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The Big Lottery Fund is a Non Departmental Public Body and therefore subject to the
disclosure requirements of the Freedom of Information Act 2000
Invitation to Tender (ITT)

Reference BIG ref

06 April 2017
Dear Sir or Madam:

Invitation to Tender: Big Lottery Fund – ITSM  SaaS solution
Reference Number: BIG001-0802 
You are invited by the Big Lottery Fund, to tender for the above referenced Contract. Our requirements are contained in this ITT document.

The Contract Terms and Conditions that you will be required to sign up to are available to view at this link: http://www.biglotteryfund.org.uk/index/about-uk/procurement_portal.htm. 
The Preferred Bidder will not be permitted to enter into any negotiations on the terms of the Contract. Any attempt to negotiate amendments will breach the terms of this ITT and will result in the Preferred Bidder being excluded from the tender process. In such circumstances BIG reserves the right to invite the next highest scoring Bidder to enter into the Contract.
You must follow all the instructions set out in this Invitation to Tender when responding to it. The deadline for submission is 12.00 (Noon) on 21st April 2017.  Failure to provide all information required will result in rejection of the tender.

Yours faithfully,

Sita Sanger
Head of IT – Service Governance
Big Lottery Fund
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SECTION ONE

INSTRUCTIONS TO BIDDERS
1. General Information                                                                                    


1.1 This is an invitation only.  The Big Lottery Fund reserves the right to vary any or all parts of the information contained in the Invitation to Tender.

1.2 The Big Lottery Fund intends to accept the tender which scores the most marks against the criteria set out below.  The Big Lottery Fund at its sole discretion, reserves the right to accept or reject any tender.  The Big Lottery Fund does not bind itself to accept the lowest priced or any tender and shall not be liable for any costs incurred in the production of your submission.

1.3 The Big Lottery Fund reserves the right to change the timing or any other aspect of the procurement process or to cancel the procurement process at any stage or not to proceed with the procurement for any reason whatsoever without prior notice. Under no circumstances will the Big Lottery Fund or any of its advisers be liable for any costs or expenses incurred by Bidders and/or their members in this procurement.

1.4 The Big Lottery Fund reserves the right not to disclose information that it feels would put them at a commercial or unacceptable contractual disadvantage. 
1.5 Tenders, all documents and all correspondence relating to the tender must be written in English.
1.6 The Big Lottery Fund may evaluate the financial status of the Preferred Bidder by reviewing its audited accounts for example to ensure contracting with it does not pose a risk to the Big Lottery Fund.  Where the Big Lottery Fund considers the bidder does not have the financial capability to carry out the contract, it reserves the right to appoint the next highest placed bidder as Preferred Bidder (subject o the same assessment).

2. Tender Documents


2.1 seq level0 \h \r0 

seq level1 \h \r0 

seq level2 \h \r0 

seq level3 \h \r0 

seq level4 \h \r0 

seq level5 \h \r0 

seq level6 \h \r0 

seq level7 \h \r0 Tenders shall be submitted in accordance with the following instructions.

2.2 All pages of the tender shall be sequentially numbered (including any forms to be signed and returned). 

2.3 The bidder is expected to examine all of the instructions, forms, Contract and specifications that comprise the tender documents. Unless the bidder provides all of the information required the tender will be rejected. If you have any queries about the information that must be submitted then you must raise them prior to the tender deadline in accordance with 3 (clarification) below.

2.4 All information issued in connection with the Invitation to Tender remain the property of the Big Lottery Fund and are to be used solely for the purpose of tendering.

2.5 The Preferred Bidder will not be permitted to enter into any post tender negotiations on the terms of the Contract. Any attempt to negotiate amendments will breach the terms of this ITT and will result in the Preferred Bidder being excluded from the tender process.  In such circumstances the Fund reserves the right to invite the next highest scoring bidder to enter into the Contract.
3. Clarification


3.1 If you require clarification with respect to the contents of this ITT or this ITT process, please email procurement@biglotteryfund.org.uk Questions or requests for clarification must be submitted prior to the closing date for the submission of questions. 
3.2 The Big Lottery Fund will distribute questions and responses (without identifying the author of the question) to all bidders involved in the Tender save where the Big Lottery Fund considers the question and response to be commercially sensitive. 
4. Schedule of Charges


4.1 Bidders shall complete Section Three, against each capitalised description, detailing a total and full cost for the service provision. 

4.2 The rates and or percentage charges entered in Section Three shall be deemed to include complete provision for full compliance with the requirements of the Contract.

4.3 The rates and or percentage charges contained within Section Three are, unless otherwise expressly agreed between the parties, firm and fixed and will not be subject to any variation.

