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Appendix G - Invitation to Tender – Specification 
Title: Mobilising On-Call Availability Software
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[bookmark: _Toc865999798][bookmark: _Toc2116744369][bookmark: _Toc232420036]Introduction
1.1	This Invitation to Tender (“ITT”) has been issued by Mid and West Wales Fire and Rescue Authority who are seeking to award a Contract for the provision of Mobilising On-Call Availability Software on behalf of ourselves and South Wales Fire and Rescue Service. 
1.2	The Requirement will be tendered as a single supplier. 
1.3	Not used.
1.4	The Contract Term shall be for a period of 5 years with the option to extend by a further 120 months at 24-month intervals.
1.5	The organisations that will be named on this Contract are listed in section 10 of this document.
1.6	Not used
1.7	The anticipated commencement date of the Contract is 1st December 2026. Any changes to this commencement date will be communicated to all bidders through the contracting authority’s e-Procurement Portal, sell2wales.
1.8	The Transfer of Undertakings (Protection of Employment) Regulation 2006 (SI2006/246) (TUPE) may apply in respect of the award of any Contract and that for the purposes of the Regulations the undertaking shall transfer to the Contractor on the commencement of any Contract. Bidders should seek their own legal advice regarding TUPE.  
[bookmark: _Toc29131793][bookmark: _Toc1382849909][bookmark: _Toc232420037]Background
2.1	The Contracting Authority is Mid and West Wales Fire and Rescue Authority, and we will be undertaking this procurement on behalf of ourselves and South Wales Fire and Rescue Service.

Mid and West Wales Fire and Rescue Authority
Mid and West Wales Fire and Rescue Service is responsible for providing public safety information, prevention and protection programmes and emergency response cover for Mid and West Wales. We are governed by the Mid and West Wales Fire and Rescue Authority, which comprises representatives from the six unitary authorities that we cover.
We employ over 1,350 members of staff and cover almost 12,000 square kilometres – 		almost two-thirds of Wales. The Service covers the six unitary authorities of 			Carmarthenshire, Ceredigion, Powys, Pembrokeshire, Swansea and Neath Port Talbot.
South Wales Fire and Rescue Service 
South Wales Fire and Rescue Service was formed in April 1996 as a result of the amalgamation of the former Mid Glamorgan, South Glamorgan and Gwent Fire Brigades. 
With an area covering nearly 300,000 hectares and a population of just over 1.4 million, South Wales is one of the largest Fire and Rescue Services in the UK. 
The main Administrative Headquarters is located at Forest View Business Park in Llantrisant. 
There are 47 Fire Stations located across South Wales, together with a number of other Fire Service sites.  These include Wholetime Stations, Day Crewed Stations, Retained Stations, Fire Safety and Training Establishments. 
2.2	Our aim is to ensure that our stakeholders obtain the best value for money to maximise the benefits to front-line operational performance, whilst also ensuring that Social Value and Sustainability feature in each of our procurement exercises.
2.3	We work with local and national suppliers to ensure we are meeting the specific needs of our organisation in a responsible and sustainable way.
[bookmark: _Toc2067645219][bookmark: _Toc1779239073][bookmark: _Toc232420038]Social Value  
3.1	Mid and West Wales Fire and Rescue Authority, when acting on behalf of ourselves and South Wales Fire and Rescue will consider how economic, social, and environmental well-being may be improved through the goods, works and services we procure, and how procurement may secure those improvements, under the provisions of: Wales Procurement Policy Statement (Procurement Acts.13-14), the Social Partnership and Public Procurement (Wales) Act 2024 and Well-being of Future Generations (Wales) Act 2015.
3.2	We want to use the opportunity the Act presents to enable 
· The development of thriving local economies
· Communities to become stronger and more resilient
· The environment of which we all rely upon to be protected and enhanced.
3.3	We know that by incorporating economic, social, and environmental considerations within our procurement process, over time, we will reduce demand on the police and other public services.
3.4	For this Mobilising On-Call Availability Software procurement, Mid and West Wales Fire Authority and Fire and Rescue Authority and South Wales Fire and Rescue Service have identified the following Social Value priorities that need to be met through the delivery of this Contract. 
Examples could include:
· % of local direct employees 
· training opportunities and apprenticeships 
· opportunities to disadvantaged people 
· Any other community benefits
3.5	Where appropriate, we ask that bidders build into their proposals these considerations and identify outcomes and measures that they can deliver when providing the Goods and /or Services and Works.
[bookmark: _Toc1455166328][bookmark: _Toc1215960878][bookmark: _Toc232420039]Scope and Specification
4.1	Project Scope
Mid and West Wales Fire and Rescue Authority, on behalf of ourselves and South Wales Fire and Rescue Service are undertaking this tender to find a proven replacement software solution to our current RAPPEL system, to manage On-Call firefighter availability, rostering across different duty systems, to support workforce planning across the two Welsh Fire and Rescue Services.  
Mid and West Wales Fire and Rescue Authority and South Wales Fire and Rescue Service’s functions of prevention, protection and response to emergencies in our local communities are changing.  New digital technologies will play a pivotal role in providing the tools, capabilities, and infrastructure necessary to support both our operational delivery and business transformation.   

