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1. Introduction and Background

1.1. Lincolnshire is a county in the east of England and forms part of the East Midlands region. When North Lincolnshire and North East Lincolnshire are included the county becomes the second largest in the country; however, for the purpose of this specification, 'Lincolnshire' refers to the area serviced by Lincolnshire County Council (LCC) as outlined in the map below (see Fig. 1). 

Fig. 1: Map of Lincolnshire showing county and district boundaries
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1.2. Lincolnshire is a two-tier authority area, with LCC serving the whole area in addition to the seven district authorities of East Lindsey, West Lindsey, Lincoln, North Kesteven, South Kesteven, Boston and South Holland. North Lincolnshire and North East Lincolnshire are each served by separate unitary authorities.

1.3. The Office for National Statistics (ONS) estimated the total population to be 743,413 in 2016, with the following breakdown by district (see Table 1):
	District
	Population estimate

	Boston
	67,564

	East Lindsey
	138,443

	Lincoln
	97,795

	North Kesteven
	113,297

	South Holland
	92,387

	South Kesteven
	140,193

	West Lindsey
	93,734


Table 1: Population by district

1.4. Lincolnshire's rate of population growth has been below that of the national rate in recent years. It is estimated that by 2039 Lincolnshire population will grow by 14%, below the 17% estimated national growth.

1.5. However, the trend towards an ageing population in Lincolnshire will continue, with the proportion of people over 75 years of age projected to increase by 95% between 2014 and 2039.

1.6. The percentage of the total population aged over 65 is expected to increase from 22% in 2014 to 30% by 2039.
1.7. Rural areas make up 95% of the land area in Lincolnshire, and it is sparsely populated (48% of the population live in rural areas, compared to 18% in England). Over half of the county's older people (65+) live in rural areas. There are challenges of delivering services in rural areas due to distance and sparsity, as well as the availability and usage of broadband internet access.  The current OnLincolnshire broadband programme seeks to enable and encourage countywide internet usage. (Lincolnshire JSNA)
1.8. The Care Act 2014 requires the local authority to "establish and maintain a service for providing people in its area with information and advice relating to care and support for adults and support for carers". The service must cover the needs of all its population, not just those who are in receipt of local authority funded care or support.  The Care Act sets out that information must be provided on:

· The care and support system locally; how the system works, what the process may entail

· How to access the care and support available locally

· The choice of types of care and support, and the choice of care providers available in the local authority's area (e.g. specialised dementia care, befriending services, reablement, personal assistance, residential care etc.)

· How to access independent financial advice on matters relating to care and support

· How to raise concerns about the safety or wellbeing of an adult with care and support needs

1.9. Whilst the Care Act requires local authorities to establish and maintain a service, it does not require that they provide all elements of the service directly themselves.  Instead, local authorities are expected to understand, co-ordinate and make effective use of other statutory, voluntary and/or private sector information and advice resources available to people in their area.  This could include provision of a service, or parts of a service, in conjunction with one or more local authorities, health services, Children's Services, voluntary sector services, or using/signposting to information from other local or national sources (this may include, but is not limited to: NHS Choices website, Money Advice Service, Society of Later Life Advisers (SOLLA), Care Quality Commission website, and consumer websites). 

1.10. Information and advice must be provided in formats that people understand, regardless of their needs. This may include information in alternative formats such as braille, Easy Read, large print, and text-to-speech, and in foreign languages, whilst working with partners to collate materials and available services in one place. 

1.11. The report "The development of online services for information and advice supporting the Care Act 2014" (DoH, SOCITM, ADASS - September 2014) tells us that information and advice services are critical to the success of the Care Act and should be thought of as being online first. Using online information is recommended as the primary way for the public and information providers to access information about care and support in the future. Residents increasingly go online for information - 86% of adults now go online, with this being 65% of 65-74 year olds and 44% of 75 years and over (Adults' Media Use and Attitudes - Report 2017). This allows and encourages residents to source and control their own care and support, by providing access to information based on their individual needs. Social care providers, from employees to volunteers, can also use online information to source and access advice, information and services for those they support. 
1.12. Currently in Lincolnshire there are numerous sources of information and directories, but there is a lack of coordinated activity and review, and no single platform where this information is available. Providing a web-based information resource which can be accessed in a variety of ways is paramount, as access to information is an enabler for other Self-Care projects and for Integrated Neighbourhood Working as a whole. The 'Prevention, Self-Care and Enhanced Carers' Support Strategic Plan for Lincolnshire 2016-2018' identified that access to information is a vital element of self-care, providing information and choice of provision through a single-point route. One of its strategic themes is to "ensure people are empowered to self-care in order to improve and maintain their health and wellbeing".

1.13. Historically, LCC's online platform for providing Adult Care information and advice was through My Choice My Care.  In June 2016, My Choice My Care was replaced by the Adult Care Online web pages on LCC's public-facing website, LCC Connects.  The reason for this move was that it was determined that information and advice could be provided in a more user friendly way. For example, My Choice My Care did not have a search facility. The use of LCC Connects meant information could be found more easily and the pages could be linked up with LCC's information, providing a more holistic service to residents.  However, this activity resulted in the loss of searchable service and organisation listings. The Library of Information and Services will be required to incorporate these. 
1.14. The Library of Information and Services Advisor helps remove the barriers that prevent individuals accessing support from their local community and services. The Advisor will provide a preventive service that empowers and enables individuals to connect to health and social care services as well as voluntary and community organisations.
1.15. Some other currently available sources of information and advice in Lincolnshire include:

· Care Services Directory (published annually)

· Adult Care Procedures Manual (for social care and health professionals)

· Customer Service Centre

· Health and Wellbeing web pages on LCC Connects

· Public Health services and associated public information campaigns

· Non-LCC/STP sources including: NHS Choices, Care Quality Commission (CQC) website, Society of Later Life Advisers (SOLLA), Money Advice Service, and the NHS (111) e-DOS

1.16. LCC's Customer Service Centre (CSC) colleagues advise us that they regularly use a number of the above sources to access information. 

1.17. The Library of Information and Services will be required to link in with other systems, including:

· Mosaic: The recording system used by frontline LCC social care staff. It is proposed a user portal will be developed.

· LCC Connects: The public facing LCC website.

· The Clinical Care Portal being implemented by the Lincolnshire Sustainability and Transformation Partnership (STP).

1.18. AC&CW's and STP's priorities are:


· Meeting the Care Act requirements

· Collaborative working with NHS colleagues and third sector organisations to meet Public Health outcomes

· Implementing Integrated Neighbourhood Working - empowering the local population to take an active role in their health and wellbeing with greater choice and control

· Amalgamating disparate systems and sources of information and advice to make the experience easier and more accessible for the residents of Lincolnshire and their families and carers

· Ensuring people are aware of the information, tools and resources available to self-care, and have access to these in an appropriate way when they need them

· The capacity of carers to provide care is identified, and information, tools and resources to enable this are accessible

· The LIS Advisor, advice and support workers and community champions are equipped with the tools needed to assist individuals to self-care

· Health and Social Care professionals, and other advice and support givers, are provided with the relevant information and support to promote and enable self-care
2. The requirement and budget
2.1. Quotations are invited in respect of a Library of Information and Services.  The successful Bidder(s) will be responsible for providing this service, liaising closely with the Contract Manager Samantha Francis.

2.2. The purpose of the Library of Information and Services is to support residents, service users, their families, and carers to understand how care and support services work locally, the range of options available, and how they can access care and support services. The contract is split into two Lots. Lot 1 is to provide a web-based library of information and a searchable directory of regulated, non-regulated, community and voluntary services in Lincolnshire. Lot 2 is to provide remote support via telephone, email and live chat/messaging, enabling residents to access information with support from trained advisors. The Council’s detailed requirements are defined in the Specification Section 3.

2.3. The Contract for Lot 1 will be let for an initial period of three (3) years intended to commence on 9th July 2018 with the option to extend for two further periods of one year up to a maximum contract period of five (5) years. The Contract for Lot 2 will be let for an initial period of three (3) years intended to commence on 20th August 2018 with the option to extend for two further periods of one year up to a maximum contract period of five (5) years.
2.4. The Council has a maximum core budget for the Library of Information and Services of £80,000 (£30,000 Lot 1 and £50,000 Lot 2) for year one of the contract, and £50,000 (£10,000 Lot 1 and £40,000 Lot 2) for subsequent years, which has been identified within the Pricing Schedule at Section 6.  This budget represents an affordability level for the service and as such it is a threshold that Tenderers will not be able to exceed for their core pricing proposals.

2.5. For the avoidance of doubt, the Council reserves the right to exclude bids that exceed the affordability threshold as described in 2.4 above.
3. Indicative Procurement Timetable

3.1. It is intended that the tender exercise follows the time-line detailed below:

	1
	Invitation to Tender Issued
	08/05/2018

	2
	Deadline for Questions about the requirement
	12:00 on 01/06/2018

	3
	Deadline for Bids
	17:00 on 15/06/2018

	4
	Evaluation Period 
	18/06/2018-22/06/2018

	5
	Intention to Award
	22/06/2018

	6
	Standstill Period
	25/06/2018-05/07/2018

	7
	Contract Awarded
	06/07/2018

	8
	Lot 1 Contract start
	09/07/2018

	9
	Service Development Period (Lot 1) / Mobilisation (Lot 2)
	10/07/2018-02/09/2018 (1)
10/07/2018-19/08/2018 (2)

	10
	Lot 2 Contract start – training and familiarisation
	20/08/2018

	11
	Go Live date
	03/09/2018


3.2. Please note the Council reserves the right to amend this timetable.
3.3. Following submission of your written tenders, Suppliers may be asked to provide written clarification to the evaluation panel to ensure a comprehensive understanding of the 
tender proposal is achieved. This will help to clarify any points arising from the written bids and ensure robust scores to be allocated.