4.4 The Charges must be quoted in pounds sterling and inclusive of VAT.
4.5 The Big Lottery Fund reserves the right to discuss and agree with the Contractor a maximum sum for all expenses.

4.6 ANY ATTEMPT TO QUALIFY PRICING OR INCLUDE ASSUMPTIONS IN THE SCHEDULE OF CHARGES THAT YOU ARE REQUIRED TO SUBMIT WILL RESULT IN THE REJECTION OF YOUR TENDER.

5. Timetable
The indicative timetable for the procurement is as follows: 

	Key Actions
	Dates

	Issue of Invitation to Tender
	6th April 2017

	Closing Date for Questions 
	                                                       12.00 Noon 13th April 2017
The Fund will upload responses to clarification questions on the Contract Finder site regularly and it is bidder’s responsibility to review it regularly. 

	Tender Return Deadline and initial review/evaluation of tenders 
	 12.00 Noon, 21st April 2017

	Initial evaluation of tenders
	Week Commencing 24th April 2017 

	Clarification and identify preferred bidder
	Week Commencing  1st May 2017

	Contract Award
	Week Commencing  1st May 2017

	Contract Work Commencement Date
	Week Commencing 8th May 2017


*The Big Lottery Fund may vary these dates.

*The Fund reserves the right to carry out clarifications via email or by inviting Bidders to a clarification meeting. 

In order to ensure that both the Fund’s and Bidder’s resources are used appropriately, the Fund will only invite the top two or three (depending on the closeness of scores) highest scoring bidders to attend a clarification meeting. 

 Scores will be moderated based on any clarifications provided during this meeting. 

6. Legal Documentation

6.1 Achieving greater transparency of public sector procurement and contracting

Government has set out the need for greater transparency across its operations to enable the public to hold public bodies and politicians to account. This includes commitments relating to public expenditure, intended to help achieve better value for money. 

As part of the transparency agenda, Government has made the following commitments with regard to procurement and contracting:

· All new central government tender documents for contracts over £10,000 and Contracts over £10,000 to be published on a single website from September 2010, with this information to be made available to the public free of charge. 

Bidders should be aware that if your organisation is awarded this contract, the resulting contract between you and the Big Lottery Fund will be published.  In some circumstances, limited redactions will be made to some contracts before they are published in order to comply with existing law and for the protection of national security.

6.2 Bidders must complete and return all documents in Section 3

· Annex 1
Response to Tender and Evaluation Criteria

· Annex 2
Schedule of Charges 

· Annex 3
Bidders Detail
· Annex 4 
Form of Tender

          Part 1 Declaration

· Annex 5





Part I: Transparency Requirements 
Bidders shall notify The Big Lottery Fund of any errors, omissions or details contained within the documents, which precludes them from tendering for this service.

6.3 Where a group of companies are bidding jointly for this Contract, they will need to have in place a robust partnership agreement outlining the individual roles and responsibilities of each in relation to the delivery of the Contract. BIG will need to see a copy of this agreement as part of the tender process. When such consortium tenders are submitted, a lead bidder needs to be clearly identified as it will be with them that the Contract will be held and they will be the contractor and ultimately be accountable for its overall delivery. 

6.4 Bidders are required to detail within their tender submission if it is their intention to sub contract any element of the services detailed in section 2, ‘Scope of Works’.

6.5 NB: Bidders must declare any known or potential conflicts of interest.

7. Submission Of Tenders
7.1 Bidders must submit an electronic copy of your tender submission in a zip folder to procurement@biglotteryfund.org.uk  no later than 12.00 Noon on 21st April 2017.    The subject line should be as follows;

“TENDER REF NO.  <FC>Description<format></format></FC>  
Tenders received after that time will not be considered and it is your responsibility to ensure the tender is submitted in a zip file and that we have received it. If you do not submit the information in this way it may be too large for our email inbox and we will not receive it.

7.2 By submitting a tender, the bidder agrees to keep that tender open for acceptance by the Big Lottery Fund for 60 days following the closing date for submission of tenders.

7.3 The Big Lottery Fund does not bind itself to award a contract or contracts and shall not be liable for any costs incurred in the production or submission of ITT. Under no circumstances will the Big Lottery Fund or any of its advisers be liable for any costs or expenses incurred by Bidders and/or their members in this procurement.
8. Notification Of Award Of Contract
8.1 The issue of a signed Contract shall constitute the Big Lottery Fund’s acceptance of the tender.

