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Document 5 - Specification

Membership Services Specification
Important Information Regarding This ITT

Peterborough and Stamford Hospitals NHS Foundation Trust and Hinchingbrooke Healthcare Trust are in the process of merging and as of the 1st April 2017 the two Trusts will be a single Trust that will be called North West Anglia NHS Foundation Trust the new contract will be awarded in this name and will commence on 1st April 2017.

1.
Introduction
1.1
The following document sets out the requirements for membership support services to the combined Hinchingbrooke Health Care Trust (HHCT) and Peterborough and Stamford Hospitals NHS Foundation Trust (PSHFT).  PSHFT was one of the first 10 foundation trusts, being established on the 1 April 2004.  As part of an agreed merger both organisations are currently reviewing membership management processes and the approach going forward to ensure that arrangements are innovative and support active membership engagement with the governors and both organisations’ services.  A recent membership recruitment drive increased the combined membership to 8,500 public members.  It should be noted that public and staff membership of a Foundation Trust is a statutory function.
1.2
The Trust is considering the provision of services to its public membership in four specific areas.  These areas do not need to be provided by the same organisation, and have been split to ensure that the best services can be brought together for the benefit of our local membership.  Interested organisations (“tenderers”) should therefore illustrate how they intend to fulfil these requirements in the individual areas, how they would work in partnership with other parties, and/or how they can bring together the different areas into a single package.  These four areas are the provision of:

· Membership database;

· Membership helpline;

· Design and print of membership material;

· Mailing and distribution.

1.3
Whilst tenderers are not invited to provide a specification for the following services, they are expected to show how they can add value and work in collaboration to ensure the three following requirements are effectively delivered:
· Election administration;

· Membership recruitment;
· Staff membership requirements.

1.4
Tenderers are expected to have their own knowledge and experience of foundation trust membership requirements and demonstrate how they will ensure that the services they are seeking to provide maintain compliant with all statutory requirements and the requirements of membership management reporting specified by NHS Improvement.  
1.5
Tenderers are expected to comply with all statutory requirements as specified by legislation from the UK Parliament.  Specific attention is expected to the following principles and requirements of legislation:

· equality and diversity;

· data protection and information governance principles;
· accessible information standard.
1.6
The specific questions for tenderers to address in their responses are outline in appendix 1.
2.
Membership Database
2.1
The fundamental building block of membership services is to have a structured membership database to hold members’ details, enable communication with members, check eligibility for membership, store contact information from members and their preferences for involvement, hold details of changes to members details, ensure that accurate reports and trends in membership can be identified, and ensure accurate and effective communication from the Trust.  The content of the database is to be owned by the Trust.
2.2
Members Details
The following details need to be held as a minimum.  Tenderers are expected to show how these details are to be held, how flexibility is built into the system to amend and add additional fields, and how accuracy is to be checked and maintained.
· Title

· Name

· Address

· Postcode

· Geographic location

· Ethnicity

· Date of Birth

· Age

· Electoral ward area

· Constituency

· Governor interest

· E-mail

· Telephone

· Mobile

· Preferred contact method

· Areas of involvement

· Community group links

· Membership date

2.3
Database Management
Database management is integral to ensuring effective communications.   It is therefore important that membership details can be accessed to record contacts, enable mailing (including at elections) and to support members participation.  The Trust is interested in different models of how this can be achieved by the tenderer or in conjunction with Trust staff.  
Contact will be needed by authorised Trust staff (e.g. to contact those members interested in a specific service or a particular geographic area), to register specific contacts or queries (potentially by an organisation separate from the database supplier); by those running election processes and mailing services (potentially a separate organisation).  The protection and security of members’ details is paramount, as members need to be assured of the highest standards of data handling.  The arrangements for the secure access and transfer of members’ details therefore need to be clearly specified and need to comply with the Data Protection Act 1998 and all other relevant legislation and Department of Health standards.  

