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Introduction 
 

1. Buyer Needs Statement 

1.1. Crown Commercial Service (CCS) is seeking to establish a Dynamic Purchasing 
Agreement (DPS) for the provision of Digital Inclusion and Support for all UK Central 
Government Bodies, wider public sector organisations and charities as listed in the 
Contract Notice for RM6209 – Digital Inclusion and Support DPS. 

 
1.2. This RM6209 – Digital Inclusion and Support DPS Agreement will be managed by CCS 

and any Contract(s) awarded under this DPS Agreement will be managed by individual 
Buyers. 

 
1.3. The intended Contract Period of the RM6209 DPS Agreement is four (4) years (48 

months) by CCS.  In the event that the RM6209 DPS Agreement is terminated, CCS shall 
give the Supplier no less than three (3) months written notice. CCS acknowledges that 
RM6209 DPS Agreement will not be terminated within the initial first two (2) months from 
the commencement date. 

 
1.4. Buyers may enter into a Contract with you for a period of their determining, up to a 

maximum of sixty (60) months, which may exceed the duration of the RM6209 DPS 
Agreement. Where the initial Contract Period is less than sixty (60) months a Buyer may 
elect to extend. The Extension Period cannot be more than twenty four (24 months) and 
must not take the Contract Period beyond the sixty (60) months in total. 

 
1.5. The flexibility of the Contracting Period allows the Buyer to determine appropriate 

contracting timelines required in order that the Supplier can meet the needs of the Buyer 
for large and complex projects.  

 
 

2. The Opportunity 

2.1. Government is committed to reducing the number of digitally excluded people in the UK, 
by removing the barriers presented by lack of access, digital skills, motivation or trust.  It 
is estimated that nearly 12 million people do not have the Essential Digital Skills needed 
for day-to-day life in the UK1 and many either can’t or don’t use digital government 
services independently. 
 

2.2. The Government announced2 that it would be investing £100 billion in infrastructure, 
including gigabit broadband connectivity and greater access for less connected areas, as 
well as investing £3 billion in a National Skills Fund. 

 

                                            
1 https://www.lloydsbank.com/banking-with-us/whats-happening/consumer-digital-index.asp 

2 
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/85388
6/Queen_s_Speech_December_2019_-_background_briefing_notes.pdf 
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2.3. The RM6209 – Digital Inclusion and Support DPS Agreement will provide Central 
Government Bodies and the wider public sector with the opportunity to procure an 
extensive range of Digital Inclusion and Support Services via a comprehensive number 
of Suppliers from the Voluntary, Community and Social Enterprise (VCSE) sector, the 
wider public sector and the private sector. 

 
2.4. Upon application to join the RM6209 DPS Agreement, bidders are required to indicate 

which categories and Services they are able to bid for. It is therefore essential that bidders 
select the exact elements relevant to their Service offering in order to be invited to the 
relevant Competitions.  

 
2.5. Buyers will use the product and Service element filters as detailed in Attachment 1 – 

Digital Inclusion and Support product and Services Matrix, to short list appointed 
Suppliers offering their Service requirements and invite to Competition.  
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3. What is a Dynamic Purchasing System? 

3.1. A DPS is a public sector sourcing tool for common goods and services under regulation 
34 (Dynamic Purchasing Systems) of the PCR 2015.  Bidders can apply to join at any 
point and don’t require any special IT equipment as a DPS eliminates unnecessary 
activity for the bidder, up front: 
 

 

 

  

 

CCS Dynamic Purchasing System (DPS) 

Digital Inclusion and Support Compliance achieved 

Multiple 
Suppliers  

Suppliers can apply to join DPS at any point  

DPS Agreement Terms & Conditions accepted 

Multiple 
Customers 

Customers Call 
for Competition 

through the 
DPS 

Suppliers accepted to the DPS – DPS Agreement executed 

Suppliers 
Request to 
Participate 
(RtP) in the 

DPS 

DPS Selection criteria satisfied 

Supplier(s) Awarded a Contract  

 

Publish Call for Competition 

Capable DPS Suppliers respond 

Customers evaluate Supplier responses 
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4. How will the Services within the DPS for RM6209 – Digital Inclusion and Support be 
organised? 

