Parcelforce
Worldwide .

Parcelforce
Worldwide *

Selection Criteria -
FORM C - Grounds for
discretionary rejection

-

Selection Criteria -
FORM D - Economic
and Financial Standing.
Regulation 24

S
S
L 1]

BUYER TO SEE ONLY [Note to
Authority: Please insert any specific
criminal offences or misconduct which
may be appropriate to draw Potential
Providers.attention to having regard to
the specific sector or circumstances of
this procurement. {i.e. any offences or
misconduct particularly relevant to or
prevalent in the sector)]

Employer's liability insurance is a legal
requirement {except for business
employing only the owner/close family
members) and this should be at least
£5 million. Please confirm that you
have this in place. -

-
S
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Parcelforce
Worldwide

Selection Criteria -
FORM E - Technical
and Professional Ability
Regulation 25

130314 Parcelforce — Annex A V1
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Contract 2;

4.1 Customer Organisation Name;

-4.2 Customer contact name, phone

number and email;: V

4.3 Contract/Order/Assignment/Start
date; o :
Contract/Order/Assignment/Completion
date; Contract/Order/Assignment
Value; )

4.4 Brief description of contract
including evidence as to your technical
capability in this market.

Customér Organisation Name: Carhelot Group plc

Cusfomer contact name, phone number and email;
Robert French, General Manager Distribution Centre (Tel: 07968 939128

email: _
robert.french@camelotgroup.co.uk )

Parcelforce Worldwide distribute ECratchcards and consumables to all
28,500 Camelot Retailers accounting for 1.3m parcels p.a.

The ‘scratchcards have to be in-store on specific days for new launches,
so a high level of service is required, and any failures identified.

When a scratchcard game has finished, Camelot require the bulk
collection of un-used cards from all Retailers. '

"“ifgl( lorldwide sucee A
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Selection Criteria -

Parcelforce G
. FORM F - Client
Worldwide Specific

Selection Criteria -
FORM F - Client
Specific

Parcelforce
Worldwide

130314 Parcelforce — Annex AV1
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1.3 Please confirm that you are able to
accept and process purchase orders

forwarded to you electronically VIA
"THE DFE RM SYSTEM - DETAILS
REQUIRED -

1.5 For the provision of the services
and/or goods as described, please
confirm that you accept and agree to
abide by the terms and conditions as
stated in the. Draft GPS Framework
Agreement and the Draft Call Off

Contracts, attached to this particular Yes .

event. Please confirm that you would
be willing to sign the Draft Framework
Agreement & Call Off Contracts in their
current format should you be ’
successful
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Parcelforce
Worldwide

Parcelforce
Worldwide

Seléction Criteria -
FORM F - Client
Specific

Selection Criteria -
FORM F - Client
Specific

1.7 in connection with this tender,
please confirm that you have hot
canvassed any employee or members
of the board of the Government
Procurement Service, HM Revenue
“and Customs, Other Government
Organisations.

2.1 Please provide a brief overview of
your organisation or an organisational
chart which best demonstrates your .
ability to provide the goods and/or
services required making reference to
the critical personnel, site locations and
facilities that will be utilised. (An -~
organisational chart' may be added as
an attachment in response-to this
question).

Yes

One of Parcelforce Worldwide's strongest attributes in recent years has
been the level of support provided to major clients and your organisation
would have access to Parcelforce Worldwide's highly motivated Corporate

Client team with a strong track record of success in managing the

implementation and transfer of major accounts.
The team will consist initially of the following key staff from Parcelforce

Worldwide.

I.T Consultant: Simon Bacon has an extensive understanding of our
operation and I.T systems with several years experlence of managlng and
support major contracts. .

Head of Contracts: Eddie Kane presently runs the operational support
team and manages all new major contracts to ensure the smooth

| transition between collections, processing and the delivery of client's

goods with the added benefit of good communication links with-our
operational teams.

Key Account Manager: To ensure continuity of support, Mark Burdett will
fulfil this role and presently manages the relationship bringing a wealth of
experience in the successful management of major complex contracts.

