppor (reterral partnars, first points of contact and those with whom the
sanvice provider will need 1o work to achieve informal resolution to
protlems wherever possible). The knowledge bank also needs to include
up to date information about the law across England, Wales and Scotland.

10.3  The service provider must meet the standards set out In the Helpline Parinership
Quality Standard which can be found al www helplines org uk/contentheiplines-
standard.

10.4 The service provider must have in place a written disaster recovery plan and
back-up solttions to ensure continuity of contact in the event of problems.

10.5 The service provider should engage in a continuous improvement process'”, as
part of its ongoing efions to iImprove service delivory.

COMPLAINTS PROCEDURE

10.6 The service must hava a complaints procedure in place, and publish that
procedurs on iis website. The complaints procedure must ba agreed with GED
prior to commencement of contract. See aiso KPI 5 for reporting mechanisms:

"? Continuous Improvemeni proceas [CIP of C1) & an eogeing effest (o improve products, sardises, oF proceasss,
Thess elforis can edek "incramanial” improvement ovar fime & "breakibrough’ mprovement o 81 cooe. Delvery
(Cligr valued) processes are oonutanily evalusted and improved in the kil of their efliconoy, elfeclivensss and
Foxdmlity,
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11.2

11.3

12

12.1

DEMAND MANAGEMENT

The service will offer a mix of contact handling methods. The service provider's
sclution must be liexible and have capacity for both dedicated and bureau
support solutions, Bureau is a refarence to a function which |s dedicated to
overdiow anly. We believe thal a bureau lunction may be able to assist during
busy times by laking basic details from people and offering call-backs at sultable
times {or them. In this way it is possible lo even out the call distribution process
and also provide people with information when if best suits them. For examiple, it
a client calls during a lunch break at work and is unable 1o talk freely or at any
length then we should ofler a call-back at an alternative time that is convenient for
tham,

The service has a limited budget, so the service provider must have mechanisms
in ptace ta monitor and measure demand and ascertain what has caused any
peaks or troughs. The sarvice provider must then Implement appropriate changes
1o the service, In agreement with GED, which either;

4. nerease advisors to meet demand, and/or

b. put altemative automated or bureau solutions in place to meet
additicnal and specific demand, and/ar

c. (only i absolutely necessary) choosa to restrict call flow by stating In
an up-front message that all advisors are busy and encourage people
o re-contact the service or refer to the website.

GEO will ascept no abllity beyond the maximum price(s) agreed (within the
Contract) tor the duration of the Contract peried, unleas a changa in price is
mutually agreed by GED in writing. For the duration of the proposad Contract
peniod, if the value ol the services received is less than the maximum price stated
within the contract, GEO will only make payment for the actual services received
based on the vanable costing model. It will therelore be the responsibility of the
Contractor o keep full records of actual services and to notity GEQ if there is a
possibility that the masimum price could be exceeded, In the event that this takes
place, GED will reserve the right to reduce the services and/or renegotiata the
price.

TECHNOLOGY

The service musi ba built upon a proven, robust, technology base that can ba
used by advisors 1o assist them in the delivery of information, advice and support
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on complex problems which will be recelved through a range ol channels, as
defined In section 21.

122 The techneology solution must utllise open standard and open socurce sottware at
minimal cost.

123 I is imporiant that clients are able to contact the service a number of times,
through difterent channels. Advisors must be able to recognise and help a clien
agross multiple channels of comtact and see their notes about each of the
pravious contacts on a centralised system.

DATA SECURITY & TRANSFER PROTOCOLS

124 The service provider must be fully compliant with the Departmental Data Security
Standards (see Document 5 of the ITT). This includes, but is not limited to the
lollowing:

* The system must ba capabla of processing Information with a security
classification ol OFFICIAL (including OFFICIAL-SENSITIVE) of the
Government Security Classifications Scheme, and must provide security
controls capable of mitigating risks asscciated with this leval.

+ The servica provider must comply with Cyber Essentials requirements and be
able to demonstrate or achieve Cyber Essentlal Plus certilication.

= The service provider must deliver services that are compliant with HMG
Security Policy Framework in conjunction with CESG Information Assurance
Polioy Portfolio.

12.5 The contact or response-based elements described in the tollowing sections must
be available and together form the overall multichanne! salution.

12.8 The service provider must be fully compliant with tha Departmental Data Security
standards (sea Document & of the [TT). This includes, bul is not limited to the
following:

« The senvice provider must demonstrate compliance with all applicahie

regulatory requiremants, including but not limited to the Data Protection Aot
1888,

= Thea senice provider musl develop, implemnent, operate, mainiain and
continuously improva an Information Security Management System (ISMS).
The ISMS should be tested and certitied against the IS0 27001, Sea
Attachment 2 of the ITT tor further details.

« Any electronic franster methods across public space or cyberspace, including
third party provider networks must be protected via encryption which has
been cedified to a minimum of FIPS 140-2 standard or a similar method
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128

13

1341

132

13.3

approved by the Deparitment prior to being used lor the transter of any
Departmental Data.

Data will need lo be transferred sacurely and on a regular basis to the EHRAC as it
will be using the data to inform its research and strategic enlorcemeant activity.
Section 17 provides further details,

Faor the purposes of this contract, GEQ/Department lor Education will be the data
controller and will erter into an agreement with the contractor for it 1o process the
information.

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

The service provider must provide a central CRM system which can perform the
tallowing functions:

a. create and mainlain a single customer record for each client. Each dlient
should have a unique identifier

b.  provide a scalable and Nexible solution to allow lor changes to tha CRM
system, in terms of data capture and functionality

c. comply with all relevant data protection and Gavemment information
securty requiremants to OFFICIAL level, (This is detailed in Attachment 2
of the ITT ‘Departmental Security Standards’.

d. allow system changes al minimal cost
8. be capable of providing regular spectlied and ad-hoc management reporis

ensure reporting Is compatible with standand computer systems {such as
standard MS packages, Word, Excel, eic)

support exponl of data in standard formats {e.g. CSV, XLS)
h. provide a database of conlacls

I have the capability to record and store all contacis for a predetermined
peniod of fime in compliance with its legal obligations.

|. Integrate with the knowledge bank to enable advisors 1o access informaltion
quickly in order lo provide effective advice and support to clients.

The service provider will need to work with GED o define the exact data capture
field requirements during set-up. See Appendix 5 for an illustrativa list of the
minimum data Iinl_d5 that would need to be recorded.

Following commencement of the contract, the service pravider and GED will
agree a template for data capture which be substantially based on the lempiate

set out in Appendix &.
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13.5

13.8

14

141

142

People can re-contact the service a number of times if they have engoing
problems, through mulliple channels. The CRM system must be able 1o record
information that has been given to advisors by clients during each contacl That
information must be capable of being re-called by advisors if the client contacts
the service again. Information must be capable of being extracted and presented
lo the clients or advocates as part of ongoing casewaork.

Final outcomes/results of imeractions and advice/support given needs to be
recorded against each client's records. This s particularly important for client
joumeys 4 and 5.

The service provider will need to migrate the existing EASS database into its
CAM system. The EASS currently has over 161,006 records. The service
provider will need 1o work with the current service provider to identify which cases
to migrate and which cases should be erased. Data transfer must be compliant
with the requirements set oul in the Data Protectlon Act 1998 (DPA) and
Government standards for OFFICIAL Data.

KNOWLEDGE BANK

The service provider will be responsible for the creation, ongoing development,
management and maintenance of a full knowledge bank function which:
8. contains inlormation on the whoie spectrum of discrimination and human
rights issues (legal. social and policy) covenng all of the three nations

b. Is used to supplement adyisor training and also contains information
relevant 1o ongoing training and development

c. contains contact details of organisations that will act as referral pariners and
organisations that the service provider will need to work with, across all ol
Ihe three nations

d. Istully up to date, accurate and, where appropriate, aligned with information
from the EHRC website and other relevant websites. The sernvice provider is
ultimately responsible for the veracity and accuracy of information on its
wabsita

e. supparts the development and management of requently ask questions
I. hasa dedicated owner{s) who iafare responsible for the content.

The service provider will be required to update the Inflermation contained within
thie knowledge bank on an ongoing basis as both tha law and the landscape of

organisations providing information, advice and support on civil law justiciable
cause changes.
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15.6

The service provider musl ensure thal all information in the knowledge bank |s
checked by legal expes to ensure its accuracy,

All data collected and held is the property of GED-and must ba held under
OFFICIAL level government standards and in accordance with requirements
under the DPA.

EASS WEBSITE

The service provider will need to continua to manage and maintain the current
website. The information which Is accessible digitally should be sulficient to deal
with client journeys 1 and 2, so over time the majority of thess types of conlacts
can be managed onling.

The service provider must take into consideration the Government Digital
Strategy https:/fwww. gov.uk/govermment/publications/government-digital-strategy
when making any changes or enhancements 1o the website. The digital function
must be produced using open standards architecture and transterable intellectual
property and content.

The information created must be able to be syndicated to other interested partios
and back into governmeant f required. |l tools, calculators end interactive elements
are crealed, these must be designed in such a way that referral partners can
reuse them on their own digital services to provide potential dients with easier
accass o this servica.

The matenal on the website should, where possible, be syndicated from
elsawhere. For example, it could use the quick start guides developed by GED on
the Equality Act 2010, or Informafion and guldance produced by the EHRC. This
could includa information on the types of cases thal the EHRC will, and will not,
fund legal assistance lor. It could also use information and guidance produced by
the voluntary and communily sector. as well as maintaining a link io information
found en Gov.uk {such as the online civil legal aid calculator), The website should
also include syndicated material or else signpost the user to information on
human rights thal might be usetul to clients or to public authorilies.

The service provider will be responsible for the accuracy of infermation on the
wabsita, and must keep records of when intormation is updated.

The service’'s website needs to be fully accessible and comply with any applicabla
legisiation relating fo the provision ol services in Welsh. It will need to have
geographically specific content where appropriate, for example 1o reflact the
different arrangements for dellvering and regulating public semvices in Scotland,
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16.1

162

16.3

16.4

16.5

Wales and England. The website should provide information on how people who
are deall have hearing impalmmenis, can contact the service.

MANAGEMENT INFORMATION

The service provider must collect and present data In a way thal it can be used by
ather organisations as pan of their reperting objectives. This is not just limited 1o
reporting on call handling, but also includes intelligence about whal types of calls
are coming through. their frequency and the demographics of clients who are

using fhe service. This information must be supplied to Govemment, the EHRC
and other referral pariners.

Balow are examples of management information reports which will be requested.
The exact level of management information required will be established during
the set-up phasa in consultation with GEOQ. The type of reporis required will

centre on service efficiency, client satislaction, client outcomes and management
information.

