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Income Case Management (RFI)
This is a Request for Information (RFI) and does not constitute a commitment, implied or otherwise, that Stonewater will take a procurement action for an income case management solution at this time. Further, Stonewater will not be responsible for any cost incurred in furnishing this information.
This RFI is being used to gather market research for Stonewater to make decisions regarding development and possible procurement of an income case management solution. 
The solution needs to integrate with our existing collections and rent management systems.  The solution should provide for the transparent management of a complex portfolio of income cases delivered under a diverse range of customer agreements. It should enable ease of access to management information, reconciliation, reporting and evidence how it can reduce Stonewater’s income position.
Introduction to Stonewater:
Stonewater is a leading social housing provider, with a mission to deliver good quality, affordable homes to people who need them most. We manage around 33,600 homes in England for over 75,000 customers, including affordable properties for general rent, shared ownership and sale, alongside specialist accommodation such as retirement and supported living schemes for older and vulnerable people, domestic abuse refuges, a dedicated LGBTQ+ Safe Space, and young people’s foyers.
Our significant and progressive house-building programme aims to build a minimum of 1,500 new homes a year from 2022/23 and we have a good pipeline of development to achieve this, driven by our vision of everyone having the opportunity to have a place that they can call home. We plough our surplus into building new homes, improving our existing housing stock and investing in customer services.
We are also the largest management partner for Legal & General Affordable Homes, supporting the organisation in delivering its ambitious development plan of building 3,000 homes by 2022, by leading on Legal & General's housing operations across England.
We recognise that the way we work matters too. We are committed to providing homes that are energy efficient and are working towards Government's targets for carbon neutrality. Our Environment Strategy helps us minimise the resources we use as an organisation and manage our impact on the environment.
Our talented 800+ employees embody our values – being ambitious, passionate, agile, commercial and ethical. For the second consecutive year we achieved a ‘One Star’ rating in the 2020 Best Companies Top 100 best not-for-profit organisations to work for and made the list for the top 25 best housing sector organisations to work for in the UK.
With an annual turnover of around £191 million and £1.8 billion in assets, Stonewater is a strong, dynamic and well-managed social business, with a long-term rating of A+ by independent credit ratings agency, S&P Global Ratings and a top G1/V1 governance and viability ranking from the Regulator of Social Housing.



Scope of the service:
Stonewater are looking for an income case management solution that will enable us to use data and AI to identify, at the earliest possible opportunity, customers who may fall into arrears.  
The solution should use data and behavioural science to provide early identification of issues.  The solution should then use this data to design an intervention process that supports customers before they enter financial difficulty.  
The solution will need to integrate with our current housing management system (MIS Active H) and offer sufficient flexibility to accommodate future platform enhancements e.g. moving to an ERP platform.
Specifically, Stonewater are looking for a solution to solve the following 5 problems:
1. Caseload accuracy (including lifecycle).
Problem: The current caseload presented to income officers for action is not prioritised effectively meaning action and resources are not targeted most effectively.
Approximately 6000 cases are presented for action per week. Of these 3000 receive some form of action. Cases are prioritised based on value of debt, age of debt and/or time since last action.
We require a solution which improves caseload accuracy by utilising data analysis, insight and A.I principles (e.g. Machine Learning) by presenting cases based on risk of escalation and informed by insight (e.g. payment history, customer profile, account changes, external data e.g. Experian).
Specifically we are interested in functionality capable of managing the escalation of cases through arrears stages (driven by defined rules) and the automation of communication to customers as they move through these stages. 
2. Intervention insight
Problem: We are unable to identify the most effective form/time of intervention meaning resources are not most effectively utilised.
We want the system to recommend the most effective intervention method based on previous intervention success, insight and other customer data.
3. Automation 
Problem: We have a high volume of cases to manage and must prioritise officer time away from low-level, low-risk arrears utilising automation to make contact where appropriate.
Stonewater want to remove high volume, low value and time-consuming contact from income officer’s caseloads by automating contact with customers.
Specifically we are interested in functionality which can automatically perform the action most likely to achieve a positive outcome be that an automated response or a manual response. 
We are also interested in customer contact being automatically tailored to a specific event and encouraging a self-serve response from the customer where appropriate (e.g. text to customer to prompt customer to update MyHome)
4. Management Information
Problem: We require real-time multi-layered M.I to increase visibility of performance and inform continuous improvement in effective action.
Where possible this information should also present forecast data and outcome analysis. 
5. Workforce Management
Problem: We want to control the demand supplied via automated contact / collection services and supply of resource to meet demand.
Stonewater require functionality, which enables flexible control of the demand driven by automated contact.
Specifically we are looking for our income officers to have access to a real-time daily workload summary (including a visualisation relating to the impact of their work).
Team leaders also require a tool to distribute/allocate work across their teams



Responding to this RFI:
Organisations responding to this RFI must be able to deliver an income case management system that offers a solution to the 5 core problems identified above. 
RFI responses must include:
· Name of the primary point of contact for the response
· Company Name
· Email
· Phone

Please send all queries and completed responses to the Request for Information to sarah.newton@stonewater.org by the 8 December 2021.

RFI Questions
Stonewater are requesting responses to the following questions: 

1. Please describe the case management system you can make available, with examples of where this is in use 

2. How does your case management system respond to the 5 core problems listed above:

1. Caseload accuracy
2. Intervention insight
3. Automation
4. Management Information
5. Workforce Management

3. Please share any other comments regarding your service in relation to the scope and requirements of Stonewater. 

Key considerations for us are:

· Data security
· Enabling an audit trail to meet statutory requests for information 
· How your services benefit us in the short, medium and long term

4. How can your income case management service improve customer engagement with their rental payments 

Key consideration for us:

· Experience in income management delivered within social housing sector


Although all comments received will be carefully reviewed with feedback and key information used to support later action, the initiators of this request make no commitment to include any particular recommendations. 
There is no active tender currently for these services, with this RFI seeking to understand the market conditions. Where a tender is run it will be advised through Contracts Finder and Find a Tender and will be ran through Stonewater’s E-tendering software Delta. It is the responsibility of potential offers/bidders to monitor these sites for the advertisement of any tendering of this service. 


Response Submission Deadline:
Responses to this RFI must be submitted no later than 8 December 2021.
RFI Responses
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Indicative Costs
Using the information supplied about Stonewater’s requirement, suppliers are asked to provide potential contract costs. Costs provided are only indicative and will not be assessed as part of any future tender.
 
	Details - Insert types of costs, dependent on the project
	Costs (ex VAT.)
	Comments

	 
	 
	 

	
	
	

	Total
	 
	




References
Interested parties are required to provide three examples from within the past 2 years of projects delivered that match Stonewater’s requirements.
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