SECTION TWO-SCOPE OF WORK

1. Background
Big Lottery Fund

The Fund is a non-departmental public body sponsored by the DCMS.  We operate across all countries in the UK.

The Fund’s Mission and Values state that it is committed to bringing real improvements to communities, and to the lives of people most in need. To achieve this, we have three values that underpin all our work:
1. Making the best use of Lottery money

2. Using knowledge and evidence

3. Being supportive and helpful

The Fund’s Vision and Principles

The Big Lottery Fund’s vision is that people should be in the lead in improving their lives and communities.  Our approach will focus on the skills, assets and energy that people can draw upon and the potential in their ideas.

We feel that strong, vibrant communities can be built and renewed by the people living in them – making them ready for anything in the face of future opportunities and challenges.

Our work and the choices will be guided by the following principles:
· Confidence, not control

We trust in people’s ability to make great things happen, believing that our funding should enable rather than control.

· Simple processes, good judgements

We use simple, proportionate processes which enable us to make good judgements.

· The strengths people bring

We start with what people can contribute, and the potential in their idea.

· A catalyst for others

We listen to, learn from, act on and facilitate the things that matter to people, communities and our partners.

· Shared direction, diverse approaches

We value the diversity of communities we work with across the UK, are consistent in the quality and opportunities we offer, and support people to tackle
inequalities.

· Using resources well
· We make informed choices about the resources given to us by National Lottery players: with knowledge, with people and with money, and in an environmentally sustainable way.

Further details about the Big Lottery Fund, including our vision and principles are available on our website (www.biglotteryfund.org.uk/about-big/strategic-framework/our-vision). 

2. Introduction

The BIG Lottery fund (the Fund) is seeking to replace existing on premise ITSM Toolset with a SaaS solution.  The current toolset is used as a shared service by a number of internal departments:  

· IT, Finance, and Facilities to manage internal requests for service and reporting issues.  
· Big Advice, and Customer Insight Teams use the toolset as a basic CRM system to record and manage customer enquiries.  
· The CSU department, to record and manage Funding Programme timelines, resources and costs.
The current toolset was developed as a Service Desk Management toolset based on ITIL (IT industry best practice); the processes developed were not intended to support other business units but as the business has evolved the toolset has been manipulated in order to capture and process basic information storage requirements from other departments.  Many business units are using the current toolset however also need additional resources to manage workloads via disparate databases, spreadsheets and other methods.  The current toolset requires a significant process and backend system overhaul, which can be managed by a major upgrade or replacement.  
We are looking to procure a SaaS solution in order to minimise upgrade costs/impacts, increase ease of use and reporting efficiencies and reduce internal administration. 
3. The Requirements 
The list of requirements are defined as “must haves” and “nice to have”. This table below must be completed in connection with the pass / fail questions as defined in Section 3 of this document. Please ensure that you complete all sections of this table fully.

MH = Must Have       N = Nice to Have 

	Requirement
	Description
	Importance for the Fund
	Yes/
No
	Out of Box?
	Custom?
include  cost incl VAT (please ensure you transfer this cost to pricing schedule in Annex 2

	1.1.1 ITIL certified Processes

	Incident & Major Incident Management
	Handling of Incident tickets from logging through to resolution including recording of outages
	MH
	
	
	

	Problem Management (including KEDB)
	Handling of problem tickets – root cause analysis and recording these in the Known Error Database
	MH
	
	
	

	Change/Release Management
	Handling of change tickets, approval, impact mechanism and implementation plans, record outages
	MH
	
	
	

	Knowledge-base
	Tool to have usable KMS function for support reference
	MH
	
	
	

	CMDB/CI tracking
Configuration Management
	In-built capability to manage/track assets and link to incidents, changes and users
	MH
	
	
	

	Request Fulfilment
	System handles requests for standard equipment, purchase of licences etc. (ie Information requests, advice, standard changes)
	MH
	
	
	

	Service Catalogue/Portfolio Management
	Ability to manage/maintain the ICT Service Catalogue from within the tool
	MH
	
	
	

	KB article review/expiry dates
	KMS system has expiry/review dates for all Knowledge Base articles to prompt for review
	MH
	
	
	

	1.1.2 Ticket/Request Handling

	Mechanism for approving change requests at line manager level
	User’s departmental level approval by their manager
	MH
	
	
	

	Technical/SM approval for change requests
	Relevant ICT authorisation of change within ICT
	MH
	
	
	

	Automated emails for ticket status updates
	Email notifications of key stages in ticket lifecycle, 
i.e. Any major updates
	MH
	
	
	

	Event Management - Event-based notifications for SLA clocks and ticket updates
	Automated in application and or email notifications to alert when updates are received for pre-defined times in the SLA timeline
	MH
	
