SUPPORTING GUIDANCE FOR COMPLETION OF THE DWP JOBSEEKERS ALLOWANCE (JSA) NEW CLAIMS CONTACT CENTRE SERVICES PRICING PROPOSAL DOCUMENTATION

Completing the pricing proposal documentation 

1 You are required to complete the pricing proposal documentation and supporting assumptions electronically using the spreadsheet - Annex S.  As DWP will be administering this stage of the procurement process electronically via the dwp.bravosolution.co.uk portal, the completed spreadsheet (Annex S) should be submitted via the Bravo Solution e-tendering portal no later than the published deadline as stipulated in the instructions to bidders.
2 To open, click on the attachment, which should automatically open up the file.  You will be required to enter your organisation’s name in cell D4 on the Pricing Schedule sheet.

3 The spreadsheet comprises of four input sheets: a Pricing Schedule sheet; an Assumptions sheet; a FTE analysis sheet; and an Assets Schedule sheet, all separately labelled by tabs at the foot of the page.  For clarity, all cells requiring your input are highlighted in yellow.

4 Within the Pricing Schedule sheet you will need to populate all sections with appropriate information and costs.  Please Note:

· All costs and FTEs should be completed based on the volumes supplied in the Business Requirements and Specification Appendix 6;

· All costs should be input exclusive of recoverable VAT; and

· All costs are to include any proposed Potential Provider inflation over the course of the contract as indexation will not be applied.
5 Please do not amend the spreadsheet or any of the formulae contained within it.  The grey shaded sections will be automatically populated and input is only required in the yellow cells.  All other cells will be locked for ease of use. 
6 The period covered by the contract is from 1st August 2016 to 31stJuly 2018 (2 Years). 
· Year 0 relates to set up costs for the period leading up to Go-Live;

· Year 1 relates to the period 1st August 2016 to 31st July 2017;

· Year 2 relates to the period 1st August 2017 to 31st July 2018;

· Decommissioning costs relate to the post-contract period.
7 The Assumptions sheet is used to set out all supporting information and detailed assumptions that you have made to arrive at the costs.  This is to help us understand how the figures input to the Pricing Schedule sheet have been arrived at.
8 It is essential that the workings used in the calculations are shown under the appropriate assumptions headings and these workings are presented in a tabular format including formulae where applicable.  There is no word/page limit within the Assumptions sheet and Potential Providers are encouraged to expand the sheets accordingly to enable them to provide as much detail as possible in order to minimise the need to seek clarification during the bidding and post tender stage.
9 Where appropriate the total annual costs calculated in the Assumptions sheet will automatically carry through into the Pricing Schedule; where this applies the cells have been greyed out on the Pricing Schedule to indicate that they cannot be input on that sheet.
Completing the Pricing Schedule sheet 
10 The Part 1 Pricing Schedule sheet is divided into five tables, 1A, 1B, 1C 1D, and 1E. 
11 1A – Contract Price:  Shows Potential Providers costs broken down into three main categories, all costs will feed from the Assumptions sheet:
· Staff Costs;

· Accommodation Costs; and,

· Other Operating Costs.
12 Each of these main categories is then split into further sub-categories to capture detailed costs.
13 There are two further cost lines, Risk Premium and Profit, both of which will be automatically populated from the Assumptions sheet.
14 Entries should be made for each year of the contract where relevant.
15 Potential Providers should only include in the Assumptions sheet those costs relevant to the JSA New Claims Business Requirements and Specification.  NOTE: If there are any cost categories where Potential Providers have nil costs a ‘0’ (zero) should be entered into the relevant cell(s).  This will indicate that the cost category has been considered and there are no costs associated with that cost category rather than it being overlooked.
16 Costs should be given separately for each sub-category.  The total for each sub-category will be automatically calculated and will be shown in the ‘total’ column.

