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		Commercial Directorate



		DVLA

Longview Road

Morriston 

Swansea SA6 7JL



		Phone:

		



		www.gov.uk/browse/driving



		@dvlagovuk



		Your ref:

		



		Our ref:

		PS/20/256



		Date:

		26 April 2021







  



























Dear Supplier,



PS/20/256 – Provision of Customer Service Excellence

Invitation to Tender Letter

You are invited by the Secretary of State for Transport, to submit a tender for Provision of Customer Service Excellence.



Please read all the documents listed in the Form of Tender. Should your tender be accepted these documents, your tender and any changes agreed in writing will form a binding contract between you and the Department for Transport.

	

	The contract will be for a period of 2 (two) years with the option to extend for a further 1 (one year) unless terminated by the Department.



You should note that this contract will be awarded on a firm price basis with no provision for prices to be reviewed



Your tender should be submitted via the Jaggaer Portal.



If you do not wish to submit a tender, please confirm this using the same email address. If you are willing to state your reasons for not tendering this would be appreciated and may help to inform future procurement exercises.



Tenders must be delivered BY 12:00 HOURS ON 1 June 2021



Late tenders will not be admitted and it is your responsibility to ensure that your tender is received on time.



You can obtain further information about contractual issues or technical matters from myself (The Commercial Advisor) at the e-mail address below.





We would like to draw your attention to Appendix A (Armed Forces Covenant), which is a public sector pledge from Government, businesses, charities and organisations to demonstrate their support for the armed forces community. We encourage all Tenderers, and their suppliers, to sign the Corporate Covenant.



Yours faithfully,







		Jean Jackson



		Commercial Advisor



		Commercial Directorate



		Jean.jackson@dvla.gov.uk 

















On behalf of the Secretary of State for Transport
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Instructions for Tenderers  

This document explains some rules you need to follow when preparing your tender, tells you how to submit your tender and alerts you to some things to be aware of if you are awarded the contract. It also gives you some hints and tips to help you submit a successful bid. 

If you do not follow the rules set out below, there is a risk your tender will be rejected. 

1. Preparing your tender: 

Rules you must follow: 

1.1. Make sure your tender is completed legibly (either typed or in ink), in English, with all prices in Sterling (exclusive of VAT), and that it is signed and dated where required. 

1.2. Your tender must tell us if you are registered for VAT and how this applies to the goods or services you are providing for us - for instance standard, reduced rate, zero, exempt or outside scope. 

1.3. As part of your tender, you must provide (on headed paper) full contact details for the legal entity we would be contracting with including the name, registered address (and any alternative address for accounts etc), contact name and numbers, email and website addresses.

1.4. You must not alter any of our Invitation to Tender documents. DfT's Terms and Conditions will apply to this contract, so please don't include your own with your tender. 

1.5. If you make any environmental claims in your tender- make sure they comply with DEFRA's Green Claims Guidance 

(see: https://www.gov.uk/government/uploads/system/uploads/attachment_data/file/69301/pb13453-green-claims-guidance.pdf 



1.6. We publish details of successful bids on the Government's "Contracts Finder" website to show how public money is being spent. We may also be required to release details under the Freedom of Information Act if requested. For these reasons, please do not put general confidentiality clauses in your tender as we can only accept them in very exceptional and narrowly defined circumstances. If you do consider any information to be confidential, please clearly set it out in a separate schedule (along with your reasons). Our conditions of contract contain clauses about confidential information - please read these thoroughly before submitting your tender. 



1.7. All Central Government Departments and their Executive Agencies and Non Departmental Public Bodies are subject to control and reporting within Government. In particular, they report to the Cabinet Office and HM Treasury for all expenditure. Further, the Cabinet Office has a cross-Government role delivering overall Government policy on public procurement - including ensuring value for money and related aspects of good procurement practice. For these purposes, the Authority may disclose within Government any of the Contractor's documentation/information (including any that the Contractor considers to be confidential and/or commercially sensitive, such as specific bid information) submitted by the Contractor to the Authority during this Procurement. The information will not be disclosed outside Government. Suppliers taking part in this competition consent to these terms as part of the competition process.

1.8. Don't tell anyone what your tender price is (even approximately) before the contract is awarded. The only exception is when obtaining an insurance quote to include in your tender - on condition that you give this information to the insurance broker in strict confidence. 

1.9. Don't try to obtain information about anyone else’s tender before the date of contract award or discuss with anyone else whether or not they should tender, or about their (or your) tender price. The only exception is where you are considering a joint or team bid - on condition that all suppliers involved in the discussions are named in your tender. 

1.10. If you can see a different way of approaching the requirement to the one we have described in our specification, you can submit an "alternative" tender. But if you do this then you must also submit a separate "primary" tender based strictly on our original specification. You must fully price both options showing clearly how and where costs differ. 

1.11. If you decide to join with other suppliers to submit a joint or team bid, be aware that (if successful) the group will need to nominate a lead partner who we can contract with. Alternatively the group will need to form themselves into a single legal entity before the contract is awarded and you must provide an undertaking with your tender that the group is prepared to do this. 

Important things to be aware of: 

1.12. If we refer to an International, European or British Standard in our specification, you can offer an equivalent provided that it offers equivalent guarantees of safety, suitability and fitness for purpose to the one we specified. 

1.13. In certain cases the Transfer of Undertakings (Protection of Employment) Regulations 2006 (TUPE) may apply to your tender. If work you are tendering for was previously carried out by another organisation, this may mean you need to take over any employment liabilities and the responsibility for the employment contracts of the employees, who then transfer on their previous terms and conditions of service. If you think this is likely to apply, you must seek legal advice and discuss any financial implications with the existing contractor (not DfT). Any financial implications you identify should of course be included in your tendered price. 

1.14. The expense you incur in preparing this tender is a matter for your own commercial judgement. Be aware that exceptionally we may need to withdraw the tender invitation or re-invite tenders on the same or an alternative basis. 

1.15. We reserve the right not to accept the lowest (or any) tender, or to accept any part of your tender without accepting the rest. 

1.16. It is not DfT's policy to reimburse tendering costs. 

Some hints and tips: 

1.18. Please read the documents carefully and make sure you provide all the information we ask for.  We reserve the right to clarify your responses or ask you for further documentation if we need these to complete the evaluation.

1.19. Pay attention to the evaluation criteria - these tell you what we are looking for. It's helpful if you can use the criteria headings to organise the information in your tender so that the evaluation team can immediately see that you have addressed them. 

1.20. Please keep tenders brief and to the point - don't send lots of additional information. We don't award extra marks for expensive paper or glossy photographs and would prefer instead that you simply used less paper and printed on both sides of the page. 

1.21. Make sure you properly explain how you propose to undertake the work. If you spot issues that need to be addressed or particular risks - cover these too (and tell us what you plan to do about them). This gives us confidence that you have understood our requirement and are capable of delivering it. 

1.22. Consider carefully the skills you need to undertake service contracts to ensure you provide a well-balanced team. Senior team members can be expensive, so make sure their inclusion (and input) is explained so we can consider whether this offers us value for money. 

1.23. Please provide the price breakdown in the format we have requested. 

1.24. Don't leave it until the last minute before sending your tender, even if you are using a courier. Unforeseen transport problems can result in your tender missing the deadline and being rejected.



2. Submitting your tender: 

2.1. Tenders can only be submitted via the eSourcing system (unless instructed otherwise by DVLA)  

2.2 If you decide not to submit a tender, please let us know as soon as possible by sending an email through the eSourcing System (unless instructed otherwise by DVLA). It would be helpful to us to know your reasons but you don't have to tell us if you would prefer not to. Do not transfer these tender documents to anyone else without our prior, written agreement. 

2.3. The tender return date and time is stated in the Invitation to Tender letter and you must make sure it is received by us before then. Be aware that late tenders will be rejected even if the reason for the delay is not your fault. 

2.4. Your tender will remain open for acceptance for a minimum of 60 calendar days from the tender deadline. 



3. If your tender is successful... 

Awarding the contract: 

3.1. If you are successful, we will let you know, formally, in writing. 

3.2. If this tender opportunity was originally advertised in the Find a Tender Service (FTS) and/or the Official Journal of the European Community (OJEU) we will need to apply a mandatory minimum 10 day "standstill period" between communicating the award decision to tenderers and awarding the contract. 

3.3. A Purchase Order (PO) number may either be issued with, or after, the award letter. At present, POs are faxed to suppliers by our Shared Services so please make sure you provide the correct fax number (for your accounts branch) with your tender. 

3.4. You shouldn't start work until you have received a formal PO or, as a minimum, been given the PO number. 

3.5. You must not supply any goods or services in excess of the original PO. Any new or extra work agreed during the term of the contract will need a new PO and you must make sure you have this before starting work. Your DVLA Contract Owner will help arrange this. 



3.6. In case we need to publish details of the winning tender in order to meet our transparency obligations, you must be prepared to send us an "editable" electronic (non-pdf) version if we request it. 



Submitting invoices: 

3.7. The contract specification will set out the timing of invoices. 

3.8. It is important that invoices contain the correct information or they will be returned to you.  Invoices should be submitted in a timely manner after the despatch of goods or provision of services.  Be aware that the following data must be included on every invoice: 

· Business unit (e.g. DVLA) 

· Valid PO number relevant to the goods/services being invoiced 

· Quantities / prices (as applicable) consistent with those on the original PO 

· Clear and detailed text describing the goods or services 

3.9. We would expect to contract with your legally registered company name (legal entity) but can incorporate a ‘trading as’ name in our finance system if required. Any communication received (such as invoices) from the ‘trading as’ entity will need to make clear reference to the legal entity or delays in payment may occur. 

3.10. Invoices must be sent to the Department’s Shared Services (or as notified) 

3.11. Invoices must be sent either electronically or postal. All electronic invoices and credit notes will need to be emailed to:  ssa.invoice@sharedservicesarvato.co.uk



All postal invoices and credit notes to be sent to:



Shared Services arvato

Sandringham Park

Swansea Vale

Swansea

SA7 0EA 



Suppliers must not send an electronic invoice and then send the same document through the post and vice versa, as this could lead to delays in payment.

3.12. If an invoice needs to be withdrawn for any reason you will need to send a credit note quoting the original invoice and PO numbers. 

Payment: 

3.13. Unless we specify otherwise, payment will be made by BACS no later than 30 days of receipt of a valid invoice. We will aim to pay you within 10 days. 

3.14. We expect you to pay your sub-contractors promptly too (and in any event no later than 30 days from the receipt of a valid invoice) and we may ask about your performance in this area. We have publicised this requirement on our website (https://www.gov.uk/guidance/prompt-payment-policy) and encouraged subcontractors to report poor performance through the Cabinet Office's Supplier Feedback Service. 

3.15. If you have any payment queries please contact Shared Services arvato, support desk on telephone number 0844 892 0196

4. If you are unhappy with the outcome… 

4.1. You are entitled to feedback on your tender if you would like it. 

4.2. If you have a complaint about our tender process please let the Commercial Advisor (who sent you these documents) know as soon as possible and they will do their best to resolve it. 

4.3. If we can't resolve things to your satisfaction then please refer your complaint to the Cabinet Office Public Procurement Review service email publicprocurementreview@cabinetoffice.gov.uk or telephone 0345 010 3503.



January 2021
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Form of Tender & Non-Collusive Tendering

Contract Number: PS/20/256

Contract Title: Provision of Customer Service Excellence

To be returned by 12:00 hours on: 01 June 2021



To the Secretary State for Transport 

1.	I/we have read the documents listed below and, subject to and upon the terms and conditions contained in the said documents, I/we offer to provide the Services specified, at the rates or prices quoted in our Price Schedule/Tender Response.

2.	Terms and Conditions.  I/we agree that this tender and any contract which may result from it shall be based upon the documents listed below which I/we confirm to be those provided as part of the above referenced Invitation to Tender.

(a)	Form of Tender & Non-Collusive Tendering 

(b)	General Conditions of Contract for Services 

(c)	Specification

(d)	My tender (and any amendments to it agreed in writing)

(e)	Schedule of any information I/we wish to be kept confidential for a given period

(f)	Price Schedule 

(g)	Travel and Accommodation Rates 

and for the avoidance of doubt

(h)	Invitation to Tender letter

(i)	Instructions for Tenderers

(j)	Standard Selection Questionnaire

(k)	Procurement Counter Fraud & Bribery Statement

I/we agree that any other terms or conditions of contract or any reservations which may be printed on any correspondence or document from me either in connection with this tender, or any contract resulting from this tender, shall not be applicable to the Contract.

3.	Law.  I/we agree that any contract that may result from this tender shall be subject to English law.

4. I/we confirm that we have taken account of our legal and statutory obligations, as well as all relevant Government codes and policies (e.g. taxes, environmental protection, employment protection and working conditions) in our tender, where they would be applicable to the supply of the Good or Services.

5. In particular, I/we can demonstrate that I/we have implemented appropriate technical and organisational measures to comply with the General Data Protection Regulation (GDPR), or will do so before the contract commences, where applicable to the supply of the Good or Services.

6. I/we have abided by the requirements set out in the Instructions for Tenderers, including confidentiality.

7. The prices quoted in this tender are valid for 60 days from the tender return date.

8. I/we agree that the Authority may disclose the Contractor's information/documentation (submitted to the Authority during this procurement) more widely within Government for the purpose of ensuring effective cross-Government procurement processes, including value for money and related purposes.



9. To help Government develop its procurement policy in respect of small businesses, the Department needs to gather information about the size of the organisations we invite to tender. Please tick whichever of the following boxes apply:



		Please tick here if your organisation has between 1 and 50 employees 

		



		Please tick here if, within your supply chain, you will be subcontracting any part of this contract to an organisation that has between 1 and 50 employees

Please tick here if your organisation has between 51 and 249 employees  



		



		Please tick here if, within your supply chain, you will be subcontracting any part of this contract to an organisation that has between 51 and 249 employees

		



		Please tick here if your organisation has 250 or more employees

		





In addition:

		Please tick here if your organisation is a registered company  

		





10. I/we confirm that all copy material submitted is identical in every respect to the original, regardless of the format or media in which it is submitted and that any electronic copy has been virus checked and is clear at the time of despatch.  



11. Non-Collusive Tendering. I/we certify that this tender is made in good faith, and that we 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. We also certify that we have not, and we undertake that we will not: -



	(i) Before the award of any contract for the work:-



(a) communicate to any person other than the Secretary of State or a person duly authorised by him in that behalf the amount or approximate amount of the tender or proposed tender, except where the disclosure, in confidence, of the approximate amount of the tender was necessary to obtain insurance premium quotations required for the preparation of the tender;



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



(ii) Pay, give or offer or agree to pay or give any sum of money or other valuable consideration directly or indirectly to any person for doing or having done or causing or having caused to be done in relation to any other tender or proposed tender for the work, any act or thing of the sort described at (i) (a) or (b) above.



The word "person", in section 11, includes any persons, any body, or association, corporate or unincorporated; "any agreement or arrangement" includes any transaction, formal or informal and whether legally binding or not; and "the work" means the work in relation to which this tender is made.







	Dated this .....................................day of ...................................2021



	Signature ..................................... In the capacity of ..................................



	(Capitals .......................................) (eg Director, Secretary, etc)



	Duly authorised to sign tenders



	for and on behalf of:



	Postal address.......................................................................................



	...............................................................................................................



	...............................................................................................................



	Telephone No.................................... E Mail Address……………………………………



06/18
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Information to be provided by Tenderers



Information to be provided by Tenderers.

As part of your tender submission you must complete certain sections within the Agreement Schedules, and associated statements, for your tender to be considered compliant. 



The table below sets out the information that must be completed and returned as part of your tender response.







		Document

		Instruction



		Tender Response

		Complete and Return



		Form of Tender & Non Collusive Tendering 

		Complete and Return



		Price Schedule 

		Complete and Return



		Terms & Conditions

		Acknowledge/Confirm Acceptance



		Standard Supplier Questionnaire

		Complete and Return



		Travel & Accommodation Rates

		Acknowledge



		Procurement Counter Fraud & Bribery Statement

		Acknowledge
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Standard Selection Questionnaire



Potential Supplier Information and Exclusion Grounds: Part 1 and Part 2

The standard Selection Questionnaire is a self-declaration, made by you (the potential supplier), that you do not meet any of the grounds for exclusion[footnoteRef:1]. If there are grounds for exclusion, there is an opportunity to explain the background and any measures you have taken to rectify the situation (we call this self-cleaning). [1:  For the list of exclusion please see https://www.gov.uk/government/uploads/system/uploads/attachment_data/file/551130/List_of_Mandatory_and_Discretionary_Exclusions.pdf

] 


A completed declaration of Part 1 and Part 2 provides a formal statement that the organisation making the declaration has not breached any of the exclusions grounds. Consequently, we require all the organisations that you will rely on to meet the selection criteria to provide a completed Part 1 and Part 2. For example, these could be parent companies, affiliates, associates, or essential sub-contractors, if they are relied upon to meet the selection criteria. This means that where you are joining in a group of organisations, including joint ventures and partnerships, each organisation in that group must complete one of these self-declarations. Sub-contractors that you rely on to meet the selection criteria must also complete a self-declaration (although sub-contractors that are not relied upon do not need to complete the self-declaration).  

When completed, this form is to be sent back to the contact point given in the procurement documents along with the selection information requested in the procurement documentation. 

Supplier Selection Questions: Part 3

The procurement document will provide instructions on the selection questions you need to respond to and how to submit those responses. If you are bidding on behalf of a group (consortium) or you intend to use sub-contractors, you should complete all of the selection questions on behalf of the consortium and/or any sub-contractors.

If the relevant documentary evidence referred to in the Selection Questionnaire is not provided upon request and without delay we reserve the right to amend the contract award decision and award to the next compliant bidder.

Consequences of misrepresentation

If you seriously misrepresent any factual information in filling in the Selection Questionnaire, and so induce an authority to enter into a contract, there may be significant consequences.  You may be excluded from the procurement procedure, and from bidding for other contracts for three years. If a contract has been entered into, you may be sued for damages and the contract may be rescinded. If fraud, or fraudulent intent, can be proved, you or your responsible officers may be prosecuted and convicted of the offence of fraud by false representation, and you must be excluded from further procurements for five years. 








Provision of Customer Service Excellence

PS/20/256

PROCUREMENT PROCEDURE OPEN





Notes for completion

1. The “authority” means the contracting authority, or anyone acting on behalf of the contracting authority, that is seeking to invite suitable candidates to participate in this procurement process.

2. “You” / “Your” refers to the potential supplier completing this standard Selection Questionnaire i.e. the legal entity responsible for the information provided. The term “potential supplier” is intended to cover any economic operator as defined by the Public Contracts Regulations 2015 (referred to as the “regulations”) and could be a registered company; the lead contact for a group of economic operators; charitable organisation; Voluntary Community and Social Enterprise (VCSE); Special Purpose Vehicle; or other form of entity.

3. Please ensure that all questions are completed in full, and in the format requested. If the question does not apply to you, please state ‘N/A’. Should you need to provide additional information in response to the questions, please submit a clearly identified annex.

4. The authority recognises that arrangements set out in section 1.2 of the standard Selection Questionnaire, in relation to a group of economic operators (for example, a consortium) and/or use of sub-contractors, may be subject to change and will, therefore, not be finalised until a later date.  The lead contact should notify the authority immediately of any change in the proposed arrangements and ensure a completed Part 1 and Part 2 is submitted for any new organisation relied on to meet the selection criteria. The authority will make a revised assessment of the submission based on the updated information.

5. For Part 1 and Part 2 every organisation that is being relied on to meet the selection must complete and submit the self-declaration. 

6. For answers to Part 3 - If you are bidding on behalf of a group, for example, a consortium, or you intend to use sub-contractors, you should complete all of the questions on behalf of the consortium and/ or any sub-contractors, providing one composite response and declaration.

The authority confirms that it will keep confidential and will not disclose to any third parties any information obtained from a named customer contact, other than to the Cabinet Office and/or contracting authorities defined by the regulations, or pursuant to an order of the court or demand made by any competent authority or body where the authority is under a legal or regulatory obligation to make such a disclosure.





















Part 1: Potential Supplier Information

Please answer the following questions in full. Note that every organisation that is being relied on to meet the selection must complete and submit the Part 1 and Part 2 self-declaration. 

		Section 1

		Potential supplier information



		Question number

		Question

		Response



		1.1(a)

		Full name of the potential supplier submitting the information



		



		1.1(b) – (i)

		Registered office address (if applicable)

		



		1.1(b) – (ii)

		Registered website address (if applicable)

		



		1.1(c)

		Trading status 

a) public limited company

b) limited company 

c) limited liability partnership 

d) other partnership 

e) sole trader 

f) third sector

g) other (please specify your trading status)

		



		1.1(d)

		Date of registration in country of origin

		



		1.1(e)

		Company registration number (if applicable)

		



		1.1(f)

		Charity registration number (if applicable)

		



		1.1(g)

		Head office DUNS number (if applicable)

		



		1.1(h)

		Registered VAT number 

		



		1.1(i) - (i)

		If applicable, is your organisation registered with the appropriate professional or trade register(s) in the member state where it is established?

		[bookmark: _30j0zll]Yes ☐

[bookmark: _1fob9te]No  ☐

[bookmark: _3znysh7]N/A ☐



		1.1(i) - (ii)

		If you responded yes to 1.1(i) - (i), please provide the relevant details, including the registration number(s).

		



		1.1(j) - (i)

		Is it a legal requirement in the state where you are established for you to possess a particular authorisation, or be a member of a particular organisation in order to provide the services specified in this procurement?

		[bookmark: _2et92p0]Yes ☐

[bookmark: _tyjcwt]No   ☐



		1.1(j) - (ii)

		If you responded yes to 1.1(j) - (i), please provide additional details of what is required and confirmation that you have complied with this.

		



		1.1(k)

		Trading name(s) that will be used if successful in this procurement

		



		1.1(l)

		Relevant classifications (state whether you fall within one of these, and if so which one)

a) Voluntary Community Social Enterprise (VCSE)

b) Sheltered Workshop

c) Public service mutual

		



		1.1(m)

		Are you a Small, Medium or Micro Enterprise (SME)[footnoteRef:2]? [2:  See EU definition of SME: http://ec.europa.eu/growth/smes/business-friendly-environment/sme-definition/] 


		[bookmark: _3dy6vkm]Yes ☐

[bookmark: _1t3h5sf]No   ☐





		1.1(n)

		Details of Persons of Significant Control (PSC), where appropriate:  [footnoteRef:3]  [3:   UK companies, Societates European (SEs) and limited liability partnerships (LLPs) will be required to identify and record the people who own or control their company. Companies, SEs and LLPs will need to keep a PSC register, and must file the PSC information with the central public register at Companies House. See PSC guidance. ] 


- Name; 

- Date of birth; 

- Nationality; 

- Country, state or part of the UK where the PSC usually lives; 

- Service address; 

- The date he or she became a PSC in relation to the company (for existing companies the 6 April 2016 should be used); 

- Which conditions for being a PSC are met; 

 	- Over 25% up to (and including) 50%, 

	- More than 50% and less than 75%, 

	- 75% or more. [footnoteRef:4] [4:  Central Government contracting authorities should use this information to have the PSC information for the preferred supplier checked before award. ] 




(Please enter N/A if not applicable)

		



		1.1(o)

		Details of immediate parent company:

 

- Full name of the immediate parent company

- Registered office address (if applicable)

- Registration number (if applicable)

- Head office DUNS number (if applicable)

- Head office VAT number (if applicable)



(Please enter N/A if not applicable)

		



		1.1(p)

		Details of ultimate parent company:



- Full name of the ultimate parent company

- Registered office address (if applicable)

- Registration number (if applicable)

- Head office DUNS number (if applicable)

- Head office VAT number (if applicable)



(Please enter N/A if not applicable)

		







Please note: A criminal record check for relevant convictions may be undertaken for the preferred suppliers and the persons of significant in control of them.




Please provide the following information about your approach to this procurement:

		Section 1

		Bidding model



		Question number

		Question

		Response



		1.2(a) - (i)

		Are you bidding as the lead contact for a group of economic operators?

		[bookmark: _4d34og8]Yes ☐

[bookmark: _2s8eyo1]No   ☐

 If yes, please provide details listed in questions 1.2(a) (ii), (a) (iii) and to 1.2(b) (i), (b) (ii), 1.3, Section 2 and 3.

If no, and you are a supporting bidder please provide the name of your group at 1.2(a) (ii) for reference purposes, and complete 1.3, Section 2 and 3.



		1.2(a) - (ii)

		Name of group of economic operators (if applicable)

		



		1.2(a) - (iii)

		Proposed legal structure if the group of economic operators intends to form a named single legal entity prior to signing a contract, if awarded. If you do not propose to form a single legal entity, please explain the legal structure.

		



		1.2(b) - (i)

		Are you or, if applicable, the group of economic operators proposing to use sub-contractors?

		Yes ☐

No   ☐





		1.2(b) - (ii)

		If you responded yes to 1.2(b)-(i) please provide additional details for each sub-contractor in the following table: we may ask them to complete this form as well.

		Name

		



		

		

		

		



		Registered address

		



		

		

		

		



		Trading status

		

		

		

		

		



		Company registration number

		

		

		

		

		



		Head Office DUNS number (if applicable)

		

		

		

		

		



		Registered VAT number

		

		

		

		

		



		Type of organisation

		

		

		

		

		



		SME (Yes/No)

		

		

		

		

		



		The role each sub-contractor will take in providing the works and /or supplies e.g. key deliverables

		

		

		

		

		



		The approximate % of contractual obligations assigned to each sub-contractor

		

		

		

		

		




















Contact details and declaration

I declare that to the best of my knowledge the answers submitted and information contained in this document are correct and accurate. 