4. Overview Of The Procurement Process

4.1. This procurement is being undertaken in accordance with paragraphs 74 to 76 of the Public Contract Regulations 2015 by way of the "Light Touch Regime" and is utilising an Open Tender process.

4.2. Before formal evaluation the Council will examine bids to determine whether any bidder has submitted an incomplete tender submission. Any tender submission which is incomplete will be deemed to be a non-compliant tender. A bid that is non- compliant, or a tender which is submitted without the appropriate signatures, will fail and the Council will be entitled to reject it forthwith and not proceed to evaluate it further.

4.3. A compliant bid is one which is submitted with 

4.3.1. full responses and full information  at Section 4 for Stage One; and

4.3.2. full responses and full information at Sections 5 and 6 for Stage Two; and

4.3.3. fully completed Payment Details at Section 7; and

4.3.4. fully completed Form of Tender at Section 8; and

4.3.5. fully completed Collusive Tendering Certificate at Section 9; and

4.3.6. fully completed Freedom of Information Disclosure Form at Section 10; and 

4.3.7. fully completed Appendix Three where applicable

4.4. Bidders are referred to the Provider Checklist at Section 12
4.5. Throughout the evaluation process, at either Stage One or Stage Two, the Council reserves the right to seek clarifications from Bidders, where it considers this necessary, to achieve a complete understanding of the bids received. In any event and for the avoidance of any doubt, should the Council, acting reasonably, identify a fundamental failing or weakness in any tender then that tender may, regardless of its other merits, be excluded from further consideration.

4.6. The evaluation of bids in this procurement will be undertaken by way of a two stage process. 

4.7. Stage One of the evaluation of bids comprises the evaluation of Bidders' Business Information Assessment submissions on the basis of Pass or Fail of Parts A to I inclusive. Only those Bidders evaluated with a Pass for all Parts A to I are qualified to proceed to be evaluated at Stage Two. For the avoidance of doubt should any bidder be evaluated with a Fail for any Part A to I inclusive its bid will not be evaluated further and the Council is permitted and shall reject that bid forthwith.

4.8. Only those passing the Stage One evaluation of the Business Information Assessment will go through to Stage Two.

4.9. Stage Two of the evaluation of bids comprises the evaluation of the Award Criteria based on (a) proposed working method submissions and (b) pricing bid submission (please see paragraph 6 below).

5. Stage One Evaluation – Business Information Assessment Criteria

5.1. Pass/Fail assessment criteria will be applied to the responses given by Suppliers to the Business Information Questions set out at Section 4 Parts A to I inclusive.

5.2. The Business Information Assessment criteria are the minimum standards which the Council requires its Suppliers to meet or exceed in accordance with regulations 57 and 58 of Public Contract Regulations 2015.
5.3. If the situation arises where no Bidder passes Stage One, the Council reserves the right to cancel or restart the tender process.
	Assessment Criteria
	Assessment

	Completion of Quotation Documents
	Bidders must submit a fully complete quotation. This includes Section 4: Bidder Response, Section 5: Pricing Schedule, Section 6: Payment Details and Section 7: Contract Conditions Acceptance
A quotation that is incomplete or without the appropriate signatures will fail.
	Pass / Fail

	Bidder Response

Section A: Organisation Details
	Bidders must submit full Organisation details.
Any Bidder who does not meet this minimum standard will fail.
	Pass / Fail

	Bidder Response

Section B: Capacity of the Organisation
	Bidders must demonstrate that they have sufficient capacity to deliver the contract and that staff involved in its delivery have the right skill sets and qualifications.
Any Bidder who does not will fail.
	Pass / Fail

	Bidder Response

Section C: Financial and Professional Standing
	Bidders must self-certify that they can provide evidence, if requested to do so, of their satisfactory financial standing. Any Bidder who does not will fail.
Bidders must also answer all questions contained within the Professional Standing section.
Any Bidder who has been convicted of any of the offences listed in this section will fail.
	Pass / Fail

	Bidder Response

Section D: Contract Experience
	Bidders must demonstrate sound contract experience and performance, giving relevant examples of contract experience and answering No to all questions on their contract performance, or full satisfactory explanation details.
Any Bidder who does not demonstrate this will fail. 
	Pass / Fail

	Bidder Response

Section E: Modern Slavery Act 2015
	If applicable to the organisation, Bidders must state they are compliant with the annual reporting requirements contained within Section 54 of the Act.
Bidders who do not will fail.
	Pass / Fail

	Bidder Response

Section F: Insurances
	For insurance cover, Bidders must have in place the levels specified in Part F of the Business information responses 
or be willing to have the levels stated above if they are successful on being awarded the contract.
Any Bidder who does not meet the minimum insurance levels and is not willing to obtain the insurance policies required if awarded the contract will fail.
	Pass / Fail

	Part G: Health & Safety
	Bidders must demonstrate a sound Health and Safety track record with No to all questions in this section, or full satisfactory explanation details.
Any Bidder who does not demonstrate this will fail. 
	Pass / Fail

	Part H: Equality & Diversity
	Bidders must demonstrate a sound Equality and Diversity track record with No to all questions in this section, or full satisfactory explanation details.
Any Bidder who does not demonstrate this will fail.
	Pass / Fail

	Part I: Specific Questions
	I1: (a) Which Lot
     (b) Split Lots

I2: Protection of personal data
I3: Information sharing agreement
I4: Information Commissioners Office
I5: Data Controller
I6: Policies and Procedures
I7: Safeguarding
I8: Staff skillsets
I9: Lincolnshire demographics

	Pass / Fail


5.4. If the situation arises where no suppliers meet the minimum requirements, the Council reserves the right to cancel or restart the tender process.  

6. Stage Two Evaluation – Award Criteria
6.1. The Council will award the contract to the tender which is the most economically advantageous in accordance with regulation 67 of the Public Contract Regulations 2015.
6.2. At this Stage Two, bids will then be evaluated by way of

6.2.1. Quality at 70% evaluated in accordance with the Criteria and sub-criteria detailed in the Suppliers Response - Working Methods at Section 5; and

6.2.2. Price at 30% evaluated in accordance with the criteria detailed in the Pricing Schedule set out at Section 6.
6.3. Evaluation of Quality – 70%
6.3.1. Bidders will be allocated a weighting score of up to a maximum 70% on their responses to the Proposed Working-Method Questions at Section 5 (Proposed Working Methods).

6.3.2. A bidder's final quality weighted score shall be factored to a percentage up to a maximum of 70%

6.3.3. There are 4 question area categories at Section 5 for each Lot 1 and Lot 2.  The weighting scores applied to each of the Quality criteria and sub criteria for each question are as follows:

	Number
	Method Statements for Lot 1
	Maximum Weighting %

	J1
	Please describe any relevant experience you have in delivering similar contracts to local authorities or other organisations and how you would apply the experience to this contract?
	20%

	J2
	Please provide a hyperlink to either:

a.
An existing relevant website you have previously designed, and

b.
A prototype design of the LCC website including core functionality; addressing how LCC staff can access and administer the website

which demonstrates how the site could look, and bearing in mind the target population's needs and accessibility criteria

In addition, you are allowed 1,500 words to describe how the site would work.
	30%

	J3
	Please explain how you would ensure that both lots of the contract work effectively either by your organisation delivering both lots or if not, how you would ensure your solution properly coordinates with the other?
	10%

	J4
	Please explain any innovation or anything over and above the specification you can provide? Please note that all extras must be fully costed within your bid.
	10%

	TOTAL
	70%


	Number
	Method Statements for Lot 2
	Maximum Weighting %

	K1
	Please describe any relevant experience you have in delivering similar contracts to local authorities or other organisations and how you would apply the experience to this contract?
	20%

	K2
	Please provide a description of the support model and processes which demonstrate how this service would be delivered. Please include any diagrams, process maps, or supporting material as necessary.
	30%

	K3
	Please explain how you would ensure that both lots of the contract work effectively either by your organisation delivering both lots or if not, how you would ensure your solution properly coordinates with the other?
	10%

	K4
	Please explain any innovation or anything over and above the specification you can provide? Please note that all extras must be fully costed within your bid.
	10%

	TOTAL
	70%


6.4. Scoring Scale Table

6.4.1. Each question within each of the 4 question area categories of Section 5 will be allocated a weighted score using the following "Scoring Scale" between 0 and 4:

	0
	Completely unsatisfactory/unacceptable response 
No response to the question or serious deficiencies in meeting the required standards. The risk to the Council is very high.

	1
	Poor response 
The proposals provide only limited evidence that the specified requirements will be met and / or demonstrate significant omissions and / or demonstrate only a limited level of quality. The risk to the Council is high.

	2
	Acceptable response in some areas
The response is compliant in most areas, but in some areas falls short of the required standards.

The proposals provide evidence that reasonable quality will be met where detailed, but with some material omissions. The risk to the Council is medium.

	3
	Good response 
The response is compliant and meets the contract standards.

The proposals provide evidence that the specified requirements will be met, with no more than minor omissions and where any concerns are only of a minor nature, and demonstrate reasonable quality. The risk to the Council is low.

	4
	Outstanding response 

The response is fully compliant, with no omissions, and clearly indicates a full understanding of the contract. The proposals provide strong evidence that all of the specified requirements will be consistently delivered to a high level of quality. The risk to the Council is very low.