	
	

	Multiple ticket resolution groups
	Automated Multiple groups/ticket stacks for different resolver groups to use in managing their queue
	MH
	
	
	

	Facility to upload/attach screenshots, extra information etc.
	Tool requires ability for any users to attach documents when logging/uploading tickets for screenshots etc.
	MH
	
	
	

	Ability to pass between resolver teams
	System functionality to allow moving tickets between resolver groups for further work
	MH
	
	
	

	Multi-customer capability to allow differentiation of tickets from different Business’/business unit
	Ability to log tickets on the system for a third-party customer, different business unit or partner organisation supports SIAM
	MH
	
	
	

	Link Tickets (including different types ie. Change, Problem, Incident
	Ability to link tickets in the system so that relevant tickets can be associated with each other (ie. Change related to Incident)
	MH
	
	
	

	Automatic incident logging from e-mail/instant messaging or web chats
	Email input into system automatically creates an incident when in pre-defined format
	N
	
	
	

	Quick Ticket templates for logging of most frequent issues
	Tool has ability to quickly log tickets or particular types which are logged frequently by using pre-completed templates
	MH
	
	
	

	Automatic/Intelligent routing of tickets, dependant on CI types and priority
	Tickets are auto-allocated with suggested resolver groups based on logging details
	MH
	
	
	

	1.1.3 Accessibility/Reporting

	Web Portal for Users to log and check progress on tickets
	Ability to access from the internet, web portal which can be used to log tickets and check progress
	MH
	
	
	

	Web portal functionality to allow 3rd party support partners access
	ICT Delivery partners can access web portal to update tickets etc.
	MH
	
	
	

	In-built reporting/export functionality automation of standard reporting and supporting visuals
	Ability to generate real time reports and export data is included


	MH


	
	
	

	Accessibility on mobile devices ie. IPhone, IPad & Android devices
	Smartphone applications/interfaces to allow access to the system to support mobile working (responsive web design)
	MH
	
	
	

	Dashboard Views
	Graphical reports which give at a glance view on services in real time, etc.
	MH
	
	
	

	Pro-Active User Information displayed on portal/ticker/intranet
	Ability to output information regarding incidents/outages etc. onto a web page or internet portal for the tool
	MH
	
	
	

	Self Service
	End users able to log and resolve incidents, request fulfilment requests based on pre-defined processes or knowledge articles
	MH
	
	
	

	Customer Satisfaction survey
	Built in mechanism for compiling and reporting on Customer Satisfaction
	MH
	
	
	

	1.1.4 Integration/Compatibility

	Email Integration
	Full integration with email, allowing sending of notification emails etc.
	MH
	
	
	

	Windows 7 compatible
	Operating system compatibility
	MH
	
	
	

	MS Internet Explorer v11 compatible
	Any browser based elements must work with IE11
	MH
	
	
	

	Integration with other helpdesk tools of partners eg: Third party partners (Future Funding Management Systems)
	Tool integrates to the extent tickets can be handed between systems and other functions such as SLA clocks are synchronised including SIAM Functionality.
	MH
	
	
	

	Integration with remote support tools ie: LogMeIn
	ITSM tool integrates with support tools that facilitate with remote support; preference for codeless architecture in order to provide easy integration.
	MH
	
	
	

	1.1.5 SLA/OLA Management

	Custom SLA levels, per service or customer
	Ability to configure custom SLA’s for different services/customers
	MH
	
	
	

	VIP allocation for limited number of users
	Functionality to flag a number of users as VIP and thus raise ticket profile or implement different SLA’s
	MH
	
	
	

	Contract Management and SLM
	Details of contracts logged in the tool and associated SLA’s to allocate to a service/product in the Service Catalogue
	N
	
	
	

	1.1.6 Other

	Extensibility to allow use as a Business Service Desk (Shared Service & CRM)
	Tool to be suitable for use by Business Units for logging/tracking internal/external customer contact management (Finance, Facilities, CSU)
	MH
	
	
	

	Asset Management Financial Information
	Tool has the ability to contain financial information for assets including virtual ie: purchase value, depreciation, hardware inventory and contract expirations.
	MH
	
	
	

	CI relationships to Outage/Change Impact
	Understand how a change to a CI will impact service and other CI’s if a change is made. Gain efficiency to better assess risk and impact.
	MH
	
	
	

	Software/Licence audit capabilities
	Product has the ability to run discovery tool(s) on assets to interrogate and report on installed versions of software; the report must stand up to Audit requirements from 3rd parties ie: Microsoft, Citrix
	MH
	