I declare that, upon request and without delay I will provide the certificates or documentary evidence referred to in this document. 

I understand that the information will be used in the selection process to assess my organisation’s suitability to be invited to participate further in this procurement. 

I understand that the authority may reject this submission in its entirety if there is a failure to answer all the relevant questions fully, or if false/misleading information or content is provided in any section.

I am aware of the consequences of serious misrepresentation.



		Section 1

		Contact details and declaration



		Question number

		Question

		Response



		1.3(a)

		Contact name

		



		1.3(b)

		Name of organisation

		



		1.3(c)

		Role in organisation

		



		1.3(d)

		Phone number

		



		1.3(e)

		E-mail address 

		



		1.3(f)

		Postal address

		



		1.3(g)

		Signature (electronic is acceptable)

		



		1.3(h)

		Date

		















































Part 2: Exclusion Grounds

Please answer the following questions in full. Note that every organisation that is being relied on to meet the selection must complete and submit the Part 1 and Part 2 self-declaration.

		Section 2

		Grounds for mandatory exclusion



		Question number

		Question

		Response



		2.1(a)

		Regulations 57(1) and (2) 

The detailed grounds for mandatory exclusion of an organisation are set out in Annex A below, which should be referred to before completing these questions. 

Please indicate if, within the past five years you, your organisation or any other person who has powers of representation, decision or control in the organisation been convicted anywhere in the world of any of the offences within the summary below and listed in Annex A below.



		

		Participation in a criminal organisation.  

		[bookmark: _17dp8vu]Yes ☐

[bookmark: _3rdcrjn]No   ☐

If Yes please provide details at 2.1(b)



		

		Corruption.  

		[bookmark: _26in1rg]Yes ☐

[bookmark: _lnxbz9]No   ☐

If Yes please provide details at 2.1(b)



		

		Fraud. 

		[bookmark: _35nkun2]Yes ☐

[bookmark: _1ksv4uv]No   ☐

If Yes please provide details at 2.1(b)



		

		Terrorist offences or offences linked to terrorist activities

		[bookmark: _44sinio]Yes ☐

[bookmark: _2jxsxqh]No   ☐

If Yes please provide details at 2.1(b)



		

		Money laundering or terrorist financing

		[bookmark: _z337ya]Yes ☐

[bookmark: _3j2qqm3]No   ☐

If Yes please provide details at 2.1(b)



		

		Child labour and other forms of trafficking in human beings

		[bookmark: _1y810tw]Yes ☐

[bookmark: _4i7ojhp]No   ☐

If Yes please provide details at 2.1(b)  



		2.1(b)

		If you have answered yes to question 2.1(a), please provide further details.

Date of conviction, specify which of the grounds listed the conviction was for, and the reasons for conviction,

Identity of who has been convicted

If the relevant documentation is available electronically, please provide the web address, issuing authority, precise reference of the documents.

		



		2.2

		If you have answered Yes to any of the points above, have measures been taken to demonstrate the reliability of the organisation despite the existence of a relevant ground for exclusion? (Self Cleaning)

		[bookmark: _2xcytpi]Yes ☐

[bookmark: _1ci93xb]No   ☐





		2.3(a)

		Regulation 57(3)

Has it been established, for your organisation by a judicial or administrative decision having final and binding effect in accordance with the legal provisions of any part of the United Kingdom or the legal provisions of the country in which the organisation is established (if outside the UK), that the organisation is in breach of obligations related to the payment of tax or social security contributions?



		[bookmark: _3whwml4]Yes ☐

[bookmark: _2bn6wsx]No   ☐





		2.3(b)

		If you have answered yes to question 2.3(a), please provide further details. Please also confirm you have paid, or have entered into a binding arrangement with a view to paying, the outstanding sum including where applicable any accrued interest and/or fines.

		







Please Note: The authority reserves the right to use its discretion to exclude a potential supplier where it can demonstrate by any appropriate means that the potential supplier is in breach of its obligations relating to the non-payment of taxes or social security contributions.

What is Self-Cleaning?

A potential supplier who has been excluded from public procurement can have the exclusion ended if they effectively “self-clean”. 



Potential suppliers are required to demonstrate that they have taken remedial action, to the satisfaction of the contracting authority in each case. In order for the evidence provided to be sufficient it must, as a minimum, prove the supplier has “self-cleaned” as follows:

· paid or undertaken to pay compensation in respect of any damage caused by the criminal offence or misconduct;



· clarified the facts and circumstances in a comprehensive manner by actively collaborating with the investigating authorities; and



· taken concrete technical, organisational and personnel measures that are appropriate to prevent further criminal offences or misconduct.



The actions agreed on deferred prosecution agreements (DPAs) may be submitted as evidence of self-cleaning and evaluated by the contracting authority as described below. 



The measures taken shall be evaluated taking into account the gravity and particular circumstances of the criminal offence or misconduct. If such evidence is considered by the contracting authority (whose decision will be final) as sufficient, the potential supplier shall be allowed to continue in the procurement process. 



If the potential supplier cannot provide evidence of ‘self-cleaning’ that is acceptable, they are to be excluded from further participation in the procurement and provided with a statement of the reasons for that decision.





		Section 3

		Grounds for discretionary exclusion 



		

		Question

		Response



		3.1

		Regulation 57 (8)

The detailed grounds for discretionary exclusion of an organisation are set out in Annex A below, which should be referred to before completing these questions. 

Please indicate if, within the past three years, anywhere in the world any of the following situations have applied to you, your organisation or any other person who has powers of representation, decision or control in the organisation.



		3.1(a)





		Breach of environmental obligations? 

		[bookmark: _qsh70q]Yes ☐

[bookmark: _3as4poj]No   ☐

If yes please provide details at 3.2



		3.1 (b)

		Breach of social obligations?  

		[bookmark: _1pxezwc]Yes ☐

[bookmark: _49x2ik5]No   ☐

If yes please provide details at 3.2



		3.1 (c)

		Breach of labour law obligations? 

		[bookmark: _2p2csry]Yes ☐

[bookmark: _147n2zr]No   ☐

If yes please provide details at 3.2



		3.1(d)

		Bankrupt or is the subject of insolvency or winding-up proceedings, where the organisation’s assets are being administered by a liquidator or by the court, where it is in an arrangement with creditors, where its business activities are suspended or it is in any analogous situation arising from a similar procedure under the laws and regulations of any State?

		[bookmark: _3o7alnk]Yes ☐

[bookmark: _23ckvvd]No   ☐

If yes please provide details at 3.2







		3.1(e)

		Guilty of grave professional misconduct?

		[bookmark: _ihv636]Yes ☐

[bookmark: _32hioqz]No   ☐

If yes please provide details at 3.2



		3.1(f)

		Entered into agreements with other economic operators aimed at distorting competition?

		[bookmark: _1hmsyys]Yes ☐

[bookmark: _41mghml]No   ☐

If yes please provide details at 3.2



		3.1(g)

		Aware of any conflict of interest within the meaning of regulation 24 due to the participation in the procurement procedure?

		[bookmark: _2grqrue]Yes ☐

[bookmark: _vx1227]No   ☐

If yes please provide details at 3.2



		3.1(h)

		Been involved in the preparation of the procurement procedure?

		[bookmark: _3fwokq0]Yes ☐

[bookmark: _1v1yuxt]No   ☐

If yes please provide details at 3.2



		3.1(i)

		Shown significant or persistent deficiencies in the performance of a substantive requirement under a prior public contract, a prior contract with a contracting entity, or a prior concession contract, which led to early termination of that prior contract, damages or other comparable sanctions?

		[bookmark: _4f1mdlm]Yes ☐

[bookmark: _2u6wntf]No   ☐

If yes please provide details at 3.2



		3.1(j)



3.1(j) - (i)











3.1(j) - (ii)







3.1(j) –(iii)









3.1(j)-(iv)











		Please answer the following statements



The organisation is guilty of serious misrepresentation in supplying the information required for the verification of the absence of grounds for exclusion or the fulfilment of the selection criteria.



The organisation has withheld such information.





 The organisation is not able to submit supporting documents required under regulation 59 of the Public Contracts Regulations 2015.



The organisation has influenced the decision-making process of the contracting authority to obtain confidential information that may confer upon the organisation undue advantages in the procurement procedure, or to negligently provided misleading information that may have a material influence on decisions concerning exclusion, selection or award.

		

[bookmark: _19c6y18]Yes ☐

[bookmark: _3tbugp1]No   ☐

If Yes please provide details at 3.2





[bookmark: _28h4qwu]Yes ☐

[bookmark: _nmf14n]No   ☐

If Yes please provide details at 3.2



Yes ☐

No   ☐

If Yes please provide details at 3.2





Yes ☐

No   ☐

If Yes please provide details at 3.2











		3.2

		If you have answered Yes to any of the above, explain what measures have been taken to demonstrate the reliability of the organisation despite the existence of a relevant ground for exclusion? (Self Cleaning)

		





[bookmark: _37m2jsg]

[bookmark: _1mrcu09]Part 3: Selection Questions[footnoteRef:5] [5:  See Action Note 8/16 Updated Standard Selection Questionnaire
] 




		Section 4

		Modern Slavery Act 2015: Requirements under Modern Slavery Act 2015



		4.1

		Are you a relevant commercial organisation as defined by section 54 ("Transparency in supply chains etc.") of the Modern Slavery Act 2015 ("the Act")?

		
Yes   ☐

N/A   ☐




		4.2

		If you have answered yes to question 1 are you compliant with the annual reporting requirements contained within Section 54 of the Act 2015?



		Yes   ☐

Please provide the relevant url …



No    ☐

Please provide an explanation












Annex A



Mandatory Exclusion Grounds

Public Contract Regulations 2015 R57(1), (2) and (3)

Public Contract Directives 2014/24/EU Article 57(1)

Participation in a criminal organisation



Participation offence as defined by section 45 of the Serious Crime Act 2015

Conspiracy within the meaning of 

· section 1 or 1A of the Criminal Law Act 1977 or 

· article 9 or 9A of the Criminal Attempts and Conspiracy (Northern Ireland) Order 1983 

where that conspiracy relates to participation in a criminal organisation as defined in Article 2 of Council Framework Decision 2008/841/JHA on the fight against organised crime;



Corruption



Corruption within the meaning of section 1(2) of the Public Bodies Corrupt Practices Act 1889 or section 1 of the Prevention of Corruption Act 1906;

The common law offence of bribery;

Bribery within the meaning of sections 1, 2 or 6 of the Bribery Act 2010, or section 113 of the Representation of the People Act 1983;

Fraud



Any of the following offences, where the offence relates to fraud affecting the European Communities’ financial interests as defined by Article 1 of the convention on the protection of the financial interests of the European Communities:

· the common law offence of cheating the Revenue;

· the common law offence of conspiracy to defraud; 

· fraud or theft within the meaning of the Theft Act 1968, the Theft Act (Northern Ireland) 1969, the Theft Act 1978 or the Theft (Northern Ireland) Order 1978;

· fraudulent trading within the meaning of section 458 of the Companies Act 1985, article 451 of the Companies (Northern Ireland) Order 1986 or section 993 of the Companies Act 2006;

· fraudulent evasion within the meaning of section 170 of the Customs and Excise Management Act 1979 or section 72 of the Value Added Tax Act 1994;

· an offence in connection with taxation in the European Union within the meaning of section 71 of the Criminal Justice Act 1993;

· destroying, defacing or concealing of documents or procuring the execution of a valuable security within the meaning of section 20 of the Theft Act 1968 or section 19 of the Theft Act (Northern Ireland) 1969;

· fraud within the meaning of section 2, 3 or 4 of the Fraud Act 2006;

· the possession of articles for use in frauds within the meaning of section 6 of the Fraud Act 2006, or the making, adapting, supplying or offering to supply articles for use in frauds within the meaning of section 7 of that Act;



Terrorist offences or offences linked to terrorist activities



Any offence:

· listed in section 41 of the Counter Terrorism Act 2008;

· listed in schedule 2 to that Act where the court has determined that there is a terrorist connection;

· under sections 44 to 46 of the Serious Crime Act 2007 which relates to an offence covered by the previous two points;



Money laundering or terrorist financing



Money laundering within the meaning of sections 340(11) and 415 of the Proceeds of Crime Act 2002

An offence in connection with the proceeds of criminal conduct within the meaning of section 93A, 93B or 93C of the Criminal Justice Act 1988 or article 45, 46 or 47 of the Proceeds of Crime (Northern Ireland) Order 1996

Child labour and other forms of trafficking human beings



An offence under section 4 of the Asylum and Immigration (Treatment of Claimants etc.) Act 2004;

An offence under section 59A of the Sexual Offences Act 2003

An offence under section 71 of the Coroners and Justice Act 2009;

An offence in connection with the proceeds of drug trafficking within the meaning of section 49, 50 or 51 of the Drug Trafficking Act 1994

An offence under section 2 or section 4 of the Modern Slavery Act 2015

Non-payment of tax and social security contributions 



Breach of obligations relating to the payment of taxes or social security contributions that has been established by a judicial or administrative decision.

Where any tax returns submitted on or after 1 October 2012 have been found to be incorrect as a result of:

· HMRC successfully challenging the potential supplier under the General Anti – Abuse Rule (GAAR) or the “Halifax” abuse principle; or

· a tax authority in a jurisdiction in which the potential supplier is established successfully challenging it under any tax rules or legislation that have an effect equivalent or similar to the GAAR or “Halifax” abuse principle; 

· a failure to notify, or failure of an avoidance scheme which the supplier is or was involved in, under the Disclosure of Tax Avoidance Scheme rules (DOTAS) or any equivalent or similar regime in a jurisdiction in which the supplier is established



Other offences 



Any other offence within the meaning of Article 57(1) of the Directive as defined by the law of any jurisdiction outside England, Wales and Northern Ireland

Any other offence within the meaning of Article 57(1) of the Directive created after 26th February 2015 in England, Wales or Northern Ireland




Discretionary exclusions 



Obligations in the field of environment, social and labour law.



Where an organisation has violated applicable obligations in the fields of environmental, social and labour law established by EU law, national law, collective agreements or by the international environmental, social and labour law provisions listed in Annex X to the Directive (see copy below) as amended from time to time; including the following:-

· Where the organisation or any of its Directors or Executive Officers has been in receipt of enforcement/remedial orders in relation to the Health and Safety Executive (or equivalent body) in the last 3 years.

· In the last three years, where the organisation has had a complaint upheld following an investigation by the Equality and Human Rights Commission or its predecessors (or a comparable body in any jurisdiction other than the UK), on grounds of alleged unlawful discrimination.

· In the last three years, where any finding of unlawful discrimination has been made against the organisation by an Employment Tribunal, an Employment Appeal Tribunal or any other court (or incomparable proceedings in any jurisdiction other than the UK).

· Where the organisation has been in breach of section 15 of the Immigration, Asylum, and Nationality Act 2006;

· Where the organisation has a conviction under section 21 of the Immigration, Asylum, and Nationality Act 2006;

· Where the organisation has been in breach of the National Minimum Wage Act 1998.

Bankruptcy, insolvency



Bankrupt or is the subject of insolvency or winding-up proceedings, where the organisation’s assets are being administered by a liquidator or by the court, where it is in an arrangement with creditors, where its business activities are suspended or it is in any analogous situation arising from a similar procedure under the laws and regulations of any State;

Grave professional misconduct



Guilty of grave professional misconduct 

Distortion of competition 



Entered into agreements with other economic operators aimed at distorting competition

Conflict of interest



Aware of any conflict of interest within the meaning of regulation 24 due to the participation in the procurement procedure

Been involved in the preparation of the procurement procedure.

Prior performance issues



Shown significant or persistent deficiencies in the performance of a substantive requirement under a prior public contract, a prior contract with a contracting entity, or a prior concession contract, which led to early termination of that prior contract, damages or other comparable sanctions.

Misrepresentation and undue influence 



The organisation has influenced the decision-making process of the contracting authority to obtain confidential information that may confer upon the organisation undue advantages in the procurement procedure, or to negligently provided misleading information that may have a material influence on decisions concerning exclusion, selection or award.



Additional exclusion grounds 



Breach of obligations relating to the payment of taxes or social security contributions. 

ANNEX X Extract from Public Procurement Directive 2014/24/EU

LIST OF INTERNATIONAL SOCIAL AND ENVIRONMENTAL CONVENTIONS REFERRED TO IN ARTICLE 18(2) —

· ILO Convention 87 on Freedom of Association and the Protection of the Right to Organise;

· ILO Convention 98 on the Right to Organise and Collective Bargaining;

· ILO Convention 29 on Forced Labour;

· ILO Convention 105 on the Abolition of Forced Labour;

· ILO Convention 138 on Minimum Age;

· ILO Convention 111 on Discrimination (Employment and Occupation);

· ILO Convention 100 on Equal Remuneration;

· ILO Convention 182 on Worst Forms of Child Labour;

· Vienna Convention for the protection of the Ozone Layer and its Montreal Protocol on substances that deplete the Ozone Layer;

· Basel Convention on the Control of Transboundary Movements of Hazardous Wastes and their Disposal (Basel Convention);

· Stockholm Convention on Persistent Organic Pollutants (Stockholm POPs Convention)

· Convention on the Prior Informed Consent Procedure for Certain Hazardous Chemicals and Pesticides in International Trade (UNEP/FAO) (The PIC Convention) Rotterdam, 10 September 1998, and its 3 regional Protocols.













Consequences of misrepresentation

A serious misrepresentation which induces a contracting authority to enter into a contract may have the following consequences for the signatory that made the misrepresentation:-

· The potential supplier may be excluded from bidding for contracts for three years, under regulation 57(8)(h)(i) of the PCR 2015;

· The contracting authority may sue the supplier for damages and may rescind the contract under the Misrepresentation Act 1967.

· If fraud, or fraudulent intent, can be proved, the potential supplier or the responsible officers of the potential supplier may be prosecuted and convicted of the offence of fraud by false representation under s.2 of the Fraud Act 2006, which can carry a sentence of up to 10 years or a fine (or both). 

· If there is a conviction, then the company must be excluded from procurement for five years under reg. 57(1) of the PCR (subject to self-cleaning).
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[bookmark: _Toc69997822]1. Introduction



The Department for Transport (DfT) invites proposals for the following services, formal accreditation to the Customer Service Excellence standard https://www.customerserviceexcellence.uk.com/about-the-standard/customer-service-excellence-standard/ . This contract will be subject to the Terms and Conditions of Contract.  



[bookmark: _Toc69997823]2. Background to the Requirement

The Driver and Vehicle Licensing Agency (DVLA) [The Authority] is an Executive Agency of DfT, based in Swansea. The Agency’s primary aims are to facilitate road safety and general law enforcement by maintaining accurate registers of drivers and vehicle keepers and to collect Vehicle Excise Duty (VED). 



The Government wants services for all that are efficient, effective, excellent, equitable and empowering – with the citizen always and everywhere at the heart of service provision. Customer Service Excellence ® was developed to offer services a practical tool for driving customer-focused change within their organisation.



The foundation of this tool is the Customer Service Excellence ® standard which tests in great depth those areas that research has indicated are a priority for customers, with particular focus on delivery, timeliness, information, professionalism and staff attitude. 

There is also emphasis placed on developing customer insight, understanding the user’s experience and robust measurement of service satisfaction. 



[bookmark: _Hlk69205885]DVLA successfully reached the standard for Customer Service Excellence and were certified as a holder in March 2021.



DVLA would like to retain accreditation and require a licensed Certification body to reassess our organisation.



The Customer Service Excellence (CSE) Standard is a Rolling Programme assessment process which is made up of 5 criteria with 57 elements in total.



DVLA are assessed on 19 different elements each year and must produce documented evidence against each element.



The assessment is carried out by an Independent authorised assessor followed by an annual onsite visit or remotely via Microsoft Teams lasting four days depending on their requirement. 



All documentation is assessed together with any observations, the assessor then speaks to our customers, staff and partners to review the Agency’s attitudes and working practices along with details of their customer focussed initiatives and performance.  



The assessor will then determine if the Agency based on the evidence provided has demonstrated maintained compliance, continuously improved and has taken remedial action against any partial compliance. Once all 57 elements have been assessed the cycle begins again (year 1 – 3).



To be assessed against the CSE standard elements, detailed within the attached PDF. 









[bookmark: _Toc253400957][bookmark: _Toc69997824]3. Procurement Timetable



		Description 

		Date



		Request for Proposal Issued

		26/04/2021       



		Bid Clarification Commences

		27/04/2021



		Bid Clarification Closes

		02/05/2021



		Deadline for DVLA response to clarification questions

		9/05/2021



		Deadline for receipt of Tenders

		01/06/2021      12:00 HRS



		Evaluation of Responses

		14 Days



		Intention to Award

		21/06/2021



		Award/Commencement Date

		05/07/2021





[bookmark: _Toc177969166][bookmark: _Toc180380665][bookmark: _Toc69997825][bookmark: _Toc177969167][bookmark: _Toc180380666]4. Scope



[bookmark: _Hlk69205506][bookmark: _Hlk63870474]This document details the Service requirements for DVLA to achieve the Customer Service Excellence Standard. This will be assessed over a rolling 2-year period with the option to extend for a further year.



This will allow DVLA to seek formal accreditation, demonstrate competence, identify key areas for improvement and celebrate success.





[bookmark: _Toc253400959][bookmark: _Toc69997826][bookmark: _Hlk68875695]5. Implementation and Deliverables 

The DVLA requirement is to be accredited in February 2022 against year 1 and again in February 2023 against year 2 of the new programme as detailed in the Customer Service Excellence Standard.

  

The target date for contract commencement will be 1 July 2021 for a period of 2 (two) years, with the option to extend for a further year.



The supplier is requested to provide an Implementation plan to evidence how they will meet the requirements of this tender and support DVLA in achieving the Standard.

[bookmark: _Toc177969168][bookmark: _Toc180380667][bookmark: _Toc69997827]6. Specifying Services

· To support DVLA and provide guidance on how to achieve the Standard set out by Customer Service Excellence

· Annual visit onsite or remotely using Microsoft Teams lasting four days depending on the requirement. 

· Delivery of evidence needs to be conducted electronically.

· All documentation is assessed together with any observations, the assessor then speaks to our customers, staff and partners to review the agencies attitudes and working practises along with details of their customer focused initiatives and performance.

· The assessor with then determine if the agency based on the evidence provided has demonstrated maintained compliance, continuously improved and has taken remedial action against any partial compliance.

· The assessor to provide a full formal written report detailing the outcome of the assessment.

· To provide recommendations on continuous improvement and partial compliances.

· Provide support and advice throughout each contractual year to inform us what is needed in order to achieve the CSE standard.



6.1 Social Value Considerations 

Not Applicable



6.2 Modern Slavery Considerations

Not Applicable



[bookmark: _Toc177969172][bookmark: _Toc180380671][bookmark: _Toc69997828]7. Quality Assurance Requirements 

We require the supplier to be an accredited assessor or assessment body of CSE.



[bookmark: _Toc69997829]8. Other Requirements

[bookmark: _Hlk67906211]Assessments need to either take place on site or remotely via Microsoft Teams, which is DVLA’s preferred platform. 



8.1 Information Assurance 	

		

Removable Media



Tenderers should note that removable media is not permitted in the delivery of this Contract.  Where there is a requirement for Contractor’s Staff to take data off site in electronic format, the DVLA will consider if it is appropriate to supply an encrypted hard drive.



Security Clearance



Level 1 



Tenders are required to acknowledge in their tender response that any Contractors’ Staff that will have access to the DVLA site for meetings and similar (but have no access to the DVLA systems), must be supervised at all times by DVLA staff.



Processing Personal Data



Please note that the successful tenderer as part of the contract agrees to comply with all applicable requirements of the Data Protection Legislation (including the General Data Protection Regulation ((EU) 2016/679), the Law Enforcement Directive (Directive (EU) 2016/680), Data Protection Act 2018 and all applicable Law about the processing of personal data and privacy).



Information Supply Chain



Tenderers are required to confirm how DVLA Data will be securely managed at each stage of the Information Supply Chain.  This applies to both Contractors and Sub-Contractors.  Retention schedules will need to be defined and agreed prior to award of contract.



Offshoring of Government Data 



Any request to offshore must receive clearance and approval from DVLA prior to the commencement of any data processing activity.



The Supplier shall not, and shall ensure that none of its Sub-contractors shall not, transfer DVLA Data outside the EEA without the prior written consent of the DVLA and the Supplier shall not change where it or any of its Sub-contractors process DVLA Data without the DVLA's prior written consent which may be subject to conditions.









8.2 Cyber Security

  Not Applicable



8.3 Data Sharing 

  Not Applicable





8.4 Sustainability 



The DVLA is committed to reducing any negative impacts produced by our activities, products and services. This aligns to the Greening Government Commitment which states we must: “Continue to buy more sustainable and efficient products and services with the aim of achieving the best long-term, overall value for money for society.”



DVLA is certified to ISO 14001:2015 and more information is available in our Environmental Policy at:

https://www.gov.uk/government/publications/dvlas-environmental-policy









The Supplier must:



· Be able to evidence continual environmental improvements in their own organisation (ideally through an accredited EMS, i.e. ISO 14001,Green Dragon etc)



· Ensure its own supply chain does not have negative environmental or social impact



· Where required, be able to provide data on carbon emissions related to the services being supplied to aid with scope 3 emission calculations.



