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1. INTRODUCTION

The Customer Access Department at the Royal Borough of Kensington and Chelsea (‘the Council’) will be procuring an Accessible Transport System (ATS) which will meet the requirements of its Accessible Transport Team with regard to the management and administration of all aspects of concessionary travel.

Currently the Accessible Transport Team uses a legacy system to manage and administer the caseload of the Council’s clients who require Blue/Purple Badges, Taxicards, Freedom Passes and Personalised Disabled Parking Bays. With this system no longer available, the Council is looking to re-provision case management functionality and extend its digital footprint into the management of permits and concessionary travel. 


2. BACKGROUND

The Customer Services Department was formed in 2006 and has grown to over 250 staff providing customer contact for over 22 back office services, and a comprehensive front-line service to the public. The purpose of the Customer Access Department is to make it easier for residents to access services within the Royal Borough, creating a better place to live and work.

The Accessible Transport Team is responsible for the following services:
· The national Blue Badges scheme for disabled people, ‘supplemented’ by the Purple Badges for disabled local residents (c. 2,200 users)
· the Taxicard service (c. 2,100 users)
· Freedom Passes (c. 3,200 users) London Councils currently handles the administration for older people and are looking into creating an online portal on behalf of the 33 London Boroughs to assist disabled applicants. The new disabled person’s online portal will go live in 2017. 
· Personalised Disabled Parking Bays (c. 160 users).

The costs of the Blue/Purple Badge and Parking Spaces services are borne by the Council although there is some nominal application fee income.  Transport for London (TfL) make a contribution towards the Taxicard and Freedom Passes, though the Council provides the majority of the funding.


3. SCOPE AND OBJECTIVES

The Council is looking for a suitably qualified organisation to supply an Accessible Transport System (ATS) to be deployed on a single site (Kensington Town Hall) and to be fully operational by August 2017.

The contract being awarded is for the supply, implementation and maintenance of a fully automated, end-to-end Accessible Transport System, including software elements as appropriate. The functional specification below provides detailed requirements for the software, hardware, the implementation, and the support services to be supplied.  The contract will be awarded for five years. The new system must feature functional components which will perform trend analysis, provide customised reporting tools, produce scheduled reports, dashboards and workflow alerts, allow for multiple exporting, and provide for online capabilities.
The system should provide a streamlined process which is adaptable to future business needs; it should allow for flexibility in deployment with an emphasis on immediacy regarding the application of system upgrades and updates.

Suppliers are requested to detail, with reference to the specification, how they will implement the ATS and services required by the date specified, together with a timeline for each stage of implementation. Full and clear notice should also be provided of what assistance and resources required from the Council in order to have the system up and running by August 2017.

This procurement is being executed through the Council’s electronic procurement portal, capitalEsourcing. There are three electronic envelopes in the system: the Qualification Envelope, the Technical Envelope, and the Commercial Envelope. See the Instructions to Tenderers for more information.

4. System Specification

Key to abbreviations in the table:
	Priorities
	
	

	E
	Essential
	
	
	

	D
	Desirable
	
	
	



Please read the specification below and explain if and how you would meet the requirements.

The essential requirements are pass/fail tests. You must be able to meet all of them. The desirable elements are set out in the Technical Envelope on capitalEsourcing where you will be asked to provide responses. Those responses will be evaluated.

4.1 CORE FUNCTIONALITY

	Ref
	Description
	Essential / Desirable

	4.1.1
	Web - the solution should be web-hosted and should:
	

	
	Provide options to accept payments for all of the Council’s travel concessions via the current (Agresso) or any future payment system. These concessions are:
· Blue Badges
· Purple Badges
· Freedom Pass
· Taxicard
· Parking Bays
	E

	
	Provide for automated email responses to applicants and users and for these to be locally tailored.
	E

	
	Provide a link to the Council’s self-service portal
	E

	
	Allow rules and protocols to be set regarding automatic qualifying applications as set by the Department of Transport for Blue Badges and Freedom Passes and London Councils for the Taxicard scheme.
Automatic qualifiers for example:
· Blind, or partially-sighted 
· Profoundly or severely deaf
· Without speech
· Have a disability or have suffered an injury which makes walking more difficult
· Have no arms or have a long-term loss of the use of both arms
· Have a learning disability
· Have been refused a licence on the grounds of disability
	E