	
	

	Resource Forecasting
	Product has the ability to capture ideally automate time calculations for tasks/resource time calculations
	MH
	
	
	

	Room Booking Facility
	Ability to manage internal room booking for Facility Management
	N
	
	
	

	Data Migration to include  CMDB, Incident, Change 
	Ability to migrate current data from existing toolset to new toolset
	MH
	
	
	

	Self-Administration
	Ability for end users to set up simple queries, customise dashboards, create reports
	MH
	
	
	

	Calendar
	Calendar entries to support scheduled changes/releases or incidents
	MH
	
	
	

	Customisation
	Ability to support limited customisation of the solution, eg the addition of fields and / or workflow
	MH
	
	
	

	Performance and Availability
	Supplier must give reasonable advance notice of outages due to scheduled maintenance of their equipment.
	MH
	
	
	

	Housekeeping
	Supplier must undertake regular backups of data and will be responsible for all patching, change control and other solutions to ensure the solution is secure, stable and free from malware.
	MH
	
	
	

	Location of Data
	Data will be held securely and will only be stored in data centres located within the European Economic Area.
	MH
	
	
	

	1.1.7 Technical 

	Codeless Technology
	Flexible platform which reduces administration time and costs related to supporting the product. 
	MH
	
	
	

	SaaS Solution
	Software as a Service – Cloud Based Service must be highly configurable, single integrated platform which can support quick creation and deployment of codeless applications within and beyond IT.  Supports automatic upgrades with minimal disruption, scalable, secure, reliable and flexible.
	MH
	
	
	

	Security Compliant  
	Minimum HTTPS Protocol used, TLS 1.1 or later compliant, European Hosting.  Encryption to protect sensitive data, auditing of encrypted fields, web service lookups.
	MH 
	
	
	

	Licencing 
	Licences to be based on a simple model, concurrent subscription based licencing model in order to easily flex up or down and meet ever-changing business requirements. 
	MH
	
	
	

	Resilience
	Availability of services must be at 99.98% and SaaS solution must have built in resilience, clustered application servers, modern load balancing, scalability, multi-processor/core environments.
	MH 
	
	
	

	DR capability
	DR recovery must be included within the solution, Recovery point must be to the last hourly backup and recovered within 18 hours. 
	MH 
	
	
	

	Welsh Language
	Functionality to implement Welsh translation without requirement for lengthy or costly consultancy
	MH
	
	
	

	CI Mapping
	Configuration Item Mapping functionality including impact dependencies – inbuilt capabilities or ability to interface with external toolset.   This should be network enabled rather than agents running on servers.
	MH
	
	
	


As well as completing the above table, the service provider must include a method statement outlining the how they will provide the above “must haves” and “nice to haves” and also the following requirements;
DELIVERABLES
In addition to the ‘must haves’ referred to in the requirements table in section 3, the service provider must:
· Facilitate scoping workshops to define process requirements.

· Attend project planning meetings as required

· Produce a fully functional Service Management solution suitable for hosting up to 60 concurrent users with flexibility to increase/decrease as required.
· Fully functional reporting/dashboard output as part of the Service Management solution.
· Implement the SaaS solution and configure processes on the required dates as agreed during the project planning workshops.

· Produce a detailed design during the planning phase.

· Produce a plan and guidance for business continuity

· Assist the fund with testing phase, utilising in house test team.

· Provide full documentation of the design and solution.

· Training of staff according to skillset pre-deployment of the solution.

· User acceptance testing of the solution against design requirements.
· Go-Live Support 
	Action
	Due Date/timescale

	First project planning meeting
	Within 10 days of contract signoff

	Refine project plan submitted to the Fund for approval
	Within 5 working days of first project planning meeting.

	Conduct an onsite design workshops with Customer Process Owners in order to deliver appropriate workflows/processes which meet current business requirements.  
	In accordance dates agreed within approved project plan.

	Full implementation (including web portal) 
	Not to exceed 100 days starting with 1st project planning meeting. 


* The Fund reserve the right to amend this timetable where required.

