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Appendix 10 - Customer Requirements: Lot 3 Maintenance 

To be completed as part of your tender submission if you are applying for Lot 3 Maintenance

Please read Appendix 2 Award Criteria Scoring Mechanism for a detailed breakdown of all scores and the applicable scoring methodology.

Instructions to Tenderer

This document has been setup as a form.  You are required to submit a written response in the grey spaces provided which will resize to accommodate your response.  You should not exceed the maximum word count stated for each question.  Where a question requires a selective response such as Yes or No you are required to indicate your answer in the grey box provided.  Where asked for you should submit supporting evidence which must be referenced within your response.  A maximum number of marks have been allotted to each question, furthermore each question is weighted.  The mark allocation, weightings and evaluation methodology are detailed in Award Scoring Mechanism Appendix 2 (Award Criteria Lot 3). 

The section weightings are as follows, with a maximum weighted score of 50% available for Customer Requirements:

	Section Number
	Section Title
	Maximum Marks Available
	Maximum Weighting Available

	1
	Customer Service and Account Management
	22
	5%

	2
	Added Value
	18
	5%

	3
	Technical Capability
	36
	20%

	4
	Order Fulfilment & Quality
	42
	15%

	5
	Sustainability
	42
	5%

	Total
	160
	50%



1 Award Criteria – Customer Service and Account Management

[bookmark: _Toc382303003]1.1	 Account Management
Please provide details of the dedicated account manager who will be the contact for the overall Framework Agreement and liaise with the Consortia representatives, which must include name, job title, email address and contact telephone number:

      (2000 character limit)	For Information Only

1.2	Account Set Up
Please provide details of how the individual Members’ accounts will be set up to enable them to trade with your organisation. Include details of how you would set up Online Order accounts with members.  Please take into account the size of the institutions and the possibility that there will be multiple accounts within each institution.

      (2000 character limit)
		
1.3	Customer Complaints Resolution
Please provide a details of your complaints procedure and key contacts names including contact details of who will resolve any complaints under this Framework Agreement.  Include details regarding complaints for but not limited to; customer services, invoicing, damage to property, and faulty goods for both standard stock items and specialist items. 
	
      (2000 character limit)							
					
1.4	Order Methods
Please indicate all the order methods that are available to Member Institutions from the selection below:

Telephone Orders		|_|	
Email Orders			|_|	
Procurement Card		|_|	
Online Ordering System		|_|						

1.5	Invoicing Methods
Please indicate all the invoicing methods that are available to Member Institutions from the selection below:

Paper Invoicing			|_|	
Electronic Invoicing		|_|	
Consolidated Invoicing		|_|	

1.6	Payment Methods
Please indicate all the payment methods that are available to Member Institutions from the selection below:

BACS Payment			|_|	
Procurement Card		|_|	
Cheque					|_|		

			
[bookmark: _Toc382303002]2	Award Criteria – Added Value

[bookmark: _Toc382303000]2.1 	Additional Services Offered
Please provide details, in regards to what additional services you are able to offer members, in regards to ensuring that the products sourced from you meet the requirements of the buildings and equipment in place.

      (2000 character limit)

2.2 	Validation and Verification Services
Please provide a details in regards to the validations and verification services you offer in regards to clean rooms / controlled environments.

      (2000 character limit)

2.3	Speed of delivery
Please provide details in regards to the lead times for spare parts as well as your time scale on how quickly you are able to provide the service, once an institution has requested it.


      (2000 character limit)

3	Award Criteria – Technical Capability

3.1	Emergency Service
Please provide details in regards to your capability to provide emergency service for institutions.

      (2000 character limit)

3.2	Call-out Service

Please indicate below whether you are able to provide a call out service 24 hours per day, 7 days per week, throughout the duration of the contract.

Yes	|_|	No	|_|

3.3	Training
Please provide details in regards to the training your employees receive to ensure that they are able to maintain various different systems in place.

      (2000 character limit)

3.4	Risk Assessment
Please provide an example on how you have handled the maintenance of an AHU in a location without easy access that may require specialist equipment. Include detailed plans of how you made your staff aware of the risks involved and the precautions that you took to ensure no damage was done to the property.