· Provide their sustainability or environmental policy.



8.5 Health and Safety 

[bookmark: OLE_LINK1][bookmark: OLE_LINK2]

DVLA has an Occupational Health and Safety Management System that is certificated to ISO45001. Further information on our Health & Safety Policy, is available on request from the Commercial Advisor. (See Section 14 for Points of Contact):

[bookmark: _Hlk67663091]

		All contractors working in the Agency on any of our premises must fully comply with relevant health and safety legislation, together with health, safety and welfare policy and management arrangements applied by the Agency. If appropriate, these issues must be addressed at or before the award of the contract and may form part of the procurement process. Where requested, Contractors will be required to provide copies of their health and safety policy statement, risk assessments and method statements, clearly identifying any safety implications that their activities may have 



and how these will be managed. Contract management staff are responsible for checking health and safety information provided by contractors and passing relevant information to local line management and staff. Contractors’ safety performance will be monitored and checked as part of normal contract management.



Tenderers should: 



· Have an appointed competent person responsible for H&S, details to be made available to DVLA on request

· Have emergency arrangements and plans for their goods/product/service, and observe DVLA’s arrangements whilst on site, or through the course of the business or contract

· Have adequate provision for your own first aid when on site 

· Have an accident reporting and recording process for all near miss, accidents/incidents, or violent and aggressive behaviours. Any incident on DVLA site should be reported immediately to the DVLA’s Health and Safety Team

· Communicate with DVLA on any health and safety matter or issue in relation to the contract/product/supply of goods or service, notifying DVLA of any Health and Safety hazard, which may arise in connection with its supply of goods, products, or services

· Indemnify DVLA in the instance where failure of the company’s product/service, acts or omissions, with regards to health and safety, results in an economic penalty, time delay, issue, accident/incident or claim against the Agency

· Have suitable and sufficient insurance cover for all business/products/services supplied/that are provided to DVLA

· Have documented, suitable and sufficient, risk assessments and method statements, covering all significant activities and deliveries of products, goods and services. Copies to be made available to DVLA on request      

· Provide suitable and sufficient health and safety training, information and instruction for all its employees/contractors/subcontractor. Records to be made available on request 

· Engage with DVLA’s Security/Estates Management Group to arrange access to all DVLA premises/buildings

· Comply with all vehicle and driver legal requirements and DVLA policies whilst driving on premises or conducting business for DVLA







8.6 Estates 

Not Applicable



8.7 Diversity and Inclusion 

Not Applicable



8.8 Business Continuity

Suppliers shall provide a statement regarding the scope of their Business Continuity and Disaster Recovery Plans to protect the Agency from the consequences of business interruptions.



8.9 Procurement Fraud

DVLA's full Fraud Policy is available on the Intranet at the following page:

http://dvlnet:81/procurement%20fraud%20statement



8.10 Use of DVLA Brands, Logos and Trademarks

The Authority does not grant the successful supplier licence to use any of the Authority’s brands, logos or trademarks except for use in communications or official contract documentation, which is exchanged between the Authority and the successful supplier as part of their fulfilment of the Contract.

Approval for any further specific use of the Authority’s brands, logos or trademarks must be requested and obtained in writing from the Authority.



[bookmark: _Toc69997830]9. Management and Contract Administration

Following award of contract DVLA will nominate a Contract Owner. Purchases will be made via telephone quoting a purchase order number followed by email confirmation. The supplier should also confirm receipt of all orders received by telephone and email. 



[bookmark: _Toc408585086][bookmark: _Toc177969175][bookmark: _Toc180380674]Sub-contracting to Small and Medium Enterprises (SMEs):  



DfT is committed to removing barriers to SME participation in its contracts, and would like to also actively encourage its larger suppliers to make their sub-contacts accessible to smaller companies and implement SME-friendly policies in their supply-chains (see the Gov.Uk website for further information). 



To help us measure the volume of business we do with SMEs, our Form of Tender document asks about the size of your own organisation and those in your supply chain. 



If you tell us you are likely to sub-contract to SMEs, and are awarded this contract, we will send you a short questionnaire asking for further information. This data will help us contribute towards Government targets on the use of SMEs. We may also publish success stories and examples of good practice.



[bookmark: _Toc177969176][bookmark: _Toc180380675][bookmark: _Toc69997831]10. Training / Skills / Knowledge Transfer 



Not Applicable



[bookmark: _Toc177969177][bookmark: _Toc180380676][bookmark: _Toc69997832]11. Documentation



We need to be provided with up to date copies of the CSE assessment criteria. 



We also require a formal written report detailing the outcome of the assessment. The report needs to be provided in PDF format.



Invoicing Procedures 



Any prices quoted during the procurement process, or the duration of the contract, must be an all-inclusive firm price including any travel and accommodation, excluding VAT.  The Department’s Invoicing Procedures, included in the ITT as an Appendix, will apply. 



All invoices submitted for payment must:



· state the relevant Business Unit (e.g. DVLA) the services or goods were supplied to

· quote Purchase Order Number 

· use the units of measure, pricing units and description as stated in the Purchase Order

· be submitted in a timely manner after the despatch of goods or provision of services (and not accumulated).



Travel and accommodation costs must not exceed rates as outlined in Appendix H, the agency will only pay actual costs if they are less than our rates. A breakdown of services will be required including copies of receipts which are to be sent to the Contract Owner.  





[bookmark: _Toc69997833]12. Arrangement for End of Contract

The Contractor shall fully cooperate with the Authority to ensure a fair and transparent re-tendering process for this contract. This may require the Contractor to demonstrate separation between teams occupied on the existing Contract and those involved in tendering for the replacement contract to prevent actual (or perceived) conflicts of interest arising.  





[bookmark: _Toc69997834][bookmark: _Toc380578633]13. Evaluation Criteria 



Tender Evaluation

This will comprise of the following elements:



1) an evaluation of mandatory requirements, (Mandatory Requirements). These will be assessed on a pass/fail basis. Tenders that fail any of the mandatory requirements may be disqualified from further consideration

2) an evaluation of the tender based on the quality criteria and social value criteria (Quality Criteria)

3) an evaluation of the prices tendered (Financial / Price Criteria).



Selection will be based on the Evaluation Criteria, encompassing the most economically advantageous tender, which demonstrates a high degree of overall value for money, competence, credibility and ability to deliver.



Your tender will be evaluated using the following weightings and the criteria weightings set out at Annex 1, to obtain the optimal balance of quality and cost.



[bookmark: _Hlk66801357]NOTE: Only those tenders achieving a minimum overall quality score of [60] will be considered. 





Mandatory Requirements

Annex 1 provides details of any elements/criteria considered as critical to the requirement. These are criteria, which will be evaluated on a pass/fail basis. A fail may result in the tender being excluded from further evaluation.



Quality Criteria:

Annex 1 provides details of the quality criteria on which tenders will be evaluated. This will list the primary criteria along with the allocated percentage weighting and a description of the specific requirement. The overall percentage allocated for the Quality Criteria is outlined in the Table “Overall Weighting Allocation” and the method used to allocate scores is outlined below.



Quality Criteria Scoring Methodology:

The scoring methodology used to assess and allocate scores to each criteria are included in the table below



		Points awarded

		Description



		100

		Fully meets/evidence provided that demonstrates the requirement can be met



		60

		Minor concerns/issues that the requirement can be met





		30

		Major concerns/issues that the requirement can be met





		0

		Does not meet the requirement, not addressed or no evidence provided







Based on the allocated score, a percentage will be calculated against each element using on the following calculation:



(Allocated Score

			X Weighting

Maximum Score)



For example, “Quality Element 1” can be allocated a score between 0 and 100 but carries a weighting of 10%. Supplier A is given a score of 60 for this element so receives a score of (60/100 x 10) = 6%. The scores for each element will then be added together to calculate the overall Quality Criteria score.



Financial / Price Criteria

Evaluation of the prices submitted will be performed separately by a Commercial Finance Accountant and details will not be made available to the Quality Evaluation Panel. This is to ensure fairness and avoid any subconscious influence of a lower price on the quality scoring. The overall percentage weighting allocated for the Financial/Price Criteria is outlined in the Table “Overall Weighting Allocation”.





Financial / Price Criteria Scoring Methodology:

A Percentage Scoring Methodology will be used to evaluate all proposals for this requirement.  This methodology is based on the following principles:

The lowest tendered price will be awarded the maximum score available. Each subsequent bid will be baselined to this score and will be awarded a percentage of the maximum score available. The calculation used is as follows:



             (Lowest Tendered Price

			                              X Maximum Score Available (i.e. Weighting)

Tender Price Submitted per Supplier)



For example, if the Financial/Price weighting allocation is 40%, the maximum score available is 40. Supplier A submits the lowest price of £100,000 and Supplier B submits a price of £180,000. Based on the above calculation Supplier A and B will receive the scores shown below:



Supplier A = 100k/100k x 40 = 40%

Supplier B = 100k/180k x 40 = 22.22%  



Overall Weighting Allocation



		Evaluation Criteria

		Weighting



		Quality Criteria 

		70%



		Financial / Price Criteria

		30%



		Total

		100%















Calculation of Overall Score:

The allocated score for the Quality and Social Value Criteria (where applicable) will be added to the Financial/Price Factor score to calculate the overall score for each tender (out of a max available 100%). The tender with the highest overall score will be deemed as successful.



[bookmark: _Toc69997835]14. Points of Contact 

		Commercial Advisor

		Name

		Jean Jackson/Elin Foster



		

		Tel

		01792 788565



		

		e-mail

		Jean.Jackson@dvla.gov.uk



		

		Address

		Commercial Directorate, DVLA, Swansea



		Project Lead/Business Area Contact
[SMO, OCSD] 

		Name

		Andrew Gibbons



		

		Tel

		01792 896414



		

		e-mail

		Andrew.Gibbons@dvla.gov.uk





[bookmark: _Toc253400972]All queries/questions should be sent to the Commercial Advisor


[bookmark: _Toc69997836]15. Annexes:

[bookmark: _Toc69997837]Annex 1 – Evaluation Criteria: 



Mandatory Criteria:

		Mandatory Criteria

		Mandatory Criteria Description

		Pass/Fail



		Service Delivery



		



DVLA operates its business across several sites. Suppliers must confirm they will conduct the audit (s) across multiple sites & could conduct the assessment via Microsoft Teams if required. [Yes/No]



		

Pass/Fail



		Certification Requirement



		



All suppliers must evidence that they are licensed certification bodies for Customer Service Excellence. [Yes/No]





		







Pass/Fail



		[bookmark: _Hlk66259020]Time Scale Requirement

		

The supplier must evidence that they are able to conduct our assessment within the specified timescales as outlined in section 5 [Yes/No]





		







Pass/Fail





























Scored Quality Criteria:

		Primary Scored Criteria

		Primary Scored Criteria Weighting (%)

		Scored Sub-criteria Description

		Individual Scored Sub -Criteria Weighting (%)



		

Technical solution proposed and competence





		30%

		Supplier must produce evidence on how they will meet the accreditation as outlined in section 6. 

		21%



		Resources and capabilities



		70%





		

Supplier should evidence what electronic service they will provide to store data and how they will support any technical difficulties



		9.8%



		

		

		



Supplier must evidence how they will conduct our assessment within the specified timescales







		9.8%



		

		

		



Supplier should show experience of certifying businesses of equal size and intricacy to DVLA







		9.8%



		

		

		

To provide CSE certification and supporting documentation





		4.9%



		

		

		

Supplier to evidence how they will provide support and guidance in achieving the customer service standard.



		14.7%





		

		

Total = 100%

		

		















Financial/Pricing Criteria  

		Primary Financial/Pricing Criteria

		Financial/Pricing Weighting (%)

		Description



		Pricing Requirements

		100%

		Please See Pricing Schedule 

(Annex 2) for full details and further instruction 



		

		

Total = 100%





		







[bookmark: _Toc69997838]Annex 2 – Pricing Schedule: 
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The Customer Service Excellence Standard



The starting point



Organisations providing services need to be efficient,
effective, excellent, equitable, with the customer at
the heart of everything they do. A customer focus
principle plays just as important a role for small front-
line units as it would for large corporate organisations.
Customer Service Excellence was developed to offer
all organisations a practical tool for driving customer-
focused change.



The foundation of this tool is the Customer Service
Excellence standard, which is a mix of research,
management and operational models and, most
importantly, practical experience of providing services.
The standard has particular focus on delivery,
timeliness, information, professionalism and staff
attitude. There is also emphasis placed on developing
customer insight, understanding the user’s experience
and robust measurement of service satisfaction. 



How does it work?
Customer Service Excellence is designed to operate on
three distinct levels:



• As a driver of continuous improvement
By allowing organisations to self-assess their
capability, in relation to customer-focused service
delivery, by identifying areas and methods for
improvement.



• As a skills development tool
By allowing individuals and teams within the
organisation to explore and acquire new skills in the
area of customer focus and customer engagement,
thus building their capacity for delivering improved
services.



• As an independent validation of achievement
By allowing organisations to seek formal accreditation
to the Customer Service Excellence standard,
demonstrate their competence, identify key areas for
improvement and celebrate their success.



Who can apply?
Customer Service Excellence aims to provide
organisations with a practical tool for driving customer
focused change. The standard has been specifically
designed to offer real benefits to all organisations, no
matter how big they are or what sector they work in.
The standard includes guidance to help you identify
evidence against each element. However, it is not meant
to be a full list of all the different types of evidence. 



How to apply?
For more information on achieving Customer Service
Excellence please see the contact details on page 17 or
visit www.customerserviceexcellence.uk.com
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Criterion 1 Customer Insight



This criterion focuses on the importance of developing an in-depth understanding of your customers. This includes
consulting customers and using the information you receive to design and provide services. It also covers the
importance of monitoring the outcomes of your services and whether customers are satisfied with them.



Understanding customers in this way is essential for service providers, enabling them to raise their standards and
levels of service and continue to build on this success. Effectively identifying your customers, consulting them in a
meaningful way and efficiently measuring the outcomes of your service are a vital part of this approach. It is not just
about being able to collect information. It is about having the ability to use that information, and developing a culture
within your organisation that values this kind of understanding and constantly looks to improve. 



Element



We have an in-depth understanding of
the characteristics of our current and
potential customer groups based on
recent and reliable information.



We have developed customer insight
about our customer groups to better
understand their needs and preferences.



We make particular efforts to identify
hard-to-reach and disadvantaged groups
and individuals and have developed our
services in response to their specific
needs.



1.1.1



1.1.2



1.1.3



Guidance



• A profile of the organisation’s main customer groups
and their characteristics. 



• Details of how these groups were segmented and
classified.



• Details on the frequency and reliability of the
research to identify customer groups.



• Methods and approaches used for developing
understanding, such as focus groups, one-to-one
interviews, surveys, observation, customer journey
mapping and other ways of collecting information
about customers.



• Details of how you improved your services as a
result of the understanding you gained into your
customers’ needs.



• Methods used to consult and involve hard-to-reach
and disadvantaged groups and individuals, particularly
people who have a number of different needs and
customers whose views you rarely hear.



• Examples of how you identified needs that you were
not meeting and the changes you made to avoid
excluding or under-representing certain people.



Criterion 1    Customer Insight



1.1 Customer Identification
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Element



We have a strategy for engaging and
involving customers using a range of
methods appropriate to the needs of
identified customer groups.



We have made the consultation of
customers integral to continually
improving our service and we advise
customers of the results and action
taken.



We regularly review our strategies and
opportunities for consulting and engaging
with customers to ensure that the
methods used are effective and provide
reliable and representative results.



1.2.1



1.2.2



1.2.3



Guidance



• Policies, strategies and leadership for engaging,
consulting and involving customer groups.



• Evidence of how you use a wide range of tools,
including feedback from customers and staff (letters, 
e-mails, comments, complaints, forums, focus groups
and so on) as well as research.



• Findings and analysis of engagement activity,
consultation exercises and other methods for
capturing feedback.



• Details of actual improvements, with evidence of
how these are directly linked to the ways you
consulted and involved customers. 



• Examples of how you involved customers in
designing and providing services (for example,
through allowing them to take part).



• Information on how you tell customers about the
changes you make as a result of their involvement.



• Current service improvement and development
plans showing that your policies, projects and
activities are shaped by how you consult and involve
customers.



• Outcome of reviews on the effectiveness of
engagement and involvement, showing levels of
participation, assessment of how representative the
results are, and quality of information collected.



• How mechanisms, processes and approaches are
adapted to respond to emerging issues, service
priorities, demographic changes etc.



• Examples of innovation, learning from best practice
or benchmarking, suggestions of staff etc. 



1.2  Engagement and Consultation
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Element



We use reliable and accurate methods to
measure customer satisfaction on a
regular basis.



We analyse and publicise satisfaction
levels for the full range of customers for
all main areas of our service and we have
improved services as a result.



We include in our measurement of
satisfaction specific questions relating to
key areas including those on delivery,
timeliness, information, access, and the
quality of customer service, as well as
specific questions which are informed by
customer insight.



We set challenging and stretching targets
for customer satisfaction and our levels
are improving.



We have made positive changes to
services as a result of analysing customer
experience, including improved
customer journeys.



1.3.1



1.3.2



1.3.3



1.3.4



1.3.5



Guidance



• Methods used would in most cases include survey
work and other forms of feedback and qualitative
information.   



• Information on survey methodology, for example
sample sizes, potential biases, margins of error and
any advice taken on design. 



• Reasons for the decisions you made on how to
measure customers’ satisfaction. 



• Details on how often you collected information



• Assessment and analysis of satisfaction within all
groups (identified). 



• If you provide a range of different services, you should
assess how satisfied customers are with all of them.



• Evidence of any differences in levels of satisfaction
between groups, or any unexpected outcomes.



• Published information about the action you plan to
take or have taken as a result of measuring
customers’ satisfaction with your service. 



• Examples of other methods you used.



• Satisfaction surveys and other ways of gathering
feedback that include these specific questions. 



• Evidence of investigation into customers’ priorities
and local key drivers of satisfaction.



• Satisfaction levels of all customer groups for all the
main areas of your service, and the targets you want
to achieve. 



• Evidence of how levels of satisfaction have improved
over time.



• Examples of how you analyse customers’
experience.



• Specific information on how you map customers’
journeys and the steps you have taken to improve
these (for example, through limiting the amount of
unnecessary contact they have with people in your
organisation).



• Any evidence of savings or reinvestment (or both) as
a result of making your systems and processes more
efficient.



1.3  Customer Satisfaction
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Criterion 2 The Culture of the Organisation



A customer focused culture can be challenging but at its core is a business model based on a detailed understanding of
customers. In building a customer focused culture, organisations look at how those that work within the organisation
demonstrate the necessary values and understanding as well as how the operations and procedures meet customer
needs and expectations.



This criterion is therefore concerned with the support for customer focused approaches throughout the organisation
so that excellent service is delivered to all customers. Also included here are two of the key drivers relating to staff
behaviour – professionalism and attitude. These have been brought together and reinforced by a requirement that this
approach is fully supported by the leadership team.



Taken together these elements should help to build and develop a customer focused culture that supports improved
service delivery.



2.1.1



2.1.2



2.1.3



2.1.4



2.1.5



2.1.6



Element



There is corporate commitment to
putting the customer at the heart of
service delivery and leaders in our
organisation actively support this and
advocate for customers.



We use customer insight to inform policy
and strategy and to prioritise service
improvement activity.



We have policies and procedures that
support the right of all customers to
expect excellent levels of service.



We ensure that all customers and
customer groups are treated fairly and
this is confirmed by feedback and the
measurement of customer experience.



We protect customers’ privacy both in
face-to-face discussions and in the
transfer and storage of customer
information.



We empower and encourage all
employees to actively promote and
participate in the customer-focused
culture of our organisation.



Guidance



• Corporate vision and values statements.
• Examples of how your organisation’s leaders have



shown that they recognise the importance of
customer focus and actively promote activities that
allow your organisation to gain an understanding of
its customers.



• Customers’ and staff’s views on how your knowledge
of customer groups informs your policies.



• Examples of how customer insight drives your
policies, and how this influences the way in which
you design your services.



• Customer care, equal opportunities, disability and
other policies and procedures relating to fair treatment.



• Information you provide to customers on what they
are entitled to. 



• Evidence from mystery shoppers (where this is
relevant and appropriate).



• Customers’ and staff’s testimony and other
feedback.



• Procedures for making sure you protect customers’
privacy, including having secure computer systems
and making checks on customers’ identity. 



• Policies on data protection and staff guidance on this.



• Examples of customer and staff testimony about
their involvement and empowerment. 



• Staff policies and procedures manuals. 
• Examples of your approaches to promote customer



focus throughout the organisation.



Criterion 2    The Culture of the Organisation



2.1 Leadership, Policy and Culture
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Element



We can demonstrate our commitment
to developing and delivering customer -
focused services through our
recruitment, training and development
policies for staff.



Our staff are polite and friendly to
customers and have an understanding of
customer needs.



We prioritise customer focus at all levels
of our organisation and evaluate
individual and team commitment through
the performance management system.



We can demonstrate how customer-
facing staffs’ insights and experiences are
incorporated into internal processes,
policy development and service planning.



We value the contribution our staff make
to delivering customer focused services,
and leaders, managers and staff
demonstrate these behaviours.



2.2.1



2.2.2



2.2.3



2.2.4



2.2.5



Guidance



• Job specifications and recruitment procedures.
• Details of the training you have provided to all your



employees, and the opportunities for them to
develop further.



• Customer service policies and staff guidance.
• Evidence from mystery shoppers (where relevant)



and internal monitoring.
• Customers’ views and other feedback, including



comments on the service provided by individual
members of staff.



• Examples of how customer feedback is linked to
your assessment of staff. 



• Include staff recognition and reward schemes, if
relevant and appropriate.



• Ways in which staff give their views and details on
how you use their feedback. 



• Details of improvements that you have made as a
result of staff feedback.



• Examples of how you have improved the processes
for passing on customers’ information throughout
your organisation.



• Examples of how your organisation values the role of
customer service staff, by recognising and rewarding
the contributions of individual members of staff and
teams. 



• Evidence that providing customer-focused services is
a priority at all levels of the organisation, from the
front line (members of staff who deal with the
public) to senior managers and all levels in between.



2.2  Staff Professionalism and Attitude
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Criterion 3 Information and Access



We know that information is vital to customers. They particularly value accurate and detailed information, and this criterion
aims to make sure that we have this in mind in everything we do. As a result, we need to focus on making sure that we
consider this as part of an effective communication plan for consulting and involving customers, rather than seeing
communications as a one-off exercise. Customers also tell us that one of the most frustrating parts is not being kept
informed about what is happening. Because of this, we ask you to particularly look at this part of your communication policy.



Putting customers first can be an important first step towards providing effective communication.  



3.1.1



3.1.2



Element



We make information about the full
range of services we provide available to
our customers and potential customers,
including how and when people can
contact us, how our services are run and
who is in charge.



Where there is a charge for services, we
tell our customers how much they will
have to pay.



Guidance



• Examples of contact and service information, for the
range of communication methods used.



• Published information about any charges for services. 
• Details of how and when customers can make



payments.



Criterion 3    Information and Access



3.1 Range of Information



Element



We provide our customers with the
information they need in ways that meet
their needs and preferences, using a
variety of appropriate channels.



We take reasonable steps to make sure
our customers have received and
understood the information we provide.



We have improved the range, content and
quality of verbal, published and web based
information we provide to ensure it is
relevant and meets the needs of customers.



We can demonstrate that information we
provide to our customers is accurate and
complete, and that when this is not the
case we advise customers when they will
receive the information they requested.



3.2.1



3.2.2



3.2.3



3.2.4



Guidance



• Guidance to staff about clear communication,
including testing information with customers.



• Customers’ views on the communication methods
you use.



• Details of how you check that individual customers
have received and understood the information. 



• Examples of the changes you make to your
communication methods to meet customers’ needs.



• Examples of changes to the way you provide
information after receiving feedback. 



• Schedule for when you review the information you
provide.



• Customers’ views and feedback on the accuracy of
the information. 



• Details of the service standards for responding to
customers’ enquiries. .



• Complaints and comments from customers.
• Examples of when you provided the wrong



information and how this was rectified.



3.2  Quality of Information
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Element



We make our services easily accessible
to all customers through provision of a
range of alternative channels.



We evaluate how customers interact
with the organisation through access
channels and we use this information to
identify possible service improvements
and offer better choices.



We ensure that where customers can
visit our premises in person facilities are
as clean and comfortable as possible.



3.3.1



3.3.2



3.3.3



Guidance



• Details of the range of options available for
contacting the organisation. 



• Different ways of communicating and specific
arrangements and sample materials. 



• Details of how you have reviewed services to make
life easier for people. 



• Outcomes of reviews and the improvements you
planned and made as a result.



• Data and analysis relating to channel usage and
action taken to improve services as a result. 



• Details of how you use information to improve the
choice of services.



• Information on how you have reviewed the physical
environment of your premises, arrangements for
maintaining quality and details of any recent
improvements you have made.



3.3  Access



Element



We have made arrangements with other
providers and partners to offer and
supply co-ordinated services, and these
arrangements have demonstrable
benefits for our customers.



We have developed co-ordinated
working arrangements with our partners
that ensure customers have clear lines of
accountability for quality of service.



