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1. Introduction

There are three tennis centres in the Royal Parks:

	Lot number
	Tennis centre name
	Includes a pavilion and catering?

	1
	Greenwich Park Tennis Centre
	No

	2
	Hyde Park Tennis centre
	Yes

	3
	The Regent’s Park Tennis Centre
	Yes


All three tennis centres are public park tennis facilities, not private tennis clubs.

2. Contract Duration

The contract length for lots 2 and 3 (Greenwich and Regent’s) shall be eight years with an option to extend by up to two years.  The contract length for lot 1 (Hyde) will be four years with an option to extend by up to four years.
3. Outline Contract Requirements
3.1. The contract comprises four fundamental requirements, namely to:
(i) develop the tennis centres into lively, active meeting places that meet the diverse needs of both club members and the wider community;

(ii) provide high standards of sports provision (Tennismark+ within 12 months); 

(iii) invest capital to develop the sports centres with the aim of maximising the use of and revenue generated from the facilities and their surroundings; and
(iv) provide consistently high standards of catering at both Hyde and The Regent’s Parks including a defined menu style offering customers value for money.  TRP’s aim is to provide customers with a simple but contemporary menu, made from high quality ingredients.
3.2. The Concessionaire is required to develop an active and accessible coaching and activity programme and agree this annually with The Royal Parks (TRP).

Throughout the contract term, the Concessionaire will need to evidence success in attracting young people of all abilities from the local community, particularly those living in the Sport England Priority Urban Area wards and those attending local state schools.  The Concessionaire shall develop tennis and other sports programmes.
The Concessionaire shall offer:

· Low-cost coaching activities

· Regular programme and court time available to children and families as well as adults

· Exclusive areas for children to play under supervision, perhaps with the addition of dedicated courts (not possible at Greenwich Park)
· School links and provision during holiday times

· A safe environment managed by qualified coordinators and coaches

· Friendly coaches with a passion for the game

· Catering, where applicable,  for the needs of the local community

4. Requirements for Capital Investment

4.1. Capital is sought from the appointed Concessionaire to invest in developing the facilities.  Tenderers bidding for either Hyde or Regent’s must be able to invest the following minimum amounts of capital expenditure:

	Lot number
	Tennis centre name
	Minimum capital investment required by TRP

	2
	Hyde Park Tennis centre
	£100,000

	3
	The Regent’s Park Tennis Centre
	£70,000


4.2. If applying for either/both of the above lots, tenderers are therefore required to make costed and timetabled development proposals for the facilities as part of their tender submission.  Proposals should include the anticipated effect of investment on future turnover.  The Concessionaire will be responsible for ensuring that all improvements are completed on time and to budget.
4.3. Light equipment, such as cooking utensils, crockery, cutlery, etc. must not be treated as capital expenditure items, but rather as start-up costs.

4.4. TRP will, upon completion of the capital investment works, arrange for an independent inspection and audit of receipts to verify expenditure.

4.5. The Concessionaire is required to depreciate the capital investment in the facilities over the contract period using straight-line depreciation.  Should the contract be terminated early, TRP shall be responsible for reimbursing the outstanding undepreciated sum to the Concessionaire, except where the Contract has been terminated through default by the Concessionaire.
4.6. TRP will be responsible for court resurfacing.  Greenwich courts have recently been resurfaced and are therefore in good condition.  Courts at both Hyde and Regent’s will be resurfaced at TRP’s expense in the off-season of 2016/17 – the exact and most convenient timing will be agreed with TRP following contract award.

4.7. The Concessionaire will be responsible for and shall pay for court repainting.  Courts must be repainted every 5 years.
5. Future Development Opportunities
5.1. TRP requires the Concessionaire to work closely with the Lawn Tennis Association (LTA), whose current participation objective of engaging with communities to encourage more people to play more tennis fits well with TRP’s own objectives.  Bidders should make proposals as to how the facility can be efficiently and effectively used to deliver this objective.

5.2. There is clearly an opportunity for increasing usage during off-peak periods in the winter through additional lighting; however, the ecological sensitivities of the sites require that any scheme reduces the amount of light spillage from its current level.  Please note that the installation of artificial lighting will not be possible at Greenwich Park as planning permission cannot be obtained.
Prior to approving any proposed changes or developments, TRP will require full ecological impact assessments.