6.4.2. The weighted score for a particular question will be calculated by the following formula:

(Average Score Allocated / Maximum Score of 10) x Maximum Weighted Score 

6.4.3. The weighted scores will be added to give a total weighted score for Quality.

6.4.4. This Total Quality Weighted Score shall be factored to a maximum 70% by the following formula:


(Total Quality Weighted Score / 100) x 70%
6.4.5. A copy of the Quality Evaluation Matrix can be found at Appendix 2.
6.4.6. Bidders should note that regardless of a bid’s overall merits, in the event that evaluating officers (acting reasonably) consider there to be a fundamental weakness (i.e. that a score of 0-4 is achieved on more than 1 (one) occasion for any Proposed Working Method question in Section 5) which is likely to impact adversely upon the supply of the services, then grounds will exist to exclude the bid from further consideration and the Council will be entitled to and may reject the bid and not evaluate it further.
6.5. Evaluation of Price – 30%
6.5.1. Price will usually be evaluated using the methodology below.

6.5.2. In the example below, price accounts for 40% and therefore the quality aspect would be marked out of the remaining 60%. 
6.5.3. The maximum price % is given to the lowest submitted price.  Other price scores will be calculated as a percentage of the maximum score based on their price in relation to the lowest price.
6.5.4. For example, in the table below Supplier 3 has submitted the lowest price and therefore receives maximum points.  Supplier 1 has submitted a price 25% higher and therefore receives a score 25% lower.

	Supplier
	Price
	%

	1
	£125,000
	30

	2
	£185,000
	6

	3
	£100,000
	40

	4
	£150,000
	20

	5
	£225,000
	0 *


*If a bid is more than twice the amount of the lowest price the equation will produce a negative number, in this case the bids score 0 points.   Please note the figures used in the above table are purely for example purposes only and are not a reflection of anticipated tender prices.

Zero Bids

6.5.5. In the event that a price bid of zero (£0.00) is received from a supplier then the evaluation panel reserves the right to use an alternative pricing methodology.  In these instances, one of the following methods will be applied.  

· CIPFA Method – this method uses the mean price for the base calculation, i.e. the mean price scores half the points allocation. 

· Recalibrated Scale – this method allocates scores on a sliding scale.

6.5.6. Where an alternative methodology is used we will update Bidders in their feedback and show both methods of price scoring.

1. General Instructions
Definitions

1.1. Words defined in the Terms and Conditions of Contract shall have the same meaning throughout the Tender document.

1.2. “Council”, “Customer” and “Contracting Authority” means the organisation that is seeking to award a contract.

1.3. “Supplier” means the organisation submitting the Invitation to Tender document.

General Instructions

1.4. Tenders must be submitted in accordance with the following instructions and conditions.  Any Suppliers that do not comply with these instructions or conditions may have their tender rejected.

1.5. The Council reserves the right to disqualify any tender submission which is incomplete or not in accordance with paragraph 1.4 above.

1.6. Prospective suppliers should be aware that canvassing (i.e. seeking the support of influential persons within the purchasing organisation) will lead to disqualification.

1.7. The information that Suppliers give in response to the Invitation to tender forms part of the legal representations of the Suppliers organisation during the tender process.  Any findings of misrepresentation may result in any subsequent contract being terminated.  

1.8. The supplier’s written response to any information required by the Council will be taken into account in the evaluation of competing tenders and if approved, will be binding but will not detract from the Specification nor Conditions of Contract.

1.9. Suppliers should note that wherever reference is made to any external assessment body or external accreditation standard, such reference shall be deemed to include reference to any equivalent body or standard established in other member states of the European Union.

1.10. Suppliers are advised that any contract(s) resulting from this procurement exercise will be subject to conditions which require the Supplier, as an employer, to comply with all statutory obligations to staff (and to applicants for employment) under all equality and non-discrimination laws (and amendments thereto) and with any statutory instruments, orders, guidance and codes of practice made thereunder.

1.11. The Council does not bind itself to accept any offer resulting from the Invitation to Tender and reserves the right not to award any contract under this procurement process.

1.12. Suppliers are to note that post contract award the successful supplier(s) shall be expected to comply with an information sharing framework in order to ensure its own and that of all other relevant parties’ compliance with the General Data Protection Regulation (GDPR). The information sharing framework shall form part of the contract and shall be finalised prior to the Customer entering into any contract pursuant to this tender process.

Confidentiality

1.13. All documentation and information issued by the Council relating to the procurement process shall be treated by the Supplier as private and confidential for use only in connection with the procurement process and any resulting contract and shall not be disclosed in whole or in part to any third party without the prior written consent of the Council.

1.14. All information provided to the Supplier by the Authority shall be regarded as confidential and used only to prepare a response to any clarification questions.  The questionnaire remains the property of the Authority and must be returned upon demand.

Freedom of Information

1.15. The Supplier acknowledges that the Council is obliged under the Freedom of Information Act (FOIA) to disclose information to third parties subject to certain exemptions.  This includes the information given in relation to this invitation to tender process.  The Supplier therefore accepts and acknowledges that the decision to disclose information and the application of any exemptions will be at the Councils sole discretion.  The Authority will act reasonably and proportionately in exercising its obligations under the FOIA as to whether any exemptions under section 43 of the FOIA may be applied to protect the supplier’s legitimate commercial and trade secrets.

1.16. Suppliers should state at Section 10 if any of the information supplied by them is confidential or commercially sensitive or should not be disclosed in response to a request for information under the Act.  Suppliers should state why they consider the information to be confidential or commercially sensitive and for how long.

1.17. This will not guarantee that the information will not be disclosed but will be examined in the light of the exemptions provided in the Act. 

Information, Costs and Expenses

1.18. The Supplier is responsible for obtaining all information necessary for the preparation of its submission and all costs expenses and liabilities incurred by the supplier in connection with the preparation and submission of the tender will be borne by the supplier.

1.19. Suppliers should satisfy themselves of the accuracy of all fees, rates and prices quoted, since Suppliers will be required to hold these or withdraw their Tender in the event of errors being identified after the submission of Tenders.

1.20. If a supplier fails to provide fully for the requirements of the Specification in the Tender it must either:
(i) absorb the costs of meeting the full requirements of the Specification within its tendered price; or
(ii) withdraw its Tender.

Research and Investigation

1.21. The Supplier will be deemed for all purposes connected with the tender and the Contract to have carried out all researches, investigations and enquiries which can reasonably be carried out and to have satisfied itself as to the nature, extent, and character of the requirements of the Contract (in the context of and as it is described in the Specification), the extent of the materials and equipment which may be required and any other matter which may affect its Tender.  

1.22. The Supplier shall have no claim whatsoever against the Council in respect of such matters and in particular (but without limitation) neither the Council shall make any payments to the Supplier save as expressly provided for in the Contract and (save to the extent set out in the Contract) no compensation or remuneration shall otherwise be payable by any Council to the Supplier in respect of the scope of the Contract being different from that envisaged by the Supplier or otherwise.  Information given in respect of current orders is given as a guide and the Council makes no warranty and accepts no liability as to the actual value or volume of orders to be placed with the Supplier.

TUPE Regulations
1.23. Tenderers attention is drawn to the provisions of the European Acquired Rights Directive EC77/187 and the TUPE Regulations. TUPE Regulations may apply to the transfer of the contract from the present contractor to the new one, giving the present contractor’s staff (and possibly also staff employed by any present subcontractors) the right to transfer to the employment of the successful contractor on the same terms and conditions. The above does not apply to the self-employed.

1.24. Tenderers are advised to form their own view on whether TUPE Regulations applies, obtaining their own legal advice as necessary.

1.25. To assist in this process the Council has gathered workforce details from the present contractors. This information shall be supplied to you on the basis that you treat it as strictly confidential.  This information can be found in Appendix 5.
1.26. The successful contractor shall be required to indemnify the Council against all possible claims under TUPE Regulations.

1.27. It is a further requirement that the successful contractor shall pass on all details of their own workforce towards the end of the service period so that this information can be passed to other bona fide contractors to enable them to assess their obligations under TUPE Regulations in the event of a subsequent transfer.

Conflicting Statements

1.28. The Council gives no warranty or undertaking of whatever nature in respect of the information contained within the Invitation to Tender documentation, its Annexes, or any subsequent information provided as part of this procurement process. The Council shall not be liable to any tenderer in respect of any failure to disclose or make available any information, document or data. 

1.29. Tenderers are expected to conduct their own analysis and review of the Invitation to Tender documentation and satisfy themselves as to its accuracy completeness and fitness for purpose.

1.30. Tenderers should notify the Council of any perceived conflicting statements within the Invitation to Tender documentation, whether this is between any of the documents, drawings or electronic data.

Disclaimers

1.31. The Council does not accept any responsibility or liability for the information contained in the Instructions to Tenderers or for its fairness, accuracy, adequacy or completeness, and no warranty, express or implied, is given. Nor shall the Council be liable for any loss or damage (other than in respect of fraudulent misrepresentation) arising as a result of reliance on such information or any subsequent communication. Only the express terms of any written contract relating to the subject matter of the Instructions to Tenderers, as and when it is executed, shall have any contractual effect in connection with the matters to which it relates. 

1.32. These provisions extend to liability in relation to any statement, opinion or conclusion contained in, or any omission from, this document and in respect of any other written or oral communication transmitted or otherwise made available to any person, and no representations or warranties are made in relation to such opinions, statements or conclusions. This exclusion does not extend to any fraudulent misrepresentation made by or on behalf of the Council. 