The goals of this tender are to ensure an efficient, streamlined approach to mobilising firefighters efficiently and effectively to serve the communities of Mid, West and South Wales.  To understand current and future risks within our communities, there is a need to align with Mid and West Wales Fire and Rescue Authorities Community Risk Management Plan (CRMP2040 Plan) and SWFRS’s CRMP Plan which is currently being drafted to review the current software and hardware used to mobilise our firefighters. 

This tender exercise will explore opportunities, including the use of new technologies to modernise the way we plan, record and manage availability to both intelligently alert and mobilise Service resources. 
 
This tender will focus solely on procuring a new software solution that will use modern software and intelligent alerting techniques. 

The software contract will be for 5 years with an option to extend for a further 120 months at 24-month intervals.
 
4.2	Affected Parties 

This tender will be managed and procured by Mid and West Wales Fire and Rescue Authority and South Wales Fire and Rescue Service and involve key stakeholders from Joint Fire Control (JFC).

Both services have been involved since the project commenced in November 2024, and each service has key stakeholder involvement in all three working groups. Please note that Mid and West Wales Fire and Rescue Authority and South Wales Fire and Rescue Service personnel have invested interests as they share a JFC; therefore, an aligned approach to procurement would benefit all parties.   
 
As part of this tender, on implementation, this will affect all On-Call, Wholetime and day-crewed, who crew fire appliances and non-operational staff who manage operational data in any way across Mid and West Wales Fire and Rescue Authority and South Wales Fire and Rescue Service. 

Presently,  
· Mid and West Wales Fire and Rescue Authority have approximately 1000 users, 
· South Wales Fire and Rescue Service have approximately 1500 users on the current RAPPEL system. 
4.3	Existing Systems

At present, both FRS’s currently use the software application RAPPEL as their availability and management system.  

4.4	Joint Public Service Centre (JPSC) and Control Systems

The South Wales Police Joint Public Service Centre (JPSC) is a collaborative emergency services control room housing South Wales Police, South Wales Fire and Rescue Service, and Mid and West Wales Fire and Rescue Authority operational personnel who manage 999/101 calls. 

It acts as a central hub for handling incident reports and dispatching services efficiently across Mid and South Wales.  As a core principle for resilience and cross-service fallback, each FRS’s ensures business continuity and layered resilience arrangements which are built into the Fire and Rescue National Framework for Wales, National Resilience and mutual aid principles between JFC and North Wales Fire and Rescue Service. Each FRS can divert dispatch calls to each other in the Control Room fallback using varying arrangements, with North Wales Fire and Rescue Service operating its own control room using 3TC’s Guardian and Mid and West Wales Fire and Rescue Authority and South Wales Fire and Rescue Service based in JFC using Vision 5. 

4.5	Joint Fire Control (JFC) Bridgend

Mid and West Wales Fire and Rescue Authority and South Wales Fire and Rescue Service mobilise in a similar way and currently share a JFC in Bridgend.

Mid and West Wales Fire and Rescue Authority and South Wales Fire and Rescue Service currently use Vision 5 by NEC (formerly SSS/Capita). This uses firefighter availability and performs mobilising actions based on feeds from the Crew Availability system (Currently Rappel by NEC). As part of this tender, we would require the same or improved functionality that this provides from the new supplier.

Our Joint Fire Control will be tendering for a new C&C system in the next few years.  This availability software will also need to integrate with all the main FRS C&C systems that are on the market, so that the tender options for the new C&C system would not be limited by this supplier’s software solution.  

Please refer to Appendix A of the ‘Software Specification Requirements’ for further details.