Management information must be provided through regular, pre-scheduled
monitoring reports (weekly/manthly) which will include the following:

the number of calls/emalls recelved
nature of enguiry

cllent journay

the source of the referral

the protected characteristics of the clients
total outbound calls made

sector

key issues faced by the caller

autcome of enguiny

geographical area (country and county)

TrF@ AR OR

Other reponts, as determined in agreement with GEQ, will be required containing,
for instance, any or all of the following:

a. total calls, % of calls answered, call duration, elc
b. quality of service as measured through cliem satistaction
c. the number of relerrals In and out of the sarvice to | from parners,

The response 1o requests forad hoc reperts must be processed within a specific
time pariod agreed by GEO and the service provider, This time period s

dependent on the complexily of the report required bul could range from a lew
hours fo several days.
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Following the commencement of the contract, the service provider and GED will
agree a lemplate for data captlure which will be substantially based on the
lemplate set out in andix §.

MOU WITH THE EQUALITY AND HUMAN RIGHTS
COMMISSION

INFORMATION PROVISION

17.1

17.2

17.3

174

17.5

The service provider will be required to enter info a Mol with the EHRC setting
out precisely what data and management information will be provided, and within
what limescales, including arrangements for the production of any ad hoc reporls
that bacome necessary. The Mol must alsa be agreed with GEQ. The MOU will
need (o be agreed by &all parties betore commencemant of the contract,
Complance with the MOU will form pan of the KPI perormance criteria. The
EHRC will inform the service provider of its pricrities from time to time.

The response to requests for ad hoc reports must be processed within a specific
time period agreed by the EHRC and the service provider. This time period is
dependent on the complexity of the report required but could ranga trom a few
hours o several days.

As ari illustrative guide to what will be required, some of the fields of data the
service provider must collect and submit are sat out in Appandix §. The service
provider must also be abla to provida straighttorward management information
that can be collated from its data management system (e.g. how many disability
related calls were received in the previous menth; how many of the last quarter's
calls were about the same employer or body efc).

As part of the Mol the service provider and the EHRC will need to agrea a
common coding for the daia fields and the format in which the data will be
transferred lo the EHRC

It is anticipated thal most data will ba transterred in an aggregated torm and that it
will not ba necessary to transfer data that would identity a client. In addition, the
exemption in the DPA lor research and statistical information is likety to apply to
data and management information where it Is translerred te inferm EHRG
research and monitoring lunctions. Where data transferred to EHRC constitutes
or may constitule perscnal data, the service provider will be required to comply
with any conditions imposed by the DPA in processing that data. In particutar, this
information will not ba useable to take specilic enforcement action exoepl as
permitted under the DPA.
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17.6 The EHRC will sometimes engage in activity (for example Calls lor Evidence o
suppart inquires and investigations), thal may increase the number of referrals o
the service.

SPECIFIC ENFORCEMENT FUNCTIONS

Enforcement (i) — assistanca with sirategic cases

17.7 The service provider must refer cases which might be ol strategic signilicance to
the EHRC sa that the EHRC can consider whether it should suppert them. The
EHRC may have different sirategic priorities in England, Wales and Scotland, and
there will need to be Rexibility for the EHRC to change its strategic priorities
according to need throughout the three-year period of the contract. The EHRC
will provide information (which may change from time to tima) to enabla the
service provider to identily such cases.

17.8  The Mol between the service provider and the EHRC will set out the leatures of
cases which should be referred, and the referral mechanisms. The sarvice
provider will update this information as the criteria change at a frequency agreed
with the EHRC in the Mol). Te support the above process, the service provider
will put on itz website the criteria that the EHRC is using to determine whal is oris
not a strategic test case

17.8  These relerral arrangements must comply with the DPA. Formal referrails to
EMRC must only be made with the consent of the client,

17.10 Prolessional advisors |lor example union representatives) who have identified
potentially stratleqgic cases will continue to ba able to contact the EHRC directly

Enforcement (ii) = unlawful acts which only the EHRC can enforce

17.11 Enforcement action in relation to cenain conduct prohibited by the Equality Act
2010 can only be camed oul by the EHRC. Such conduct includes:

a. the use ol pre-disability and health questionnaires without justfication

b. advertisements which indicata an intention o discriminate where no cne
comes lorward lo make a claim

¢, complaints regarding instructing’, 'causing’ or 'inducing’ discrimination wherne
no one comes lorward to make a claim.

17.12 Tha service provider must reler any such cases 1o the EHRC so that it can
considar whether it should use its enforcement powers. The EHRC will provide
information about how to identily these contraventions of the Equality Act 2010
The relarral mechanisms to be used in such cases will be sat out in the Mol
between the service provider and the EHRC.
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17.13 These referral arrangements must comply with the DPA. Formal relerral to EHRC
must only ba made with the consent of the clienl.

Enforcement (iii) — cases the EHRC takes in order to challenge ongoing
discriminatory policles or practices

ADIDITIONAL INFORMATION

17.14 There may be occasional need to agree additional data fields or management
information in response to specific [ssues that arise. The Mol will set out the
mechanisms by which data fields and management information should be agreed.
Any such requests will nol unreasonably add lo the veluma or complexity of the
data la be collected.

18 STAFFING

RESOURCE MANAGEMENT

18.1 The service provider must ensure that there are appropriate administrative and

supervisor stalling levels 1o meat the contract requirements deliver an effictent
and flexible advisor resourca.

182 There are a number of employees working for the current service provider who
would potentially be within scope of TUPE {see Appendix 7). Bidders should
caratully consider how they would manage the TUPE process.

183 Where possibla, GEO and the EHRC will inform the sendce provider of any
impending press releasas, announcements or potential marketing activity which
may resull in an increase in the number of contacts to the service. In this context,
the provider needs to be aware that GEQ is likely lo underiake some publicity and
awareness-raising work about the service during 2016.

18.4 The provider must ensure thal there is sufficient resource to promote the EASS to
relerral partners, advice sactor organisations and members of the public. This
promational activily could include, proactively engaging with equality
organisations, continuing the established newsleller and ulilising the reach ol
social medla,

18.5 The service provider must ensure that pramizes and equipment used as part of
fulfitling the contract are lully accessible for members of stalf with disabilities.

186 The service is likely to have a significant number of calls from those defined as
vulnorabla adults under the Saleguarding Vulnerable Groups Act 2006 as this
definition includes peaple with any kind of disability. The service provider must
consider whether any part of the service or any activities underlaken by its
employeas fall within the scope of this AcL Il musl ensure that all its advisors, and
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any other stafl who may come into contact with members of the public, pass a
Disdlosure and Baming Service (DBS) check. All legal requiremants for any such
checks must be fulfited. More information about DBES checks can be found at:

https./f'weew gov. uk'disclosurs-baming-service-check/contact-disclosure-and-
barring-service,

RECRUITMENT AND TRAINING

18.7

18.8

The stall who deliver the servica are key la its elfectivensss. The senvice provider
will need to consider the types of advisars and other stall who would be moat
apprapriate for this contract. Reasonable steps must be taken to ensure that the
diversity of the senica stalf reflect the diversity of the clients. It takes
approximately 2-3 months to train &n advisor who has no previous experience on
discrimination and human nights issues,

The service provider musl ensure thal Ils advisors are trained to a suficient level
1o be able to give accurate and up-to-date advice on each of the following:

8. discnmination and human rights legistation and relevani case law

how discrimination and human rights law appliss to different aspects of life,
including work, services, education, premises eic

¢. the law In different areas of GB, with soma advisors dedicated o
undearsianding the legal, social and political context within Scottand and
Wales

d. advising dilierent client groups such as people under 25.

18.9 Advisors must be sulficiently well trained to:

a. provide bespoke advice which applies the law in general lerms 1o a clienf's
spacific circumstances, taking into account the jurisdiction in which they live,

but stops short of advising on a client's prospects of success or the merits of
their case,

b. proactively assist a client in resalving their problems while they remain al the
informal stage. The client journays set out at Appendix 1 provide lurther
details ol the nature of this support and the different processes the service
provider will reed (o follow for work-related cases and those about other
areas such as services, education or accommodation

" “pramiges” In tha Equality Adt 2010
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€. provide (ondy in cerain circumstances) hetp for clients in representing
themselves by providing some basic pre-claim support. Examples'? of pre-
claim work includea:

+ explaining and halping with any paperwork'
= advising how to complete tribunal lorms

»taking a brief case history end advising the client on what types of
decumentation to assemble.

18.10 The servica provider must ensure that all stall are lully Irained on, made aware of
and comply with the service provider's obligations under the DPA and the

contract with respect to the processing of personal data and sensilive personal
data.

18.11 The service provider will be required to put in place an infernal quality monitoring
process for all advisors,

FUNCTIONS THAT STAFF WILL NEED TO PERFORM IN THE SERVICE

18.12 Flease note thal the below descriptions are purely illustrative and not
comprehensive.

= Service Managemenl. The service provider will need to establish a skilled
senior management team. It s expected thal the service provider will involve
the core service management team at set-up slage so that they understand
the service requirements and can be proactive in developing the detailed
service dasign. The management team will have overall responsibility for the
delivery ol the service. They will be accountabla to the GEQ for any problems
or complaints about the dellvery of the service.

= Strategic relationships development and management. This includes
having responsibiiity. for developing stralegic relationships and referral
protocals with partners. Staf! will also need to develop a constructive and
Haxible relationship with the EHRC, al both strategic and operationsl level.

+ Knowledge and intelligence management. This includes imparting
Information about discrimination and human rights legislation and providing

" Thes ia (liustrative and nol an exhaustive fist

" Far examgle, in respect o work-related discimination, ACAS guldance includes a slx-siep process far
individuals ssking questions and o three-siop process for employers io IoBow when responding. There is
no difpct ponalty for ladura (o comply with the guidance, but any failure fo reapond or evesive reglies o
quastons can stll be taken Ino accourt by tiburats in possible heanng
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advice and support on the legal framework and landscape. The service
provider is responsible for managing the knowledge base content.

* Provision of high quality advice and support. Responsibility lor managing
day lo day contacts received by the service through all communication
channels.

18.13 Where a caller Is abusive from the outzel or becomes abusive during a call, the
adwvisor should attempl to record caller identifying details if they have not already
baen oblained. The advisor may lerminate the call at thetr discretion and should
advise their team manager to listen o the tape recording of the call to consider
any further action. An abusive caller's lelephone number may be barred at the

team manager's discretion. The service provider must have a policy to caver this
situation,

18.14 Boma callers may be in a distressed state. The service provider will ensure that
advisors are lrained in procedures to handle distressed callers and emergencies.
GED will agree such procedures with the service provider In advance.

18.15 We do nol anticipate many calls directly from minors, When such calls ara
received, they will need to be deall with sensitively and the service will need to
put in place a protocol for handling them, remembering that children ol 12 and
above in Scotland are presumed to have the right lo lake legal action themselves.
It is a legal requirement for all agencies thal provide services to people under the
age of 18 to have a child protection policy,

18.16 Where the service provider relers a client to a source of qualified legal advice, the
service provider must be satislied thal the legal adviser has the appropriate lavel
of knowledge and expertise as well as offering appropriate standards of service.
The Law Society. the Law Soctety ol Scotiand, the Legal Services Commissian
and others run accreditation schames which should help the service identity
suitable sources of legal advice.

