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Specification for:
The Provision of Printing, Graphics and Postal Distribution Services for Cheshire East Borough Council Revenues & Benefits Billing Departments

Introduction to Revenues and Benefits Billing Print and Postal Services 
The Provision of a third party Print Management Service, to manage the secure transfer of Cheshire East Council data in various formats to then manipulate data, design, print, envelope, pack and distribute via Royal Mail or an equivalent secure postal distribution channel; the various Revenues and Benefits documents required covering Council Tax, Business Rates and Benefits documentation and any additional enclosures as necessary for both Daily and Annual Billing and any other print and/or design related services as required by the Revenues and Benefits Department.
Background
Cheshire East Borough Council is the third largest unitary authority in the North West next to Manchester and Liverpool.  The Council has over 177,000 domestic and 14,500 non-domestic properties.  
Cheshire East is responsible for collecting over £265 million in Council Tax and over £145 million in Non-Domestic Rates (Business Rates) each year. The Council also deals with over 20,000 cases for Housing Benefit and Council Tax support and also pays out approximately £80 million in Housing Benefit.
Scope
The Cheshire East Revenues and Benefits Services are based at Macclesfield Town Hall and Delamere House, Crewe. The services require a fully managed solution to design, print, envelope, enclose and distribute all Council Tax, Business Rates and Benefits documentation within agreed timescales in accordance with the Cheshire East Specification and in relation to this Local Authority Revenues and Benefits contract.
Ultimately the Council requires the service provider to have experience and expertise to support in the delivery of the contract as well as the overall Revenues and Benefits objectives. The service provider will have the capability to provide a high quality service in line with Cheshire East Council Policies, required Service Levels and to the relevant Central Government Legislation.  
The Scope, in providing the fully managed solution required by the Revenues and Benefits service consists of the following three key elements: 
1. Revenues and Benefits Annual Billing.
This process takes place between February and March for Business Rates (NNDR), Council Tax (CTAX) and Benefits. This is a key process for the Council and there are strict time limits for the despatch of documents. The timescale is 10 working days from receipt of data to despatch of envelope packets. It is a mandatory requirement that all Annual Billing documents are posted out by the 14th March.

2. Revenues and Benefits Daily Billing 
This takes place during the period March to the following February. There are various documents and inserts associated with this process as detailed under the sections ‘Goods – Printed Stationery Requirement’. 

3. Revenues and Benefits Ad-hoc print and post –  This includes anything outside of Daily Billing covered by point 2, for example Summons notices. 
 
Term and Timetable:  It is intended that the term of the goods and services contract will be for seven years. Estimated contract start date will be 1st April/May 2020. 

Robust implementation will take place from 1st April/May 2020 and the Council will apply a phased approach in line with the Revenues and Benefits activity and workload deadlines, with a view to commencing with Revenues and Benefits Daily Billing production first.   
This contract would cover the following Annual Billing periods:
· 2021-22			
· 2022-23
· 2023-24
· 2024-25
· 2025-26
· 2026-27
· 2027-28

Service - Deliverables

The Fully Managed Design, Print, Envelope, Enclose and Post Solution will include as a minimum:

· A fully and proactively managed print solution covering every aspect of the print requirements detailed in this specification 
· In-house cut-sheet lithographic and digital colour printing and finishing fully managed web-offset printing 
· Document design services
· Online document amendment and approval by secure method
· Warehousing, stock management 
· Distribution via internal courier network
· Quick and flexible Change Management sign off processes
· Program development scheduled around Cheshire East Borough Councils Revenues and Benefits software updates
· Automated production tracking throughout production process
· 24x7 out of hours support available from the service provider during Annual Billing
· Production headroom and resilience to accommodate peak volumes. Facilities to operate 24x7x365 and with high levels of resourcing to accommodate peaks and unforeseen events
· Production must be managed by skilled print personnel
Support from the service provider will include assistance with the minimum:
· Use of colours, if and where required, for ink and paper
· Use of perforations
· Size of documentation
· Construction of the document
· Choice of paper 
· The mailing envelope

Across the three key elements; Daily, Annual and Ad Hoc billing, there are various requirements involved that are essential in delivering the contract, which are listed as follows and not limited to:

· It is essential that the provider and any subcontractors can complete and comply with the requirements of the Cheshire East ICT questionnaire.

· It is essential that the provider has experience directly relating to local authority Revenues and Benefits Service requirements, which are of similar size, nature and value to Cheshire East described within this schedule.

· It is essential that all documents are produced in accordance with the specification described within this schedule.

· It is essential that during Annual Billing testing the provider can issue both electronic pdf and physical sample packs free of charge for Council Tax, Benefits (Notifications and Landlord Letters) and Business Rates; all prepared to the Councils specification described within this schedule.

· For all print jobs it is essential that the provider has a robust procedure in place in relation to spoils, which includes details of how spoils are monitored, recorded, reproduced and reported to the Council.

· It is essential that the service provider should hold or be working towards the ISO 27001 operational standard or equivalent, or the latest ISO9001quality management standard at the time; and conducts supplier quality checks at all critical control points, on all print runs

· It is essential that the service provider can deliver Document Matching, merging multiple documents with a common unique reference number into one envelope pack i.e. matching Benefits letters with Council Tax bills. The service provider must have already implemented this for several other clients who have more than 20,000 benefit claimants.