We interact within wider communities
and we can demonstrate the ways in
which we support those communities.



3.4.1



3.4.2



3.4.3



Guidance



• Formal and informal partnerships and plans for
improving access and services. 



• Information on the success of joint working
arrangements, including improvements you have
made to services as a result.



• Customer feedback on the services provided through
partnerships, including the quality and range of
services and how these are tailored to the individual
customer’s needs.



• Information on how you monitor and assess services
you provide in partnership with other organisations.



• Evidence of any service level agreements, particularly
handover arrangements and other measures that make
sure that the customer receives a ‘seamless’ service.



• Details of how customers can complain about the
services you provide in partnership with other
organisations.



• Details of how you publicise joint working
arrangements, including clear information for
customers on who is responsible.



• Examples of how you help customers to access
services, where appropriate.



• Information on how your organisation works with
and contributes to the wider community, beyond the
direct service it provides to customers.



3.4  Co-operative working with other providers, partners and communities
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Criterion 4 Delivery



A vital part of any organisation is how successfully it achieves its main business aims. This is, of course, also very
important to the customers of those organisations. As a result this criterion relates to how you carry out your main
business, the outcomes for the customer, and how you manage any problems that arise.



Research shows that many customers are satisfied with the outcome of their contact but fewer are satisfied with the
way the service kept promises and handled any problems. Handling problems in particular often receives one of the
lowest ratings out of all the different areas measured. Other research has shown that learning from mistakes is an
important way to gain trust from their customers. Listening to, and asking for, comments, feedback and complaints
about your service can be a great way to make small adjustments to the way your organisation runs, and both formal
and informal feedback can be equally important.



This criterion focuses on the outcome of your organisation’s main business and whether you keep to the promises you
have made to individual customers. It also relies on customers’ views about the outcomes of your services, rather than
just focusing on the main indicators your organisation uses to measure its performance. You should use the complaints
you receive about the way you provide services and any dips in your performance to make sure customers receive the
service you have promised them.



4.1.1



4.1.2



4.1.3



Element



We have challenging standards for our
main services, which take account of our
responsibility for delivering national and
statutory standards and targets.



We monitor and meet our standards,
key departmental and performance
targets, and we tell our customers about
our performance.



We consult and involve customers,
citizens, partners and staff on the setting,
reviewing and raising of our local
standards.



Guidance



• Details of all standards, performance indicators and
targets set for main services.



• Include national, statutory and local standards and
targets.



• Details of how often you monitor your performance
and the methods you use. 



• Current performance against all standards, key
departmental standards, statutory inspections and
audits and internal performance targets for the last
full year.



• Methods you use to consult and involve customers
and others about local standards and targets.



• Outcomes of your consultation on standards and
targets. 



• Information showing past and present standards and
targets that you can use to compare your
performance with previous years.



Criterion 4    Delivery



4.1 Delivery standards
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Element



We agree with our customers at the
outset what they can expect from the
service we provide.



We can demonstrate that we deliver the
service we promised to individual
customers and that outcomes are
positive for the majority of our customers. 



We can demonstrate that we benchmark
our performance against that of similar
or complementary organisations and
have used that information to improve
our service.



We have developed and learned from
best practice identified within and outside
our organisation, and we publish our
examples externally where appropriate.



4.2.1



4.2.2



4.2.3



4.2.4



Guidance



• Show that you use the promises and aims to make
appropriate commitments to each customer.



• Customers’ views and feedback on their experience
of the service. 



• Include responses to specific survey questions and
information and figures for positive outcomes. 



• Information from benchmarking exercises (where this
information is available). 



• Exercises can include comparing functions as well as
whole services.



• Evidence of peer reviews, discussion groups, taking
part in forums or other methods for comparing your
performance with other organisations.



• Show how you share and apply best practice within
your organisation and how you apply best-practice
examples from outside the organisation. 



• Examples of best practice you have published recently.



4.2  Achieved Delivery and Outcomes



Element



We identify any dips in performance
against our standards and explain these
to customers, together with action we
are taking to put things right and prevent
further recurrence.



We have an easy to use complaints
procedure, which includes a
commitment to deal with problems fully
and solve them wherever possible within
a reasonable time limit. 



We give staff training and guidance to
handle complaints and to investigate
them objectively, and we can
demonstrate that we empower staff to
put things right.



4.3.1



4.3.2



4.3.3



Guidance



• Outcomes of monitoring processes.
• Details of any action you have taken.
• Examples of how you explain dips in performance to



customers. 
• Examples of effective procedures you have put in



place to keep customers informed during
exceptional circumstances such as emergencies.



• Customer complaints procedure as provided for use
by customers.



• Complaints policy.
• Guidance and training you give staff in how to



respond to and deal with complaints. 
• Assessment of how effective your complaints-



handling training is.
• Examples of where staff have been given the



authority to resolve complaints. 



4.3  Deal effectively with problems
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Element



We learn from any mistakes we make by
identifying patterns in formal and informal
complaints and comments from
customers and use this information to
improve services and publicise action
taken.



We regularly review and improve our
complaints procedure, taking account of
the views of customers, complainants and
staff. 



We ensure that the outcome of the
complaint process for customers (whose
complaint is upheld) is satisfactory for
them. 



4.3.4



4.3.5



4.3.6



Guidance



• Records of formal and informal complaints and
comments relating to problems. 



• Information you regularly publish showing trends in
complaints, both formal and informal, and the action
you have taken as a result.



• Customer and staff feedback on the effectiveness of
the complaints procedure. 



• Process for reviewing your complaints procedure
and the improvements you have made. 



• Feedback from customers on the outcome of
complaints processes. 



• Details of procedures for staff and feedback
processes. 



4.3  Deal effectively with problems (continued)
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Criterion 5 Timeliness and Quality of Service



This criterion looks in more detail at the standards you have relating to how you carry out your main business. It
draws heavily on what users have identified as the most important factors of excellent customer service. Separating
customer service standards from the main business standards makes the requirements for setting and monitoring
standards in these areas much more strict. This plays a major part in developing the customer-focused culture
discussed in Criterion 2.



What is covered here is not meant to be a full list of every factor that affects how you run your service. Clearly, local
factors will also be important but we know from research that the speed of your initial contact with the customer and
your ability to keep to agreed timescales are vital. However, because organisations can sometimes focus on providing
a speedy service while forgetting to also consider quality, we have combined both these factors here. 



5.1.1



5.1.2



Element



We set appropriate and measurable
standards for the timeliness of response
for all forms of customer contact
including phone calls, letters,
e-communications and personal callers.



We set comprehensive standards for all
aspects of the quality of customer
service to be expected in all dealings
with our organisation.



Guidance



• Details of standards and targets set for timeliness of
response to customer contact for all access channels.



• Full customer service standards – including the quality
of your response to phone calls, letters,
e-communications and personal callers – for all stages
of the customer journey.



Criterion 5    Timeliness and Quality of Service



5.1 Standards for Timeliness and Quality



Element



We advise our customers and potential
customers about our promises on
timeliness and quality of customer service.



We identify individual customer needs at
the first point of contact with us and
ensure that an appropriate person who
can address the reason for contact deals
with the customer.



5.2.1



5.2.2



Guidance



• Published information and all methods for advising
customers and potential customers of standards for
timeliness and quality of customer service.



• Examples of the processes you use when you first
have contact with the customer – for example,
interview techniques, mapping customer journeys,
reviewing information you already hold about the
customer.  



• Show an understanding of how customers are using
the different methods to contact you, and the
problems you face in providing a successful service.



5.2  Timely Outcomes
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Element



We promptly share customer information
with colleagues and partners within our
organisation whenever appropriate and
can demonstrate how this has reduced
unnecessary contact for customers.



Where service is not completed at the
first point of contact we discuss with the
customer the next steps and indicate the
likely overall time to achieve outcomes. 



We respond to initial enquiries promptly,
and if there is a delay we advise the
customer and take action to rectify the
problem.



5.2.3



5.2.4



5.2.5



Guidance



• Processes you have in place to make sure that
complete information is transferred promptly and to
all relevant people within and outside the organisation.



• Examples of how you have shared information
promptly and in a useful and appropriate way, while
keeping to the regulations on data protection and
confidentiality.



• Examples of where you have shared information
about customer groups (for example, with service
managers, front-line staff and partners) to provide
more efficient services.



• Customers’ views that show how the service has
been tailored to consider their individual
circumstances. 



• Details of how you have communicated the likely
timescales with customers. 



• Information on wait times for initial responses to
telephone, e-mail, text and personal callers. 



• Information on your procedures to tell customers
about any problems.



5.2  Timely Outcomes (continued)



5.3  Achieved Timely Delivery



5.3.1



5.3.2



5.3.3



Element



We monitor our performance against
standards for timeliness and quality of
customer service and we take action if
problems are identified.



We are meeting our current standards for
timeliness and quality of customer service
and we publicise our performance against
these standards. 



Our performance in relation to timeliness
and quality of service compares well with
that of similar organisations.



Guidance



• Methods used for monitoring performance in
relation to standards for timeliness and quality of
customer service.



• Steps taken to address timeliness of delivery where
this does not meet customer expectations.



• Current actual performance against all standards and
targets for timeliness and quality of service and
evidence of publication. 



• Customer feedback on achievement of service
delivery within agreed timescales.  



• Examples of ‘mystery shopper’ evidence where
relevant.



• Comparative performance data relating to timeliness
and quality of customer service obtained from
benchmarking exercises.
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G4S Assessment Services Ltd
1320 Montpellier Court 



 yaW reenoiP
Gloucester Business Park
Gloucestershire 
GL3 4AH



 



Tel: 0845 300 5172



Email: cse@uk.g4s.com



Web: www.g4sassessmentservices.com



 emqc Ltd
Unit 8, Business Centre Beeston 
Technology Drive
Beeston
Nottinghamshire 



 NG9 2ND 



Tel: 0845 304 8600



Email: info@emqc.co.uk   



Web: www.emqc.co.uk



Tel: 0161 237 4080



Email: enquiries@centreforassessment.co.uk



Web: www.centreforassessment.co.uk



SGS United Kingdom Ltd
SGS House
217-221 London Road
Camberley
GU15 3EY



Tel: 0800 900 094



Email: service-excellence@sgs.com



Web: www.uk.sgs.com



More information on how we can help your organisation achieve the Customer Service Excellence standard
is available on our website:



http://www.customerserviceexcellence.co.uk.com/



 Body Contacts



Centre for Assessment 
56 Oxford Street
Churchgate House
Manchester
M1 6EU
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Pricing Schedule


						Contract Reference - PS/20/256 - Customer Service Excellence Standard








						Pricing Schedule





			Company Name:						Please enter your FULL company name here





			Instructions for correct completion of pricing schedule:-





			1)			Suppliers to complete ONLY cells highlighted in yellow;


			2)			All costs associated with the product/service must be included in the pricing schedule;


			3)			All costs MUST be quoted in GBP (£);


			4)			Suppliers to enter all charges to two (2) decimal places;


			5)			Suppliers to enter 0 (zero) if there is no charge for a product/service;


			6)			Alternative products are not acceptable;


			7)			All costs must be inclusive of expenses and exclusive of VAT.


			8) 			All data in SECTION B is for any potential extensions to the contract and is for "Information Only" purposes. It does not form part of the bid assessment and/or evaluation process and will be used to estimate the potential "Total Contract Value"








						SECTION A





						Table 1 - Customer Service Excellence Standard Charges





						Contract Year			YEAR 1			YEAR 2			TOTAL CONTRACT
COST  (£)


						Requirement Description			Annual
Cost (£)			Annual
Cost (£)


						Customer Service Excellence Standard			£   70.00			£   90.00			£   160.00


						TOTAL CONTRACT 
COST  (£)			£   70.00			£   90.00			£   160.00











						Total Contract Price Evaluation





						The score that will be evaluated is highlighted in blue





						The lowest priced tender will receive a full score of 			30%			and will be calculated by the following method:-





						Example of Pro-Rata Allocation of Points





						Three tenderers offer £20, £25 and £40 as their final price for service X.  Service X has:						30%			allocated for the lowest tender.


						  			  


						Tenderer 1:			Price			£20			receives			30%





						Tenderer 2:			Price			£25			receives			24%





						Tenderer 3:			Price			£40			receives			15%





						For example, Tenderer 2 score of 			24%			is achieved as follows:-





						Lowest price received from all Tenderers			     x       Allocation of price in Evaluation Criteria


						Price provided for contract by Tenderer 2			   





						                                        £20                                     x			     x       Allocation of price in Evaluation Criteria			=			24%


						divide by £25 








						SECTION B - EXTENSION PERIODS  (Note: Point 8 above)





						Table 2  -   Customer Service Excellence Standard Costs (Extension Period)





						Contract Year			YEAR 3


						Requirement Description			Annual
Cost (£)


						Customer Service Excellence Standard			£   100.00








						Table 3  - TOTAL POTENTIAL CONTRACT VALUE INCLUDING EXTENSION PERIODS





						Requirement Description			Contract Cost  YEAR 1 (£)			Contract Cost  YEAR 2 (£)			Contract Cost  YEAR 3 (£)			TOTAL POTENTIAL  CONTRACT VALUE (£)


						Customer Service Excellence Standard			£   70.00			£   90.00			£   100.00			£   260.00


						TOTAL POTENTIAL CONTRACT VALUE (£)			£   70.00			£   90.00			£   100.00			£   260.00
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Pricing Schedule Final.xlsx
Pricing Schedule

				Contract Reference - PS/20/256 - Customer Service Excellence Standard





				Pricing Schedule



		Company Name:				Please enter your FULL company name here



		Instructions for correct completion of pricing schedule:-



		1)		Suppliers to complete ONLY cells highlighted in yellow;

		2)		All costs associated with the product/service must be included in the pricing schedule;

		3)		All costs MUST be quoted in GBP (£);

		4)		Suppliers to enter all charges to two (2) decimal places;

		5)		Suppliers to enter 0 (zero) if there is no charge for a product/service;

		6)		Alternative products are not acceptable;

		7)		All costs must be inclusive of expenses and exclusive of VAT.

		8) 		All data in SECTION B is for any potential extensions to the contract and is for "Information Only" purposes. It does not form part of the bid assessment and/or evaluation process and will be used to estimate the potential "Total Contract Value"





				SECTION A



				Table 1 - Customer Service Excellence Standard Charges



				Contract Year		YEAR 1		YEAR 2		TOTAL CONTRACT
COST  (£)

				Requirement Description		Annual
Cost (£)		Annual
Cost (£)

				Customer Service Excellence Standard						£   - 0

				TOTAL CONTRACT 
COST  (£)		£   - 0		£   - 0		£   - 0







				Total Contract Price Evaluation



				The score that will be evaluated is highlighted in blue



				The lowest priced tender will receive a full score of 		30%		and will be calculated by the following method:-



				Example of Pro-Rata Allocation of Points



				Three tenderers offer £20, £25 and £40 as their final price for service X.  Service X has:				30%		allocated for the lowest tender.

				  		  

				Tenderer 1:		Price		£20		receives		30%



				Tenderer 2:		Price		£25		receives		24%



				Tenderer 3:		Price		£40		receives		15%



				For example, Tenderer 2 score of 		24%		is achieved as follows:-



				Lowest price received from all Tenderers		     x       Allocation of price in Evaluation Criteria

				Price provided for contract by Tenderer 2		   



				                                        £20                                     x		     x       Allocation of price in Evaluation Criteria		=		24%

				divide by £25 





				SECTION B - EXTENSION PERIODS  (Note: Point 8 above)



				Table 2  -   Customer Service Excellence Standard Costs (Extension Period)



				Contract Year		YEAR 3

				Requirement Description		Annual
Cost (£)

				Customer Service Excellence Standard





				Table 3  - TOTAL POTENTIAL CONTRACT VALUE INCLUDING EXTENSION PERIODS



				Requirement Description		Contract Cost  YEAR 1 (£)		Contract Cost  YEAR 2 (£)		Contract Cost  YEAR 3 (£)		TOTAL POTENTIAL  CONTRACT VALUE (£)

				Customer Service Excellence Standard		£   - 0		£   - 0		£   - 0		£   - 0

				TOTAL POTENTIAL CONTRACT VALUE (£)		£   - 0		£   - 0		£   - 0		£   - 0
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Armed Forces Covenant



1. The Armed Forces Covenant is a public sector pledge from Government, businesses, charities and organisations to demonstrate their support for the armed forces community. The Covenant was brought in under the Armed Forces Act 2011 to recognise that the whole nation has a moral obligation to redress the disadvantages the armed forces community face in comparison to other citizens, and recognise sacrifices made.



2. The Covenant’s 2 principles are that:

· the armed forces community should not face disadvantages when compared to other citizens in the provision of public and commercial services

· special consideration is appropriate in some cases, especially for those who have given most such as the injured and the bereaved.



The Authority encourages all Tenderers, and their suppliers, to sign the Corporate Covenant, declaring their support for the Armed Forces community by displaying the values and behaviours set out therein.



3. 	Guidance on the various ways you can demonstrate your support through the Corporate Covenant is at The Corporate Covenant below.



4. 	If you wish to register your support you can provide a point of contact for your company on this issue to the Armed Forces Covenant Team at the address below, so that the MOD can alert you to any events or initiatives in which you may wish to participate. The Covenant Team can also provide any information you require in addition to that included on the website.



Email address: covenant-mailbox@mod.uk

Address: Armed Forces Covenant Team

Zone D, 6th Floor, Ministry of Defence,

Main Building, Whitehall, London, SW1A 2HB



5. 	Paragraphs 1 – 4 above are not a condition of working with the Authority now or in the future, nor will this issue form any part of the tender evaluation, contract award procedure or any resulting contract. However, the Authority very much hopes you will want to provide your support.
























The Corporate Covenant:

Section 1: Principles of the Armed Forces Covenant



1.1 We Company XYZ will endeavour in our business dealings to uphold the key principles of the Armed Forces Covenant, which are:



· no member of the Armed Forces Community should face disadvantage in the provision of public and commercial services compared to any other citizen

· in some circumstances special treatment may be appropriate especially for the injured or bereaved.



Section 2: Demonstrating our Commitment



2.1	Company XYZ recognises the value serving personnel, reservists, veterans and military families bring to our business. We (Company XYZ) will seek to uphold the principles of the Armed Forces Covenant, by:



· promoting the fact that we are an armed forces-friendly organisation;

· seeking to support the employment of veterans young and old and working with the Career Transition Partnership (CTP), in order to establish a tailored employment pathway for Service Leavers;

· striving to support the employment of Service spouses and partners;

· endeavouring to offer a degree of flexibility in granting leave for Service spouses and partners before, during and after a partner’s deployment;

· seeking to support our employees who choose to be members of the Reserve forces, including by accommodating their training and deployment where possible;

· offering support to our local cadet units, either in our local community or in local schools, where possible;

· aiming to actively participate in Armed Forces Day;

· offering a discount to members of the Armed Forces Community;

· any additional commitments XYZ could make (based on local circumstances).

· [You are encouraged to sign up to as many of the above as appropriate to your business. Please amend to provide details of how you intend to meet each commitment.]



2.2 We will publicise these commitments through our literature and/or on our website, setting out how we will seek to honour them and inviting feedback from the Service community and our customers on how we are doing. [Amended as appropriate for your business].

October 2017
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DfT Counter Fraud, Bribery, Corruption and Ethical Procurement Statement



		The Department for Transport adopts a zero-tolerance approach to procurement fraud, bribery and corruption







Counter Fraud, Bribery and Corruption



A counter fraud culture is actively promoted amongst all staff, including procurement specialists across Department for Transport (DfT) and any lessons learnt across DfT Group. 



DfT is committed to continually improve the awareness and understanding of its staff to actively prevent, deter and detect procurement fraud and bribery.



DfT is committed to reduce corruption in public procurement as set out within the Cross Government Anti-Corruption Strategy 2017–2022.



DfT expects the highest standards of conduct and integrity from its staff, potential suppliers and its contractors. Individuals and organisations have a responsibility, in deterring procurement fraud and bribery and to report any instances where it is suspected or detected. 



Supplier Code of Conduct



DfT requires potential suppliers and its contractors to adhere to the Supplier Code of Conduct and to:



· act with integrity, propriety, honesty, objectivity, accountability and openness;

· take all reasonable steps, in accordance with good industry practice, to prevent fraud and bribery by its staff and any sub-contractors;

· actively avoid, prevent and deter any behaviour or activity that might be considered as collusion, i.e. operating a cartel, bid rigging, bid suppression, cover bidding, bid rotation, market division and price fixing;

· actively avoid, prevent and deter any behaviour or activity that might be considered as bribery or corruption, in contravention of The Bribery Act 2010, e.g. paying a sum of money, or other inducement, directly or indirectly to any person/s in relation to any DfT contract or tender for goods, works or services;

· declare any conflict of interest that might arise before, during or after a procurement process;

· provide and maintain accurate contract performance records/data;

· provide and maintain accurate financial documentation, e.g. invoices.



Civil Service Code of Conduct



DfTc staff (and civil servants in executive agencies and ALBs) are required to operate in line with the Civil Service Code: 



· act with integrity, honesty, objectivity, and impartiality;

· be alert to the possibility that unusual events or transactions could be indicators of procurement fraud and bribery;

· be aware of their organisations gifts and hospitality policy and must not accept gifts or hospitality or receive other benefits from anyone which might reasonably be seen to compromise their personal judgement or integrity; 

· automatically refuse and immediately report gifts offered either prior to or after a contract has been awarded, or some other transaction has been awarded, and where there is any doubt about the propriety of accepting, the gift must be politely refused;

· report details immediately through the appropriate channel if there are any perceived conflicts of interest or whether procurement fraud and bribery is suspected; and

· co-operate fully with Departmental/Agency Fraud Officers.





In addition, DfT requires its procurement specialists to;



· deter, detect and report procurement fraud, bribery or corruption;

· ensure adequate control measures exist and operate effectively;

· undertake a detailed fraud risk assessment to identify and manage the risk of procurement fraud, bribery and corruption;

· regularly review and test control measures and implement new control measures where necessary.



Reporting of Fraud and Bribery



DfT adopts a ‘zero-tolerance’ culture in relation to acts of fraud, bribery and corruption. We do not permit it under any circumstances - any such acts will be investigated fully and where appropriate, disciplinary and/ or legal action will be taken, in line with Cabinet Office guidelines. 



If procurement fraud or bribery is identified or suspected, please contact the Department/Agency Fraud Officers, in confidence, immediately on the following telephone numbers:



		Organisation

		Department/Agency Fraud Officers 

		Whistle-blowing Hotline





		Department for Transport

		The DfTc Fraud Hot Line: 07827 843953, 

Head of Financial Control: 07342 061699 or 

Counter Fraud Manager: 07971 145871

		The DfTc Fraud Hot Line: 07827 843953



		Driver and Vehicle Licensing Agency

		01792 782650

		01792 788883



		Driver and Vehicle Standards Agency

		0300 123 3248

		07920 592902



		Maritime and Coastguard Agency

		07772 352319

		07772 352319



		Vehicle Certification Agency

		0117 952 4205

		0117 952 4126







It is important that notifications are made promptly and that no action is taken which may prejudice any future action or may alert a potential perpetrator that the fraud or potential act of fraud has been identified.



DfT will treat all reports in a confidential and sensitive manner. If procurement fraud, bribery or corruption is suspected, DfT will consider and investigate and may report the matter to:



· Departmental/Agency Fraud Officers;

· The Police (Action Fraud) and share with counter fraud organisations.



If procurement fraud or bribery is proven (i.e. sanctioned) DfT may:



· exclude a potential supplier from a procurement procedure;

· suspend or terminate a contract with a supplier;

· take steps to recover financial losses,

· pursue criminal sanctions.





Fair Employment Practices 



DfT requires suppliers and their contractors to maintain high standards of integrity and professionalism in their business dealings, adhering to the laws of the countries where they operate and taking action where necessary to minimise negative impacts and potential risks.



The Government has made clear its determination to tackle modern slavery crimes and DfT is committed to mitigate these crimes throughout its supply chain.  



Under Section 54 of the Modern Slavery Act 2015, commercial organisations which carry on a business or part of a business in the UK, supply goods or services and have an annual turnover of £36 million or more are required to prepare a slavery and human trafficking statement for each financial year of their organisation. 



Prompt Payment



DfT is committed to ensuring responsible procurement practices are realised throughout the supply chain, this includes an expectation that its suppliers and their sub-contractors will comply with the prompt payment code throughout their supply chain.  For further details refer to the Prompt Payment Code.



Protecting the Environment



DfT is committed to ensuring better management of resources, enhancing degraded environments and recognising the importance of natural resources throughout the procurement lifecycle. DfT recognise that having regard for the environment is crucial for the wellbeing of current and future generations.



DfT expects suppliers and its contractors to comply with all applicable environmental laws, regulations and standards as well as implementing an effective system, such as ISO 14001 or equivalent, to identify and eliminate potential hazards to the environment.  



Health & Safety 



DfT expects its suppliers and contractors to strive to implement high standards of occupational health and safety. Compliance with applicable occupational health and safety regulations is expected to provide a work environment that is safe and conducive to good health, in order to preserve the health of employees and prevent accidents, injuries and work-related illnesses.  Alignment with standards such as OHSAS 18001, or equivalent, is encouraged.



