Tender for the Provision of On-Street Civil Parking Enforcement in Buckinghamshire 

Ref: DNWA88K8D; inter. Ref. 1917.GA[image: image1.png]




[image: image2.jpg]



TENDER FOR THE PROVISION OF ON-STREET CIVIL PARKING ENFORCEMENT IN BUCKINGHAMSHIRE

REF: DNWA88K8D
Section 3
SPECIFICATION

Table of  Contents

1. INTRODUCTION & CURRENT PARKING ARRANGEMENTS

p 3
2. CONTRACT PERFORMANCE MANAGEMENT & MONITORING

p 5
3. CONTRACT MANAGEMENT AND ADMINISTRATION INCLUDING 
MOBILISATION








p 6
4. ENFORCEMENT - PATROL REQUIREMENTS



p 11
5. PAY AND DISPLAY MACHINE MANAGEMENT, CASH COLLECTION, 
HANDLING AND BANKING, MAINTENANCE AND INSTALLATION
p 17
6. NOTICE PROCESSING







p 21
7. CCTV ENFORCEMENT 







p 27
8. ICT FUNCTION








p 30
9. CONTRACTUAL REQUIREMENTS FOR FUTURE PARKING 
SERVICES









p 36
Glossary of terms and abbreviations
The following terms are used throughout the tender document:
	Appeal
	
	Representation against Councils decision to reject a representation 

	Bank Holiday
	= 
	Any bank or other public holiday (for England) declared by statue.

	Blue Badge 
	= 
	Disabled person’s concessionary parking badge  

	CC
	
	Charge certificate

	CCTV
	=
	Closed Circuit Television

	CEA 
	= 
	Civil enforcement area. 

	CEO 
	= 
	Civil enforcement officer 

	Challenge
	
	Informal representation to PCN issue

	Client Manager 
	= 
	Council officer responsible for overseeing this Contract. 

	Contract Manager 
	= 
	Contractor employee responsible for this Contract 

	Contractor 
	= 
	Company delivering the service detailed in this contract 

	Council 
	= 
	Buckinghamshire County Council. 

	CPE 
	= 
	Civil Parking Enforcement 

	Dispensation 
	= 
	Vehicular exemption from waiting restrictions 

	DVLA 
	= 
	Driver and Vehicle Licensing Agency. 

	HHC 
	= 
	Hand Held Computer 

	KPI
	
	Key performance indicator

	NP 
	= 
	Notice Processing 

	NTO 
	= 
	Notice to Owner, Statutory document 

	Operational Guidance 
	=
	The DfT’s Operational Guidance to Local Authorities: Parking Policy and Enforcement, Traffic Management Act 2004 November 2010 or any revised editions

	Parking Appeals Officer
	= 
	Council officer(s) responsible for dealing with representations and appeals 

	PCN(s) 
	= 
	Penalty Charge Notice(s). 

	Representation
	
	Formal representation to Notice to Owner issue

	RTA 
	= 
	Road Traffic Act 1991. 

	RTRA 
	= 
	Road Traffic Regulation Act 1984. 

	Statutory Guidance
	
	The Secretary of State’s statutory guidance to local authorities 

	Special Event 
	= 
	A period when changes to, or additional restrictions apply. 

	Suspension 
	= 
	Temporary suspension of waiting restrictions 

	TE3 / OOR
	
	Order Of Recovery

	TE7 
	
	Witness Statement

	TEC
	
	Traffic Enforcement Centre

	TMA
	=
	Traffic Management Act 2004

	TPT 
	= 
	Traffic Penalty Tribunal  

	Traffic Order 
	= 
	Traffic Regulation Order. 

	VDA 
	= 
	Vehicle drive away 

	VRM 
	= 
	Vehicle Registration Mark. 

	Warning Notice 
	= 
	An alternative to a PCN, issue 

	Zone 
	= 
	An area of restricted access or parking. 

	
	
	


1. INTRODUCTION 

1.1. Contract Term
1.1.1 Buckinghamshire County Council wishes to appoint a Contractor for a minimum 5 year period. There will be the possibility to extend the Contract for a further 3 and then another 2 years, both will be subject to satisfactory performance. 
1.2. Contract Area
1.2.1. The Contractor is required to enforce the existing 3 Buckinghamshire CEA’s within the districts of Aylesbury Vale, Chiltern and Wycombe. 
1.2.2. The remaining district - South Bucks has not converted to CPE at present, but it is our intention to do so during the lifetime of this Contract. When South Bucks becomes a CEA, the provisions of this Contract and the rates applied for the provision of services will be extended to include South Bucks and cover the operation for the remaining period of the Contract. 
1.2.3. Milton Keynes is a Unitary Authority and although within Buckinghamshire, falls outside the remit of this contract.
1.2.4. The county of Buckinghamshire is set in the heart of the Home Counties and includes the Chiltern Hills, River Thames and Aylesbury Vale making it a popular residential area and destination for visitors.
1.2.5. The County is approximately 50 miles long and 10 miles wide at its narrowest point. The main towns are High Wycombe with a population of around 77,000 and Aylesbury with a population of around 69,000. 
1.2.6. The County's population at the 2001 Census was 479,000. Just under 49% of the population are employed and of those that are, 70% (166,000) travel to work by car. Data from the Labour Market Bulletin for April 2010 shows unemployment for Buckinghamshire is 2.3% which is lower than the average for the South East excluding Greater London at 3.1% or national average of 4.1%
1.3. Parking Services -
current arrangements 
1.3.1. Buckinghamshire County Council (the Council) currently operates CPE in three of the 
four Buckinghamshire districts. Under the current arrangement, District Councils have been delegated responsibility to operate their respective CEA for all parking services. Each District Council has been served notice as to this agreement and the termination date of the respective delegated enforcement responsibility is set out below:
Wycombe DC

22 Sept 2011
Chiltern DC


22 Sept 2011 (anticipated)

Aylesbury Vale DC

31 March 2012 
1.3.2. Each District works under a separate partnership agreement with the County Council and they undertake all enforcement cash collection and notice processing for on- and off-street parking functions. It is felt that this is not the most efficient delivery of the service and it would be more effective if the delivery of on-street parking services were centralised. 
1.3.3. All four District Councils within Buckinghamshire have confirmed that they wish to retain the enforcement, cash collection and notice processing functions for their respective off-street car parks. It is anticipated that this position will not change during the lifetime of this contract.  Under the above arrangement for the year 2009/10, the annual parking reports to DfT indicate the following information regarding on-street operations:

PCN’s issued (collectively): 



23,361

On-street CEO numbers (per district area):






Wycombe

19





Aylesbury Vale
8.5






Chiltern

3

KM of restricted highway (est.) 










Wycombe

120






Aylesbury Vale
90






Chiltern

90

2. CONTRACT PERFORMANCE MANAGEMENT & MONITORING

2.1 KPI’s 
2.1.1 KPI’s will form the main Contract monitoring tool and the basis for assessing the effectiveness of the Contract. The delivery of the KPI’s will be used to measure the performance of the contract and enable the Council to use measureable information to consider decisions about future contract extensions


The suite of KPI’s is a separate document forming part of this contract

2.2 Contract Monitoring
2.2.1 The Contractor will be expected to meet with the Council on a monthly basis to review and minute financial information, KPIs, and other relevant on-going matters arising 
2.3 Annual Parking Report 
2.3.1 The Council is required to publish an Annual Parking Report on the performance of the CPE operation for each financial year, usually by October. The Client Manager will provide templates for the report and require the Contractor to produce technical and statistical information for approval by the Council
2.3.2 It should be noted that the Council will make reference to the performance of the 
Parking Services Contract in the Annual Reports 

2.4 CEO Monitoring
2.4.1 The Contractor shall regularly monitor the activities of its deployed CEO’s by means of appropriate periodic location checks, or other tracking technology. This may also be undertaken in association with the Council’s parking staff.
3. CONTRACT MANAGEMENT AND ADMINISTRATION INCLUDING MOBILISATION
3.1 Management Concept 
3.1.1 Buckinghamshire County Council is seeking to enter into a partnership with a Contractor who will manage those aspects of the CEA operation as specified. The Council will meet the Contractor’s agreed management and operational costs on a monthly basis over the full period of the Contract so that the Contractor is able to cover its operational costs and to make an acceptable return on its investment. 
3.1.2 Successfully operating such a partnership concept will require close co-operation and mutual interests to be defined, respected and where necessary, re-defined during the course of the Contract life. Monthly monitoring meetings will be held to review the performance of the contract.  Regular operational meetings will be conducted to ensure that the interests of the Contractor and Council are being realised, relative to the framework of financial management, good enforcement practice, public acceptability and meeting the overall objectives for the CEA. 

