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AWARD QUESTIONNAIRE RESPONSE GUIDANCE, EVALUATION 
AND MARKING SCHEME

1 INTRODUCTION

1.1 This document provides an overview of the methodology which will be adopted by the Agent to evaluate your response to each question set out within the Award Questionnaire. It also sets out the Marking Scheme which will apply.  For the avoidance of doubt, references to “you” in this document shall be references to the Potential Provider.

1.2	The defined terms used in the ITT document (Attachment 1) shall apply to this document.

2 OVERVIEW

2.1 The Award Questionnaire is broken down into the following sections:
SECTION A – MANDATORY QUESTION
SECTION B – SCORED QUESTIONS 
2.2 If you fail to provide a response to any question of the Award Questionnaire, your Tender may be deemed to be non-compliant.  If a Tender is deemed to be non-compliant, the Tender will be rejected and you as a Potential Provider excluded from further participation in this Procurement.
2.3 In accordance with paragraph 10.6 of the ITT (Attachment 1), a Tender is deemed to have failed and the Potential Provider will not proceed to the next stage of this procurement, and will be excluded from further participation in this Procurement, where the following applies:

2.3.1 You have failed the mandatory question AQA1
2.3.2 You have failed to achieve or exceed a Quality Score of 50 (‘Minimum Quality Threshold’) for questions AQB1 – AQB4  in Section B 
2.3.3 or have scored a score of 0 for any of questions AQB1 – AQB4.
















2.4 A summary of all the questions contained within the Award Questionnaire, along with the Marking Scheme and Maximum Score Available (where applicable) for each question is set out below:

	Section
	Marking Scheme
	Weighted Score Available (%)

	SECTION A – MANDATORY QUESTIONS

	
AQA1

	Scope of Services
	
Pass / Fail

	
N/A


	SECTION B – SCORED QUESTIONS 

	AQB1

	Implementation and Testing 
	0/33/66/100
	20%

	AQB2

	Security Requirements
	0/33/66/100
	10%

	AQB3

	Service Delivery, Performance Management, Account Management and Contractor Responsibilities
	0/33/66/100
	60%

	AQB4

	Business Continuity and Disaster Recovery
	0/33/66/100
	10%



	SECTION A – MANDATORY QUESTIONS

	AQA1 – Scope of Services

	Please indicate by selecting either option YES or NO, that in the event you are awarded a Contract, whether you will or will not, unreservedly deliver in full, all the mandatory requirements as set out in Attachment 4a – Specification (Contract Schedule 1).
 
YES - 	You will, unreservedly deliver in full, all the mandatory requirements as set out in Attachment 4a – Specification (Contract Schedule 1).

NO - 	You will not, or cannot deliver in full, all the mandatory Service requirements as set out in Attachment 4a – Specification (Contract Schedule 1).

	AQA1 – Response Guidance
This is a PASS/FAIL question. If you cannot or are unwilling to select YES to this question, you will be excluded from further participation in this Procurement.

You are required to select either option YES or NO from the drop down list associated with this question.

Providing a YES response means the Potential Provider will, unreservedly deliver in full, all the mandatory requirements as set out in Attachment 4a – Specification (Contract Schedule 1).

If the Potential Provider selects NO (or does not answer the question) to indicate that they will not, or cannot, deliver in full, all the mandatory requirements as set out in Attachment 4a – Specification (Contract Schedule 1).then the Potential Provider will be excluded from further participation in this Procurement.


	Marking Scheme
	Evaluation Guidance

	PASS
	The Potential Provider has confirmed that they will, unreservedly deliver in full, all the mandatory requirements as set out in Attachment 4a – Specification (Contract Schedule 1).


	FAIL
	The Potential Provider has confirmed that they will not, or cannot, deliver in full, all the mandatory requirements as set out in Attachment 4a – Specification (Contract Schedule 1).

OR
The Potential Provider has not selected either YES or NO, or a response has not been provided to this question.



	SECTION B – SCORED QUESTIONS

	AQB1 – Implementation and Testing

	The Contracting Authority requires you to demonstrate how you will implement the Transcription Service as set out in paragraph 2 of Attachment 4a – Specification (Contract Schedule 1).