Contract Manager: indy Sahota will be responsible for the ongoing day to
day operational support of the account. Your Contract Manager will be
available for any ad-hoc meeting requests or as part of our monthiy review
programme. In addition, your Contract Manager will provide Management

130314 Parce
Page 12 of 83

Iforce — Annex AV1

Information in the agreed format and will act as liaison between our




Selection Criteria -
FORM F-- Client
Specific

Parcelforce
Worldwide

* 130314 Parcelforce — Annex A V1
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2.3 To the best of your knowledge,
have any consortium members or any
subcontractors that you propose to use
on the contract (or their "directors or
any other person who has powers or
representation, decision or control")
been convicted of any of the offences
detailed in Regulation 237 Select "Yes"
or “No". -

Government Procurement Service — Seasonal Courier Services Framework Agreement - RM1008

organisations. -

Platinum Helpdesk: Integral to our support strategy for major clients is our
Platinum Helpdesk; reserved for our key accounts. A named individual
with direct contact details will be provided to manage any enquiries and
coordinate response on your behalf. In addition, your Platinum
representative will produce management reporting to be sent at agreed
periods and manage any exceptions by direct contact with our depot
network utilising operational scans.

Board Sponsorship: Finally the board headed by Gary Simpson
{Managing Director) will support the account with Peter Fuller (Operations
Director) and Helen Wylde (Sales & Marketing Director) involved in all
aspects of the contract.

T 3

No
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2.4 As per Form C, to the best of your
knowledge, do any of the discretional
grounds for exclusion apply to any
consortium members or subcontractors
that you propose to use in the

performance of the contract.

Selection Criteria -
FORM F - Client
. Specific

Parcelforce
Worldwide

2.5 Have you, any consortium member
or any subcontractor that you propose
to use on the contract been found
guilty of grave professional
misconduct. '

Selection Criteria -
FORM F - Client
Specific

Parcelforce
Worldwide

: 2.6 In the last 3 years were there any
. - court actions and/or regulatory and/or

Parcelforce Selection Crifceria - indu_strial tribunal h_earingvpending )
- Worldwide FORM F - Client against you or against any consortium * | No .
Specific . member or-any subcontractor that you
' B propose {o use in the performance of
the contract.:

- 3.1 Where minimum Economic and
Financial Capacity requirements are

Parcelforce Selection C”Fe”a ) stated in the contract notice, please Please see Royal Mail Group report and accounts for th
Worldwide FORM F - Client confirm that you are able to comply ears (attached under Form D)
Specific _ | with the requirements by providing y : _

details of what your current Economic
and Financial Capacity levels are.

e last two financial

130314 Parcelforce — Annex AV1 N : . o -
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Parcelforce
Worldwide

Selectibn Criteria -
FORM F - Client
Specific

3.3 Where a consortium bid is
proposed, financial information
requested in questionnaire 'Form D'
should be provided for each of the
consortium members.  Please provide
details and the method of submission.
Alternatively, if the'question is not
applicable please say so.

Selection Criteria -

4.2 Please provide details of any
quality management or quality
assurance systems that are used, or
are planned to be used, within your
organisation that relate to the provision

"Parcelforce Worldwide holds BS EN 1SO 9001:2008 which covers the

provision of an express parcel service - Incorporating track and trace
capability. The QMS has been designed to provide: customer service,

Page 15 of 83

Parcelforce An » . b people development, continuous improvement, process development and
Worldwide EO;%CF Client ?ef ngdoeor dsl f:gfgsfﬁlﬁi?eta"ed in the achieving business objectives supportéd by the quality system.
P subcontracting approach is proposed Parcelforce Worldwide is also accredited to ISO 14001:2004 The
acting app 1S proposed, environmental system of Parcelforce Worldwide covers.the Provision of
please provide the same information in . .
. an Express Parcel Service

respect of each named consortium

member or subcontractor.
130314 Parcelforce — Annex A V1




Selection Criteria -
FORM F - Client
Specific

Parcelforce
Worldwide

Selection Criteria -
FORM F - Client
Specific

Parcelforce
Worldwide

5.1 Within the last three years has
your organisation (or to the best of your
knowledge any named consortium
member of sub-contractor) been
subject to any prosecution,
infringement notices or other actions
by the Health and Safety Executive in
respect of breach or suspected breach
by the company or health and safety
legislation?

S

6.1 Within the last three years, have
any industrial tribunal or other legal
cases relating to equality been brought
against your organisation (or to the
best of your knowledge against any
named consortium memberor
subcontractor)?

No

No

130314 Parcelforce — Annex A V1
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7.1 Within the last three years, have
any actions been taken against your
organisation (or to the best of your
knowledge against any named No
consortium member or subcontractor)
by the Environment Agency regarding
breaches or suspected breaches of
environment legislation?