17 1B – Price per Customer Minute (PpCM):  In this table Potential Providers are required to input their PpCM.  Please avoid entering PpCM to more than 4 decimal places. DWP will use the PpCM up to 4 decimal places when paying the contract, therefore calculations relating to the Total Contract Price must use only a 4 decimally placed number to correctly show the true Total Contract Price to evaluate.
18 The PpCM entered in the yellow cell of the first column will be automatically copied into year 1 and year 2. When the PpCM’ is copied forward it is rounded to 4 decimal places using excels round() function. The round() function is used so that when calculating the total contract price it is not skewed by decimal places after the 4th decimal.
19 All call minutes in a particular week will be charged at the same rate.  
20 1C – Total Price Using Forecast Volumes:  DWP would like to understand the budgetary implications of the PpCM’s and set up costs Potential Providers have supplied.  
21 Table 1C has been pre-populated by DWP.  It calculates the PpCM multiplied by the number of minutes DWP assume will fall into each year if all the volumes from the Business Requirements and Specification are used.  These are added to the total set up costs copied from the Assumptions sheet.
22 Forecast call volumes are included in Appendix 6 of the Business Requirements and Specification document.  This Appendix also includes the Average Handing Times (AHT).
23 DWP would expect that the indicative contract price in this section to correspond to the Total Contract Price in Table 1A.  We have set a tolerance of +/- 0.2% of the Total Contract Price in Table 1A, to allow for rounding; if the Total Indicative Contract Price in Table 1C falls within the tolerance the cell will be highlighted green, if it is outside the tolerance it will turn red.
24 Should Cell I90 turn red Potential Providers should re-check the input figures and ensure any discrepancy is due to rounding, and not a variance in numbers. DWP may seek clarification around the assumptions that the Potential Provider has made in reaching their Total Contract Price in Table 1A. Please also note that if Cell I90 is red the Pricing Proposal may be deemed non-compliant.
25 1D – Working Capital Requirements:  This table is pre-populated by DWP with the Working Capital Requirements based on the total costs and prices in Tables 1A and 1C.  Please ensure you complete section 10 of the Assumptions sheet regarding your Working Capital requirements, and detail how any Working Capital Requirements will be met/funded.
26 DWP will assess, and take account of an organisation’s capacity and capability as part of the evaluation process.  DWP may seek additional information at Preferred Provider stage to understand funding arrangements.

27 1E – Declaration:  Asks for a declaration that costs are based on corporate information and that they have been approved by an authorised official.

28 Organisations will need to sign and date the declaration, stating their position in the organisation, before returning it to DWP with the rest of their tender by the published deadline. The declaration can be an electronic or typed signature. 
Completing the Assumptions Sheet

29 The Assumptions sheet is made up of ten separate sections, principally: 

· Staff Costs

· Accommodation Costs 

· Other Operating Costs

· Additional Assumptions

· Decommissioning Costs

· Risk Premium

· Profit Margin

· VAT Status

· Set up Costs

· Working Capital 

30 The Assumptions sheet should be used to capture full details about the costs detailed within the Pricing Schedule sheet. They should also be used to detail any other information on your tender which you feel is necessary to enable the evaluation team to have a full and robust understanding of your tender price. As part of the evaluation process, the information provided in the Assumptions sheet will be checked for consistency with the other parts of your tender.

31 The staff costs section has 8 sections for the different types of staff costs:

· Agent Costs;
· Team leader Costs;
· Management Staff Costs;
· Sub Contractor Costs;
· Delivery Organisation Staff Costs;
· Training Costs;
· Recruitment Costs; and,

