[bookmark: _Hlk52774684]Request for Quotes:  Contract for the delivery of an options appraisal for a best-in-class future state operating model for its contact centre’s operations.

Contract Period: 4 weeks
Summary
1. The London Borough of Lambeth is currently seeking consultancy services to deliver an options appraisal for a best-in-class future state operating model for its contact centre operations.

2. This brief sets out:
a) Context and further information about the opportunity; and
b) The process and next steps.

Context
3. Lambeth like so many other Councils faces the most significant of all challenges, our resources are being reduced whilst at the same time demand for our services are increasing.

4. In March 2020 Lambeth agreed a transformation agenda which comprises two strategic programmes to respond to these challenges:

· Total Resident Services Transformation
· Customer Experience and Digital

5. The vision of the Customer Experience and Digital programme is “We make access to all council services simple for all, ensure that we offer a quality customer-focused service end to end, and enable maximum self-service for those that can.”

6. Specifically, the Customer Service and Digital programme seeks to achieve 4 strategic measurable outcomes:

1. Achieve high customer satisfaction
2. Be accessible and inclusive 
3. Deliver timely outcomes and right first time
4. Increase effective customer self-service

7. At the same time the programme achieve savings in response to funding reductions and the ongoing impact of Covid 19, in order to protect council services.

8. The programme consists of a number of projects, one of these is to explore options for a new and radically different approach to how we manage our incoming enquiries (contracts) in order to enhance the resident experience and embrace a scalable digital solution to improve the consistency and enable residents to self-serve whenever.

9. Lambeth’s current Contact Centres are provided by Capita Plc, who operate two call centres (Southampton and Coventry) to handle all council enquiries during office hours, and out of hours. This includes revenues, benefits and housing services. All contact centre technology in use is managed directly by Capita. The council is however introducing a new cloud-based CRM and digital customer platform in 2021, which the contact centre will use, along with all customer services staff. 

10. Initially contracted in 2011, with a variation to contract (adding the Housing contact centre) in 2017, the contract with Capita runs until 2026. 

11. Key data from 2019-20 is presented in the table below. There are a whole raft of projects underway in the council already to reduce demand, including a new website from 2 January 2021 designed to best practice user-led design standards, a new self-service Housing portal in January 2021 for rents and repairs data, introduction of robot automation for voice and webchat for Revenues and Benefits, and a new operating model for Housing. We therefore anticipate demand to reduce by as much as 20% in 2021-22 and continue to reduce thereafter.
  
	 
	Revs & Bens in Coventry
	Housing in Southampton
	‘Corporate’ in Southampton
	OHH in Southampton
	TOTALS

	Annual cost (£K)
	
	
	
	
	c£3,000,000 

	Annual calls by agents
	157,896
	271,966
	305,824
	23,668
	735,686

	Annual calls by automated service
	64,511
	5,949
	163,787
	0
	234,247

	Annual emails
	0
	13,747
	66,476
	0
	80,223

	Annual webchats
	8,064
	0
	0
	0
	8,064

	Total inbound contact
	230,471
	291,662
	536,087
	23,668
	1,081,888

	Total inbound contact for agents
	165,960
	285,713
	372,300
	23,668
	847,641

	Staffing in FTE
	18.25
	29.7
	20.7
	7
	75.65

	Avg calls handled per day per agent
	41.3
	43.7
	81.8
	15.4
	 




12. The Council now wants to move at pace to consider options for a new contact service provision that will be fully integrated with council services; include best-in-class digital technology to deliver as much automated first-time resolution as possible for our customers; be accessible to all customers; provide the data and insight needed to design out failure demand at all stages of the customer journey, and the ability to target campaigns including promotion of digital adoption; and deliver an empathetic and efficient service for those customers and cases that cannot achieve a resolution via automation. 
Method & Requirements of the Brief
13. The London Borough of Lambeth is currently seeking consultancy services to deliver an options appraisal for a future state operating model for the Council’s Contact Centre’s.

