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1. [bookmark: _Toc504722838][bookmark: _Toc30755402]INTRODUCTION AND BACKGROUND

1.1. Thurrock Council (the Council) is seeking to appoint a Supplier to provide Supplies to be used for Nicotine Replacement Therapy (NRT).

1.2. NICE guidance recommends the use of pharmacotherapy interventions as an aid to help tobacco smokers quit, and states the importance of those seeking support to receive the full course of their chosen pharmacotherapy to increase their chances of quitting. Thurrock Healthy Lifestyle Service, is commissioned by Public Health to provide the recommended standard treatment programme along with the direct supply of NRT to their clients to support a stop smoking quit attempt.

1.3. Over the past year, the Council has ordered the following numbers for each product: this level of usage is expected to continue.

	Product
	Number

	Nicotine lozenges
	255 x 6 (pack size) = 1,530 units

	Nicotine chewing gum 
	145 x 4 (pack size) = 580 units
35 x 12 (pack size) = 420 units

	Nicotine inhalators
	420 x 6 (pack size) = 2,520 units

	Nicotine transdermal patches
	2,000 x 6 (pack size) = 12,000 units

	Nicotine nasal spray
	10 x 4 (pack size) = 40 units

	Nicotine oral spray
	280 x 6 (pack size = 1,680 units



2. [bookmark: _Toc504722866][bookmark: _Toc25926353][bookmark: _Toc30755403]CONTRACT TERM

2.1. The contract will be required for a period of three years with the option to extend for a further one year.

3. [bookmark: _Toc30755404]SUPPLIES REQUIRED

3.1. [bookmark: _Toc504722873]The Supplier will provide all the items listed in the Pricing Schedule. This includes:
· Nicotine lozenges
· Nicotine chewing gum
· Nicotine inhalators
· Nicotine transdermal patches
· Nicotine sublingual tablets
· Nicotine nasal spray
· Nicotine oral spray

4. [bookmark: _Toc30755405]ORDERING PROCESS AND DELIVERIES

4.1. The Council will raise a Purchase Order through its Oracle Cloud system as and when it requires the Supplies. The Supplier will automatically be notified about the order by email. 

4.2. The Supplier will make deliveries within 3 days of the order being received.

4.3. The Supplier will make deliveries to the following address:

Thurrock Council
Civic Offices, New Road
Grays
RM17 6SL

4.4. Deliveries will be made between the hours of 08:45 and 16:45 Monday to Friday throughout the year excluding public holidays. Deliveries will not be accepted on Saturdays, Sundays or Public Holidays unless approved by the Council.

4.5. The Supplier will ensure that a signature from a representative of the Council is obtained for each delivery. No deliveries will be left unattended either inside of outside of the building until a delivery signature is obtained. In the event of query, proof of delivery will be provided to the Council.

4.6. The Supplier will ensure that all products are packed and labelled by each individual order. Each delivery will be accompanied by a delivery note which as a minimum will include the following:

· The name of person who placed the order
· The name and delivery address of the recipient
· The purchase order number
· The product code and description
· The quantity of parcels packed for each order
· The number of products in each parcel

5. [bookmark: _Toc30755406]MINIMUM QUALITY STANDARDS

5.1. The Supplier must comply with all relevant EU and UK legislation.

5.2. The Supplier will ensure the Supplies are:
· of consistent high quality
· appropriate to their intended use
· in line with the product specification

5.3. All Supplies will be obtained from the licensed supply chain and consistently stored, transported and handled under suitable conditions, as required by the product specification.

6. [bookmark: _Toc30755407]CUSTOMER SUPPORT

6.1. The Supplier will provide a helpdesk service that will operate from 08:45 and 16:45 Monday to Friday throughout the year, excluding public holidays.

6.2. All calls will be charged at no more than a standard call rate (no premium rate telephone numbers). 

6.3. The Supplier will ensure that all staff appointed to the helpdesk have the relevant skills in customer relations, and have received training to address the requirements of Council staff with specific needs. 

6.4. The Supplier will ensure that all staff appointed to the helpdesk have the appropriate security clearance to work on the Council’s account.

