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Invitation to Tender
Accreditation Consultancy Services
	Date issued:
	6th June 2018

	Response deadline:
	20th June 2018 (12:00)

	Buyer contact details:
	Chris Jones
chris.jones@ombudsman.org.uk

0300 061 1571


1. INSTRUCTIONS 

1.1. PHSO is pleased to invite you to tender for the services described at Part A.  You may reply by completing the pricing schedule and tender questions in Part B.
1.2. Please note that Part C of this ITT must also be completed and submitted with your proposal.

1.3. Our intention is to award a contract for these services to the organisation whose tender is evaluated as the most economically advantageous (information on the evaluation process is given below).
1.4. Tenders for this requirement are invited against the Specification and PHSO’s standard terms and conditions of contract (Annex A). 

1.5. Please submit an electronic version of your proposal by no later than 12:00 (noon) on 20th June 2018 to the below tender mailbox:
procurement2@ombudsman.org.uk
1.6. Please note this tender box will not be opened until after the tender response deadline. Your tender must be submitted in Microsoft Word format.  PDF versions are not acceptable.
2. CLARIFICATION AND QUERIES
2.1. PHSO is committed to a fair procurement process that informs potential bidders as fully as is practicable. We are available for advice in relation to the process and the requirement.  Answers to bidder’s questions shall be circulated to all potential bidders where appropriate.
2.2. All enquiries must be submitted by email to the below contact:
Chris Jones

Procurement and Contracts Manager

chris.jones@ombudsman.org.uk
2.3. The deadline for submission of clarification questions is 13th June 2018.
3. PROCUREMENT TIMETABLE
3.1. Our intended procurement timetable is as follows:

	Activity 
	Date

	Issue Invitation to Tender (ITT)
	6th June 2018

	Deadline for submission of questions by tenderers
	13th June 2018

	Tender response deadline
	20th June 2018

	Presentations/clarification meetings with shortlisted bidders, if required
	w/c 2nd July 2018

	Contract award date 
	w/c 9th July 2018 


4. PRESENTATIONS/CLARIFICATION MEETINGS

4.1. As part of the evaluation process, shortlisted tenderers may be asked to present and/or clarify their overall proposals to PHSO’s evaluation panel.  It is expected that these presentations/clarification meetings, if required, will be conducted during w/c 2nd July 2018. You will be contacted as soon as possible if you have been shortlisted and are required to make a presentation.
5. EVALUATION
5.1. The evaluation process will be conducted fairly to ascertain the most economically advantageous tender in terms of price and the overall quality of the proposals to meet PHSO’s needs.

5.2. We may take account of any factors which impact on the tenderer's suitability that emerge from the tendering process and in relation to information previously available.

5.3. The clarity of your proposal and its relevance to PHSO’s requirements will be taken as an indicator of the quality of work to be expected.

5.4. Your response to our requirement will be evaluated under the following headings:
	Criteria
	% Weighting 

	Experience of providing the services 
	25%

	Technical experience of staff (including short bios) 
	15%

	Approach and understanding of the brief
	10%

	Quality assurance 
	10%

	Ability to meet timescales/budgets
	10%

	Price
	30%

	TOTAL
	100


5.5. To enable the qualitative evaluation, you are required to submit a response to a series of tender questions which relate to each of the evaluation criteria. These questions are set out in Part B of this RFQ. Your response to the tender questions should illustrate in detail your experience of working on contracts similar to that required by PHSO, and how you propose to provide the key components of the services over the term of the contract.
5.6. Scores will be allocated by PHSO’s evaluators to each of the tender questions in accordance with the following, and then multiplied by the weighting above to calculate your overall qualitative score:
	Score
	Assessment

	10
	Multiple evidence of strengths, no apparent weaknesses

	8
	Multiple evidence of strengths, some apparent weaknesses

	6
	Evidence of strengths outweigh evidence of weaknesses

	4
	Evidence of weaknesses outweigh evidence of strengths

	2
	Multiple evidence of weaknesses, some apparent strengths

	0
	No information submitted/no evidence of strengths


6. CONFIDENTIALITY
6.1. We request that you treat all information supplied by PHSO to you in confidence and not disclosed to third parties except insofar as this is necessary to obtain sureties or quotations for the purposes of submitting the tender.  All information supplied by you to PHSO will similarly be treated in confidence except that:

· We may seek references from existing or past clients, or other referees you have nominated;
· We may conduct a financial appraisal of your organisation in order to satisfy ourselves that you have sufficient means to perform the contract;
	1. Introduction

1.1. The Parliamentary and Health Service Ombudsman (PHSO) wishes to introduce an internal accreditation process for circa 80 senior caseworkers who carry out its investigations into complaints. PHSO has developed a draft framework in house to build on and have completed the recruitment of a training team to take on initial anticipated internal assessor and lead trainer roles. PHSO has the longer term objective of converting the internal scheme to an external scheme. 

1.2. We have already launched a comprehensive role ready and professional skills training programme for all staff to support ever greater standard of quality casework.

2. Definition of Roles

2.1. Operation managers’ line manage a team of senior caseworkers. They will be responsible for supporting the caseworker’s planning and submitting of information from their casework to a portfolio of evidence to achieve accreditation.

2.2. Senior caseworkers carry out investigations into complaints about the NHS and some Government departments. They will be responsible for submitting examples from their casework to a portfolio of evidence to demonstrate they meet the accreditation framework requirements.

2.3. Internal assessors will assess the evidence senior caseworkers submit via their portfolio and determine if it meets the requirements of the accreditation framework 

2.4. The internal verifier will assess the quality of the internal assessor’s work.

2.5. The lead trainer is responsible for the successful delivery of any training required to support accreditation, and manages the team of trainers we anticipate will be trained as internal assessors. We anticipate the lead trainer will be trained as an internal verifier.

3. Aim 

3.1. To appoint an accreditation consultant on a temporary basis, to lead and deliver the various elements which will make up the implementation of PHSO’s internal accreditation (non UK qualification) framework and programme for senior caseworkers. This will be to a level that would be transferable to a nationally accredited qualification at a later date if required.

4. Requirements

4.1. There are two main requirements for the work, as set out below.

1. Framework Completion

4.2. Purpose:  to review and amend the current in-house accreditation framework and deliver the associated steps needed to allow publication of all key material relating to accreditation by mid-August.

4.3. We expect this to include the following activity:    

· To consider and advise on the compatibility of PHSO’s framework in terms of externally recognised accreditation qualifications and an emerging Ombudsman Association Caseworker competency framework. This will ensure our programme is future proofed against any potential long term ambitions and options around external accreditation.

· Advise and assist in the creation of an accreditation ready training programme for managers and senior caseworkers, advise on re-accreditation, and advise on compatibility with external accreditation (to enable option to replace internal accreditation).

4.4. We expect this to include the following deliverables:

· A final version of the accreditation standards and framework which is sufficiently flexible and broadly in line with external good practice with regard to appropriate terminology including terms used in assessment criteria, methods, measurement and evidence requirements, covering both knowledge and skills factors.

· The products needed to launch accreditation with staff.  We expect this to include: accreditation handbook, portfolio of evidence template, policies and guidance for senior caseworkers and managers, accreditation induction training (including evidence gathering).

· Appropriate polices relating to the accreditation process i.e. Health and Safety, Data Protection, and others as identified.

2. Assessment centre resourcing and set-up

4.5. Purpose:  to provide advice and guidance on the resources needed to deliver PHSO’s internal accreditation process on an ongoing basis, and deliver the training and related policies and materials needed to support staff in Assessment Centre by mid-September.

4.6. We expect this to include the following activities and deliverables:

· Potential involvement in the selection and on boarding of an appointed accreditation manager, including the production of a roadmap for an appointed accreditation manager to deliver the internal and external accreditation plan over the following 12 months, post-consultancy.

· Advise on and deliver the requirements for the internal roles and duties of Assessor and Internal Verifier related resource, including the completion of appropriate certified training for the roles. This includes provision of an Assessment and internal verifier strategy and guidance for both – e.g. qualification handbook.

· Advise on and provide appropriate recognised training qualifications for circa 3 internal accreditation assessors and 1 internal verifier.