19 OPENING HOURS

18.1  The minimum opening hours will be:

= Bam - Tpm Monday — Friday
+ 10am - 2pm Saturday
o Closed: Sundays and Bank Haolidays
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182 The service provider must monitor the demand pattemns (on ditferent days and at
dillerent times within the day) for advice and support from the service and usa
those patterns o inform iis ongoing resource management and pravision of
service. The objectiva would be 1o provide the best possible service, accessible to
tha greatest number of clients in need of the sarvica, within the budget aliocated.

20 ACCESSIBILITY OF THE SERVICE TO CLIENTS

20.1 The service must olfer a ull range of accessible optlons and the service provider
will have a legal duty to make reasonable adjustments lo service provision in
accordance with the Equality Act 2010. Wa would expect the service provider to
engage with, lor example, people with a range of disabilities, when designing its
eystems, to ensure thal they are accessibla.

202 Telephone, email and digital lunctions must be used to provide an accessible
service for all clients for all of the client joumeys.

20.3 The service provider musl provide 8 minicom/textphona service to ensure full
accessibility, The telephony system should also support Caller Line Identification
and have-an uplront Integrated Voice Recognition (IVR) system in arder to
signpos! people to ather services before they speak to an advisor If appropriate.
The service provider will need to develop a suitable IVA solution to refer contacts
to the appropriate body. This may be based on automated live transfers or
signposting. Potential suppliers are required 1o include costs, and a suggested
solution for how these could be used.

204 All sarvices need to be fully Inclusive for everybody. therelore as a minimum:
a. atext phone service must be provided

b. the service must comply with Govemment's Accessibility Standard tor
accessible web content which can be found at: hitps /www. gov. uldservice-

manualiuser-cantred-design/accessibility himl

ADVICE IN OTHER LANGUAGES

205 Woe require this service 10 be able lo receive enguines and provide information,
advice and support in:

a. British Sign Language'®

" Provison of a British Sign Language Helpline should be via at least one of the following msans:
# A webcem ssrvice with olients communicatng dinsclly with advisara who ues BSE or;
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b. awlde range ol different languages, including those listed in
Appendix 4. The service should be able to provida suppon, sither through
advisers communicaling in the appropriate language
or through using an interpreting service '

€. Weish Language through dedicated agants

d. easyto understand words for people with learning disabillties, for example
by using Easy Read formats.

206  The EASS receives approximately:

« beiween 50 - 100 contacts par annum from clients seeking information/
advice in the Welsh language;

= between 50 - 100 comacts per annum from clients seeking information/
advice in languages othar than Engiish or Welsh.

21 CONTACT VOLUMES

21.1 The service must be designed to manage the following volume and type of
conlacts per year. This is based ona varniable costing model. Thesea figures derive
from 2015 contacts (with a 20% uplift based on January 2016 data) with the
curfent EASS helpline.

CALLS

21.2 The majority ol contacts are received by phone.

Av Duration Min Predicted Calls
Inc. wrap fime"’

Client Journey 1 5 4000
Client Joumay 2 5§ 2000
Client Journey 3 25 19500
Cliert Journey 4 33 7000
Clienl Journey 5 26 1000

# A webcam servica uging 8 guakfied BEL-English irferpreter wiho will relay the cleni's concerns fo
an advisar and then relay information and advice back 1o the clienl Irem e adviser.

" Wrap ime |s activity directly ralated i dealing with a ciient's problemicasze. it does et inciucs other
ron-case relaled ecivity such s3 stall breaks or genéral iraining and development.
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EMAIL

213

E-mail handling will be a critical reqguirement of the service and the service
provider will need lo set up, deliver and manage an email function (with a link
domain name),

Av Duration Min Predicted Emalls

Cliamt Jourmney 1 10 1000
Client Journey 2 10 750
Client Journey 3 20 5200
Cllent Journey 4 45 1000
Cliemt Jourmney 5 45 250

LETTERS

21.4

Whilst volumes are lower, there is still a requirement to manage and handle
enquiries which have coma via written comespondence. The service provider
must have the ability to scan and append any white mail {post) 1o a client record
within the CHM,

Av Duration Min Predicted Lelters

Client Journey 1 105 50

Client Jourmney 2 10 50

Client Joumey 3 20 250

Clienl Joumey 4 45 100

Client Joumey 5 45 50
SOCIAL MEDIA

21.5

Social media and contact through digital channels is a critical requirement and a
growing par of the service and the sarvice provider will need to set up, dellver
and manage contacts through all social media channels but as a minimum
through Twitter, Facebook, Youlube and the EASS websile porial.
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21.8

21.7

22

Predicled volumes lor 2016 ara again based on 2015 figures and are not broken
down into joumeys:-

Av Duration Min Pradicted
Per cantact Enquirles

Facebook Direct Messages 10 120
Twitter contacts 2] Bas

Anyone contacting EASS via twitter or Facebook is directed to the conventional
channels it they require complex advice. Since the service began, these channels
have predominantly been used lo raise awareness of EASS,

CONTACTING THE SERVICE

TELEPHONE

22.1

22.2

224

This Is the primary method tor contact. The service provider must be able to
handle all calls that the service receives, irrespective of volume.

Outside of opening hours, or during busy periods, telephone contacts must siill
ba managed with automated or alternative answer services for cllents not able 10
gel through 1o an adwvisor. Il the client requires inlormation or very basic advica,
the ACD should signpost callers to the service's online information as a starling
pront.
Wea recommend the service provider to put in place mechanisms to attempt 1o

reduce the volume of calls outside of its remit to under 10% within two years of
letting the contract,

As we wish to make contacting the service as easy as possibie, we reguire the

service provider to Integrate outbound calling into ils service provision which will
allow. lor example, advisors 1o call;

a) clients who are unabla 1o make Inbound calls themselves

b) clients who had tried to make contact at busy times and were unable ta gel
through to a live adwvisor on the first attermpt

c) local pariners to help the advisor to resolve problems on behalf of a client,
whila the problem remains at fhe informal slage

d) clients with follow-up advice or information in retation to developments in the
case,
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CALL RECORDING

22.5

226

The service must be capable of recording all calls. The detault position is that all
inbeund and outbound calls will be recorded and that clients will be informed of
this at the start of tha call. If the client objects then the call should not be recorded
or it call recording Is automatic, tha cllent should be asked il they are happy to
proceed on the basis that the call recording will be erased, as soon as possible,
once the call has ended.

All recerdings must be held securely and in aceordance with requirements
stipulated in the DPA. Any personal data will need to be precessed in accordancs
with the DPA. For example, data protection principles provide thal personal data
processed lor any purpose or purposes shall not be kept for longer than is
necessary for thal purpose or those purposes. The contractor will also need to
bear in mind the requirements of the Human Rights Act 1888, The Regulation of
Investigatary Powers Act 2000 and the Telecommunications (Lawtul Business
Practice) (Interception of Communications) Regulations 2000.

TRHANSFER OF CALLS

227

some clients who contact the service may be better helped and supported
through, for exampie, altemative helplines. When a contact can be managed in a
more effective way by another organisation, the client should be
slgnpostedhanded over o thal crganisation. The service provider mus! ensure
that contacts are only transterred mid-call ta a third party it the contact requires
thiz lavel ol assistance, The service provider must be mindful that a mid-call
transter can be costly and only olfer this when necessary. ™

EMAIL HANDLING

228

Tha service provider must provide a system thal is able to categorise and store
emails, including those coming from the EASS websile via the contact form. All
emalis must also be appended and logged on the client's record to ald any future
comespendence (and to maintain a case history of the contact on the CRM

systam).
Emails received from potential clients may contain sensitive and personal

information. Tha service provider must comply with the requirements of the DPA
and the confracl as lar as the processing of personal data is concemed,

" A mid-call transfer means that a contact is passed on directly 1o a third party via the swsting service
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22 10 Every incoming emall musl receive a confirmation of receip! within 24 hours. All
emails must receive a substantive response within five working days.

PAPER CORRESPONDENCE/LETTERS {white mail)

2211 There will be low levels of incoming postal correspondence. Tha service provider
must set up a dedicated PO Box for this service.

22.12 The service provider will need to ensure that all paper correspondence is
scanned and held with the client record, and that a substantive responsa is
written and sent back 1o the client within five working days.

22.13 A dedicated lax maching should be available and fazes should be handled in the
same way as white mall {post).

2214 The service provider must provide a Ireepost address lor incoming post from
clients. Any costs assoclated with this should be included in the sernvice costs.

REQUESTS FOR LITERATURE

22.15 Where literature has been requested, the service should provide basic
information via digital channels wherever possible, allowing advisor tima and
resources to be focused on the more complex discrimination cases. There is
aiready a large amount of printed literature on discnmination and human rights
available, The service provider will need to identity and categorise whal
information is already available so clients can be signposted fo if.

22.16 Wl necessary, the service provider must be able 1o make Infarmation available via
audio cassetle, Braille and any other altemative format. When attachments of
hterature ara sent wilh emails, the lacllities to provide the recipients with reading
technology should also be mada available (a.g. Adabe for pdl fites, Macra media
for flash filas). Care must be taken to ensure that the correct national information
is provided. For example, secondary legisiation underpinning the public sector
equality duty will difter for England, Scotland and Wales.

2217 The service provider should only offer physical copies ol literature when the
request is relalively small scale and where a clienl does not have access to digital
cemmunication or is unable to use it. This servica provider will not fulfil bulk'®
requests. We ame dafining bulk requests as being 10 items or more.

"* Bulk requests ate defined a8 being 10 postal #tsms or more.
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22 18 The service provider should use the mest economical method of postal despaich

23

23.1

232

23.3

unless atherwise stated, with no mark-up.

INDEPENDENT LAY ADVOCACY?® SUPPORT FOR
CLIENTS

Thers will be some callers to this service who are vulnerable in some way, lor
axample they may have a learning difficulty, and who require the support of a lay
advocate in order to be able to understand the advice they are being glven. In
these instances we requira tha sernvice provider 1o fund independent lay advocacy
support for these dients.

