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Written Tender Questionnaire
	
THE PROVISION OF AN “OUT OF HOURS ALARM RECEIVING SERVICE”

Instructions for Tenderers
Tenderers shall respond to the questions as set out in this document in the following categories:

Section 1	Service Provision 
Section 2	Quality Assurance
Section 3 	Service Transfer and Exit
Section 4	Technology
Section 5 	Business Continuity and Disaster Recovery
Section 6	Social Value and Community Benefits

Tenderers shall either:
a) return this document as their entire quality response, utilising the included text box (table) format for all the answers; or 
b) return this document, completing the text boxes and providing one (1) PDF file containing clearly referenced and numbered appendices; or
c) provide one (1) PDF file containing the entire quality response, clearly titled, referenced and numbered according to each individual question.  

Multiple documents/pdfs will not be accepted.
Word Limits are provided for each question; responses that exceed the word limit will only be scored up to the word limit point.  
· Case studies may be included, but must be within the word limit.  
· Charts, diagrams or screenshots where requested are in addition to the word limit.  
The maximum quality score will be 100%.  

Scores are broken down by section and individual question and are summarised in the table below.

	Criteria
	Qu
Number
	Question
Weighting

	Section Weighting

	Section 1 – Service Provision
	1
	10%
	25%

	
	2
	5%
	

	
	3
	10%
	

	Section 2 – Quality Assurance  
	1
	5%
	25%

	
	2
	5%
	

	
	3
	5%
	

	
	4
	10%
	

	Section 3 – Service Exit &    
                 Transfer  
	1
	10%
	10%

	Section 4 – Technology  
	1
	10%
	15%

	
	2
	5%
	

	Section 5 – Business Continuity 
                 and Disaster
                 Recovery  
	1
	15%
	15%

	[bookmark: _GoBack]Section 6 – Social Value  
	1
	10%
	10%

	100%



Section 1 – Service Provision   
	Question Number
	Question
	Number of Words
	Weighting

	1
	Please describe how your call monitoring service will operate 24 hours a day, 365 days of the year.
	1000
	5%

	







	Word Count [to be completed by tenderer]




	Question Number
	Question
	Number of Words
	Weighting

	2
	Please describe steps taken by the call handler from the receipt of a call until it is closed down.
	1000
	10%

	










	Word Count [to be completed by tenderer]



	Question Number
	Question
	Number of Words
	Weighting

	3
	Please provide a brief outline of your organisation and your experience in delivering this service.
	1000
	5%

	








	Word Count [to be completed by tenderer]


Section 2 – Quality Assurance   
	Question Number
	Question
	Number of Words
	Weighting

	1
	Describe what internal and external systems are in place for this service to ensure customer service standards are monitored and continually met.
	500
	5%

	










	Word Count [to be completed by tenderer]

	Question Number
	Question
	Number of Words
	Weighting

	2
	Please provide information on how your administrative functions are met: ie: quality checked for accuracy and frequency of checks.
	500
	5%

	








	Word Count [to be completed by tenderer]



	Question Number
	Question
	Number of Words
	Weighting

	3
	Please describe the type of complaints procedures you have in place for this type of service. Please include the number of complaints received within the past 12 months and outcome (eg: upheld, not upheld, partially upheld)
	500
	5%

	








	Word Count [to be completed by tenderer]



	Question Number
	Question
	Number of Words
	Weighting

	4
	Describe the approach your organisation would take to ensure that good working relationships are promoted and that the service provided is responsive and effective.
	1000
	10%

	







	Word Count [to be completed by tenderer]



Section 3 – Service Transfer and Exit
	Question Number
	Question
	Number of Words
	Weighting

	1
	Please describe how your organisation will establish the service including the successful transition of existing service user information over the implementation period.
	2000
	10%

	







	Word Count [to be completed by tenderer]




Section 4 – Technology 

	Question Number
	Question
	Number of Words
	Weighting

	1
	Please provide details of the Alarm Receiving Centre software solution that you will use to provide the service. Please give details on the vendor, application name and release that is being used. Please provide details of your roadmap for upgrades and developments.
	1000
	10%

	





	Word Count [to be completed by tenderer]

	Question Number
	Question
	Number of Words
	Weighting

	2
	Describe what methodology you would employ to ensure that the data is transferred securely and effectively on a day to day basis. 
	500
	5%

	















	Word Count [to be completed by tenderer]



Section 5 – Business Continuity and Disaster Recovery
	Question Number
	Question
	Number of Words
	Weighting

	1
	Please provide details of how your business continuity plan and disaster recovery systems ensures the service is maintained in the event of unexpected incidents.
	500
	5%

	








	Word Count [to be completed by tenderer]


Section 6 - Social Value 
	Question Number
	Question
	Number of Words
	Weighting

	1
	Regenda Homes are committed to maximize Social Value from its procurement activities in order to build economic, social or environmental conditions into the delivery of its contracts. Tenderers are asked to detail any social value associated with this contract that they are prepared to deliver
	1000
	10%

	
	NOTE: If there will be no Social Value, the service provider should state this in the submission. If Social Value is being offered as part of the Contract, Tenderers should include details of the type of social value, methodology for delivery and named contact in your organisation for Social Value within their tender submission. Information provided on Social Value should be specifically linked to this Contract.































	Word Count [to be completed by tenderer]
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