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Confidentiality
The information contained in this document is confidential to United Welsh and Arthur J. Gallagher Insurance Brokers Limited. This document and its contents may not be reproduced or disclosed to any third party without the prior written consent of United Welsh and Arthur J. Gallagher Insurance Brokers Limited. © 2025 Arthur J. Gallagher Insurance Brokers Limited. 

[bookmark: _Toc197009162]Service Standards
[bookmark: _Toc426117349][bookmark: _Toc467562252][bookmark: _Toc497978670][bookmark: _Toc499038627]Service standards for each Lot are set out below and are applicable to each Lot in the Part 3 – Corporate Insurances document of the ITT. In the event that any standards are not achieved, an escalation process shall be instigated, as follows:
Escalation Process
The following section specifies the service standards required from Suppliers, but in the event that any standards are not be achieved, an escalation process shall be instigated, as follows:-
· Escalation Point 1: If no response or no holding response are received within 5 working days, the enquiry will be forwarded to the Underwriting Manager, who will be a named person.
· Escalation Point 2: If no response or no holding response is received within a further 3 working days, then a copy of the enquiry will be sent to the Regional Business Manager Account Manager or equivalent.  Resolution must then occur within a further 3 working days.

[bookmark: _Toc426117350][bookmark: _Toc467562253][bookmark: _Toc497978671][bookmark: _Toc499038628]Insurance Cover (All Lots)
1	Suppliers shall provide the Contracting Authority with written confirmation that the Supplier will indicate whether or not the Long Term Agreement will be broken at least 90 days prior to each renewal date, together with authenticated loss experience (where applicable), in a format required by the Contracting Authority.

2	Where the responding bidder is a direct dealing Supplier, during the currency of the insurances, all correspondence and enquiries must be directed by the supplier to the Contracting Authority.  The intention is to allow direct contact between the Supplier and the Contracting Authority but the successful Suppliers will be required to recognise the appointment of Arthur J. Gallagher as the appointed insurance brokers to the Contracting Authority and authorised to respond fully to any queries they raise and to attend meetings with them to resolve any issues with services provided to the Contracting Authority as required.

3	Suppliers must issue final policy documentation either to the Contracting Authority or to the appointed insurance brokers within 30 days of the inception date. 

4	Suppliers shall respond to written enquiries within 3 working days. If a comprehensive reply cannot be despatched within this time due to the need for further enquiries, then a holding response must be despatched giving a timescale by which the Supplier shall be able to respond fully.  

5	Suppliers shall respond to telephone enquiries within 24 hours. If a response cannot be given within this timescale then an anticipated timescale for responding should be given to the enquirer which shall not exceed 2 days.

6	Renewal Timetable – it is the intention of the Contracting Authority to follow the timetable detailed below, both for 2026 and successive years, and to assess insurer services against the same.

	Task
	By Whom
	Completion Date

	Renewal Questionnaires or other requests for renewal information including claims data
	Supplier
	1st October 2026



	Task
	By Whom
	Completion Date

	Renewal Questionnaires etc. sent to United Welsh Limited for completion
	Supplier / Gallagher
	20th October 2026

	United Welsh returns completed Renewal Questionnaires etc. to Gallagher, together with claims data
	United Welsh
	30th November 2026

	Supplier / Gallagher to review information provided against 2026 and clarify with United Welsh as required
	Supplier / Gallagher
	14th December 2026

	Renewal Questionnaires etc. and claims data provided to the Supplier
	Gallagher
	23rd December 2026

	Supplier provides renewal terms 
	United Welsh / Gallagher
	23rd January 2027

	Renewal Meeting between United Welsh, Gallagher and Supplier (where appropriate and / or required)
	United Welsh / Gallagher / Supplier
	14th February 2027

	Instructions issued to Supplier on renewal
	Gallagher
	14th March 2027

	Covers renewed
	Supplier
	1st April 2027



Where the Supplier is a direct dealing insurer they shall copy  Gallagher  into the various steps detailed above.

	The Renewal Timetable in successive years after 2026 will be agreed end of July of each successive year, at least 6 months prior to renewal.