	
	Provide functionality for staff and customers to track progress of customer applications.
	E

	
	Provide mobile compatibility for staff in and outside of the Town Hall (Mobility assessor). This must meet the Council’s design standards and be mobile responsive.
	E

	
	Provide the means to deliver online applications for travel concessions. These must be delivered within the Council’s style guide and may involve utilisation of the Council’s portals
	E

	4.1.2
	Processing – the system should:
	

	
	Be able to link in to CLPG/LLPG address data sources.
	E

	
	Be able to link to and populate key information to external systems:
· London Councils (currently ESP) for Freedom Passes and Taxicards for disabled persons
· Northgate (BBIS) for Blue Badges 
	E

	
	Allow for the integration of the basic four travel concessions with the option of increasing/decreasing levels of integration as future developments:
· Blue Badges/Purple Badges
· Freedom Passes (disabled persons) 
· Parking Bays
· Taxicards

	E

	
	Enable applications to be linked to multiple concessions
	E

	
	Allow RBKC to have access to the API to enable two way integration with third party systems and to facilitate online systems as standard.
	E

	
	Incorporate the use of workflow queues.
	

	
	Allow for SLA alerts and indicators to be utilised and locally configured.
	E

	
	Enable linking in with any future “my account” portal that the Council may introduce, allowing users to authenticate against a MyRBKC account for example. The system will need to track progress with the application process through the account (i.e. it will need to feedback that the application has been reviewed, then is being assessed, badge requested etc.).
	E

	
	Enable a courtesy call to be made to notify badge holders of parking bays due to be suspended in their streets so that they can relocate their  vehicle, either via real time access or an extract of customer Vehicle Registration Marks and any telephone numbers that the courtesy call system can access.
	D

	4.1.3
	Printing – the system should:
	

	
	Allow for printing using existing templates with the use of various paper types and security features regarding Purple Badges
	E

	
	Provide the option to create and add new templates and for the data to populate these regarding Purple Badges.
	E

	
	Enable the RBKC staff to print with ease from their laptop PCs
	E

	
	Allow for the generation of high-volume/bulk renewal letters via a mail-merge button/function.
	E

	4.1.4
	Scanning – the system should:
	

	
	Allow for the scanning of various documents from a number of scanning devices to a system pool. The system must store images at the resolution at which they were scanned.
	E

	
	Include a scanning function which is integrated into the system.
	D

	4.1.5
	Reporting – the system should:
	

	
	Provide a suite of standard reports plus the ability to design, deliver and schedule bespoke reports to meet the needs of operational management.
	E

	
	Allow for scheduled reports to be automatically emailed to specified mailboxes.
	E

	


	The range of standard management reports, which should be fully customisable by Customer Services, should include, but not be limited to the following:
· Count of current live concessions
· Count of applications per concession type and result (approved, declined, no further contact etc.)
· Applications received:
· Numbers received (by channel type: e.g. post, online)
· Outcome
· Numbers agreed
· Numbers not successful
· Generic lists:
· All customers on a scheme
· Mobility assessments:
· Assessment date arranged
· No assessment date arranged
· Awaiting information
· Assessment outcomes
· Pass count:
· Standard pass count
· Customers on schemes
· Number at start of period
· New service users
· Number removed from scheme
· Number at end of period
· Demographics including age and gender 
· Statistics:
· Total number on issue to individuals
· Total number on issues to organisations
· Number of new applications during the period
	E

	
	Enable reports to be easily filtered by key fields including concession type (Blue Badge, Freedom Pass) and by the individual member of staff responsible.
	E

	
	Enable reports to be exported into standard formats: MS Excel, MS Word and pdf
	D

	
	Provide Trending analysis to assist in detecting fraudulent activity
	D

	4.1.6
	Audit – the system should:
	

	
	Allow for the recording of user event logs.
	E

	
	Allow for electronic date and time stamps to be available as standard.
	E

	
	Enable restrictions to be made on user access and administrator level controls.
	E

