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WHATS INCLUDED WITHIN THIS RFP

Appendix A  - Customer Requirements (this document)

Appendix B  - Pricing Matrix (template to be completed as part of your bid)

Appendix C  - Award Questionnaire (template to be completed as part of your bid)

Appendix D  - Order Form and Call-Off Contract (Customer specific)

Appendix E  - Required Outcomes per capability

- Software Engineering & Ongoing Support (Developer/Tester roles)
- Front-end and Interaction design OR Content Design & Development (Designer/Interaction Designer role)
- System Administration and Web Operations (Web Ops role)
- Product Development and Service Design OR Agile Delivery Management (Business Analyst role)
- Agile Delivery Management (Delivery Manager/Scrum Master role)
Appendix F  - Supplier List for Consortium Possibilities (project specific)

OVERVIEW
	CCS Project Lead:
	Kirsty ManningKirstyKirsty ManningManning

	Customer: 
	DVLA

	Delivery Location:
	DVLA, Swansea SA6 7JL (see “Delivery Location” section for further detail).

	Phase(s): 
	Alpha, plus optional continuation into Beta and Live (subject to further spend approvals & satisfactory supplier performance).

	Project:
 
	DS01-266

	Required Capabilities:
	Includes, but not limited to:
Software engineering and on-going support 

Front-end, and interaction design OR Content Design and Development
Agile Delivery Management AND/OR Product Development and Service Design

System Administration and Web Operations

	Contract Charging Mechanism (Alpha Phase):
	Time and materialsTimeTime and MaterialsaMaterials

	Contract Charging Mechanism (Beta Phase):
	Time and materialsTimeTime and MaterialsaMaterials

	Contract Charging Mechanism (Live Phase):
	Time and materialsTimeTime aMaterials

	RFP Start Date:


	11/06/2015

	RFP Response Deadline
	22/06/2015

	Proposed length of phase:

	Alpha – 6 weeks from ‘onboarding’
Beta – 3½ months estimated

Live – 1 month estimated

	Proposed Commencement Date of Project:
	Resources to begin work at DVLA Swansea 29/06/2015


LOTTING 
The Customer has structured this procurement as follows: 

	Lot 1 
	Software engineering and on-going support (Developers/Testers x2)
Front-end and Interaction design OR Content Design & Development (Designer x1)

Agile Delivery Management (Delivery Manager/Scrum master x1)
Product Development and Service Design OR Agile Delivery Management (Business Analyst x1)
System Administration and Web Operations (Web Ops x1 role)


SUBCONTRACTING and Partnering

· Suppliers are permitted to subcontract for individual roles if desired.

· Suppliers are permitted to partner together to bid for a particular lot, provided that one supplier in the partnership acts as lead partner, taking responsibility for managing the partnership’s relationship with DVLA and for the performance of the partnership suppliers.
· A list of thee partner opportunities have been provided within this tender. Guidance for Supplier Partnering can also be found within the eSourcing Suite. 
TIMESCALES

The Customer or CCS may change this timetable at any time. The Potential Provider will be informed by email if there are any changes to this timetable.
It is the Potential Provider’s responsibility to monitor the online messaging facility (e-Sourcing).

	DATE
	WHO
	ACTIVITY

	10/06/2015
	CCS
	Publish RFP to Potential Providers 
Clarification period starts



	17/06/2015
	CCS, Customer & Potential Providers
	Live Clarification Webinar 14:00
Invite to webinar will be issued via the CCS eSourcing Suite. All questions and responses will be published via eSourcing Suite.

	17/06/2015
	Potential Providers
	Clarification Question period closes
Please submit all clarification questions by 23:59hrs



	18/06/2015
	CCS
	Clarification Response period closes
Responses to all Clarification questions will be published via e-Sourcing

	22/06/2015
	Potential Providers
	Submission Deadline 
Potential Provider must upload submission to the Authority  via eSourcing suite by 12:00noon



	26/06/2015
	CCS
	Intention to award Notification
Publish Successful and un-successful Potential Providers.