	Adherence with the Timetable above and future timetables is mandatory. Variations will be considered but only based on prior agreement of all the parties detailed above.


7	Renewals Process – to ensure that the timetable for renewals detailed in paragraph 6 above is adhered to Suppliers must comply with the following. If a Supplier is unable to do so then this should be stated clearly in their bid documentation together with the reasons why compliance is not possible.

i. Renewal Questionnaires (where required by the Supplier) must be available by end of August (and agreed dates in future years) when requested by Gallagher, in order that these can be sent to the Contracting Authority.

Where the Supplier is direct-dealing, the Supplier must provide the Renewal Questionnaires direct to the Contracting Authority according to the timetable detailed above (see paragraph 6 above).

Where no Renewal Questionnaire is required, the Supplier must advise what renewal information is required instead to the renew the contract to Gallagher before  1st October 2026 (and agreed dates thereafter).

ii. Once Suppliers have received completed Renewal Questionnaires, Suppliers must provide details of any missing information as soon as possible in order to ensure no delays in the renewal process. Suppliers must be clear and precise with regards to the outstanding information required. The timetable is designed to ensure that ultimately there are no delays in the Contracting Authority receiving their renewal terms well in advance of the renewal date, not least because the Contracting Authority has its own internal procedures including sign-off to achieve prior to the renewal date.

iii. Where covers renewing are subject to own (handled in house) or historic claims experience, Suppliers must advise the Contracting Authority via their appointed broker or where direct dealing the Supplier:
1) which policies require this information;
2) for what period of time this information is required;
3) what format the Supplier requires this information in, noting that the required format may not always be possible;
4) what heads of data are required;
5) if large loss date is required, what value of loss constitutes a large loss, and what additional information is required over and above the heads of data previously requested.

iv. Renewal terms are required to be provided in accordance with the timetable detailed above (see paragraph 6). If terms cannot be provided within the timetable detailed above, and the delay is not due to the fault of the Contracting Authority in terms of the information provided, the Supplier must ensure that terms are provided no later than 30 days prior to the renewal date. Where this is not possible, the Supplier must advise the Contracting Authority immediately with the reason for the delay and in what time frame they shall be able to deliver the renewal terms.
If the Supplier is unable to provide the renewal terms prior to the renewal date, the Supplier the Supplier shall provide to the Contracting Authority an extension of cover whilst the terms are reviewed and considered. That extension should include sufficient time for any internal sign-off process the Contracting Authority has to follow.

Suppliers are required to specifically state whether extensions of cover, in these circumstances, will be granted and if so on what terms – the expiring or the new.

8	Supplier Meetings – to enable the Contracting Authority to monitor the day-to-day service under this contract the Contracting Authority is committed to meeting on a regular basis with its Supplier(s). As with renewals, the intention is to have an agreed timetable as per that detailed below for 2026 and successive years:

	
	Task
	Completion Date

	Quarterly Meeting including post award
	April 2026

	Quarterly Meeting including Pre-Renewal
	July 2026

	Quarterly Meeting, including review of data for renewals
	October 2026

	Quarterly Meeting, including Renewal Meeting
	 February 2027 



	It is anticipated that an agreed Agenda for each meeting will need to be drafted once the Contract(s) are awarded. The agreed agenda can then be varied as required ahead of each scheduled meeting with agreement of the parties.

	Where the Supplier is a direct dealing insurer the Contracting Authority expects Gallagher to attend these meetings to provide support and advice to the Contracting Authority as and where needed.

	The timetable in successive years for Supplier meetings after 2026 will be agreed in April of each current year.

	Tenderers are to advise whether their preference is for face-to-face meetings or Teams, or a mixture of the same. If face to face, it is anticipated such meetings will take place at the Contracting Authority’s premises.
	
	Adherence with the agreed timetable above and future timetables is mandatory. Variations will be considered but only based on prior agreement of all the parties detailed above.

	As and where necessary, ad-hoc meetings regarding, for example, specific projects, service issues and the like, will be agreed as and when necessary. It is envisaged these are more likely to be Teams meetings rather than face-to-face.