	
	Enable the management of different stages of the application and appeal process, tracking and auditing key events.
	E

	
	Be able to adapt to accommodate any key changes in legislation.
	E

	4.1.7
	Data – the system should:
	

	
	Enable data to be stored digitally and enable various search options.
	E

	
	Allow for the application of unique person indicators
	E

	
	Allow documents and emails to be attached to individual files
	E

	
	Please state what standards will be used to ensure the security of any sensitive, personal data being stored.
	D

	
	Allow for single sign on authentication for officers to access the back office application securely.
	D

	4.1.8
	Payment – the system should:
	

	
	Provide for online integration to Agresso, the Council’s payment system.
	D







4.2 SUPPORT AND MAINTENANCE

	Ref
	Description
	Essential / Desirable

	4.2.1
	Support and Maintenance contract. 
The chosen supplier should provide a support/maintenance package commensurate with the Council’s operational needs.
	E

	
	Any support and maintenance contract should include specific service levels (e.g. maximum response times, etc.).
	E

	
	a) The contractor must provide on-going support and maintenance of the ATS (to include parts and labour), with faults being fixed within 8 working hours (excluding weekends and bank holidays) of them being reported. 
b) One annual preventative maintenance visit for the duration of the contract
c) The contractor must provide a staffed helpdesk (not based at the Town Hall) to support Council officers at a minimum between the following hours, Monday to Friday, with the exclusion of public holidays:
Essential service: 09.00 to 17.00
d) Software and hardware support agreement should include critical updates, telephone support, remote support, transaction queries and log file analysis, between the following hours, Monday to Friday, with the exclusion of public holidays:
Essential service: 09.00 to 17.00
e) The contractor must undertake all software and hardware upgrades. Any upgrades should occur outside the Council’s operating hours and where this is unavoidable, with minimal disruption to the services.
f) The contractor must offer a comprehensive and competitive Service Level Agreement offering with full details of warranties provided. Please attach SLA.

	E

	
	g) The contractor must provide a staffed helpdesk to support Council officers at a minimum between the following hours, Monday to Friday, with the exclusion of public holidays:
Desirable service: 08.30 to 18.00
h) Software and hardware support agreement should include critical updates, telephone support, remote support, transaction queries and log file analysis, between the following hours, Monday to Friday, with the exclusion of public holidays:
Desirable service: 08.30 to 18.00
	D

	4.2.2
	Training
	

	
	i) The contractor must specify the nature, duration and timing of any user training available, acceptable numbers of personnel to be trained in one session and any additional costs for further training. Details should include:
i. training levels required for different personnel (users/admin) to use the system proficiently
ii. minimum days/hours of training required per level
iii. details on training structure, approach, delivery and methodology, including an indicative timetable/schedule
iv. a test system/”sandpit” should be provided to facilitate future training and development requirements
	E

	4.2.3
	User Guidance
	

	
	User guidance should be provided for basic trouble-shooting and maintenance
	E

	4.2.4
	Supplier Contract Management
	

	
	The contractor must:
a) provide details of how they will ensure that a high quality service is maintained and that all requirements set out in the specification will be met.
b) set out their proposals for monitoring and reporting on the quality of the services delivered, including the performance checks they will perform, their frequency and scope, and who will perform them.
c) set out their proposed contract management and supervisory systems.
d) indicate any international or British quality standards achieved or being sought.
e) set out their customer liaison arrangements, including procedures for dealing with complaints and problems and customer support arrangements.
f) provide evidence of experience working with local authorities in this field of work.
g) provide reference sites relating to the local authorities stated.