	AQB1 Response Guidance
All Potential Providers must answer this question. You must insert your response into the text fields in the e-Sourcing Suite. 

Your response must:  
a) Demonstrate the infrastructure you will have in place and how it will support you to effectively deliver the Implementation Plan including how you will plan and organise a skilled resourced team to enable you to scale up to differing demand levels efficiently in accordance with the Implementation Plan, to successfully deliver the Transcription Services in accordance with Attachment 4a – Specification (Contract Schedule 1).

Your response must detail as a minimum your key activity steps and milestones over the Implementation period, risks, and mitigating actions, dependencies and control measures, you will have in place to assure the Contracting Authority that you are able to deliver a fully operational service by Commencement Date.  
· 
· Attachment 4a - Specification (Contract Schedule 1) paragraph 15.5 (Implementation and Testing)
· Attachment 4 – Contract Terms  – Schedule 1 (The Services) – Paragraph 2 – Implementation Plan

Note this information will also need to be included in your draft Implementation Plan at Commencement Date as detailed in Attachment 4 – Contract Terms – Schedule 1 (The Services) – Paragraph 2 – Implementation Plan. 
b) Demonstrate how you will assure the new Service before Commencement Date and fully test the Services, focusing on the identified areas for testing below:
· Component Testing;
· Integration and System Testing;
· Performance Testing;
· Security Testing; 
· User Acceptance Testing
· Field Acceptance Testing; and
· Any appropriate pilot schemes within the designated Contracting Authority operational area

Your response must demonstrate the approach you will take to enable the Contracting Authority to upload scanned copies of written and typed documents, audio recordings and multimedia files via the Contractor’s secure data network and secure Web Portal.
In accordance with; 
· Attachment 4a – Specification (Contract Schedule 1) paragraph 2.2 (Data Transfer).
· Attachment 4a – Specification (Contract Schedule 1) paragraph 15.3.8.1 (Implementation and Testing).

Note this information will also need to be included in your draft Implementation Plan at Contract Award as detailed in Attachment 4 – Contract Terms – Schedule 1 (The Services) – Paragraph 2 – Implementation Plan. 
· 
c) Demonstrate to the Contracting Authority how you will work collaboratively with the Incumbent Contractor of the Service and Related Contractors of Services to the Contracting Authority.

Your response should demonstrate how you will ensure that the Service requirements of the Contracting Authority are successfully and timely delivered in accordance with Attachment 4a – Specification (Contract Schedule 1) paragraph 15 (Implementation and Testing), whilst ensuring continuity of Service in the transition of the Contract and delivery of the service from the Commencement Date of the Contract.

· Attachment 4a – Specification (Contract Schedule 1) paragraph 15 (Implementation and Testing).

Responses should be limited to, and focused on each of the component parts of the question posed (a to c). Potential Providers should refrain from making generalised statements and providing information not relevant to the topic. 
Whilst there will be no marks given to layout, spelling, punctuation and grammar, it will assist evaluators if attention is paid to these areas and you address each of the component parts in this response guidance in the order they are listed above and highlight which part (a to c) you are responding to. 
Maximum character count – 8192 characters including spaces and punctuation. This character count cannot be exceeded within the e-Sourcing Suite. Responses must include spaces between words. 
No attachments are permitted; any additional documents submitted will not be taken into consideration for the purposes of evaluation.

	Marking Scheme
	Evaluation Guidance

	100
	The Potential Provider’s response fully addresses all 3 component parts (a to c) of the response guidance above.


	66
	The Potential Provider’s response fully addresses only 2 of the 3 component parts (a to c) of the response guidance above. 


	33
	The Potential Provider’s response fully addresses only 1 of the 3 component parts (a to c) of the response guidance above. 


	0
	The Potential Provider’s response has not fully addressed any of the 3 component parts (a to c) of the response guidance above.

OR

A response has not been provided to this question.






	AQB2 – Security Requirements

	The Contracting Authority requires you the Potential Provider to effectively make secure the Contracting Authority data, by means of delivery utilising secure staff, facilities and IT enablers, throughout the lifetime of the Contract, in accordance with paragraph 12 (Security Requirements):

Please be aware that a full Security Assessment will be undertaken on the successful Contractor before the Commencement Date.