9	Tenderer Risk Surveys – it is anticipated that the successful Supplier may wish to carry out a programme of risk surveys of various locations. 

	Tenderers are requested to set out proposals for the same within their bid, with any specific requirements in respect of the same.

	Tenderers are asked to note that their findings, requirements and recommendations will need to be shared with the Contracting Authority and Gallagher once surveys have been completed. This is to enable Gallagher to monitor progress in respect of completion of any requirements and ensure that these are completed within the Tenderers timelines.

	Timelines for the completion of requirements are expected to be realistic, especially where any additional costs are having to be incurred by the Contracting Authority which might require approval via a budget process. 

	Where requirements / recommendations are delayed in being provided to the Contracting Authority by the Supplier, the Supplier must add the number of days delay to the completion date for the requirements / recommendations. The Contracting Authority will not accept reduced timescales through no fault of its own.


10	Mid Term Adjustments – Tenderers are asked to provide details of how mid-term changes would be accommodated and charged for. In the past, the Contracting Authority has had very few of these and is not necessarily anticipating this changing in the future.

11	Debiting of Premiums – where the Supplier is a direct dealing Supplier, the Supplier(s) shall  debit premiums, especially renewal premiums, within 30 days of either instruction or inception of cover. Service in respect of the same will be monitored as part of the overall service provision and is critical to the Contracting Authority in its provision of timely payments to Suppliers.

12	Should the Contracting Authority suffer a failure of service from the successful Supplier and this cannot be resolved within a reasonable amount of time and which shall not exceed 21 days, the Contracting Authority shall be entitled to terminate the Contract with the Supplier with no penalty clause to apply and no compensation shall be payable by the Contracting Authority to the Supplier.

13	A named contact will be provided by the Supplier to the Contracting Authority. No Supplier may allocate a new contact to the Contracting Authority without the prior agreement of the Contracting Authority. Such agreement will not be unreasonably withheld but the Contracting Authority reserve the right to approve the replacement nominated by the Supplier. 

Insurance Cover – Lot 1 – Key Performance Indicators (KPI’s)
In accordance with the Procurement Act 2023 the Contracting Authority is required to report on three KPI’s annually.
The KPI’s selected are as detailed above under “Insurance Cover (All Lots)” as follows:
KPI 1 – Paragraph 6 – Renewal Timetable
KPI 2 – Paragraph 7 – Renewal Process
KPI 3 – Paragraph 8 – Supplier Meetings
[bookmark: _Toc426117351][bookmark: _Toc467562254][bookmark: _Toc497978672][bookmark: _Toc499038629]Claims Handling
These arrangements and requirements are required going forward, in addition to the Contracting Authority’s general requirements set out below.

The role of Arthur J. Gallagher will be to monitor claims experience and to resolve any disputes between the Contracting Authority and Suppliers, and to assist the Contracting Authority with any complex, high value or high profile claims.

1	Suppliers must confirm whether or not they are to provide claims handling services for above and below the deductible claims as set out in the “Claims Handling Arrangements” of the Part 3 Technical Specification ITT (see pages 13 – 16 for details) and that the full cost of such services must be contained within the premium quoted. 

2	If Suppliers are to charge separately for claims handling or if the proposal is for claims handling services to be provided by a third party, then a full method statement for the claims handling process must be provided.

	
	In the event the Supplier is proposing any charge for claims handling services in addition to the premium for insurance cover, then terms must be provided on the following basis:-

2.1	All terms must be submitted in respect of handling each claim arising from incidents occurring during the insurance year, to extinction.

2.2	Prices can either be submitted as a fixed fee for all claims arising from the insurance year, or as a unit price per claim. In either case terms must indicate whether they include or exclude elements such as disbursements, VAT etc.

2.3	If terms are subject to annual adjustment then full details of the method of adjustment must be provided with the tender response, together with confirmation of the number of claims anticipated when calculating the terms. 