6. LTA Tennismark+ Status

6.1. Clubmark is the best practice accreditation implemented by Sport England as a means for ensuring and recognising good standards and best practice at sports venues across Britain.  Tennismark is the LTA’s tennis-specific version.  Tennismark+ is the highest tier of this accreditation and TRP requires the Concessionaire to work closely with the LTA’s Regional Participation Manager to achieve this accreditation within the first year of operation and build on the programme throughout the contract period.

6.2. TRP is committed to combating social exclusion and widening access to the Royal Parks by delivering a range of educational, sporting, recreational and cultural events, activities and facilities.

In conjunction and agreement with TRP, the Concessionaire will therefore be required to develop and agree annually an active and accessible coaching and activity programme and charging structure.  The Concessionaire will be required to develop the tennis programme in partnership with relevant Borough Councils to ensure it complements their respective tennis development strategies.  It will also be a requirement that the tennis centre affiliates to the LTA.

7. Disability Tennis

7.1. Disability tennis is a significant development opportunity for TRP, the LTA and the Tennis Foundation.  The Concessionaire will be required to work with the LTA’s regional plan for disability tennis and with the English Federation for Disability Sport (EFDS) who are supporting the Tennis Foundation to develop their strategy to engage with, inspire, and encourage disabled people to be involved in tennis at all levels of participation, whatever their level of ability.

Specific EFDS partnership work includes:

(i) supporting the development of strong links to the National Disability Sport Organisations and to developing impairment specific approaches to support their overall participation targets;
(ii) ensuring inclusion is embedded throughout the education programmes; and
(iii) increasing and sustaining the participation of disabled people in clubs.
While specific targets will be agreed through the channels already referred to, the Concessionaire will be required to ensure that:

(i) their facilities are fully accessible to disabled people;
(ii) coaches are trained in coaching disabled players;
(iii) suitable equipment is available for disabled players; and
(iv) opportunities for disability tennis are  pro-actively adequately promoted.

8. Catering Requirements

8.1. As an Executive Agency of the Department for Culture Media and Sport, TRP must meet the Government Buying Standard (GBS) for Food and Catering Services.  The Concessionaire is therefore required to meet all minimum mandatory standards and contract performance conditions under the GBS and its Annex document.  The Concessionaire is also strongly urged to also meet the best practice standards (e.g. all tea, coffee, cocoa and bananas are certified as fairly traded) which although not mandated are recommended – progress towards this aim will be monitored at contract review meetings performed as part of contract management responsibilities.

8.2. TRP’s aim is for catering in the Royal Parks is to provide food and beverage standards befitting of our world class environments such that the catering facilities offer a standard of excellence to match the horticultural excellence achieved within the parks themselves.  We wish to be market leaders in open space catering through the development, with our catering partners, of on trend concepts created in a bespoke style and with an identity unique to TRP.

8.3. The quality of the catering - in terms of décor, atmosphere, ambiance, setting and service style - is considered as important as the quality of the food and service in meeting customer expectations.  Our aim is to create comfortable, relaxed destinations where people want to visit time and time again so that the visitor experience can be enhanced and catering revenue increased.  

8.4. The Concessionaire shall strive to increase occupancy in the off-peak periods such as the depths of winter as well as the height of summer.  The Concessionaire shall be responsible for marketing the catering facilities and should do so in a pro-active manner in order to operate at the highest levels of capacity throughout the year.
8.5. To achieve this ambition, the catering services must offer high value for money to the customer.  TRP wishes to increase spend per head, not through charging higher prices but through providing better value for money.  To draw on an analogy from the retail sector, TRP wants to be considered the Waitrose or M&S Food equivalent in park catering with their catering operator displaying similar values to those expressed by these brands in terms of the quality, price, customer service, and sustainability.  Both the afore-mentioned supermarkets offer value ranges but have quality as a core value of their overarching brands.

8.6. Where outdoor seating areas exist, these are an integral part of the catering operations and branding and style must be consistent between the indoor and outdoor parts of the service.

8.7. Menus must use fresh, seasonal and ethically traded/sourced ingredients.  The Concessionaire must develop a strong set of environmentally sustainable housekeeping practices and procedures to support TRP’s wider aims and actively communicate these messages to visitors.