· The service provider must be able to carry out intelligent selection of inserts
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The detailed requirements of both Goods and Services involved in the delivery of this contract are summarised below:
Goods 
· Stationery items 
Services
· Secure Data Transfer 
· Template Design and Data Manipulation (service)
· Print (service)
· Envelope, Enclose and Post
· Track including automated productions line tracking, Full audit capabilities
· Customer Service
· Management Information 
· Change Management
· Performance Management
· Continuous improvement
· Contract Management
· Implementation
· Innovation	


Goods  - Printed Stationery Requirements
Stationery Summary: The Service provider will be responsible for ensuring that correct approved stationery of appropriate quality is available to meet the various day to day requirements for printing. 
The Service provider will be responsible for the procurement of all stationery and
other consumables (e.g. printer ribbons, magnetic media, cleaning materials etc.) 
used in the provision of the services at the best possible rate for the council. 

Where the Service provider is responsible for the despatch of documents they will assume responsibility for procuring appropriate envelopes or other packaging required to affect the despatch. 
The Service provider should have the capability to manufacture the envelope as part of the production process for Annual and ad hoc daily billing i.e. to envelope wrap each pack as it moves through the production line to ensure there is no wastage to Cheshire East which can occur when advance ordering large volume of envelopes.  

Other methods to minimise environmental impact and reduce waste and cost for the council would be considered if deemed suitable for the Council’s needs, as the council would expect the supplier to be responsive/ supportive of future sustainability initiatives such as digitisation.
The Service provider will when required be able to produce, carton pack and courier deliver envelopes to Cheshire East offices. 

Council Tax Bill, Benefit Notifications and Landlord Schedules specification:
Current Design Process for Council Tax Bills: 
Indicative Volumes 18/19:  
Annual Bills					142,159 
Daily Bills					171,515
Example of Annual bill from 2019-20:  Please see Appendix xx for artwork, which is indicative and subject to change.
Current Design Process for Benefit Notifications and Landlord Letters/Schedules:
Indicative Volumes 18/19:
Annual Benefit Notifications 		13,075
Daily Benefit Notifications 			19,876
Annual Landlord Letters 			768
Daily Landlord Letters and Schedules	6,734
Examples of Benefits Annual artwork from 2019-20:  Please see Appendix  xx and H for artwork, which is indicative and subject to change.
Current Design Process for Business Rates Bills:
Indicative Volumes 18/19:  
Annual Bills					11,574
Daily Bills					25,219
Example of Annual bill from 2019-20:  Please see Appendix xx for artwork, which is indicative and subject to change.
Current Design Process for Recovery documents and additional Adhoc documents: 
Indicative Volumes 18/19:  
Council Tax:
Reminders					49,162
Finals						  4,761
Summonses					19,699

Business Rates:
Reminders 					3,268
Finals						  534
Summonses					1,409

Timetable: The Council can issue the service provider with a copy of our Recovery Timetable at the start of each Financial Year, which details the dates these high volume notices can be expected. This will be available upon request.

Additional adhoc documents: 

14Day Letters
Attachment of Earnings Order (AEO)
Attachment of Benefits Order (AOB)
Enforcement (Bailiff) letters 
AUDDIS letters (Council Tax and Business Rates)
Direct Debit Unpaid letters (Council Tax and Business Rates)
Arrangement Letters (Council Tax and Business Rates)
SPAR Reminder Letters (Council Tax and Business Rates
Overpayment Invoices (Benefits)
Overpayment Reminder (Benefits)
Overpayment Final (Benefits)

Additional adhoc documents may be required during the contract. 

Specification of paper, colour, finish, fold etc for all documentation
· Paper Size: A4
· Paper GSM: 90gsm*
· Paper Type: Laser Bond Paper
· Paper Colour: White (unless specified by the Council at the relevant time)
· Print Type: Laser Printed
· Print Colour:  mono (unless specified by the Council at the relevant time)
· Printed:  Duplex (double sided) 
*NB: The Council is willing to consider the pre-printing of the reverse sides of documents if a significant saving can be achieved by doing so and it fits requirements.
· Bill Pagination - can span up to 2 pages long, not including standard back page* ref NB above.  
· Folding: The Bills to be folded  and enclosed into C5 envelope
· Envelope Size:  Gummed C5 window, 162 x 235 mm
· Envelope Colour/gsm: White, 90gsm uncoated
· Envelope Print Colour: Black to face and flap.
· Envelope print detail: Include Cheshire East Printed Postage Impressions (PPI) on envelopes when necessary
* The Council would consider alternative Paper GSM within the life cycle of the contract following consultation.  
Additional requirements:
Recovery and additional ad hoc documents is usually 1 page in length and should be laser printed simplex or duplex onto 90gsm laser bond paper matched and enclosed with appropriate enclosures. 
Larger packs as and when required will need to be enclosed in C4 envelopes, for example Benefit Notification letters can be numerous pages in length. 
Many documents will be printed with a barcode for use at the Post Office and Allpay outlets, and the barcode must be printed in excess of 300dpi.
Additional Inserts Specification:  We would expect additional inserts to be produced by the service provider. A summary of the additional inserts include:
Summary of annual billing inserts:
· Council Tax Demand Information sheet
· Benefit Claimant Information Newsletter
· Landlord Newsletter

For annual billing and ad hoc daily billing various different leaflets will need to be inserted with the bills, notifications or adhoc documents. The service provider must have the capacity to handle varying numbers and types of inserts to be enclosed with each pack.  