Selection Criteria -
FORM F - Client
Specific

Parcelforce
Worldwide

1.1 Please provide the Dun & _
Bradstreet number for the organisation,
including any changes in the last three
years, that corresponds with the
information you intend to provide as : '
applicable in sections 2 & 3 below. | 227 045 366
Should your organisation currently not
be registered with Dun & Bradstreet
please confirm that you would be
willing to register with them should your
tender be successful.

Selection Criteria -
Parcelforce | FORM G - HMRC
Woridwide | Revenue Compliance
and Financial Checks

130314 Parcelforce — Annex A V1 _— _ :
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Government Procurement Service — Seasonal Courier Services Framework Agreement - RM1008

Parcelforce
Worldwide

Parcelforce
Worldwide

Selection Criteria -

FORM G - HMRC
Revenue Compliance
and Financial Checks

Selection Criteria -
FORM G -HMRC
Revenue Compliance
and Financial Checks

130314 Parcelforce — Annex A V1
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3.1 If registered for tax outside the UK,
have you attached a scanned copy of
an official document obtained from
your own tax authority clearly certifying
that you are currently tax compliant?
Please Select "Yes" or "No". If "No" or
"None" please state the reasons for
this by attaching additional document.

3.3 If-proposing to use Sub-

contractors, please confirm that the
document requested in Question 2.1 N/A
has been provided in respect of each
sub-contractor registered for tax , .
purposes outside the UK.
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Parcélforce
Worldwide

130314 Parce
Page 20 of 83

Award Criteria -
Technical Merit -
Category
Requirements

N S

Iforce - Annex AV1

1.1 Please confirm that prior to.
‘providing a response to any of the
award criteria.
questionnaires/questions, you have
read and taken into account all of the
information contained in the Tendering
Instructions document attached to this
event, and in the case of an incumbent
provider that special attention has
been paid to Section 3, Conditions of
Tender.

Hig

Noted and agreed

e

]
St v
raiiiae
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Award Criteria -
Parcelforce | Technical Merit -
Worldwide | Category
Requirements.

Award Criteria -
Parcelforce | Technical Merit -
Worldwide | Category
- Requirements

3.1 Please confirm that your Tender
Response takes into account the
conditions and requirements detailed in
the draft Framework Agreement
document and especially the,

- conditions referred to in paragraph
16.12, and

- requirements detailed in paragraph
16.13 _ ;

of the Tendering Instructions

4.1 Please describe the governance
procedures that exist in your
organisation that help to assure the
prevention of fraud and/or corruption.

Noted and égreed :

S o N

Parcelforce Worldwide has full policies that cover anti-bribery and
corruption. All collegues have been supplied a copy of "Our code of
business standards." a copy of which is attached.

All managers have completed recent training for anti-bribery.

130314 Parcel'force —Annex AV1
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Parcelforce
Worldwide

Award Criteria -
Technical Merit -
Category
Requirements

5.1 As per the Government strategy to
provide support to Small and Medium
sized Enterprises (SME’s), -as detailed
in the Innovation in Procurement plan,
please provide details against the
following criteria to confirm that-your
organisation (including your
aggregated parent organisation totals
where applicable) should be

| considered an SME against the criteria

- number of employees —up to 249 -

- turnover — less than £50 million:.

- size of balance sheet total assets Iess
that £5.6 million.

To assist you in identifying as to
whether your organisation is an SME,
please find attached to this question
the GPS SME Calculator.

If not an SME please provide comment
as to the extent SME's are used in your
own supply chain and speCIflcally on
how they will be used in relation to the
delivery of goods and or services

subject to this tender.

i

As a busmess Parcelforce Worldwide actively engages with SME's for a
variety of business requirements, However in the provision of this contract
no SME's will be utilised to deliver the service specnflcatlon

130314 Parcelforce —~ Annex A V1
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Parcelforce
Worldwide

Award Criteria -
Technical Merit -
Category
Requirements

5.3 Please provide details of how you

would utilise innovation or continuous
improvement methodologies post
contract award to provide additional
Value for Money to-your Clients. .
Please provide examples of where you
have used innovation, standardisation
or continuous improvement
methodologies to optimise the service
provided to other Clients, which has led

to additional Value for Money for the

Cllent especially in relation to
cashable savings. {Any Client can be
made anonymous but reference should
be made to the sector they work in)

| the 2012 Key Stage programme offered a comprehensive solution to

‘enabled us to carry items for Screwfix Direct over our maximum weight by

In providing continuous improvement for the DfE account over the last
three years, we have demonstrated our ability to adapt our service
offering to meet the demanding needs of the DfE in delivering sensitive
exams material, as an example, the reconciliation process adopted during

identify all exceptions, which enabled more timely rectification. This
process provided an enhanced level of security for the benefit of all key’
stakeholders.