	D



	4.2.5
	Legislation and Legal Requirements
	

	
	All hardware and software provided must conform to relevant national and international legislative requirements including Disability Discrimination Act, 1995, Data Protection Act 1998, Health & Safety at Work Act 1974, Copyright, Designs & Patents Act 1988, Computer Misuse Act 1990 etc.
	E



Implementation Phasing

	4.2.6
	Implementation
	

	
	The Council requires the ATS to be installed and operational by August 2017. Please indicate if you can meet this deadline.
	E

	
	Please provide an implementation plan which demonstrates your ability to realistically meet the deadline in a thorough and credible fashion
	D




5. COMPLIANCE REQUIREMENTS 
Providers should provide a solution which is fully compatible with the following Council requirements.
Windows 7 Professional systems are currently used across the Council.  Any PC-based hardware supplied as part of the tender is expected to comprise standard components.  Any computer provided that is to be connected to a network should be capable of running anti -virus software of the Council’s choice.
The system provided should be e-GIF (V4) compliant. Where appropriate the British Standards BS7666 2.0 and BS8766 2.0 (or any European or International equivalent) must be adhered to:
Adherence to e-GIF standards and policies is mandatory in all new systems, and all systems that interface with UKOnline, the Government Gateway, Government Secure Internet (GSI) and the Knowledge Network.  Compliance with e-GIF is recommended in all public sector procurements and major upgrades to legacy systems.
BS7666 is the UK standard for defining the location of property and places. BS8766 is a draft UK standard for defining the names of people.  XML is the accepted international open standard for data exchange and is incorporated into e-GIF schemas.
RBKC ICT Infrastructure Overview: (generic overview not applicable to hosted solutions)
Authentication:
Kerberos over a Windows 2008 R2 Domain.
Servers:
Preferably: Windows Server 2012 R2
Alternatively: Windows Server 2008 R2
Servers will be virtual guests under VMware vSphere v5.1. We expect to upgrade to vSphere v6 late 2016 or early 2017.

All applications must be capable of supporting, or running under, the environments described above.
PCs both desktop and laptop:
· Windows 7 Enterprise 32-bit
· Internet Explorer v11
· Office Professional Plus 2016
· Adobe Reader XI

All applications must support all the PC-based software listed above.
Tablets:
Typically, these will be Apple iPads, but we do have some Windows tablets which run:
· Windows Enterprise 8.1 64-bit
· Internet Explorer v11
· Office Professional Plus 2016
· Adobe Reader XI
Office 365:
We are making increasing use of Microsoft’s Office 365 cloud platform. Our intranet is hosted on this and we plan to migrate all staff mailboxes to Exchange Online by December 2016. Access to the environment is by Active Directory Federation Services (ADFS).
Database:
We strongly prefer applications to use our Corporate SQL Servers (which include clusters), our current preferred version is SQL Server 2008, and we are moving to SQL Server 2012.  Though if applications require system roles (such as sysadmin) or use Ole Automation Procedures (which give enhanced access to the operating system), then special arrangements will need to be made.

We also have corporate SQL Server Reporting Services and SQL Server Analyses Services if required.
Application Installation/Distribution
Applications should be provided as Microsoft Installer (MSI) packages to enable easy installation and distribution.
Network Connectivity
All computers that are attached to our network must be maintained according to the manufacturers’ recommendations. Typically, this means that security patches must be applied as they are released and anti-virus software must be installed and kept up to date.

All computers running Windows must be joined to our domain and maintained by the RBKC ICT team. They will carry out the tasks listed in the preceding paragraph. Bespoke processes will need to be established for computers which run other operating systems. These will still need to be managed and maintained to the same standard. Unmanaged devices will not be allowed to connect to the Council’s network.


6. MANAGEMENT OF THE CONTRACT
To achieve the contract’s objectives, the Council will appoint a Project Manager to oversee
the delivery and implementation of this contract.  The Project Manager will be the point of 
contact for ensuring that this contract is delivered to the specified requirements and within timeframes agreed.  

As part of the contract monitoring process the Council will have dealings with the successful  
contractor throughout the contract period to ensure that Service Level Agreements have been met.  

Pricing:

In the Commercial Envelope on capitalEsourcing, tenderers are requested to provide details of how their equipment and software will meet the stated requirements, and provide an 
itemised, costed breakdown of:

1. Software:
0. Web functionality
0. Processing
0. Printing
0. Scanning
0. [bookmark: _GoBack]Reporting
0. Payment
1. Data Management/Security
1. Support & Maintenance
1. Training
1. Development/Consultation
1. Delivery

1
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