4.1. The RM6209 DPS will be organised into distinct categories so: 
 

a) Bidders can indicate all elements relevant to their Service offering, and 
 

b) Buyers can filter the elements to produce a shortlist of appointed Suppliers to invite 
to a Competition. 

 
4.2. The three (3) distinct categories comprise of: 

 Support type 
 Delivery method 
 Location 

 
4.3. Full details of the three (3) distinct categories and the sub-categories can be found at 

Attachment 1 – Digital Inclusion and Support Product and Services Matrix.  
 

5. Who are the Buyers of the RM6209– Digital Inclusion and Support DPS Agreement? 

5.1. The RM6209 – Digital Inclusion and Support DPS Agreement will be available to all 
Central Government and wider public sector Buyers as listed in the Contract Notice, 
including but not limited to the following:  

Central Government: 

 - Environment 

 - Defence 

 - Other Central Government 

Wider Public Sector: 

 - Education 

 - Fire and Rescue 

 - Health 

 - Local Government 

 - Not for Profit (Charitable) 

 - Police 

 - Housing Association 

Other Wider Public Sector 
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5.2. The RM6209 DPS Agreement is expected to see growth from both Buyers who use a 
current public sector Digital Inclusion and Support Agreement and also new Buyers who 
choose to purchase Digital Inclusion and Support Services via this DPS route. 

 

6. What are the benefits of the RM6209 – Digital Inclusion and Support DPS Agreement? 

 simpler, quicker process – accessible for both SMEs and other Suppliers seeking 
opportunities to provide services to the public sector 

 automated, electronic process – streamlined electronic process 
 flexible - new bidders can apply to join at any point 
 choice - increased scope/scale of Service offerings and access to public sector 

business 
 filtering of Supplier offering - ensures Suppliers receive notifications of 

Competitions that are relevant to their service offering 
 dynamic – Buyers can create bespoke specifications, Competitions and 

Contracts 
 supports localism and Social Value - enabling appointed Suppliers to bid for 

business either locally, regionally or nationally 
 savings – drives savings through the ‘Call for Competition’ procedure  
 efficiencies – reduces Buyers costs and process cycle time 

 

7. What is the estimated value of the RM6209 – Digital Inclusion and Support DPS 
Agreement? 

7.1. The estimated value is £2 million (excluding VAT) in the first year, growing to a 
potential total value of up to £50 million (excluding VAT) by year four (4) in line with 
targeted growth strategies. This will comprise multiple Contracts with multiple 
Suppliers, however there is no guarantee of work or spend under this RM6209 DPS 
Agreement. 

8. The current situation 

8.1. The RM6209 Digital Inclusion and Support DPS is a new offering from CCS. It is 
intended as a partial replacement for the expiring RM3765 Digital Training Support 
Framework Agreement. 
 

8.2. Since taking on management of the RM3765 Digital Training Support Framework from 
the Government Digital Service (GDS), we have consulted with stakeholders, reviewed 
its performance and its fit with existing CCS commercial agreements. We have 
determined this DPS approach will remove some of the overlap with other CCS 
commercial agreements and meet the needs of our Buyers. 
 

8.3. The review leading to this DPS includes a focus on a collaborative relationship and a 
balanced approach to risk within this contract. We intend to align this to a wider shared 
interest across Government to provide advice and guidance to Buyers in order to 
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ensure the right commercial and Supplier relationship approaches are being taken. That 
way we make it easier to deliver the right outcomes for society and better public service 
and that barriers to successful delivery are not unnecessarily created. 
 