An example of the use of innovation to improve the offering to a customer
through continuous improvement, was the development of a bespoke
service for Screwfix Direct which reduced their costs in delivering items up
to 62Kg and enabled Parcelforce Worldwide to provide a cost effective
solution for the customer, by removing the need for them to use a pallet
carrier. The service offering developed is called Assisted Delivery and

the customer guaranteeing that there would be a person to help with
unloading the item at the point of delivery. This major change in working
practices for the network involved the Account Manager setting up high
level joint meetings with the customer and securing buy in from senior
operational managers, agreement with the union and the development of
an innovative a new pricing scheme based on parcel weight for the
customer. This was so successful that Parcelforce WorIdW|de was granted
a 3 year contract as sole carrier.

130314 Parcelforce - Annex A V1

Page 27 of 83




Government Procurement Service — Seasonal Courier Services Framework Agreement - RM1008

Parcelforcé
Worldwide

Award Criteria -
Technical Merit -
Collection
Requirements

1.The Contractor must provide services
to collect packages from one address
within England and deliver to single or
multiple addresses within the United
Kingdom over a specified time window
within the project plan e.g. from DfE's
Collation Provider to Examination
Centres or to marker training venues.
Please describe the outline process
your organisation will use to provide

this service.

From existing experience it is key for us to cultivate strong working

| relationships with associated suppliers within the supply chain in order to

establish the exact requirements of collection programmes. We have
successfully demonstrated this ability during the past 2 years carrying
STA traffic. Once a collection schedule has been communicated and
agreed with all stakeholders we would install personnel on site to oversee -
and manage outbound distribution, this is critical to ensure that the
expected traffic by depot is received into the hub as per the agreed
schedule. This enables us to manage the correlation of volumes to load
plan and crossdock the palletised traffic to the relevant outbound depot
trailers. Once the palletised traffic.is received into depots, the depot
supervisor follows an agreed plan to break the pallets and scan all items. .
by pallet and await confirmation from the account team that reconciliation
has been completed, if successful the depot will sort and scan to the
delivery route. If reconciliation isn't successful the shipment is sealed and
held subject to further instructions. The account team will liaise with the

| STA ‘and seek instruction before any further action is taken. Depot drivers,

having first being briefed through Work Time Learning sessions, will
deliver the reconciled packs to centres or Markers addresses only. If
delivery cannot be completed the items are returned to the depot and

| securely held for a further attempt on the next working day.

130314 Parcelforce — Annex AV1
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Parcelforcé
Worldwide

Award Criteria -
Technical Merit -
Collection
Requirements

3.The Contractor must provide a daily
collection- Monday to Friday, during the

exam series (excluding bank holidays)

from all Scheduled Collection

- | Examination Centres and deliver to

multiple residential addresses within

‘the United Kingdom. Please describe,
| making reference to supporting

evidence/examples, of how you will
meet this requirement.

In relation to the collection element from the examination centre for
delivery to multiple residential addresses. We would replicate the process
detailed within question 2 above. At the point the items reach the
centralised sortation hub outbound handling, they are loaded to the
destination depot trailer. At the delivery depot the items are then scanned
in and further scanned to the delivery route. The driver will attempt

delivery to the markers address, on acceptance of the item by the marker

the driver will scan the item/s as delivered and request an electronic
signature from the marker; this would conclude the delivery process. If -
however the marker was not available, the driver would scan the item to
indicate this and place a delivery attempted card through the lefterbox of

| the addressee, the card will detail that the item will be attempted again

during the next working day. The driver will return the item to the local
depot where the item will be scanned and logged into the Undelivered
Parcel Management System. The item will autormatically be re-issued for a
further delivery attempt on the next working day. If the marker is
unavailable on the second attempt the driver can choose to deliver the
item into a local Post Office where it will be securely held for the marker to
access at their convenience, a card would be left to indicate this,
alternatively the driver will return the package to the depot to be held until
contact is made arranging collection or requesting a future delivery
attempt. This is a standard business practice established over many years
of operation.