1.33. Any persons considering making a decision to enter into contractual relationships with the Council should make their own investigations and their own independent assessment of the role of Contractor and should seek their own professional financial, legal and other advice. This document should not be regarded as an investment recommendation made by the Council. Neither the issue of the Invitation to Tender nor any of the information presented in it should be regarded as a commitment or representation on the part of the Council to enter into a contractual arrangement. 

1.34. None of the information contained in the Instructions to Tenderers, or any part of the Invitation to Tender documentation, shall constitute a contract or part of a contract in any way, and none of the information is or should be relied on as a promise or representation as to the Council’s ultimate decisions in relation to this contract. 

1.35. No contractual rights, express or implied, arise out of the procedures set out in the Instructions to Tenderers. 

1.36. The award process may be terminated or suspended at any time without cost or liability to the Council. 

1.37. In this document, words such as "anticipate", "expects", "intends", "plans", "believes", “envisages”, "shall", and words and terms of similar substance, indicate the present expectation of future events, which are subject to a number of factors and uncertainties that could cause actual requirements to differ materially from those described 

1.38. The Council reserves the right to disqualify any tenderer who: 

· Provides information or confirmations which later prove to be untrue, or incorrect;

· Submits their Tender Package late;

· Submits a Tender Package that is completed incorrectly;

· Submits a Tender Package that is incomplete;

· Submits a Tender Package that fails to meet the Council’s Tender Package submission requirements; 

· There is a change in identity, control, financial standing or other factor impacting on the tenderer; and / or 

· Fulfils any one or more of the criteria detailed in Regulation 57 of the Public Contracts Regulations 2015 (as amended) at any stage in the procurement process.

1.39. The Council reserves the right to require the submission of any additional, supplementary or clarification information as it may, at its absolute discretion, consider appropriate. 

1.40. The Council reserves the right: 

· To waive any requirements of this procurement process (to the extent permitted by law); 

· To disqualify any tenderer who does not submit a compliant response in accordance with the instructions in the Invitation to Tender documents;

· To withdraw this Invitation to Tender or procurement process at any time or to re-invite responses on the same or any alternative basis;

· Not to award any contract as a result of this procurement process; and

· To make whatever changes it sees fit to the timetable, structure or content of this procurement process, dependent on the Council’s approvals processes or for any other reason. 

1.41. The tenderer shall be responsible for obtaining all information necessary for the preparation of their Tender Package. The Council shall not be liable for any bid costs, expenditure, work or effort incurred by tenderers in proceeding with or participating in this procurement process, including if the process is terminated or amended by the Council. 

1.42. The submission of a completed Tender Package shall be deemed to imply the tenderer’s acceptance of the foregoing provisions without qualification.

2. Completing the Form
2.1. Failure to complete the form as instructed may result in your submission being rejected.  
2.2. Tenders must be submitted on this Invitation to Tender Document, in Word format (unless otherwise specified), which must be duly completed and signed where appropriate.  These include the:

· Supplier Responses, 

· Pricing Schedule, 

· Payment Details, 

· Form of Tender, 

· Collusive Tendering Certificate, 

· Freedom of Information Disclosure Form,

· Partner / Consortium / Sub-Contractor Details (Where appropriate),

2.3. When completing this document you may enlarge the answer boxes to ensure you have sufficient space to respond.  Please do not alter or amend the form in any other way.

2.4. The form must be completed even if your organisation has previously worked with the Council or submitted a Tender or Pre-Qualification Questionnaire to Lincolnshire County Council – cross-referencing to previous submissions will not be sufficient.

2.5. Please answer every question as instructed to do so.  Do not assume that the officers evaluating the form will know about your organisation or the work that you do, and answer the questions as fully as possible within any given constraints.  

2.6. If the question does not apply to you please write N/A; if you don’t know the answer please write N/K.  When posed with Yes / No questions please edit your answer as appropriate.  All figures should be in full, i.e. £3,500,000 not £3.5 million and in GBP.  

2.7. Unless instructed otherwise, please give details that specifically relate to your organisation and not to the whole of the group where your organisation forms part of a group.  Any information submitted in response to this document must relate to the applicant only, the applicant being the organisation who it is proposed will enter into formal contract with the Council if awarded the contract.

2.8. Where a consortium or sub-contracting approach is proposed, all information requested should be given in respect of the prospective main Supplier or consortium leader.  Relevant information should also be provided in respect of consortium members or sub-contractors who will play a significant role in the delivery of the Services under any ensuing Contract.  Responses must enable the Council to assess the ability of the consortium or sub-contractor to deliver the contract.

2.9. Where the prospective supplier(s) is a special purpose vehicle or holding company, information should be provided of the extent to which it will call upon the resources and expertise of its members.

2.10. The Council recognises that arrangements in relation to consortia and sub-contracting may be subject to future change. Suppliers should therefore respond in light of arrangements currently envisaged.  Please provide details of the proportion of any contract awarded under this Contract that the prospective partner proposes to subcontract.

2.11. The Council wishes to be assured at the tender evaluation stage that bidding organisations (either bidding individually to deliver the whole contract or in partnership) have the capability to deliver an integrated model if awarded the contract. 

2.12. Suppliers who wish to deliver an individual element of either Lot 1 or Lot 2 of the service will need to come within the jurisdiction of a lead organisation which is submitting a bid for the whole integrated model of service set out in Section 3A. 

2.13. Where the bid involves partnering or consortia arrangements, the lead organisation has responsibility for submitting and co-ordinating all aspects of the tender and the input of the other participating organisations and entering into the Contract. 

2.14. The Council will require written confirmation that all parties to the bid are committed to putting in place the necessary joint working arrangements, and to be assured of the efficacy and robustness of the bid.

2.15. The Tender must make it clear which parts of the service each organisation will provide and how these arrangements will be managed.  The Council will contract with one organisation only, but will assess and approve the use of any sub-contractors as part of its evaluation of tenders. 

2.16. The lead supplier will be the signatory to the contract, and will be responsible for the performance of the whole and manage its contracts with other suppliers.  The lead supplier must collate the information above and submit it using the template in Appendix Three within Document 6
Variant Bids 

2.17. No variant bids will be accepted.

Signatures

2.18. Where required, the Invitation to Tender Document must be signed in accordance with the options below:

a) where the Supplier is an individual, by that individual;  OR

b) where the Supplier is a partnership, by two duly authorised partners;  OR

c) where the Supplier is a limited company, by a director duly authorised for such purposes.

2.19. You may submit electronic or typed signatures.  However, should you be successful, you will be required to resign all declarations that form part of the contract with an original signature.  
Supporting Documents

2.20. In order to simplify this process, you should not provide supporting documents, for example, accounts, certificates, statements or policies unless specifically requested to do so.  Instead, we may ask you to provide a statement regarding your approach to various aspects or a summary of your policies.  This is because we do not have the resources or time available to read every document submitted by every supplier.  However, the purchasing organisation may ask to see these documents at a later stage so it is advisable that you ensure they can be made available upon request.   You may also be asked to further clarify your answers or provide more details. 

3. Submitting The Form 

3.1. Quotations should be submitted electronically no later than 17:00 on 15th June 2018 through the Proactis ProContract tender portal which is a secure exchange module of the ProContract e-sourcing suite.  Submissions via the electronic Tender Portal cannot be accessed or opened by the Contracting Authority until after the deadline has expired.  No documents can be uploaded to the Tender Portal after the deadline has expired; therefore there is no penalty for returning a submission early!  It is strongly recommended that your submission is uploaded well before the deadline to ensure that failure of ICT/Servers/PC/laptop or similar does not result in your submission failing to be placed in the Tender Portal in time.
3.2. Any queries regarding this opportunity should be submitted electronically no later than 12:00 on 1st June 2018 through the Proactis ProContract Tender Portal. 

3.3. The Bidder’s attention is specifically drawn to the date and time for receipt of tenders and no submission after the closing date and time will be considered.  

4. Rejection Of The Tender

4.1. Any Tender submitted by a Supplier in respect of which the Supplier:

a) fixes and adjusts prices and rates shown in its tender by or in accordance with any agreement or arrangements with any other person or by reference to any other tender or communicates to any person other than the Officer mentioned in this tender the amount or approximate amount of the prices and rates shown in its tender except where such disclosure is made in confidence, in order to obtain information for the preparation of the tender documents or for the purposes of financing or insurance; or

b) enters into any agreement with any other person that such other person shall refrain from submitting a tender or shall limit or restrict the prices to be shown by any other Supplier in its tender; or

c) offers or agrees to pay or does pay or give any sum of money, inducement or valuable consideration directly or indirectly to any person for doing or having or causing or having caused to be done in relation to any other Supplier or any other person’s proposed Tender any act or omission; or

d) in connection with the award of the Contract commits an offence under the Bribery Act 2010

e) has directly or indirectly canvassed any member or official of the Council concerning the acceptance of any Tender or who has directly or indirectly obtained or attempted to obtain information from any such member of official concerning any other Supplier or tender submitted by any other Supplier;

f) submits a tender which is not in accordance with the Form of Tender and Conditions of Tender.

g) does not provide all the information required by the Council.

h) fails to pass any of the mandatory Business Information requirements.

i) which includes proposed amendments or additions to the terms of the tender, conditions of contract and/or specification changes shall be deemed a variant bid. 

shall be rejected by the Council provided always that such non-acceptance or rejection shall be without prejudice to any other civil remedies available to the Council or any criminal liability which such conduct by a Supplier may attract.

5. Acceptance Of Tender 

5.1. Any acceptance of a Tender by the Council will be in writing and communicated to the supplier, following a standstill period (from the date that the notification of intention to award is sent to all suppliers) of not less than 10 calendar days. 