8.4. Government continues to seek ways, where appropriate, to shift engagement with 
citizens from traditional face to face approaches to more efficient digital channels as 
part of an ambition to deliver wider benefits and be more innovative. 
 

8.5. This transformation retains the focus that everyone who can use digital services 
independently will be encouraged to do so, and Government will always offer help to 
those who can’t. 
 

8.6. That is why CCS is seeking such Services that provide (Assisted Digital) support to use 
government digital services, (Digital Inclusion training course or service) design and 
(Digital Inclusion training course or Service) delivery.  
 

8.7. Any requirements for research and analysis can be directed towards the RM6018 
Research Marketplace. Any marketing and campaign requirement can be directed 
towards RM3796 Communication Services or RM3774 Campaign Solutions. An 
alternative relating to public service transformation that might require agile software 
development can be found in RM1043.6 Digital Outcomes and Specialists 4. The Digital 
Marketplace and RM1557.11 G-Cloud 11 can also provide some services as 
alternatives to consider in a cloud computing environment.  
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9. Specification (Schedule 2 Part A Goods and/or Services) 
 

9.1. Our priorities 
9.1.1. Crown Commercial Service (CCS) has three strategic priorities: 

 focus on the Buyer (Contracting Authority) 
 maximise commercial benefits 
 strengthening the UK Economy through effective policy delivery 

 
9.1.2. The Digital Inclusion and Support DPS will have a positive impact on all three (3) 

of these priorities. 
 

9.1.3. We will meet the needs of Contracting Authorities by providing support and 
guidance around the commercial approach to Assisted Digital and Digital 
Inclusion related Services. 
 

9.1.4. The DPS will remove some unnecessary barriers and deliver a quick and robust 
process to encourage the participation of service providers from the Voluntary, 
Community, Social Enterprise sector, and also public and private sectors. 
 

9.1.5. The DPS will help us establish more inclusive and diverse supply chains to 
provide Contracting Authorities with a better and more innovative range of service 
options that connect with their Social Value priorities in their communities. 
 

9.2. Scope  
 
9.2.1. The Supplier shall provide products and Services as detailed in the Product and 

Services Matrix of DPS Schedule 2 (Key Performance Indicators and Services) 
of RM6209 DPS Agreement.  
 

9.2.2. The core requirement of RM6209 – Digital Inclusion and Support shall include but 
not be limited to provision of either one or a combination of Services in each of 
the filters three (3) distinct categories: 
 
 support type (two (2) levels) 
 delivery method (two (2) levels) 
 location/postcode ((2) two levels) 
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9.2.3. Within the filters for the subject area and delivery method there is a second level 
of identification required as described in further detail below: 
 

a. Support Type - Level 1 

Support Type – 
Level 1 

Support Type - Level 2 

Assisted Digital Other community, social and personal services 

Training facilities  

Training services  

Staff training services  

Computer-user familiarisation and training services  

Computer-related services 

Provision of services to the community 

Training programme services 

Vocational training services 

Adult and other education services 

Computer training services 

Personal development training services 

Social services 
Office-support services (to include Telephone 
answering services) 

Design Computer-user familiarisation and training services  

 Personal development training services 

 Computer-related services 

 Provision of services to the community 

 Staff training services 

 Adult and other education services 

 Training facilities 

 Computer training services 

 Training programme services 

 Vocational training services 

 Social services 

 Coaching services 

Delivery Training programme services  

  Computer training services  

  Staff training services  

  Provision of services to the community  

  Computer-related services  

  Computer-user familiarisation and training services  

  Social services 
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  Adult and other education services 

  Training services 

  Training facilities 

  Vocational training services 

  Personal development training services  

  Coaching services 

b. Delivery Method - Level 1 

Delivery Method 
– Level 1 

Delivery Method - Level 2 

Talk-through High-street 

Outreach 

Telephone 

Webchat or equivalent 

Other 
Proxy Telephone 

Webchat or equivalent 

High-street 

Outreach 

Other 
Online High-street 

Outreach 
In person High-street 

Outreach 

c. Location/Postcode 
 

Location/Postcode 
– Level 1 

Location/Postcode Level 2 

Post Code/ Radius  
Isle of Man Isle of Man - All  

Channel Islands Channel Islands 

Gibraltar Gibraltar 
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9.3. Mandatory Service Requirements: 
 
9.3.1. This section provides details of the mandatory service delivery requirements that 

the Supplier shall be expected to fulfil in their entirety, in order to meet the 
requirements of this DPS Contract.  
 