130314 Parcelforce —- Annex AVl
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Award Criteria -
Parcelforce | Technical Merit -
Worldwide | Collection

" | Requirements

5. The Contractor must provide an ad
hoc collection service from
Examination Centres Monday to Friday
(excluding bank holidays) for all ad hoc
centres. This service may also be
used for scheduled centres outside of
the main exam series. The Contractor

“will be advised of ad hoc collection

requirements by DfE and Examination
Centres a minimum of 18 hours in
advance. Please describe, making
reference to supporting
evidence/examples, of how you will .
meet this requirement.

-summer 2012 the desk processed 2500 ad-hoc centre collection bookings

To provide an 'ad-hoc collection service we would seek to proVide this
service through use of the Exams Helpdesk.

The Parcelforce Worldwide exams helpdesk in Milton Keynes provides a
dedicated phone line in order to deal with all queries promptly-and
efficiently. The desk is open from 8am to 6pm during an exam series and
8.30am to 5pm outside a series, Monday to Friday. As an example during

online. All information KPI measures relating to the desk performance will
be fed back according to the agreed schedule

130314 Parcelforce — Annex A V1
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Parcelforce
Worldwide

Award Criteria -
Technical Merit -
Collection
Requirements

7.The Contractor shall-provide DfE with
a facility to arrange ad hoc collections

‘from Examination Centres in bulk. This.

facility could take the form of a spread
sheet template which DfE populates
and the Contractor uploads to their
system. Please provide details of how
you would meet this requirement..

- over the past few years. Parcelforce Worldwide propose to work with the

Parcelforce Worldwide has demonstrated its ability to establish a-bulk
upload facility for ad-hoc collections and this has beén used successfully

DfE to define the format layout within an excel spreadsheet, with the
minimum detail to include the following data fields: Centre number, centre .
name, address line 1, address line 2, address line 3, Town, Postcode.
We would seek to receive this data no later than 18.00hrs on the evening
prior to collection requirement. Parcelforce Worldwide have devised a
bespoke import channel for the upload of this data to generate a collection
request for each of the addresses at the appropriate local depot. These
collection requests are then issued to the drivers via their handheld
devices on the day the collection has been requested for. Once the:
collection has been-actioned, the driver will scan the barcode label
confirming acceptance of the item. If the driver is unable to collect it is
recorded on the hand-held device and registered against the collection
booking reference and monitored by the local depot .

130314 Parcelforce — Annex AV1
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Parcelforce
Worldwide

Award Criteria -
Technical Merit -
Collection

Requirements

i

9.The Contractor shall provide
Examination Centres, after obtaining.:
DfE sign-off, a method of recording the
dispatch of script packages, by
consignment number, without placing
an undue administrative burden on the
Examination Centres. - This should
consist of a proof of posting log that
can be downloaded from a website, by
centres, populated by the centre and
signed by the Contractor's drivers.
Please describe, making reference to

supporting evidence/examples, of how

you will meet this requirement.

A despatch log has been created which allows centres to attach the
‘consignment number peel off strip’ on the yellow label to the dispatch log.
On collection, the Parcelforce Worldwide driver checks the number of
items on the dispatch log matches the humber of packages being

dispatched and then signs the log. The log is available to download on the

Parcelforce Worldwide DfE web site {(copy attached). The centre can also
log the date of the exam, the paper number and the delivery postcode. If
the centre is dispatching scripts via their local Post Officer Counter, there
is an area on the despatch log for them to attach the receipt given to them
by the Counter Clerk.

130314 Parcelforce — Annex AV1
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Each of our drivers is issued an electronic scanning device to use on
collection and delivery, and the correct process is for packages to be
'scanned at the point of collection. Inevitably, there will be occasions when
the device may not work, and in those instances, the driver will still sign

11.The Contractor mustl ensure that
there is 100% scanning of the barcode
on every package collected from an

Award Criteria - Examination Centre, in the presence of e , - -
Parcelforce | Technical Merit - - | an Examination Centre representative, the dle(s:tpatqh manlfe§|lt tokconlflrm the.'lter']“s dthat have been coI»Iected, but |
Worldwide | Collection to start the tracking process at the no electronic scan will take place until the driver returns to the depot.
Reguirements oint of collection. Please describe While we will do all we can to make sure items are scanned at every |
quiret P ’ ’ point, we cannot guarantee that it will happen in all instances over such a -

making reference to supporting
evidence/examples, of how you will
meet this requirement.