Welsh Language Scheme

The successful contractor will need to ensure that services provided through this contract are compliant with the Big Lottery Fund’s Welsh Language scheme and the Welsh Language Act. A copy of the scheme can be found on our website: http://www.biglotteryfund.org.uk/wales/about-big/our-approach/welsh-language-scheme.
Any costs associated with this must be included in your pricing schedule at Annex 2.
4. CONTRACT TERM 

The Contract is for a term of 3 years 
5. COMMUNICATION AND ACCOUNTABILITY

The Service Provider will maintain excellent communications with the Fund at all times ensuring that it is well informed, aware of issues and central to decision making in relation to progress.  The successful bidder will:

· Identify a named contact acting as Contract Manager. The designated person will carry prime responsibility for the contract and will be the Accountable Officer

· Identify a named contact person as Service Manager. The designated person will carry prime responsibility for the delivery and implementation of services under this contract. The Service Manager and Contract Manager can be the same person, provided they have the relevant skills

· The Contract Manager/Service Manager will liaise with and take instruction from the Fund’s Contract Manager.

SECTION THREE

ANNEX 1

Response to Tender & Evaluation Criteria
You are required to respond to ALL of the criteria below.  To assist our evaluation of your tender submission, please ensure you clearly cross-refer your responses to the assigned numbers. Any relevant supporting tender documentation must also be clearly identifiable by a criteria number. 

Initially we will evaluate your tender to see if you meet our minimum PASS/FAIL CRITERIA set out below.

Bidders who do not pass all the Pass/Fail criteria (A-F) below will be excluded from further consideration in the competition (i.e. their tenders will not be evaluated further and will be excluded from the competition).

Pass/Fail Criteria 

	Pass Fail Criteria A


	PASS/FAIL

	The Fund requires the provider to have a minimum of 3 years relevant experience successfully delivering similar projects.

Please provide Evidence of 3 years’ experience of undertaking similar projects (similar in scale, value and complexity) successfully and supporting references demonstrating this.

The customer contact should be prepared to speak to the purchasing organisation to confirm the accuracy of the information provided.


	


	Pass Fail Criteria B
	

	Bidders must have a formal quality management system in place. 

Please provide evidence (documentation or certificates) demonstrating you have a formal quality management system in place. Core business must be ITSM and ITAM, must be ITIL certified or equivalent.

	

	Pass Fail Criteria C


	

	Bidder has submitted a complete tender that accords with every instruction and requirement set out in this ITT.


	

	Pass Fail Criteria D 


	

	The Bidder’s consultancy day rate must not exceed £950 excluding VAT but including travel & expenses. Bidders whose costs exceed this amount will be excluded from further consideration in the tender process.
	

	Pass Fail Criteria E
	

	You must meet all – 100% of the “must haves” in the table in section 3 of the Scope
	

	Pass Fail Criteria F
	

	Of the 100% met in Criteria E 90% or higher of these must have out of the box functionality anything below this figure will be a fail.
	


If you pass all of the pass/fail criteria set out above, we will evaluate your tender response using quality and price criteria which are set out below.  

Your Bid will be scored out of 100.  70% of the marks will be allocated to your response to the Quality Questions Below. Each question will be scored using the methodology in the Table below. 

Your overall score for each question will be calculated by multiplying the quality score you receive with the weighting for that question, set out below. This score will then be divided by the maximum available score for this Quality Criterion 350 and multiplied by 70% to get your final score for that question.

Example: assume Bidder A scores 3 for Question 1: the formula is 3 x 10 = 30, (30/350) x 70 = 6% out of 100.
(30% of the marks will be available for your Price Proposal. The methodology for scoring price is set out further below.

Please note – Though questions are numbered, this does not relate to any order of importance.

Your responses should be supported by evidence/previous successful implementation of proposed solution for meeting our requirements.

Please note – Though criteria are numbered, this does not relate to any order of importance

	
	Evaluation Criteria (sample questions –please amend having regard to your particular circumstances).
Quality: 70% 
	weighting

	Question:1
	Provide a clear and realistic project plan that responds to the aims and constraints set out in Section 2 Scope of Work including the “must have” table and deliverables and which will allow the implementation to be completed within time and to budget.
	10

	Question 2
	Please set out your proposal / method statement for meeting all of the requirements and must haves set out in Section 2 Scope of Work including the “must have” table and deliverables.   
	15

	Question 3
	Please identify the risk to delivering this project to time and budget and your proposals for mitigating them.
	10

	Question 4
	How will you ensure you have adequate resources to meet our requirements, including ongoing application development and improvement?
	10

	Question 5
	Demonstrate how you will monitor quality and comply with the maintenance response times on an ongoing basis including supporting 24x7 365 days. Also detail how you will build in contingencies to ensure that the maintenance is provided on time and to the quality required 
	10

	Question 6
	Demonstrate how you will meet high levels of customer service standards throughout this project implementation phase, particularly given the demanding time scales.  This is to include quality and frequency of service reviews and commitment to customer service. 
	15

	
	
	


Responses to each question above will be allocated a score based on the methodology contained in the table below. This score will then be multiplied by the weighting in the column on the right. 