9. For Hyde Park Sports Centre only - Management of Old Football Pitches and Lawn Bowls Rink
Concessionaire Duties and Responsibilities
· Manage customer bookings of the old football pitches and lawn bowls rink on behalf of TRP, through use of a web-based booking system and retain all booking records.
· Litter picking duties for the lawn bowls rink.
· Mark out/demarcate individual football pitches as they see fit (concessionaire not required to use line marking paints).
· Advertise all charges with input from TRP.
· Not responsible for landscape maintenance of the football pitches or bowls rink – instead, TRP to arrange regular mowing and other turf maintenance duties at appropriate intervals.
· Monitor site usage, TRP to assist with the enforcement and policing if required.
Charges for individual pitches

· Pitch charges to be agreed with TRP prior to contract commencement and reviewed and agreed on an annual basis.
· All requests for all non-sport- related events e.g. picnics, filming, commercial activities, to be referred to TRP.
Assets
· Goal posts, nets and other selected infrastructure to be provided by TRP.

· Concession will be able to charge customers for use of these assets, charges to be agreed with TRP prior to contract commencement.
· Storage for goal posts and nets to be provided by TRP.
Income Share and Investment
· All income from booking charges will be split 50/50 between the Concessionaire and TRP.
· TRP intends to reinvest its income share in the site.
10. Staffing Requirements

10.1. Where staff are required to interface with the public they must have a good command of the English language.
10.2. All coaches must be DBS checked prior to the contract Commencement Date.  Coaches must satisfy all other criteria required for Tennismark+ status within one year of the contract commencement date.

10.3. TRP requires the appointed Concessionaire to train staff over and above the minimum legal standards so as to enhance the customers’ experience of the service and the staff’s commitment to their company.  This training, conducted throughout the contract period, must place a high emphasis on customer care.  Induction training should be carried out in advance of staff commencing duties and should include an introduction to and basic history of the Park.  TRP will assist with this training.

10.4. The Concessionaire shall supply all of their staff with an appropriate uniform to be agreed in advance with TRP.  Staff must wear a company-branded name badge at all times whilst on duty.  Joint branding must be in accordance with TRP’s brand guidelines.
11. Menu Offer and Service Style

11.1. The menus and service concepts should be developed to take account of high street trends and general patterns of food consumption outside of the home.  The Concessionaire shall provide:

· Simple yet stylishly presented food

· Menus and service concepts that offer year round appeal

· Menus that meet the diverse cultural and ethnic needs of customers

· Menus with a medium price entry point

· Consistent quality of food and service delivery throughout the troughs and peaks of customer demand

· A quality children’s menu offer that appeals to parents or carers as well as children

· Menus that avoid use of pre-prepared or part-prepared products

· A speciality coffee/tea offer

· Customers with value for money (rather than charging high prices to encourage high spend per head) in order to encourage repeat custom and attract word of mouth recommendation.
NB – The Hyde Tennis Centre is a licensed venue.

11.2. Concessionaires are encouraged to develop a contemporary service style to suit their menu and brand image.  However, consideration must be given to the wide fluctuations in volume of visitors across the year, back of house versus front of house space limitations, café ambience/atmosphere, speed of service and profitability.

12. Menu Tariffs

12.1. Menu tariffs will be agreed with TRP post-award of contract and shall be fixed for the first year of the contract.  Thereafter, menu tariffs may be increased with TRP’s written agreement by no more than the Consumer Price Index (CPI).  TRP may consider price increases above CPI provided that the Concessionaire continues to offer a wide range of high-quality products offering excellent value for money.

13. Users

13.1. Users come from a wide range of groups including local residents, schools, clubs and societies, offices and individuals.  Users range from casual/recreational players to those looking to participate in more formal coaching programmes.  TRP is keen to attract and engage with a greater diversity of users, better reflecting the diverse community we serve.

13.2. A key challenge in delivering TRP’s sporting objectives lies in increasing the accessibility of sports provision and widening the diversity of sports users.  The Tennis Centres provide an opportunity in this respect, particularly around engagement with state schools and people with both physical and sensory mental disabilities.
14. Merchandising

14.1. TRP believes that there is potential to develop the merchandising available to users of the facilities, e.g. sports clothing and equipment sales and the provision of sports services, e.g. racket restringing.