The criteria to determine which clients will be eligible®' for this kind of suppon are
sot out in Appendix 2,

Examples ol scenarios in which clients may contact the service requiring lay
Bdvocacy suppert are set cut in Appendix 2. This weuld includa making
independent lay advocacy suppon avaflable lor an expenencing clienl joumey 5
and who is unable to understand the help and support being provided by the

sarvica >

i Ardvocacy is laking acteon o help people:-

EXprEss. thelr viaws

secure their rights

have their indareats represented
gocess ifermation and services
explore choioes end ophions

Advooacy promates equabty, soclal justice and-social indusion.
*! For exampie advocacy may be made avallable 1o a persan

who, through ireilty, detororating heshh effecting mantal fenotiomng or othes @roumsiances, fing
toir ability to sell advocate affectively is: irpaired

with fearning, physical, sensory or multiple disabiliiies whops desability affocis their ability to- sl
advocala

who lacks capacity 1o maks some decisions for s or hersell [lor example, lafing within tha
definitions set out'in the Mental Capacity Act 2005 (England and Wales) or the Adulls with
Incapacity (Scofland) Act 20060)

wiio |5 umabie ko lake case of his of hersell or proftect themeehms fnom harm or abuse
w5 subgect to physlcal imerveridlan In tha managamest of 1helr care

2 1 an advisor believes that a client iz in effect traumatized as & consgquence of & potental deecominalony
evaniao and 85 a direct conseguence ol this s uneble bo undersiand tha advice and support being given
by fhe advisor, then subject to the eligiGility critena-designed by the service provider, we would, inthe
main expact them o be eligible 1o sccean lay Independant aovocacy support. To b tlear, the sdvigar

wiould nieed 1o distinguish between dlents who am iraumatsed and thosa who are disirezsed, upset o
untsappy but =il able 1o undoeratand the advice and support being given. In the case of fha lator {Le,
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23.4

23.6

24

241

Evidence over the last three years shows thal the nead for advocacy advice is
low; however, potential bidders will need to set out how they would sacure the
services of an independent lay advocate who Is locally based (refative to the
client) and has appropriate experience and/or training™. Lay advocates will need
to work with clients on a face to face basis.

The service provider must put in place suitable arrangements lor securing lay
atvocates for clisnts who need them lo understand the advice and support being
given, It is impertant that these arrangements prevent duplication with existing
slalutory advocacy services for some potential client groups.® It is also Impaortant
that these arrangements avoid disadvantaging small local independent advocacy
organisations whose advocates have the necessary experence and training.

Funding for the provision of lay advocates will coma from the overall contract
budget, The service provider will need to report on a monthly basis what lunding
has been spent along with appropriate details explaining the funding decisions
made and the details of the advocates used.

SLAs [ KPIs

The semvice provider's performance will be monitored against tha SLAs and KPls
sat oul in Appendices B & B, Service Credits will be deducted tor lallure to mest
the SLAs set oul in Appendix 8.

elients who are distressad bul able to enderstand the advics and suppon being given), they would not ba
ahgihle o access lay independent advocany support through the savice.

E:an-rpma of evidence of having apprapriate experience and training Inciude

previcis expenance of warklng in advocacy

succesall completion of training o a qualification in advooacy, for example courges run by the
Scothish Independent Advocacy Alllance orthe Independent Advecacy Cuatification (England and
Wales)

carming from an erganisation thal has been awarded or 18 working lowards iha Cuality
Perormanca Mark (England and YWakes),

* For exampie the pre-standing right to an independent mental healih advocate (IMHA] which is avallable
la patients subjact to the cenain espacts of the Mental Health: Act 1983 in England and Wales, and the
right of mccess 0 indepemdent advocacy sarvices 1o all elients with a mental disorder in Scofland under
the Mantal Health (Care and Treatment) (Scottared) Act 2003, Thoee sarvices are already funded unter
pra existing amangemants between the Department of Heslth and primary cars trusts in England and
Walen, aind betwean the Bcottish Govermment and loeal authorities and NHS Haahth Boerds in Scottand,
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APPENDIX 1: ILLUSTRATIVE CASE STUDIES FOR
CLIENT JOURNEYS 1-5

Thi following examples are provided to give a view of the type of contact which will be
recelved, based on tha five jourmey types identilied within this document.

Client fourney 1

Contact where the subject matter is not within the remit of the service. For example, a
call from a client employed by a private sector company who believes that her human
rights are being viclated because all personal emails and use of the internet at work are
monitored by her employer

This type of caller should be reterred to a more suitable source of information and/or
advice: a.9. ACAS Advisory services

Client fourney 2

A contact about when the provisions on the public sector equality duty came into lorce
and where the clienl can find the EHRC code of practice on how they operate.

These types ol basic information requests can be refemed 1o the website (il the client
has access lo and is able to use the intemet).

Client fourney 3

A pub landlord makes clear fhat a gay couple are not welcome to drink in the pub. One
of the men mentlons this in passing to a health-worker wha advises him to contact the
service. The man is not inferested In bringing a case. He simply wants gay people to be
welcome in the pub, but does not want to gpeak to the landlord himsell. The client is
clearly able lo lake thiz matier forward on his own once he has received the relevant
advice; The advisor explains thal the licensing depariment of the local authority Is best
placed o tackle the landlord and explains that making gay people unwelcoma in the pub
may ba unlawful discrimination,

Human Rights Example
A pupil al boarding school cantacts the service because their teacher is reading through
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their correspondence, The advisor explains that this may ba an infrmgement of the
pupil's right to private life (Articla B of the European Conventien of Human Bights), and
in thae first Inslance they should challenge the practice.

Client journey 4

A bus laid on by the local aulhority picks up people with disabilities and takes them o a
day centre. During the journey the driver of the bus mocks the passengers' disabilities.
One of the passengers, who has already been in contact with the service on another
matier, phones to ask lor help with getting the abuse 1o stop. The client wants the
service to intarvene on her behall as she leels unable to take the mattar forward on her
own. The sarvice contacts the local authority who has laid on the bus and the authority
In turn wams the bus driver thal his behaviour |8 unacceptable,

A local community-based church group contacis the service about a client — a worker In
a care home, who is experencing problems at work. She has spoken about her
protlems to the head of the focal church group, who she knows well and trusts. The
church group representative has established thal the root of the problems is the fact thal
ghe believes she is being bullied because of her Polish accent, The clienl wants o
confinue to work at the care home because It is within walking distance 1o her home and
because she has developed a close bond with many of the patients. She has tried to
raise this with her manager but is anxious about making matters worse. The local church
group then decides which of the tollowing options to pursue:

« Scenario 1: The local church group calls the ACAS helpline, who establiches that
this client needs more suppart to help her through the intemnal grievance process
than it is appropriate for ACAS Advisory services to provide and ACAS
consequentty refer the client to the service.

e Scenario 2: Tha local church group refers the client to a local CAB advisar

» Scenario 3: The local church group makes a direct referral to a source of legal
advice provided by a qualilied lawyer.

In scenario 1: The advisor from the service agrees that this looks like a substantive
discimination issue and asks whether they would be abla to speak with the client
directly or whather they should communicate via the local church group member (who is
eftectively acting as an advocate). In this instance the client Is happy to speak to the
advisor from the service - whom sha then calls up.

The advisor explains to her about harassment related to race and helps her to write a
letter 1o her employers. The Ietter gets no response so the dlient comacts the service
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again. She speaks io the same advisor who consequently, with the consem of the client
makes a phone call o a local CAB advisor asking what local intelligence they have on
the care home and if there is any local work underway to werk with the employer (o
remedy these problems.

It transpires there have been a number of complaints made by employees aboul the
behaviour of the care hame as an employer — however there has been no desie to
pursue this as people have preterred to simply leave and find other jobs and secure a
good refarence.

Il the client wants the service to intervene directly with the employer on bahall of the
client, the service will clearly indicate they are not able to dose BUT can refer the client
to ACAS pre-daim concillation services, it the client consents.

Thereiore the possible culcomes are as tollows:

« the client agrees to pre-claim conciiation being offered by ACAS. |1 this is not
successiul the claim may be relemed back ta the service for onwards relerral to a
source of legal advice or if this is nol reasonably accessible 1o the client then the
service will consider providing some basic pre-claim suppon.

= [he client does not want to be referred to pre-claim conciliation services in which
case Ihe service will help the client identify if they are eligible tor civil legal aid. If
they are not eligible and there s not a reasonably accessible source ol legal
advice, then the service will provide some basic pre claim suppo.

* Inthe case ol scenarla 2 - the CAB advisor contacts the service for specialised
Information on discimination issues which the advisor provides.

Client journey 5

The adult son of a client who lives in England has autism and the local, privately run
leisure centre has barred him on the basis of whal has been perceived o be anfi social
behaviour.

The next naarest public swimming pool is 25 miles away.

The parents have complained to the manager of the leisure centre and 1o the head office
of the company but their complaints have been roundly lgnored. The parents
subsequently contact their local Disability Information Alliance Line (DIAL) about thelr
prablem.

The DIAL advisor listens to their story and identifies that the root cause of their problem
could be discrimination. The DIAL is aware of the remit of the service and therefore
encourages he parents of the client to call the service — which they consequently do.
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The service advisor intorms the parents (acting on behall of their son) that what they are
describing may be discrimination because of disability under the provisions ol the
Equality Act 2010 and thal they may be abla lo bring a claim in the county coun asking
for an order.

The service advisor fries to contact the manager of the leisure centre and is ignored.
The service advisor therefore: believes the next step is to embark on some form of
formal proceedings (including lormal alternative dispute resolution),

The advisor identifies thal they are prohably not eligible for civil legal aid (although they
recommend the parents confirm this by calling the Civll Legal Advice Ling), The parents
confirm they are not entitied to civil legal aid and consequently the service provides the
client with some pre-claim assistance — for exampie explaining the lime fimits for
bringing legal action, explaining where to obtain a claim form and what information
needs to be included in it. The service also uses s network ol contacts to try and find a
source of legal advice lor the parenis by a qualifiad lawyar.

The advocate of a client with a facial disfigurement contacts the service on behall ol her
client. Her clienl has been dismissed lrom her job as a shop assistant from a local
supermarkel branch because of some complaints from custemers that felt
uncomiortable being served by her. The client is 8 member of a local community group
that provides suppor for people with tacial disfigurements, including advocacy services.

The service advizes the advocale thal the employer could have breached their
obiigations under the Equality Act 2010 by discriminating against someone because of
their disabiiity (as well as being able 1o claim for unfair dismissal). Waorking through the
advocate, the advisor seeks the clienfa consent to refer them to ACAS pre-claim
conciliation service (alter ensuring thay meet the critena for pre-claim conciliation). The
case I3 referred o conciliators who attempt lo resoclve the dispute but they are
unsuccessiul. The client is not eligible for civil legal ald. The client/advocale is therafora
reterred back to the service, which trles to identily a reasenably accessible form of legal
advice, This 15 not available and therefore the service provides some basic pre-claim
support tor the client, This could include:

* pulling together a narrative of the case history
» sending the advocate an ET1 farm

= helping the advocate to complete a question and answer Iorm to be sent lo the
smployear
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Example of a potential strategic case

Important hote; The example below is based on a real case which arose under the law
that applied before the Equality Act 2010 was brought inio force, The previous law did
not protect people from discrimination resulfing from associating with a disabled person,
The 2010 Act does provide that protection — lor disability and ail the other protectsd
characteristics.