	29/06/2015
	Successful Provider
	Expected "Commencement Date" for Call-Off Contract/s
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PROJECT PHASES
START DATE COMPLETION DATE

Alpha 18/05/2015 (A) 07/08/2015 (E)

Beta 10/08/2015 (E) 14/1112015 (E)

Live 16/1112015 (E) 111212015 (E)





CURRENT SITUATION / BACKGROUND INFORMATION

DVLA is moving to transform its business towards a digital model on a continuous improvement basis to provide a better, more responsive service to its customers, reduce costs and improve accuracy.  This development supports this strategic aim by enabling customers to pay vehicle related Enforcement Penalties online instead of via the current manual system over the phone or by post.

DVLA invokes vehicle-related regulatory powers that result in financial penalties being imposed on customers. Since the closure of the Local Office Network all related payments are now paid via one of two resource intensive channels:
· a cheque is sent to DVLA in the post;
· the customer contacts DVLA’s Customer Enquiry Group (CEG) by telephone to pay the outstanding penalty.

Payment is currently processed manually by DVLA staff using the Vehicles System Software/Local Office Out of Court Settlement (VSS/LOCS) system in conjunction with the Barclays EPDQ (Electronic Payment Direct Quick) payment process.   DVLA processes some 275,000 vehicle related penalty payments annually (75% via telephone and 25% by post).  The current DVLA manual processing of these payments arising from postal receipts or telephone calls results in significant resource requirements.  It also introduces a potential for human error and loss of postal communications that can adversely affect DVLA’s reputation.

It has been proposed that DVLA should consider providing an online payments solution for customers to pay vehicle-related enforcement penalties.  This would be accompanied by an appropriate assisted digital channel for all remaining customers who cannot or choose not to transact online.  As well as reducing transactional costs this will also reduce the potential for reputational damage.

The DVLA VSS/LOCS legacy systems are currently undergoing various reviews and upgrades.  Any changes to VSS/LOCS affecting the legacy systems will be expected to be incorporated into any transformed system as part of that development work.  However, close liaison will be needed to ensure coordinated action.

This project will establish a new web based customer interface, new cloud based storage for anonymous basic case details and links to the VSS/LOCS system and a payment engine currently in development.  This will be used to give customers access to basic case data and the payment engine to enable them to pay their enforcement penalties.  DVLA will continue to work together with suppliers and the Government Digital Service (GDS) to:
· Deliver the Alpha, Beta and Live stages of the project and operation of the service;

· Identify suitable suppliers to provide contractors who can work in agile delivery teams (multiple roles);

· Identify and up-skill DVLA’s software developers, testers, enterprise architects, etc.

The overall scope of this requirement is for:

· Alpha, Beta and Live.
As DVLA receives ICT spend approval for project work on an iterative basis, the Statements of Work (SOWs) under this Call-Off Agreement are likely to be aligned to each subsequent approval as it is granted.
DVLA ONLINE ENFORCEMENT PENALTY PAYMENT SERVICE 

The intent of this proposition is to design and build an online penalty payment system for DVLA’s vehicle related enforcement activities.  This must, where possible, take account of open source development opportunities.  Our aim is to make this DVLA digital payment service so good and convenient that users choose it in preference to all other channels.  We must, however, ensure that we provide an alternative assisted digital channel for those who cannot, or choose not to, transact online.  The scope of this work therefore includes but is not limited to:
· Delivery of a customer-facing web-based interface that allows the customer to:
· Access basic, anonymised data from the relevant VSS/LOCS case file, which contains details of the penalty due, by using a unique and secure reference number on the penalty letter they receive;

· Access appropriate GOV.UK web pages if the customer wants to query specific, limited details of the penalty;

· Access DVLA’s chosen payment engine as delivered by the DVLA Strategic Payment Card Solution project (currently in delivery);

· Subject to successful payment of the penalty due, create and send a confirmation email to the customer and/or provide the customer with the opportunity to download and/or print a receipt for the payment;

· Access a link to the relevant GOV.UK website to allow the customer to tax their vehicle once the penalty has been paid;
· In later stages of the project, subject to successful payment by the customer, update the case file on the DVLA VSS/LOCS system to show that the penalty has been paid by closing the case file.
· Establishing a team to manage continuous development. As services are delivered, they will maintain and build upon these to meet any changing user needs.