3.2 Client Manager Responsibilities 
3.2.1 The Council will nominate a Client Manager who will oversee the running of the parking service. The Client Manager will be the first point of contact with regard to the operation of the CEA and will be responsible for managing the Contract. Their activities will include:​
A. Monitoring the service delivery of the Contract 

B. Certifying acceptance that works have been undertaken to the Council’s satisfaction. 
C. Overseeing the operation of the CEA. 
D. Overseeing the decision making process for relevant correspondence. 

E. Evaluating complaints

F. Liaising with the Contractor’s Manager with regard to enforcement, cash collection and notice processing operations. 

G. Attending (where appropriate) appeal cases at TPT. 

H. Signs and lines maintenance

3.3 Contract Aims And Objectives For Parking Services
3.3.1 The Council requires a flexible partnership approach for the provision of all parking services. However the Contractor must be aware that nothing in the contract Agreement shall be construed as creating a partnership or a contract of employment between Buckinghamshire County Council and the Contractor.

The objectives are set out below:
A. Ensuring that prohibitive-type contraventions are minimised, 
B. Managing the traffic network to ensure expeditious movement of traffic, (including pedestrians and cyclists), as required under the Traffic Management Act Network Management Duty
C. Fulfilling the objectives of the transportation strategy as set out in the County Council’s Local Transport Plan
D. Managing and reconciling the competing demands for kerb space 

E. Ensuring that permissive parking places are used appropriately. 
F. Ensuring that enforcement is undertaken within at least the minimum requirements of the Contract specification. 
G. Working to deliver a self financing CEA.
H. Operating with a high level of customer care

3.4 Mobilisation
3.4.1 The Council intends to phase the implementation for the service into the initial three CEA designated District areas over a period of 6 months.

The Council intends to have the contract operational by 1st September 2011, at which time it is anticipated that the service will cover the WDC and CDC areas. The AVDC area is to become live in March 2012.  The fourth District – South Bucks, does not currently have CEA status, however it is intended that this area will gain CEA status during the term of this contract and that this District area will become an integral part of this contract.

3.4.2 The process of implementation will be monitored by the Council to ensure that effective project management is applied and that timetables and commitments are fulfilled. The Council manages projects using Prince2 principles and would expect the Contractor to adopt these practices.

3.4.3 On the award of the Contract, the Contractor will refine the mobilisation programme submitted in their tender and agree the revisions, if any, with The Council. This programme, once agreed, will form the basis of monitoring the success of the implementation process which will be managed monthly using the contract KPI’s.

3.5 
Enforcement Operational Base(S)
3.5.1 The Contractor is required to provide accommodation for:
A. The management and control of the parking operation

B. The use by Contractors staff 

C. The parking of operational vehicles

D. The storage of any required equipment and documents and other consumables 

E. Cash collection operations unless the Contractor identifies a separate      location

3.5.2 The accommodation provided by the Contractor is required to include a central communications centre to which all CEO’s and mobile units are linked.
3.5.3 In the event of the Contractor defaulting on any payments in connection with the premises, the Council will not be liable for any such default.
3.5.4 The Council shall not be refused reasonable access to the base to undertake any parking related business
3.6
Back Office Accommodation
3.6.1 The Contractor will be required to provide accommodation for their own use at a location of their choosing to deliver the service
3.6.2 The Contractor shall be responsible for all rents, business rates, service charges, maintenance, insurance, alterations, furnishing, computer facilities, telephones, facsimile machines, electricity, gas and water and other charges relating to the operation and the security of the premises. In the event of the Contractor defaulting on any payments in connection with the premises, the Council will not be liable for any such default.
3.6.3 The Contractor is required to ensure that any lease for the accommodation is in their name. The lease must be valid for at least the period of the Contract. Copies of all leases are to be provided to the Council within one week of completion. 
3.6.4 The Council shall not be refused reasonable access to the office premises to undertake any parking related business
3.7 Transportation - Vehicles And Their Use
3.7.1 In order to meet all elements of the parking services requirements throughout the county, the Contractor will require the use of transport. On occasion, there will be additional requirement to undertake enforcement of: Special Events, Temporary TRO’s and Experimental TRO’s
3.7.2 The Contractor will be responsible for all aspects in relation to the provision and running costs of these vehicles.
3.7.3 The decision as to the application of corporate livery style of each of the contractor’s operation vehicles will rest with the Council and will be agreed after the award of the contract. 
3.7.4 No dispensation from the parking regulations will be allowed for vehicles used in relation to the enforcement Contract or operations. The Contractor will be responsible for ensuring that their vehicles do not park in contravention of waiting restrictions. It will also be the responsibility of the Contractor to obtain secure parking facilities for their vehicles when they are not being used for operational purposes. 

3.8 Signs And Lines Enforceability
3.8.1 During the mobilisation period of the contract, the Contractor will be required to inspect all relevant enforceable signs and lines and agree with the Council, their condition and level of enforceability. Any defects discovered during this initial check shall be reported to the Council’s Client Manager so that remedial works can be mutually agreed and resolved. 

3.9 Plans And Traffic Regulation Orders 
3.9.1 The County Councils TRO’s are consolidated into map-based plans in GIS format. Maps showing the locations and types of waiting restrictions in Buckinghamshire 
can be accessed through the following web link 

http://apps1.buckscc.gov.uk/eforms2005/TRO/
3.10 Design Of Enforcement Beat Routes
3.10.1 The Contractor will be expected to design a parking enforcement regime and submit it for approval to the Client Manager. It will be important that the Contractor maximises the efficiency of the routes and will be monitored by the Council through the KPIs

3.11 Administration Procedures
3.11.1 Following award of contract, a manual of agreed formalised procedures will be introduced that clearly sets out and identifies work practices
3.12 Banking of Income
3.12.1 The banking procedures for income generated by all elements of the contract will be agreed with the Council prior to commencement of the Contract. This is set out in the Conditions of Contract
3.13 Implementation of ICT Services 
3.13.1 Information as to accessing the Councils ICT network is set out under the section headed ICT Function 
3.13.2 All data remains the property of the Council at all times
3.13.3 The successful Contractor will provide the ICT services as detailed below:- 
A. Implementation, up to acceptance,

B. Migration of data from the existing enforcement operations
C.  On-going service provision

3.13.4 On the award of the Contract, the Contractor will refine the implementation programme submitted in their tender and agree the revisions, if any, with The Council. This programme, once agreed, will form the basis of monitoring the success of the implementation process. 
3.13.5 It is considered vital that the ICT development stage is kept separate from the operational 
aspects of the ICT service in order to maintain control of the system. The Contractor will be expected to manage a handover of responsibility from the sections of the project which are concerned with development and testing of the service to those concerned with operational use.
3.14 Purchase and Control of All Parking Stationery 
3.14.1 The Contractor will be responsible for the procurement and storage of all stationery and consumables for the operation of Parking Services

3.14.2 A PCN or the envelope containing it shall have a self-adhesive backing for fixing to the vehicle, be brightly coloured and waterproof. 
3.14.3 A PCN is an item of controlled stationery. In accordance with DfT guidance, the Contractor will be required to implement a procedure for the unique allocation of numbers to PCNs which will include full trace facilities of PCNs to be available,
3.14.4 The Contractor must be able to identify by District where each parking permit, PCN, suspension and dispensation is issued and must be able to establish and report the numbers issued per district and their respective value. 