9.4. The Digital Inclusion and Support Services 
 
9.4.1. The Supplier shall ensure, where required, all technology and digital services are 

designed in line with the Government Digital Service (GDS) Digital Service 
Standard, and in particular number 5 which is “Make sure everyone can use the 
service”. 
 

9.4.2. The Supplier shall ensure that, where applicable, systems are either enabled for 
mobile use or can easily be integrated with mobile enabled interfaces.  

 
9.5. Support 

 
9.5.1. This section relates to the provision of assisted digital support. This is the delivery 

of support to assist users through all or part of a government digital service. Exact 
requirements will be detailed in Order Procedures, based on user needs for the 
specific service. 
 

9.5.2. The Supplier will be expected to provide or contribute to support for users who 
need it which: 

● is aligned with assisted digital guidance in the government service design 
manual 

● helps users build the skills or confidence to complete government digital 
services independently 

● is easy for users to find and access, at the times and places they need it 
● is free to use (no additional fees are charged, over any payment required for 

completing the digital service) 
● gives a good end to end experience for users  
● is trusted by users 
● securely stores and handles users’ personal data, ensuring users’ privacy is 

maintained 
● meets legal accessibility and language requirements 
● is measured through analytics and user feedback, to improve the support 

and make the digital service better 

9.5.3. Supplier Staff must be suitably trained to support users through specific digital 
services, including providing information about the Government service or the 
policy behind it.  
 

9.5.4. Appropriate technology must be available by the Supplier as required to provide 
support for the specific digital service. 
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9.6. Design 
 
9.6.1. This section relates to services relating to the design of a Digital Inclusion training 

course, product or intervention for any channel. This includes some or all of the 
below: 

● design of a Digital Inclusion course, intervention or product  
● design of a proposal to evaluate a course, product or intervention (see 

section on Measuring Digital Inclusion below) 
● design of a training plan  

 
9.7. Delivery 

 
9.7.1. This section relates to the procurement of the delivery of Digital Inclusion training 

via any channel. This includes some or all of the below: 

● delivery of basic digital skills training to meet broad or targeted user needs - 
this may focus on achievement of a particular outcome and/or may include 
a basic digital skills qualification 

● the monitoring and evaluation of training (see section on Measuring Digital 
Inclusion below) 

● establishment and/or management of a training programme  
● establishment and/or management of one or more sites/network 
● management of staff and/or volunteers who deliver training 
● establishment of feedback arrangements with staff/volunteers and users to 

ensure interventions and products meet user needs.  
● user engagement, feedback and use of analytics to make improvements to 

training and related products 
● creation and/or enhancement as well as maintenance of bespoke courses, 

products and interventions during the contract 
● co-ordination and/or collaboration with a range of national and/or local 

partners 
● meeting evaluation and reporting requirements 

 
 

9.8. Standards 
 
9.8.1. The Supplier shall comply with the appropriate standards (or equivalent) as 

updated and as applicable for the RM6209 Digital Inclusion and Support DPS 
which shall include but not be limited to: 

 
Accessible IT Standards 

 
 World Wide Web Consortium (W3C) Web Accessibility Initiative (WAI) Web 

Content Accessibility Guidelines (WCAG) 2.1 Conformance Level AA 
 ISO/IEC 13066-1:2011 Information Technology - Interoperability with 

assistive technology (AT) – Part 1: Requirements and recommendations for 
interoperability 
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 Essential Digital Skills Framework 
https://www.gov.uk/government/publications/essential-digital-skills-
framework/essential-digital-skills-framework 
 