Social Value



DfT is committed to promoting economic sustainability through the government’s social value framework which involves the promotion of development, growth and prosperity for the nation through public procurement. For examples of this see, The Transport Infrastructure Skills Strategy and the Armed Forces Covenant.
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Travel and Accommodation Rates





Please Note: All expense claims must be fully documented on an itemised basis and supported by original receipts and/or travel tickets.





Bed and Breakfast	



Inner London					up to £115 per night



Elsewhere					up to £90 per night





MILEAGE



Public Transport Rate				25p per mile





Rail



Standard Class Return Rail Fare





TAXI



Reasonable expenses to and from the points of arrival (railway station) and destination (DVLA).













January 2020
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The Short form Contract
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Order Form



		1. Contract Reference

		PS/20/256 – Provision of Customer Service Excellence



		2. Date

		[Insert date on which the last party signs]



		3. Buyer

		Driver & Vehicle Licensing Agency DVLA 

Longview Road

Morriston

Swansea SA6 7JL





		4. Supplier

		[Insert Suppliers name 



registered address (if registered) 



and registration number (if registered)]





		5. The Contract

		The Supplier shall supply the deliverables described below on the terms set out in this Order Form and the attached contract conditions ("Conditions") and any [Annex/Annexes].  



Unless the context otherwise requires, capitalised expressions used in this Order Form have the same meanings as in Conditions.  



In the event of any conflict between this Order Form and the Conditions, this Order Form shall prevail. 



Please do not attach any Supplier terms and conditions to this Order Form as they will not be accepted by the Buyer and may delay conclusion of the Contract.





		6. Deliverables

		Goods

		[None]







		

		Services

		[bookmark: _DV_C144][bookmark: _Ref377110627]Driver & Vehicle Licensing Agency DVLA 

Longview Road

Morriston

Swansea SA6 7JL







		7. Specification

		[bookmark: _Ref377110664][bookmark: _DV_M94][bookmark: _DV_M96]The specification of the Deliverables is as set out below and in the Suppliers tender dated Insert date.







		8. Term

		[bookmark: _DV_C161][bookmark: _Ref377110639]The Term shall commence on 1 July 2021



and the Expiry Date shall be 30 June 2023

unless it is otherwise extended or terminated in accordance with the terms and conditions of the Contract.



[bookmark: _DV_C268][bookmark: _Ref266710570][bookmark: _Ref359607345]The Buyer may extend the Contract for a period of up to 12 months by giving not less than [10 Working Days’] notice in writing to the Supplier prior to the Expiry Date.  The terms and conditions of the Contract shall apply throughout any such extended period.





		9. Charges

		[bookmark: _Ref377110658][bookmark: _DV_C154]The Charges for the Deliverables shall be as set out in Annex 3 dated [Insert date]]. 









		10. Payment

		[bookmark: _DV_M104]You must be in possession of a written purchase order (PO), before commencing any work, or supplying any goods, under this contract.  The Purchase Order Number for this contract will follow shortly. Invoices submitted to the Department must also quote the PO number and must be submitted in accordance with DVLA’s Invoicing Procedures below. 





Please ensure invoices are sent to SSa and not DVLA.  Invoices received without the correct Purchase Order Number will be returned to you and will delay receipt of payment.



		11. Buyer Authorised Representative(s) 



		[bookmark: _DV_M112]For general liaison your contact will continue to be 



Pam Barton Contract Manager 

Pam.barton@dvla.gov.uk 



or, in their absence, 



Andrew Gibbons

Andrew.gibbons@dvla.gov.uk





		12. Address for notices

				[bookmark: _DV_M97]Buyer:



		Supplier:



		Driver & Vehicle Licensing Agency DVLA 

Longview Road

Morriston

Swansea SA6 7JL



Attention: Jean Jackson or

                 Elin Foster



Email:  jean.jackson@dvla.gov.uk

            Elin.foster@dvla.gov.uk

		[insert name
and address of Supplier]



Attention: [insert title]



Email:  [insert email address]











		13. Key Personnel [Optional]

		[Only include if defining the Key Personnel is key requirement within the specification]

		Buyer:



		Supplier:



		[insert name
and address of Buyer]



Attention: [insert title]



Email:  [insert email address]

		[insert name
and address of Supplier]



Attention: [insert title]



Email:  [insert email address]

















		14. Procedures and Policies

		For the purposes of the Contract the Staff Vetting Procedures/data security requirements can be found in the specification].



[bookmark: _Ref377110697][bookmark: _DV_M99][bookmark: _DV_C174]The Buyer may require the Supplier to ensure that any person employed in the delivery of the Deliverables has undertaken a Disclosure and Barring Service check.  

[bookmark: _DV_M101][bookmark: _DV_M102]The Supplier shall ensure that no person who discloses that he/she has a conviction that is relevant to the nature of the Contract, relevant to the work of the Buyer, or is of a type otherwise advised by the Buyer (each such conviction a "Relevant Conviction"), or is found by the Supplier to have a Relevant Conviction (whether as a result of a police check, a Disclosure and Barring Service check or otherwise) is employed or engaged in the provision of any part of the Deliverables.





[bookmark: _DV_M88]






		[bookmark: _DV_M103]Signed for and on behalf of the Supplier

		Signed for and on behalf of the Buyer





						 





		Name: 

[Insert name] 					



[Insert job title]





		Name: 

[Insert name]



[Insert job title]







		Date: 



		Date:



		Signature:

		Signature:






Annex 1 – Schedule of Processing, Personal Data

Not Applicable



Annex 2 – Specification









Annex 3 – Charges

 [AT AWARD STAGE ONLY]

[Insert the completed Pricing Schedule/Cost Model submitted by the successful tenderer]




[Annex 4 - Short form Terms]

Definitions used in the Contract



In this Contract, unless the context otherwise requires, the following words shall have the following meanings: 



		"Central Government Body"

		means a body listed in one of the following sub-categories of the Central Government classification of the Public Sector Classification Guide, as published and amended from time to time by the Office for National Statistics:

a) Government Department;

b) Non-Departmental Public Body or Assembly Sponsored Public Body (advisory, executive, or tribunal);

c) Non-Ministerial Department; or

d) Executive Agency;





		"Charges"

		means the charges for the Deliverables as specified in the Order Form; 



		"Confidential Information"

		means all information, whether written or oral (however recorded), provided by the disclosing Party to the receiving Party and which (i) is known by the receiving Party to be confidential; (ii) is marked as or stated to be confidential; or (iii) ought reasonably to be considered by the receiving Party to be confidential;





		"Contract" 

		means the contract between (i) the Buyer and (ii) the Supplier which is created by the Supplier’s counter signing the Order Form and includes the Order Form and Annexes;





		"Controller"

		has the meaning given to it in the GDPR;





		"Buyer"



"Date of Delivery"



		means the person identified in the Order Form;



means that date by which the Deliverables must be delivered to the Buyer, as specified in the Order Form;



		"Buyer Cause"









		any breach of the obligations of the Buyer or any other Default, act, omission, negligence or statement of the Buyer, of its employees, servants, agents in connection with or in relation to the subject-matter of the Contract and in respect of which the Buyer is liable to the Supplier;








		"Data Protection Legislation" 





		(i) the GDPR, the LED and any applicable national implementing Laws as amended from time to time (ii) the Data Protection Act 2018 to the extent that it relates to processing of personal data and privacy; (iii) all applicable Law about the processing of personal data and privacy; 



		"Data Protection Impact Assessment"



		an assessment by the Controller of the impact of the envisaged processing on the protection of Personal Data; 



		"Data Protection Officer" 



		has the meaning given to it in the GDPR;



		"Data Subject" 



		has the meaning given to it in the GDPR;



		"Data Loss Event" 







		any event that results, or may result, in unauthorised access to Personal Data held by the Supplier under this Contract, and/or actual or potential loss and/or destruction of Personal Data in breach of this Contract, including any Personal Data Breach; 



		"Data Subject Access 

Request" 



		a request made by, or on behalf of, a Data Subject in accordance with rights granted pursuant to the Data Protection Legislation to access their Personal Data;  



		"Deliver"









		means hand over the Deliverables to the Buyer at the address and on the date specified in the Order Form, which shall include unloading and any other specific arrangements agreed in accordance with Clause 4. Delivered and Delivery shall be construed accordingly;



		“Default”

		means any breach of the obligations of the Supplier (including abandonment of the Contract in breach of its terms) or any other Default (including material Default), act, omission, negligence or statement of the Supplier, of its Subcontractors or any Supplier Staff howsoever arising in connection with or in relation to the subject-matter of the Contract and in respect of which the Supplier is liable to the Buyer;



		"Existing IPR"



		any and all intellectual property rights that are owned by or licensed to either Party and which have been developed independently of the Contract (whether prior to the date of the Contract or otherwise);



		"Expiry Date"

		means the date for expiry of the Contract as set out in the Order Form;  



		"FOIA"







		means the Freedom of Information Act 2000 together with any guidance and/or codes of practice issued by the Information Commissioner or relevant Government department in relation to such legislation;



		"Force Majeure Event"



















		any event, occurrence, circumstance, matter or cause affecting the performance by either Party of its obligations under the Contract arising from acts, events, omissions, happenings or non-happenings beyond its reasonable control which prevent or materially delay it from performing its obligations under the Contract but excluding: i) any industrial dispute relating to the Supplier, the Supplier Staff (including any subsets of them) or any other failure in the Supplier or the Subcontractor's supply chain; ii) any event, occurrence, circumstance, matter or cause which is attributable to the wilful act, neglect or failure to take reasonable precautions against it by the Party concerned; and iii) any failure of delay caused by a lack of funds;



		"GDPR" 



		the General Data Protection Regulation (Regulation (EU) 2016/679);



		"Goods"





		means the goods to be supplied by the Supplier to the Buyer under the Contract;  



		"Good Industry Practice" 









		standards, practices, methods and procedures conforming to the law and the exercise of the degree of skill and care, diligence, prudence and foresight which would reasonably and ordinarily be expected from a skilled and experienced person or body engaged within the relevant industry or business sector; 



		"Government Data"













		a) the data, text, drawings, diagrams, images or sounds (together with any database made up of any of these) which are embodied in any electronic, magnetic, optical or tangible media, including any of the Buyer's confidential information, and which: i) are supplied to the Supplier by or on behalf of the Buyer; or ii) the Supplier is required to generate, process, store or transmit pursuant to the Contract; or b) any Personal Data for which the Buyer is the Data Controller;



		"Information"



		has the meaning given under section 84 of the FOIA; 



		"Information Commissioner" 





		the UK’s independent authority which deals with ensuring information relating to rights in the public interest and data privacy for individuals is met, whilst promoting openness by public bodies; 



		"Insolvency Event"













		in respect of a person: a) if that person is insolvent; ii) if an order is made or a resolution is passed for the winding up of the person (other than voluntarily for the purpose of solvent amalgamation or reconstruction); iii) if an administrator or administrative receiver is appointed in respect of the whole or any part of the persons assets or business; iv) if the person makes any composition with its creditors or takes or suffers any similar or analogous action to any of the actions detailed in this definition as a result of debt in any jurisdiction;



		"Key Personnel"



		means any persons specified as such in the Order Form or otherwise notified as such by the Buyer to the Supplier in writing;  



		"LED" 



		Law Enforcement Directive (Directive (EU) 2016/680);



		"New IPR"







		all and intellectual property rights in any materials created or developed by or on behalf of the Supplier pursuant to the Contract but shall not include the Supplier's Existing IPR;



		"Order Form"





		means the letter from the Buyer to the Supplier printed above these terms and conditions;



		"Party"





		the Supplier or the Buyer (as appropriate) and "Parties" shall mean both of them; 



		"Personal Data"

 

		has the meaning given to it in the GDPR; 








		"Personal Data Breach" 



		has the meaning given to it in the GDPR; 



		"Processor"



		has the meaning given to it in the GDPR;



		"Purchase Order Number"





		means the Buyer’s unique number relating to the order for Deliverables to be supplied by the Supplier to the Buyer in accordance with the terms of the Contract; 



		"Regulations"





		the Public Contracts Regulations 2015 and/or the Public Contracts (Scotland) Regulations 2015 (as the context requires) as amended from time to time;



		"Request for Information"





		has the meaning set out in the FOIA or the Environmental Information Regulations 2004 as relevant (where the meaning set out for the term "request" shall apply); 



		"Services"





		means the services to be supplied by the Supplier to the Buyer under the Contract;  



		"Specification"







		means the specification for the Deliverables to be supplied by the Supplier to the Buyer (including as to quantity, description and quality) as specified in the Order Form; 



		"Staff"







		means all directors, officers, employees, agents, consultants and contractors of the Supplier and/or of any sub-contractor of the Supplier engaged in the performance of the Supplier’s obligations under the Contract; 



		"Staff Vetting Procedures"





		means vetting procedures that accord with good industry practice or, where applicable, the Buyer’s procedures for the vetting of personnel as provided to the Supplier from time to time;  



		Storage Media

		means the part of any device that is capable of storing and retrieving data;





		"Subprocessor"





		any third Party appointed to process Personal Data on behalf of the Supplier related to the Contract;



		"Supplier Staff" 







		all directors, officers, employees, agents, consultants and contractors of the Supplier and/or of any Subcontractor engaged in the performance of the Supplier’s obligations under a Contract;



		"Supplier"



		means the person named as Supplier in the Order Form;



		"Term"









		means the period from the start date of the Contract set out in the Order Form to the Expiry Date as such period may be extended in accordance with Clause 11.2 or terminated in accordance with the terms and conditions of the Contract; 








		"US-EU Privacy Shield Register"





 

		a list of companies maintained by the United States of America Department for Commence that have self-certified their commitment to adhere to the European legislation relating to the processing of personal data to non-EU countries which is available online at: https://www.privacyshield.gov/list; 



		"VAT"





		means value added tax in accordance with the provisions of the Value Added Tax Act 1994; 



		"Workers"











		any one of the Supplier Staff which the Buyer, in its reasonable opinion, considers is an individual to which Procurement Policy Note 08/15 (Tax Arrangements of Public Appointees) (https://www.gov.uk/government/publications/procurement-policynote-0815-tax-arrangements-of-appointees) applies in respect of the Deliverables;



		"Working Day"





		means a day (other than a Saturday or Sunday) on which banks are open for business in the City of London.





Understanding the Contract

In the Contract, unless the context otherwise requires:



references to numbered clauses are references to the relevant clause in these terms and conditions;

any obligation on any Party not to do or omit to do anything shall include an obligation not to allow that thing to be done or omitted to be done;

the headings in this Contract are for information only and do not affect the interpretation of the Contract;

references to "writing" include printing, display on a screen and electronic transmission and other modes of representing or reproducing words in a visible form;

the singular includes the plural and vice versa; 

a reference to any law includes a reference to that law as amended, extended, consolidated or re-enacted from time to time and to any legislation or byelaw made under that law; and

the word ‘including’, "for example" and similar words shall be understood as if they were immediately followed by the words "without limitation".

How the Contract works

[bookmark: _DV_C230][bookmark: _DV_M143]The Order Form is an offer by the Buyer to purchase the Deliverables subject to and in accordance with the terms and conditions of the Contract.



The Supplier is deemed to accept the offer in the Order Form when the Buyer receives a copy of the Order Form signed by the Supplier.



[bookmark: _Ref525067119]The Supplier warrants and represents that its tender and all statements made and documents submitted as part of the procurement of Deliverables are and remain true and accurate.



What needs to be delivered

All Deliverables

The Supplier must provide Deliverables: (i) in accordance with the Specification; (ii) to a professional standard; (iii) using reasonable skill and care; (iv) using Good Industry Practice; (v) using its own policies, processes and internal quality control measures as long as they don’t conflict with the Contract; (vi) on the dates agreed; and (vii) that comply with all law.

The Supplier must provide Deliverables with a warranty of at least 90 days (or longer where the Supplier offers a longer warranty period to its Buyers) from Delivery against all obvious defects.



Goods clauses [Not applicable]

All Goods delivered must be new, or as new if recycled, unused and of recent origin.

All manufacturer warranties covering the Goods must be assignable to the Buyer on request and for free.

The Supplier transfers ownership of the Goods on completion of delivery (including off‑loading and stacking) or payment for those Goods, whichever is earlier.

Risk in the Goods transfers to the Buyer on delivery, but remains with the Supplier if the Buyer notices damage following delivery and lets the Supplier know within three Working Days of delivery.

The Supplier warrants that it has full and unrestricted ownership of the Goods at the time of transfer of ownership.

[bookmark: _Ref525080501]The Supplier must deliver the Goods on the date and to the specified location during the Buyer's working hours. 

The Supplier must provide sufficient packaging for the Goods to reach the point of delivery safely and undamaged.

All deliveries must have a delivery note attached that specifies the order number, type and quantity of Goods.

The Supplier must provide all tools, information and instructions the Buyer needs to make use of the Goods.

The Supplier will notify the Buyer of any request that Goods are returned to it or the manufacturer after the discovery of safety issues or defects that might endanger health or hinder performance and shall indemnify the Buyer against the costs arising as a result of any such request.

The Buyer can cancel any order or part order of Goods which has not been delivered.  If the Buyer gives less than 14 days' notice then it will pay the Supplier's reasonable and proven costs already incurred on the cancelled order as long as the Supplier takes all reasonable steps to minimise these costs.

The Supplier must at its own cost repair, replace, refund or substitute (at the Buyer's option and request) any Goods that the Buyer rejects because they don't conform with clause 4.2.  If the Supplier doesn't do this it will pay the Buyer's costs including repair or re‑supply by a third party.

The Buyer will not be liable for any actions, claims, costs and expenses incurred by the Supplier or any third party during delivery of the Goods unless and to the extent that it is caused by negligence or other wrongful act of the Buyer or its servant or agent.  If the Buyer suffers or incurs any damage or injury (whether fatal or otherwise) occurring in the course of delivery or installation then the Supplier shall indemnify from any losses, charges costs or expenses which arise as a result of or in connection with such damage or injury where it is attributable to any act or omission of the Supplier or any of its [sub‑suppliers].



Services clauses 

Late delivery of the Services will be a Default of the Contract.

The Supplier must co‑operate with the Buyer and third party suppliers on all aspects connected with the delivery of the Services and ensure that Supplier Staff comply with any reasonable instructions including any security requirements.

The Buyer must provide the Supplier with reasonable access to its premises at reasonable times for the purpose of supplying the Services

The Supplier must at its own risk and expense provide all equipment required to deliver the Services. Any equipment provided by the Buyer to the Supplier for supplying the Services remains the property of the Buyer and is to be returned to the Buyer on expiry or termination of the Contract.

The Supplier must allocate sufficient resources and appropriate expertise to the Contract.

The Supplier must take all reasonable care to ensure performance does not disrupt the Buyer's operations, employees or other contractors.

On completion of the Services, the Supplier is responsible for leaving the Buyer's premises in a clean, safe and tidy condition and making good any damage that it has caused to the Buyer's premises or property, other than fair wear and tear. 

The Supplier must ensure all Services, and anything used to deliver the Services, are of good quality.

The Buyer is entitled to withhold payment for partially or undelivered Services, but doing so does not stop it from using its other rights under the Contract.



Pricing and payments

In exchange for the Deliverables, the Supplier shall be entitled to invoice the Buyer for the charges in the Order Form.  The Supplier shall raise invoices promptly and in any event within 90 days from when the charges are due.



All Charges:

exclude VAT, which is payable on provision of a valid VAT invoice;

include all costs connected with the supply of Deliverables.



The Buyer must pay the Supplier the charges within 30 days of receipt by the Buyer of a valid, undisputed invoice, in cleared funds to the Supplier's account stated in the Order Form.



A Supplier invoice is only valid if it:

includes all appropriate references including the Purchase Order Number and other details reasonably requested by the Buyer;

includes a detailed breakdown of Deliverables which have been delivered (if any).



If there is a dispute between the Parties as to the amount invoiced, the Buyer shall pay the undisputed amount. The Supplier shall not suspend the provision of the Deliverables unless the Supplier is entitled to terminate the Contract for a failure to pay undisputed sums in accordance with clause 11.6.  Any disputed amounts shall be resolved through the dispute resolution procedure detailed in clause 33. 



The Buyer may retain or set‑off payment of any amount owed to it by the Supplier if notice and reasons are provided.



[bookmark: _Ref525080952]The Supplier must ensure that all subcontractors are paid, in full, within 30 days of receipt of a valid, undisputed invoice.  If this doesn't happen, the Buyer can publish the details of the late payment or non‑payment.



The Buyer's obligations to the Supplier

[bookmark: _Ref525066081]If Supplier fails to comply with the Contract as a result of a Buyer Cause:

the Buyer cannot terminate the Contract under clause 11;

the Supplier is entitled to reasonable and proven additional expenses and to relief from liability under this Contract;

the Supplier is entitled to additional time needed to deliver the Deliverables;

the Supplier cannot suspend the ongoing supply of Deliverables.



Clause 6.1 only applies if the Supplier:

gives notice to the Buyer within 10 Working Days of becoming aware;

demonstrates that the failure only happened because of the Buyer Cause;

mitigated the impact of the Buyer Cause.



Record keeping and reporting

The Supplier must ensure that suitably qualified representatives attend progress meetings with the Buyer and provide progress reports when specified in the Order Form.



The Supplier must keep and maintain full and accurate records and accounts on everything to do with the Contract for seven years after the date of expiry or termination of the Contract.



The Supplier must allow any auditor appointed by the Buyer access to their premises to verify all contract accounts and records of everything to do with the Contract and provide copies for the audit.



The Supplier must provide information to the auditor and reasonable co‑operation at their request.



If the Supplier is not providing any of the Deliverables, or is unable to provide them, it must immediately:

tell the Buyer and give reasons;

propose corrective action;

provide a deadline for completing the corrective action.



If the Buyer, acting reasonably, is concerned as to the financial stability of the Supplier such that it may impact on the continued performance of the Contract then the Buyer may:

require that the Supplier provide to the Buyer (for its approval) a plan setting out how the Supplier will ensure continued performance of the Contract and the Supplier will make changes to such plan as reasonably required by the Buyer and once it is agreed then the Supplier shall act in accordance with such plan and report to the Buyer on demand

if the Supplier fails to provide a plan or fails to agree any changes which are requested by the Buyer or fails to implement or provide updates on progress with the plan, terminate the Contract immediately for material breach (or on such date as the Buyer notifies).



Supplier staff

The Supplier Staff involved in the performance of the Contract must:

be appropriately trained and qualified;

be vetted using Good Industry Practice and in accordance with the Staff Vetting Procedures;

comply with all conduct requirements when on the Buyer's premises.



Where a Buyer decides one of the Supplier's Staff isn’t suitable to work on the Contract, the Supplier must replace them with a suitably qualified alternative.



If requested, the Supplier must replace any person whose acts or omissions have caused the Supplier to breach clause 8.



The Supplier must provide a list of Supplier Staff needing to access the Buyer's premises and say why access is required.



The Supplier indemnifies the Buyer against all claims brought by any person employed by the Supplier caused by an act or omission of the Supplier or any Supplier Staff.



The Supplier shall use those persons nominated in the Order Form (if any) to provide the Deliverables and shall not remove or replace any of them unless:

requested to do so by the Buyer (not to be unreasonably withheld or delayed);

the person concerned resigns, retires or dies or is on maternity or long‑term sick leave; or

the person's employment or contractual arrangement with the Supplier or any subcontractor is terminated for material breach of contract by the employee.



Rights and protection

[bookmark: _Ref525067091]The Supplier warrants and represents that:

it has full capacity and authority to enter into and to perform the Contract;

the Contract is executed by its authorised representative;

it is a legally valid and existing organisation incorporated in the place it was formed;

there are no known legal or regulatory actions or investigations before any court, administrative body or arbitration tribunal pending or threatened against it or its affiliates that might affect its ability to perform the Contract;

it maintains all necessary rights, authorisations, licences and consents to perform its obligations under the Contract;

it doesn't have any contractual obligations which are likely to have a material adverse effect on its ability to perform the Contract; and

it is not impacted by an Insolvency Event.



The warranties and representations in clause 9.1 are repeated each time the Supplier provides Deliverables under the Contract.



The Supplier indemnifies the Buyer against each of the following:

wilful misconduct of the Supplier, any of its subcontractor and/or Supplier Staff that impacts the Contract;

non‑payment by the Supplier of any tax or National Insurance.



If the Supplier becomes aware of a representation or warranty that becomes untrue or misleading, it must immediately notify the Buyer.



All third party warranties and indemnities covering the Deliverables must be assigned for the Buyer's benefit by the Supplier.



[bookmark: _Ref525067406]Intellectual Property Rights (IPRs)

[bookmark: _Ref525067493]Each Party keeps ownership of its own Existing IPRs.  The Supplier gives the Buyer a non-exclusive, perpetual, royalty‑free, irrevocable, transferable worldwide licence to use, change and sub-license the Supplier's Existing IPR to enable it and its sub-licensees to both:

receive and use the Deliverables;

use the New IPR.



[bookmark: _Ref525067496]Any New IPR created under the Contract is owned by the Buyer.  The Buyer gives the Supplier a licence to use any Existing IPRs for the purpose of fulfilling its obligations under the Contract and a perpetual, royalty-free, non-exclusive licence to use any New IPRs.



Where a Party acquires ownership of intellectual property rights incorrectly under this Contract it must do everything reasonably necessary to complete a transfer assigning them in writing to the other Party on request and at its own cost.



Neither Party has the right to use the other Party's intellectual property rights, including any use of the other Party's names, logos or trademarks, except as provided in clause 10 or otherwise agreed in writing.