A basic view of the anticipated architecture of the final system is shown in the diagram below.

CURRENT ARTIFACTS

Underpinning the business services that are in scope are a key set of high-level service requirements.  
REQUIREMENTS OF THE SERVICE 
The table below sets out the minimum, intermediate and maximum service requirements and will be continually refined as delivery progresses:
	Minimum
	Intermediate
	Maximum

	Ascertain the payment amount is correct and can be taken.

Interface with the Strategic Payment Card Solution to take the payment from the customer.

Provide confirmation (via the Strategic Payment Card Solution) that card payment has been taken, with unique payment identifier.

As a payment service be resilient and available 24/7.

Provide the customer electronic confirmation of payment success and case closure.

As a payment service, be able to cater for peak volumes with sufficient headroom.

Provide ready access to clear assistance if a customer has a problem while making a payment.

Provide management information on all payments received, with breakdowns on payment types and reconciliation of payments to the correct ledger.

Provide functionality to monitor availability, completion rates and transaction timings.

Provide customer with the ability to take a print out to confirm receipt.

Provide the customer with the capability to receive e-mail notification of payment success and case closure.

Provide Google Analytics integration.

Provide business management information, and historic/audit enquiries. 

Provide architectural design documentation to a preformatted standard, and to a quality standard required by DVLA Technical Architect (Vehicle domain Lead).

Provide System Support documentation to a quality standard required by DVLA Application and Infrastructure Services.

Provide a comprehensive range of automated alerting, and including reporting on availability, response times and degradation of service, etc.

Other requirements may be reasonably specified in order to achieve successful outcomes, at the request of the DVLA Delivery Manager.
	Interface with the VSS/LOCS legacy system via pre-determined interfaces to update the relevant case to show that the penalty has been paid and that the case has been closed.

Provide functionality to directly carry out another transaction (e.g. pay outstanding VED) for the same vehicle.

Provide ability for customers to link to web chat.

Provide ability for customers to e-mail DVLA with query.
	Provide an assisted digital payment channel for those who are unable or unwilling to transact online.  

Scoping of these services has yet to be undertaken.


NB The requirements listed in ‘Minimum’ above represent the starting point for ‘Minimum Viable Product’ (MVP). Through progression of technical and contractual elements during Alpha, it may emerge that any given requirement may introduce an unacceptable cost and/or delivery timescale impact, resulting in all or part of that requirement being moved to intermediate or maximum requirements.

The precise content of the intended Alpha phase is not yet confirmed, but should encompass a working prototype addressing all key MVP requirements, including the initial User Interface (e.g. including Case Reference number), linking to the new DVLA Payment engine, to DVLA Output Services Group (OSG), and to other relevant Legacy adapters.  Links could be stubbed, if it becomes necessary, at this phase.  Alpha pahse should also include completion of planning for the Beta phase.
All aspects of resilience, scaling and performance testing can be left to Beta phase.

USER STORIES
The user stories below, were exposed during an Online Enforcement Penalty Payment discovery workshop held on 14th October 2014.

Customer Need User Stories:

· I want to access the system 24/7

· I want to be able to access an online service on various devices, e.g. desktop, mobile, tablet etc.