large program. As a final recourse, if any centre is not confident that their.
items are being despatched securely, they can refuse to release the items
" and ‘contact our helpdesk to arrange another collection.-

130314 Parcelforce — Annex A V1
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Parcelforce
Worlidwide
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Award Criteria -
Technical Merit -
Collection
Requirements

13.The Contractor must not accept any
packages that are visibly damaged,
unsealed, have multiple labels
attached, unscannable barcodes or
incorrect packaging. The Contractor
should have a means of reporting
incidents internally to enable timely
notification to the DfE. Please indicate
how you will do this including the
method that you will use for providing
information to DfE.

Ahead of each exam programme, extensive internal communications are
sent out to the depot-and hub network. Included in the communications
are Work Time Learning briefs (WTL) which are carried out weekly to all
drivers. ' In these briefs, drivers are reminded of the correct processes to
follow at all times, inciuding what to do if a centre presents them with
unacceptable packages. If multiple labels have been attached, the:
barcode is un-scannable, the item is visibly damaged or unsealed, then
the driver will politely refuse to collect the items and refer the centre back

‘to their Awarding Organisation. Parcelforce Worldwide emphasise the

correct procedures and processes to such a degree that any incident
concerning-an exam item within the network is directly communicated to

' the Exams helpdesk where they are assessed and recorded on the DfE
RightNow Logistics Incident Log (LIL). Where appropriate the internal

escalation process is engaged.
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Parcelforcé
Worldwide

Award Criteria -
Technical Merit -
Collection’
Requirements

15.The Collation Provider shall scan
each package to a specific pallet prior
to collection by the Contractor. The
pre-advice from the Collation Provider
will include the pallet reference number
for each package ID. This will be
followed with a spreadsheet showing
the same information. The Contractor
shall ensure that there is 100%
scanning of the barcode on every
pallet collected from a DfE supplier, in
the presence of a supplier
representative, to start the tracking
process at the point of collection.
Please confirm compliance and
support with method statement.

Parcelforce Worldwide designed and instigated this process so we

_confirm that scanning of the pallet barcode, generatlon of manifest )
scheduled Ioad planning of the trailers and subsequent item reconciliation |

is fully completed by our onsite staff.

« Parcelforce Worldwide share and agree the despatch plan with the
collation provider and DfE in advance of the despatch.

« Transport resource is planned and booked for the days as required. Prior
to despatch Parcelforce Worldwide will place staff on site with the full co-
operation of the collation provider and label the pallets that are ready and
available in preparation for the despatch day.

+ On day of despatch two members of staff will be onsite during the
despatch process, their role is to co-ordinate and interact with onsite
personnel and action the load plan as agreed ensuring that the respective
depot pallets are loaded as required within the distribution plan. Each
pallet is scanned as it is loaded to the despatch trailer.

« On arrival at our Coventry hub a dedicated team allocated prior to the
despatch check the pallets during unloading process against the
distribution plan, scan the pallet fabel and allocate to an outfeed bay.

« Depot direct pallets are loaded to the tail end of the first outbound depot
trailer, thus ensuring that this traffic is prioritised on receipt into depot.
This process is overseen by the dedicated hub team and reports shared
with the account team to confirm receipt and distribution of all traffic as
per distribution load plan.

« On arrival at the depot and as per prior depot briefing plan, the pallets )
are scanned, and shrinkwrap is removed. Each pallet is dealt with as an
individual unit, all parcels are scanned twice as “scanned into depot’ the
pallet is then rebuilt on the depot floor. Once all pallets have been
unloaded and scanned the depot await for a call from the account team to
confirm that the load received has reconciled to the pre-advice report
provided by the collation provider. If correct the depot are advised to scan
the traffic to route as per business as usual. Should any exceptions be
identified only those pallets directly affected should be sealed and held
back from the delivery process. The DfE are notified and confirm action to
follow.

+» At the close of each working day a confirmation status is established for
all items and this is confirmed back to the DfE as part of the daily
reporting process
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-Award Criteria -
Technical Merit -
Delivery Requirements

Parcelforce |
Worldwide

1.The Contractor must be able to
provide the following delivery services:
- Before 10am

- Before 12pm

- 24 hour

-48 hour .

