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Pre-Tender Market Engagement

			              First Line Datamart support services 

Authority: 	Ministry for Housing, Communities and Local Government (MHCLG) (“the Authority).

Date Response required: 5pm 	(GMT) Friday 16 August 2019 

1 [bookmark: h.bln3z1easf91]PURPOSE

1.1 This Pre-Tender Market Engagement (PTME) seeks information in preparation for the potential procurement of a Supplier (from herein referred to as a “Potential Supplier”) to provide a set of service requirements specific to the MHCLG Datamart business applications suite.  The purpose of this PTME is to:

1.1.1 help define the requirement;
1.1.2 help provide a better understanding of the feasibility of the requirement;
1.1.3 understand the best sourcing approach for this requirement;
1.1.4 understand the capacity of the market to deliver and possible risks involved; and 
1.1.5 provide the market with an opportunity to ask questions, raise queries and any issues to be addressed at an early stage.
1.1.6 help identify indicative costs and timing for the proposed work.

1.2 The Authority shall maintain commercial confidentiality of information received during the PTME.  

2 INTRODUCTION
2.1 The Authority aims to help create great places to live and work right across the country and to back communities to come together and thrive. We strive to:

· Deliver the homes the country needs  
· Make the vision of the place you call home a reality  
· Support local government to deliver high quality services with sustainable finances
· Create strong communities, socially, economically and a sense of place  
· Secure effective support for those effected by the Grenfell Tower disaster, delivering the changes this tragedy demands and ensuring people are safe and feel safe within their homes 
· Support a smooth exit from the European Union 
 
Further information on the Authority can be found on the link below: 
https://www.gov.uk/government/organisations/ministry-of-housing-communities-and-local-government
3 HIGH LEVEL OUTLINE PROJECT OUTCOMES REQUIRED
3.1 The Authority seeks to appoint an appropriately skilled, suitably resourced, and exceptional third-party partner/supplier to provide ongoing service desk support (first line support), of the Datamart services. The Datamart is a corporate solution which provides support for numerous grant and data collection programmes to be supported and administered online via bespoke applications, within a consolidated single departmental suite of business-critical web applications.  It is hosted within the Amazon Web Services Platform as a Service ‘Cloud’ platform. 
3.2 [bookmark: _GoBack]The supplier will be required to include any future Datamart services or enhancements to the existing service offering. As the service matures the supplier will also be expected to increase their knowledge of the various services and provide business related, functional support once the appropriate knowledge transfer has taken place.
3.3 All MHCLG web applications and hosting are managed by the Authority which are outsourced to third party suppliers. 
3.4 The supplier will also be required to comply with Government Digital Service standards for digital service development, provisioning and support. Delivery methodologies will be required to comply with the GDS Design Manual laid out in the Government Service Design Manual (https://www.gov.uk/service-manual).
3.5 Last year’s support calls reached approximately 50,000, it is expected that this could rise between 60-70,000 in future years.  Support calls consist of requests at technical and policy level with respect to aspects of the associated Datamart applications. The supplier service desk will provide a support service between the hours of 09:00 – 17:30, Monday to Friday excluding English Public Holidays.  Extended support may be required to include grant payment periods and the like.  
3.6 Appropriate procedures for handling support requests (questions/queries) directly from the user community, resolving these immediately where possible and triaging, through to the appropriate business or technical support area, where required;
3.7 Effective communication with the Authority (how and what methods), escalating immediately any issue that may impact a user’s ability to undertake business as usual responsibilities in line with agreed KPIs.
3.8 Liaise with the current third-party suppliers in building and maintaining productive working relationships including the transition of services through a mutually agreed Exit and Transition Plan.
3.9 No final decision has yet been made on the procurement route for this requirement. It is possible that Government frameworks operated by Crown Commercial Services will be the appropriate procurement route for this requirement. Either Lot 3b of the Technology Services framework agreement, or Lot 2 of the Contact Centre Services framework agreement. However, the Authority will use information provided as part of this pre-market tender engagement to agree the appropriate route. 