· I want to access the payment using a unique and simple reference number

· I want to confirm the fine details so that I know I am paying the right fine

· I want to get useful error feedback in various scenarios

· I want to pay my fine using a credit or debit card

· I want to pay my fine using PayPal/other alternative method

· I want to pay my fine by cash/cheque

· As a user I want to pay my fine via SMS/other mobile method

· I want to pay using cash because I don't have a bank account

· I want to confirm my fine has been paid afterwards/later on

· I want to know if my payment is successful or not so that I know if the money has been taken

· I want to get a confirmation number (transaction reference number) once I've paid

· I want to receive an email receipt for my payment

· I want to be able to print or save the confirmation/receipt page

· I want to try my payment again if it fails

· I want to know how to contest the fine

· I want to contest the fine because I don't think I should have to pay it

Business (Call Centre Operator) Needs:
· I want to remove some of the manual steps (use a similar systems as the public)

· I want to be able to answer queries about fines and payments

Business (Service Manager) Needs:

· I want to provide a unique reference number on the enforcement letter to the user

· I want to provide information about the fine in the enforcement letter

· I want online payment to be blocked if fine is paid by cash or cheque to DVLA

· I want payments to only be taken once

· I want to only accept payment for the full amount

· I want to take payments in accordance with banking regulations (e.g. 3D Secure for credit/debit cards)

· I want to know that a fine has been paid, when and how so that I can close the case or to deal with any contests

· I want to accept lower payment for early payment for the same offence (pay £x if within one week, £y otherwise)

· I want to determine if a payment can still be accepted

· I want to only allow payment or contest, not both

· I want the service to handle peak transactions

· I want to know what money goes where for each type of enforcement case

· I want to direct the user to an appropriate other transaction (e.g. Pay vehicle tax)

· I want to know the availability of the service so that I know if it is unavailable

· I want to know how the service performs against the DDSS KPIs

· I would like the service to update LOCS as quickly as possible

CURRENT TECHNOLOGIES AND LANGUAGES

The current technologies in use within the DVLA estate that are relevant to this initiative are:

	1
	System of Record:
	CA Gen

Unix scripting (including PL/SQL scripts)


ORACLE

	2
	Data Access tier:
	Java

CA Gen

DropWizard

	3
	Current product Selections affecting this initiative:
	Strategic Payment Engine

	Solve Centurion product sourced from the Logic Group.

	
	
	Front-end technologies
	Ruby on Rails

	
	
	Database Technologies
	MongoDB

PostgreSQL

	
	
	Service Frameworks
	Dropwizard

	
	
	Testing Frameworks
	Groovy (potentially also Gatling and/or  Cucumber) 

	4
	Infrastructure-level
	Operating Systems
	RHEL 7

	5
	Continuous Integration
	Tooling
	JENKINS

	6
	Source Code Management
	
	Git

	7
	Application Tier
	
	OpenRules

Comunda


The technologies to be used moving forward within the application tier and user interface tier (“channel”) will be confirmed within the Alpha phase of the project, but initial strategic technology selections for the initiative have been defined as above (in Box 3), and we envisage that proposals will use similar technologies, embracing the Agency’s policy of “Open Source” . Note that it will be unlikely that the supplier will come into direct contact with the services offered by the technology stated in Boxes 1 and 2. All contact will be via defined interfaces.

Some of the infrastructure on which the solution will be deployed may be cloud-based. The split between on-premise and cloud based deployment will be made during the Alpha phase.
REQUIRED OUTCOMES

The specific needs of customers and the business, as defined above, will be delivered through the introduction of a new Online Enforcement Penalty Payment solution that will: 
· provide a platform to enable customers to pay their enforcement penalty online with no interaction with DVLA personnel;

· integrate with the Strategic Payment Card Solution currently in delivery at DVLA;

· reduce costs to the business;

· provide an alternative assisted digital payment channel for those who are unable or unwilling to transact online as a replacement for manual payments;

· provide a payment solution fully compliant with the Digital by Default agenda, GDS standards and Agency strategy.

TEST & DEVELOPMENT REQUIREMENTS

Build of appropriate test and development environments, and integration with corresponding DVLA environments and Logic Group environments. Testing will be carried out using automated test frameworks (such as Groovy) currently in use by the Agency.
TERMS AND CONDITIONS 

Please note that Customer-specific Terms and Conditions apply to this agreement.  Please refer to the Call-Off Agreement for further information. 