5.2. The Council will inform the Supplier of the acceptance of the offer by means of a formal letter accompanied by two copies of the contract document.  The Supplier will be expected to sign and return the contract document to the Council who will duly sign and complete the contract and return one copy to the Supplier.  
6. Supplier’s Warranties
6.1. In submitting a Tender the Supplier warrants and represents that:

a) it has complied in all respects with the Conditions of Tender;

b) all information, representations and other matters of fact communicated (whether in writing or otherwise) to the Council by the Supplier or its employees in connection with, or arising out of the Tender are true, complete and accurate in all respects;

c) it had made its own investigations and research, and has satisfied itself in respect of all matters relating to the Tender, the Specification and the Conditions of Contract and that it has not submitted the Tender and will not have entered into the Contract in reliance upon any information, representations or assumptions (whether made orally, in writing or otherwise) which may have been made by the Council;

d) it has full power and authority to enter into the Contract and will if requested produce evidence of such to the Council;

e) it is of sound financial standing and the Supplier and its partners, officers and employees are not aware of any circumstances (other than such circumstances as may be disclosed in the accounts or other financial statements of the Supplier which may adversely affect such financial standing in the future;

6.2. All Suppliers shall keep their respective bids valid and open for acceptance by the Council until the expiry of 90 days from the last date for the receipt of tenders.

6.3. Legal Framework 
The Service Provider will comply with all relevant legislation that currently relates to the operation of their business or is amended or implemented at a future date. The service will be delivered in accordance with recognised and accredited practice; in particular in accordance with the requirements of:

· The National Health Service and Community Care Act 1991 

· General Data Protection Regulation (GDPR)
· Human Rights Act 1998

· Mental Capacity Act 2005 

· The Deprivation of Liberty Amendments to the Mental Capacity Act 2005

· The Equality Act 2010 (ensuring compliance with ISB1605,  Accessible Information)
· Welfare Reform Act 2012

· The Health and Social Care Act 2012 (ensuring compliance with the Accessible Information Standard 2015)

· Children and Families Act 2014 

· Care Act 2014 

The service will have regard to the Public Service (Social Value) Act 2012 considering economic, social and environmental factors and subsequent impact in the Lincolnshire area.


1. Introduction 

1.1. Requirements
The Supplier will be responsible for ensuring LCC meets the requirements of the Care Act through:

The development, hosting and maintenance of an online Library of Information and Services (LIS) (Lot 1) and the remote support to ensure access for all residents (Lot 2). This must include information and advice on regulated, non-regulated, community, and voluntary services in Lincolnshire, to support residents to understand: 

· how care and support services work locally 

· the range of wellbeing, social networks and care and support options that are available locally

· how they can access care and support services

Collating information from, and providing access to, a range of sources, including: health promotion information relating to self-care and health literacy (e.g. One You), self-care equipment, advice and guidance, community and voluntary sector information, FAQs, signposting to local organisations, self-help, and self-management of conditions. The library will also link to existing websites such as GP and secondary care, community care, the third sector, and care services.

Providing a 'librarian' function so that information and services are arranged in easy to use sections, enabling the user to easily find a particular piece of information or service. It will also coordinate links to the numerous existing directories across Lincolnshire.

Providing alternative support in the form of email, telephone and a live chat/messaging helpdesk function, for those who are unable (for various reasons) or require support to self-help.

Providing a cost effective and high quality service to end users.
The website will remain the property of the supplier. The data contained on the website will remain the property of the commissioner (LCC).
1.2. Technical and Practical Requirements
Lot 1 – Website
Overview and coverage

The Library of Information and Services (LIS) will be a web-based solution with directory/library functionality: 

· Directory of provider listings with search, sort and filter capability

· Library of information and advice content pages
All major browsers will be supported. As a minimum, browsers with a 1% market share over the previous 12 months will be supported, and include desktop, mobile and tablet usage (http://www.netmarketshare.com/)

The LIS will support mobile working, including the ability to work offline with data being synced back to a central repository at a later point once connectivity is established (Wi-Fi, Wired, 2G/3G/4G)
The LIS will incorporate the branding guidelines for both LCC and STP

The criteria for an organisation or service to be included on the LIS website are:

· The service they provide is based in Lincolnshire, and/or

· The service is available to residents of Lincolnshire, but based outside the county

1.3. Roles and Responsibilities

Role based permissions, access, configuration/administration rights

· The Supplier's central admin team has full access to all elements of the LIS. Responsibilities are:

· Will be data controllers – in that they will be expected to determine the means by which the data will be processed

· Day to day running and administration of the LIS website

· Promotion and publicising of the LIS to all potential interested parties

· Security 

· Data monitoring, collection, vetting and validation

· Maintenance

· Uploading (in bulk or individually) and validating of information for organisations with no online presence or capability

· LCC's admin team has administration access to the collected data. Support will be provided via a 0.5 FTE post based at LCC. Responsibilities are:

· Will be data controllers

· Oversight of information held within the LIS

· Validation of entries prior to publication on the LIS

· Removal of inappropriate or irrelevant material

· Provide data for initial bulk upload of services

· Provide liaison and guidance between the Lot 1 supplier and LCC/STP, Lot 2 supplier, service providers on the LIS, and service users of the LIS

· Assist Lot 1 supplier with the gathering of information on services and/or themes to be incorporated onto the LIS
· Contract management

· Data analysis and interpretation

· STP will be responsible for:

· Support to Lot 1 (and Lot 2) supplier with building links relating to health promotion (c. 4 hours per week total resource) 

· Service providers are able to create and access their own account. Responsibilities are:

· Registering and inputting details of their organisation

· Updating and validating own details as required

· Service users are able to create and access their own account

Service users have no responsibility, but will be able to use the site as a guest (no login in required) or as a registered user which will save search and search results
1.4. Functionality

The LIS will be a professional website with a user friendly functionality

Service users will have the option to configure the layout, format and design to their preference, including text colour and size

Service providers will have the option to configure their information, add images, logos, hyperlinks or maps

The LIS will be:

· Compatible with assistive technologies, in line with government best practice
· Intuitive to link pages and search results

The LIS will integrate, interface or link to:

· Mosaic and Mosaic Portal

· LCC Connects

· STP Clinical and Patient Portals

· Other local and national online libraries, directories and websites

· Voluntary sector infrastructure organisations
1.5. Accessibility

The LIS will be easy to navigate with minimal user knowledge required to access and use

Plain language will be used consistently throughout the LIS

The LIS will have a "translate this page" button

Users will be able to set up their own password protected LIS account to save searches and create favourites
The search/sort/filter will include:

· Range of search types e.g. simple; smart; Boolean; fuzzy; natural language; non-name based searches; keyword; postcode

· Searches on correct spelling or closest spelling of words, or searches on alternative/similar words

· Searches on page content as well as page titles
· Uses wild cards (e.g. '*') and speech marks in searches
· Multiple search terms can be used within same search E.g. 'dementia' and 'learning disability'

· 'Refine search' option within returned results page

· 'Sort and filter results' functions, e.g. by location, alphabetically, relevance etc.

· Multiple filters can be applied

· Locations of search results display on map

· Toggles between Map View and List View

· Shows number of results

· User can state number of search results to be shown on page

· User can print summary of search results and/or save to a Favourites list and compare multiple results
1.6. Security

The LIS will comply with

· Data Security/IG standards

· GDPR/DPA – capturing and using personal confidential data

· Quality Assurance Standards

· Staffing – Recruitment, Training and Development

· Safeguarding procedures
1.7. Maintenance and Updates

See Section 3b
1.8. Reporting

All data held within the LIS website must be extractable for reporting purposes

The supplier will be responsible for collating data and reporting results. This will include:

· Visitor traffic

· System usage

· Page navigation

· User experience feedback
Lot 2 – Remote Support

1.9. Overview and Coverage
The remote support will provide phone, email and live chat/messaging support to service users who, for whatever reason, make contact

The remote support will complete searches of the LIS website on behalf of the service user, and will ensure the search results are sent to the service user in the requested format. If the service user requires a hard copy of the information to be posted, the cost of printing and envelopes will be the responsibility of the provider. The cost of postage will be reimbursed on a monthly basis through invoices sent to LCC
The remote support will cover the entire county of Lincolnshire

1.10. Roles and Responsibilities

Organisation based roles and responsibilities

· Supplier team has:

· full responsibility for the phone, email and live chat functions, ensuring response times are within specification

· full responsibility for the day to day running and administration of the remote support

· data controller responsibility – in that they will be expected to determine the means by which the data will be processed, and maintaining all personal and/or confidential data securely

· Data monitoring, collection, vetting and validation

· No responsibility for the content of the website (if a separate supplier from Lot 1).

· LCC will provide support via a 0.5 FTE post based at LCC, and has responsibility for

· Data controller

· Contract management

· Data analysis and interpretation

· Provide liaison and guidance between the Lot 2 supplier and LCC/STP, Lot 1 supplier, service providers on the LIS, and service users of the LIS

· STP have responsibility for:

· Delivery of navigation training

· Support to Lot 2 (and Lot 1) supplier with building links relating to health promotion (c. 4 hours per week total resource)

· Service users and service providers have no responsibilities within the provision of Lot 2
1.11. Accessibility

Helpdesk staff will have in depth working knowledge and understanding of Lincolnshire's demographics and geography (rurality), services, and organisations
Remote support will be available for 29 hours per week:

· By phone, email and live chat/messaging

· Monday to Friday 14.00-19.00

· Saturday 10.00-14.00

However, these operational times are subject to movement based on work completed and research conducted by the provider as the contract progresses.