15. Business Rates

15.1. Business Rates are not charged at present but the Concessionaire will be liable for any business rates which may be levied or charged in the future (see Contract Condition 10.7).

16. Utilities

16.1. Where applicable, the Concessionaire shall be responsible for the supply, metering and payment of all utilities on the Premises, including but not limited to water, electricity, gas, waste removal and telephone charges.  The Concessionaire shall arrange to be billed directly by the relevant suppliers.
17. The Permitted Scope for Altering the Premises

17.1. There is very limited opportunity to amend the external appearance of the facilities but more scope with regards to the interior fit-out.  All proposed alterations must be approved in advance by The Royal Parks.

17.2. Tenderers must note the Concessionaire’s maintenance responsibilities regarding the premises, equipment, fixtures and fittings as outlined in Condition 25 of the General Conditions of Contract.

18. Functions and Tournaments

18.1. TRP encourages the Concessionaire to open the facilities for the use of park visitors for as long as possible and no shorter than the Minimum Trading Hours as listed in the General Conditions of Contract.  The Concessionaire shall promote use of the facilities for functions, tournaments and corporate events especially outside of Minimum Trading Hours, subject to contractual limitations on noise, disturbance, latest opening hours, etc, and the prior approval of TRP.

18.2. The Concessionaire shall ensure that during events and tournaments held inside of Minimum Trading Hours, members of the public will be guaranteed unimpeded access to all areas of the complex.
19. Cleaning

19.1. The Concessionaire’s responsibility shall include, but not be limited to, the following areas:
	Cleaning area
	HY
	RE
	GR

	Tennis courts (including removal of algae)
	(
	(
	(

	Tennis nets
	(
	(
	(

	Seating areas
	(
	(
	(

	Floors
	(
	(
	X

	Walls (full height)
	(
	(
	X

	Ceilings
	(
	(
	X

	Ventilation Canopies and Ducts
	(
	(
	X

	Catering Equipment
	(
	(
	X

	Sanitary Fittings
	(
	(
	X

	Windows
	(
	(
	X

	Tables, Chairs and Other Restaurant Ancillary Fittings and Fixtures
	(
	(
	X

	Litter Control
	(
	(
	(

	Kitchens
	(
	(
	X

	Stores
	(
	(
	(

	Toilets
	(
	(
	(

	Service yards/staff car parks
	
	(
	X

	Showers
	(
	(
	(


19.2. On appointment, the Concessionaire will be expected to produce a cleaning specification and an annual maintenance programme for the courts and to distribute a copy to TRP for reference and auditing purposes.  TRP reserves the right to rectify any areas not meeting customer accepted standards, following two written warnings, and to charge the Concessionaire for the cost of so doing.

19.3. The Concessionaire will be required to clean and maintain the entire Premises beyond the minimum legal requirements.  This includes all areas specified in the table above.

19.4. At least bi-annually, the Concessionaire will be expected to engage the services of a specialist sub-contractor to conduct a hygiene deep clean of the kitchen and associated areas where applicable.  The Concessionaire will meet the cost of these deep cleans.

19.5. The Concessionaire shall be responsible for cleaning and maintaining the toilet facilities/showers etc. and these shall be cleaned thoroughly prior to daily opening.  Furthermore, they shall be checked at hourly intervals throughout the day following an agreed checklist and any areas not meeting the agreed standard shall be cleaned immediately on each occasion that the toilets are checked.  The checklist shall be signed and displayed within the toilets.

The toilet facilities shall receive a biannual hygiene deep clean as a minimum.  The Concessionaire shall be responsible for the provision and cost of all consumable items, such as toilet paper, soap and paper towels.

20. Litter

20.1. Packaging materials for products must be recyclable or reusable.  The sale of food or beverage items in polystyrene containers or cups is not permitted.

20.2. The Concessionaire shall be responsible for litter picking within the area defined on the site plan in the appendices.  The removal of any litter found outside the Facilities, and deemed by TRP to have emanated from it, will be the responsibility of the Concessionaire.
21. Furniture and Equipment

21.1. Where wooden tables and seating are provided, these are the property of TRP and shall be maintained by the Concessionaire, to a maintenance regime agreed with TRP.

