Quiality Questions Lot 20

Introduction

This document provides all the details of the Lot 20 questions, including the
requirement, response guidance, marking scheme and evaluation criteria for each
guestion.

For the avoidance of doubt, references to “you” and “your” in this document shall be
references to the bidder.

Remember your responses need to be submitted within the eSourcing suite, in the
technical envelope.

In the technical envelope, you will be asked to confirm which Lots you are bidding
for. You will only be able to access the Lot specific questions for the Lots you confirm
you are bidding for in this question. Please ensure you select the correct Lots.

Please ensure you have read Attachment 2 How to bid which contains information
on the Award process and how your quality score will be calculated, including the
weightings and minimum mark required for each question.

Each question must be answered in its own right. You must not answer any of the
guestions by cross referencing other questions or other materials for example
reports or information located on your website.

Section Q — Lot 20 Specific Questions — Managed Enforcement Services

Q1 - People, Systems and Processes

Requirement

CCS requires bidders to demonstrate the people, systems and processes that you will
utilise to deliver an effective managed enforcement service that will be specific to the
requirements set out in Schedule 1 - Annex | Managed Enforcement Services
Specification.

Bidders will provide an organisational structure including Key Personnel along with all
relevant qualifications and experience. Processes for providing and receiving accounts
and progress updates on accounts from EA Subcontractors and how you will retain the
most suitable Enforcement agencies on your panel to fulfil the requirements detailed in
1.10,1.14,1.39,1.6,1.7,1.9,1.17,1.19, 1.35 - 1.37 and 1.42 Schedule 1 - Annex |
Managed Enforcement Services Specification.

Response guidance
All bidders submitting a bid for Lot 20 must answer this question.

In order to satisfy the requirement, and the question associated with the requirement,
you must demonstrate

a) The processes you will have in place for providing and receiving accounts and
progress updates on accounts from EA Subcontractors as detailed in 1.14 and
1.39 of Schedule 1 - Annex | Managed Enforcements Services Specification
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b) How you will attract and retain the most suitable enforcement agencies on your
panel as per the specification points 1.6, 1.7, 1.9, 1.17, 1.19, 1.35 - 1.37 and
1.42 in Schedule 1 - Annex | Managed Enforcement Services Specification

In order to satisfy the requirement, you must also provide

C) an organisation structure as an attachment including Key Personnel and
relevant qualifications and experience as described in key deliverables 1.10 of
Annex | Managed Enforcement Services Specification

You are required to insert your response to this question in the technical envelope

a and b - your response should be limited to, and focused on, each of the component
parts of the question posed (a and b). You must not make generalised statements or
give irrelevant information.

Please attend to layout, spelling, punctuation and grammar. Address each of the
component parts in the order they are listed in this response guidance. State which
part you are responding to.

Maximum character count — 12,000 characters including spaces and punctuation. Each
box has a character count of 2,000 characters

You must not exceed the character count within the e-Sourcing suite. Responses must
include spaces between characters.

C - requires an organisational structure as an attachment which must be no longer than
2 pages of A4 and submitted in pdf format to question Q1a.
Name the file [Qla_ insertyourcompanyname].

Marking scheme Evaluation criteria

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

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

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

0 The bidder’s response has not fully addressed any of the 3
component parts (a to c) of the response guidance above.
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Q2 - EA Subcontractor Performance and Relationship Management

Requirement

CCS requires bidders to demonstrate your organisations ability manage subcontractor
performance and relationship management to ensure an effective delivery model for
buyers in Managed Enforcement.

Bidders will detail the Enforcement Agency Subcontractor Performance Processes
along with your approach to contract, commercial and relationship management along
with the personnel involved and their relevant experience with the management of EA
subcontractors to fulfil the standards specified in 1.8, 1.21 and Annex 1 of Schedule 1 -
Annex | of the Managed Enforcement Services Specification.

Response guidance:
All bidders submitting a bid for Lot 20 must answer this question.
You must insert your response into the text fields in the eSourcing suite.