Both Lot 1 and Lot 2 
1.12. Security and Confidentiality

The LIS will comply with

· Data Security/IG standards

· GDPR/DPA – capturing and using personal confidential data

· Quality Assurance Standards

· Staffing – Recruitment, Training and Development

· Safeguarding procedures
1.13. Reporting

All data relating to service user contacts must be recorded for reporting purposes. The supplier will be responsible for collating data and reporting results. This will include:

· Contact volumes and types

· System usage

· Search questions and results

· User experience feedback
1.14. Safeguarding

The supplier(s) for both Lot 1 and Lot 2 will be expected to comply with Lincolnshire County Council's Safeguarding Policy and Procedures. A copy of the policy can be found here. 
1.15. Population Covered

The library will be available to the resident population of Lincolnshire, including:

· the general public

· service users, their families and carers

· health and social care professionals

· service providers and partner organisations (including those on adjoining boundaries)
1.16. Interdependencies with other services/programmes
The LIS will be expected to engage with the following services:

· Health: NHS; ULHT; LPFT; LCHS

· LCC: Adult Care & Community Wellbeing; Public Health; Digital Engagement; Comms; Information Governance

· STP: Care Portal; Patient Portal 

· Primary Care Five Year Forward View – developments in Lincolnshire

· Neighbourhood Networking
1.17. Standards
Legislative Requirements

· Care Act 2014

· Equality Act 2010

· Data Protection Act 1998 / General Data Protection Regulation
Applicable national standards, e.g. NICE, Royal College 

· W3C / WCAG 2.0 AA Standard

· BS 8878: 2010 Web accessibility code of practice

· Plain English

· Open Standards for Government 

· Accessible Information Standard SCC1605 (NHS England)* 

(*The accessibility of health and social care websites is out of scope of the Accessible Information Standard. However, the Standard remains relevant in circumstances where a health or social care professional would usually refer a patient or service user (or their carer or parent) to a website for information. In these instances, it will be the duty of the professional – or their employing organisation – to verify that the website is accessible to the individual and, if it is not, to provide or make the information available in another way.)

Applicable local standards

· LCC and STP Corporate Branding guidelines

Quality Outcome Indicator Requirements

Improved access to Information and Advice, evidenced through:

· Engagement and surveys with service users and their families, social care professionals, and service providers

Reports provided by the supplier on:

· Site traffic

· Qualitative data on user outcomes

· Evidence of regular awareness raising/marketing of the information platform
Performance Outcomes

National outcomes supported (e.g. from the Public Health Outcome Framework)

· Adult Social Care Outcomes Framework (ASCOF)

· Measures from ASCS client survey and SACE carer survey relating to ease of access to information

· NHS Outcomes Framework 

· Domain 2: Enhancing quality of life for people with long-term conditions

· Domain 4: Ensuring that people have a positive experience of care

· PH Outcomes Framework

· Improving the wider determinants of Health

· 1.18 Social isolation

· Health Improvement

· 2.23 Self-reported wellbeing

· Healthcare public health and preventing premature mortality

· 4.13 Health-related quality of life for older people


	General Requirements

	Lot 1: Web-based library/directory

Supplier can demonstrate how they will promote the service and increase their provider membership via e.g. forums, neighbourhood team networks, marketing, social media etc 

Lot 2: Remote support via Telephone, Email and Live Chat

Helpdesk staff have in depth working knowledge and understanding of Lincolnshire's demographics and geography (rurality), services and organisations 

Safeguarding concerns – supplier has procedures in place to escalate or refer concerns to LCC

Lincolnshire-wide coverage (Lots 1 and 2)
	

	Usability

	Lot 1:

Intuitive for the user, with easy navigation, professional but accessible 'look and feel', consistent use of plain language 

Minimal training required for users to access and use library/directory

Role based permissions and access 

Users can set up own account on website and save favourites, print search results etc

Providers can input and update service details (ownership of listings) – supplier to validate and maintain service information

Enables translation into other languages via a Translate button or assistive software

Accessibility - Compatible with assistive technologies in line with government best practice

Customisable screens e.g. text size, text and screen colour, information placement

Images/logos/maps can be added to listings
	

	Contract Management

	Supplier will evidence cost of the initial set up of the service (Lots 1 and 2)

Supplier will evidence cost of the ongoing maintenance of the service (Lots 1 and 2)

LCC/STP branding on website - "in partnership with…." (Lot 1)

Agreement on ownership of data within the library (Lot 1)

Marketing/awareness-raising of service (links with STP and LCC comms teams) (Lots 1 and 2)

Impact/benefits analysis (Lots 1 and 2)
	

	Functional Requirements – Library (website)

	Lot 1: 

Search and Filter - 

· Range of search types e.g. simple; smart; Boolean; fuzzy; natural language; non-name based searches; keyword; postcode

· Searches on closest spelling or correct spelling, or searches on alternative words

· Searches on page content as well as page titles

· Uses wild cards (e.g. '*') and speech marks in searches

· Multiple search terms can be used within same search E.g. 'dementia' and 'learning disability'

· 'Refine search' option within returned results page

· 'Sort results' function, e.g. by location, alphabetically, relevance etc.

· Locations of search results display on map

· Toggles between Map View and List View

· Shows number of results

· User can state number of search results to be shown on page

· User can print summary of search results and/or save to a Favourites list and compare multiple results

· Multiple filter options
	

	Library (website) Configuration and Administration

	Lot 1: 

Access levels and config/admin rights of:

· Central admin team (Supplier) (elements that can only be configured by the supplier)

· LCC/STP – administration access to enable LCC to make amendments, as per specification (tools available to support local configuration)

· Service Providers – register an account, review and amend own service listings 
· Website users – to use site as either guest or registered user with an account, save search results
Skillsets required of each of the above for their respective levels of access

Configuration capabilities for service listing pages – layout, format, design

Process for upload (bulk or manual) of providers' service details

Process for management of content on behalf of providers who are not online

Regular review process to ensure provider information is kept up to date – vetting, validating, moderating (eg. three strike rule)
	

	Interface/Integration Requirements

	Lot 1: 

Interface/integration with/links to:

· Mosaic (case recording system) and Mosaic Portal

· LCC Connects (local authority website)

· STP Clinical and Patient Care Portals

· Other online libraries, directories and websites

· Voluntary sector infrastructure organisations

Supplier to describe approach to interfacing with all of the above, including identifying functional requirements, implementation, testing etc
	

	Quality Assurance, Monitoring, Reporting Requirements

	Lot 1: 

Collects user feedback – surveys/questionnaire (external/online)

Collects qualitative data on user activity – impact, benefits (follow up to initial user contact)

Tracks visitor traffic on website

Reports available on system usage

All data held within the system is extractable for reporting purposes

Access to reporting tool for authorised staff within LCC/STP
	

	Audit, Standards, Policies and Procedures

	Lots 1 and 2: 

Data Security/IG standards

System Audit tool

GDPR/DPA – capturing and using personal confidential data

Quality Assurance

Staffing – Recruitment, Training and Development

Safeguarding procedures
	


	Technical Requirements – Reliability and Performance

	Lot 1: 

Supplier to detail volume of concurrent website users that can be supported

Supplier to describe the level(s) of service to be expected

· availability (uptime)

· approach for planned maintenance

· maximum downtime for one event 

Supplier to detail levels of support that can be provided and the associated cost, e.g
Website - 365/24/7
Lot 2: 

The LIS Advisor will be required to be available to support for 5 hours each weekday (excluding Bank Holidays) and 4 hours over the weekend (except when the Saturday is Christmas Day, Boxing Day, or New Year's Day). The times stated below are expected service delivery times as the contract begins. However, using research based on service user contacts as the contract progresses, these times are subject to movement. Supplier to detail levels of support that can be provided and the associated cost, e.g.

· Telephone, Email, Live chat - Mon-Fri, 2pm-7pm and Saturday 10am-2pm
· A minimum of one (1) LIS Advisor will be required to provide cover for 29 hours per week (excluding bank holidays)
· LIS Advisor will require IT and telephone to receive and reply to contacts, and record work completed
The provider must have live broadband or fibre access to the website, with emails and live chat contacts being directed through the Lot 1 provider. In addition, the provider must have a Lincolnshire (01522) phone number with no additional charges for the service user (except standard call charges).  It is expected the provider has Microsoft Office tools (or equivalent) for the recording or work completed. 
	


	LCC Technical Requirements for Externally Hosted Solutions (Lot 1)

	A solution with appropriate Managed Hosting including back up, scheduled patch management (software & firmware), business continuity, disaster recovery, application support including upgrades where available, details for all aspects should be fully described including if the hosting environment is Shared, Co-located or Private.
	

	Hosting with an average uptime of 99.95% of per month, excluding any agreed maintenance windows (<21 mins downtime per month).
	

	Hosting to be UK, EU based and certified compliant with ISO/IEC 27001 by an accredited body.
	

	Scalable Solution (Horizontal & Vertical Scaling both up & down) e.g.

· Front end  - Bandwidth 

· Front end - Increase Load balancing capability

· Back end - Increase server processing capacity

· Back end  - Extend storage
	

	Hosted Solution has logical separation of data for each client.
	

	Promote & demote between environments if more than one environment available (Configuration, functionality & data independently).
	

	Ability to demonstrate the solution is secure against modern cyber security threats e.g.  independent penetration testing by an accredited 3rd party, or certification / accreditation by a recognised body e.g. https://www.cyberstreetwise.com/cyberessentials/ 

· Secure against common web based / technical attacks e.g. 

· URL manipulation SQL injection

· Cross-site scripting

· Back-end authentication 

· Password in memory 

· Session hijacking 

· Buffer overflow

· Web server configuration

· Credential management

· Secure against common business logic vulnerabilities e.g. 