· Other Staff costs.
32  Under each Cost category heading the Potential Provider is required to detail the Full Time Equivalent (FTE) and annual average salary including ‘on-costs’ by job role. The spreadsheet will then multiply the annual average cost for each FTE by the FTE total to give the total costs for that year. The sub-totals for all years of the contract will be added together to give contract totals.
33 On the Assumptions sheet the Agent FTE total in Section 1 (cells C31 & F31) will be highlighted red if they do not match the FTE requirement as calculated on the FTE Analysis sheet (row 19). There is a tolerance of 1 FTE in the check. The difference is calculated on row 21 of the FTE Analysis worksheet. If the Pricing Proposal is returned with any FTE total cells formatted red then DWP may deem the Pricing Proposal non-compliant.
34 Please note that any Staff Costs incurred as part of the initial training before contract start should be included in the year 0 Training Costs which form part of the Set-Up Cost. Thereafter; any further Staff Costs should be included in the PpCM by entering these costs in the relevant year of the relevant Staff Cost table.
35 Disclosure and Barring Service (DBS) costs incurred as part of the initial recruitment process can be included in the year 0 Recruitment Costs which form part of Set-Up Costs.  Thereafter, any DBS costs for further recruitment should be included in the PpCM, by entering these costs in the relevant year. 
36 National Living Wage - From 1st April 2016 new National Living Wage (NLW) Legislation will come into effect. DWP wishes to ensure Potential Providers are aware of the legislation, are compliant and have included any related costs. Please can the Potential Provider use the table provided on row 182 to demonstrate how the NLW requirement has been included in the Average Annual Salary Costs. Please provide a detailed calculation that demonstrates how the National Living Wage requirement is met. Please note the Average Annual Salary Costs include "on-costs", and the National Living Wage legislation refers to a minimum hourly wage for employees.
37 In the Additional information box below 1G, on the Assumptions sheet, Potential Providers should include any information which has been used to calculate the overall Staff Costs including training and recruitment.  From time to time the Potential Provider may be required to provide additional training for their staff following a change in requirements.  The hourly rate for this additional training should be included within this additional information and must be less than £15.
38 Accommodation Costs should be included in Section 2 for all buildings used to deliver this contract.
39 In the Other Operating costs, Section 3, there are 13 major cost category headings under which Potential Providers can enter their individual cost items.  A breakdown and explanation of how these costs have been calculated should be included in the Additional Information cell A488, section 3 on the Assumptions sheet. Any cost items that cannot be categorised under any of the listed headings should be included in the Any Other Operating Costs table.  A full explanation and breakdown of all other costs should be given on the Assumptions sheet.  It is expected that there will be little or no IT costs, as IT desktop hardware will be funded by DWP.
40 DWP believe there will be little or no Decommissioning Costs in relation to this contract, but have provided Section 5 to allow Potential Providers to provide details of any costs in relation to the decommissioning of assets at the end of the contract period. Any decommissioning costs included should relate to the 4 categories provided in rows 523 to 526.
41 Please note that any decommissioning costs included must be in relation to assets that have been directly used for the delivery of the service.
42 Section 6 allows Potential Providers to include a Risk Premium where relevant.  DWP will expect Potential Providers to provide a full explanation as to what this relates to and the rationale for the calculation in the text box. Any risks included in this table must be reconcilable to the Risk Register/Log submitted as part of your bid. 
43 Profit should be included in Section 7 with assumptions and calculations included in the text box provided.
44 VAT Status – Please ensure that the VAT rate(s) to be charged on invoices to the Authority are completed for each element of the funding model.  This is a mandatory requirement.
45 The responsibility for determining the VAT rate(s) to be applied to a bid lies with the Potential Provider. It is not appropriate for DWP to provide VAT advice to potential providers, or to suggest what VAT rate(s) should be applied to the bid or elements thereof.  If potential providers are unsure about the VAT status of the elements of this contract, advice should be sought from an appropriate expert, or liaise with HMRC directly. 
46 Please note that where a potential provider is still seeking confirmation from HMRC or other Tax Specialist of a VAT rate(s) to be applied by the bid submission deadline, the bid must be submitted on time. In this eventuality, the potential provider must clearly state that advice is still being sought and provide a proxy VAT rate(s) which should be confirmed at a later date.

47 If potential providers consider their input VAT (or parts thereof) for component goods and services relating to this contract is not reclaimable from H M Customs & Excise (HMRC) and have included the amount within their costs, they must include full details of the amounts included at Table 8.  Calculations for the Input VAT included within costs and an explanation as to why the potential provider considers they cannot reclaim from HMRC must be provided.
48 DWP is keen to understand all Set-Up Costs in detail. Where DWP expects that Set-Up costs may be incurred it has provided a year 0 column, on the Pricing Schedule page, to record those costs separately. DWP asks that Potential Providers also provide clear descriptions and calculations that identify and describe each item, making it distinct from other costs. Please note that Section 9 is provided for Potential Providers to further expand on and explain set up costs fully.
49 Section 9 is provided for Potential Providers to provide a breakdown of the assumptions and calculations used to arrive at any Set-Up costs. DWP believe there are seven categories where Set -Up Costs may be incurred. These are;

· Training;

· Recruitment;

· Fit Out Costs;

· IT Hardware;

· IT Software;
· Telephony and Communication; and
· TUPE Costs

50 This list is not prescriptive and it is likely that Potential Providers will incur little or no Set-Up Costs for some of these categories. Where nil Set-Up Costs are incurred please enter a “0” (zero) to indicate this.