	AQB2 Response Guidance
All Potential Providers must answer this question. You must insert your response into the text fields in the e-Sourcing Suite. 

Your response must:  
a) Demonstrate the measures that you will undertake to ensure secure delivery of all elements of the Contracting Authority’s Service Requirements for Transcriptions and how you can ensure the security and protection of Contracting Authority restricted information, as outlined in requirements of Attachment 4a – Specification (Contract Schedule 1) paragraph 12 (Security Requirements) at all times throughout the duration of the Contract. 

Your response must demonstrate, as a minimum, the process you will use to ensure that any personnel and Sub-Contractors involved in the delivery of the requirements will be appropriately security cleared and operational, throughout the duration of the Contract. 

You must also demonstrate how you will ensure service compliance against the personal and physical security requirements and the maintenance of appropriate staff records for all Personnel who are involved in activities related to the delivery of the products and services within the scope of this Contract, in accordance with: 

· Attachment 4a: Specification (Contract Schedule 1) paragraph 12 (Security Requirements).

b) Demonstrate how you will manage and mitigate risks that are specifically related to the protection of information; Personal Data (and data about Personal Data) and other confidential information held and classified at the “OFFICIAL-SENSITIVE TIER”, in accordance with Attachment 4a – Specification (Contract Schedule 1) paragraph 12.2 (Security Requirements). The Government Security Classifications 2014 document can be found at the link below: 
https://www.gov.uk/government/publications/government-security-classifications
Your response must demonstrate, as a minimum, the process you will have in place to manage the risks and provide assurance of your adherence to security requirements throughout the duration of the Contract and how you will provide continued assurance of the process of supply throughout the duration of the Contract. 

Your response must also demonstrate the process you will use to assure the Contracting Authority that only those personnel and Sub-Contractors with a requirement to access Contracting Authority restricted information, both physically and digitally stored, are able to do so, including how you will subject personnel and Sub-Contractors to adequate security clearance checks in advance of being granted access to such Contracting Authority restricted information, in accordance with:  

· Attachment 4a – Specification (Contract Schedule 1) paragraph 12  (Security Requirements); 

c) Demonstrate the data management process you will have in place for the secure return of all data to the Contracting Authority and subsequent disposal of all relevant electronic and hard copy audio and text files held, as outlined in Attachment 4a – Specification (Contract Schedule 1) paragraph 12.14 (Security Requirements).

Your response must demonstrate, as a minimum, how you will ensure the security of the data exchanges made in returning relevant restricted information, electronic and hard copy to the Contracting Authority via the Secure Portal or via physical means, as is applicable. 

Your response must also demonstrate the processes you will have in place that will ensure the secure destruction and disposal of documentation produced resultant of a transcription, and that will ensure all such information held resultant of such a transcription request is securely and permanently deleted within 30 days of the finalised transcript being returned, in accordance with

· Attachment 4a – Specification (Contract Schedule 1) paragraph 2.3 (Web Portal Requirements);
· Attachment 4a – Specification (Contract Schedule 1) paragraph 2.7 (Data Retention); and
· Attachment 4a – Specification (Contract Schedule 1) paragraph 12.3.4 and 12.14 (Security Requirements)

Responses should be limited to, and focused on each of the component parts of the question posed (a to c). Potential Providers should refrain from making generalised statements and providing information not relevant to the topic. 
Whilst there will be no marks given to layout, spelling, punctuation and grammar, it will assist evaluators if attention is paid to these areas and you address each of the component parts in this response guidance in the order they are listed above and highlight which part (a to c) you are responding to. 
Maximum character count – 8192 characters including spaces and punctuation. This character count cannot be exceeded within the e-Sourcing Suite. Responses must include spaces between words. 
No attachments are permitted; any additional documents submitted will not be taken into consideration for the purposes of evaluation.


	Marking Scheme
	Evaluation Guidance

	100
	The Potential Provider’s response fully addresses all 3 component parts (a to c) of the response guidance above.


	66
	The Potential Provider’s response fully addresses only 2 of the 3 component parts (a to c) of the response guidance above. 


	33
	The Potential Provider’s response fully addresses only 1 of the 3 component parts (a to c) of the response guidance above. 