If any claim is made against the Buyer for actual or alleged infringement of a third party’s intellectual property arising out of, or in connection with, the supply or use of the Deliverables (an "IPR Claim"), then the Supplier indemnifies the Buyer against all losses, damages, costs or expenses (including professional fees and fines) incurred as a result of the IPR Claim.



If an IPR Claim is made or anticipated the Supplier must at its own expense and the Buyer's sole option, either:

obtain for the Buyer the rights in clauses 10.1 and 10.2 without infringing any third party intellectual property rights;

replace or modify the relevant item with substitutes that don’t infringe intellectual property rights without adversely affecting the functionality or performance of the Deliverables.



Ending the contract

The Contract takes effect on the date of or (if different) the date specified in the Order Form and ends on the earlier of the date of expiry or termination of the Contract or earlier if required by Law.



The Buyer can extend the Contract where set out in the Order Form in accordance with the terms in the Order Form.



[bookmark: _Ref525069354]Ending the Contract without a reason

The Buyer has the right to terminate the Contract at any time without reason or liability by giving the Supplier not less than 90 days' written notice and if it's terminated clause 11.5(b) to 11.5(g) applies.



[bookmark: _Ref525069095]When the Buyer can end the Contract

[bookmark: _Ref525068356]If any of the following events happen, the Buyer has the right to immediately terminate its Contract by issuing a termination notice in writing to the Supplier:

there's a Supplier Insolvency Event;

if the Supplier repeatedly breaches the Contract in a way to reasonably justify the opinion that its conduct is inconsistent with it having the intention or ability to give effect to the terms and conditions of the Contract; 

if the Supplier is in material breach of any obligation which is capable of remedy, and that breach is not remedied within 30 days of the Supplier receiving notice specifying the breach and requiring it to be remedied; 

there's a change of control (within the meaning of section 450 of the Corporation Tax Act 2010) of the Supplier which isn't pre‑approved by the Buyer in writing;

if the Buyer discovers that the Supplier was in one of the situations in 57 (1) or 57(2) of the Regulations at the time the Contract was awarded;

the Court of Justice of the European Union uses Article 258 of the Treaty on the Functioning of the European Union (TFEU) to declare that the Contract should not have been awarded to the Supplier because of a serious breach of the TFEU or the Regulations;

the Supplier or its affiliates embarrass or bring the Buyer into disrepute or diminish the public trust in them.

If any of the events in 73(1) (a) to (c) of the Regulations (substantial modification, exclusion of the Supplier, procurement infringement) happen, the Buyer has the right to immediately terminate the Contract and clause 11.5(b) to 11.5(g) applies.



What happens if the Contract ends

Where the Buyer terminates the Contract under clause 11.4(a) all of the following apply:

the Supplier is responsible for the Buyer's reasonable costs of procuring replacement deliverables for the rest of the term of the Contract;

[bookmark: _Ref525068816]the Buyer's payment obligations under the terminated Contract stop immediately;

accumulated rights of the Parties are not affected;

[bookmark: _Ref525068899]the Supplier must promptly delete or return the Government Data except where required to retain copies by law;

the Supplier must promptly return any of the Buyer's property provided under the Contract;

the Supplier must, at no cost to the Buyer, give all reasonable assistance to the Buyer and any incoming supplier and co-operate fully in the handover and re‑procurement;

[bookmark: _Ref525068819]the following clauses survive the termination of the Contract: [3.2.10, 6, 7.2, 9, 11, 14, 15, 16, 17, 18, 34, 35] and any clauses which are expressly or by implication intended to continue.



[bookmark: _Ref7199302]When the Supplier can end the Contract

[bookmark: _Ref525068802]The Supplier can issue a reminder notice if the Buyer does not pay an undisputed invoice on time.  The Supplier can terminate the Contract if the Buyer fails to pay an undisputed invoiced sum due and worth over 10% of the total Contract value or £1,000, whichever is the lower, within 30 days of the date of the reminder notice.

If a Supplier terminates the Contract under clause 11.6(a):

the Buyer must promptly pay all outstanding charges incurred to the Supplier;

the Buyer must pay the Supplier reasonable committed and unavoidable losses as long as the Supplier provides a fully itemised and costed schedule with evidence - the maximum value of this payment is limited to the total sum payable to the Supplier if the Contract had not been terminated;

clauses 11.5(d) to 11.5(g) apply.



[bookmark: _Ref525069235]Partially ending and suspending the Contract

Where the Buyer has the right to terminate the Contract it can terminate or suspend (for any period), all or part of it.  If the Buyer suspends the Contract it can provide the Deliverables itself or buy them from a third party.

The Buyer can only partially terminate or suspend the Contract if the remaining parts of it can still be used to effectively deliver the intended purpose.

The Parties must agree (in accordance with clause 24) any necessary variation required by clause 11.7, but the Supplier may not either:

reject the variation;

increase the Charges, except where the right to partial termination is under clause 11.3.

The Buyer can still use other rights available, or subsequently available to it if it acts on its rights under clause 11.8.



How much you can be held responsible for

[bookmark: _Ref525069496]Each Party's total aggregate liability under or in connection with the Contract (whether in tort, contract or otherwise) is no more than 125% of the Charges paid or payable to the Supplier.



No Party is liable to the other for:

any indirect losses;

loss of profits, turnover, savings, business opportunities or damage to goodwill (in each case whether direct or indirect).



In spite of clause 12.1, neither Party limits or excludes any of the following:

its liability for death or personal injury caused by its negligence, or that of its employees, agents or subcontractors;

its liability for bribery or fraud or fraudulent misrepresentation by it or its employees;

any liability that cannot be excluded or limited by law.



[bookmark: _Ref525069674]In spite of clause 12.1, the Supplier does not limit or exclude its liability for any indemnity given under clauses 4.2(j), 4.2(m), 8.5, 9.3, 10.5, 13.2, 14.26(e) or 30.2(b).



Each Party must use all reasonable endeavours to mitigate any loss or damage which it suffers under or in connection with the Contract, including any indemnities.



If more than one Supplier is party to the Contract, each Supplier Party is fully responsible for both their own liabilities and the liabilities of the other Suppliers.



Obeying the law

[bookmark: _Ref525069750]The Supplier must, in connection with provision of the Deliverables, use reasonable endeavours to:

comply and procure that its subcontractors comply with the Supplier Code of Conduct appearing at 

(https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/779660/20190220-Supplier_Code_of_Conduct.pdf) and such other corporate social responsibility requirements as the Buyer may notify to the Supplier from time to time;

support the Buyer in fulfilling its Public Sector Equality duty under S149 of the Equality Act 2010;

not use nor allow its subcontractors to use modern slavery, child labour or inhumane treatment;

meet the applicable Government Buying Standards applicable to Deliverables which can be found online at: https://www.gov.uk/government/collections/sustainable-procurement-the-government-buying-standards-gbs



The Supplier indemnifies the Buyer against any costs resulting from any Default by the Supplier relating to any applicable law to do with the Contract.



The Supplier must appoint a Compliance Officer who must be responsible for ensuring that the Supplier complies with Law, Clause 13.1 and Clauses 27 to 32



"Compliance Officer" the person(s) appointed by the Supplier who is responsible for ensuring that the Supplier complies with its legal obligations;



[bookmark: _Ref525070003]Data protection

The Buyer is the Controller and the Supplier is the Processor for the purposes of the Data Protection Legislation.



The Supplier must process Personal Data and ensure that Supplier Staff process Personal Data only in accordance with this Contract.



The Supplier must not remove any ownership or security notices in or relating to the Government Data.



The Supplier must make accessible back-ups of all Government Data, stored in an agreed off‑site location and send the Buyer copies every six Months.



The Supplier must ensure that any Supplier system holding any Government Data, including back‑up data, is a secure system that complies with the security requirements specified [in writing] by the Buyer.



If at any time the Supplier suspects or has reason to believe that the Government Data provided under the Contract is corrupted, lost or sufficiently degraded, then the Supplier must notify the Buyer and immediately suggest remedial action.



[bookmark: _Ref525069931]If the Government Data is corrupted, lost or sufficiently degraded so as to be unusable the Buyer may either or both:

tell the Supplier to restore or get restored Government Data as soon as practical but no later than five Working Days from the date that the Buyer receives notice, or the Supplier finds out about the issue, whichever is earlier;

restore the Government Data itself or using a third party.



The Supplier must pay each Party's reasonable costs of complying with clause 14.7 unless the Buyer is at fault.



Only the Buyer can decide what processing of Personal Data a Supplier can do under the Contract and must specify it for the Contract using the template in Annex 1 of the Order Form.



The Supplier must only process Personal Data if authorised to do so in the Annex to the Order Form by the Buyer.  Any further written instructions relating to the processing of Personal Data are incorporated into Annex 1 of the Order Form.



The Supplier must give all reasonable assistance to the Buyer in the preparation of any Data Protection Impact Assessment before starting any processing, including:

a systematic description of the expected processing and its purpose;

the necessity and proportionality of the processing operations;

the risks to the rights and freedoms of Data Subjects;

the intended measures to address the risks, including safeguards, security measures and mechanisms to protect Personal Data.

The Supplier must notify the Buyer immediately if it thinks the Buyer's instructions breach the Data Protection Legislation.



The Supplier must put in place appropriate Protective Measures to protect against a Data Loss Event which must be approved by the Buyer.



If lawful to notify the Buyer, the Supplier must notify it if the Supplier is required to process Personal Data by Law promptly and before processing it.



The Supplier must take all reasonable steps to ensure the reliability and integrity of any Supplier Staff who have access to the Personal Data and ensure that they:

are aware of and comply with the Supplier's duties under this clause 14;

are subject to appropriate confidentiality undertakings with the Supplier or any Subprocessor;

are informed of the confidential nature of the Personal Data and do not provide any of the Personal Data to any third Party unless directed in writing to do so by the Buyer or as otherwise allowed by the Contract;

have undergone adequate training in the use, care, protection and handling of Personal Data.



The Supplier must not transfer Personal Data outside of the EU unless all of the following are true:

it has obtained prior written consent of the Buyer;

the Buyer has decided that there are appropriate safeguards (in accordance with Article 46 of the GDPR);

the Data Subject has enforceable rights and effective legal remedies when transferred;

the Supplier meets its obligations under the Data Protection Legislation by providing an adequate level of protection to any Personal Data that is transferred;

where the Supplier is not bound by Data Protection Legislation it must use its best endeavours to help the Buyer meet its own obligations under Data Protection Legislation; and

the Supplier complies with the Buyer's reasonable prior instructions about the processing of the Personal Data.



[bookmark: _Ref525072932]The Supplier must notify the Buyer immediately if it:

receives a Data Subject Access Request (or purported Data Subject Access Request);

receives a request to rectify, block or erase any Personal Data;

receives any other request, complaint or communication relating to either Party's obligations under the Data Protection Legislation;

receives any communication from the Information Commissioner or any other regulatory authority in connection with Personal Data processed under this Contract;

receives a request from any third Party for disclosure of Personal Data where compliance with the request is required or claims to be required by Law;

becomes aware of a Data Loss Event.



Any requirement to notify under clause 14.17 includes the provision of further information to the Buyer in stages as details become available.

The Supplier must promptly provide the Buyer with full assistance in relation to any Party's obligations under Data Protection Legislation and any complaint, communication or request made under clause 14.17.  This includes giving the Buyer:

full details and copies of the complaint, communication or request;

reasonably requested assistance so that it can comply with a Data Subject Access Request within the relevant timescales in the Data Protection Legislation;

any Personal Data it holds in relation to a Data Subject on request;

assistance that it requests following any Data Loss Event;

assistance that it requests relating to a consultation with, or request from, the Information Commissioner's Office.



The Supplier must maintain full, accurate records and information to show it complies with this clause 14.  This requirement does not apply where the Supplier employs fewer than 250 staff, unless either the Buyer determines that the processing:

is not occasional;

includes special categories of data as referred to in Article 9(1) of the GDPR or Personal Data relating to criminal convictions and offences referred to in Article 10 of the GDPR;

is likely to result in a risk to the rights and freedoms of Data Subjects.



The Supplier must appoint a Data Protection Officer responsible for observing its obligations in this Schedule and give the Buyer their contact details.



Before allowing any Subprocessor to process any Personal Data, the Supplier must:

notify the Buyer in writing of the intended Subprocessor and processing;

obtain the written consent of the Buyer;

enter into a written contract with the Subprocessor so that this clause 14 applies to the Subprocessor;

provide the Buyer with any information about the Subprocessor that the Buyer reasonably requires.



The Supplier remains fully liable for all acts or omissions of any Subprocessor.



At any time the Buyer can, with 30 Working Days notice to the Supplier, change this clause 14 to:

replace it with any applicable standard clauses (between the controller and processor) or similar terms forming part of an applicable certification scheme under GDPR Article 42;

ensure it complies with guidance issued by the Information Commissioner's Office.



The Parties agree to take account of any non-mandatory guidance issued by the Information Commissioner's Office.



The Supplier:

must provide the Buyer with all Government Data in an agreed open format within 10 Working Days of a written request;

must have documented processes to guarantee prompt availability of Government Data if the Supplier stops trading;

must securely destroy all Storage Media that has held Government Data at the end of life of that media using Good Industry Practice;

securely erase all Government Data and any copies it holds when asked to do so by the Buyer unless required by Law to retain it;

indemnifies the Buyer against any and all Losses incurred if the Supplier breaches clause 14 and any Data Protection Legislation.



[bookmark: _Ref525073663]What you must keep confidential

[bookmark: _Ref525073427]Each Party must:

keep all Confidential Information it receives confidential and secure;

not disclose, use or exploit the disclosing Party's Confidential Information without the disclosing Party's prior written consent, except for the purposes anticipated under the Contract;

immediately notify the disclosing Party if it suspects unauthorised access, copying, use or disclosure of the Confidential Information.



[bookmark: _Ref525073628]In spite of clause 15.1, a Party may disclose Confidential Information which it receives from the disclosing Party in any of the following instances:

where disclosure is required by applicable Law or by a court with the relevant jurisdiction if the recipient Party notifies the disclosing Party of the full circumstances, the affected Confidential Information and extent of the disclosure;

if the recipient Party already had the information without obligation of confidentiality before it was disclosed by the disclosing Party;

if the information was given to it by a third party without obligation of confidentiality;

if the information was in the public domain at the time of the disclosure;

if the information was independently developed without access to the disclosing Party's Confidential Information;

to its auditors or for the purposes of regulatory requirements;

on a confidential basis, to its professional advisers on a need-to-know basis;

to the Serious Fraud Office where the recipient Party has reasonable grounds to believe that the disclosing Party is involved in activity that may be a criminal offence under the Bribery Act 2010.



The Supplier may disclose Confidential Information on a confidential basis to Supplier Staff on a need-to-know basis to allow the Supplier to meet its obligations under the Contract.  The Supplier Staff must enter into a direct confidentiality agreement with the Buyer at its request.



[bookmark: _Ref525073631]The Buyer may disclose Confidential Information in any of the following cases:

on a confidential basis to the employees, agents, consultants and contractors of the Buyer;

on a confidential basis to any other Central Government Body, any successor body to a Central Government Body or any company that the Buyer transfers or proposes to transfer all or any part of its business to;

if the Buyer (acting reasonably) considers disclosure necessary or appropriate to carry out its public functions;

where requested by Parliament;

under clauses 5.7 and 16.

For the purposes of clauses 15.2 to 15.4 references to disclosure on a confidential basis means disclosure under a confidentiality agreement or arrangement including terms as strict as those required in clause 15.



Information which is exempt from disclosure by clause 16 is not Confidential Information.



The Supplier must not make any press announcement or publicise the Contract or any part of it in any way, without the prior written consent of the Buyer and must take all reasonable steps to ensure that Supplier Staff do not either.



[bookmark: _Ref525073831]When you can share information

The Supplier must tell the Buyer within 48 hours if it receives a Request For Information.



Within the required timescales the Supplier must give the Buyer full co‑operation and information needed so the Buyer can:

comply with any Freedom of Information Act (FOIA) request;

comply with any Environmental Information Regulations (EIR) request.



The Buyer may talk to the Supplier to help it decide whether to publish information under clause 16.  However, the extent, content and format of the disclosure is the Buyer’s decision, which does not need to be reasonable.



Invalid parts of the contract

If any part of the Contract is prohibited by Law or judged by a court to be unlawful, void or unenforceable, it must be read as if it was removed from that Contract as much as required and rendered ineffective as far as possible without affecting the rest of the Contract, whether it’s valid or enforceable.



No other terms apply

The provisions incorporated into the Contract are the entire agreement between the Parties. The Contract replaces all previous statements and agreements whether written or oral.  No other provisions apply.



Other people's rights in a contract

No third parties may use the Contracts (Rights of Third Parties) Act (CRTPA) to enforce any term of the Contract unless stated (referring to CRTPA) in the Contract.  This does not affect third party rights and remedies that exist independently from CRTPA.



Circumstances beyond your control

Any Party affected by a Force Majeure Event is excused from performing its obligations under the Contract while the inability to perform continues, if it both:

provides written notice to the other Party;

uses all reasonable measures practical to reduce the impact of the Force Majeure Event.

[bookmark: _Ref525074109]Either party can partially or fully terminate the Contract if the provision of the Deliverables is materially affected by a Force Majeure Event which lasts for 90 days continuously.



Where a Party terminates under clause 20.2:

each party must cover its own losses;

clause 11.5(b) to 11.5(g) applies.



Relationships created by the contract

The Contract does not create a partnership, joint venture or employment relationship.  The Supplier must represent themselves accordingly and ensure others do so.



Giving up contract rights

A partial or full waiver or relaxation of the terms of the Contract is only valid if it is stated to be a waiver in writing to the other Party.



Transferring responsibilities

The Supplier cannot assign the Contract without the Buyer's written consent.



[bookmark: _Ref525074269]The Buyer can assign, novate or transfer its Contract or any part of it to any Crown Body, public or private sector body which performs the functions of the Buyer.



When the Buyer uses its rights under clause 23.2 the Supplier must enter into a novation agreement in the form that the Buyer specifies.



The Supplier can terminate the Contract novated under clause 23.2 to a private sector body that is experiencing an Insolvency Event.



The Supplier remains responsible for all acts and omissions of the Supplier Staff as if they were its own.



If the Buyer asks the Supplier for details about Subcontractors, the Supplier must provide details of Subcontractors at all levels of the supply chain including:

their name;

the scope of their appointment;

the duration of their appointment.



[bookmark: _Ref7197167]Changing the contract

[bookmark: _Ref525074545][bookmark: _Ref525074549]Either Party can request a variation to the Contract which is only effective if agreed in writing and signed by both Parties.  The Buyer is not required to accept a variation request made by the Supplier.



How to communicate about the contract

All notices under the Contract must be in writing and are considered effective on the Working Day of delivery as long as they’re delivered before 5:00pm on a Working Day.  Otherwise the notice is effective on the next Working Day.  An email is effective when sent unless an error message is received.

Notices to the Buyer or Supplier must be sent to their address in the Order Form.



This clause does not apply to the service of legal proceedings or any documents in any legal action, arbitration or dispute resolution.



[bookmark: _Ref525074825]Preventing fraud, bribery and corruption

[bookmark: _Ref7198671][bookmark: _Ref359607864][bookmark: _Ref260824497][bookmark: _Ref525081039]The Supplier shall not: 

commit any criminal offence referred to in the Regulations 57(1) and 57(2);

offer, give, or agree to give anything, to any person (whether working for or engaged by the Buyer or any other public body) an inducement or reward for doing, refraining from doing, or for having done or refrained from doing, any act in relation to the obtaining or execution of the Contract or any other public function or for showing or refraining from showing favour or disfavour to any person in relation to the Contract or any other public function.



The Supplier shall take all reasonable steps (including creating, maintaining and enforcing adequate policies, procedures and records), in accordance with good industry practice, to prevent any matters referred to in clause 26.1 and any fraud by the Staff and the Supplier (including its shareholders, members and directors) in connection with the Contract and shall notify the Buyer immediately if it has reason to suspect that any such matters have occurred or is occurring or is likely to occur.



[bookmark: _Ref370389344]If the Supplier or the Staff engages in conduct prohibited by clause 26.1 or commits fraud in relation to the Contract or any other contract with the Crown (including the Buyer) the Buyer may:

terminate the Contract and recover from the Supplier the amount of any loss suffered by the Buyer resulting from the termination, including the cost reasonably incurred by the Buyer of making other arrangements for the supply of the Deliverables and any additional expenditure incurred by the Buyer throughout the remainder of the Contract; or 

recover in full from the Supplier any other loss sustained by the Buyer in consequence of any breach of this clause.



Equality, diversity and human rights

The Supplier must follow all applicable equality law when they perform their obligations under the Contract, including:

protections against discrimination on the grounds of race, sex, gender reassignment, religion or belief, disability, sexual orientation, pregnancy, maternity, age or otherwise;

any other requirements and instructions which the Buyer reasonably imposes related to equality Law.



The Supplier must take all necessary steps, and inform the Buyer of the steps taken, to prevent anything that is considered to be unlawful discrimination by any court or tribunal, or the Equality and Human Rights Commission (or any successor organisation) when working on the Contract.






Health and safety

The Supplier must perform its obligations meeting the requirements of:

all applicable law regarding health and safety;

the Buyer's current health and safety policy while at the Buyer’s premises, as provided to the Supplier.



The Supplier and the Buyer must as soon as possible notify the other of any health and safety incidents or material hazards they’re aware of at the Buyer premises that relate to the performance of the Contract.



Environment

When working on Site the Supplier must perform its obligations under the Buyer's current Environmental Policy, which the Buyer must provide.



The Supplier must ensure that Supplier Staff are aware of the Buyer's Environmental Policy.



Tax

The Supplier must not breach any tax or social security obligations and must enter into a binding agreement to pay any late contributions due, including where applicable, any interest or any fines.  The Buyer cannot terminate the Contract where the Supplier has not paid a minor tax or social security contribution.



[bookmark: _Ref525075219]Where the Supplier or any Supplier Staff are liable to be taxed or to pay National Insurance contributions in the UK relating to payment received under the Off Contract, the Supplier must both:

comply with the Income Tax (Earnings and Pensions) Act 2003 and all other statutes and regulations relating to income tax, the Social Security Contributions and Benefits Act 1992 (including IR35) and National Insurance contributions;

indemnify the Buyer against any Income Tax, National Insurance and social security contributions and any other liability, deduction, contribution, assessment or claim arising from or made during or after the Contract Period in connection with the provision of the Deliverables by the Supplier or any of the Supplier Staff.



If any of the Supplier Staff are Workers who receive payment relating to the Deliverables, then the Supplier must ensure that its contract with the Worker contains the following requirements:

the Buyer may, at any time during the term of the Contract, request that the Worker provides information which demonstrates they comply with clause 30.2, or why those requirements do not apply, the Buyer can specify the information the Worker must provide and the deadline for responding;

the Worker's contract may be terminated at the Buyer's request if the Worker fails to provide the information requested by the Buyer within the time specified by the Buyer;




the Worker's contract may be terminated at the Buyer's request if the Worker provides information which the Buyer considers isn’t good enough to demonstrate how it complies with clause 30.2 or confirms that the Worker is not complying with those requirements;

the Buyer may supply any information they receive from the Worker to HMRC for revenue collection and management.



[bookmark: _Ref525080728]Conflict of interest

The Supplier must take action to ensure that neither the Supplier nor the Supplier Staff are placed in the position of an actual or potential conflict between the financial or personal duties of the Supplier or the Supplier Staff and the duties owed to the Buyer under the Contract, in the reasonable opinion of the Buyer.



The Supplier must promptly notify and provide details to the Buyer if a conflict of interest happens or is expected to happen.



The Buyer can terminate its Contract immediately by giving notice in writing to the Supplier or take any steps it thinks are necessary where there is or may be an actual or potential conflict of interest.



Reporting a breach of the contract

[bookmark: _Ref525077848]As soon as it is aware of it the Supplier and Supplier Staff must report to the Buyer any actual or suspected breach of law, clause 13.1, or clauses 26 to 31.



The Supplier must not retaliate against any of the Supplier Staff who in good faith reports a breach listed in clause 32.1.



[bookmark: _Ref525080654]Resolving disputes

If there is a dispute between the Parties, their senior representatives who have authority to settle the dispute will, within 28 days of a written request from the other Party, meet in good faith to resolve the dispute.



If the dispute is not resolved at that meeting, the Parties can attempt to settle it by mediation using the Centre for Effective Dispute Resolution (CEDR) Model Mediation Procedure current at the time of the dispute.  If the Parties cannot agree on a mediator, the mediator will be nominated by CEDR.  If either Party does not wish to use, or continue to use mediation, or mediation does not resolve the dispute, the dispute must be resolved using clauses 33.3 to 33.5.



[bookmark: _Ref525078009]Unless the Buyer refers the dispute to arbitration using clause 33.4, the Parties irrevocably agree that the courts of England and Wales have the exclusive jurisdiction to:

determine the dispute;

grant interim remedies;

grant any other provisional or protective relief.



[bookmark: _Ref525078027]


The Supplier agrees that the Buyer has the exclusive right to refer any dispute to be finally resolved by arbitration under the London Court of International Arbitration Rules current at the time of the dispute.  There will be only one arbitrator.  The seat or legal place of the arbitration will be London and the proceedings will be in English.