3.15 Provision of Communications Capability
3.15.1 The Contractor will be responsible for providing and establishing the required links to the DVLA, the TEC and to TPT, and to any other bodies that the system may be required to interface with, for the purposes of fulfilling the Contract. It is the Council’s intention to submit TPT appeals forms electronically and to ensure that the appeals-form template is populated by the notice processing IT system wherever the data to be entered is held on the system

3.16 Customer Services
3.16.1 At all times, the Contractor’s staff will deal with customers in a polite and helpful manner. It is essential that staff must be fully trained in dealing with customers in the provision of the services covered by this Contract. 
3.16.2 The Contractors staff must be broadly aware of where to refer customers for non-related parking information in the event of callers enquiring about other Council services. Contact numbers and names where appropriate will be supplied by the Council prior to the commencement of the operation. 
3.16.3 Staff dealing with customers must have good telephone skills and as a minimum, be able to answer general questions regarding parking in Buckinghamshire and the matters relative to the contractors service provision
3.17 Freedom of Information Act and Environmental Information Regulation
3.17.1 Where requested, the Contractor is required to provide relevant information to the Council in relation to the Freedom of Information Act and Environmental Information Regulations.  The Contractor must compile a detailed response within the agreed timeframe and forward an electronic draft of the response to the Council 

4 ENFORCEMENT REQUIREMENTS

4.1 Contract Aims and Objectives of the Enforcement Operation 
4.1.1 The general aims of the Council under CPE operation is to encourage motorists to comply with permissive and prohibitive waiting restrictions 
4.1.2 Enforcement of waiting restrictions must be firm but fair and carried out overtly. The times for patrolling the beats will vary from day to day so as to ensure that the general public cannot predict the time of day of a patrol while still ensuring the frequency of patrols occurs within the specification of the Contract. 
4.1.3 The number of patrols to various locations should be scheduled to ensure that traffic sensitive routes are covered during peak times and ‘congestion hot spots’ where parking contraventions are more likely to occur, are patrolled more frequently than others. 
4.1.4 The Contractor will patrol all restricted streets to frequencies as agreed by the Client Manager. Enforcement of a street patrol should include the patrol of the entire length of restrictions within that street
4.1.5 Any proposal to permanently vary the levels of enforcement activity from the Contract will be agreed and confirmed in writing. The Contractor on receipt of the confirmation will implement the changes within one calendar month from the date of receipt 
4.1.6 Minor variations to the agreed beats arising from temporary restrictions that can be accommodated within the Contractor’s normal resources will be implemented within two days of receipt of the request. 
4.1.7 The Council has deliberately not set any standards as to the 
proportion of PCNs issued by any category of contravention, but expects the Contractor to operate the enforcement regime fairly across all types of contraventions.
4.1.8 To manage all on-street pay and display machines situated within the CEA’s  

4.2 Standard Patrolling Hours 
4.2.1 The core hours for on-street full deployment within Buckinghamshire will be between 8:00am to 6:00pm Monday to Saturday. 

4.3 Reduced Patrolling Hours 
4.3.1 Reduced deployment will take place initially two evenings per week on an agreed basis between Monday and Saturday from 6.00pm to 10.00pm. 
4.3.2 Reduced deployment on Sundays and Bank Holidays will be required on an ad hoc basis, to be agreed with the Council
4.3.3 The Council may from time to time require the Contractor to provide extra enforcement where special events, temporary or experimental restrictions apply and where peak traffic flow could be compromised by inconsiderate parking
4.4 Civil Enforcement Officers
4.4.1 The calibre of staff is critical to the success of the entire operation. The Contractor will be expected to employ sufficient and suitably qualified staff to perform all of the duties of this Contract. All staff must be capable of handling a customer interface that can frequently be tense, aggressive and difficult. Any allegation of rudeness will be investigated under a discipline procedure The attitude adopted by the Contractor’s staff will reflect on the Council and staff must be aware of the need for politeness and a helpful attitude at all times regardless of the situation. Tact, restraint, appearance and diplomacy will be an important characteristic of employees. 
4.4.2 The Contractor will ensure that CEO’s carrying out parking enforcement patrols will apply appropriate, consistent enforcement measures to all contravening vehicles that they discover in a firm but fair manner, in order to achieve compliance with the parking regulations. 

4.5 CEO Training
4.5.1 The Contractor must have suitable training programmes in place for their staff. All CEOs must have the City and Guilds Level 2 Award for Civil Enforcement Officers (Parking) QCF (No.1889-01) course before commencement of duties on-street including training on HHC data transfer where required through third party training
4.5.2 The Contractor must also ensure that appropriate training is given in handling difficult or aggressive customers and must make arrangements for procedures to be followed in the event of threatening or abusive behaviour from the public. The Contractor will instigate a programme of refresher/staff development for each level of staff 

4.6 Uniforms 
4.6.1 The Contractor shall provide a uniform for each CEO, at least to the minimum requirements of the Operational Guidance to Local Authorities – Parking Policy and Enforcement published by the DfT in November 2010 (or any subsequent amendment). Whilst on duty, all CEO staff must wear a uniform. It must incorporate a unique number on the epaulette. The Contractor must ensure that each member of staff carries a sealed identifier badge containing a photograph, number, employer and designation of the member of staff. The design of the badge should be submitted to the Client Manager for approval. The Contractor must replace items of the uniform as and when necessary to maintain standards 
4.6.2 Any CEO incorrectly dressed must not be allowed to go on patrol until the discrepancy has been rectified at the Contractor’s cost. 
4.6.3 Uniforms must not be worn off-duty.
4.6.4 The Council’s Client Manager and the Contractor will monitor the appearance of the CEO’s while they are deployed on-street. If a CEO is considered to be inappropriately dressed the Contractor may be required to recall the CEO from duty 

4.7 Hand Held Computers (HHC), Printers and Digital Cameras 
4.7.1 It is the Councils preference that HHCs should be fitted with an integrated digital camera and printer. CEO’s will be required to capture a minimum of 3 clear digital images, each showing the date and time of capture, per PCN issue as a means of recording evidence. The Contractor shall provide the CEO with any other equipment to ensure that, once deployed; the CEO can efficiently and effectively undertake enforcement duties without the need to return to the Contractor’s base. Scanned images must be uploaded to the notice processing ICT system and reconciled to the PCN case and available to view within 1 working day from the day of PCN issue. 
4.7.2 The Contractor shall provide, at the start of each shift, each deployed CEO, with a suitably robust, working HHC for the recording of data related to a contravention and for the production of the PCN. For the purposes of this Contract, HHC numbers should be calculated according to one unit per CEO with the availability of further units in the eventuality of breakdowns of faults. 
4.7.3 HHCs must be capable of enabling CEOs to undertake their duties. The equipment and all associated software and or web connectivity must be agreed prior to the start of the contract and any changes to the agreed specifications made during the life of the contract must be agreed with the Council
4.7.4 The Contractor shall at all times have enough operational HHCs, spares and associated consumables available to equip all those CEO’s due to carry out enforcement duties.
4.7.5 The Contractor shall immediately replace any items of equipment essential to CEO enforcement duties which fail whilst in use. 
4.7.6 Responsibility and liability for the selection, operational performance and any resulting problems with associated CEO enforcement related equipment will be the responsibility of the Contractor. Any alterations must not interfere with enforcement activities. The cost of any alterations and maintenance to the equipment shall be borne by the Contractor.
4.8 Communication Equipment 
4.8.1 The Contractor shall be responsible for the provision and maintenance of the communication equipment at all times.
4.8.2 For operational and safety reasons every CEO, whilst deployed, must be equipped with a suitable working means of communication. 
4.8.3 The Contractor will be responsible for the provision, maintenance and obtaining any licences and/or approvals required for the operation of communications equipment during the life of the contract. 
4.8.4 The Contractor is expected to agree a procedure with the Council to manage regular contact with its CEO’s whilst they are on patrol duties to maintain awareness of their current status and operating locations.