14. The suite of future model options should be both costed (including in-house and supplier costs associated with implementing any new model) and time framed.

15. The model options should consider an offer of a phased approach in the delivery of the future end state, with a concentration on providing a scalable hybrid solution (digital/human interface) for housing services.

16. The Supplier should ensure that the following outcomes from the preferred model include:
· Achieve high customer satisfaction from an excellent end-to-end customer experience without failure demand and avoidable contact, delivering timely outcomes and right first time
· Be accessible and inclusive 
· Primary focus on Increasing effective customer self-service through a strong digital customer service offer.
· Effective resourcing for demand to achieve consistently high performance for all services and customers
· Optimal use of online diagnostics, triage, chatbots and Artificial intelligence (AI)
· Achievement of savings
· A model that enables the root cause of cost and demand to be effectively tracked and managed
· Delivery of high-quality data and insight about customers and their experience to support continuous improvement of customer services and council services more broadly, making best use of the latest analytics tools and techniques
· Integration with other access channels to ensure there is omnichannel coherence and consistency
· A model that is flexible and futureproofed with the ability to scale and take advantage of advances in technology and rapidly respond to meet new community needs and council requirements as they arise
· Social value for the place and people of Lambeth

17. Key deliverables of the engagement include but are not limited to:

· Options for future state operating models and partners that are best in breed, with clear appraisal against our criteria, and a recommendation for the best fit for Lambeth, with sufficient detail for Lambeth to select a preferred model.
· Appraisal of all sectors and partners that could provide the new operating model, and the transition to the new model
· Options that balance smaller more agile providers with security of future service delivery 
· Clearly outlined transition plan 

18. Key requirements of the engagement include but are not limited to:

· The Supplier’s team assigned should be expert and highly experienced in the sector, have a good understanding of the Council and will possess experience of this type of assignment and transformational change.
· Consultancy services should be delivered over a period of 3-4 weeks. 
· That due to critical need, the Supplier should mobilise the consultancy services at speed following contract award. 
Timescales for the quotation
19. A timetable for the selection process is detailed below (please note these dates may be varied at the council’s own discretion)

	Stage
	Component
	Indicative timescale

	Request for quotation
	Publication of Request for Quotation
	09 October 2020

	
	Deadline for receiving questions

	5pm on 16 October 2020

	
	Proposal submission deadline 

	5pm on 23 October 2020

	Selection
	Evaluation Period 
 
	26 – 28 October 2020

	
	Supplier invited to interview
	29 October 2020

	
	Interviews 
	03 November 2020

	
	Successful applicant selected and confirmed
	05 November 2020

	Contract Commencement
	Successful applicant commences contract
	09 November 2020 



All questions relating to this request for quotes and tenders must be emailed to
thillman-brown@lambeth.gov.uk by the above deadlines.
Information Requirements
20. Your proposal should consist of a written response to the Method Statement Questions below and your completed Price Proposal.  Your response to the Method Statement Questions must be kept to a maximum 10 sides of A4 (Ariel, Font Size 11, single line spacing) with clear indication of which question you are responding to.  Any submissions that exceed this limit will not be evaluated.  A draft copy of the terms and conditions applicable for this contract is also attached for your information.
[bookmark: _Hlk52898219]Tender Evaluation

21. The ratio that will be used to evaluate the proposals is as follows:

a. Price 	30%
b. Quality 70%
Method Statement Questions

	Type
	Questions
	  Marks Available
	Weighting

	Methodology 
	
1) Please detail what will be your approach to deliver the ‘key deliverables’ as outlined in 17 above? 

	0-5
	20

	Experience 

	
2)  Please detail your understanding of local authority and/or housing associations contact centre services and service user requirements.

3) Please detail your proven track record of delivering similar projects with other similar organizations, and how that will help you to successfully deliver the services to Lambeth. Please provide references.