2.4
Membership Eligibility

Membership eligibility for public members is defined by two specific requirements - postcode of residential address and age.  A membership area is maintained that shows the geographical range of membership, defined by local authority wards and their relevant postcodes.  The age limit for membership is set as a minimum of 16 years.
Tenderers are to demonstrate how they ensure individual members eligibility both prior to confirming membership and on an ongoing basis.  Tenderers also need to demonstrate how they will assist in the maintenance of the Trust’s membership catchment given the national processes for updating local authority wards and postcodes, and also potential changes in the Trust’s catchment area for its services.
2.5
Membership Reporting

Tenderers are asked to demonstrate how ad-hoc reports and those required by NHS Regulators to show changes in membership and impact of particular recruitment campaigns are to be produced.

2.6
Membership Database
Tenderers are asked to demonstrate how the database will be constructed and how requests for updated requirements will be met.  Tenderers will be asked to confirm how accuracy will be maintained and provide protocols for how current information will be securely transferred from the existing supplier.  The extent of available support for the database needs to be demonstrated.
3.
Membership Helpline/Individual Contact

Whilst a robust membership database is essential, the Trust will not attract or retain members unless being a member can be shown to have benefits for them or their community.  It is therefore important that the membership database is used to support and develop effective and efficient membership contact and involvement.  The Trust is keen to enhance its membership engagement activities to ensure that our services meet the needs of our local population and are developed to meet both their current and future requirements.  Tenderers therefore need to demonstrate processes for membership involvement in two specific areas.

3.1
Membership Activities
Tenderers should show how they intend to use the membership database to assist membership participation in particular activities (e.g. members wishing to become a governor, members interested in a particular geographical area or service).

3.2
Membership Helpline
Tenderers need to show how they will support members’ individual queries, both in terms of ensuring their information on Trust activities is up-to-date and recording queries for future analysis.  Tenderers should show how they expect to handle miscellaneous queries relating to specific details of the Trust including current issues highlighted by the local or national media. 
4.
Design and Print


The membership need to be supported by appropriate literature, especially a quarterly members’ newsletter.  Whilst content will be generated from within the Trust with the support of the governors, tenderers need to demonstrate how they can support the design and print of material (if required).
4.1
Design


It is important that there is a consistent theme and clear presentation for members’ publications.  This should enable a clear link to be made between materials.  Tenders are required to provide examples of design.

4.2
Print 

Tenderers are asked to demonstrate their arrangements for the printing of members’ materials.

5.
Mailing and Distribution

The distribution of membership materials needs to be timely and fit with Trust deadlines.
5.1
Mailing
Tenderers are asked to demonstrate how they expect to utilise the membership database and the outcome of printed material to ensure members get routine and ad hoc mailings.  This includes protocols for working in partnership with another organisation and processes by which members address details are safeguarded and used for mailing only.
Tenderers are asked to demonstrate how they could support those members of the public not interested in membership but who are interested in being kept up to date with developments across the Trust.

5.2
Distribution

Tenderers are asked to demonstrate additional methods for distribution of materials to members (including access to electronic media).

 6.
Added Value
Tenderers should show how they can add additional value to the Trust’s overall membership management services.

6.1
Election Administration
The Trust needs to hold elections to the Council of Governors from amongst public and staff members.  These will take place as a minimum twice every three years.  Tenderers are required to show how they will work in partnership to support this activity.

6.2
Membership Recruitment
The Trust needs to demonstrate that its membership is representative of the local community.  Tenderers are asked to show how they will work in partnership to support this requirement.

7.
Ensuring Quality and Cost Effectiveness

Tenderers are asked to demonstrate how the Trust can work to be assured of the quality of service offered to members.  Each section of the tender is to be costed separately, with a final cost for all the elements that make up the submission if this provides any additional savings.
Three site references from existing NHS Foundation Trust clients are also required please include:  contact names, telephone numbers and addresses.