4.9 Issue of Penalty Charge Notices
4.9.1 CEOs will issue PCNs to all vehicles encountered during the course of their duties parked in contravention of appropriate restrictions, except where the Council’s enforcement policies require otherwise. The Contractor must ensure that the Council’s requirements are taken into consideration whilst designing its proposed parking enforcement regime.

4.10 Pocket Book Evidence 
4.10.1 Information recorded should provide written evidence as necessary to fully support and record locations of the CEO’s patrol and any detail of conversations or observations relevant to the issue/non-issue of a PCN. The Contractor must have provision for the scanning of manual pocket book entries onto the notice processing ICT system and the scanned entries must be available to view within 1 working day from the day of the issue of the PCN. 
. 

4.11 Retention of Documentary Evidence
4.11.1  All information associated with the issue of PCNs must be retained by the Contractor for possible future Appeals. The archive storage provision will continue throughout the term of the contract and any extension for up to 12 months thereafter.

4.12 Warning Notices 
4.12.1 The issue of warning notices will be in accordance with the instructions of the Client Manager and will be used throughout the life of the Contract. The use of warning notices should be available to the CEO through the HHC. The Council’s procedures will specify the range of contraventions for which a warning notice can be issued. The information detailed on the warning notice should be the same as that for a PCN.

4.12.2 The Contractor will be responsible for the provision and issue of warning notices. The design is to be provided by the Council 
4.12.3 Where a CEO discovers a vehicle where the road fund licence has expired or is not displayed, the Council requires the CEO to issue a warning notice against that vehicle advising that the DVLA are being informed. This should be undertaken whether or not the vehicle is in contravention of a waiting restriction

4.13 Monitoring and Reporting Damaged/Defective Waiting Restriction Lines and Signs and Associated Street Furniture 
4.13.1 CEOs are expected to report any instances of damage to signs, road markings and pay and display machines whilst carrying out their normal patrols or any other site visits. They are required to gather appropriate photographic and written evidence supporting such defects and in particular notes should be made where it has not been possible to issue a PCN or the defect has apparently been caused by any reinstatement of the highway 
4.13.2 The Contractor must adopt a procedure to be agreed with the Client Manager to report faults for appropriate action. 

4.14 Public Assistance
4.14.1 CEOs must be helpful and courteous to the public at all times and be prepared to answer questions, offer advice/directional instructions when requested.
4.14.2 If a CEO receives a specific request from the public for enforcement action they should, if possible, respond to the request. If it is impractical or out of scope for the patrol in question they should pass the request through to the Operations Base staff who should arrange for appropriate action. The Operations Base may also directly receive requests from members of the public for specific enforcement in specific areas who would, again arrange for appropriate action where possible. 

4.15 Abandoned Vehicles 
4.15.1 Details of suspected abandoned vehicles should be noted in the CEOs HHC / pocket book. The Contractor will report the details of any such vehicles within 24 hours, or the next working day, to the Client Manager who will determine whether further PCNs should be served or, alternatively, arrange for the vehicle to be treated as abandoned. PCNs should not be served on vehicles displaying official “Police aware” notices or a Council “abandoned vehicle” notice. 

4.16 TRO, Parking Bay Suspensions and Information Notices
4.16.1 When required, the Contractor will be responsible for the printing, placement, maintenance and removal of weatherproof temporary Public Notices for promoting all relevant TROs. A record of these activities must be provided in accordance with the Councils procedure. 
4.16.2 Advance warning notices for parking bay suspensions shall be erected as set out in the procedures 
4.16.3 On occasion, a parking bay suspension may require the placement of cones as approved by the Council to reinforce the bay suspension. The Contractor will hold a sufficient number of cones to manage the function effectively
4.17 Dispensations
4.17.1 The Contractor will be responsible for processing and issuing such applications  on the Contractors Notice Processing system in accordance with the Councils procedure 

4.18 Enforcement Discretion
4.18.1 It is not considered good practice to allow CEO’s discretionary power in respect to considering any discretion regarding notices displayed on a vehicle: for example; a label, notice, or hand written note, claiming consent, mitigating circumstances or the current location of the motorist. This could lead to indiscriminate enforcement and compromise the CEO. Any discretionary decisions are to be considered only by the notice processing staff in accordance with Council policy

4.19 CEO Attendance at TPT Appeals
4.19.1 CEOs will be required to attend Appeal hearings and may be expected to give evidence in support of the PCN served when requested.  If requested CEOs will be available for interview where TPT investigations are ongoing. 
5 PAY AND DISPLAY MACHINE MANAGEMENT, CASH COLLECTION, HANDLING AND BANKING, MAINTENANCE AND INSTALLATION
5.1 Pay and Display Ticket Provision
5.1.1 The Contractor will be responsible at all times for ensuring that there is a sufficient stock of tickets within each pay and display machine such that the machine does not go out of order due to lack of tickets. The serial numbers of any tickets installed in the machines are to be recorded on the maintenance database. 
5.1.2 The Contractor shall ensure that adequate stocks of pay and display tickets are retained and are stored safely and securely. The Contractor shall ensure that a record is maintained of stocks for inspection by the Client Manager at all reasonable times.  
5.1.3 The Contractor shall be permitted to sell advertising space on the reverse of the pay and display tickets as part of this Contract. Each proposed advertisement is to be submitted for approval by the Client Manager prior to any order being placed with the supplier. 
5.1.4 The income received from the sale of advertising space on pay and display tickets shall be equally split between the Council and the Contractor

5.2 Pay and Display Machine Management and Maintenance 
5.2.1 The Contractor will be required to provide the day-to-day maintenance of pay and display equipment for the whole period of the Contract, including any agreed extension period. The Contractor will record and report all maintenance requirements and machine failures to the Council on a monthly basis, including a record of down-time.
5.2.2 During the mobilisation period of the contract, the Contractor will be required to inspect all pay and display machines and agree with the Council, their condition and level of serviceability. Any maintenance requirements discovered during this initial check shall be reported to the Council’s Client Manager so that remedial works can be mutually agreed and resolved. 
5.2.3 The Contractor shall ensure that each operational pay and display machine is checked for correct operation on each working day that the controls apply. The check must include:-
A)
The production of a test ticket by appropriate means
B)
The test tickets produced must be logged for filing at the Contractor’s base for retention for one calendar year. 

C) 
The correct time is displayed

5.2.4 The Contractor shall be responsible for ensuring that all tariff boards and facia information is kept up to date. Where possible, tariff changes should be undertaken through the use of the remote access. All new labels, tariff cards, instruction plates, etc., shall be approved, in draft, by the Council prior to 

installation.
5.2.5 The Contractor will be required to provide first and second line maintenance to facilitate the functional operation of all pay and display equipment.

5.3 First Line Maintenance 
5.3.1 This includes monthly internal cleaning of the machines clearing ticket /coin / foreign object jams, replacing printer rolls etc. Resolution of first line maintenance will be implemented within 2 hours of being reported, during core operational hours. The Contractor will be responsible for ensuring that the 67 battery powered machines in High Wycombe are kept fully functional during all operational hours; this will include regular routine charging and rotation of batteries. 
5.4 Second Line Maintenance 
5.4.1 This includes technical repairs, for example; repair or replacement of any mal-functioning electronic components etc. The Contractor will report such faults to the Council and keep an accessible record of faults and repairs. Resolution of second line maintenance and repair will be implemented within 8 hours of being reported, during core operational hours, unless otherwise agreed with the Council 
5.4.2 All parts used in the repair of pay and display machines shall be obtained from the original pay and display machine manufacturer, unless prior approval is given by the Council to use an alternative supplier. 