Summary of daily adhoc billing inserts: Check this list is till correct
· New Occupier Form
· Small Business Rates application form
· Deceased Refund Request form
· Attachment of Earnings booklet
· Council Tax Demand Information sheet (for new occupiers)
· Non-Domestic Rates Information Sheet (for new occupiers)
· Summons Information sheet (inc with Council Tax and Business Rates Summonses)

Further inserts may be required during the life of the contract i.e. insert required due to legislative changes. 
Current Design Process for Leaflet Inserts: 
The Annual Billing and daily adhoc Leaflet inserts are currently designed in-house by the Revenues & Benefits service.  The leaflets can be supplied in word and pdf for the service provider to then print. 
The service provider should have the capability to design, as well as produce, these leaflet inserts for the Revenues and Benefits service if required.
Summary of Indicative Insert Volumes 19/20:  
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Annual Billing Additional Insert Volumes:

· Claimant Newsletter               	21,000
· Landlord Letter                        	700
· Council Tax Leaflet                 	190,000

Examples of Insert Artwork from 2019-20: Please refer to Appendix items xx and xx, found as a separate attachment on the Chest Portal.  The folder contains annual billing leaflet examples to provide the supplier with an idea of the type of design during 2019-20 Revs and Bens activity.
Specification of insert paper, colours, print finish for all inserts: 
For the annual billing inserts the size, material, colour and finishing are as follows*: 
Size:                A4 297x210 mm
Material:          90gsm silk
Colour:            Printed either 2/2 or 4/4 colours process and sealer
Finishing:        Trim to size and endorse fold to A5

*Disclaimer: this could be subject to change

The ‘Daily Insert’ design, colour and size specification can vary, although the material and finishing will be the same as above.
Further inserts, changes to stationery specification, volumes and processes; may be applied / required during the life of the contract i.e. insert required due to legislative changes. 
Service - Data Transfer
Delivery Hub: The Service provider will receive secure output data files from the Council. 
Prior to the Commencement Date, the Service provider will agree with the Council and the Council the Delivery Mechanism (network link, server hub, resilience, failover, secure file transfer protocol, transportable media and security) and the format of data files to be provided.
Secure transfers: The routine electronic transfers of data containing sensitive data must be done through secure methods, and the data encrypted before transfer. 
The service provider shall provide end to end encryption which includes data transmitted between client and services i.e. server and back-end platforms.
Access Rules: Any access to information given to staff (including 3rd parties) must only be to a level for the tasks they are required to perform and must be controlled and logged throughout.
Destruction: The Service provider shall provide assurances on the physical
destruction of media containing personal data to prevent accidental disclosure. This may arise due to hardware replacement programme or in the case of contract termination etc.

Data Transfer Process:  The Service provider will need to provide a secure method of data transfer. The service provider will be required to complete the HOSTED – CECICTSECURITYQUESTIONSDS.DOCX as part of your tender return.

Data Transfer Service Level Agreements (SLA):
	Description
	Target
	SLA

	Annual Billing
	To mail 10 working days upon receipt of data file
	10 days

	Daily and Adhoc billing
	All files received before 2pm are dispatched same day. All files received after 2pm are dispatched the following day. 
	2pm for same day



Data File Formats: The following document types are produced and will be supplied as pre-processed PCL files:
· Council Tax bills
· Business Rates bills
· Benefit Notification Letters
· Landlord letters
· Landlord Schedules

The service provider will need to carry out some further formatting of the files above upon receipt of files eg. Adding overlay boxes, logo and payment services barcode.
The following files are supplied as flat data .txt files directly from Cheshire East Revenues and Benefits system:
· Reminder Notices
· Final Notices
· Summons Notices
· 14Day letters
· Auddis letters
· Bailiff Letters
· Attachment of Earnings letters
· Attachment of Benefits letters
· Unpaid letters (Council Tax and Business Rates)
· SPAR Reminder letters (Council Tax and Business Rates)
· Arrangement Letters (Council Tax and Business Rates)
· Benefit merge detail file

The service provider will need to completely create and format each document from these files. Please see section - Service - Template Design and Data Manipulation.
The Council requires 12 free file deletions, where incorrect file uploaded or error in uploading occurs, per year.
Cheshire East reserves the right to amend the format in which any of the documents listed above are supplied during the life of the contract. 
GENERAL SECURITY AND AUDIT
· Vendor to be ISO27001 accredited, or the latest applicable standard at the time;
· Solution must comply with the data protection act 1998, or the latest applicable standard at the time;
· Data sets must be encrypted with 128bit encryption when not in use;
· Industry standard firewalls must be used alongside encryption to protect the data;
· Data store must be in the EEA;
· Solution must provide full audit facilities including:
· Login/Logout (successful AND unsuccessful)
· Unauthorised access (where applicable)
· Record all data access attempts
· Privileged system changes (e.g account management, policy changes, device configuration)
· Location of access (IP address)
· Log data should be able to be loaded into an internal SIEM (Security Incident and Event Management) solution.
FILE TRANSFER
Transmission of sensitive data must be via SSL/TLS or other recognised strong security protocols.
Data should be securely destroyed after use, per mutually agreed timescales, both virtual and physical - data on drives should meet at least CESG HMG Infosec Standard No.5 Secure sanitisation..
USER SECURITY
· User access must be via encrypted means such as SSL/TLS
· 2 factor / SAML / OpenID authentication is required 
· User account controls should be customisable and regular password changes enforced every 28 days to comply with Cheshire East corporate standards.

Passwords stored by the solution should be stored in a manner that prevents them from being read, disclosed or otherwise compromised.