- Point to point

- Same day

- Saturday morning delivery.

Please describe, making reference to
supporting evidence/examples, of how
you will meet this requirement.

Please see attached UK services document
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Award Criteria -

3.The Contractor must provide each
Awarding Organisation/Scanning
Bureau with an electronic manifest
containing the consignment numbers
- of all the packages being delivered in

Working within current practices we are committed to providing the
scanning Bureaus with an electronically advised figure for that days
inbound volume, this is received at dpprox 4am on each morning-of a bulk
despatch, in addition to this a hard copy manifest will be appended to

SR B I

Céﬁgfv?cri? Technical Merit - agZiQCZSOthEZ ?:z:,'[c;é 222\;(3? h(:)fJPSe each pallet contained within the trailer detailing the consignment numbers
Delivery Requirements IF; a dvgncé of delivery to the Scanning contained within the load. An electronic version is provided separately as
Bureau, Please describe, making. a confirmation for reconciliation purposes. *
reference to supporting .
evidence/examples, of how you will Please see example attached
meet this requirement.
130314 Parcelforce — Annex A V1
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‘ , 5.For deliverires to markers located at
residential addresses, the first delivery
attempt of the package must be made
on the day immediately following the
day of collection, which includes -
deliveries on a Saturday.: If the .
L delivery attempt fails a card or similar

Parcélforce Award_Criteria_- n'qtice svhoulq be left. (?onta_ct details , ‘ .
Worldwide Tec.hmcal Merit - will be contained on this notice to allow | Please see attached delivery process document

: Delivery Requirements | the marker to contact the Contractor to
o -make alternative delivery
arrangements. A full audit trail of
alternative arrangements must be
provided to DfE. Please describe,
making reference to supporting
evidence/examples, of how you will
meet this requirement.
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Parcelforce
‘Worldwide

Award Criteria -

Technical Merit -
Delivery Requirements

] e o

7.1f after the second delivery attempt to
a residential address, a package
remains undelivered it should be held

- securely at the Contractor's depot until
instructions are provided by the DfE or
the respective AO. No packages
should be returned to sender without
DfE's or AO's consent. Please provide
details of your current returns policy
and how you would meet our
requirement. '

The business practice established and in line with plans drawn up with the
Teaching Agency in it's former guise of QCDA were as follows. On first
attempted delivery all staff are briefed to attempt delivery to the addressee
only and if unsuccessful to leave a card and return the item to the depot,
however on the second attempt it has been agreed that if a delivery is
unsuccessful at the addressees premises that the-item/s can be delivered
into a local Post Office and held for a period of 16 days, the same would
apply for items returned to the depot (unless alternative arrangements are
requested). After this period the item/s would be returned to the AO. For
traffic being handled on behalf of the Standards and Testing Agency all
items are attempted to the address only and second attempt items are

returned and held at the depot whereby STA would be informed and

asked for confirmation of future action against these items. These are
defined processes within our depot environments and briefings are carried
out on a weekly basis via the Work Time Learning sessions during
programme activity. Parcelforce Worldwide are prepared to amend any of
the current procedures to align with DfE requirements.

130314 Parcelforce — Annex A V1
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; : Award Criteria -
; \F;\?gﬁzgﬁf Technical Merit -
Delivery Requirements

9.For deliveries to business address,
the first delivery attempt of packages
must be made on the day immediately
following the day of collection, Monday
to Friday. If the delivery attempt fails
the package should be returned to the
depot for a second delivery attempt the
following day. If the package remains
undelivered after the second delivery
attempt it shold be held securely at the
Contractor's depot until instructions are
provided by the DfE. Please describe,
‘making reference to supporting
evidence/examples, of how you will
meet this requirement.

Parcelforce WorldW|de propose the following procedures to satisfy
business address deliveries:

1. Deliver to the: address specified on the parcel and capture a full
signature.

2. If no one is available to sign for the item, an attempted delivery card will
be posted at the recipient address with contact details to arrange the |
redelivery-on a convenient day or instructions on where to collect the item
from and a map to our depot. The driver will then take the item back to
the depot and attempt the following day whether contact is made by the
recipient or not.: '

3. Follow stages 1 and 2 on the 'second attempt and then hold for 16 days.
‘The recipient can contact us at any time via phone, fax, email or the web

to advise when the parcel can be redelivered or they may choose to
collect from a Post Office™ branch or from the local Parcelforce
Worldwide depot.
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Award Criteria -
Technical Merit -
Security

Parcelforce
Worldwide

1.The Contractor should have a clearly

defined point at which it takes
responsibility for the security of a
package into its network, on the
understanding that on occasions the
Contractor will be required to collect
packages in bulk from a third party
organisation such as a Collation
Provider on the same day. Please

- detail where that point is and the

process you intend to follow to avoid
disputed collections with DfE's
stakeholders.