In order to satisfy the requirement, and the question associated with the requirement,
you must demonstrate:

a) Your EA subcontractor performance management processes and how these
are maintained and reviewed in line with the requirements in 1.8 and 1.21 in
Schedule 1 - Annex | Managed Enforcement Services Specification.

b) Your approach to contract, commercial and relationship management with
Buyers and subcontractors will meet the requirements in Annex 1 of Schedule
1 - Annex | Managed Enforcement Services Specification.

c) Your compliance stage process and how you maximise collections at the
compliance stage including the data, information and tools utilised to do so and
what you will do to ensure continuous improvement in the volume of Customers
engaged and debts resolved at the Compliance Stage as per the specification
points 1.45, 1.48 in Schedule 1 - Annex | Managed Enforcement Services
Specification.

d) How you will attract and retain the most suitable Enforcement Agencies on your
panel as specified in 1.6, 1.7,1.9,1.17, 1.19,1.35-1.37 and 1.42 of Schedule 1 -
Annex | of the Managed Enforcement Services Specification

Your response should be limited to, and focused on, each of the component parts of
the question posed (a to d). You must not make generalised statements or give
irrelevant information.

Please attend to layout, spelling, punctuation and grammar. Address each of the
component parts in the order they are listed in this response guidance. State which
part you are responding to.

Maximum character count — 14,000 characters including spaces and punctuation.
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You must not exceed the character count within the e-Sourcing suite. Responses must
include spaces between characters. No attachments are permitted; any additional
documents submitted will be ignored in the evaluation of this question.

You are required to insert your response to this question in the technical envelope in
boxes provided, each box has a character count of 2,000 characters

Marking scheme Evaluation criteria

The bidder’s response fully addresses all 4 of the component
100 .

parts (a to d) of the response guidance above.

The bidder’s response fully addresses 3 of the 4 component
75 .

parts (a to d) of the response guidance above.

The bidder’s response fully addresses 2 of the 4 component
50 .

parts (a to d) of the response guidance above.

The bidder’s response fully addresses 1 of the 4 component
25 .

parts (a to d) of the response guidance above.

The bidder’s response has not fully addressed any of the 4

component parts (a to d) of the response guidance above.
0 OR

A response has not been provided to this question.

Question Q3 - User Platforms, Service Delivery and Customer Satisfaction

Requirement

CCS requires bidders to demonstrate your organisations systems, people, processes,
Subcontractors and platforms that you will use to ensure effective integration and
service delivery to Buyers.

The response must demonstrate how you will manage services effectively. Your
response should include how the user platforms will be used in delivering services as
detailed in Section A, Section F, Section G and Section H of Annex I. The response
should also demonstrate your customer satisfaction processes as detailed in 1.15,1.36,
143-148,151, 1.77 - 1.92, 2.1, 2.26 and 2.302 in Schedule 1 - Annex | Managed
Enforcement Services Specification including, appropriate geographic coverage,
recruitment and retention of Enforcement Agents as detailed in 1.35 and 1.126-1.137.

Bidders must demonstrate how will you ensure the allocation the optimal level of
guality resources including enforcement agents to deliver Buyer requirements at the
most appropriate times and how you will demonstrate that Buyers are not deprioritised
in comparison to any other contract you or you EA Subcontractors have as detailed in
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6.9, 1.126 - 1.129 of Schedule 1 - Annex | Managed Enforcement Services
Specification.

Response guidance
All bidders submitting a bid for Lot 20 must answer this question.

You must insert your response into the text fields and include attachments in the
eSourcing suite.

In order to satisfy the requirement, and the question associated with the requirement,
you must demonstrate:

a) The systems, people, processes, Subcontractors and platforms that you will
use to ensure effective integration and service delivery to Buyers. Describe
how you will manage services effectively as detailed in Section A, Section F,
Section G and Section H of Schedule 1 - Annex | Managed Enforcement
Services Specification.

b) Your quality of services, including details of how any proposed mobile cameras
and sound recording equipment would be used in delivering the services as
detailed in 2.24 of Schedule 1 - Annex | Managed Enforcement Services
Specification.

c) Your appropriate geographic coverage including your ability to recruit and
retain Enforcement agents with the consideration of customer satisfaction and
fair treatment of customers as detailed in 1.15, 1.36, 143-148, 151, 1.77 - 1.92,
2.1, 2.26, 2.302 and 1.35 Schedule 1 - Annex | Managed Enforcement
Services Specification.

d) How will you ensure the allocation of the optimal level of quality resources
including enforcement agents to deliver Buyer requirements at the most
appropriate times and how you will demonstrate that Buyers are not
deprioritised in comparison to any other contract you or you EA Subcontractors
have.