4 [bookmark: h.wl3fn6wsat4e][bookmark: h.nblddem25ynq]OUTPUTS/DELIVERABLES
4.1 The final deliverable will be to provide a competent and successful first line support helpdesk service in line with the Authority requirements and measurables. 

5 [bookmark: h.rgqxfmww5ozz][bookmark: h.780f3iagocbk][bookmark: h.pcch80bvmgdm]KEY DATES & TENDERING PROCESS
5.1 If it is decided this service is required, it is anticipated that a procurement may start week commencing 26 August with the contract to commence 2 October. These indicative dates are for information purposes only.  The Authority reserve the right to amend these dates at any time, and Potential Suppliers rely on them entirely at their own risk.

5.2 The contract is expected to be for a period of 2-5 years.  However this will be agreed with the successful supplier.

5.3 The Authority reserve the right to amend these dates at any time, and Potential Suppliers rely on them entirely at their own risk.



6 RESPONSE
6.1 Please respond by email to keith.akers@communities.gov.uk and mark.froud@communities.gov.uk with the following by 5pm (GMT) 16 August (the “Response Deadline”). 

Q1 As mentioned above in Para 3.9, the Authority are considering using the CCS Contact Centres framework (RM3815) for this service. However, we would like assurances that additional services (such as problem management and delivery using appropriate ICT standards such as ITIL) can be provided using this framework. Could suppliers, on Lot 2, of the Contact Centre framework confirm that they can deliver these services and provide some details of what they have delivered from an ICT perspective by return.  For suppliers who are on Lot 3b of the Technology Services framework (RM 3804), please also response to these questions as well.  
Q2 How long do you estimate transition should last?
Q3 Is what the Authority asking for clear?
Q4 What, if anything, has the Authority missed or overlooked in setting out their requirement and what changes would you recommend?
Q5 Is there anything here that is irrelevant, outdated or unnecessary?
Q6 What do you perceive to be the risks and challenges?
Q7 What would the indicative cost be for this piece of work (on a monthly cost basis)?						
[bookmark: h.3wi3hlp2259s][bookmark: h.2bhhg4bcaksm]
7 QUESTIONS AND CLARIFICATIONS
7.1 Potential Suppliers may raise questions or seek clarification regarding any aspect of this PTME document at any time prior to the Response Deadline. Questions must be submitted by email to keith.akers@communities.gov.uk and mark.froud@communities.gov.uk.

7.2 To ensure that all Potential Suppliers have equal access to information regarding this PTME exercise, responses to questions raised by Potential Suppliers will be published in a “Questions and Answers” document, which will also be circulated by email, with updates appearing at regular intervals (approximately two to three working days).  

7.3 Responses to questions will not identify the originator of the question.

7.4 If a Potential Supplier wishes to ask a question or seek clarification without the question and answer being revealed, then the Potential Supplier must state this in their email and provide its justification for withholding the question and any response. If the Authority does not consider that there is sufficient justification for withholding the question and the corresponding response, the Potential Supplier will be invited to decide whether:

7.4.1 the question/clarification and the response should in fact be published; or
7.4.2 it wishes to withdraw the question/clarification.

8 [bookmark: h.x1gzklt20ihe]GENERAL CONDITIONS
8.1 This PTME will help the Authority to refine the requirements and to understand the potential level of interest in the delivering requirements.  It will also aid Potential Supplier’s understanding of the requirements in advance of any formal competitive tender exercise.

8.2 The Authority reserves the right to change any information contained within this PTME at any time, and Potential Suppliers rely upon it entirely at their own risk.

8.3 The Authority reserves the right not to proceed with a competitive tender exercise after this PTME or to award any contract.  

8.4 Any and all costs associated with the production of such a response to this PTME must be borne by the Potential Supplier. 


8.5 No down-selection of Potential Suppliers will take place as a consequence of any responses or interactions relating to this PTME.

8.6 The Authority expects that all responses to this PTME will be provided by Potential Suppliers in good faith to the best of their ability in the light of information available at the time of their response.

8.7 No information provided by a Potential Supplier in response to this PTME will be carried forward, used or acknowledged in any way for the purpose of evaluating the Potential Supplier, in any subsequent formal procurement process.  
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