· Day-to-Day threat analysis

· Unauthorized logins

· Loss of personal / sensitive data

· Personal information modification
	

	Solution is device and platform agnostic.
	

	Fully auditable system, with appropriate permissions.
	

	Where personal / sensitive data is to be used, the system must comply with the appropriate UK & EU legislation and LCC Information Governance policies.
	

	Solution should be compatible with Windows 7 Enterprise, Windows 10 Enterprise (64 Bit) operating systems.
	

	The solution should be compatible with Microsoft Office products (2010+) without the need for additional plugins (if plugins are required to use the functionality of the solution these should be fully detailed).
	

	Mobile working

	The solution should support mobile working, including ability to work offline with data being synced back to a central repository at a later point once connectivity is established (WiFi, Wired, 2G/3G/4G).
	

	Connectivity, Data & Data Exchange

	Connection Security / Encryption - All traffic to / from hosted application must be through a secure encrypted connection (TLS 1.2 256 bit preferred).
	

	All data to remain the property of LCC/STP (where appropriate).
	

	Solution should support the importing, export and exchange of data using standard open data file formats, CSV, XML, Web services, API's etc.
	

	Documented process for importing & exporting data at start and end of contract.
	

	Solution should support full Document & Records management (create, edit, delete, archive, retention etc.)
	

	Ability to exchange data with the LCC Enterprise Data Warehouse (where required).
	

	Use of Secure email when sending data (especially personal, sensitive, confidential, or restricted data) between the solution, end recipient or LCC.
	

	Able to access and export historic data in part or in full in an accessible format (CSV, XLS, XML, etc.) 
	

	Central database – Single Source of Data
	

	I. Browser Support

	Solution if browser based must support all major browsers (As a minimum, browsers with 1% of the market share for the last 12 months (Desktop, Mobile & Tablet http://www.netmarketshare.com/).
	

	Using the latest features of modern browsers must not inhibit users accessing essential content because their browser either does not support, or they have intentionally disabled these features.
	

	The solution should not inhibit users using assistive technologies (Screen readers, Text to Speech, colour adjustment etc)
	

	All content must be readable, usable and functional.
	

	Where CSS layout is used, the CSS must be rendered so that a fully styled version of the page is presented to the user.
	

	Any degradation to application functionality (client side) must gracefully degrade.
	

	Any degradation to application functionality must not obscure content.
	

	Solution must support all updates to all major browsers with in an acceptable timeframe (e.g. 6  months).
	

	Solution must support responsive / adaptive design.
	


	Federated Access

	A Trust relationship from the Council's Active Directory service, Lightweight Directory Service or Federated Single Sign on managed from the Council (If required under business requirement).
	


	Client Side / Application

	If the solution requires a client application install, it should be able to be packaged for Microsoft Windows 7.0 Enterprise and Windows 10 Enterprise 64 bit environments, ideally using SCCM, WSUS or MSI Packaging. If other deployment methods are preferred / required these should be fully documented.
	

	If a client application is required fully detail how it will connect to the solution (via a Web browser, RDP etc.)
	

	The Solution should require no additional plugins to work, but if required these should be fully detailed (client side).
	

	Standards

	All HTML, XHTML, SMIL, SVG, MathML, CSS etc. must be validated against the W3C or other Validator tool where possible (https://validator.w3.org/) 
	

	II. Any web based system should comply with the following standards where they are applicable; 
· W3C Standards (https://www.w3.org/standards/)
· OASIS standards (https://www.oasis-open.org/standards) 
· Java Community Process open Standards (https://www.jcp.org/en/jsr/all)
· Open Geospatial Consortium standards (http://www.opengeospatial.org/standards)
· WCAG 2.0 AA minimum (https://www.w3.org/TR/WCAG20/)
· WAI-ARIA 1.0 (https://www.w3.org/TR/wai-aria/)
· Open Standards for Government (https://www.gov.uk/government/publications/open-standards-for-government)

· Plain English (http://www.plainenglish.co.uk/websites.html)

· BS 8878:2010 Web Accessibility code of practice (https://www.access8878.co.uk/getting-started-with-bs-8878.aspx)
	

	Data Protection Act 1998 (https://www.gov.uk/data-protection/the-data-protection-act) / General Data Protection Regulation (GDPR) (https://ico.org.uk/for-organisations/guide-to-the-general-data-protection-regulation-gdpr/)
	

	Equality Act 2010 (https://www.gov.uk/guidance/equality-act-2010-guidance) 
	

	Open Data standards 
	

	User Access & Passwords 

	Management of user creation, updating, permissions and deletion must remain with the Council. Where this is not possible, all authorisations for User Management activity must be received from nominated Council contact(s) before any activity is performed.
	

	Ability to support a granular model of role based permissions & access.
	

	User password activation after initial user set up.
	

	Automated password reset for users.
	


	Ability to set minimum password parameters e.g.

· Length

· Complexity

· Duration
	

	Account lockout facilities
	

	All Audit trails must be available to the Council to allow oversight of access by all users regardless of origin (e.g. vendors, staff & partners).
	

	Minimum Information Security Controls

	General

A security policy must be in place which sets out management commitment to information security, defines information security responsibilities, and ensures appropriate governance.

All staff must complete data protection and information security training commensurate with their role. 

Pre-employment checks that take into account relevant employment legislation including verification of identity and right to work must be applied to all staff.
	

	IT Infrastructure

	Boundary firewall and internet gateways 

Information, applications and devices must be protected against unauthorised access and disclosure from the internet, using boundary firewalls, internet gateways or equivalent network devices. 

Secure configuration 

ICT systems and devices must be configured to reduce the level of inherent vulnerabilities and provide only the services required to fulfil their role.

User access control

User accounts must be assigned to authorised individuals only, managed effectively, and they must provide the minimum level of access to applications, devices, networks, and data.  

Access control (username & password) must be in place.  A password policy must be in place which includes:

•
Avoiding the use of weak or predictable passwords. 

•
Ensuring all default passwords are changed.

•
Ensuring robust measures are in place to protect administrator passwords. 

•
Ensuring account lock out or throttling is in place to defend against automated guessing attacks.

End user activity must be auditable and include the identity of end-users who have accessed systems. 

Malware protection

Mechanisms to identify detect and respond to malware on ICT systems and devices must be in place and must be fully licensed, supported, and have all available updates applied.

Patch Management and Vulnerability Assessment 

Updates and software patches must be applied in a controlled and timely manner and must be supported by patch management policies. 

You must adopt a method for gaining assurance in your organisation's vulnerability assessment and management processes, for example by undertaking regular penetration tests.

Software which is no longer supported must be removed from ICT systems and devices.

Cloud Services

You must ensure that the controls applied to the use of cloud services satisfactorily supports the relevant security principles set out in the National Cyber Security Centre Cloud Security Principles: 

https://www.ncsc.gov.uk/guidance/implementing-cloud-security-principles     
	

	Protecting Confidential Data

	Electronic Data

Electronic copies of confidential data must be encrypted at rest to protect against unauthorised access.

When transmitting confidential data over the internet, over a wireless communication network e.g. Wi-Fi, or over an untrusted network you must use an encrypted communication protocol.  

You must only use ICT which is under your governance and subject to the controls set out in this schedule.

Hard Copy Confidential Data 

Hard copy Confidential Data must be stored securely when not in use and access to the data must be controlled. 

It must be transported in a secure manner commensurate with the impact a compromise or loss of information would have and which reduces the risk of loss or theft. 

Secure Destruction of Confidential Data 

Electronic copies of confidential data must be securely destroyed when no longer required. This includes data stored on servers, desktops, laptops or other hardware and media.  

Hard copy information must be securely destroyed when no longer required.

Secure destruction means destroying data so it cannot be recovered or reconstituted.

A destruction certificate may be required to provide the necessary assurance that secure destruction has occurred.
	

	Security Incidents/Personal Data Breach

	You must notify the council immediately of any fact or event which results in, or has the potential to result in, the compromise, misuse, or loss of council information, ICT services or assets.  

You must notify the council immediately of any personal data breach if the breach relates to personal data processed on behalf of the council. 

You must fully co-operate with any investigation that the council requires as a result of such a security incident or personal data breach.
	

	Compliance

	The council must be informed of any non-compliance with these controls.  Any deficiencies in controls must be subject to a documented risk management process and where appropriate a remedial action plan is to be implemented with the aim of reducing, where possible, those deficiencies.  

Independent validation which has been used as evidence of appropriate security controls must be maintained throughout the life of the contract.  

The council must be made aware of any expired or revoked evidence used as independent validation.
	



Key Performance Indicators

Lot 1

	Measure Number
	KPI 1

	Measure Name
	Availability of the website

	Target
	Minimum 99.95% availability 

	Numerator
	The amount of time the website is live and available to service users

	Denominator
	Total amount of time in the reporting period

	Calculation
	Logical

	Frequency of reporting
	Monthly
	Good performance is…
	Bigger is better, meets or exceeds target

	Reporting Basis
	This measure is reported "in period"

	Data Source
	Supplier

	Comments
	Any previously agreed planned updates are not included in the downtime calculation, but must take place with reference to the results of Measure 1 


	Measure Number
	KPI 2

	Measure Name
	User feedback

	Target
	80% positive

	Numerator
	The number of positive comments and/or positive website user feedback

	Denominator
	The total number of comments and/or website user feedback

	Calculation
	Logical

	Frequency of reporting
	Monthly
	Good performance is…
	Bigger is better

	Reporting Basis
	This measure is reported "in period"

	Data Source
	Supplier

	Comments
	User feedback, from both service users and providers, is to be gathered and reported. The feedback, both positive and negative, should provide evidence of improvements made to the service provided.