Mrs C sought advice about serious problems at work over asking for time off to care for
her san, who had a pumber ol disabilities. While other parents were allowed to take tima
cif to look alter their children, her requests tor leave ware not only turned down, but led
lo her employars saying she was lazy. Mrs C thought that her employers were treating
her in this way because her son was disabled. Things were so bad that she had falt she
had na choice to but to resign Irom her job. She wanted to bring a constructive dismissal
employment tribunal case, based on discrimination and harassment because of
dizability, even though she herself was not disabled.

The adviser recognised that Mrs C's circumstances, and the employment tribunal case
she wished 1o bring, raised an important question about the law protecting peopls from
disability discrimination, It was clear that people who themselves had a disability were
protected from being discriminated against because of it; but what about semecne who
faced discrimination because of the disability of someone else they wera linked with?
This was a fundamental question and tha answer to it could affect the many people who
were responsible for looking after a disabled person and also went out to work. The
advisor therefore decides to reler the case 1o the EHRC to enable them 1o considar
whether they may wish to lake up this as a strategic casa.
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APPENDIX 2: INDEPENDENT LAY ADVOCACY

POSSIBLE SCENARIOS FOR CLIENTS REQUIRING
ACCESS TO LAY ADVOCACY

Entry paint 1 (highly likely to occur)

A first point of contact approaches the service on behalf of Bob, a hospital porter who
has a leaming disabllity. The first point of contact describes what the cliet has
gxperenced and the advisor agrees that this is looks fike discnmination on the grounds
of disability. The first point of contact has discussed the support Bob neets and they
have agreed he needs an advocale lo understand the advice and suppaord the advisors
of the service are providing. However, the first point of contact is unable to act as an
advocate for Bob because of resource constraints. As Bob meets its eligibility criteria for
advocacy suppor, the service for a time limited percd funds an independean! advocate
to provide support for Bob.

Entry point 2 {likely lo occur)

A tamily member approaches the service on behall of Bob, After seeking the appropriate
consent, the service advisor establishes that whal the tamily member is describing
sounds like discrimination. The family member explains that they cannol acl as an
advocate lor Bob, because of family pressures, and that Bob because of his leaming
disability needs the suppart of an independent advocate. As Bob meets the service's
aligibility criteria for advocacy support, the advisor agrees for a limited time 1o fund an
independent advocate to provide support for Bob.

Entry point 3 funlikely)

Bob manages to contact the service directly himselt by telephone. (We think direct calls
like this would be the sxception rather than the mle; in the main contacts would be
mediated through the first points of contact). If the service advisor ascertains that there
Is & signilicant risk tha! the issue the dient is desaribing is one of discrimination and thal
the client meets the eligibility criteria then they can contact and fund an independent
advocate 1o provide suppart lor the dient lor a sel pariod of tima.
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AVAILABILITY CRITERIA FOR LAY ADVOCACY

The EASS Advocacy Service |s available only to people whe meet both the Vulnerability
and Eligibility criteria.

In addition, the Advocacy Service is only available to peopla defined as being on client
Joumeys 4 or § as setl oul in this spectfication,

Vulnerability Criteria

To be deemed eligible tor the EASS Advocacy Service a client must be either;
= an adull with leaming difficulties; and/or

« an adult with a current mental health problem.

Eligibility criteria

In addition, clients must meet the following eligibility criteria:

+« Communication: The caller is unable lo communicate their need or issue with
the Advisor as a resull of their impairment, excepting those clients whose
impaimment is hearing loss {where the service shall use AAD); and/or

* Comprehension: The caller is unable o understand the verbal or written

information or guidance being provided by the Advisor as a result of their
impairment: and

+ Circumstance: Tha caller does not have access to an advocate, family member,
carer of supporl worker who is independent of the caller's issue and can support
them to understand tha information and guidance being provided by the EASS:
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APPENDIX 3: REFERRAL FLOW CHARTS
CLA

Figure 1: Inwards referrals to the service from CLA
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Figure 2: Qutward referrals from the service to CLA
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ACAS

Figure 3: Referrals between the EASS and ACAS
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APPENDIX 4: LANGUAGES IN WHICH THE SERVICE
WILL BE EXPECTED TO PROVIDE INFORMATION,

ADVICE AND SUPPORT
Arahle Farai Hursgarian Polish Slovenian
Bulgaran Firmash lcelandiz Portuguese Eomakll
Cantoness Frarch falian Punjati Enaragh
Croattan Germen Jdopaneas Famenian Sweerdiah
Czech Cireesk Latviarn Rudslan Turkigh
Elanish Gujarati Mandarin Satbian Lrdu
Crutch Henell Merwagian Blovak Vietnamesa
Walsh
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APPENDIX 5: DATA COLLECTION REQUIREMENTS

Examples of the data that the CMR systermn will need to ba abla to record are balow.
This listis indicative and is lor illustrative purposes only. Once the service provider is
appointed I will need to work with the GEQ at sel-up slage, to identify all tha data
capture lields required for the system build.

Alzo note that the full list of data collection requirements will net be needed for all client
joumeys.

First name
Last name
Age ( Data of Birth
Address 1 (Street)
Address 2 (City/Town)
Address 3 (Posl Code)
Courty
Country
Emall address
Contact phone number
Pratecled charactenstic  Age
Disability Type {Drop-down)
Sex
Sexual orlentation
Race Type (Drop-down)
Heligion of Beliel
Transgender
Type of unlawful act Direct discrimination
Indirect discrimination
Harassmenl
Victimisation
Discrimination arising from disability
Pregnancy and matermity discrimination
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Breach ol Human Rights Which right (Drop down)
Area of diserimination Employmant
Goods and Services
Pubtlic functions
Education
Premises
Associations
Date/tima of cantact
Journey type
Language neads
Referred from
Heferrad 1o
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APPENDIX 6: DATA COLLECTION FIELDS ON
OUTCOMES

An exampile of the data collection lields on outcomes thal may be needed Is shown
below, This is based on the range of outcomes that would be needed to measure the
success ol the Equality Advisory and Suppont service, which have been identified
through evaluations of comparable services, and the specific needs ol this particular
service. This is nof a definitive list - ance the contract is appointad the service provider
will need to work with the GEO at sel-up stage to identily a more detailed list of

maasuremanis,
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APPENDIX 7: TUPE CONSIDERATIONS

1.

In our view the Transfer of Underakings (Protection of Employment) Regulations
2006 (TUPE) are likely to apply to this contract/service in the event that is transters
1o a new senvice provider, although we make no represantations or warranties in this
regarnd. Potential bidders lor the contract should cbiain their own legal advice on the
applicability of TUPE to the contract/service. We will expect any bids to be made on
the basis that TUPE applies.

Cur understanding, based on information provided by the current service provider, is
that there are currently 35 employees (33 FTEs) who would potentially be within
scope of TUPE, although the final number of staff who would transfer across from
the existing provider should TUPE apply, is currently unknown. Bidders should
carelully consider how they would manage the TUPE process.

We understand that all 35 employees are basad in Stratford Upon Aven and wa
enclose an anonymised summary of stall costs for this group of employees which
has been provided by the current service provider. We make no representations or
warraniies as to the accuracy of this information.

We anticipate that there will be employees who are in scope to transler under TUPE
whao will be eligible to re-jain the Civil Servica Pension Scheme in accordance with
MNew Fair Deal. Where that is the case, bidders will be required o apply to
participate in the CSPS and 1o enter into an Admission Agreamant, See:

h1_|‘|:_|:."-’l.en.l'l.l.|'l.i|.I ctvilse r‘m’t:ugnﬁign scheme org uk/employers/applying-lo-join-civil-
sanvice-pensiona’'new-falr-deal/
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APPENDIX 8: SLAs

There is a direct link between performance and payment lfor the dalivery of the service. The senvice provider will
incur Service Points lor any lailure to meet the SLA terms. Those Service Points will convert 1o Seryice Credits
which will be offset against the next monthly instalment of the Contract Prica.

Table A below seis out how Service Points incurred In accordance with Table B, will be converied into a reduction
in the monthly Contract Price. Table B sets out the Service Levels and the Service Points that will be incurred if the

service provider [ails 1o meet thosa Servica Levels.

In lieu of claiming Service Credits in accordance with this Appendix, the Authority reserves the right, on serving
notice In wiiting on the service provider ta treat any lailure(s) to meet an SLA as a breach of contract and to invoke
any of the Authorty's rights under the contract in respect of such breaches.

If the demand for Services (including, withouf imitation, contact volumes and AHT per contact channel, inbound
and outbound) increases by a significant amounl above the volumes sel oul in the Specification overany
consecutive three month pericd, then G45 will have no lability for any failure to meet any SLA in respect of such
aexcess demand and the parties will, acling in good faith, revise the expected future demand far Services including
contact valumes and AHTs and agree any changes necessary o the Services, lhe senvice levels and pricing of the
Services in order to reflect such change in the level of demand for the Services.

Where any failure to mest the SLA ferms was direclly caused by an external event or cause, whoily outside of the
conirol of the Suppher, which is not a Force Majeure Event, which causes any increase i dermand upon the
Services due o any press, publicity or advertising published or conducted by any third pariy, then the relevant
SLAs will be excluded from the calculafion of Service Crediis far the days on which this occurs
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ContinuoLy EEng out
tone.

| Teleghare 2 _.ﬁ:._“.._._E.. ol calls Ei%ormoreol | BOWMIoBARolalls | 75N 0 79% ol T0% to T4mof cally | Less than 0% of calls | Monthly
Retponse answered by live calfs received recoivied during cails received recewed during received during
operator during apening apening houry durtmg opening opening hours ppening holry
hours answered anvwered by o liee Freurs answersd answered by a live answered by alive
by s live operator. | operater. by 2 bive operator | operator operator,
Tehphone 3 | Responze times = live | Atleast 45% of AL loast BOW of the Af least B0% of the Less than 80% of calls | Manthly
Erspaonye operator galls answered by | cally answered within calls answered within | gnowered by a live
a live operator 35 seconds, with 38% 40 seconds, with 8% | aperator within the
within the firnt 30 | af the remainder of the remainder first 40 secords
seconds, with within the first 60 within the first B0
a8% ol the sironds. seconds
rerriEinder withion
it lirst 60
m_....nn_._n_.m.
Telephons 4 | Metwork calls blocked | Less than 1% Equal to or greater Maonthly
Metwark exctuding calli of § than 1%
Performance seconds or under .
Telephone 5 | Telephony nepsark O Incidents 100% of incadents 1007% of incidents Less [ham 100% of Manthly
Metwork fallure. This is defined resplyed within & resalved within 12 incidents resolved
Performance a5 an inability to make workimg hours working howre within 17 working
calls toand / or from hours
the smrvice, Thiy
_ extludes evenis out of
| the confrol of the
 Sugplier such as power
failures or Foree
Majeure Evmis e
Respondeng Lo b | Emall responze time AubEmati Aytomat fytmmatic response Menthly
emalis FESDONGE 38l response sen| not sent within 48
within 24 hours of within betwern hours of initial receipt
pmital receipt of 24-43hours of of email for 100% of
ermail for 100% of initeal receipt of Ctey.
CasES email, CIR
AND AMD | A Subutantive
A "Substantive A Lubntanifue Retponse’ isuwed by an
Response’ inswed fpsponyn’ insued | Adwinprin b or more
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fiwen paint to sccess
tha TR

sLAs

Chient
Latnnfactiom

11 | Tocower chenl

_

_ jourmeys 2.3.4.5

| Pesirable range i

| TESpOnsES in "satiptied’
or ‘wery fatisfied”
catriories In s Spaint
seabe where 1 = "very
unsptisHed and 5=
"wery satisfied”

Client sansfaction
shauld oover ssses
sych as:
Helpfulness of adwisor;
Ouality of information,
advice of support;
Whether the tlient
understood the
mformation to sokve
thane own problem;
Howr uselud the adwice
Riven was;
How well the service
el ary neessn bty
needs that o particular
tleent rilght have had,
Outcome of
infarmation, advice
_and support recenved.