· Create a standard set of policies for an Approved Assessment Centre and ensure they are easily adopted.

· Create an assessment for any knowledge and performance elements within the framework which cannot be captured through the standard portfolio. 

· Advise on accessibility and ensure that all of the above are inclusive of staff reasonable adjustments.
5. Issues and considerations to be aware of

5.1. The consultant will be developing and delivering all elements of this programme. Access and dialogue will be available with a range of key PHSO staff. Much of this work can be done remotely but attendance at some key meetings in Manchester and London will be necessary.

5.2. The consultant will report into the lead director for professional skills and training.

6. Timeframe

6.1. We require the appointment of the consultant as soon as possible.

6.2. We plan for the following items to be carried out in the order given and completed by 19th September 2018:

· Work with project manager to develop detailed plan 

· Refine accreditation standards ready for approval 

· Accreditation process developed and ready for approval 

· All accreditation guidance developed 

· Policies drafted and ready for approval 

· All assessors trained and ready
7. Service requirements

7.1. The Contractor will:

· Provide a professional service and have relevant experience;

· Have a good understanding of our business, values and culture;

· Have sound project management processes, including meeting deadlines, good progress reporting, and quality assurance processes.
8. Security requirements

8.1. Where access to PHSO premises and/or ICT is required to perform the duties under the contract, and where the Contractor is not equipped to carry out Staff Vetting procedures (for example, because the Contractor is a sole trader) he or she is required to satisfy a Staff Vetting procedure which will be conducted by PHSO on contract award.

9. Quality requirements 

9.1. The Contractor will:

· Develop and agree monitoring arrangements to be applied to their work under the contract.  Acceptance criteria will be agreed with PHSO.

· Maintain a suitable procedure for escalation within the Contractor’s organisation.




PART B: REQUIRED INFORMATION (SUPPLIER RESPONSE)

1) Company information

Please provide the below information:

	Please state the full name of the organisation submitting this tender

	

	Please state the registered office address

	Address:

	Postcode:

	Please state the company registration number

	

	Please state the VAT registration number 

	

	To the best of your knowledge, does any director or senior officer of your organisation have any personal or financial connection with any member or senior officer of PHSO? 
	YES / NO

	If yes, please provide details


	Contact details (for communications, correspondence and enquiries relating to this procurement)

	Please state the contact’s name, and position within the organisation:

	Name:
Position:

	Please state the contact’s address:

	Address:
Postcode:

	Please state the contact’s telephone number:

	

	Please state the contact’s email address:

	


2) Quality

Tenderers must provide responses to the questions asked, to describe how they will meet the requirements of the contract.  The relative weighting which will apply to each method statement is also shown, for your information.  

	Please provide details of your experience of providing services similar to those described in Part A. Please include details of two references that we are able to contact, if required (25%)

	

	Please provide details of the experience of staff nominated to work on this project, including short bios. CVs may be attached as an appendix (15%)

	

	Please describe your proposed approach for providing the services, which demonstrates your understanding of the requirements (10%)

	

	Please give details of quality assurance processes that will be utilised in the delivery of the services (10%)

	

	Please provide a timeline for implementation and describe how you will ensure the project meet the required timescales (10%)

	


3) Price

Please complete and return the following Schedule of Prices and Rates.  Tendered prices and rates will be incorporated into the Contract upon contract award.
The Prices and Rates contained within this Schedule are firm for the Contract Period as set out in the Specification.
For the performance of the Services/provision of the Goods, the Contractor shall be paid the Contract Price calculated using the Prices and Rates detailed in this schedule.
The Prices and Rates exclude Value Added Tax.

All costs and expenses associated with the delivery of this requirement, including travel and subsistence, are included in the firm price and in the day rate.

Please quote an all-inclusive firm price (i.e. a price which is not subject to revision or alteration) to complete the work outlined in the Part A of this RFP.  Please also provide a detailed breakdown of fees by individual in accordance with the following schedule.