22. Sports Tariffs

22.1. Current sports Tariffs will remain unchanged and be fixed for the first twelve months of the contract period.  Thereafter, the Concessionaire must agree a charging structure annually with TRP and submit prices for consideration by TRP for all supplementary items prior to implementation.  TRP shall not unreasonably refuse such increases, provided that the Concessionaire continues to offer a high-quality service and excellent value for money.

23. Sustainability Considerations

23.1. Attention is drawn to General Condition 54.  The Concessionaire will be expected to carry forward this theme by adopting environmentally and socially sound policies and procedures to include: the procurement of goods and services from sustainable sources (Forest Stewardship Council timber, fair trade coffee etc); equipment selection; utility management, food production, waste management, etc.
24. Provision of Core Consumables, Ancillary Materials and Services
All core consumables, ancillary equipment and services required to ensure the performance of duties as outlined in this documentation shall be provided by the Concessionaire and the costs thereof shall be included in the tendered price, including, but not limited to:

(i) Staff uniforms

(ii) Cleaning materials

(iii) Disposables

(iv) Staff training and development costs

(v) Marketing and merchandising materials

(vi) Tennis equipment (excluding new nets and posts installed at Greenwich in 2014 as part of the courts refurbishment.  These remain the property of The Royal Parks but are available for use by the Concessionaire).

(vii) Safety equipment

(viii) Cleaning of the court playing surfaces
(ix) Where applicable, light catering equipment (e.g. crockery, cutlery, glassware etc.)

(x) Where applicable, linen and laundry services

All such equipment shall remain the property of the Concessionaire.

25. Contract Management and Key Performance Indicators

25.1. The on-site Manager, Company Operations Manager and other such personnel as considered appropriate, shall be required to attend a monthly client liaison meeting with TRP arranged at a mutually convenient time.  The financial performance of the contract, health and safety and any other operational issues will be discussed during these meetings.

25.2. Key Performance Indicators (KPIs) will be agreed with the Concessionaire upon appointment.  The Concessionaire is required to actively seek feedback from service users and collate, analyse and respond positively to feedback received.  This information is to be provided to TRP and regular scheduled contract progress meetings.  KPIs are expected to include, but not be limited to:

(i) Evidencing success in attracting young people of all abilities from the local community, particularly those living in the Sport England Priority Urban Area wards and those attending local state schools.
(ii) Achieving Tennismark+ status within year 1 of the contract and maintaining this accreditation throughout the contract duration.
(iii) Maintaining high health and safety standards.
(iv) Fulfilling internal maintenance responsibilities for the premises.

(v) Achieving service standards, including those relating to cleanliness, response times to problems/queries; customer complaints and satisfaction levels.
(vi) Environmental reporting in line with TRP’s Environmental Management System KPIs.
TRP will either; internally or through the use of a consultant, inspect and monitor the services on a regular basis to assess key performance levels.  The methods used will include, but not be limited to:
(i) Annual building maintenance inspection

(ii) Annual equipment maintenance inspection

(iii) Bi-annual finance audits
(iv) Annual health and safety audits
(v) Quarterly operating standards reviews
(vi) Tennismark+ performance reviews
From time to time, TRP may perform independent customer surveys as part of the monitoring process.

The Concessionaire shall, on receipt of the inspection/survey results, remedy all faults or failings identified in the audit within agreed timescales.

26. Pre-opening Involvement

26.1. On appointment, the successful Concessionaire will be expected to commit internal resource in the form of designated personnel to ensure that the Commencement of Full Operations takes place on 4th January 2016.

26.2. A contract implementation plan should be submitted as part of the tender return to demonstrate the prospective Concessionaire’s ability to meet the above deadline.

27. Supervision

27.1. The Concessionaire shall ensure that parents and guardians are supervising their children effectively at all times, to ensure that the soft landscape (plants, trees, shrubs, bowling green rink) is protected from damage and vandalism.

27.2. The Concessionaire shall ensure that appropriate footwear is worn at all times by all when on the tennis court surfaces.  For Hyde Sports Centre only, the Concessionaire shall ensure that appropriate footwear is worn at all times by all when walking on putting runs and the bowling green rink, noting that only flat-soled shoes are permitted on the bowling green rink.
28. Pest Control

28.1. The Concessionaire shall be responsible for arranging and meeting the cost of regular pest control and inspections on the Premises throughout the contract period.  From time to time, TRP may request copies of the inspection reports which should be supplied within seven working days of a written request.
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