Parcelforce Worldwide will accept-responsibility for the security of all
containers (pallets) collected from the collation providers, a pallet scan will
confirm acceptance of this. Parcelforce Worldwide will handle these within
the network and scan all containers at key locations {Collection point, Hub
and delivery depot). On arrival at the delivery depot the containers are
broken down and all individual items are scanned to depot. At this point
Parcelforce Worldwide accept responsibility for all packages scanned as
received. They are reconciled against the pre-advice supplied by the
collation provider. The processes Parcelforce Worldwide have formulated
and used over the past 12 months have demonstrated a robust procedure
to reconcile and identify any anomalies.
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Parcelforce
Worldwide
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Award Criteria -
Technical Merit -
Security

Iforce — Annex AV1

3.To demonstrate that packages are
secure at all points in the process, the
"Track and Trace" information above
should be accessible to external
parties via the internet. Additionally, an
interface directly in to the Contractor's
systems for DfE to download reports
would be desirable. Failing this, DfE
requires daily reports from the
Contractor showing the delivery status
of all items, in the frequency set out in
the "call off order". Within this report it
must be possible to see consignment
number, delivery address, latest status,

depot and all scans as a minimum.

Please provide detail on how you
would meet this requirement? If a
system is in place that DfE can have

' access to, please provide screen shots

as an attachment to this question. if
you would need to generate reports for
us, please provide a specimen report
as an attachment to this question.

‘Responses which describe a system

which can be accessed to download
real time data reports will be awarded a
higher score.

Full track and trace is made available via our www.parcelforce.com site
providing full tracking data for items using the unique package
consignment number. Additionally we will provide enhanced daily reports
providing a summary overview and an exception report which details any
items that have not received a final status confirmation. The level of detail
contained will as a minimum provide the consignment number, delivery
address, latest status, depot and all scans. The frequency of this
information provided will be in line with the stipulations detailed within the
"call off order". Parcelforce Worldwide are currently in. the process of
further developing our reporting solution and will engage with DfE during
the development phase to ensure that this meets with the client's

‘requirements. We have attached a sample of the type of data that will be

provided.
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Worldwide
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Award Criteria -
Technical Merit -
Security

5.The IT systems employed by the
Contractor must be secure and
reliable. Please detail the steps that
are taken to ensure the security and
reliability of your IT systems. Please
provide as attachments, copies of
15027001 certificates if held.

Policies:. GroUp-wide information security policies, standards, principles,
patterns in line with ISO 27001 and Data Protection Act

Objectives: Confidentiality,' integrity, availability, people, process,
technology, trust and privacy.

Governance: Technology, information security and financial governance
via the Project Development Framework (PDF) to ensure security is
designed into projects '

information security and privacy impact assessments and threat modeling
information security requirements specification

Review of solution designs for information security services and controls
architecture ‘ :
Vulnerability assessments and penetration tests (for projects and BAU
systems) ' : .

Risk and Compliance: A single risk management framework and aBAU
brocess o assess the security compliance of business critical systems
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Award Criteria -

Technical Merit -

Security

7.The Contractor's drivers, including
any subcontractors/owner drivers, must

_be vetted Please describe the process

used for the recruitment and vetting of
drivers, including owner drivers (if
applicable). Where owner drivers are
used, please detail the proportion of -
owner drivers/subcontractors in your
workforce and the duties which they
have, which are different to the
Contractor's own drivers.

Please see attached document for overview of staff vettlng

Parcelforce Worldwide reallse the benefits of utlllsmg both employed and
owner-drivers. Combinations of these driver types provide variances of
fixed and variable costs allowing us to flex our resource to efficiently
manage volume fluctuations. In order to achieve this level of flexible
resource and costs; 25% of our drivers are self—employed

Our owner-drivers operate under the same processes as our employed
drivers, which gives us the added benefit of consistency of service and
process. Owner drivers are contractually obliged to prowde aII services in
accordance W|th Parcelforce Worldwide standards..