5.5 Pay and Display Machine Monitoring – Remote Access Network 
5.5.1 The Council currently have 5 Parkeon Strada pay and display machines situated in Aylesbury fitted with the live status network. The status of these machines is accessible through the parkeon network system, (through a web based application). In Chiltern District, there are 3 Cale Bripark MP104 pay and display machines using a similar monitoring application. 
5.5.2 The Contractor shall reset calendar and clock settings as needed including changes between British Summer Time (BST) and Greenwich Mean Time (GMT), so that clocks are set at the correct time before the start of controlled hours at parking places on the day following a change from one time to another (BST to GMT etc.). 

5.6 Emergency Call-out 
5.6.1 In the event that an emergency arises such that a pay and display machine is in a dangerous condition, the Contractor will inform the Council, who will undertake emergency repairs in line with Council procedure.

5.7 Cash Collection, Handling and Banking 
5.7.1 The Contractor must provide all the equipment and transportation necessary for 
the efficient operation of the cash collection operation. Although the following list is not exhaustive, this must include; PCs, Printers, scanners and copiers for office use, cash counting machines, and associated consumables such as cash bags etc
5.7.2 The Contractor shall be responsible for the collection, counting, secure storage, transfer of cash between sites and banking of money. The Contractor will also hold full liability for the replacement of any lost funds. The Council requires that the Contractor produces an effective cash collection and security procedure to be agreed by the Council prior to the commencement of the contract. All cash collected must be accountable and identifiable by the District area from which it has been collected.
5.7.3 The Contractor will provide the council with a list of staff having access to the keys to pay and display machines and a log of all keys held. 
5.7.4 The initial frequency of cash collections from pay and display machines will be agreed with the Council, prior to the commencement of the contract. This will be reviewed through the monthly monitoring meetings.
5.7.5 An audit ticket/record from each pay and display machine is required following each collection. It must accompany each collection record and detail the date and time of the cash collection, give details of the overall cash collected broken down by coin denomination (and where used, any other payment method), The audit record shall be reconciled against the monies banked. Any anomalies between the amount collected, the audit ticket and the amount banked will be reported to the Client Manager
5.7.6 Any cash found inside the pay and display machine belongs to the Council
5.7.7 Under no circumstances will cash be handed out to any member of the public. Any member of the public who demands a cash refund should be directed to apply in writing to the Contractor. 
5.7.8 Money must not be accepted in person from any member of the public for payment of a ticket. They should be directed to use an alternative pay and display machine where possible or asked to wait until the machine is back in working order. 
5.8 Pay and Display Installation
5.8.1 The Contractor will be responsible for the completion of all the civil works, including the co-ordination, supervision and administration of the works involving the installation of pay and display machines. The Contractor will need to agree all works with the Client Manager prior to commencing such works. The Contractor will arrange and monitor a programme with each sub-Contractor, supplier, local authority (Buckinghamshire) and Statutory Undertaker, and obtain and supply information as necessary for the co-ordination and completion of the work.
5.8.2 The following link identifies procedures, conditions and applications that must 
be made prior to undertaking highway excavations etc. https://apps2.buckscc.gov.uk/ecommerce/process/product/productcalalogue.aspx
5.8.3 Whilst undertaking any pay and display machine installation, or maintenance works, the Contractor will be required to ensure that his operation meets the following minimum standards:-​
A. The Contractor or their sub-Contractor shall comply with any Statute, Statutory 
Instrument, Health and Safety Regulations, rules and regulations etc., of the 
Highway Authority, the Council or direction of the Client Manager relevant to 
the performance of the Contract. 

B. The works shall be arranged, and undertaken in compliance with the Councils/highway authorities procedures and in accordance with CDM regulations and the published safety policy and with due consideration and safety for all highway users and any persons in locations or property adjacent to the works and any services already in-situ 

C. The works must not unnecessarily obstruct the highway, but adequate provision must be made, where necessary, for safe and secure pedestrian movement if the footway is partially obstructed during the installation of the machines or pedestals/cradles. All works must follow the Councils approved TMA 2004 noticing procedures

D. The Contractor will be responsible for procuring the installation works including delivery and storage costs of materials, machines, and cradles/pedestals. Costs will be attributed to the Council’s parking account

E. The Contractor will be responsible for any electrical connection and disconnection works undertaken by the Contractor, making good any damage to the highway (or carriageway) caused by these works, to nationally recognised standards and time scales, Costs will be attributed to the Council’s parking account

F. Where the materials, products and workmanship are not detailed, or specified, they are to be suitable for the purpose and in accordance with nationally recognised standards 

G. The Contractor will responsible for the disposal of replaced pay and display machines and any income from disposal will be divided equally between the Council and Contractor.

6 NOTICE PROCESSING

6.1 Contract Aims and Objectives of the Notice Processing Function
6.1.1 The Council requires a flexible partnership approach to the administration of PCNs and parking permits, suspensions, dispensations etc. Ensuring good relations are maintained with the public, all organisations and bodies considered suppliers or customers, the Council and the operational element of parking services in respect of cases that need to be progressed.
6.1.2 The Contractor must be aware that nothing in the contract Agreement shall be construed as creating a partnership or a contract of employment between Buckinghamshire County Council and the Contractor.
6.1.3 The objectives are set out below.
A. To provide an efficient back office function for the Council’s parking    services.

B. To maximise PCN recovery and minimise associated overheads in respect to the parking services function

C. Ensuring that good customer care is maintained at all times 
D. Ensuring that all relevant documentation is electronically readily available to all users and appropriately archived as agreed within the procedures. 

6.2 Notice Processing Staff
6.2.1 The Contractor’s staff must, at all times, deal with customers in a polite and helpful manner. As a minimum, staff must be able to handle the following types of enquiries: 

A. Ensuring that all correspondence pertaining to an individual PCN is accurately referenced so that all cases can be appropriately progressed 
B. General questions regarding parking in Buckinghamshire.

C. That all points in any correspondence received are fully addressed reducing the number of repeat queries, ensuring that all correspondence is responded to within statutory timescales 

D. Ensuring that all automated progressions are dealt with within the statutory timescales

E. Ensuring that all permit processes are accurately followed in accordance with agreed procedures

F. Ensuring that all payment and banking processes are accurately followed in accordance with agreed procedures and legislation

G. Ensuring that all suspension and dispensation applications are accurately followed in accordance with agreed procedures

6.3 Notice Processing Staff Training 
6.3.1 The Contractor will provide a programme of training on all elements of the notice processing ICT system for all staff including Council staff that will use it. There will also be a constant need for the Contractor to provide ongoing training for new staff within the Council and for Contractor staff, as well as for software upgrades. The Council would prefer the Contractor to deliver self-help training 
through the use of remote on-line training, rather than personal training.
6.3.2 For staff carrying out the notice processing function it is a requirement of this Contract that they all obtain the City and Guilds Level 3 Award for Notice Processing QCF (No.1916). 

6.4 Correspondence Management
6.4.1 All incoming correspondence must be date stamped on the day of receipt and scanned, indexed and retained on to the notice processing ICT system together with the incoming envelope showing the postmark. This must be available to view by all users.
6.4.2 Freedom of information and environmental information requests, which must be drafted by the Contractor and then sent for the Council to approve, prior to sending.
6.4.3 Formal representations will be considered and responded to by the Council. The notice processing ICT system must allow access to all case-history and allow Council staff data access to determine the next stage in the PCN representation. This must allow appropriate staff the option to select and file cases to be electronically sent for registration to TEC, for TPT adjudication and to Bailiffs  
6.4.4 The Contractor will be responsible for the automated progression of all cases where there is no challenge or representation received; this will be the case up to and including corresponding with TEC for Order of Recovery, warrant of execution and progression to Council appointed bailiff(s) 
6.4.5 The Contractor will prepare background information for cases that are required to be presented by the Council for appeals at the TPT
6.4.6 It is the Council’s intention to submit TPT appeals electronically and to ensure that the appeals-form template is populated by the notice processing IT system wherever the data to be entered is held on the system. 
6.4.7 The return address of all correspondence will be to the contractor’s office

6.5 General Notice Processing Reporting Requirements 
6.5.1 The Contractor will provide a general facility to all permitted users, to enable access to the database to respond to general enquiries or to produce management or ad hoc reports based on all data held on the system. It is anticipated that such access will be strictly controlled, and such controls will be agreed by the Council. The notice processing system must be capable of allowing at least five Council user’s access simultaneously.
6.5.2 The Contractor will be responsible for handling and responding to the majority of correspondence received and it is vital that the notice processing system operates quickly and effectively. It is considered essential that the Contractors word processor system fully integrates and interfaces with the HHC’s and 
notice processing application software. It must also be capable of automatically importing case details (including digital photographs) to outgoing correspondence without operator intervention. It must also be possible for the system to enter the user details into any outgoing letter, for example giving the user’s name and telephone number as a contact.
6.5.3 The Report Generator must be capable of creating reports for regular use, with all of the normal facilities of producing headings, breaks, totals etc. Operators must be able to select the number of copies of a report, and the destination of the printer output. When defining a report, users must have the option of running the report straight away or of scheduling the report to run at a pre specified or off peak time. 