[bookmark: _Ref525078017]The Buyer has the right to refer a dispute to arbitration even if the Supplier has started or has attempted to start court proceedings under clause 33.3, unless the Buyer has agreed to the court proceedings or participated in them.  Even if court proceedings have started, the Parties must do everything necessary to ensure that the court proceedings are stayed in favour of any arbitration proceedings if they are started under clause 33.4.



The Supplier cannot suspend the performance of the Contract during any dispute.



Which law applies

This Contract and any issues arising out of, or connected to it, are governed by English law.
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[bookmark: _Toc69997822]1. Introduction





The Department for Transport (DfT) invites proposals for the following services, formal accreditation to the Customer Service Excellence standard https://www.customerserviceexcellence.uk.com/about-the-standard/customer-service-excellence-standard/ . This contract will be subject to the Terms and Conditions of Contract.  





[bookmark: _Toc69997823]2. Background to the Requirement


The Driver and Vehicle Licensing Agency (DVLA) [The Authority] is an Executive Agency of DfT, based in Swansea. The Agency’s primary aims are to facilitate road safety and general law enforcement by maintaining accurate registers of drivers and vehicle keepers and to collect Vehicle Excise Duty (VED). 





The Government wants services for all that are efficient, effective, excellent, equitable and empowering – with the citizen always and everywhere at the heart of service provision. Customer Service Excellence ® was developed to offer services a practical tool for driving customer-focused change within their organisation.





The foundation of this tool is the Customer Service Excellence ® standard which tests in great depth those areas that research has indicated are a priority for customers, with particular focus on delivery, timeliness, information, professionalism and staff attitude. 


There is also emphasis placed on developing customer insight, understanding the user’s experience and robust measurement of service satisfaction. 





[bookmark: _Hlk69205885]DVLA successfully reached the standard for Customer Service Excellence and were certified as a holder in March 2021.





DVLA would like to retain accreditation and require a licensed Certification body to reassess our organisation.





The Customer Service Excellence (CSE) Standard is a Rolling Programme assessment process which is made up of 5 criteria with 57 elements in total.





DVLA are assessed on 19 different elements each year and must produce documented evidence against each element.





The assessment is carried out by an Independent authorised assessor followed by an annual onsite visit or remotely via Microsoft Teams lasting four days depending on their requirement. 





All documentation is assessed together with any observations, the assessor then speaks to our customers, staff and partners to review the Agency’s attitudes and working practices along with details of their customer focussed initiatives and performance.  





The assessor will then determine if the Agency based on the evidence provided has demonstrated maintained compliance, continuously improved and has taken remedial action against any partial compliance. Once all 57 elements have been assessed the cycle begins again (year 1 – 3).





To be assessed against the CSE standard elements, detailed within the attached PDF. 














[bookmark: _Toc253400957][bookmark: _Toc69997824]3. Procurement Timetable





			Description 


			Date





			Request for Proposal Issued


			23/04/2021       





			Bid Clarification Commences


			26/04/2021





			Bid Clarification Closes


			30/04/2021





			Bid Submission Date and Time


			28/05/2021      12:00





			Bid Evaluation 


			[15] days





			Proposed Contract Award


			30/06/2021





			Proposed Commencement Date


			01/07/2021





			Proposed Contract Expiry Date


			30/06/2023       








[bookmark: _Toc177969166][bookmark: _Toc180380665][bookmark: _Toc69997825][bookmark: _Toc177969167][bookmark: _Toc180380666]4. Scope





[bookmark: _Hlk69205506][bookmark: _Hlk63870474]This document details the Service requirements for DVLA to achieve the Customer Service Excellence Standard. This will be assessed over a rolling 2-year period with the option to extend for a further year.





This will allow DVLA to seek formal accreditation, demonstrate competence, identify key areas for improvement and celebrate success.








[bookmark: _Toc253400959][bookmark: _Toc69997826][bookmark: _Hlk68875695]5. Implementation and Deliverables 


The DVLA requirement is to be accredited in February 2022 against year 1 and again in February 2023 against year 2 of the new programme as detailed in the Customer Service Excellence Standard.


  


The target date for contract commencement will be 1 July 2021 for a period of 2 (two) years, with the option to extend for a further year.





The supplier is requested to provide an Implementation plan to evidence how they will meet the requirements of this tender and support DVLA in achieving the Standard.


[bookmark: _Toc177969168][bookmark: _Toc180380667][bookmark: _Toc69997827]6. Specifying Services


· To support DVLA and provide guidance on how to achieve the Standard set out by Customer Service Excellence


· Annual visit onsite or remotely using Microsoft Teams lasting four days depending on the requirement. 


· Delivery of evidence needs to be conducted electronically.


· All documentation is assessed together with any observations, the assessor then speaks to our customers, staff and partners to review the agencies attitudes and working practises along with details of their customer focused initiatives and performance.


· The assessor with then determine if the agency based on the evidence provided has demonstrated maintained compliance, continuously improved and has taken remedial action against any partial compliance.


· The assessor to provide a full formal written report detailing the outcome of the assessment.


· To provide recommendations on continuous improvement and partial compliances.


· Provide support and advice throughout each contractual year to inform us what is needed in order to achieve the CSE standard.





6.1 Social Value Considerations 


Not Applicable





6.2 Modern Slavery Considerations


Not Applicable





[bookmark: _Toc177969172][bookmark: _Toc180380671][bookmark: _Toc69997828]7. Quality Assurance Requirements 


We require the supplier to be an accredited assessor or assessment body of CSE.





[bookmark: _Toc69997829]8. Other Requirements


[bookmark: _Hlk67906211]Assessments need to either take place on site or remotely via Microsoft Teams, which is DVLA’s preferred platform. 





8.1 Information Assurance 	


			


Removable Media





Tenderers should note that removable media is not permitted in the delivery of this Contract.  Where there is a requirement for Contractor’s Staff to take data off site in electronic format, the DVLA will consider if it is appropriate to supply an encrypted hard drive.





Security Clearance





Level 1 





Tenders are required to acknowledge in their tender response that any Contractors’ Staff that will have access to the DVLA site for meetings and similar (but have no access to the DVLA systems), must be supervised at all times by DVLA staff.





Processing Personal Data





Please note that the successful tenderer as part of the contract agrees to comply with all applicable requirements of the Data Protection Legislation (including the General Data Protection Regulation ((EU) 2016/679), the Law Enforcement Directive (Directive (EU) 2016/680), Data Protection Act 2018 and all applicable Law about the processing of personal data and privacy).





Information Supply Chain





Tenderers are required to confirm how DVLA Data will be securely managed at each stage of the Information Supply Chain.  This applies to both Contractors and Sub-Contractors.  Retention schedules will need to be defined and agreed prior to award of contract.





Offshoring of Government Data 





Any request to offshore must receive clearance and approval from DVLA prior to the commencement of any data processing activity.





The Supplier shall not, and shall ensure that none of its Sub-contractors shall not, transfer DVLA Data outside the EEA without the prior written consent of the DVLA and the Supplier shall not change where it or any of its Sub-contractors process DVLA Data without the DVLA's prior written consent which may be subject to conditions.














8.2 Cyber Security


  Not Applicable





8.3 Data Sharing 


  Not Applicable








8.4 Sustainability 





The DVLA is committed to reducing any negative impacts produced by our activities, products and services. This aligns to the Greening Government Commitment which states we must: “Continue to buy more sustainable and efficient products and services with the aim of achieving the best long-term, overall value for money for society.”





DVLA is certified to ISO 14001:2015 and more information is available in our Environmental Policy at:


https://www.gov.uk/government/publications/dvlas-environmental-policy














The Supplier must:





· Be able to evidence continual environmental improvements in their own organisation (ideally through an accredited EMS, i.e. ISO 14001,Green Dragon etc)





· Ensure its own supply chain does not have negative environmental or social impact





· Where required, be able to provide data on carbon emissions related to the services being supplied to aid with scope 3 emission calculations.





· Provide their sustainability or environmental policy.





8.5 Health and Safety 


[bookmark: OLE_LINK1][bookmark: OLE_LINK2]


DVLA has an Occupational Health and Safety Management System that is certificated to ISO45001. Further information on our Health & Safety Policy, is available on request from the Commercial Advisor. (See Section 14 for Points of Contact):


[bookmark: _Hlk67663091]


			All contractors working in the Agency on any of our premises must fully comply with relevant health and safety legislation, together with health, safety and welfare policy and management arrangements applied by the Agency. If appropriate, these issues must be addressed at or before the award of the contract and may form part of the procurement process. Where requested, Contractors will be required to provide copies of their health and safety policy statement, risk assessments and method statements, clearly identifying any safety implications that their activities may have 





and how these will be managed. Contract management staff are responsible for checking health and safety information provided by contractors and passing relevant information to local line management and staff. Contractors’ safety performance will be monitored and checked as part of normal contract management.





Tenderers should: 





· Have an appointed competent person responsible for H&S, details to be made available to DVLA on request


· Have emergency arrangements and plans for their goods/product/service, and observe DVLA’s arrangements whilst on site, or through the course of the business or contract


· Have adequate provision for your own first aid when on site 


· Have an accident reporting and recording process for all near miss, accidents/incidents, or violent and aggressive behaviours. Any incident on DVLA site should be reported immediately to the DVLA’s Health and Safety Team


· Communicate with DVLA on any health and safety matter or issue in relation to the contract/product/supply of goods or service, notifying DVLA of any Health and Safety hazard, which may arise in connection with its supply of goods, products, or services


· Indemnify DVLA in the instance where failure of the company’s product/service, acts or omissions, with regards to health and safety, results in an economic penalty, time delay, issue, accident/incident or claim against the Agency


· Have suitable and sufficient insurance cover for all business/products/services supplied/that are provided to DVLA


· Have documented, suitable and sufficient, risk assessments and method statements, covering all significant activities and deliveries of products, goods and services. Copies to be made available to DVLA on request      


· Provide suitable and sufficient health and safety training, information and instruction for all its employees/contractors/subcontractor. Records to be made available on request 


· Engage with DVLA’s Security/Estates Management Group to arrange access to all DVLA premises/buildings


· Comply with all vehicle and driver legal requirements and DVLA policies whilst driving on premises or conducting business for DVLA











8.6 Estates 


Not Applicable





8.7 Diversity and Inclusion 


Not Applicable





8.8 Business Continuity


Suppliers shall provide a statement regarding the scope of their Business Continuity and Disaster Recovery Plans to protect the Agency from the consequences of business interruptions.





8.9 Procurement Fraud


DVLA's full Fraud Policy is available on the Intranet at the following page:


http://dvlnet:81/procurement%20fraud%20statement





8.10 Use of DVLA Brands, Logos and Trademarks


The Authority does not grant the successful supplier licence to use any of the Authority’s brands, logos or trademarks except for use in communications or official contract documentation, which is exchanged between the Authority and the successful supplier as part of their fulfilment of the Contract.


Approval for any further specific use of the Authority’s brands, logos or trademarks must be requested and obtained in writing from the Authority.





[bookmark: _Toc69997830]9. Management and Contract Administration


Following award of contract DVLA will nominate a Contract Owner. Purchases will be made via telephone quoting a purchase order number followed by email confirmation. The supplier should also confirm receipt of all orders received by telephone and email. 





[bookmark: _Toc408585086][bookmark: _Toc177969175][bookmark: _Toc180380674]Sub-contracting to Small and Medium Enterprises (SMEs):  





DfT is committed to removing barriers to SME participation in its contracts, and would like to also actively encourage its larger suppliers to make their sub-contacts accessible to smaller companies and implement SME-friendly policies in their supply-chains (see the Gov.Uk website for further information). 





To help us measure the volume of business we do with SMEs, our Form of Tender document asks about the size of your own organisation and those in your supply chain. 





If you tell us you are likely to sub-contract to SMEs, and are awarded this contract, we will send you a short questionnaire asking for further information. This data will help us contribute towards Government targets on the use of SMEs. We may also publish success stories and examples of good practice.





[bookmark: _Toc177969176][bookmark: _Toc180380675][bookmark: _Toc69997831]10. Training / Skills / Knowledge Transfer 





Not Applicable





[bookmark: _Toc177969177][bookmark: _Toc180380676][bookmark: _Toc69997832]11. Documentation





We need to be provided with up to date copies of the CSE assessment criteria. 





We also require a formal written report detailing the outcome of the assessment. The report needs to be provided in PDF format.





Invoicing Procedures 





Any prices quoted during the procurement process, or the duration of the contract, must be an all-inclusive firm price including any travel and accommodation, excluding VAT.  The Department’s Invoicing Procedures, included in the ITT as an Appendix, will apply. 





All invoices submitted for payment must:





· state the relevant Business Unit (e.g. DVLA) the services or goods were supplied to


· quote Purchase Order Number 


· use the units of measure, pricing units and description as stated in the Purchase Order


· be submitted in a timely manner after the despatch of goods or provision of services (and not accumulated).





Travel and accommodation costs must not exceed rates as outlined in Appendix H, the agency will only pay actual costs if they are less than our rates. A breakdown of services will be required including copies of receipts which are to be sent to the Contract Owner.  








[bookmark: _Toc69997833]12. Arrangement for End of Contract


The Contractor shall fully cooperate with the Authority to ensure a fair and transparent re-tendering process for this contract. This may require the Contractor to demonstrate separation between teams occupied on the existing Contract and those involved in tendering for the replacement contract to prevent actual (or perceived) conflicts of interest arising.  








[bookmark: _Toc69997834][bookmark: _Toc380578633]13. Evaluation Criteria 





Tender Evaluation


This will comprise of the following elements:





1) an evaluation of mandatory requirements, (Mandatory Requirements). These will be assessed on a pass/fail basis. Tenders that fail any of the mandatory requirements may be disqualified from further consideration


2) an evaluation of the tender based on the quality criteria and social value criteria (Quality Criteria)


3) an evaluation of the prices tendered (Financial / Price Criteria).





Selection will be based on the Evaluation Criteria, encompassing the most economically advantageous tender, which demonstrates a high degree of overall value for money, competence, credibility and ability to deliver.





Your tender will be evaluated using the following weightings and the criteria weightings set out at Annex 1, to obtain the optimal balance of quality and cost.





[bookmark: _Hlk66801357]NOTE: Only those tenders achieving a minimum overall quality score of [60] will be considered. 








Mandatory Requirements


Annex 1 provides details of any elements/criteria considered as critical to the requirement. These are criteria, which will be evaluated on a pass/fail basis. A fail may result in the tender being excluded from further evaluation.





Quality Criteria:


Annex 1 provides details of the quality criteria on which tenders will be evaluated. This will list the primary criteria along with the allocated percentage weighting and a description of the specific requirement. The overall percentage allocated for the Quality Criteria is outlined in the Table “Overall Weighting Allocation” and the method used to allocate scores is outlined below.





Quality Criteria Scoring Methodology:


The scoring methodology used to assess and allocate scores to each criteria are included in the table below





			Points awarded


			Description





			100


			Fully meets/evidence provided that demonstrates the requirement can be met





			60


			Minor concerns/issues that the requirement can be met








			30


			Major concerns/issues that the requirement can be met








			0


			Does not meet the requirement, not addressed or no evidence provided











Based on the allocated score, a percentage will be calculated against each element using on the following calculation:





(Allocated Score


			X Weighting


Maximum Score)





For example, “Quality Element 1” can be allocated a score between 0 and 100 but carries a weighting of 10%. Supplier A is given a score of 60 for this element so receives a score of (60/100 x 10) = 6%. The scores for each element will then be added together to calculate the overall Quality Criteria score.





Financial / Price Criteria


Evaluation of the prices submitted will be performed separately by a Commercial Finance Accountant and details will not be made available to the Quality Evaluation Panel. This is to ensure fairness and avoid any subconscious influence of a lower price on the quality scoring. The overall percentage weighting allocated for the Financial/Price Criteria is outlined in the Table “Overall Weighting Allocation”.








Financial / Price Criteria Scoring Methodology:


A Percentage Scoring Methodology will be used to evaluate all proposals for this requirement.  This methodology is based on the following principles:


The lowest tendered price will be awarded the maximum score available. Each subsequent bid will be baselined to this score and will be awarded a percentage of the maximum score available. The calculation used is as follows:





             (Lowest Tendered Price


			                              X Maximum Score Available (i.e. Weighting)


Tender Price Submitted per Supplier)





For example, if the Financial/Price weighting allocation is 40%, the maximum score available is 40. Supplier A submits the lowest price of £100,000 and Supplier B submits a price of £180,000. Based on the above calculation Supplier A and B will receive the scores shown below:





Supplier A = 100k/100k x 40 = 40%


Supplier B = 100k/180k x 40 = 22.22%  





Overall Weighting Allocation





			Evaluation Criteria


			Weighting





			Quality Criteria 


			70%





			Financial / Price Criteria


			30%





			Total


			100%























Calculation of Overall Score:


The allocated score for the Quality and Social Value Criteria (where applicable) will be added to the Financial/Price Factor score to calculate the overall score for each tender (out of a max available 100%). The tender with the highest overall score will be deemed as successful.





[bookmark: _Toc69997835]14. Points of Contact 


			Commercial Advisor


			Name


			Jean Jackson/Elin Foster





			


			Tel


			01792 788565





			


			e-mail


			Jean.Jackson@dvla.gov.uk





			


			Address


			Commercial Directorate, DVLA, Swansea





			Project Lead/Business Area Contact
[SMO, OCSD] 


			Name


			Andrew Gibbons





			


			Tel


			01792 896414





			


			e-mail


			Andrew.Gibbons@dvla.gov.uk








[bookmark: _Toc253400972]All queries/questions should be sent to the Commercial Advisor



[bookmark: _Toc69997836]15. Annexes:


[bookmark: _Toc69997837]Annex 1 – Evaluation Criteria: 





Mandatory Criteria:


			Mandatory Criteria


			Mandatory Criteria Description


			Pass/Fail





			Service Delivery





			





DVLA operates its business across several sites. Suppliers must confirm they will conduct the audit (s) across multiple sites & could conduct the assessment via Microsoft Teams if required. [Yes/No]





			


Pass/Fail





			Certification Requirement





			





All suppliers must evidence that they are licensed certification bodies for Customer Service Excellence. [Yes/No]








			











Pass/Fail





			[bookmark: _Hlk66259020]Time Scale Requirement


			


The supplier must evidence that they are able to conduct our assessment within the specified timescales as outlined in section 5 [Yes/No]








			











Pass/Fail












































Scored Quality Criteria:


			Primary Scored Criteria


			Primary Scored Criteria Weighting (%)


			Scored Sub-criteria Description


			Individual Scored Sub -Criteria Weighting (%)





			


Technical solution proposed and competence








			30%


			Supplier must produce evidence on how they will meet the accreditation as outlined in section 6. 


			21%





			Resources and capabilities





			70%








			


Supplier should evidence what electronic service they will provide to store data and how they will support any technical difficulties





			9.8%





			


			


			





Supplier must evidence how they will conduct our assessment within the specified timescales











			9.8%





			


			


			





Supplier should show experience of certifying businesses of equal size and intricacy to DVLA











			9.8%





			


			


			


To provide CSE certification and supporting documentation








			4.9%





			


			


			


Supplier to evidence how they will provide support and guidance in achieving the customer service standard.





			14.7%








			


			


Total = 100%


			


			























Financial/Pricing Criteria  


			Primary Financial/Pricing Criteria


			Financial/Pricing Weighting (%)


			Description





			Pricing Requirements


			100%


			Please See Pricing Schedule 


(Annex 2) for full details and further instruction 





			


			


Total = 100%








			











[bookmark: _Toc69997838]Annex 2 – Pricing Schedule: 











Page 5 of 24		December 2020





image2.emf


CSE_Standard.pdf






CSE_Standard.pdf






CUSTOMER SERVICE EXCELLENCE STANDARD















2















Table of Contents




The starting point 4




Criterion 1 Customer Insight 5
1.1 Customer Identification 5
1.2  Engagement and Consultation 6
1.3  Customer Satisfaction 7




Criterion 2 The Culture of the Organisation 8
2.1  Leadership, Policy and Culture 8
2.2  Staff Professionalism and Attitude 9




Criterion 3 Information and Access 10
3.1  Range of Information 10
3.2  Quality of Information 10
3.3  Access 11
3.4  Co-operative working with other providers,




partners and communities 11




Criterion 4 Delivery 12
4.1  Delivery standards 12
4.2  Achieved Delivery and Outcomes 13
4.3  Deal effectively with problems 13




Criterion 5 Timeliness and Quality of Service 15
5.1  Standards for Timeliness and Quality 15
5.2  Timely Outcomes 15
5.3  Achieved Timely Delivery 16




3















4




The Customer Service Excellence Standard




The starting point




Organisations providing services need to be efficient,
effective, excellent, equitable, with the customer at
the heart of everything they do. A customer focus
principle plays just as important a role for small front-
line units as it would for large corporate organisations.
Customer Service Excellence was developed to offer
all organisations a practical tool for driving customer-
focused change.




The foundation of this tool is the Customer Service
Excellence standard, which is a mix of research,
management and operational models and, most
importantly, practical experience of providing services.
The standard has particular focus on delivery,
timeliness, information, professionalism and staff
attitude. There is also emphasis placed on developing
customer insight, understanding the user’s experience
and robust measurement of service satisfaction. 




How does it work?
Customer Service Excellence is designed to operate on
three distinct levels:




• As a driver of continuous improvement
By allowing organisations to self-assess their
capability, in relation to customer-focused service
delivery, by identifying areas and methods for
improvement.




• As a skills development tool
By allowing individuals and teams within the
organisation to explore and acquire new skills in the
area of customer focus and customer engagement,
thus building their capacity for delivering improved
services.




• As an independent validation of achievement
By allowing organisations to seek formal accreditation
to the Customer Service Excellence standard,
demonstrate their competence, identify key areas for
improvement and celebrate their success.




Who can apply?
Customer Service Excellence aims to provide
organisations with a practical tool for driving customer
focused change. The standard has been specifically
designed to offer real benefits to all organisations, no
matter how big they are or what sector they work in.
The standard includes guidance to help you identify
evidence against each element. However, it is not meant
to be a full list of all the different types of evidence. 




How to apply?
For more information on achieving Customer Service
Excellence please see the contact details on page 17 or
visit www.customerserviceexcellence.uk.com
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Criterion 1 Customer Insight




This criterion focuses on the importance of developing an in-depth understanding of your customers. This includes
consulting customers and using the information you receive to design and provide services. It also covers the
importance of monitoring the outcomes of your services and whether customers are satisfied with them.




Understanding customers in this way is essential for service providers, enabling them to raise their standards and
levels of service and continue to build on this success. Effectively identifying your customers, consulting them in a
meaningful way and efficiently measuring the outcomes of your service are a vital part of this approach. It is not just
about being able to collect information. It is about having the ability to use that information, and developing a culture
within your organisation that values this kind of understanding and constantly looks to improve. 




Element




We have an in-depth understanding of
the characteristics of our current and
potential customer groups based on
recent and reliable information.




We have developed customer insight
about our customer groups to better
understand their needs and preferences.




We make particular efforts to identify
hard-to-reach and disadvantaged groups
and individuals and have developed our
services in response to their specific
needs.




1.1.1




1.1.2




1.1.3




Guidance




• A profile of the organisation’s main customer groups
and their characteristics. 




• Details of how these groups were segmented and
classified.




• Details on the frequency and reliability of the
research to identify customer groups.




• Methods and approaches used for developing
understanding, such as focus groups, one-to-one
interviews, surveys, observation, customer journey
mapping and other ways of collecting information
about customers.




• Details of how you improved your services as a
result of the understanding you gained into your
customers’ needs.




• Methods used to consult and involve hard-to-reach
and disadvantaged groups and individuals, particularly
people who have a number of different needs and
customers whose views you rarely hear.




• Examples of how you identified needs that you were
not meeting and the changes you made to avoid
excluding or under-representing certain people.




Criterion 1    Customer Insight




1.1 Customer Identification
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Element




We have a strategy for engaging and
involving customers using a range of
methods appropriate to the needs of
identified customer groups.




We have made the consultation of
customers integral to continually
improving our service and we advise
customers of the results and action
taken.




We regularly review our strategies and
opportunities for consulting and engaging
with customers to ensure that the
methods used are effective and provide
reliable and representative results.




1.2.1




1.2.2




1.2.3




Guidance




• Policies, strategies and leadership for engaging,
consulting and involving customer groups.




• Evidence of how you use a wide range of tools,
including feedback from customers and staff (letters, 
e-mails, comments, complaints, forums, focus groups
and so on) as well as research.




• Findings and analysis of engagement activity,
consultation exercises and other methods for
capturing feedback.




• Details of actual improvements, with evidence of
how these are directly linked to the ways you
consulted and involved customers. 




• Examples of how you involved customers in
designing and providing services (for example,
through allowing them to take part).




• Information on how you tell customers about the
changes you make as a result of their involvement.




• Current service improvement and development
plans showing that your policies, projects and
activities are shaped by how you consult and involve
customers.




• Outcome of reviews on the effectiveness of
engagement and involvement, showing levels of
participation, assessment of how representative the
results are, and quality of information collected.




• How mechanisms, processes and approaches are
adapted to respond to emerging issues, service
priorities, demographic changes etc.




• Examples of innovation, learning from best practice
or benchmarking, suggestions of staff etc. 




1.2  Engagement and Consultation
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Element




We use reliable and accurate methods to
measure customer satisfaction on a
regular basis.