4) Please detail what will be the quality and level of resource assigned to this project. Please include summary CV’s.

	0-5
	5



10



5



	Timing

	
5) Please detail how will you meet the 3 -4 week timescale of this project as outlined in section 18 – key requirements.

6) Please detail your approach to ensure that you are ready to mobilise at speed should you be the successful supplier.

	0-5
	5



5



	Quality 

	
7) Please detail how you will ensure the options appraisal contains market-leading innovation and creativity and delivers against Lambeth’s strategic objectives.

8) Please detail how you will ensure that the options appraisal will contain sufficient detail to enable speedy decision making by the Council.

9) Please detail how you may wish to offer an alternative approach to the assignment in terms of delivery timescales, ie shorter timescale or longer timeframe but additional deliverables.  

	0-5
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5



5


	
	Total (Quality Score)
	
	70




22. The components which are indicated with the appropriate weightings will be evaluated by the panel and the appropriate score will be agreed. The score achieved for this section will be weighted at 70% to give the final score for quality (Quality Score). 


· The Quality Score will be added to the Price Score to determine the Final score.
· The council reserves the right to challenge any information provided in response to the RFQ and request further information in support of any statements made therein.
· Potential Providers’ responses must clearly demonstrate how they propose to meet the requirements set out in the question and address each element in the order they are asked.
· Potential Providers’ responses should be limited to and focused on each of the component parts of the question posed. They should refrain from making generalized 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 including identifying key sections within responses.

23. Potential providers will be marked in accordance with the following marking scheme:

	0 
	Failed to address the question/issue. 

	1 
	An unfavourable response/answer/solution. There is limited or poor evidence of skill/experience sought; a high risk that relevant skills will not be available. 

	2 
	Less than acceptable. The response/answer/solution/information lacks convincing evidence of skill/experience sought; lack of real understanding of requirement or evidence of ability to deliver; medium risk that relevant skills or requirement will not be available. 

	3 
	Acceptable response/answer/solution/information to the particular aspect of the requirement; evidence has been given of skill/experience sought. 

	4 
	Above acceptable – response/answer/solution/information demonstrates real understanding of the requirement and evidence of ability to meet it (based on good experience of the specific provision required or relevant experience of comparable service or supply. 

	5 
	Excellent – response/answer/solution provides real confidence based on experience of the service or supply provision required. Response indicates that the supplier will add real value to the organisation with excellent skills and a deep understanding of the service or supply requested. 



[bookmark: _Hlk52899671]Price Evaluation Process

24. For price, each submission will be assessed on total project cost using the following formula:


Lowest Priced Technically & Commercially
		        		       Compliant Tender
Calculated:   Price Score = Total Available x 	       ----------------------------------------------------------------
				     Marks			          Tendered Price



25. Prices should be submitted in terms of total project cost (exclusive of VAT) and the total project cost will be used for price evaluation. This should be a lump sum price inclusive of all expenses relating to the delivery of this project.

Pricing schedule should also include a breakdown against schedule of rates and level of staff committed to the project for example senior consultant ranks higher than a junior consultant.


26. The Quality Score will be added to the Price Score to determine the Final score.  The Council will select a supplier on a most economically advantageous tender (MEAT) basis.   


27. [bookmark: _Hlk53053301]The Council also support innovation and understand that the project delivery period as outlined in the key requirements (section 18 and method statement question 9), may not provide for an approach to the assignment that suppliers would apply or recommend.  The Council therefore invites alternative approaches as part of your method statement question 9 response. Please also detail within your response to Question 9 the impact pricing (if any).
Interviews

28. As part of the evaluation process, and after scoring of quality submissions, suppliers may be requested to attend virtual interviews in order to answer any query relating to their submissions from the evaluation panel. The purpose of the interviews will be to clarify submissions and to confirm adjust scores. There will be no separate scoring mechanism for the interview stage.


7 – RFQBrief Options for the Councils Contact Centres