Information Technology Standards  
 https://www.gov.uk/government/publications/open-standards-

principles  
 https://www.gov.uk/guidance/government-design-principles  
 https://www.gov.uk/service-manual/service-standard 

 
Social Value Task Force National TOMs (Target Operating Models) 
 
 Social Value in Government Procurement 

 
Yet to be published on the .GOV.UK web site, but consultation on which it 
is based is here: https://www.gov.uk/government/consultations/social-value-
in-government-procurement 

 
Artificial Intelligence 

 
 Artificial Intelligence (AI) Standards Suppliers must comply with Buyer 

requirements in respect of AI ethical standards where applicable 
 

 
9.9. Security 

 
9.9.1. The Supplier shall be required to have their own security operating 

procedures that shall be made available to Buyers.  
 

9.9.2. The Supplier shall ensure appropriate security standard, controls and 
measures in place such as access to premises.  
 

9.9.3. The Supplier shall ensure that any suspected or actual security 
breaches are reported to the Contracting Authorities representative 
immediately.  
 

9.9.4. The Supplier shall provide details of their personnel security procedures 
and upon request by Buyers, details of all personnel that they intend to 
use in the delivery of the Services.  
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9.10. Staff Vetting 
 

9.10.1. Buyers may have a requirement for the vetting of personnel at the Order 
Procedure stage. In this event, the Supplier shall ensure that their 
personnel vetting procedures  under the DPS Contract and individual 
Order Contracts entered into under it by Buyers comply with the British 
Standard, Security Screening of Individuals Employed in a Security 
Environment – BS 7858:2012 or agreed equivalent, unless otherwise 
specified by the Buyer at the Order Procedure stage.  
  

9.11. Social Value 
 
9.11.1. Social Value legislation and guidance  places a legal requirement on all public 

bodies to consider the additional social, economic and environmental benefits 
that can be realised for individuals and communities through commissioning 
and procurement activity, and, in Scotland, to deliver them. These benefits are 
over and above the core deliverables of contracts.  More information on social 
value can be found at: https://www.gov.uk/government/publications/social-
value-act-introductory-guide 
 

9.11.2. CCS and Buyer(s) have identified the following social value priority themes for 
this procurement and we have included the potential outcomes beneath. Buyers 
may have their own social value priorities which they will make clear to Supplier 
at Call Off Contract. 
 
 Diverse supply chains 

o Ensuring supply chains are accessible to all types of businesses, 
including SMEs and VSCEs 

 Skills and employment 
o Improved employability and skills 

 Inclusion, staff mental health and wellbeing 
o Ensuring businesses in the supply chain encourage increased 

representation of people with disabilities in the workforce 
o Ensuring businesses in the supply chain encourage improved gender 

pay balance 
o Ensuring businesses in the supply chain encourage increased Black, 

Asian and Minority Ethnic (BAME) representation in the workforce 
o Ensuring businesses in the supply chain encourage inclusion and 

improved staff mental health and wellbeing 
o Ensuring businesses in the supply chain encourage more cohesive 

communities 
 Safe and Secure Supply Chains 

o Cyber security risks are reduced 
o Modern slavery risks are reduced 

 
9.11.3. The Supplier shall identify Social Value options which are appropriate to Buyers 

at Order Procedure stage. Any Social Value options selected by Buyers at the 
point of Order Contract award, shall be in accordance with the Government’s 
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Social Values which are current at that point in time 
 

9.11.4. The Supplier shall complete annual Corporate Social Responsibility (CSR) 
assessments upon request from Buyers. 
 

9.11.5. For more information on Social Value please see the following link 
https://www.gov.uk/government/publications/social-value-act-introductory-guide 
 

9.11.6. Social Value in Procurement guidance (soon to be published) will be of interest 
to all Buyers, and the Social Value Task Force National TOMs  as mentioned 
above in 9.8 Standards section. The Supplier is recommended to familiarise 
themselves with the Social Value Themes, Outcomes and Measures therein. 
 