We analyse and publicise satisfaction
levels for the full range of customers for
all main areas of our service and we have
improved services as a result.




We include in our measurement of
satisfaction specific questions relating to
key areas including those on delivery,
timeliness, information, access, and the
quality of customer service, as well as
specific questions which are informed by
customer insight.




We set challenging and stretching targets
for customer satisfaction and our levels
are improving.




We have made positive changes to
services as a result of analysing customer
experience, including improved
customer journeys.




1.3.1




1.3.2




1.3.3




1.3.4




1.3.5




Guidance




• Methods used would in most cases include survey
work and other forms of feedback and qualitative
information.   




• Information on survey methodology, for example
sample sizes, potential biases, margins of error and
any advice taken on design. 




• Reasons for the decisions you made on how to
measure customers’ satisfaction. 




• Details on how often you collected information




• Assessment and analysis of satisfaction within all
groups (identified). 




• If you provide a range of different services, you should
assess how satisfied customers are with all of them.




• Evidence of any differences in levels of satisfaction
between groups, or any unexpected outcomes.




• Published information about the action you plan to
take or have taken as a result of measuring
customers’ satisfaction with your service. 




• Examples of other methods you used.




• Satisfaction surveys and other ways of gathering
feedback that include these specific questions. 




• Evidence of investigation into customers’ priorities
and local key drivers of satisfaction.




• Satisfaction levels of all customer groups for all the
main areas of your service, and the targets you want
to achieve. 




• Evidence of how levels of satisfaction have improved
over time.




• Examples of how you analyse customers’
experience.




• Specific information on how you map customers’
journeys and the steps you have taken to improve
these (for example, through limiting the amount of
unnecessary contact they have with people in your
organisation).




• Any evidence of savings or reinvestment (or both) as
a result of making your systems and processes more
efficient.




1.3  Customer Satisfaction
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Criterion 2 The Culture of the Organisation




A customer focused culture can be challenging but at its core is a business model based on a detailed understanding of
customers. In building a customer focused culture, organisations look at how those that work within the organisation
demonstrate the necessary values and understanding as well as how the operations and procedures meet customer
needs and expectations.




This criterion is therefore concerned with the support for customer focused approaches throughout the organisation
so that excellent service is delivered to all customers. Also included here are two of the key drivers relating to staff
behaviour – professionalism and attitude. These have been brought together and reinforced by a requirement that this
approach is fully supported by the leadership team.




Taken together these elements should help to build and develop a customer focused culture that supports improved
service delivery.




2.1.1




2.1.2




2.1.3




2.1.4




2.1.5




2.1.6




Element




There is corporate commitment to
putting the customer at the heart of
service delivery and leaders in our
organisation actively support this and
advocate for customers.




We use customer insight to inform policy
and strategy and to prioritise service
improvement activity.




We have policies and procedures that
support the right of all customers to
expect excellent levels of service.




We ensure that all customers and
customer groups are treated fairly and
this is confirmed by feedback and the
measurement of customer experience.




We protect customers’ privacy both in
face-to-face discussions and in the
transfer and storage of customer
information.




We empower and encourage all
employees to actively promote and
participate in the customer-focused
culture of our organisation.




Guidance




• Corporate vision and values statements.
• Examples of how your organisation’s leaders have




shown that they recognise the importance of
customer focus and actively promote activities that
allow your organisation to gain an understanding of
its customers.




• Customers’ and staff’s views on how your knowledge
of customer groups informs your policies.




• Examples of how customer insight drives your
policies, and how this influences the way in which
you design your services.




• Customer care, equal opportunities, disability and
other policies and procedures relating to fair treatment.




• Information you provide to customers on what they
are entitled to. 




• Evidence from mystery shoppers (where this is
relevant and appropriate).




• Customers’ and staff’s testimony and other
feedback.




• Procedures for making sure you protect customers’
privacy, including having secure computer systems
and making checks on customers’ identity. 




• Policies on data protection and staff guidance on this.




• Examples of customer and staff testimony about
their involvement and empowerment. 




• Staff policies and procedures manuals. 
• Examples of your approaches to promote customer




focus throughout the organisation.




Criterion 2    The Culture of the Organisation




2.1 Leadership, Policy and Culture
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Element




We can demonstrate our commitment
to developing and delivering customer -
focused services through our
recruitment, training and development
policies for staff.




Our staff are polite and friendly to
customers and have an understanding of
customer needs.




We prioritise customer focus at all levels
of our organisation and evaluate
individual and team commitment through
the performance management system.




We can demonstrate how customer-
facing staffs’ insights and experiences are
incorporated into internal processes,
policy development and service planning.




We value the contribution our staff make
to delivering customer focused services,
and leaders, managers and staff
demonstrate these behaviours.




2.2.1




2.2.2




2.2.3




2.2.4




2.2.5




Guidance




• Job specifications and recruitment procedures.
• Details of the training you have provided to all your




employees, and the opportunities for them to
develop further.




• Customer service policies and staff guidance.
• Evidence from mystery shoppers (where relevant)




and internal monitoring.
• Customers’ views and other feedback, including




comments on the service provided by individual
members of staff.




• Examples of how customer feedback is linked to
your assessment of staff. 




• Include staff recognition and reward schemes, if
relevant and appropriate.




• Ways in which staff give their views and details on
how you use their feedback. 




• Details of improvements that you have made as a
result of staff feedback.




• Examples of how you have improved the processes
for passing on customers’ information throughout
your organisation.




• Examples of how your organisation values the role of
customer service staff, by recognising and rewarding
the contributions of individual members of staff and
teams. 




• Evidence that providing customer-focused services is
a priority at all levels of the organisation, from the
front line (members of staff who deal with the
public) to senior managers and all levels in between.




2.2  Staff Professionalism and Attitude
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Criterion 3 Information and Access




We know that information is vital to customers. They particularly value accurate and detailed information, and this criterion
aims to make sure that we have this in mind in everything we do. As a result, we need to focus on making sure that we
consider this as part of an effective communication plan for consulting and involving customers, rather than seeing
communications as a one-off exercise. Customers also tell us that one of the most frustrating parts is not being kept
informed about what is happening. Because of this, we ask you to particularly look at this part of your communication policy.




Putting customers first can be an important first step towards providing effective communication.  




3.1.1




3.1.2




Element




We make information about the full
range of services we provide available to
our customers and potential customers,
including how and when people can
contact us, how our services are run and
who is in charge.




Where there is a charge for services, we
tell our customers how much they will
have to pay.




Guidance




• Examples of contact and service information, for the
range of communication methods used.




• Published information about any charges for services. 
• Details of how and when customers can make




payments.




Criterion 3    Information and Access




3.1 Range of Information




Element




We provide our customers with the
information they need in ways that meet
their needs and preferences, using a
variety of appropriate channels.




We take reasonable steps to make sure
our customers have received and
understood the information we provide.




We have improved the range, content and
quality of verbal, published and web based
information we provide to ensure it is
relevant and meets the needs of customers.




We can demonstrate that information we
provide to our customers is accurate and
complete, and that when this is not the
case we advise customers when they will
receive the information they requested.




3.2.1




3.2.2




3.2.3




3.2.4




Guidance




• Guidance to staff about clear communication,
including testing information with customers.




• Customers’ views on the communication methods
you use.




• Details of how you check that individual customers
have received and understood the information. 




• Examples of the changes you make to your
communication methods to meet customers’ needs.




• Examples of changes to the way you provide
information after receiving feedback. 




• Schedule for when you review the information you
provide.




• Customers’ views and feedback on the accuracy of
the information. 




• Details of the service standards for responding to
customers’ enquiries. .




• Complaints and comments from customers.
• Examples of when you provided the wrong




information and how this was rectified.




3.2  Quality of Information
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Element




We make our services easily accessible
to all customers through provision of a
range of alternative channels.




We evaluate how customers interact
with the organisation through access
channels and we use this information to
identify possible service improvements
and offer better choices.




We ensure that where customers can
visit our premises in person facilities are
as clean and comfortable as possible.




3.3.1




3.3.2




3.3.3




Guidance




• Details of the range of options available for
contacting the organisation. 




• Different ways of communicating and specific
arrangements and sample materials. 




• Details of how you have reviewed services to make
life easier for people. 




• Outcomes of reviews and the improvements you
planned and made as a result.




• Data and analysis relating to channel usage and
action taken to improve services as a result. 




• Details of how you use information to improve the
choice of services.




• Information on how you have reviewed the physical
environment of your premises, arrangements for
maintaining quality and details of any recent
improvements you have made.




3.3  Access




Element




We have made arrangements with other
providers and partners to offer and
supply co-ordinated services, and these
arrangements have demonstrable
benefits for our customers.




We have developed co-ordinated
working arrangements with our partners
that ensure customers have clear lines of
accountability for quality of service.




We interact within wider communities
and we can demonstrate the ways in
which we support those communities.




3.4.1




3.4.2




3.4.3




Guidance




• Formal and informal partnerships and plans for
improving access and services. 




• Information on the success of joint working
arrangements, including improvements you have
made to services as a result.




• Customer feedback on the services provided through
partnerships, including the quality and range of
services and how these are tailored to the individual
customer’s needs.




• Information on how you monitor and assess services
you provide in partnership with other organisations.




• Evidence of any service level agreements, particularly
handover arrangements and other measures that make
sure that the customer receives a ‘seamless’ service.




• Details of how customers can complain about the
services you provide in partnership with other
organisations.




• Details of how you publicise joint working
arrangements, including clear information for
customers on who is responsible.




• Examples of how you help customers to access
services, where appropriate.




• Information on how your organisation works with
and contributes to the wider community, beyond the
direct service it provides to customers.




3.4  Co-operative working with other providers, partners and communities
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Criterion 4 Delivery




A vital part of any organisation is how successfully it achieves its main business aims. This is, of course, also very
important to the customers of those organisations. As a result this criterion relates to how you carry out your main
business, the outcomes for the customer, and how you manage any problems that arise.




Research shows that many customers are satisfied with the outcome of their contact but fewer are satisfied with the
way the service kept promises and handled any problems. Handling problems in particular often receives one of the
lowest ratings out of all the different areas measured. Other research has shown that learning from mistakes is an
important way to gain trust from their customers. Listening to, and asking for, comments, feedback and complaints
about your service can be a great way to make small adjustments to the way your organisation runs, and both formal
and informal feedback can be equally important.




This criterion focuses on the outcome of your organisation’s main business and whether you keep to the promises you
have made to individual customers. It also relies on customers’ views about the outcomes of your services, rather than
just focusing on the main indicators your organisation uses to measure its performance. You should use the complaints
you receive about the way you provide services and any dips in your performance to make sure customers receive the
service you have promised them.




4.1.1




4.1.2




4.1.3




Element




We have challenging standards for our
main services, which take account of our
responsibility for delivering national and
statutory standards and targets.




We monitor and meet our standards,
key departmental and performance
targets, and we tell our customers about
our performance.




We consult and involve customers,
citizens, partners and staff on the setting,
reviewing and raising of our local
standards.




Guidance




• Details of all standards, performance indicators and
targets set for main services.




• Include national, statutory and local standards and
targets.




• Details of how often you monitor your performance
and the methods you use. 




• Current performance against all standards, key
departmental standards, statutory inspections and
audits and internal performance targets for the last
full year.




• Methods you use to consult and involve customers
and others about local standards and targets.




• Outcomes of your consultation on standards and
targets. 




• Information showing past and present standards and
targets that you can use to compare your
performance with previous years.




Criterion 4    Delivery




4.1 Delivery standards
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Element




We agree with our customers at the
outset what they can expect from the
service we provide.




We can demonstrate that we deliver the
service we promised to individual
customers and that outcomes are
positive for the majority of our customers. 




We can demonstrate that we benchmark
our performance against that of similar
or complementary organisations and
have used that information to improve
our service.




We have developed and learned from
best practice identified within and outside
our organisation, and we publish our
examples externally where appropriate.




4.2.1




4.2.2




4.2.3




4.2.4




Guidance




• Show that you use the promises and aims to make
appropriate commitments to each customer.




• Customers’ views and feedback on their experience
of the service. 




• Include responses to specific survey questions and
information and figures for positive outcomes. 




• Information from benchmarking exercises (where this
information is available). 




• Exercises can include comparing functions as well as
whole services.




• Evidence of peer reviews, discussion groups, taking
part in forums or other methods for comparing your
performance with other organisations.




• Show how you share and apply best practice within
your organisation and how you apply best-practice
examples from outside the organisation. 




• Examples of best practice you have published recently.




4.2  Achieved Delivery and Outcomes




Element




We identify any dips in performance
against our standards and explain these
to customers, together with action we
are taking to put things right and prevent
further recurrence.




We have an easy to use complaints
procedure, which includes a
commitment to deal with problems fully
and solve them wherever possible within
a reasonable time limit. 




We give staff training and guidance to
handle complaints and to investigate
them objectively, and we can
demonstrate that we empower staff to
put things right.




4.3.1




4.3.2




4.3.3




Guidance




• Outcomes of monitoring processes.
• Details of any action you have taken.
• Examples of how you explain dips in performance to




customers. 
• Examples of effective procedures you have put in




place to keep customers informed during
exceptional circumstances such as emergencies.




• Customer complaints procedure as provided for use
by customers.




• Complaints policy.
• Guidance and training you give staff in how to




respond to and deal with complaints. 
• Assessment of how effective your complaints-




handling training is.
• Examples of where staff have been given the




authority to resolve complaints. 




4.3  Deal effectively with problems
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Element




We learn from any mistakes we make by
identifying patterns in formal and informal
complaints and comments from
customers and use this information to
improve services and publicise action
taken.




We regularly review and improve our
complaints procedure, taking account of
the views of customers, complainants and
staff. 




We ensure that the outcome of the
complaint process for customers (whose
complaint is upheld) is satisfactory for
them. 




4.3.4




4.3.5




4.3.6




Guidance




• Records of formal and informal complaints and
comments relating to problems. 




• Information you regularly publish showing trends in
complaints, both formal and informal, and the action
you have taken as a result.




• Customer and staff feedback on the effectiveness of
the complaints procedure. 




• Process for reviewing your complaints procedure
and the improvements you have made. 




• Feedback from customers on the outcome of
complaints processes. 




• Details of procedures for staff and feedback
processes. 




4.3  Deal effectively with problems (continued)
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Criterion 5 Timeliness and Quality of Service




This criterion looks in more detail at the standards you have relating to how you carry out your main business. It
draws heavily on what users have identified as the most important factors of excellent customer service. Separating
customer service standards from the main business standards makes the requirements for setting and monitoring
standards in these areas much more strict. This plays a major part in developing the customer-focused culture
discussed in Criterion 2.




What is covered here is not meant to be a full list of every factor that affects how you run your service. Clearly, local
factors will also be important but we know from research that the speed of your initial contact with the customer and
your ability to keep to agreed timescales are vital. However, because organisations can sometimes focus on providing
a speedy service while forgetting to also consider quality, we have combined both these factors here. 




5.1.1




5.1.2




Element




We set appropriate and measurable
standards for the timeliness of response
for all forms of customer contact
including phone calls, letters,
e-communications and personal callers.




We set comprehensive standards for all
aspects of the quality of customer
service to be expected in all dealings
with our organisation.




Guidance




• Details of standards and targets set for timeliness of
response to customer contact for all access channels.




• Full customer service standards – including the quality
of your response to phone calls, letters,
e-communications and personal callers – for all stages
of the customer journey.




Criterion 5    Timeliness and Quality of Service




5.1 Standards for Timeliness and Quality




Element




We advise our customers and potential
customers about our promises on
timeliness and quality of customer service.




We identify individual customer needs at
the first point of contact with us and
ensure that an appropriate person who
can address the reason for contact deals
with the customer.




5.2.1




5.2.2




Guidance




• Published information and all methods for advising
customers and potential customers of standards for
timeliness and quality of customer service.




• Examples of the processes you use when you first
have contact with the customer – for example,
interview techniques, mapping customer journeys,
reviewing information you already hold about the
customer.  




• Show an understanding of how customers are using
the different methods to contact you, and the
problems you face in providing a successful service.




5.2  Timely Outcomes
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Element




We promptly share customer information
with colleagues and partners within our
organisation whenever appropriate and
can demonstrate how this has reduced
unnecessary contact for customers.




Where service is not completed at the
first point of contact we discuss with the
customer the next steps and indicate the
likely overall time to achieve outcomes. 




We respond to initial enquiries promptly,
and if there is a delay we advise the
customer and take action to rectify the
problem.




5.2.3




5.2.4




5.2.5




Guidance




• Processes you have in place to make sure that
complete information is transferred promptly and to
all relevant people within and outside the organisation.




• Examples of how you have shared information
promptly and in a useful and appropriate way, while
keeping to the regulations on data protection and
confidentiality.




• Examples of where you have shared information
about customer groups (for example, with service
managers, front-line staff and partners) to provide
more efficient services.




• Customers’ views that show how the service has
been tailored to consider their individual
circumstances. 




• Details of how you have communicated the likely
timescales with customers. 




• Information on wait times for initial responses to
telephone, e-mail, text and personal callers. 




• Information on your procedures to tell customers
about any problems.




5.2  Timely Outcomes (continued)




5.3  Achieved Timely Delivery




5.3.1




5.3.2




5.3.3




Element




We monitor our performance against
standards for timeliness and quality of
customer service and we take action if
problems are identified.




We are meeting our current standards for
timeliness and quality of customer service
and we publicise our performance against
these standards. 




Our performance in relation to timeliness
and quality of service compares well with
that of similar organisations.




Guidance




• Methods used for monitoring performance in
relation to standards for timeliness and quality of
customer service.




• Steps taken to address timeliness of delivery where
this does not meet customer expectations.




• Current actual performance against all standards and
targets for timeliness and quality of service and
evidence of publication. 




• Customer feedback on achievement of service
delivery within agreed timescales.  




• Examples of ‘mystery shopper’ evidence where
relevant.




• Comparative performance data relating to timeliness
and quality of customer service obtained from
benchmarking exercises.
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G4S Assessment Services Ltd
1320 Montpellier Court 




 yaW reenoiP
Gloucester Business Park
Gloucestershire 
GL3 4AH




 




Tel: 0845 300 5172




Email: cse@uk.g4s.com




Web: www.g4sassessmentservices.com




 emqc Ltd
Unit 8, Business Centre Beeston 
Technology Drive
Beeston
Nottinghamshire 




 NG9 2ND 




Tel: 0845 304 8600




Email: info@emqc.co.uk   




Web: www.emqc.co.uk




Tel: 0161 237 4080




Email: enquiries@centreforassessment.co.uk




Web: www.centreforassessment.co.uk




SGS United Kingdom Ltd
SGS House
217-221 London Road
Camberley
GU15 3EY




Tel: 0800 900 094




Email: service-excellence@sgs.com




Web: www.uk.sgs.com




More information on how we can help your organisation achieve the Customer Service Excellence standard
is available on our website:




http://www.customerserviceexcellence.co.uk.com/




 Body Contacts




Centre for Assessment 
56 Oxford Street
Churchgate House
Manchester
M1 6EU
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Pricing Schedule



								Contract Reference - PS/20/256 - Customer Service Excellence Standard











								Pricing Schedule







				Company Name:								Please enter your FULL company name here







				Instructions for correct completion of pricing schedule:-







				1)				Suppliers to complete ONLY cells highlighted in yellow;



				2)				All costs associated with the product/service must be included in the pricing schedule;



				3)				All costs MUST be quoted in GBP (£);



				4)				Suppliers to enter all charges to two (2) decimal places;



				5)				Suppliers to enter 0 (zero) if there is no charge for a product/service;



				6)				Alternative products are not acceptable;



				7)				All costs must be inclusive of expenses and exclusive of VAT.



				8) 				All data in SECTION B is for any potential extensions to the contract and is for "Information Only" purposes. It does not form part of the bid assessment and/or evaluation process and will be used to estimate the potential "Total Contract Value"











								SECTION A







								Table 1 - Customer Service Excellence Standard Charges







								Contract Year				YEAR 1				YEAR 2				TOTAL CONTRACT
COST  (£)



								Requirement Description				Annual
Cost (£)				Annual
Cost (£)



								Customer Service Excellence Standard				£   70.00				£   90.00				£   160.00



								TOTAL CONTRACT 
COST  (£)				£   70.00				£   90.00				£   160.00















								Total Contract Price Evaluation







								The score that will be evaluated is highlighted in blue







								The lowest priced tender will receive a full score of 				30%				and will be calculated by the following method:-







								Example of Pro-Rata Allocation of Points







								Three tenderers offer £20, £25 and £40 as their final price for service X.  Service X has:								30%				allocated for the lowest tender.



								  				  



								Tenderer 1:				Price				£20				receives				30%







								Tenderer 2:				Price				£25				receives				24%







								Tenderer 3:				Price				£40				receives				15%







								For example, Tenderer 2 score of 				24%				is achieved as follows:-







								Lowest price received from all Tenderers				     x       Allocation of price in Evaluation Criteria



								Price provided for contract by Tenderer 2				   







								                                        £20                                     x				     x       Allocation of price in Evaluation Criteria				=				24%



								divide by £25 











								SECTION B - EXTENSION PERIODS  (Note: Point 8 above)







								Table 2  -   Customer Service Excellence Standard Costs (Extension Period)







								Contract Year				YEAR 3



								Requirement Description				Annual
Cost (£)



								Customer Service Excellence Standard				£   100.00











								Table 3  - TOTAL POTENTIAL CONTRACT VALUE INCLUDING EXTENSION PERIODS







								Requirement Description				Contract Cost  YEAR 1 (£)				Contract Cost  YEAR 2 (£)				Contract Cost  YEAR 3 (£)				TOTAL POTENTIAL  CONTRACT VALUE (£)



								Customer Service Excellence Standard				£   70.00				£   90.00				£   100.00				£   260.00



								TOTAL POTENTIAL CONTRACT VALUE (£)				£   70.00				£   90.00				£   100.00				£   260.00
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	                               Invoicing Procedures 








General


You should not provide goods or services without receipt of a valid Purchase Order.


All invoices or credit notes must quote the valid Purchase Order number i.e. one that is in the format 8000XXXXXX. This will be found on the Purchase Order you receive.


Do not undertake new work or supply goods or services in excess of the original Purchase Order Value.


All invoices or credit notes must be an original document.


If an incorrect Purchase Order number or no Purchase Order number is quoted the invoice will be returned to you. You will be able to handwrite the correct Purchase Order numbers on the invoices that are returned, however it is preferable that you change it on your system and reissue to ensure any future invoices are referenced correctly. 


You must identify the business unit the invoice or credit note relates to e.g. DVLA.


E-invoices must not include profanities, as these will also be blocked by arvato email security filters and may delay/stop the invoice being received.


Credit notes should quote the Purchase Order number and your original invoice reference along with details of what the credit note applies to, particularly if it is not for the full value of the invoice.


Any correspondence or enquiry sent to the designated email address for invoices/credit notes which is not an original document will be deleted, with no action being taken.


Transmission of Invoices


All invoices and/or credit notes will either need to be sent electronically as an attachment to an email or as a hard copy document through the post to the designated address listed below:


Email: ssa.invoice@sharedservicesarvato.co.uk


Postal Address: Shared Services arvato
5 Sandringham Park
Swansea Vale


SA7 0EA


If an original invoice and/or credit note is sent electronically, then the same document must not be sent as a hard copy through the post and vice versa.


All e-invoices and/or credit notes must be sent in a PDF format. Any documents which are received and are not in a PDF format will be deleted with no action being taken.


A 10Mb maximum file size per email is applicable.


If the e-invoice is encrypted, this could result in the invoice being blocked by arvato email security filters. 


Shared Services arvato cannot be responsible for any e-invoice until it has been received. Responsibility for ensuring the e-invoice is received by arvato in a timely manner lies with the supplier.









How to Notify a Change


If you change important information, such as your organisation’s contact or bank details, you need to provide written official confirmation. Please notify Shared Services arvato as soon as possible:


Tel: 0844 892 0343


Email: support@sharedservicesarvato.co.uk (Please do not email original                               invoices/credit notes to this email address)


Postal Address: 


Shared Services arvato
     5 Sandringham Park
     Swansea Vale SA7 0EA





Enquiring about progress of payments 


All supplier invoices and payment enquiries must be directed to Shared Services arvato. If you contact the relevant business unit directly, they will direct you to Shared Services arvato.


For all payment and invoice queries you will need to contact the Shared Services arvato Service and Support Desk directly on 0844 892 0343. When calling you should quote the Purchase Order number, your vendor account number (if known) and the business unit you are invoicing e.g. DVLA.


You should ask for your communication to be logged on a “service ticket” along with your contact details. This will allow all issues relating to your query to be logged under a unique reference number.


You should quote the service ticket number in any follow up conversations.


If Shared Services arvato has the invoice but cannot release it for payment, you are required to take appropriate action to ensure it can be paid. 


If the invoice has not been received by Shared Services arvato, the responsibility is on you to get the invoice to Shared Services arvato. If you are sending invoices to anyone other than Shared Services arvato, please change your customer invoicing address to Shared Services arvato. 


If a response from Shared Services arvato is required, one will be provided to you within 10 working days. 


If you have any remittance queries, these should be discussed with Shared Services arvato: 


Tel: 0844 892 0343


Email: support@sharedservicesarvato.co.uk (Please do not email original                                     invoices/credit notes to this email address)


You must also ensure that a statement is sent to Shared Services arvato monthly to aid prompt payment of invoices (email and postal address as above).
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