Service - Template Design and Data Manipulation
In-house solution for core services include: 
Data manipulation: The service provider must be able to sort data into different bills types i.e. DD bills, Cash bills etc.  The service provider must also allow headroom of around 20% for unexpected projects and peaks in work. 
Document Development and Enhancement Service: The Service provider will assume responsibility for new or amended outputs which result from the replacement of services which were live at the Commencement Date and for new services by agreement with the Council.
New or amended outputs may occur year round and could be as a result of in-year releases, legislative changes, changes to contact details, changes to Corporate requirements etc.
The Development and Enhancement Service will include, but is not limited to:
i)	Reformatting of output to match and merge into pre-defined forms and templates
ii)	Development and production of pre-printed stationery
iii)	Reformatting of output to align with pre-printed stationery
iv)	Provision of colour printing
v)	Inclusion of forms, templates, special fonts (OCR-B, bar codes), digitised objects (signature, logo) within output
vi)	Inclusion of appropriate mailing machine control marks
vii)	Out-sorting facilities in order to separate out specific batches / destinations
viii)	Design of pre-printed stationery and inserts where appropriate
ix)	Defining bursting, guillotining, cutting, trimming & binding procedures (e.g. for payment voucher books and inserts)
x)	Creation of archive format (e.g. pdf) and media (e.g. tape, fiche, CD-ROM)

Developments will be treated as separate projects where new bespoke services are developed following quotation by the Service provider and acceptance by the Council. 
The Council has the option to procure external third party development of new services. In these circumstances the Service provider will be asked to quote for take-on, maintenance and support of the new service and any associated outputs.
Developments and Enhancements requests will be initiated using an agreed process with the supplier. 
For Enhancements and new Developments:
i)	The Contract Officer will provide any additional information required by the Service provider  
ii)	The Service provider will provide, without charge, a provisional estimate of the effort, cost and implementation timetable for the work, covering software and any other consequential costs
iii)	For work likely to involve more than 1 days' effort, the Service provider may request authority from the Council to undertake an agreed amount of chargeable preliminary analysis and design work in order to determine the estimate
iv)	On request, or for work in excess of 1 days’, the Council will be provided with a specification of the work to be undertaken. Commencement of work by the Service provider will be subject to the Council approval of this specification
 v)	For changes where the estimated effort exceeds 1 day, the Service provider will, on request, supply a detailed implementation schedule
vi) The Service provider will only commence work following receipt of Council authorisation accepting the estimate and the necessary authority being obtained
vii) Following the completion of the work and the associated Service provider 
testing, the Council will be provided with the necessary information to enable the Council’s acceptance testing to proceed where appropriate. This will include supporting documentation
viii)	Errors attributable to the Service provider will be corrected at no extra charge   
ix)	The Council will sign-off all Development and Enhancement work when satisfied that the service is working correctly, and the Service provider will then install it into the live environment, following industry standard change control procedures
	
The Service provider will not replace or amend any of the services or outputs used by the Council without formal agreement by the Contract Officer. Before any such change is implemented, the Contract Officer will agree:
i)	That any replacement service or associated software proposed and the associated financial arrangements are acceptable to the Council
ii)	That capital and revenue costs of the proposal represent value for money for the Council

All new services will be implemented to agreed Change Control standards. The Contract Officer will be consulted for the implementation process and notified of scheduled live dates.  Further detail provided below.
Where time critical changes to operational services will not be implemented to schedule, the Service provider will provide an analysis of the impact of such a delay to the Contract Officer together with contingency proposals.
The Council may agree with the Service provider a number of Development Days during the Council’s financial year for Development and Enhancement work to be carried out by the Service provider. The Contract Officer will agree all arrangements in regard to Development Days and will require that the Service provider accounts for all days within Service Management meetings.

The Council requires 10 days free for logic and development changes per year. Any unused days per year should be then rolled forward to the subsequent year of the contract. Any additional days required will be charged per approved Pricing Schedule. 

Service - Print
Solution for core services – Cheshire East Council’s core printing needs must be accommodated by the service provider themselves, or a nominated sub-contractor.

	Printing Services:	The Council will be provided with a high volume secure printing service, which will operate during weekdays including public holidays, evenings and weekends where required to meet the delivery schedules and distribution targets. The Service provider and the Council’s Contract Manager will agree an appropriate schedule to ensure the targets are met. 
	The Service provider will make all necessary adjustments to the printing service to reflect Council requests for temporary or longer term changes to printed output availability.
	Planned agreed interrupts to service delivery of the printing service, where these will impact output delivery, will be notified to users in advance giving at least 48 hours notice, except in an emergency.
	If the service has to be shut down due to a hardware or software problem, the Service provider will ensure that all relevant personnel at Cheshire East Council are informed immediately. 
	The Service provider’s Service / Helpdesk, and the Contract Officer will all be informed at least 48 hours in advance of any scheduled closedown of Printing Services, except in an emergency.
	Scheduled Printing (daily print) Services:  The Service provider will be responsible for the running of services and production of printed output and for the modification of any automated software that reflects any agreed changes to these schedules.

	Unscheduled (Ad-Hoc) Printing Services: The Service provider will provide a service for printing output submitted from ad hoc batch processes operated by the Council.  Where only a single printing stream is available, such output should fall into an appropriate queue for printing after the scheduled services.

	Year End Printing (annual print) Services: The Service provider will be responsible for the running of services and production of printed output during the annual billing process, and for the modification of any automated software to reflect subsequent agreed changes. 

	The Service provider will implement any changes to schedules required by the Council. These changes will be agreed with the Contract Officer.

On-site and Print Proofing Quality Checks: This is an important aspect of the work. The Council will want to examine the printed documents and enveloped packs from certain runs (notably annual billing) for quality inspection before despatch.  

Visits may be made to the service providers printing and enveloping site by one or more of the Council staff as and when required. 

Where the service provider is not within easy reach of Cheshire East Borough, the service provider will courier a sample of documents and packs as specified by Cheshire East Borough Council to one of the Council’s main office locations.

For annual billing, electronic copies of the full print files will be required for Council Tax, Benefits and Business Rates billing. This will apply to both test and live billing runs.  