6.5. The Supplier will provide online operating guidance to the Council, as well as a generic Frequently Asked Questions / information page to support the Council.

6.6. The Supplier will have a robust and auditable complaints procedure for logging, investigating, managing, escalating and resolving complaints initiated by the Council.

6.7. Complaints will be logged and acknowledged within twenty-four (24) hours of receipt and resolved within five (5) working days of the original complaint being made unless otherwise agreed with the Council.

6.8. The Supplier will replace any returned or faulty Supplies that are the same in price and quality within ten (10) working days from when the complaint made. 

6.9. All complaints will be recorded, together with the actions and timescales taken to resolve the complaint. The Supplier will analyse and identify any pattern of complaints and bring these to the attention of the Council during contract monitoring meetings.

6.10. The Supplier will have in place an escalation route for any complaints that have not been resolved within the specified timescales 

6.11. If the Supplier fails to deliver the correctly ordered product, or the quantity required, the Supplier will provide the correct product and/or quantity to the Council without any additional cost, and within 24 hours of the error being identified, Monday to Friday excluding bank holidays. 

6.12. In the event of an order being placed correctly by a Council, and in response a Supplier delivery faulty, incorrect products or wrong quantity the Council will not pay for these products. 

6.13. The Council will advise the Supplier of any incorrect products within ten (10) Working Days and, if they wish to retrieve such products, the Supplier will do so at their own expense and at a time agreed with the Council.

7. [bookmark: _Toc504722882][bookmark: _Toc30755408]PERFORMANCE MANAGEMENT

7.1. [bookmark: _Toc504722885][bookmark: _Toc30755409]Key Performance Indicators

7.1.1. The Supplier will provide data to evidence their performance against the Key Performance Indicators set out in Appendix 1.

7.1.2. At any time during the contract term the Council and the Supplier may work together to incorporate suggest additional or amended KPIs and targets to better demonstrate performance against the Service outcomes, as necessary.

7.1.3. If a Key Performance Indicator is not met during the period of the assessment then the Council may require the Supplier to put together an action plan to address the issues within a timescale to be defined by the Council.

7.1.4. If the Key Performance Indicator is still not met at the next Reporting Period, the Council reserves the right to terminate the contract in line with the contractual terms.  

7.2. [bookmark: _Toc504722887][bookmark: _Toc30755410]Performance Issues, Suspension and Termination of the Contract

7.2.1. The Council will raise performance issues with the Supplier verbally in the first instance.  The Council will then follow up with detail in writing within 7 working days.

7.2.2. The Council will advise the Supplier of the timescale for resolution of the performance issue.  

7.2.3. In the event that the identified issues are not rectified within the timescale, the Council may exercise its right to suspend the Supplier from receiving new orders until the identified issues are rectified.  

7.2.4. During this time the Council will provide a final deadline for resolution of issues. Failure to comply with the final request for resolution may result in the Council terminating the Supplier’s contract.

8. [bookmark: _Toc504722897][bookmark: _Toc30755411]SOCIAL VALUE

8.1. The Council has considered the implications of the Social Value Act 2012 within the remit of this Service. The Social Value Act requires public authorities to have due regard for economic, social and environmental wellbeing in connection with public service contracts.

8.2. The Council’s Social Value framework is set out here:
	https://www.thurrock.gov.uk/Council-procedures-and-thresholds/social-values.

8.3. The Supplier will deliver added social value that benefits the community and the people who live within it, for example, by using low emission vehicles to deliver Supplies.
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[bookmark: _Toc504722898][bookmark: _Toc30755412]APPENDIX 1 – KEY PERFORMANCE INDICATORS

Key Performance Indicators will be reviewed annually. 

	Outcome
	Description
	Calculation
	KPI Target
	Reporting Frequency

	
	
	
	
	

	Timeliness
	Percentage of orders received within the stated timescales
	Number of orders received in stated timescales divided by total number of orders
	95%
	Quarterly

	Accuracy
	Number of incorrect orders received
	N/A
	≤ 1
	Quarterly

	Customer Service
	Number of complaints made
	N/A
	≤ 1
	Quarterly
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