	0
	The Potential Provider’s response has not fully addressed any of the 3 component parts (a to c) of the response guidance above.

OR

A response has not been provided to this question.






	AQB3 Service Delivery, Performance Management, Account Management and Contractor Responsibilities

	The Contracting Authority requires the Potential Provider to demonstrate their ability as set out in Attachment 4a – Specification (Contract Schedule 1) paragraphs 2 (the Requirement) 10 (Account Management and Contractor Responsibilities) 8.2 (Key Performance Indicators)”

	AQB3 Response Guidance
All Potential Providers must answer this question. You must insert your response into the text fields in the e-Sourcing Suite as described below. 

Your response must:

a) Provide one attachment (Four sides of A4 maximum) which outlines your Operating Model for the provision of Off-Site Transcription, Typing and Equipment Maintenance Services.
 . 
The Operating Model provided should include a visual workflow or diagram showing your End to End Transcription Service deliverables and the business teams that support its delivery. You are also required to support your attachment with the text response.  

Your response must specify how your proposed Operating Model demonstrates and assures the Contracting Authority:
· how you manage requests and deliverables 
· how you will secure market insight by working with a Supply Chain and Sub Contractors to size and scale the Service and:-
· how this will enhance a seamless and quality Service delivery to the Contracting Authority to the forecasted volumes throughout the duration of the Contract, as outlined in Attachment 4a - Specification (Contract Schedule 1).

Your response must include how you will deliver to the standards and timescales, how you will apply technology infrastructure, hardware and software, and how you will operate a Risk Management process within the delivery of business as usual Services.

Please note: To gain full marks all bidders must present a proposal.  If you do not, meaning if you do not currently operate with Sub Contractors, your response must be written as a proposal of how you would operate delivery with Sub Contractors to deliver to the Contracting Authority.

· Attachment 4a – Specification (Contract Schedule 1) paragraph 6 (Quality Standards); 
· Attachment 4a – Specification (Contract Schedule 1) paragraph 4  (Reporting);
· Attachment 4a – Specification (Contract Schedule 1) paragraph 9.1 (Staff and Authority Service)
· Attachment 4a – Specification (Contract Schedule 1) paragraph 10.2 (Account Management and Contractor Responsibilities);and 
· Attachment 4a – Specification (Contract Schedule 1) paragraphs 15.1 and 15.5 (Implementation and Testing).

b) Demonstrate your approach to management of the various ad hoc requirements, as outlined in paragraphs 8.2 (Key Performance Indicators) and 10.5 (Accounts Management and Contractor Responsibilities). 
Your response should demonstrate, as a minimum, the approach you would take to effectively resolve and respond to ad hoc requests for management information, support for Freedom of Information requests, Parliamentary Questions or Ministerial responses, relevant to the Contracting Authority, including Contracting Authority complaints, within 24 hours or less as required by the Contracting Authority, without detriment to the business as usual delivery of the Services. 
Your response should also demonstrate how the effective allocation of Account Management responsibilities and appointment of the National Account Manager and Key Personnel involved in managing this Contract will enable delivery of key Account Management tasks at all times during the hours at which the Service is to be delivered, including during planned or unplanned absence of Key Personnel. 
You are required to include your approach to developing and managing effective relationships at different levels across the Contracting Authority organisation.
· Attachment 4a – Specification (Contract Schedule 1) paragraph 8.2 (Key Performance Indicators);
· Attachment 4a – Specification (Contract Schedule 1) paragraph 10.2 (Account Management and Contractor Responsibilities);
· Attachment 4a – Specification (Contract Schedule 1) paragraph 10.5 (Account Management and Contractor Responsibilities).
c) Demonstrate how you will ensure that all Transcription Services will be performed and completed to the Quality Standards that are outlined in Attachment 4a – Specification (Contract Schedule 1) paragraph 6 (Quality Standards) and Key Performance Indicators that are outlined in Attachment 4a – Specification (Contract Schedule 1) paragraph 8.2 (Key Performance Indicators).
 
Your response must demonstrate, as a minimum, the measures you will take to ensure that you provide the Contracting Authority with a verbatim Transcription Service which is 98% accurate; at all times throughout the duration of the Contract.