Court Evidence: 

The Council is required to provide evidence to the Magistrates’ Court to confirm that certain documents (notably annual billing and recovery) are certified as having been posted. This will require reconciliation between the amount of data sent by the Council and the number of packs posted by the supplier (including any referred packs). The Service provider is required to work with the Council to set out the process as to how these areas of work will be satisfied.

Electronic Billing Capabilities: The ability to generate and issue electronic bills and other documents via a secure delivery method should be available to the Council.

The service provider must have the capability to prevent the printing and postage for any accounts that are signed up to our e-billing/notification service. The service provider must also have the ability to remove daily bills/recovery documents/benefit letters before postage (from timely requests from Council staff via spreadsheet/email). 
	
Service - Envelope, Pack and Post
	Distribution Services Summary: The Service provider will provide an output Distribution service which may include, but is not limited to:
i)	Matching and merging of output
ii)	Inclusion of forms, templates, special fonts (OCR-B, bar codes), digitised objects (signature, logo) within output
iii)	Inclusion of appropriate mailing machine control marks to enable the Service provider to provide high volume mailing services, particularly at Year Start / End
iv)	Out-sorting facilities in order to separate out specific batches / destinations (for example - foreign addresses, Councillor’s mail, letters marked ‘send large print’, packs with large number of pages)
v)	Printing of pre-printed stationery and inserts where appropriate
vi)	Enveloping and insertion of Inserts 
vii)	Bursting, guillotining, cutting, trimming 
viii)	Quality assurance checking of output
ix)	Direct Mailing service
x)	Courier service
xi)	Transfer of prepared output to Council printers or queues
xii)	Production of archive format (e.g. pdf) and media (e.g. tape, fiche, CD-ROM)
xiii)	Backup, failover and Disaster Recovery arrangements

The Council service produces a wide range of output, printed or otherwise. The Service provider will provide appropriate facilities to achieve the final product for each output. Any requests for changes to, or new services, will be raised using change request procedures.
The Service provider will be expected to adhere to Cheshire East Council’s Visual Identity Guide and not deviate from the requirements stipulated within the guidelines. Please see appendix xx.
The Service provider will ensure that all printed output is quality assured prior to distribution. Quality checks will include completeness of output, print quality and no damage. 
Direct Mailing: The Service provider will provide a Direct Mailing facility for the Council. This service (including the time of mailing schedules) will be based on the daily, weekly, monthly, quarterly and annual mailings prevailing during the Council’s previous financial year. 
Rates/Cost Efficiencies: The Council would expect to see the (continuing) benefit of reduced mail service charges although it may not be possible for all direct mail output to achieve this standard. 
Postal Timescales: Where the mail is of a critical nature then the time of dispatch will be agreed with the Service provider. 

If the mail is required to be dispatched on the same day then the Council will ensure that the processes required to produce the output are completed by 2pm, otherwise the Service provider will use best endeavours to achieve the same day posting but will ensure that the mail is dispatched the following day.

Where inserts are provided by a third party, they will adhere to the service providers packaging and delivery specification. 

For any new mailing requirements the Council will raise a request with the Service provider and provide a detailed specification. The Service provider shall investigate the requirements and provide a written quotation for the work, if necessary, and provide an indication of the timescale involved.
For all mail dispatched the Service provider will retain a complete set of copies of the relevant Mail dockets as proof of posting. These will be audited periodically by the Council. 
The service provider should ideally have the capability to produce photographic evidence of each single mail pack passed through the production process as proof of enclosure and posting. The retention period of such evidence will be agreed between Cheshire East Council and the service provider. 
Distribution to Council:  The Service provider will arrange a secure courier service from the Service provider’s premises to Cheshire East Council offices at no additional cost to the Council. 
Output of a confidential nature will be stored by the Service provider in a secure manner prior to collection by the courier.
Output of a confidential nature will be stored in a secure manner prior to collection by authorised Council staff. Council staff will check their output and sign for it at the time of collection.
Storage and delivery: Extensive warehousing capabilities at service provider‘s site must exist in order for Cheshire East Council to:
· Have effective, computerised management of stock items
· Quick fulfilment of stock requests
· Full reporting

Consolidation / Document Matching: Matching of Council Tax and Benefit documents. Presenting clear documentation from multiple data sources into a single mail item, any unmatched documents (for example Housing Benefit only notifications) should be mailed individually.
An important feature required by the Council is the consolidation (Document Matching) of  data for  annual billing, daily billing and ad-hoc print for Council Tax and Benefits into a single pack. The key is to ensure a 100% match and manitain intergrity of data, by matching via a unique numeric identifier such as the Council Tax or Benefits reference number.  The service provider must have the capability to achieve up to a 3 way merge, for example matching bills, Housing Benefits and Council Tax Suppprt letters into a single pack, and be able to demonstrate this type of work should the Council require.  

[bookmark: _Toc460033669][bookmark: _Toc460120781][bookmark: _Toc460227985][bookmark: _Toc460033670][bookmark: _Toc460120782][bookmark: _Toc460227986]Postal Distribution:  Bills/ notifications are to be sent via the lowest cost postal method. Service providers are expected to provide details of advantageous postal discounts available. Full details of delivery times from posting to landing on the doorstep must be provided. Cheshire East Council requires that 98% of mail is delivered within 3 working days.
Cheshire East expects that the service provider will issue all overseas mail by Royal Mail International Standard Service or equivalent service which delivers to Europe within 3 – 5 working days and the rest of the world within 5 – 7 working days. 
The service provider should have the ability to add a Mailmark in order to trace single mail items from production, to release from site to post.
The service provider should have adequate facilities to courier mail so that in the event of Industrial Action – delivery into Royal Mail sorting offices can still be achieved, such as an in house courier. 
It is essential that you ensure all envelopes and any documents containing the Councils return address are approved by Royal Mail and you provide the Council with proof of Royal Mail’s approval during the proofing stage.
	Service - Track, Audit
Job Tracking: All jobs, whether daily or one-offs, should be controlled through a bespoke Job Tracking System, which keeps track of the job through each element of the production process. Each job should be divided into its logical elements or profiles and trailed independently, with it’s own reference no./or identifier.
Provide and retain for the duration of the contract:
· Logs of data read
· Logs of data processed
· Logs of data lasered
· Controls of each profile
· Time and dates of production
· Complete proof of job from start to finish