 
9.12. Measuring Digital Inclusion - the Digital Inclusion Outcomes framework 

 
9.12.1. A Digital Inclusion Evaluation Framework has been developed as a template for 

benchmarking and tracking Digital Inclusion and evaluating activities locally. This 
will provide evidence of the impact of digital inclusion/skills on improved 
outcomes across key policy areas. It also demonstrates the case for investment. 
CCS recommends that procuring bodies use this framework to measure their 
digital inclusion activities.  
 

9.12.2. Within the Government Digital Inclusion Strategy, the GDS propose a Digital 
Inclusion Scale - a 9-point scale measuring digital capability (see Annex 2 of that 
strategy). 
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ANNEX A – Glossary 

Term Definition 
Assisted Digital Means providing support to anyone who cannot use government’s 

digital services independently. Provision of an Assisted Digital 
service means supporting users to complete a government digital 
service transaction. 

Competition Also known as a mini-competition or a mini-tender, this is a 
competed procurement exercise between the awarded Suppliers 
on a DPS. An individual Contracting Authorities requirements are 
sent to the registered Suppliers who are then invited to submit a 
specific tender to fulfil these requirements. This helps to ensure 
that Contracting Authorities are able to thoroughly test the market 
to ensure the best quality of products or services are received at 
the most competitive rate. 

Contract Notice Means the Contract Notice published within the OJEU  
Contracting Authorities Means the bodies listed in the OJEU Notice  
Buyer Means the Authority and/or any other Contracting Bodies (within 

the meaning of the Regulations) described in the OJEU Contract 
Notice  

Digital Inclusion Means helping people become capable of using and benefiting 
more widely from what the internet can provide. For example 
connecting with friends, finding job opportunities and completing 
an application, and saving money through shopping Online. 

Digital Service Standard  

 

A set of criteria to help government create and run good digital 
services. The standard is detailed here: 
https://www.gov.uk/service-manual/service-standard  

Dynamic Purchasing 
System (DPS) 

A DPS is a public sector sourcing tool for common goods and 
services under regulation 34 (Dynamic Purchasing Systems) of 
the PCR 2015.  

Essential Digital Skills 
Framework Means the framework that is intended to be used by everyone in 

the UK involved in supporting adults to improve their essential 
digital skills. 

The framework also informs the Lloyds Bank Consumer Digital 
Index, which involves a basic digital skills survey of 9,000 people. 

Digital Inclusion Scale A measurement approach suggested by the GDS to help 
understand what support users of government services need and 
how government can help people go Online. Annex 2 in the 
Government Digital Inclusion Strategy: 
https://www.gov.uk/government/publications/government-digital-
inclusion-strategy/government-digital-inclusion-strategy#annex-2-
digital-inclusion-scale-for-individuals 
 

Digital Inclusion Strategy The Government Digital Inclusion Strategy is detailed here: 
https://www.gov.uk/government/publications/government-digital-
inclusion-strategy/government-digital-inclusion-strategy 
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High-street The user visits the support provider. 
In-person Provision of service by a person (face to face). 
Online Provision of a service using the internet. 
Outreach The user is visited by the provider (for example, at home, at work, 

in a care or nursing home). 
Proxy Means that somebody inputs data on the user’s behalf, and 

completes the transaction for them. 
Social Value Means wider social, economic and environmental benefits that 

can be secured through the delivery of contract and defined with 
The Public Services (Social Value) Act which came into force on 
31 January 2013. 

Supplier Means Bidder who is successful in their tender for RM6209 (the 
DPS) 

Talk-Through Means that somebody guides the user to complete the transaction 
themselves. 

 

 