Your response should be limited to, and focused on, each of the component parts of
the question posed (a to d). You must not make generalised statements or give
irrelevant information.

Please attend to layout, spelling, punctuation and grammar. Address each of the
component parts in the order they are listed in this response guidance. State which
part you are responding to.

Maximum character count — 6,000 characters including spaces and punctuation.

You must not exceed the character count within the e-Sourcing suite. Responses must
include spaces between characters.

You are required to insert your response to this question in the technical envelope in
boxes provided, each box has a character count of 2,000 characters.
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Marking scheme Evaluation criteria

The bidder’s response fully addresses all 4 of the component
100 .

parts (a to d) of the response guidance above.

The bidder’s response fully addresses 3 of the 4 component
75 .

parts (a to d) of the response guidance above.

The bidder’s response fully addresses 2 of the 4 component
50 .

parts (a to d) of the response guidance above.

The bidder’s response fully addresses 1 of the 4 component
25 .

parts (a to d) of the response guidance above.

The bidder’s response has not fully addressed any of the 4

component parts (a to d) of the response guidance above.
0 OR

A response has not been provided to this question.

Question Q4 - Customer Records and Compliance

Requirement

CCS requires bidders to demonstrate your organisations ability to allow buyers to
access real-time customer records including, mediums available, Level of information
available, reports available and available content and how this can be customised by
the Buyer. This is detailed in 6.9, 1.126 - 1.129 of Schedule 1 - Annex | Managed
Enforcement Services specification.

Bidders must demonstrate your compliance stage process and how you maximise
collections at the compliance stage including the data, information and tools utilised to
do so and what you will do to ensure continuous improvement in the volume of
Customers engaged and debts resolved at the Compliance Stage as per the
specification points 1.45, 1.48 in Schedule 1 - Annex | Managed Enforcement Services
Specification.

Bidders must provide information relating to interaction with buyers throughout the
terms of their agreement and ensure an effective communication as specified in 1.126-
1.137 in Schedule 1 - Annex | Managed enforcement Services Specification.

Response guidance
All bidders submitting a bid for Lot 20 must answer this question.
You must insert your response into the text fields in the eSourcing suite.

In order to satisfy the requirement, and the question associated with the requirement,
you must demonstrate:
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a) Your ability to allow buyers to access real-time customer records including,
mediums available, Level of information available, reports available and
available content and how this can be customised by the Buyer as detailed in
6.9, 1.126 - 1.129 of Schedule 1 - Annex | Managed Enforcement Services
Specification

b) The processes you will have in place for providing and receiving accounts and
progress updates on accounts from EA Subcontractors as specified in section
1.14 and 1.39 of Schedule 1 - Annex | Managed Enforcement Services
Specification.

c) The process you will have in place to interact with Buyers that ensures a
positive and efficient outcome to both parties when interactions between
Supplier and data provider are undertaken.

Your response should be limited to, and focused on, each of the component parts of
the question posed (a to ¢). You must not make generalised statements or give
irrelevant information.

Please attend to layout, spelling, punctuation and grammar. Address each of the
component parts in the order they are listed in this response guidance. State which
part you are responding to.

Maximum character count — 6,000 characters including spaces and punctuation.

You must not exceed the character count within the e-Sourcing suite. Responses must
include spaces between characters. No attachments are permitted; any additional
documents submitted will be ignored in the evaluation of this question.

You are required to insert your response to this question in the technical envelope in
boxes provided, each box has a character count of 2,000 characters

Marking scheme Evaluation criteria

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

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

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

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