Lot 2

	Measure Number
	KPI 3

	Measure Name
	Service response times and quality of information provided to service users making contact

	Target
	Telephone calls answered within 20 seconds and response with 2 hours during operational hours; live chat respond within 10 minutes of receipt of message during operational hours; email response within 2 hours of receipt during operational hours.

Information requested through contact with the service, and the associated response to be recorded to ensure correct information given.

Evidence that any reported concerns relating to immediate safeguarding are dealt with appropriately.

	Numerator
	N/A

	Denominator
	N/A

	Calculation
	N/A

	Frequency of reporting
	Monthly
	Good performance is…
	Bigger is better

	Reporting Basis
	This measure is reported "in period"

	Data Source
	Supplier

	Comments
	Supplier to keep accurate and timely records relating to service response times and information provided during contacts


	Measure Number
	KPI 4

	Measure Name
	User feedback

	Target
	80% positive

	Numerator
	The number of positive comments and/or positive website user feedback

	Denominator
	The total number of comments and/or website user feedback

	Calculation
	Logical

	Frequency of reporting
	Monthly
	Good performance is…
	Bigger is better

	Reporting Basis
	This measure is reported "in period"

	Data Source
	Supplier

	Comments
	User feedback, from both service users and providers, is to be gathered and reported. The feedback, both positive and negative, should provide evidence of improvements made to the service provided.


Performance Monitoring

Lot 1

	Measure Number
	Performance 1

	Measure Name
	Volume of user traffic on the website

	Target
	Increase on previous

	Numerator
	The total number of site visits in the last calendar month

	Denominator
	N/A

	Calculation
	N/A

	Frequency of reporting
	Monthly
	Good performance is…
	Bigger is better

	Reporting Basis
	This measure is reported "in period"

	Data Source
	Supplier

	Comments
	Details to be reported include: breakdown on time of day site traffic accessed site; length of visit; information accessed


	Measure Number
	Performance 2

	Measure Name
	Volume of new providers requesting to be added to the website, or existing providers updating their information

	Target
	N/A

	Numerator
	The total number of providers added to the site, or modifying their current information within the calendar month

	Denominator
	Total number of services on the website

	Calculation
	Logical

	Frequency of reporting
	Monthly
	Good performance is…
	N/A

	Reporting Basis
	This measure is reported "in period"

	Data Source
	Supplier

	Comments
	Report should be broken down into the type of services added to the site, or modifying their details, to ensure all areas are covered and maintained


	Measure Number
	Performance 3

	Measure Name
	Number of existing providers updating their information

	Target
	N/A

	Numerator
	The total number of providers added to the site, or modifying their current information within the calendar month

	Denominator
	Total number of services on the website

	Calculation
	Logical

	Frequency of reporting
	Monthly
	Good performance is…
	N/A

	Reporting Basis
	This measure is reported "in period"

	Data Source
	Supplier

	Comments
	Report should be broken down into the type of services added to the site, or modifying their details, to ensure all areas are covered and maintained


	Measure Number
	Performance 4

	Measure Name
	No. of organisations removed from the website

	Target
	N/A

	Numerator
	The total number of organisations no longer displayed on the website, and the category they fall into

	Denominator
	Total number of organisations displayed on the website, split into the categories they fall into

	Calculation
	Logical

	Frequency of reporting
	Monthly
	Good performance is…
	Smaller is better

	Reporting Basis
	This measure is reported "in period"

	Data Source
	Supplier

	Comments
	All organisations on the website to be verified as correctly recorded a minimum of twice per year. This can be done through self-certification, or supplier contact. Any inappropriate content that has been reported or removed to be reported.


Both Lot 1 and 2

	Measure Number
	Performance 5

	Measure Name
	Service User Contact Times

	Target
	N/A

	Numerator
	N/A

	Denominator
	N/A

	Calculation
	N/A

	Frequency of reporting
	Monthly
	Good performance is…
	Accurate information

	Reporting Basis
	This measure is reported "in period"

	Data Source
	Supplier

	Comments
	The number, type, and time of live chat and telephone contacts made by service users to be recorded and shared with LCC. The information will be used to ensure the service provided matches customer need


Lot 2

	Measure Number
	Performance 6

	Measure Name
	No. of direct contacts received from service users through the Advisor (phone calls, emails and live chat)

	Target
	N/A

	Numerator
	The total number of contacts within the calendar month

	Denominator
	N/A

	Calculation
	N/A

	Frequency of reporting
	Monthly
	Good performance is…
	Bigger is better

	Reporting Basis
	This measure is reported "in period"

	Data Source
	Supplier

	Comments
	Contacts to be separated into type


	Measure Number
	Performance 7

	Measure Name
	Information availability

	Target
	All contacts are supplied with relevant information relating to their query. 

	Numerator
	N/A

	Denominator
	N/A

	Calculation
	N/A

	Frequency of reporting
	Monthly
	Good performance is…
	Bigger is better

	Reporting Basis
	This measure is reported "in period"

	Data Source
	Supplier

	Comments
	Supplier to keep accurate and comprehensive records relating to queries which result in the identification of relevant services or organisations which were not incorporated in the LIS at the time of contact being made



	
	
	
	
	Lot 1 - website

	Date Period: _____________________

(  =  To be completed by The Provider 


(  =  To be completed by The Authorised Officer 

(subject to data being available via The Council's 

Case Management System)
(  =  Total occurring during the period

(  =  Current total at end of the period


	
	Aggregate (total)
	
	Volume of user traffic on the website
	Number of new providers requesting to be added to the website.
	Number of existing providers updating their  information
	Number of organisations removed from the website
	Availability of the website
	User feedback
	Information availability

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	

	1. Number of new user registrations in period
	
	
	
	
	
	
	
	
	
	

	2. Number of users visiting site who do not register, but complete a search
	
	
	
	
	
	
	
	
	
	

	3. Number of existing registered users who re-visit site and complete a search
	
	
	
	
	
	
	
	
	
	

	4. Total number of LIS visits in reporting period
	
	
	
	
	
	
	
	
	
	

	5. Total number of LIS searches in reporting period
	
	
	
	
	
	
	
	
	
	

	6. Number of new providers who add their details to LIS

	
	
	
	
	
	
	
	
	
	

	7. Total number of providers who have their details within LIS
	
	
	
	
	
	
	
	
	
	

	8. Total number of providers who have updated/confirmed their information within LIS
	
	
	
	
	
	
	
	
	
	

	9. Number of providers who are outside the timescale of reconfirming their LIS details
	
	
	
	
	
	
	
	
	
	

	10. Number of organisations removed from the website due to issues with re-confirming details
	
	
	
	
	
	
	
	
	
	

	11. Number of organisations removed from the LIS website due to inappropriate content
	
	
	
	
	
	
	
	
	
	

	12. Number of organisations removed from the LIS website due to not being relevant to the service
	
	
	
	
	
	
	
	
	
	

	13. Number of minutes the website was unavailable during reporting period
	
	
	
	
	
	
	
	
	
	

	14. Total number of feedback forms completed by users of the LIS website
	
	
	
	
	
	
	
	
	
	

	15. Total number of feedback forms that were positive

16. 
	
	
	
	
	
	
	
	
	
	

	17. Total number of feedback forms that were negative

18. 
	
	
	
	
	
	
	
	
	
	

	19. Number of complaints made to provider

	
	
	
	
	
	
	
	
	
	

	20. Number of complaints made to commissioner

	
	
	
	
	
	
	
	
	
	

	21. Number of complaints made to commissioner investigated and upheld
	
	
	
	
	
	
	
	
	
	

	22. Number of searches completed which returned no matching results
	
	
	
	
	
	
	
	
	
	

	23. Number of times searches resulting in no matching results was due to lack of information on LIS
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	


	
	
	
	
	Lot 2 – remote support

	Date Period: _____________________

(  =  To be completed by The Provider 


(  =  To be completed by The Authorised Officer 

(subject to data being available via The Council's 

Case Management System)
(  =  Total occurring during the period

(  =  Current total at end of the period

 
	
	Aggregate (total)
	
	User Feedback
	Direct contacts
	Service response times
	Safeguarding concerns
	Information availability
	
	

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	

	24. Total number of feedback forms completed by users of the LIS remote support 
	
	
	
	
	
	
	
	
	
	

	25. Total number of feedback forms that were positive


	
	
	
	
	
	
	
	
	
	

	26. Total number of feedback forms that were negative


	
	
	
	
	
	
	
	
	
	

	27. Number of complaints made to provider


	
	
	
	
	
	
	
	
	
	

	28. Number of complaints made to commissioner


	
	
	
	
	
	
	
	
	
	

	29. Number of complaints made to commissioner investigated and upheld
	
	
	
	
	
	
	
	
	
	

	30. Total number of direct contact made during the reporting period
	
	
	
	
	
	
	
	
	
	

	31. Number of telephone contacts

	
	
	
	
	
	
	
	
	
	

	32. % answered within target times


	
	
	
	
	
	
	
	
	
	

	33. Number of email contacts

	
	
	
	
	
	
	
	
	
	

	34. % answered within target times


	
	
	
	
	
	
	
	
	
	

	35. Number of live chat contacts

	
	
	
	
	
	
	
	
	
	

	36. % answered within target times

	
	
	
	
	
	
	
	
	
	

	37. Number of immediate safeguarding concerns identified during the reporting period
	
	
	
	
	
	
	
	
	
	

	38. Number of times searches resulting in no matching results was due to lack of information on LIS
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