6.6 Notice Processing Staff Duties
6.6.1 The Contractor must ensure that the notice processing ICT system is updated as soon as any action is taken in respect of a PCN and that the system reflects accurate and up to date information at all times.   The system must be able to be interrogated so that the Council know the status of each PCN case or other transaction and the revenue being received.
6.6.2 The Contractor is required to perform all processing functions in accordance with statutory regulations and codes of practice. This includes but is not limited to opening post, scanning it into the ICT system, responding to the incoming post, updating the database and posting the reply. Records of relevant dates must be kept and available to all ICT users. 
6.6.3 It is the Contractors responsibility to undertake to deal with all relevant communications regarding challenges, the progression of all Statutory Notices and associated paperwork, registration at TEC, DVLA and prepare TPT evidence packs. Response to repeat challenges will be considered by the Council.
6.6.4 The Contractor is responsible for all relevant progressions, creating and effectively managing suspense files, requesting and updating DVLA enquiries and queries into the notice processing ICT system including the filtering of DVLA miss-matches.
6.7 PCN Cancellations and Write-offs
6.7.1 The Contractor will be permitted to cancel or write-off PCNs as per the Council’s policy. A list of these cases will be submitted monthly to the Council for monitoring purposes. Cancellations outside of this policy or write-off of debts will only occur with the written approval of the Council.
6.7.2 All staff involved in answering telephone calls must have access to the notice processing system for updating the data base. 
6.7.3 The Contractor must maintain statistics of the number of all calls received and the type of enquiry to which they relate (PCN, permit, other etc.). 

6.8 TPT Evidence Packs
6.8.1 The Contractor will be required to assist the Council in any reasonable way including preparation of TPT evidence packs for investigations related to challenges representations and appeals, or with any other query or complaint in respect of parking. 
6.8.2 The Contractor must provide the Council with any information held on their system relating to an investigation within 1 working day of receipt of such a request. 

6.9 Methods of PCN Payment
6.9.1 Responsibility for all payments collected rests with the Contractor until the point where payments are banked in the Council’s bank account.
6.9.2  All payments must be input, reconciled to the PCN and banked directly into the Council’s bank account on the day of receipt. However, any payments received after an agreed cut-off time may be input and held for banking overnight until the next working day. The cut-off time for banking will be agreed in advance between the Contractor and the Council. 
6.9.3 If payment is tendered for a PCN which is shown as subject to outstanding representations or an appeal which has not been heard, the Contractor must refer the case to the Client Manager for instruction before processing the payment. Should be policy

6.10 Payment Options
6.10.1 Payment will be accepted by any of the following methods:-

A
Cash, where it is UK legal tender, 

B
Cheque, where supported by a cheque guarantee card and drawn on a UK bank, Postal Orders, Eurocheques, written in £ sterling, 

D
Credit or debit card, where the transaction has been authorised.

6.10.2 It is the intention of the Council to accept as many different payments as possible to provide flexibility. These will be agreed with the Contractor at the commencement of the contract and reviewed periodically.  
6.10.3 The Contractor must provide an automated payment line, which is to accept credit and debit card payments over the telephone for the notice processing unit. This line must be open 24/7. The caller should receive a reference number for use in the event of any query and a record must be logged on the notice processing ICT system against the PCN reference, so that it can be easily accessed if there is an enquiry. This telephone number must not be the same as the general enquiries number. 
6.10.4 The Contractor must provide a system for Web payments which must be open 24/7 and accept all credit and debit card payments, which must be authorised for payment whilst the caller is online. The caller must receive a reference number for use in the event of any query and a record must be logged on the 
notice processing IT system against the PCN reference, so that it can be easily accessed if there is an enquiry.

6.11 Refunds
6.11.1 Any requests for refunds will be passed to the Client Manager for approval. The Contractor will process all refunds

6.12 Payment Transfer
6.12.1 The notice processing ICT system must be capable of transferring payment from one PCN to another. This will be necessary in cases where a PCN which has previously been paid, is paid again in error, or where an input error has been made when the payment was entered into the system.

6.13 Permit Administration
6.13.1 The Contractor will be responsible for the production and issue of all permits. The Contractor will be expected to manage the administration in accordance with the Council’s current policies and procedures including controlled stationery and to ensure that permits are issued only to applicants meeting the appropriate criteria
6.13.2 The Contractor will initially be required to handle the issue of permits via postal applications only, unless an alternative proposal is agreed at commencement ofthe contract. This will also include the issuing of replacement and duplicate permits where appropriate. The Contractor will also provide to the Council, on demand, data regarding permits including information regarding:

A. Permit issue volume 

B. Application forms 

C. Suspensions

D. Dispensations

E. Permit reminder renewal forms

F. Replacement permits etc.

G. Visitor permits / scratch cards 

6.13.3 All permits will be controlled stationery and the Contractor will be required to maintain records and be accountable for all stationery used and for maintaining stock levels. 

6.14 Requests for Permit Application Forms
6.14.1 The Contractor will be required to issue the appropriate forms and guidance notes within 1 working day of a request being received. Where forms are to be sent by post they must be sent first class. Where possible the applicant should be directed to the website where an application form can be downloaded. The Contractor will provide members of the public with any information and help they may need in order to complete the form and provide the appropriate documentation. 

6.15 Receipt of Permit Applications
6.15.1 The Contractor will follow the Council’s procedure in relation to permit applications. On receipt of permit applications the Contractor will be required to ensure that the application is completed properly and that the applicant meets the criteria set by the Council for the issuing of a permit The Council require the Contractor to issue a permit within 2 working days of receipt of an application where the application meets all criteria 

6.16 Permit Issue 
6.16.1 The Contractor will follow the Council’s procedure in relation to permit issue. Payments for permits are subject to the same provisions regarding validation and banking as to PCN payments. Receipts will only be provided on request.  
6.16.2 It is required for all permit applications and proofs submitted to be scanned into the IT system against the appropriate record. Failure of the Contractor to adhere to the eligibility criteria will be subject to a default. 