Service - Change Control

Change control: The service must operate an efficient change control process.  Document amendments must be undertaken upon receipt of a change request from Cheshire East Council. 
For any required document amendments the Council will raise a request with the Service provider, via an agreed method, providing details of the change. The Service provider will provide acknowledgement of the request within 3-4 hours upon receipt. The Service provider will subsequently investigate the requirements and provide a written quotation for the work within 3 working days, including an indication of the timescale involved.
Simple amendments to wording need to be amended and useable within 2 working day. More complicated amendments ideally need to be amended within 3 working days - where this is not possible, liaison between the Account manager and Council staff to discuss a realistic timescale for changes must be agreed.  

Best practice guidelines and recommendations regarding bill design and delivery must be sought and adhered to such as The Council Tax (Administration & Enforcement) Regulations 1992 S.I 1992/613, or the latest industry standard at the time, and Cheshire East Borough Council’s own “Visual Identity Guide” and requirements. 
The Service provider will operate documented Change Control records and procedures throughout the duration of the Contract to record all requested service changes for which the Service provider is responsible.

The Change Control records and procedures will be made available for inspection and audit by the Contract Officer or a nominated Council Auditor.  As a minimum, the following information should be held:

For change requests:

i)	A unique reference number to identify each requested change
ii)	A brief description of the change, together with details of the requestor
iii) 	Details of the time taken to acknowledge request and provide written quotation
iv)	Where applicable, the associated time and costs involved to make the change

For the implementation of service changes:

i)	Confirmation that all technical documentation and code has been updated
ii)	Acceptance (form + signature or electronic mail) to confirm that the change has been acceptance tested, unless the change has occurred for technical support reasons

The Service provider will in all cases ensure that there is a regression plan in the event of a change failing.

For emergency calls in respect of time critical processes Change Control procedures may be performed retrospectively.

Proof Reading Procedures: Documents must be available for viewing electronically through the PDF system in order to speed up the approval process. Hardcopy proofs will need to be provided for final customer approval.  In the case of Annual Billing hard copy proofs will be required prior to the final print run commencing to enable bar codes to be scanned and tested at the relevant outlets.

The provider must offer online proofing via PDF. Files and data transfer must be managed via secure transfer which is unique to Cheshire East Council and password protected, using composition and complexity.
Service – Customer Service
Customer Support: The Council will have access to the service provider’s helpdesk and support service during Monday to Friday within the office hours of 9am to 5:30pm. This access should be made available by means of email, telephone or online web portal support. However, during the Annual Billing period 24x7 support will be required from the service provider via both the Account Manager and helpdesk. 

Complaints Procedure: A reporting and escalation procedure will be required to be put in place and agreed between Cheshire East Council and the service provider to ensure that problem resolution is communicated and effectively managed.

You must provide details of your corporate complaints procedure and complaint escalation procedure so that the Council know how to log complaints, and expected response times to these if the case should arise.

Upon reporting an issue, the service provider will need to allocate the Council with a unique problem reference number. A contract manager will be responsible for agreeing and managing the issue through to resolution.  The provider will update the Council according to a pre-agreed response schedule using the most appropriate channel of communication as mutually agreed. An escalation procedure will also be agreed with the Service provider should the Council experience any delays in the reporting process. 

Service - Functional Operational Requirements:

Live Operational Services Summary:  The operational services are to be provided in respect of the Revenues and Benefits print output files which will be sent to the Service provider daily.  

These operational services will apply to any new or replacement services and associated outputs processed for the Council during the contracted period, unless agreed otherwise with the Contract Officer.

The service provider will receive output from the Council in various formats.  The files provided may have been processed and formatted via Gandlake Laserserve (i.e. pcl file). Where a prospective service provider is able to provide an acceptable alternative that addresses all the rules including print suppression for e-bills which are applied to the Council’s documents this should be clearly stated in the tender response.

Any changes to the operational services required by the Council will be made
through a Change Request.  This will be sent electronically to the service
provider’s help desk who will acknowledge receipt of the request and
inform the Council if the request will cause any delays in any of the scheduled
services being provided by the service provider.

The Council will provide to the Service provider a list of nominated contacts who
need to be informed of any interruption to or problems with the service. It will be
the Council’s responsibility to maintain this list and ensure that the service
provider is informed of any changes.