51 Please note that Potential Providers must only include Set-Up Costs that are directly and wholly attributable to the delivery of the service.
52 In the Business Requirements and Specification the exceptional need to make outbound calls and issue paper claim forms is identified.  The costs for outbound calls will be paid by DWP on a ‘pass-through’ basis. Outbound postage will be handled via DWPs own Royal Mail Business Account. This means that Potential Providers must not include these costs in the Pricing Proposal.
Completing the FTE analysis sheet
53 The final sheet of the Pricing Proposal is designed to explain the assumptions that have been used to derive the agent FTE figures included in your bid.
The sheet has been pre-populated with the call volumes, total working days and average handling times for each year of the contract. The total call minutes is calculated from these numbers and is shown on row 14. 
54 Potential Providers should include the percentages of assumed shrinkage levels at rows 40 to 43 for unproductive time due to holidays, sickness, training and breaks. This will be converted to days per agent at rows 26 to 29.
55 Agent working hours per day should be entered at row 32 and this will be multiplied by the net working days per year at row 30 to give the number of working hours per agent per year after shrinkage.
56 The productivity rate should be entered as a percentage at row 33 which should take into account assumed call wait times, service line call blending, distribution of calls over the day/week, the required service levels for answering calls and speed of answer required etc. 
57 The productivity rate on row 33 is multiplied by the net working hours per year per agent as calculated in paragraph 56 above to give the productive hours per year for each agent on row 35.
58 The total call hours at row 15 is divided by the agent productive hours per year in row 17 (same as row 35) to give the average agent FTE required on row 19 for year. 

59 These FTEs should agree to the FTEs included in table 1A on the Assumptions sheets. Any difference highlighted on row 21 will need to be corrected by adjusting the FTE figures on either the FTE Analysis sheet or the Assumptions sheet. If the Pricing Proposal is returned with a difference still showing on row 21 of the FTE Analysis sheet then DWP may deem the Pricing Proposal non-compliant.
Completing the Assets Schedule sheet

60 In order to comply with International Financial Reporting Standards (IFRS) the Authority must consider any IFRS implications and potential impact on its Statement of Financial Position (SoFP) as a result of, but not exclusively, IAS 17 (Leases), IFRIC 4 (determining the existence of a lease) and IFRIC 12 (Service concession).  To do this, we require your assistance in providing full details of any assets that you will buy or lease if awarded this contract.  

61 There are 5 tables that allow Potential Providers to provide details of any assets that will be purchased or leased in order to deliver this contract.

62 DWP has de–minimus capitalisation thresholds it uses when considering IFRS implications. These thresholds are;

· IT Hardware and Software - £1,000; and

· All Other Assets - £5,000.

63 Please note that where an individual item costs less than the threshold, but forms part of a bulk asset purchase/lease whose total value is greater that the threshold, then the item should be included on this Asset Schedule on a pooled basis. For instance if purchasing 10 specialist desktop computers costing £4,000 each, these should be pooled together and recorded as a single item at a cost of £40,000 on the IT Hardware Table. Please provide the total cost of bringing the Asset into use in column I, and then provide the cost apportioned to this DWP contract in the following column J.

64 A clearly laid out breakdown of any pooled items should be provided in the free text box underneath each table. In the example provided above, a breakdown of the calculation should be provided in the IT Hardware Asset Assumptions, cell A82.

65 Please provide a name, a brief description, and cost for each relevant item. 

66 Then select from the drop down list if each Item is purchased or leased. If an item is leased also complete the next column to show what the term of the lease is. Please include the units of time used i.e. years/months/weeks.

67 Please provide an indication of the Useful Economic Life (UEL) of each asset. This is not to be simply taken as the period of the contract, but should be a considered and balanced view that reflects the true lifespan of the asset. Please include the units of time used i.e. years/months/weeks.

68 Please show if each item will;

· solely be used for the delivery of this DWP contract;

· be shared with other DWP Contracts; or

· be shared with other Non-DWP contracts.

69 If any item is shared with another contract then please also enter a percentage figure to indicate how much of the asset will be used for this DWP contract; e.g. if a building is expected to be leased, but will be equally used to deliver this DWP contract and two other non-DWP contracts, then it is expected you will enter 33% to reflect that usage.
Good Practices 
70 To reiterate, we would recommend the following good practices are incorporated in your model:
71 Where costs have been considered and there is no cost to be input to a cost line on the Assumptions sheet, ‘0’ (zero) should be entered to indicate to the evaluation team that these areas have been considered. 
72 Within the Assumptions sheet there is no word or page limit. Organisations are encouraged to expand the Assumptions sheets accordingly to enable them to provide as much detail as possible in order to minimise the need to seek clarification at the bidding and post tender stage.
73 Calculations and workings should be presented in a tabular format where possible, using formulae where applicable. This aids understanding of the calculations behind specific cost amounts.