B0% or more of
chient
satisfaction
furvey
responses In the
desirable range

T9%-75% of chent
satislackion survey
responses in the
sadesirable range

T4%-T0% of client
satlsfaction survey
responses in the
desirabile range

Less than 70% of
chent satistaction
SUnvey responses in
the desirable range

Cuarterly

Aecuracy al
information and

12

infermation, Adues
snd Suppoit given by

95% or more of

clignts to

Q4% . 00 of
cliemts to receive

B9% - B5% af
clients to receive

Leis than BS% of
clients 1o recelve

Manthly
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SlAs
Effectrve 16 | Percentagn of contacts | At least 6% or B4% - 55% of Less than 55% ot total | Manthly
management of fram fourney Sand 4 | maore of ol tatal contacts are contacts are from
elient jaumeys clirnts, This iz a contacts are from from fourney 3 lourney 3 and 4 clisnts
percentage of all lourmey 3 and 4 and 4 clients.
contacts aoross &l cliemts

channels of
communication, Ths
inciuides but is noi
limited o telephone
calls, letters ansd emails
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accordance with its strategic enforcement
objectives)

(¢} cases which the EHRC may wish to take in
arder to chalienge ongoing unkawful policies

and practices )
Uitilising independent Lay 4 | 1. Ensure lay advacacy funding is available to | Monthly Manthly
advacacy suppart thase who need it {in accordance with repart

eligibility criteria - see section 22§ _ recetved with

2. How independent lay advocate suppart |s eriteria met
pommilsionsd 1o those who need it

Quality KPls.

General Complaints g5 | This is to include the number of complaints Report
and analysis of complaints manthiy
analysis
Analysis 15 1o inchade: Origin, Type, Cutcoms report
quarterly

& complaint 1% an expresilan of dissatisfaction
about the service received in person, in
wiriting, [clerical or digital) or by telephone to
the Customer, Supplier or member of staff.

Responding to complaints All complaints must be dealt with ja
accordance with the agreed complamts
procedure

hanzgement information & | Management Information [3ee section 15]) 1o

be provided by the end of the first week of
each month, Aggregated trends togo on
wehsite.

Infarmation Provicun 7 | 'Whers GED requests mformation from the
semvice provider in order to respond o a
Farliamentary Question, that information
must be provided within 1 working day {14
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Equality Advisory and Bupport Service Specification

APPENDIX 10: TRANSITION PLAN

This section documents the processes and costs required to enable a transition of the
EASS from tha incumbent to a replacement supplier in the event of expiry of this

contract. This sechion also sets out the principles which will apply to the service exit and
transfer arangemants.

1. Registers

A register of all the assets is currently maintained by the Incumbent providar for
provisian of the EASS.

Assels thaf are "out of scopa” are:

= PCs and assoclaled penpherals Including displays, phones, mice, keyboards,
printars;

+ Photocopiers, shredders and other similar standard office squipment;

= Diftfice fumiture, ineluding filing cabinets end other storage equipment;

= Network infrastructure including LAN switches routers and cabling systems and
telaphony systems.

The incumbent provider uses Right Now CX software to suppon the EASS, This is
delivered via a Scoltware as a Service (SaaS) operating model. The application is
modular and the Incumbent deploys the following components:

« Contact/Case Management with support lor multiple contact channels (CRM);
= [ntegrated Knowledgebase (Knowladge Management);

= Sell-Service Portal (Web);

External Application integration;

Integrated reporting analyics;

= Web chal;

o Cloud Monitor.

2. Customer Data Inventory

The customer data is held in the RightMNow system. The data records held are shown in
the table below.

All the CAM records are personal data for whilch GED Is the data controller.
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Recard Typo
CRM Enquiry. | Contact | Activity | Conduct Monitor
MNumber of .
AR 105303 05432 | 156687 | B2.744 13.306
Daocurment Tfpa '

Bﬂﬂhg‘ documents Slories

Base | precedents

Template Letters I

G0 (Welsh and
ag 11 | Engiish) \ 25 129
Decument Types
- Training
Othar Operational AT M Marketing

documents Process D ents | TEPers | Plan/Documents

a 133 28 1

The nel book value of the assets maintained by the incumbent provider for provision of
the EASS is as sel oul in the lable below:

Domain pame Domain 1
for wehsite Nama GEDQ EOOO | Exclusive
Website Website cotda
and information | Documents | GEO EQOD | Exclusive
aszits
Non Geograghic ; GEO
Telephone
Telephany Number (MGN:) Hufnp‘;rer Helplines ED00 | Exclusive
D808 BOD00E2 Partnesship
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Non Geographic GED /
Text Ph
Number (NGHNs) NE:;MTE Helplines £0.00 | Exclusive
DROR BOO00R4 Partpershio
Client data, case GED
Data &
CAM data notes and E000 | Exclusive
Documents
documents
CRMSystein | IESstemilon- | oo T::Jmhent gnna| Mo
(Right Neow) Exclusive) v _ L Eaclusive
provider
Marketing Plan GEO .
Marketing Flan 2015 arwards Documents (0.00 | Exclusive
|
Knowledpe Base Anowince mie Documents S E0.D0 | Exclusive
articles
Advisor training GED
Advisor Tralning Rl Documents £0.00 | Exclusive
Managemeant Maonthly and GEQ
Infarmation Quartery Documents £0.00 | Exclusive
(nI) reports

3. Sub-contracts

Sub-contracts and other agreements with third parlies, which have been necessary o
enabls the incumbent o deliver the EASS, are zll assignable and/or capabla of
navation.

The table below details the sub-contracts in retatlon to the EASS at 2 levels: (1) those
agreements which are specilic to the incumbent provider and whally deyeloped for the
EASS; and (i) those agreements which are specilic o the Incumbent provider but are
not developed for the EASS specifically.

Thie Service Provider shall either use reasonable endeavours 1o procure the novation of
theae sub-contracts to the Service Pravider or otherwise, make such alternative

arrangements with similar sub-contractors as may be necessary for the delivery of the
Sarvices.
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Agreements and sub-coniracis for Information

Right Now - Agreement NOT Bespoke design of the system for
A Customer Specific in EASS the EASS however agreement is a
Relationship generc agreement covering the
Management system whole of the incumbent provider
(CRAM) used ta hold

client information and

dala.

Royal Mail Freepost - Agreement NOT Agreement |5 a genenc agreement

Used to supply a
freepost address.

Specilic 1o EALS

covering the whole of the
incumbent provider. Replacement
suppfier would need to engage
with Royal Mail to arrange new
freepost address and account for
the service:

Texthox —

A text phone line to
support deal users

enabling them 1o have
access to the Service.

Agreamant
SPECIFIC o EASS.

Cumrently contracted
with DSPG Telecom
with 2 agents
licences and 1 line
rantal

Replacement supplier would need
to engage with DEPG Telecom to
novale or sat up a new agreamant. |

Britizh Sign Languages
(BSL) Interpretation
Senvices -

Agreemenil
SPECIFIC o EASS.
Currently service s

Replacemeant supplier would need
to engage with the Royal
Association for Deal people (RAD) |

Support for deaf users, delivared by Ilhr‘a to novate or sel up a new
delivered through a web Royal Association tor | agreement.

pertal on the EASS Deal peaple (RAD)

website, Clients can use | (WNO are a pariner

the portal 1o speak to.an organisation)

adviser in BSL or text

chat,

Language Line Agreement Replacement supplier would need
Translation Services — SPECIFIC o EASS to engage with Language Line to

Telephane interpretation
services

novate or seélup a new agresment
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Weabsite development Agreement Replacement supplier would nead
SPECIFIC to EASS | to engage with Bamey Jefleries al
with a web design BrightWhitespace.co.uk lo novals
company (Brighl or s&l up a new agreement
White space) for am br hitespace.co.uk
website development
as and when needad
(this Is not a contract)

Stratagic Partner Agreement This agreement with DRUK is with

Agreement - SPECIFIC io EASS | the incumbent providar. DRUK

Disability Rights UK sub-contract with a number of

x othar partners to provide the

E;T:.:fgpﬁ :Htsr;ﬂ EASS Service support. Thesa are:

-Contract manage the La'-'-r Centres Network _{LENJ:

acthvities and services of Review and L.IF[I.EII.E training

the Sub-sub-cantractars material on Disability and Human

Rights Legislation. Provide access

-Assist the Prime to the network, enabling referrals

Contractor to develop to local legal organisations, for

and maintain strategic EASS clients requiring legal

reterral partners (for advice

:;ﬂ;ﬂﬂnﬂgﬁ':glﬂ PE -Royal Assoctation for Deaf

Group) People. PrFrvIda Ertish Sign

Language interpreter services

-Provide training and - ;

advice on diseriminatien ~Voice Ability: F'rmrlu!ia Independent

law and help populate Lay Advocacy services.

the knowledge bank -British Institute lor Human Rights

usad by the advisors (BIHR): Review Human Rights

training material. Maintain
knowledge bank in relation to
Human Rights Legisiation.

4, Exit and Transition Plan Elements

The table below provides a high-level statement as to how the EASS could transfer o
the replacement supplier on expiry. This includes tha proposed arrangements lor
transitioning processes, data, documentation and systems.
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The incumbent provider is expacted to liaise with the replacement supplier to agree the
required data formats and secure transport media to be used to complete a secure
electronic migration.

Copies of agreed hardcopies to be migrated will be provided by the incumbent provider
and delivered to the replacement supplier via a trackable courier service.

5. Staff Transter Arrangements (TUPE) and Requests for Stalfing Information

It the Transter of Undertakings (Protection of Employment) Regulations 2006 ('TUPE")
the service provider will need to comply with its obligations under TUPE.