Council Responsibilities:  The Council will:
i)	Place all service faults, poor response times and enquiry calls with the service provider’s help desk
ii)	Nominate a Contract Officer who will also act as the Council’s Service Manager for the Contract
iii)	Nominate relevant officer(s) to:
· Chair Service Review meetings.
· Chair Contract Review meetings.
· Attend Project and Working Group meetings
· Coordinate the Council’s Year Start / End project

vi)	Send all change requests for developments, enhancements and service changes to the service provider’s help desk
viii)	Agree with the Service provider the implementation timetable for any changes, enhancements and new services
xi)	Carry out acceptance testing of any changes, enhancements or new services to ensure that they meet the Council’s requirements informing the service provider of any errors found
xii)	When requested, sign-off changes, enhancements and new services as complete when satisfied that the change is working correctly

R&B Annual Billing processes: At Year Start / End the service provider will be responsible for agreeing the operational schedule with the Council’s Contract Manager. Year Start / End will cover all output processing associated with annual billing, year close and account roll-over, year start, output management, printing and distribution. Historically the Year Start / End process runs from early January to early April each year.
The service provider will be responsible for planning, resources, management and distribution of all output during the 24 hours x 7 days a week Year Start / End processing period. 
Business Continuity and resilience during critical annual peaks is imperative, to prepare, print and mail high volume, time critical documents, during annual billing peak.
Service - Implementation
Project Implementation Management:  The Council expects that the service provider will provide a dedicated Project Implementation Manager who will be fully conversant with Cheshire East Borough Council’s requirements as detailed in this specification. 

Implementation Manager Requirements:
The Council requires a dedicated Prince2 qualified (or equivalent) project manager with at least two years experience in this field. The implementation manager should be available to the Council for the duration of the implementation process and for a period of up to three months after.

Testing: A program of testing will need to be agreed with Cheshire East Council prior to implementation of the live system. Further testing will be required at year end and also in-year for changes and new releases.
Set up timescales: As a guide Cheshire East Council would anticipate the set up period to be approximately 90 working days for the service provider due to the volume and technical requirements of the documents required. 

Cheshire East will also incur extra charges of a minimum £7,000 for ICT help and support in the set up of this contract. These costs will have to be included within set up costs in the pricing schedule for any new supplier.

Service - Contract Management 

Account Management:  Cheshire East Council expects that the service provider will provide a dedicated Account Manager who will act as a single point of contact, who will be fully conversant with Cheshire East Council’s requirements and understand Local Government processes in relation to Revenues and Benefits, along with experience and expertise in delivering similar contracts.  
The Account Manager will oversee the production of stationery goods, services; ultimately managing the successful delivery of the contract and be available until the end of the contract.

Further Account Manager Requirements: The following resources should be provided for the duration of the contract:

1. A day to day Business Contact
(for every day queries that need a timely response)
2. Account Manager 
(for any queries or issues regarding our account - this person could be the same as the one above)
3. Senior Account Manager
(for any queries regarding our account or issues that have not been resolved by the Account Manager)

Within 6 months of the Commencement Date, and annually thereafter, the service provider will submit a Service Improvement report to the Contract Officer in regard to how better use can be made of  operational services in order to improve the service to the Council and consider any cost efficiencies as part of this process.

Service Review Meetings: Service Review meetings will be held regularly between the councils Contract Officer(s) and the service provider’s Account Manager. 

The Contract Officer will agree with the service provider the frequency of Service Review meetings, normally either monthly or quarterly. 

The meetings will include:

i) review of the Service Improvement Report and quality of service delivered during the previous period and any issues arising
ii) review of service level agreements and overall performance of the contract
iii) review of any operational issues that have arisen  
ii)	plans by the service provider for the implementation of new services/enhancements that may benefit the Council

At least 5 working days prior to the monthly Service Review meeting, the Service provider will provide the Contract Officer with the Service Report. The final format and contents of the Service Report will be agreed with the Contract Officer within 2 months of the Commencement Date.

The Contract Officer will be responsible for chairing the Service Review meetings.  The service provider will be responsible for the recording of the minutes, action points and associated delivery dates, unless agreed otherwise. These records will be distributed by the service provider within 5 working days of the meeting and will form part of the next service report. 

Contract Review Meetings: Meetings will be held annually at a minimum between the Contract Officer and the Service provider to: 
i)	Review the service provided and KPI activity over the previous financial year
ii)	Discuss the service requirement and workload for the forthcoming financial year
iii)	Confirm charges, if necessary, for the forthcoming financial year
iv)	Discuss any major issues that will affect the running of the Contract
	
Management Information and Service Level Requirements:

Key Performance Indicators - In order to effectively measure performance it is vital that requirements are clearly defined and understood by both parties. 

For this reason, Cheshire East Council will require a detailed Service Level Agreement from the provider. This should include the elements listed within the KPI document Appendix XX

Documentation - The Service provider will be responsible for maintaining an accurate technical service log and business continuity plan (BCP) documenting all the processes and procedures in relation to the service they provide for the Council. This documentation will be maintained in an electronic format.

The service provider will deliver a copy of any documentation relating to the operational services within 5 days of being requested to do so by the Contract Officer or Auditors.

This technical documentation/management information will include, but is not limited to:

i)	Infrastructure, network and integration design documents
ii)	Location, sizing and configuration of any system, including details of hardware, operating system and any bespoke or package software
iii)	Service, system, programs, interfaces design and specification documents
iv)	Operational scripts, schedules, controls, procedures
v)	Year Start / End schedules, arrangements
vi)	Change Control documentation
vii)	Security and access control documents
viii)	Data and output Management documents
ix)	Hardware, Software, Disaster Recovery and other 3rd party Agreements provided by the Service provider
x)	Network configurations and schematics relating to the provision of services
xi)	Business Continuity and Disaster Recovery plans
xii)	Offsite and Backup Storage documents

Business continuity: Enable the printing and mailing of documents in the event of a hardware and/or software partial or total loss. 
· Manage risk of failure likely to impact accurate and timely delivery of the service
· Minimize the impact of system, equipment, resource or environmental failure on the accurate and timely delivery of documents
· Provide additional production capacity in the event that Cheshire East Council data is delayed (particularly in peak periods) to the extent that mailing dates could be affected
· Secure backup, storage and management of programs and data
· Production testing across multiple additional production facilities
· UPS and generator backup for key systems in primary locations
· Fully documented business continuity procedures
· Inbuilt redundancy through high number of printing and mailing machines, backed up with extensive hand-bench capabilities. No single points of failure
· details of daytime or overnight failures of either hardware or software will be logged promptly with the help desk who will notify the relevant nominated Contract Officer(s) of any such failures that would impact on production or quality of the Council’s documents

Planned Maintenance: The service provider will agree with the Contract Officer an appropriate schedule of planned maintenance which ensures the agreed service levels are maintained.