      (2000 character limit)

3.5 	Technical Support, Design and Advice Services
Describe how your organisation will provide technical support and advice to member institutions prior to order placement.  

      (2000 character limit)


3.6 Schedule of Units
Please explain how your company will maintain a varied number of contracts and equipment across the NWUPC member institutions who may take up this contract within a 12 month period.

      (2000 character limit)
4	Award Criteria – Order Fulfilment & Quality
[bookmark: _Toc382303012]4.1	Stock Levels
Please provide details of how you will manage stock levels during this Framework to ensure continued supply especially at peak times over the academic year.  Include reference to any stock management systems that you employ and your levels of safety stock.
		
      (2000 character limit)	

4.2 	Supply Chain Integration
Please provide details, in regards to how your UK offices are integrated into the global supply chain and how you insure that products sourced from the global supply chain will be kept at adequate stock levels. To ensure the institutions demands are met throughout the academic year. 						
      (2000 character limit)	


[bookmark: _Toc382303013]4.3	Deliveries
Please provide details in regards to the transport of the technician to the site – how are they scheduled / routed to their jobs each day? Please also include a list of general equipment that they will carry with them as well as spare parts, to ensure that the job can be completed with minimal disruption.
 
      (2000 character limit)							

						
[bookmark: _Toc382303018]4.4	Business Continuity - Risk Analysis
Please provide a method statement detailing your business continuity plan and how you will ensure continuity of supply to Member Institutions.  Include in this statement the main challenges and areas of risk associated with this business area and how these will be mitigated.

      (2000 character limit)

4.5	Business Continuity Personnel
Please provide a method statement detailing how you will ensure there is continuity of personnel, including the provision for service continuity during periods of holidays and sickness.

      (2000 character limit)	

4.6	Quality Assurance
Please provide a statement detailing, on how you will assure that products remain at a constant quality level and what checks are incorporated into the production.
[bookmark: _GoBack]
      (2000 character limit)	

4.7 	Cancellation Policy 

Please provide details of your order cancellation policies that will apply to all orders under this framework agreement.

      (400 character limit)	
[bookmark: _Toc382303011]5	Award Criteria – Sustainability 

[bookmark: _Toc382303020]5.1	Packaging Utilised in Fulfilment
Please explain how you will ensure that the packaging used for fulfilment of orders in relation to this Framework Agreement is kept to a minimum and is appropriate to the size and fragility of the products supplied.  Include details of use of recyclable packaging, and any surveys that you will undertake to obtain feedback from customers and what action would be taken should the packaging be deemed excessive by Members.

      (2000 character limit)
	
[bookmark: _Toc382303022]5.2	Carbon Footprint Impact Reduction
Please describe any initiatives that will be in place within your organisation to reduce the impact you have on carbon emissions in relation to this Framework Agreement.

      (2000 character limit)							

[bookmark: _Toc382303023]5.3	Carbon Offsetting
Please describe any initiatives that will be in place within your organisation to offset your carbon emissions in relation to this Framework Agreement.

      (2000 character limit)							

[bookmark: _Toc382303024]5.4	Reduction of Carbon in Transportation
Please provide details of your sourcing strategies which demonstrate that you will actively work to keep transportation of goods to a minimum in relation to this Framework Agreement. Please include details of mileage involved in the disposal of waste and the types and size of vehicles that will used to deliver the service on member sites and campuses. As well as how you ensure that staff are not required to travel individually to the various sites.

      (2000 character limit)							

[bookmark: _Toc382303026]5.5	Energy Consumption
	Please provide details of your energy and carbon reduction plan that will be in place to manage and reduce direct energy consumption within your premises and your own fleet of vehicles if applicable in relation to this Framework Agreement.  

      (2000 character limit)	

5.6	Labour Conditions
Please describe how you ensure that the Labour conditions of workers in the supply chain involved in providing Goods or Services of this Framework meet the International Labour Organisation (ILO) standards.  Your answer should refer to the supply chain involved in this contract footprint only.
	
      (2000 character limit)
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