6. Transition /Implementation Costs

The successiul tenderer will be reimbursed Excluded Transition Costs (in accordance
with Order Form Annex 1) and fall cuiside the contract value,
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APPENDIX 11: GLOSSARY

ACD (Autamatic Call

— 8 device or gyetem that doinbutes mooming collz to & speddic group of
Distribution) tarminals that egents use. This system enables calls o be distributed a1

rendam (o agents who are avallable and nol on ancthar call,
Advocacy |5 defined as laking = Express their views

action to halp peopla:

&  Seouee thesr rights

= Have thedr inferpsts represenied

®  Access iniormation and services

= Explore choices and oplions

s Achiove groatar independence ard maintain choice and contral

Authority/GEO means the Govemment Equalies Office an agency of the Departmant far
Education

Bespoke advice defined as advica which is specific 10 & cient's partioular oircumstances

Bureau a dedicated capaciy to deal with cverflow.

Caller line identification

a fB-l:Ilﬂ'f which enaldes e telephone nienber of 1w pecson mMeking o call 1o
be esfablished, such as cafler digplay.

Civil law jusiicioble causes

thess are defined as'discrimination. consumer, employment, nolghbotrs,
owmed houge, rented Fiowmng, Rometesendss, moneydonl, willane Benelils,
divarce, relahonship breakdown, domestic viclence, children, personal injury,
clinical negligance, mental health, fmmigration and police heatmont.

Client

8 uner of the service, someons saeking halp or-advico from e sorios,

Continuous Improvement
process (CIP or Cl)

is an angoing effon 1o mprove products, senvicen, of procesass, Theoe
efforis can seek “incremental® improvement over fime or “breakihrough”
Improvement alf al once. Bativesy (Cliend valuod) processos are oonstantly
evalusted and improved in e Dght of thedsr efficiency, effoctiveness and
Hexibilty.

Consorlium bwo of mora persone (whether they are incorpozatad or unincorporated bodies
or Bssociationg) acting |ointly for the purpose of terdaring forand'or
deliverng the comract.

CRM [Customer a widely-imolamented long-term siralegy maraging a serviges' intezaclians

with CustomarnThents. It imialves using data and \echnology 1o undarstand &
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Relationship Management] | Cosiomer's/Chent's behaviour,

Digital channels ars defined as methods of communication which include anything dalivered
Bf corgumed via infermne! protocals tachnologies, including but nat lmited ia,
wab, mobile aendces ~ Including 5MS ard apps, digdal islephiony, IPFTV.
digiial leleviaion and any other digial devices mverted hereinafter,

FOI request under the Freedom of Information Act (FOIA) people can request information
held by publlc sector prganigations, and those organisations carrying out
pubic lunclions. Anyone can request recorded information - such
irformation ingludés prindod documents, computer lles, Ietters, emaila,
photograping, &nd sound or ke recorcings.

Fulfilment the process ol selecting. packing and sending en order out to 2 client or
customer who has requesied. In this conlaext I 5 usually physizal [Beraturs
Idfidmpel however | could also be slectronc hulfitmant via an emall,

Infermal resclution the purpoea of Informal resohution is to reschve an kesus withoaut formal action
o proceedings. The informal stage invalves providing an oppoertunity lor a
clinrl ta correct hehaviour whach may be inapproprate™ by indommeng them
directly sither verbally or In writing, If the informal effort &l resolufion is
ursucoessful or i inlormal resolution 8 irappropriate bogad an the ggregicus
natura of the aleged behaviour, the clamant may need to take lormal action
which may be mitiafing legal proceedings or participating in formal dternative
disputa resolubon.

Integrated voice recognition | jechnology That aliows an inbound call to be arswered by recordng and aske
{IVR) the cli=nd to use the tefephone keypad or speech o navigate & menu of
aptions, VA sysiems am ofion pre-recarded and can be a usefd devise for

| menaging call demand.

Jained up, partnership a collabaratve working relationehip between pariners. This includes the

working ReErvice sharing dota and management information about the end outcome for
a client with other partnigrs that have been ngtrumental in achieving an
Olleama, as wol as regoralised and nationzl dala

Legal advice froma this meara a professionally qusiifad lawyer (saiicitor, barnstas, |egal
gualified lawyer executive) or & casawarker warking under the direct and clebe supsnysionof
a professionally qualified lawyer or g perscn who s otherwise accredited to
provide legal-advice o tha refovant area of law,

= This refers ko any condut that |s prohibited under the Equality Ast 2010,
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Understanding [Mall)

Legal activity this has the meaning given in section 12 of the Legsl Banvices Act 2007,
Local organisation an erganisation which operates within ar relates to'a nearby location
Memorandum of a docurnent dessribing a bilateral or mullilateral agreement between parfies.

Mid call transfer (warm
handover)

a mid-call trarstes or warm handover means that & contact § passed on
chrectly to a third party via the exzisting service. The agent usually Introduces

‘themsalves 1o the third pary Bnd expiaing 1he nature of the cantact's call to

the third party belore they trans!er the oall across. This can ba en expangiva

-&nd mey mathod ol frarser,

Matlonal organisation

‘an organisalion which operates throughout os relates 1o an entire ration,

Parliamentary Questions
(PQs)

- are foaols That can be used by MPs and Maembers of 1he House of Lords 1o
hild e Gavernment to account. Membors can ask oral of written POs io
obiain rdormation of 10 press for action. Witten POs are fabled in Parfiamsnt
&nd senl fo the Home Dfiice the following day.

There are thres types of written PQ — Ordinary Written (in the House of
Cammana), Named Day Questions (o be answored on a date specified by
e MP, in fthe Comsmonis) and Lords Wtten (in the House of Lorgs). Eachi of
thess has i85 own deadling for response.

Reserved legal activity

has the meaning gven In section 12 if the Legal Services Act 2007

the organisatan or organisalions telivering he servica

Service provider

Services sxamples of services include: shops, GF surgeries, holels, lejsure centres,
restauranis. Work, sducation and accommodation ars nol services lor the
purpoees of dcrimination legisialion.

Strategic relationships relationships: between institutions based on & dear understanding of what
nach nrgnnlua.unn biings to the relalionshep and assisting clienis, These
relaticnships are diflorent from thoee based on perscnal contacts and
relatsanships between particular mdividuats m different organesations which

| may well be ad hoc.
URAN a Unigue Reference Number which identifies a client reoord on a database:

Wrap time this term is the amaunt of time between the ending of a call and the start ol a

oall..
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Drder fAnnex 7
Department's Security Requirements Clause

12. Departmental Securlty Standards for Business Services and ICT Contracts

“BPS5” a level of security clearance described as

"Baseline Personnel Security Standard" pre-employment checks in the National
Vatting Palicy.

“CESG” is the LUK govermment's National Technical
Autharity for Infermation Assurance. The
websita Is
hitipiwww cesq gov uk/Pages’/homepage as
px

"CESG IAP” means the CESG Infermation Assurance

"CESG Information Assurance Polioy policy Portfolio containing HMG policy and

Portfalio” guidance on the application of ‘security
assurance’ lor HMG systems.

"CTAS® is an "information assurance scheme' which

"CESG Tailored Assurance” provides assurance for a wide range of

HMG, MOD, Critical National Infrastructure
(CNI) and public sector customers procuring
IT systems, products and services, ranging
from simple software components to national
infrastructure networks.

“CPA" iz an ‘intarmation assurance scheme' which
“CESG Product Assurance” evaluates commercial off the shelf (COTS)
products and their developers against
published security and development
standards. These CPA carified products can
be used by government, the wider public
sector and industry.

*CCsC" iz CESG's approach 1o assessing the
“CESG Certilied Cyber Security services provided by censultancles and
Consultancy” confirming that they meet CESG's

slandards. This approach bullds on the
strength of CLAS and certifies the
competence of suppliers to deliver a wide
and complex range of cybar secunty
consultancy services 1o both the public and
private sectors,

Il Juee 115




*CCP*
"“CESG Certified Prolessional”

Is a CESG scheme in consultation with
government, industry and academia lo
address the growing need for specialisis in
the cyber secunty profession and are
building a community of recognised
professlonals in both the UK public and
private sectors.

g P
“Commen Criteria”

the Common Crteria scheme providas
assurance thal a developer's claims about
the security fealures of their product are valid
and have been Independently tested against
recognised crteria.

“‘Cyber Essentials”
“Cyber Essentials Plus"

Cyber Essentials is the government backed,
industry supparied scheme to help
organisations protect themselves against
common cyber-attacks. Cyber Essentials and
Cyber Essantials Plus are levels within the
schema.

*Data”

“Data Controller”

*Data Processor”

*FPersonal Data"

*Sensitive Personal Data”

“Data Subject”. *Process” and *Processing”

shall have the meanings given 1o those terms
by the Data Protection Act 1998

‘Department’s Data”
*Department’s Information”

is any data or information owned or retained
in proder o meet depanmental business
objectives and tasks, including:

{a) any data, taxt, drawings, diagrams,
images or sounds (together with any
reposilory or database made up of any of
these components) which are embodied in
any electronic, magnetic, optical or tangible
media, and which are:

(i) supplied to the Contractor by or on
behalf of tha Department; or
{ii} which the Contractor is required ta
generate, process, store or transmil
pursuant lo this Contract; or
{b) any Personal Data for which the
Lrepartment is the Data Controller:

i1 Jeme 3075




HD.IE!
"Department”

means the Department for Education

“Departmental Security Standards™

means the Department’s security policy or
any standards, procedures, process of
specilication for security that the Contractor
is required to deliver

*Digital Marketplace / GCloud"

the Digital Marketplace is tha onlina
framewark for identifying and procuring cloud
technology and people for digital projects.
Cloud services (a.g. web hesting or IT health
checks) are on the G-Cloud framewaork.

‘FIPS 140-2°

this is the Federal Information Processing
Standard (FIPS) Publication 140-2, [FIPS
FUB 140-2), entitled ‘Security Requirements
for Cryptographic Modules’. This document
Is the de facto secunty standard used for the
accreditation of cryptographic modules.

“Good Industry Practice™
“Industry Good Practice”

means the exercise of that degree of skill,
care, prudence, efficiency, foresight and
timeliness as would be expected from a
leading company within the relevant industry
or business sector

"Goeod Industry Standard”
“Industry Good Standard”

means the implementation of products and
sojutions, and the exercise of thal degree of
=kill, cara, prudence, sfficiency, foresight and
limefiness as would be expected from a
leading company within the relevant industry
or business saclor,

uEan
"GSCP"

means the Government Security
Classification Policy which, establishes the
rules for classifying HMG information. The
policy is available at:

hitpsifwww gov.uk/govermnmaent/publications/
govemment-securty-classifications

"HMG®

means Her Majesty’s Govemment

“SPF”
"HMG Security Pollcy Framework”

This is the definitive HMG Security Policy
which describas the expectations of the
Cabinet Secretary and Government's Dificial
Committee on Security on how HMG
organisations and third parties handiing HMG
mformation and other assets will apply
protective security to ensure HMG can
function effectively, efficlently and securaly.

eT

means Information and communications

I bome 20015




tachnology (ICT) is used as an extendad
synonym for information technology (1T},
used to describe the bringing together of
anabling technologies used o detiver tha
end-to-end sclution

IS5

this Is HMG Information Assuranca Standard
MNo. 5 - Secure Sanitisaticn issued by CESG

"ISOYIEC 27001" IS0 27001"

is the Intemational Standard for Information
Securily Management Syslems
Reguirements

"ISQAEC 27002 IS0 27002"

Is the Intemational Standard describing the
Code of Practice for Information Secunty
Conlrals.