The Contract Officer will inform the service provider of any changes to planned maintenance schedules operated by the Council that may impact on the agreed service levels.

Backup Security: The Service provider will be responsible for maintaining backup save and restore procedures for all operational services to the Council, as follows:

i) To design, implement and maintain a backup strategy for the services
ii) The backup strategy will be approved by the Contract Officer
i) To maintain security copies of output for the preceding 7 days
iv)	To store the latest generation of system saves in a fireproof safe or at an offsite location. All prior generations will be stored at the offsite location
v)	To action service-specific save requirements e.g. retain the Year Start / End billing output print files for 3 months
vi)	To carry out a test or partial restore on any system relevant to the service provider’s printing services at least once every 6 months in order to prove that the restore capability is fully functional. Back ups of electronic data ‘at rest’ stored on a server or tape should be encrypted

The service provider will save the source code and/or database on a daily basis unless otherwise agreed with the Contract Officer.

Disaster Recovery: In the event of hardware and/or software failure the service provider will make alternative arrangements to fulfil their contractual obligations. The supplier will be required to provide a dedicated Disaster Recovery functionality and contingency arrangements, with at least the same capabilities as their primary production site. Disaster recovery arrangements must be in place throughout the life of the contract.
At commencement date, the service provider will review the disaster recovery arrangements for all operational services and report the outcome to the Contract Officer. For those operational services not covered by disaster recovery arrangements, the service provider will implement such arrangements within 3 months of the commencement date such that, in the event of a disaster affecting the Council services, all services will be restored within 24 hours of the incident. The service provider will agree with the Contract Officer any new arrangements and reasonable additional costs that may apply.
The Disaster Recovery service will include but will not be limited to:
i)	Preparation of a Disaster Recovery Plan for the services operating at the commencement date
ii)	Agreeing the priority of services recovery with the Contract Officer
iii)	Ensuring that relevant service provider staff are kept familiar at all times with the contents of the Disaster Recovery Plan
iv)	Procuring the necessary services and resources to provide for and achieve Disaster Recovery
v)	Agreeing necessary Disaster Recovery arrangements with the Council’s service providers
vi)	Agreeing the scope of a Disaster Recovery test annually with the Contract Officer.
vii)	Performing the annual Disaster Recovery test to the agreed plan to ensure that the procedures work. The Council will provide relevant staff to assist in the testing and verify that the procedures have worked correctly.  
viii)	Providing a Disaster Recovery test report including lessons learnt and any recommended changes to procedures. The Disaster Recovery procedures will be signed-off by the Contract Officer provided that the Council is satisfied that the procedures have worked, evidenced by the test report.  
ix)	Agreeing, planning and carrying out any limited Disaster Recovery test in order to configure and set up initial procedures, where appropriate and agreed with the Contract Officer. The Council will assist in providing relevant staff to assist in the testing. The procedures resulting will then be included in the Disaster Recovery Plan and tested as a whole within the next annual test.
x)	Ensuring that copies of critical files, backup files, relevant systems and software are stored at an offsite secure storage location in a fire proof safe to facilitate complete service recovery in the event of a disaster. 
xi)	Ensuring that the offsite secure storage is located at least 10 miles from the primary services hosting location. The secure storage location should not be near major industrial / petro-chemical plants or storage tanks, transportation centres or other potential terrorist targets. 
xii)	Variations to the services will require changes to the Disaster Recovery arrangements. Changes impacting the Disaster Recovery Plan will be agreed with the Contract Officer.
The Council will be responsible for ensuring that the priority for the recovery of the services are provided to the service provider and that relevant staff are made available for disaster recovery testing. 
All changes to Disaster Recovery arrangements impacting the Council’s systems and services will be agreed with the Contract Officer. The BCP will be made available to the Council’s Auditor on request.
In the event of a major incident in which cost and reputational damage is incurred by Cheshire East Council, the Council would expect the supplier to adhere to an agreed service credit/ compensation policy which can be finalised after contract award, but prior to any piloting activity.

Service - Efficiency, Flexibility, Innovation 

Efficiency: The service provider will have high speed laser printers with a capacity to exceed 1 million print images per day, and have a 24 hour 7 days a week operation,  evidence of which will be required. The provider will have multiple back up installations to back up main office in case of disaster recovery. The service provider will be required to have an envelope enclosing capacity of approx. 500,000 packs per day at each production site with the option of extra capacity at peak times. 
Flexibility: The service provider must have multiple main production sites throughout the UK in order to be able to move work to a suitable alternative production facility if problems arise at one site. Peak production times such as Annual Billing carry additional risk so this activity must be treated as a managed project in its own right. Laser printing teams must be operational 24 x 7 x 365 in order to easily accommodate any schedule changes, where required. 
Innovation:  Due to the ongoing monitoring and improvement of agile working within the Council, the contract for this print and post managed solution will encourage innovation and allow room for growth in providing latest technology to support the contract and the apparent shift of Local Authorities use of paper to digital methods, reference print and post to eventually become a paper light Council.
Cost efficiencies and continued review of management information, manufacturing processes, technology and materials as a minimum is required as part of the delivery of the contract. 
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