Quality Questions scoring methodology
	0
	Poor


	No response or partial response and poor evidence provided in support of it.  Does not give the Fund confidence in the ability of the Bidder to deliver the Contract.

	1
	Weak


	Response is supported by a weak standard of evidence in several areas giving rise to concern about the ability of the Bidder to deliver the Contract.

	2
	Satisfactory


	Response is supported by a satisfactory standard of evidence in most areas but a few areas lacking detail/evidence giving rise to some concerns about the ability of the Bidder to deliver the Contract.

	3
	Good


	Response is comprehensive and supported by good standard of evidence. Gives the Fund confidence in the ability of the Bidder to deliver the contract. Meets the Fund’s requirements.

	4
	Very good


	Response is comprehensive and supported by a high standard of evidence. Gives the Fund a high level of confidence in the ability of the Bidder to deliver the contract. Exceeds the Fund’s requirements in some respects. 

	5
	Excellent
	Response is very comprehensive and supported by a very high standard of evidence. Gives the Fund a very high level of confidence the ability of the Bidder to deliver the contract. Exceeds the Fund’s requirements in most respects.


Price scoring methodology: 30 % overall

Price: The evaluation of price will be carried out on the Schedule of charges you provide in response to Annex 2 Table A 

	Price Criterion

Question 
	30 marks will be awarded to the lowest priced bid and the remaining bidders will be allocated scores based on their deviation from this figure. Your fixed and total costs figure in Table A will be used to score this question.

For example, if the lowest price is £100 and the second lowest price is £108 then the lowest priced bidder gets 30% (full marks) for price and the second placed bidder gets 27.6% and so on. (8/100 x 30 = 2.4 marks; 30-2.4 = 27.6 marks) 
	%


The scores for quality and price will be added together to obtain the overall score for each Bidder. The Bidder with the highest score will be the preferred Bidder.

 ANNEX 2

Schedule of Charges  

Bidders must complete the schedule of charges table A below estimating the number of days and travel and subsistence costs associated with their bid. The total fixed price will be inclusive of VAT and inclusive of expenses and all costs to be incurred. 
	TABLE A:

(firm and fixed costs)


	e.g. Project Manager/ Director
	e.g. Senior Consultant/manager/researcher 
	Junior 

Consultant/equivalent 


	Total days
	Total Fees

	
	e.g. £500
	e.g. £300
	e.g. £200
	
	

	
	Quantity
	
	
	

	Inception meeting to agree plans and finalise requirements with the Fund
	1
	e.g. 0.5
	1
	1.5
	3
	850

	Other (insert additional rows to include other deliverables as per section two of the tender)
	
	
	
	
	
	

	[Add as necessary]
	
	
	
	
	
	

	Expenses
	
	
	
	
	
	

	Travel and subsistence
	
	
	
	
	
	

	Other (non-staff) costs – 

Please specify
	
	
	
	
	
	

	Sub-total
	

	VAT
	

	Total Costs including VAT and expenses (this figure will be used for the purposes of allocating your score for the price criterion and must cover the cost of meeting all our requirements ) 
	


Notes: 
The Fund reserves the right to reject abnormally low tenders.

You should not submit additional assumptions with your pricing submission. If you submit assumptions you will be asked to withdraw them. Failure to withdraw them will lead to your exclusion from further participation in this competition.

ANNEX 3
Bidder’s Details
	Company Details

	1.
	Registered Company Name:

	2.
	Company Registration Number:

	3.
	Main Operational address for the service:

	
	Tele:

	
	Fax:

	
	Email:

	
	

	4.
	Address for all contractual correspondence –

	
	(If one of the above, please specify)

	
	

	
	

	
	

	5.
	Address for all service management correspondence

	
	(If one of the above, please specify)

	
	

	
	

	
	

	6.
	Contacts:

	
	a. Responsible Person for the Contract

	
	Tele: 

	
	Fax: 

	
	Mobile:

	
	Email: 

	
	

	
	b.  Responsible Person for the Service:

	
	(If different to the above)

	
	Tele: 

	
	Fax: 

	
	Mobile

	
	Email: 

	
	

	7.
	VAT registration Number (if applicable)

	
	

	8.
	Payment Details

	
	Account Name:

	
	Bank Name: 

	
	Address:

	
	Sort Code:

	
	Account Number:

	
	


ANNEX 4

Form of Tender

Part I – Declaration

Note: The Bidder is to type the following on its own letter headed paper

Dear Big Lottery Fund 

CONTRACT FOR Tender Title: (                      ) (‘the Contract’)
Having examined the proposed Contract comprising, we do hereby offer to enter into a Contract with THE FUND on the terms and conditions in the said Contract.
We undertake to keep the Tender open for acceptance by THE FUND for a period of Sixty (60) days from the return date.