Your response must also demonstrate the assurance processes that will enable you to effectively manage your Personnel and resources to ensure that Standard Requests are handled within five (5) Working Days, Priority Requests are handled within three (3) Working Days and Urgent Requests are handled within one (1) Working Day, consistently in all cases, throughout the duration of the Contract.

Your response must also demonstrate the proactive approach that you will take to identify areas for improvement to the Contracting Authority, utilising the management information that you have produced in accordance with Attachment 4a - Specification (Contract Schedule 1) paragraph 6, Quality Standards, and trend analysis to ensure that identified opportunities for improvement are addressed effectively, evidenced and addressed in subsequent reporting periods, to a satisfactory level agreed by the Contracting Authority.
· Attachment 4a – Specification (Contract Schedule 1) paragraph 6 (Quality Standards); 
· Attachment 4a – Specification (Contract Schedule 1) paragraphs 8.2.1 to 8.2.4 (Key Performance Indicators); 
· Attachment 4a – Specification (Contract Schedule 1) paragraph 8.3 (Management Information (MI) Requirements): and
· Attachment 4a – Specification (Contract Schedule 1) paragraphs 10.2.10 (Account Management and Contractor Responsibilities).
	Responses should be limited to, and focused on each of the component parts of the question posed (a to c). Potential Providers should refrain from making generalised statements and providing information not relevant to the topic. 
Whilst there will be no marks given to layout, spelling, punctuation and grammar, it will assist evaluators if attention is paid to these areas and you address each of the component parts in this response guidance in the order they are listed above and highlight which part (a to c) you are responding to. 
Maximum character count – 8192 characters including spaces and punctuation. This character count cannot be exceeded within the e-Sourcing Suite. Responses must include spaces between words. 

Question AQB3 Important Information – only one attachment is accepted for part a) of this question. This must be 4 sides of A4 maximum. Responses larger than that will be redacted and the excess pages or text will be discarded for the purposes of evaluation.   
Please selection option Yes or No to confirm whether you have uploaded an attachment (in PDF format) using the paperclip icon aligned to this question. The attachment should be entitled AQB3 [AQB3 diagram A – Your Company name].

	Marking Scheme
	Evaluation Guidance

	100
	The Potential Provider’s response fully addresses all 3 component parts (a to c) of the response guidance above.


	66
	The Potential Provider’s response fully addresses only 2 of the 3 component parts (a to c) of the response guidance above. 


	33
	The Potential Provider’s response fully addresses only 1 of the 3 component parts (a to c) of the response guidance above. 


	0
	The Potential Provider’s response has not fully addressed any of the 3 component parts (a to c) of the response guidance above.

OR

A response has not been provided to this question.





	AQB4 – Business Continuity and Disaster Recovery

	The Contracting Authority requires you to demonstrate your ability, as set out in Attachment 4a – Specification (Contract Schedule 1) Appendix A – Business Continuity and Disaster Recovery.


	AQB4 Response Guidance
All Potential Providers must answer this question. You must insert your response into the text fields in the e-Sourcing Suite. 

Your response must:  
a) Demonstrate how you will produce and maintain an effective Disaster Recovery Plan, demonstrating effective risk identification, analysis and management disciplines, to ensure continuity of business processes and facilitate recovery of services in the event of a Disaster, as outlined in Attachment 4a – Specification (Contract Schedule 1) Appendix A – Business Continuity and Disaster Recovery, paragraph 2 (Part A of the BCDR Plan and General Principles and Requirements).

Your response must, as a minimum, demonstrate the approach that you will take to effectively and thoroughly identify potential risks of disruption and single points of failure arising in delivery of the Services and with related Services delivered by a Related Contractor that could impact on the delivery of the Services, including how such a risk assessment will be updated to continuously improve the approach to Disaster Recovery following invocation of the Business Continuity and Disaster Recovery Plan for you and your Sub-Contractors throughout the duration of the Contract.