Appendix 1

Tender Responses

Responses to the tender document are expected by: 12:00 Noon on Monday 23rd January 2017.
Final date for questions relating to this tender is 17:00 on Monday 16th January 2017.
Tender responses should be sent to https://eoecph.bravosolution.co.uk/web/login.shtml 
Tenders will be evaluated by a panel including representatives from the Trust’s Board of Directors and Council of Governors.  Tenderers will be expected to demonstrate their proposed system.
An open session lasting two hours (date to be arranged) is available for interested tenderers to visit the Trust and ask any questions for clarification.  All questions and responses received during the tender period will be copied to all tenderers.
The shortlisted tenderers will be invited to a presentation day that will take place during week commencing 6th February please ensure you will be available to present during this week.

Period of this contract is for three years with an option to extend for a further two, two year periods (maximum of 7 years).
In addition to any supporting material tenderers are asked to submit responses to the sections below.
Section  1.4 - Knowledge of foundation trust membership requirements

Specify how you have developed your knowledge of foundation trust membership.
Section 1.5 – Statutory compliance

Specify how you ensure that compliance is maintained with all UK legislation.

In particular specify how you ensure that your services comply with equality and diversity requirements, accessible information standards, requirements under the Data Protection Act 1998 and security. In addition we require that the successful tenderer signs up to the Trust’s Information Governance Tool Kit (attached separately) please confirm that your company will sign this should you be awarded the contract. 
Section 2.2 – Membership Database: Membership Details

Specify what membership details are to be held.

How these can be amended?

How are these checked for accuracy?

Section 2.3 – Membership Database: Access

How can details be securely accessed by authorised Trust staff?

How can details be securely accessed by other partner organisations for their duties to be performed?

How are bulk data transfers securely handled?

Detail back-up requirements and security for the membership database.

Section 2.4 – Membership Database: Eligibility

Detail how eligibility is to be checked prior to confirmation of membership.
How are eligibility changes to be handled (changes in age or electoral ward/postcode area)?

How are national changes to postcodes and electoral wards to be handled?

What assistance can be offered in suggested changes to the Trust’s membership area?

Section 2.5 – Membership Database: Reporting

Demonstrate how membership reports can be obtained (see appendix 2).

How flexible is the database in running ad hoc reports.

Section 2.6 – Membership Database: Construction
How are details to be received from the existing supplier?

What are the timescales for the database to be operational?

Detail any protocols for ensuring consistent recording of members’ details.

Detail any set up costs.

Detail ongoing maintenance costs for 9,000 members, 12,000 members and 15,000 members.

Section 3.1 – Membership Contact: Activities

Provide examples of how the membership database can be utilised to assist membership activities.

Section 3.2 – Membership Contact: Helpline
Provide a protocol for the capturing and answering of members queries.
Provide a protocol for how this activity interfaces with the database.

Provide details of the cost of a helpline facility.
Section 4.1 – Design

Provide examples of design materials.

Provide a cost of design for an 8 page A5 sized newsletter.
Section 4.2 – Print

Provide a timescale from delivery of electronic material to final print.

Provide a protocol for the receipt of electronic material, sign-off of proofs, delivery of printed material to the distribution company, and electronic copy to Trust.
Provide a cost for printing of the design materials for 9,000 members, 12,000 members and 15,000 members.
Section 5.1 – Mailing
Provide a protocol for the receipt of addresses, the use of electronic material, printed material and for mailing including how any copies are to be destroyed once mailing has been completed.

Provide a turnaround from receipt of material to completion of mailing.

What is the likely cost for 9,000 members, 12,000 members and 15,000 members?

Section 5.2 – Distribution

Provide examples of alternative distribution.

What is the likely cost of these?
Section 6.1 – Election Administration

Please specify how you are able to assist this process.

Section 6.2 – Membership Recruitment Activities

Please specify how you are able to assist this process.  Including the facilitation of off-site recruitment activities.
Section 6.3 – Staff Membership

Please specify ways in which staff details could be subsequently added.  Demonstrate working with the national electronic staff record.
Section 7 – Quality

Provide a protocol for the Trust to gain routine assurance of the quality of service being offered to members.

Provide details of three references.
Tender Panel Process

For the purpose of the tender evaluation, tenderers are expected to show how 30 test membership records are added to the database and manipulated.

Ease of remote use is expected to be demonstrated.
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