We declare that this is a bona fide Tender, intended to be competitive, and that we have not fixed or adjusted the amount of the Tender by, or under, or in accordance with, any agreement or arrangement with any other person.  We further declare that we have not done, and we undertake that we will not do, any of the following acts prior to award of this Contract:

a) Collude with any third party to fix the price of any number of Tenders for this Contract; 
b) Offer, pay, or agree to pay any sum of money or consideration directly or indirectly to any person for doing, having done, or promising to be done, any act or thing of the sort described herein and above.

We understand that you are not bound to accept the lowest priced, or any, Tender.

Signed:



Date:



Name:



In the capacity of: 


Duly authorised to sign tenders for and on behalf of:


ANNEX 5

Part I: Transparency
Note: In compliance with the Government’s transparency agenda, all Big Lottery Fund contracts over £10,000 (net of recoverable VAT) issued on or after 1 January 2011 will be published on the Government’s Contracts Finder website. We are required to publish contracts in full, and as a minimum must publish the specification, terms and conditions and associated schedules (which may include the winning bidder’s bid).

In limited circumstances redactions can be made prior to publication to protect certain types of information. Redactions are permitted in line with the exemptions set out by the Freedom of Information Act 2000. Examples of information which may be exempt under the FOIA include: personal data; information amounting to a trade secret; and information which if disclosed would or would be likely to prejudice the commercial interests of any person.

If the Bidder believes redactions ought to be made, these should be identified by the Bidder in the following table on their own letter headed paper. Bidders must provide explicit justification and reasoning for each redaction requested. The Big Lottery Fund is responsible for determining in its absolute discretion whether any information is exempt from publication.

CONTRACT FOR Tender Title: (Big Lottery Fund – ITSM SaaS solution)
	Contract clause or section of tender to be redacted
	Justifications for redaction

	
	


ANNEX 6
ADDITIONAL Z CLAUSES 

These clauses must be read in conjunction with the Fund’s standard terms and conditions.

Z.1
TESTING AND ACCEPTANCE
Z.1.1
The Service Provider will provide the Fund, at the Service Provider’s cost, with such assistance as the Fund may require to carry out tests of the Services and / or Deliverables within ten (10) working days following receipt of any Services and / or Deliverables.

Z.1.2
The Fund will accept the Services and / or Deliverables upon its reasonable satisfaction that it meets the Standards and has correctly processed the test data by achieving the expected results. Acceptance does not in any way affect the rights and remedies of the Fund in the event that any defects or errors in the Services and / or Deliverables become apparent thereafter.

Z.1.3
If the Services and / or Deliverables or any part fails to meet the Standards or process the test data correctly, the Fund shall fix a new date for carrying out further tests on the Services and / or Deliverables which will be carried out on the same basis as the first tests.

Z.1.4
If the Services and / or Deliverables or any part fails any subsequent tests under Clause Z.1.3, or if more than sixty (60) days have passed from the receipt of the Services and / or Deliverables without the Services and / or Deliverables being fully accepted by the Fund, the Fund will be entitled to reject the Materials and terminate this Agreement immediately on the grounds of the Service Provider’s material breach of terms. The Service Provider will immediately refund to the Fund any / all sums paid in advance to this Service Provider under this Contract. If the Materials are rejected then the risk of their loss, damage or destruction passes to the Service Provider at that time. Rejection of the Materials and any refund of any sums paid under this agreement does not affect any other rights or remedies that the Fund may have for the Service Providers breach of this Contract.

Z.2
LICENCE
Z.2.1
The Service Provider grants to the Fund a non-exclusive, perpetual, irrevocable, worldwide licence to use the Materials.

Z.4
BUSINESS CONTINUITY

Z.4.1
The Service Provider will ensure at all times it has in place and is able to implement a business continuity and disaster recovery plan which will ensure the continued performance and operational resilience of the Services and / or Deliverables. If required by the Fund, the Service Provider will explain to the Fund how the features set out in the plan will interface with any business continuity and disaster recovery plans and procedures of the Fund notified to the Service Provider from time to time. The Service Provider shall develop, update and test the plan on a regular basis and, in any event, not less than once in every twelve (12) month period, in accordance with good practice. The Service Provider shall provide the Fund with details of each test result within twenty (20) working days, and shall promptly implement any actions or remedial measures which the Fund considers necessary as a result of those tests.
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