6.17 Methods of Payment 
6.17.1 Payment must be accepted by any of the following methods: -​
A. Cash, where it is UK legal tender 

B. Cheque, where supported by a cheque guarantee card and drawn on a UK bank,

C. Postal Orders

D. Euro-cheques, written in £ sterling

E. Credit or debit card, where the transaction has been authorised

7 CCTV ENFORCEMENT 

7.1 General Objectives 
7.1.1 The current enforcement regime in Buckinghamshire does not utilise CCTV and there is currently no central control room for traffic or police cameras in the County. 
7.1.2 The Council intends to implement CCTV monitoring and enforcement measures during the life of the contract at its own cost. The Contractor would then be required to utilise this system to enforce moving traffic contraventions.
7.1.3 The Contractor will need to be able to record and download information gathered via CCTV monitoring and then electronically transfer this data for the purposes of Notice Processing. Any equipment must be approved by DfT (certified approved devise) and the Client Manager.
7.1.4 The CCTV enforcement operations will be carried out in a secure and lockable environment only accessible by authorised personnel. All recordings, witness statements and other records must be stored in a secure environment until forwarded to the Notice Processors.
7.1.5 Access to CCTV control rooms must be strictly monitored and controlled by authorised personnel. Details of all events and visits must be recorded.  Technical, maintenance and repair work must only be carried out by authorised personnel under the supervision of a responsible person.
7.1.6 In order to ensure data is processed fairly and lawfully, an audit trail of CCTV surveillance and recording must be established. This audit trail must be detailed as part of the operational procedures. 
7.1.7 All master or ‘evidence’ recordings or still images will be digital and must be held securely, in an unalterable state or storage medium for period of time to agreed with the Council. The method of ‘electronic’ protection must conform to the industry standard to ensure the security of the data.
7.1.8 Access to the systems and data storage areas must be controlled to prevent tampering or unauthorised viewing. 
7.1.9 Digital images should not be deleted without authority from the Client Manager. Any disposable media that are used to record digital images should be physically destroyed (e.g. shredded) once they are no longer required. Any disposal or deletion must be recorded in the audit trail.
7.1.10 With the exception for images posted with PCN’s, the release of images will only be made by an authorised person. 

7.2 CCTV Equipment
7.2.1 The equipment which could be static or mobile must be capable of producing a close-up legible image of the registration plate of any vehicle in a bus lane or a specific area. In addition it must be able to record a wider angle image of the carriageway such as will enable information to be provided about any circumstances which may have caused the vehicle to be in the bus lane or the selected area
7.2.2 The equipment must be connected by secure data link to a recording system in which recordings are made automatically of the output from the camera or cameras surveying the bus lane or selected area. The digital recording method must records at a minimum of 5 frames per second and each frame must:-

A. Be timed in hh/mm/ss format, 

B. Be dated in dd/mm/yy format,

C. Be sequentially numbered automatically, using a visual counter which resets to zero when the recording system is initially activated and displays time increments for each frame,

D. Identify the location of the bus lane or selected area being surveyed,

E. Have two simultaneous recordings made of the camera output viewed by the operator, where any part of the equipment is controlled manually,

F. Be synchronised with the "Rugby" atomic clock or another independent national standard clock; 

G. Be accurate to within plus or minus 10 seconds over a 14-day period.

7.3 Information to be Captured.
7.3.1 The recording of digital images of the contravention will be used to identify the following:-
A. Location (or camera reference number),

B. Date in dd/mm/yy format, 

C. time in hh/mm/ss format for each still image,

D. Unique reference number for each still image,

E. Vehicle Registration Mark,

F. The make, model and colour of the vehicle

7.3.2 A copy of a still image will be supplied to a person who has received a PCN. The Council preferred method is to use image retrieval from the web using the PCN as the reference. Alternatively a paper print could be supplied to support the PCN. 
7.3.3 Copyright of all recorded material and stills printed from recorded material remains with Buckinghamshire County Council. In no circumstances will recorded material (or any copies or still prints 
generated from it) be released, sold or lent to members of the public, media or other commercial organisations.  

7.4 Training
7.4.1 All CCTV operators must be fully trained in the method of capturing contraventions by CCTV and hold the BTEC Level 2 Intermediate Award in CCTV Camera Enforcement.
7.4.2 CCTV operators will be responsible for ensuring that all legitimate contraventions are loaded onto the main processing computer before the end of each working shift.

7.5 Maintenance of Equipment
7.5.1 All equipment must be used in accordance with the Councils written procedures. It is important that the equipment is routinely maintained and checked in accordance with the manufacturer’s instructions. A maintenance record of equipment should be kept, including records of any tests. Financial liability for damage to the Councils equipment due to misuse or neglect by the Contractor will rest with the Contractor together with any likely lost income

8 ICT FUNCTION


The County Council has a set of standard ICT requirements that must be met. 

These standards are detailed below

8.1 BCC Requirements for ICT
A. Applications must be compatible with Microsoft Office 2003, 2007, 2010.

B. Client software must be capable of running on Windows XP SP3 and Windows 7.

C. Server software must be capable of running on Windows 2003 and 2008.

D. Client software must be compatible with Internet Explorer versions 6, 7 and 8.

E. The system must operate using native browser functionality without the need for any plug-ins. Any exceptions need to be stated and agreed by BCC.

F. Client software must be capable of running without local administrator privileges. All installations will be deployed centrally using MSI file technology. BCC staff has read only access to C:\winnt or C:\windows and sub-directories.

G. It is preferable that applications run in a virtual server environment. BCC uses VMware ESX.

H. Web pages must be fully tested for security purposes.

I. BCC Communications and Customer Contact teams must be involved in all branding and style sheets.

J. In accordance with BCC ICT major change procedure, all system changes should be made with at least 5 – 10 working days notice given to BCC ICT.

K. BCC’s long term strategy is to move to cloud computing where a cost effective and a secure solution exists. Bidders are encouraged to submit a cloud based option for BCC assessment.

8.2 Current BCC ICT
A.
Backup solution is Symantec NetBackup.

B. Hardware supplier is Dell.

C. There are only two network drives available to BCC staff.

D. H: - for personal information, restricted to 100mb.

E. N: - for shared information. Uses DFS from Microsoft.

F. Most file data is stored on a NAS/San solution.

G. Email system is Outlook 2003/7 and Exchange 2003/7. Rollout of Outlook 2010 is scheduled for 2010 and Exchange 2010 in 2011.

H. McAfee anti-virus is managed by EPO.

I. SAP is used for Finance, payroll, purchasing and HR. The version of Java we run to avoid conflict with our SAP portal is 1.5.0_04

J. All BCC supplied laptops are encrypted using McAfee Endpoint Encryption.

K. Windows XP firewall and anti-virus port blocking dictates that any port requirements must be know to any system installation.

L. BCC Service Desk calls with a priority of 1 have a four hour fix time.
M. Since February 2010 it has been BCC policy to prohibit the use of all removable media devices on BCC PCs. The Corporate Removable Media Policy applies to all types of external memory devices
· CDs 

· DVDs 

· Personal Data Assistants (PDAs) 

· Mobile telephones including ‘Blackberry®’ devices 

· Optical Disks 

· External Hard Drives 

· Media Card Readers (download only)

· USB Memory Sticks (also known as pen drives or flash drives) 

· Embedded Microchips (including Smart Cards and Mobile Phone SIM Cards) 

· MP3 Players 


· Digital Cameras (download only)

· Backup Cassettes

8.2.1 Prior to the implementation of any ICT system, the Contractor must agree with the Council any password policies and the levels of access set and controlled. As a minimum, there must be the ability to enforce password policies, length, complexity, history and ageing with the Council detailing any requirements for Internet connectivity over non standard ports for externally hosted websites and streaming media must be agreed with the Council.

8.3 Supplier Considerations
8.3.1 The supplier will be responsible for 24x7 availability and all web pages must be W3C compliant to meet AA standard. For more details see
http://www.w3.org/
http://www.w3.org/standards/webdesign/
http://www.w3.org/WAI/intro/wcag.php

All web pages must be validated using http://validator.w3.org/
8.3.2 The supplier will be responsible for routine security testing and the costs of those tests to an agreed specification. The results of all such tests must be passed to BCC for information and comment. BCC requests that the supplier takes all reasonable actions to remedy any perceived deficiencies identified in the reports.
8.3.3 The supplier will also be responsible for ensuring their servers have the latest security patches
8.3.4 The Contractor will be required to supply maintain and licence a proven IT system suitable for managing all the functions covered in this Contract specification, for the duration of the contract. This will also entail supplying services and equipment to the Council to enable the efficient management of notice processing. 
8.3.5 The Council is aware of the critical nature of the IT system to the success and ease of operation of the enforcement and processing operation, and will therefore be looking for the emphasis to be placed on the quality and comprehensiveness of the proposed IT solution. 
8.3.6 The Council will be involved in assessing whether any future proposed IT solution is suitable to ensure delivery of a quality service and to provide all the agreed management reports regarding the enforcement operation. The Contractor will be expected to be flexible in its recommendations regarding future solutions. 
8.3.7 The IT system must be capable of meeting all the needs of this Contract, including those of the Contractor and the Council. It must support the on-street enforcement operations, all aspects of the processing operation including the issuing and management of permits, suspensions, dispensations.  Any proposed system which is not capable of meeting all processing and enforcement needs is unlikely to prove acceptable. 
8.3.8 The ICT system must eliminate as much administration work as possible and is quick and easy to operate. Reports must be readily available as agreed with the Council
8.3.9 It is the Councils preference that the ICT system is web based, as this will meet the Councils long term strategy. The Contractor will host, manage and provide support for the system.  
8.3.10 The Contractor will comply with any security standards and requirements for third parties specified by the Council’s own ICT Service. 