"800 223017 is the Intemational Standard descnbing for
Business Continuity
“IT Security Health Check™ means-an assessment 1o identify risks and

“Peneiration Testing”

i BE

vulnerabilities in systems, applications and
networks which may compromise the
confidentiality, integrity or avallability of
information held on that IT system.

*Need-to-Know"

the Need-to-Know principle is employed
within HMG to limit the distribution of
classified information to those people with a
clear ‘need to know' In order to carry oul their
duties.

“Security and Information Risk Advisor
“CCP SIRA"
“SIRA"

the Securty and Information Risk Adyisor
{SIRA) is a role defined under the CESG
CESG Certified Professional Scheme

11 Jve HILS
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12.2

12.3

124

12.5

12.6

12.7

12.8

The Contractor shall comply with Departmental Security Standards for Contractors
which include but are not constrained to the fallowing clauses.

Where the Contractor will provide ICT products or Services or otherwise handle
information al OFFICIAL on behal! of the Department, the requirements undar
Cabinet Office Procurement Policy Note — Use of Cyber Essentials Scheme
certification - Action Note 09/14 25 September 2014, or any subsequent updated
document, are mandated; that “contractors supplying products or services to HMG
will be expected to have achieved, and refain cerification at the appropriate level,
under the HMG Cyber Essentials Schema®. The certification scope must be relevani
to the services supplhed o, or on behalf of, the Depantmeant.

Tha Contracter will be expected to have achigeved, and be able o maintain,
independent cartification to ISQYIEC 27001 (Information Security Management
Systems Reguirements). Tha ISO/IEC 27001 certification must have a scope
refevant 1o the services supplied to, or on behalf of, the Deparment. The scape of
certification and the statement of applicability must be acceptable, following review,
to the Department, including the application of contrals from ISO/IEC 27002 (Code of
Practice for Information Security Contrals).

The Contractor will follow the UK Govermment Security Classilication Policy (GECP)
In respect of any Departmental Data being handled in the course of providing this
service, and will handie this data In accordance with its security classification. (In the
event where the Contractor has an existing Protective Marking Schame then the
Contractor may continue 1o use this but must map the HMG security classifications
agains! it to ensure the comect controls are applied ta the Departmental Data).

Departmental Data being handied in the course of providing the ICT salution or
sefvice mus! be segregated from other data on the Contractor's or sub-contractor's
own |T equipment to both pratect the Departmental Data and enable it to be
identified and securely deleted when required. In the event that it is not possible to
segregate any Departmental Data then the Contractor and any sub-contractor shall
be required to ensure thal it is stored in such a way thal i is possible to securely
delete the data in line with Clause 12.14,

The Contractor will kave In place and maintain physical security and entry control
mechanisms (e.g. door access) to premises and sensitive areas and separate logical
access controls (e.g. identification and authentication) to |CT systems o ensure anly
authonsed parsonnel have access to Depanimental Data.

The Contractor will have in place and shall maintain procedural, personnel, physical
and technical safeguards to protect Departmental Data, including but not limited to:
physical security controls; geod industry standard policies and process; anti-virus
and firewalls, security updates and up-lo-date paiching regimes for anti-virus
solutions; operafing systems, network devices, and applicatlon software, user access
controfs and the creation and retention of audit logs of systern use,

Any elactronic transter methods across public space or cyberspace, including third
party provider networks must be protected via encryptlon which has been certified to
a mintmum of FIPS 140-2 standard or a similar method approved by the Department
priar o being used lor the transfer of any Deparimaental Data,

ED June 20015
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Storage of Depantmental Data on any portable devices er media shall ba limited to
the abzolute minimum required o deliver the stated business requirement and shall
be subject o Clause 12,10 and 12,11 below.

1210 Any portable removable madia (including but not constrained to pen drives, flash

121

drives, memaory sticks, CDs, DVDs, or other devices) which handle, store or process
Deparimental Data 1o deliver and support the service, shall be under the control and
configuration management of the contractor or (sub-)contractors providing the
service, shall be boeth necessary to deliver the service and shall be encrypted using a
product which has been cerilied o a minimumn of FIPS140-2 standard or use anothar
encryption standard that is acceptable to the Department.

All portable ICT devices, including but net limited to laptops, tablets, smartphones or
other devices, such as smar walches, which handle, store or process Departmental
Dala to deliver and suppon the service, shall be under the control and configuration
management of the contractor or sub-contractors providing the service, and shall be
necessary to deliver the service. These devices shall ba full-disk encrypted using a
product which has been certifled to a minimum of FIPS140-2 standard or use anather
encryption standard thal is acceptable to the Depariment.

12.12 Whilst in the Contractor's care all removable media and hardcopy paper documents

1213

1214

1215

12.16

containing Departmental Data must be handied securely and secured under lock and
key when not in use and shall be securely destroyed when no longer requited, using
aither a cress-cul shredder or a professional sacure waste paper organisation.

When necessary to hand carmry removable media and/or hardcopy paper documents
containing Departmental Data, the media or documents being carned shall be kept
under cover and transported in such a way as to ensure that no unauthorised person
has access to the matenal being camied. This clause shall apply equally regardless
of whether the material is being carried inside or outside of company premises.

At the end of the contract or in the event of equipment fallure or ohsolescence, all
Departmental information and data, in either hardcopy or electronic formal, that s
physically held or logically stored on the Contractor's ICT infrastructure must be
securely sanitised or destroyed in accordance with the current HMG policy (HMG
IS5) using a CESG approved product or method, Whaere sanitisation or destruction is
not possible for legal, regulatory or technical reasons, such as a Storage Area
Network (SAN) or shared backup tapes, then the Contractar or sub-contractor shall
protect the Department's information and data until the time, which may be long after
the end of the contract, when it can be securely cleansed or destroyed.

Access by Contractor or sub-contractor staff to Departmental Data shall be confined
to those individuals who have a “need-to-know™ and the appropriate level of security
clearance, as required by the Department tor those individuals whose access is

‘essential lor the purpose of their duties. All employees with direct or indirect access

to Deparimental Data must be subject to pre-amployment checks eguivalent 1o or
higher than the Baseline Personnel Security Standard (BPSS)

All Centractor or sub-contractor employees who handle Departmental Data must
have annual awareness training in protecting information.
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12.17 The Contractor shall, as a minimum, have In place robust and 1SO 22301 conformant

Business Continuity arrangements and processes including IT disaster recovary
plans and procedures 1o ensure that the delivery of the contract Is nat adversely
affected in the evenl of an incident. An incident shall be defined as any situation that
might be, or could lead o, a disruption, loss, emergency or crisis. When a carificats
s not available it shall be necessary to verily the ongoing effectiveness of the 1S0
22301 conformant Business Continuity arrangements and processes including IT
disaster racovery plans and procedures, (o the extent that the Contractor must have
tested/exercised these plans within the |ast 12 months and produced a written report
of the test'exercise, outcome and feedback, including required actions.

12.18 Any non-compliance with these Departmental Secunty Standards for Contractors, or

other Security Standards pertaining to the solution, or any suspecied or actual
breach of the confidentiality, Integnty or availability of Departmental Data being
handled in the course of providing this service, shall be Investigated immediately and
escalated lo the Department by a method agreed by both parties.

12.18 The Contractor shall ensure thal any IT systems and hosting environments thal are

used to hold Departmertal Data being handled, stared or processed in the course of
providing this service shall be subject to an Independent IT Health Check {ITHCY
using a CESG approved ITHC provider before go-live and periodically (at leas!
annually) therealter. The findings of tha ITHC relevant o the service being provided
ars 1o be shared with the Depanment and all necessary remedial work carried out. In
the event of significant security issues being identified, a follow up remediation test
may ba required.

12.20 The Contractor or sub-contractors providing the service will provide the Department

12.21

with full details of any actual storage outside of the UK or any future intention to host
Departimental Data outside the UK or to perform any form of ICT management or
suppert function from outside the UK. The Contractor or sub-contractar will not go
ahead with any such proposal without the prior written agreement lrom the
Department.

The Depariment reserves the right 1o audit the Contracior or sub-contractors
providing the service within a mutually agreed timeframe but always within seven
days of notice of a request to audit being given. The audit shall cover tha overall
scops of the service being supplied and the Contractar's, and any sub-contractors,
compliance with the clauses contained in this Secilon.

12.22 The Contractor shall contractually enforce all these Departmental Security Standards

for Contractors onto any third-party suppliers, sub-contractars or partners who could
potentially access Departmental Data in the coursa of providing this service.

12.23 Tha Contractor shall deliver ICT solutions and services that are compliant with the

HMG Security Policy Framewaork in conjunction with current CESG Information
Assurance Policy Portfolio and Departmental Policy. The Contractor will provide the
Department with evidence ol compliance lar the solutions and services to ba
delivered. The Department's expaciation is that the Centractor shall provide written
avidence of:

«  Existing security assurance for the sarvices 1o be delivered, such as: PSN
Compliance as a PSN Customer and/or as a PSN Sarvice; CESG Tailored
Aszsurance (CTAS); inclusion in the Commen Criteria {CC) or CESG Product
Assurance Schemes (CPA); 1ISO 27001 / 27002 or an equivalent industry lavel
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certification, Documented evidence of any existing security assurance or
cedification will ba reguired.

+ Exisling HMG security accreditations that are still valid including: details of the
body awarding the accreditation: the scope ol the accreditation; any caveats or
restrictions to the accreditation: the date awarded. plus a copy of the residual risk
statement. Documented evidence of any existing security accreditation will be
required.

« Documented progress in achieving any securnity assurance or accreditation
activities including whether documentation has been produced and submitted,
The Contractor will be expected to provide detalls of who the awarding body or
organisation will be and dale expected.

12.24 If no current secunty accreditation or assurance |s held the Contractor and sub-
contractors shall undergo appropriale seourity assurance activities as determined by
the Departmenl. Confractor and sub-contractors will support the provision of
appropriate evidance ot assurance and the production of the necessary security
documentation. This will include obtaining any necessary professional security
resources required o support the Contractor’s and sub-contractor's security
assurance activities such as: a CESG Certified Cyber Secunty Consullancy (CCSC)
or CESG Certified Professional (CCP) Security and Information Risk Advisor (SIRA)
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