CAPABILITIES AND ROLES

	Current Roles and Responsibilities of the Customer

	Role
	Responsibilities 

	Service Manager
	See GDS definitions

	Delivery Manager
	See GDS definitions

	Service Designer
	See GDS definitions

	Portfolio Manager
	See GDS definitions

	Scrum Master
	See GDS definitions

	Business Analyst
	See GDS definitions

	Technical Architect
	See GDS definitions

	DVLA Tester
	See GDS definitions

	IT Security
	Evaluation and approval of IT security aspects of the solution

	User Insight
	See GDS definitions


	Required Capabilities and Outcomes of the Supplier ** (see note)

	Capabilities
	Outcomes (Required Outcomes per capability)
	How Many

	Software Engineering and Ongoing Support
	See Developer/Tester Specification Appendix E
	x 2

	Front-end and Interaction design OR Content Design & Development
	See Front-End Design and Interaction Designer Role specification Appendix E
	x 1

	System Administration and Web Operations
	See System Administration and Web Ops Specification Appendix E
	x 1

	Product Development and Service Design OR Agile Delivery Management
	See Business Analyst Specification Appendix E
	x 1

	Agile delivery Management
	See Delivery Manager/Scrum Master specification Appendix E
	x 1


** Note:
We anticipate that:

All suppliers must note the requirements for DVLA IT Security oversight of all outcomes and activities of the project and the need for IT Security Healthchecks at various stages throughout the project.  An ability to work and communicate with DVLA’s IT Security Team and to comply with DVLA’s IT Security procedures is therefore essential for all roles.

· DVLA security requirements include that all staff will be SC-cleared.  DVLA will assist suppliers to apply for this if they are not SC-cleared, although staff will be required to obtain satisfactory Disclosure Scotland certification prior to work commencement;

· Front End Design and Interaction Design type role(s) would primarily be required during the Alpha and early beta phase of the project;

· System Administration and Web Ops type role(s) would be required for the full duration of the project;

· Developer/Tester type role(s) would be required for the duration of the project but the resource required would be likely to ramp up during the alpha/early beta phase and ramp down again as the project progresses.
Evaluation Stages:

This RFP will be evaluated in a single stage following a two stage approach: 
1. Technical & Cultural evaluation;
2. Pricing evaluation.
MINIMUM PASS MARKS:

The following paragraph applies if a short-listing first stage is used:

In order for Potential Providers to progress beyond the Short List stage of the process, they must achieve or exceed the Minimum Pass Mark, as defined in the Award Questionnaire, in the evaluation of the first stage. 
	Stage 1:  Technical & Cultural evaluation
	All Potential Providers who achieve the required Minimum Pass Mark for a Lot will be added to the Short List, and will be eligible to continue to Stage 2, Price Evaluation.

	Stage 2: Pricing evaluation
	Detailed below within the ‘Price Evaluation’.


PRICE EVALUATION:

The Customer has selected the following mechanisms for Price Evaluation:
Combined evaluation:  Price evaluation will be conducted as described in the Lotting Structure of the RFP (inverse proportion to the best price, which will obtain maximum marks).  The mark thereby obtained will be combined with the marks from stage 1 (moderated by Stage 2 if applicable) in accordance with the weighting factors defined in the Award Questionnaire (Appendix C)

	 “Combined evaluation”:

	The Potential Provider’s price mark for each Lot will be evaluated by comparing the Total Price offered against all other total prices submitted by other Potential Providers.

The Potential Provider who offers the lowest Total Price for a Lot will achieve the maximum score for that Lot. Every Potential Provider will, for each Lot, be awarded a percentage of the maximum score on a reducing basis based on the following formula: 

Lowest Price Submitted Per Lot

x 100

Potential Provider’s Price Per Lot

= % of the maximum score, rounded to 2 (two) decimal places.
The pricing score, following the price evaluation; will be added to the scores already recorded for Sections A and B of the Award Questionnaire (Appendix C) to arrive at a final total score

For the avoidance of doubt, depending on the results of the evaluation, the outcome of this procurement could consist of a single Potential Provider being awarded all Lots, or each individual Potential Providers each being awarded one of the Lots.
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