3	The successful Supplier shall provide regular and comprehensive claims information for over the deductible claims:-

	3.1	Authenticated loss experience in agreed market form, at least 90 days prior to each renewal date. 

3.2 	A full list of all claims/losses submitted to the Contracting Authority shall be provided by the supplier at three monthly intervals, by risk and policy year. Data will be provided in Excel spreadsheet. The list will show as a minimum the following information where relevant:-

· the Contracting Authority and or Supplier references
· Policy Number
· indicator of SC department responsible for the loss (if applicable)
· indicator for geographical location of the loss
· brief description of claim
· amount paid on each claim
· date of Payment
· reserve/estimate on each outstanding claim showing both own damage and third party 
· date of reserve/estimate

4 	Suppliers shall respond to written enquiries from the Contracting Authority and claimants within 3 working days. If a comprehensive reply cannot be despatched within this time due to the need for further enquiries, then a holding response must be despatched giving a timescale by which the claims handler shall be able to respond fully.  

5	Suppliers shall respond to telephone enquiries within 24 hours. If a response cannot be given within this timescale then an anticipated timescale for responding should be given to the enquirer which shall not exceed 2 days.

6	Correspondence repudiating claims must be sent as soon as possible together with an explanation for doing so. Copies of all such letters must be sent to the Contracting Authority for information. 

7	All requests for additional information in connection with claims must be directed to the Contracting Authority and or their representatives and contact details will be provided upon the award of contracts.

8	Suppliers will be required to pursue recoveries from third parties. Suppliers should confirm if this is outsourced or managed in house and any separate costs should be detailed.

9	In respect of Lot 1 and 2 only the following additional Key Performance Indicators (KPI’s) apply:

· Time taken to set up claims - ensure new claims are logged within 5 working days of receipt.
· Reserves - allocate an appropriate reserve to each file within 5 working days of receipt from Gallagher and ensure that the current reserve continues to comply with the estimating philosophy throughout the life of the claim.

· Time taken to acknowledge claimants - contact the claimant or their representative within 5 working days of receipt of third party correspondence relating to a new claim. In the event that a claim is deemed to be sensitive or contentious, contact will be made with the claimant or their representative within 1 working day of receipt.
Otherwise, ensure all incoming mail is reviewed and prioritised within 24 hours. Respond to urgent correspondence within 5 working days.


10	The Supplier must provide the following supporting documentation when submitting tenders:-

10.1  	Details of the names, qualifications, and experience of the team of employees who will be responsible for the delivery of services to the Contracting Authority. Dedicated claims handlers are expected. Also, if claims handling function is UK based or overseas.
10.2	Outline the Supplier’s philosophy for claims handling, including specific description of the claims handling service(s) offered, including details of out of hour’s access.
10.3 	Measures for ensuring quality of service, performance standards and for the monitoring and containment of the cost of claims/claims handling.  Details of how you would deal with a large loss i.e. a large flooding incident or large fire and how you would mobilise in the event of a large loss and your experience in dealing with large losses.
10.4	Claims notification conditions/requirements.
10.5	Confirmation of whether, and at what incurred value of claim, the Supplier would prefer to take control of a claim, in relation to the size of the deductible.
11	All Suppliers shall:
	11.1	Provide regular information concerning changes in reserves.
	11.2	Undertake a regular, at least quarterly, update on all open claims and their reserves including those where there has been no action during the preceding quarter. All inactive claims will be closed off where appropriate to ensure that these do not distort the claims statistics.
11.3	Enable the Contracting Authority to have an input into the decision making process on liability. Agreement should be reached on liability and quantum before the claimant is contacted.

	11.4	Assist the Contracting Authority to reduce future losses by discussing what measures need to be implemented to prevent a recurrence and provide written feedback on each claim paid concerning why the defence failed.
	11.5	Regular quarterly service meetings between the Contracting Authority and Supplier. Working in Partnership to identify areas of improvement if service is not meeting required criteria.
	11.6	The Contracting Authority reserves the right to undertake an audit of its own claim files for a maximum of once in every 12-month period. The Supplier will at its own costs fully cooperate with this providing such documentation and information as reasonably requested by the Contracting Authority.
12	No Supplier may allocate a new claims handler to the Contracting Authority without the prior agreement of the Contracting Authority. Such agreement will not be unreasonably withheld but the Contracting Authority reserve the right to approve the replacement nominated by the Supplier.
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