8.4 Provision of Equipment 
8.4.1 The Contractor must provide and support all the equipment necessary for the efficient operation of the Enforcement and Notice Processing elements. Although the following list is not exhaustive, this must include servers, PCs, Printers, scanners and copiers for office use and portable devices for use by CEOs, HHC’s, cameras and printers. 

8.5 The Contractor ICT Requirements
A. Processing capacity sufficient to meet the response and connectivity specified in the Councils ICT requirements

B. Storage capacity sufficient to meet the defined access and service provision for the fulfillment of this Contract, taking into consideration the scale of the programme in Buckinghamshire, and making reasonable allowance for growth in terms of information and use of that information. 

C. When assessing the capacity required, the Contractor must take the issue of potential growth into account, including the Councils intention of the additional enforcement responsibilities for South Bucks together with capacity to add on other modules such as cashless pay and display facilities and CCTV enforcement 

D. Capability to meet the Councils defined data security requirements. 

E. Communications equipment (including lines, modems etc where/if required.) to link the network to be provided on the Client side into the Contractor’s network, and to meet the performance specification

F. Maintain and update the IT system with the latest version and/or modules

8.5.1 The Council require the provision and use of photographic equipment with a minimum of 5 megapixel imaging with flash facility to take photographs of vehicles parked in contravention. Photographs must be available for viewing from the Web and for inserting into letters and other documents on the IT system, accessed through the appropriate PCN record. All photographs must therefore be held on the IT system appropriately indexed against the PCN record to which they relate. 

8.6 Electronic Communications Capability 
8.6.1 The Contractor will be responsible for providing and establishing the required links to the Council, DVLA, the TEC and to TPT, and to any other bodies that the system may be required to interface with for the purposes of fulfilling the Contract. The Contractor should note that it is the Council’s intention to submit appeals forms electronically and to ensure that the appeals form template is populated by the IT system wherever the data to be entered is held on the system. It is essential that the system can provide this facility. 

8.7 Provision of Software 
8.7.1 It will be the Contractor’s responsibility to provide all software to be used by the Council and relevant parking staff. The licence for all software to be provided must be in the name of the Council as licence holder, to enable the Council to use any licence(s) for a 12 month period after the end of the Contract term. 
8.7.2 The software must be capable of managing all procedures necessary to undertake the whole Notice Processing operation and must include, but not limited to the following:
A. All cash receipting transactions and systems

B. correspondence management, 

C. document imaging, 

D. assignment of photographic imaging to correspondence

E. electronic mail,

F. hand-held software for issuing PCNs,/ warnings 

G. Database enquiries for all aspects of the parking service and information retrieval 

H. Notice processing and progression of data, 

I. Parking equipment management, 

J. Permit management, 

K. Report generation, 

L. Telephone management, 

M. Mobile phone payment management 

N. Allow easy access to the necessary statistics required to produce the DfT annual report (or any future equivalent ) 

O. Facility to search street names by district area

8.7.3 The client will require access to all software modules. 
8.7.4 Support 

The software used must have full support helpdesk facilities, accessible by 
Contractor and Council staff.  

8.8 Hours of Operation 
8.8.1 Parking services will operate at varying hours, dependent upon which element of the service is being considered. ICT support must be available, as a minimum, to all users from 8am to 5pm, Mondays to Fridays. 
8.9 Help Facilities 
8.9.1 The system is required to provide on screen facilities for help for any user on any aspect of the systems operation. Online documentation in the form of help on specific functions and their usage will also be required. 
8.10 Application Development Capacity 
8.10.1 This requirement falls into two broad areas; where there will be a need to augment existing software, in order to develop new functionality and where there will be some development of software in the establishment of new services. The Contractor will provide these capabilities, but will be expected to differentiate between them, as one will precede acceptance, while the other will be a consequence of operational management.
8.10.2 The development of the original software must be done on the existing packaged software, in order to achieve the fastest operational service for the least expenditure and with the best on-going support. Regular reviews of software use and suitability will help to ensure that it is in full productive use, and will identify areas where the software could be improved through a process of modification.
8.10.3 The software must be available in ESCROW to protect the interests of the Council in the event of a trading failure of the Contractor, or any sub-Contractor involved in the production of the software. 

8.11 Development Documentation
8.11.1 The Contractor will be responsible to ensure that the Council are made aware of these documents and they are kept up to date, with new releases and changes as they are provided by the source suppliers of equipment and software. 

8.12 Data Security
8.12.1 The responsibility for security of access to data will rest with the Contractor in the first instance and, unless proven otherwise, the Contractor will be held totally accountable for the security of data held in the systems. The Contractor must take an active part in promoting the concepts of data security and of encouraging users to be aware of the potential dangers of security breaches. 
8.12.2 The responsibility for the security of the data in all databases and systems will be with the Contractor. A schedule of copying data and a plan for the physical 
security of copied data will be agreed and thereafter, will be carried out to the Council’s requirements. This will include taking security copies of the required files, maintaining a security methodology and the use of off-site storage. The Council will require that such procedures, once established are followed rigorously. Any failure to follow agreed procedures will result in KPI default penalty, particularly if it involves the loss of data and income to the Council.
8.12.3 The software supplied under the Contract must protect data and software from unauthorised access and any detected attempts to breach security protection must be investigated and immediately reported to the Council. 

8.13 Audit Access 
8.13.1 The provision of the service will be subject to review by the Council’s internal audit function. The Contractor will cooperate with any request from the auditors, who may require access to any Council related data, and will wish to use suitable software aids to carry out their investigations. 
8.13.2 Unplanned interruptions to this service provision will be dealt with as rapidly as possible. Each incident of ICT system failure of greater than 4 hours per working day will be reported to the Council. Incidents that are identified as the fault of the Contractor will result in a KPI default penalty 

9 CONTRACTUAL REQUIREMENTS FOR FUTURE PARKING SERVICES 

9.1 Future Requirements
9.1.1 In the future and during the term of this contract, the Council expects the Contractor to: expand the contract service provision to cover: 
A The introduction of any relevant new legislation.
B On-street parking services to the fourth district (South Bucks)

C *The roll out of cashless payment for pay and display parking

D The provision of a CCTV system for moving traffic enforcement
E **The procurement, installation and commissioning of new pay and
 display  equipment

F The introduction of enforcement against parking more than 50 CM away    from the kerb and obstruction of dropped kerbs

G Providing a virtual parking permit administration service.
H The Contractor is expected to undertake enforcement of any new, temporary     or experimental TRO’s introduced by the Council as part of the agreed beat routes
9.1.2 For the purpose of clarity, the following information sets out the Councils intentions:
*The Council may in future require the Contractor to procure and manage one or more cashless payment options, utilising mobile phone technology as an alternative option to pay and display technology. It is likely that this will be used initially to compliment pay and display schemes. 
**The existing 67 battery powered pay and display machines within High Wycombe town centre have reached the end of their working life. Within the first year of letting the contract these machines will all need to be disposed of and replaced by solar powered machines. This operation will be undertaken by the Contractor, The arrangements for the cost of this will be agreed with the contractor prior to the commencement of the contract.
Further pay and display schemes proposed during the term of the contract will be funded by the Council.
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