Your response must also Demonstrate your approach to management of communication that relates to a Disaster or the interoperation of your Business Continuity and Disaster Recovery Plan and any related or over-arching Business Continuity and Disaster Recovery Plan that is maintained by the Contracting Authority, ensuring that your Key Personnel contacts are available during the hours at which the Service is to be delivered, in accordance with:

· Attachment 4a – Specification (Contract Schedule 1) paragraph 8.1 (Service Levels);
· Attachment 4a – Specification (Contract Schedule 1) Appendix A – Business Continuity and Disaster Recovery, paragraph 2.1.6 (Part A of the BCDR Plan and General Principles and Requirements);
· Attachment 4a – Specification (Contract Schedule 1) Appendix A – Business Continuity and Disaster Recovery, paragraphs 2.1.4, 2.1.5 and 2.1.8 (Part A of the BCDR Plan and General Principles and Requirements);

b) Demonstrate how you will minimise the impact of any Disaster or Service Failure to the Contracting Authority, including provision of interim solutions to ensure that the business processes and operations facilitated by the provision of Services remain supported and to ensure continuity of the business operations supported by the Services, as outlined in Attachment 4a – Specification (Contract Schedule 1) Appendix A – Business Continuity and Disaster Recovery, paragraph 3.1 (Business Continuity Plan – Principles and Contents).

Your response must demonstrate, at a minimum, the measures and contingencies that you will maintain to ensure that the business processes and operations facilitated by the provision of Services remain supported to the standards and timescales required by the Contracting Authority in the event of a Disaster affecting your managed, staffed, secure and equipped facility.

Your response must also demonstrate the measures and contingencies that you will maintain to ensure that the business processes and operations facilitated by the provision of Services remain supported to the standards and timescales required by the Contracting Authority in the event of a Disaster affecting your primary method of secure data transfer, via the secure web portal in accordance with:

· Attachment 4a – Specification (Contract Schedule 1) paragraph 2 (The Requirement);
· Attachment 4a – Specification (Contract Schedule 1) paragraph 2.2 (Data Transfer);
· Attachment 4a – Specification (Contract Schedule 1) paragraphs 8.2.2 to 8.2.4 (Key Performance Indicators); and
· Attachment 4a – Specification (Contract Schedule 1) Appendix A – Business Continuity and Disaster Recovery, paragraph 3.1 (Business Continuity Plan – Principles and Contents).

c) Demonstrate the steps that will be taken, and processes that will be administered, in the event of a Disaster, to ensure effective and timely resumption of the provision of Services, and to address any prevailing effect of the failure or disruption of the provision of Services, as outlined in Attachment 4a – Specification (Contract Schedule 1) Appendix A – Business Continuity and Disaster Recovery, paragraph 4 (Disaster Recovery Plan – Principles and Contents). 

Your response must, as a minimum, demonstrate the processes and procedures that you will plan and invoke in the event of a Disaster to ensure swift and smooth resumption of the Services and to address any prevailing effect of the failure or disruption of the provision of the Services by you or your Sub-Contractors throughout the duration of the Contract.

Your response must also demonstrate your approach to how you will ensure that the impacts of any Disaster or Service Failure are minimised to the Contracting Authority through adequate testing of the Disaster Recovery Plan.

· Attachment 4a – Specification (Contract Schedule 1) Appendix A, paragraph 4 (Disaster Recovery Plan – Principles and Contents).

Responses should be limited to, and focused on each of the component parts of the question posed (a to c). Potential Providers should refrain from making generalised statements and providing information not relevant to the topic. 
Whilst there will be no marks given to layout, spelling, punctuation and grammar, it will assist evaluators if attention is paid to these areas and you address each of the component parts in this response guidance in the order they are listed above and highlight which part (a to c) you are responding to. 
Maximum character count – 8192 characters including spaces and punctuation. This character count cannot be exceeded within the e-Sourcing Suite. Responses must include spaces between words. 
No attachments are permitted; any additional documents submitted will not be taken into consideration for the purposes of evaluation.

	Marking Scheme
	Evaluation Guidance

	100
	The Potential Provider’s response fully addresses all 3 component parts (a to c) of the response guidance above.


	66
	The Potential Provider’s response fully addresses only 2 of the 3 component parts (a to c) of the response guidance above. 


	33
	The Potential Provider’s response fully addresses only 1 of the 3 component parts (a to c) of the response guidance above. 


	0
	The Potential Provider’s response has not fully addressed any of the 3 component parts (a to c) of the response guidance above.

OR

A response has not been provided to this question.
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