	Name
	Day rate

£
	Number of days
	Charges

£

	
	
	
	Sub-total

	Total firm price ex VAT
	

	VAT
	

	Total firm price inc VAT
	


Payment will be made on completion of the following deliverables/milestones for each of the four appointments. Payment for each appointment will be made on the following basis:

Please propose payment milestone below:

	Milestone/Activity
	Amount

	
	<please propose>

	
	<please propose>


References

Please provide details of two of your customers for which your organisation carries out work similar to that described in this ITT from whom PHSO can request references, if required.  For each potential referee, please provide the following:

(1) Customer name and full contact details (postal and email addresses and telephone number);

(2) Brief contract details including the start date, approximate contract value and a description of work performed.

REQUEST FOR PROPOSAL: PART C

1)  FORM OF TENDER 

To:
Parliamentary and Health Service Ombudsman


Floor 2, City Gate

Mosley St Manchester


M2 3HQ

Date:
[

]

Contract Reference number PR2047 for the provision Accreditation Services
I have examined the proposed Contract documents (Annex A of the ITT), consisting of:

Part 1: 
Form of Agreement;

Part 2:  
Terms & Conditions;

Part 3: 
Specification;

Part 4: 
Schedule of Prices and Rates;

Part 5: 
Administration Instructions.
In compliance with your Instructions and Information on Tendering Procedures in this ITT, I have completed and now enclose all of the information called for.

I declare that I am not aware of any conflict of interest or any circumstances that could give rise to a conflict of interest in the performance of the proposed Contract.

I hereby offer to enter into a Contract with The Parliamentary Commissioners for Administration and The Health Service Commissioner for England upon the conditions in the proposed Contract documents set out in Annex A of the ITT, for the Prices and Rates entered in the enclosed pricing schedule. I recognise that no other terms and conditions, nor any reservations that may be stated in any correspondence or other document emanating from me or my organisation in connection with the tender, shall be applicable to the Contract.

I warrant that I have all the requisite corporate authority to sign this tender.

I understand that PHSO is not bound to accept the lowest or any tender.  I also understand PHSO has the right to accept only part of the tender unless I have expressly stipulated otherwise.

This tender shall remain open for acceptance by PHSO for a period of 90 days after the due date for return of tenders specified in your Invitation to Tender.

Signed:
…………………………………………

Date:

…………………………………………
Name:

…………………………………………
In the capacity of:
…………………………………………
Duly authorised to sign Tenders on behalf of:

Name of Organisation:
…………………………………………
2)  CERTIFICATE OF BONA FIDE TENDERING

To:
Parliamentary and Health Service Ombudsman


Floor 2 City gate

Mosley Street


Manchester


M2 3HQ
Date:
[

]

Contract Reference number PR2047 for the provision of Accreditation Services
I declare that this is a bona fide tender, intended to be competitive and that I have not fixed or adjusted the amount of the tender by or under or in accordance with any agreement or arrangement with any other person (‘person’ includes any persons, any body or association, corporate or incorporate) except as disclosed in this Certificate.

I declare that the Company is not aware of any connection with a member of PHSO’s staff which could affect the outcome of the bidding process.

I declare that I have not done and I undertake that I will not do at any time any of the following:-


a)
communicate to any person, including the addressee calling for the tender, the amount or approximate amount of the proposed tender;


b)
enter into any agreement or arrangement with any other person or body that he or it shall refrain from tendering or as to the amount of any Tender to be submitted;


c)
enter into any agreement or arrangement with any other person or body that we will refrain from tendering on a future occasion;


d)
offer or pay or agree to pay any sum of money or valuable consideration directly or indirectly to any person for doing or causing any act of the kind described above to be done in relation to any other tender for the provision of the Goods/Services;


e)
canvas or solicit PHSO’s staff.

I understand that any instances of illegal cartels or market sharing arrangements suspected by PHSO will be referred to the Office of Fair Trading for investigation.   

I understand that any misrepresentations may also be the subject of criminal investigation or used as a basis for civil action.

In this Certificate “agreement” or “arrangement” includes any transaction private or open, or collusion, formal or informal, and whether or not legally binding.

Signed:
…………………………………………

Date:

…………………………………………
Name:

…………………………………………

In the capacity of:
…………………………………………
Duly authorised to sign tenders on behalf of:
Name of Organisation:
…………………………………………
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