4.6	Pay Process
Each of the named FRSs has differing pay processes as outlined below, and these would need to be considered as part of this tender.
Mid and West Wales Fire and Rescue Authority Pay Process

Once pay claims are finalised by station supervisory officers and forwarded to the respective divisional cluster manager, forms are checked for accuracy and signed off by the cluster manager before being sent to the payroll department for processing.

South Wales Fire and Rescue Service Pay Process
South Wales firefighters are paid a salary; therefore, no claim forms are required following each incident.
4.7	Payroll Models
Each of the named FRSs has differing pay models as outlined below, and integration into these would need to be considered as part of this tender.
MAWWFRA uses PeopleXD to process all salaries.
SWFRS payroll systems will not be affected by this tender implementation.

[bookmark: _Toc200353636]4.8	Expected Project Outcomes
This goals of this procurement are to ensure an efficient, streamlined approach to mobilising On-Call firefighters efficiently and effectively to serve the communities of Mid, West and South Wales.  
The expected project outcomes will include a modern software solution that will enhance strategic workforce planning across the two Welsh fire and Rescue services.  The software will be used to support and maximise On-Call availability and used to plan and manage various rostering systems, as well as intelligently alert and mobilise service personnel within each named service. 
4.9	Expected Project Deliverables

The software solution will utilise new modern technologies that are accessible on multiple devices, such as laptops, tablets and mobile phones and use a dynamic rota management system and intelligent alerting techniques to enhance our strategic workforce planning, supporting Central Response and Divisional teams within each service. 

This tender is for the procurement of a new mobilising, planning and alerting software system.  
It is expected that upon the award of this tender, the following deliverables will be achieved:
 
a.  Simple-to-use end-user interfaces on PC/Laptops, tablets and mobile devices that can accommodate the availability needs of all service personnel across the two named services. 
b.  Established interfaces with Mid and West Wales Fire and Rescue Authority and South Wales Fire and Rescue Service Command and Control (C&C) systems. (Mid and West Wales Fire and Rescue Authority and South Wales Fire and Rescue Service currently use Vision 5, and the successful software supplier must integrate with future C&C systems as and when they become available).
c. To have the ability to integrate data into different duty systems, including but not limited to On-Call, 2-2-4, Day Crewing and Flexi Officer Rotas across both services, so that each respective service can provide planning and rostering of their Flexible Duty System Officers. 
d.  Have the ability to run reports to assist with the management of the different duty systems within Mid and West Wales Fire and Rescue Authority and South Wales Fire and Rescue Service, segregating these data sets for each service.
e. To have the ability to receive data from each service’s HR system to automatically update, including but not limited to New starters, Transactional Movers, Leavers, Promotions, Transfers, Absences, including Sickness, Career breaks, Suspensions, Maternity/Paternity, etc. 
f. To have the ability to integrate data into each Service's Payroll system, allowing the generation of pay claims as per each service's current Payroll models. 
g. Using intelligent mobilisation of resources, the software solution, as per the specification requirements, must have the ability to drill down to a granular level on data, such as skill sets and use intelligent alerting techniques to alert operational staff through one-way and two-way pager devices as well as through mobile phone technology.
h. Standard support levels are to be provided as part of the contract, and if other support levels are available must be outlined in your tender response, e.g. 24/7, 365 days a year, etc.

Mid and West Wales Fire and Rescue Authority and South Wales Fire and Rescue Service have set out their ‘Essential/Must’ and ‘Desirable/Should’ criteria for the Mobilising On-Call Availability Software in Appendix A – ‘Software Requirements Specification’.
[bookmark: _Toc232420040]Appendix A – Software Requirements Specification
5.1 	Please see Appendix A – Software Requirements Specification spreadsheet.
All points in Appendix A – ‘Software Requirements Specification’ should be answered in detail, with evidence outlining how the proposed software meets each requirement.
Appendix A is made up of the following:  

· ‘Essential’/’Must’ Criteria – every criterion must be met for any potential solution to be considered. 
Note: Any tender that does not meet every ‘Essential/Must’ criteria will be eliminated from the tender process.

· ‘Desirable/’Should’ Criteria – these criteria will be scored as outlined in the table below:

	Score
	Number of ‘Should’ Criteria met

	0
	0 ’Should’ criteria met 

	2
	1-10 ’Should’ criteria met

	4
	11-17 ’Should’ criteria met

	6
	18-23 ’Should’ criteria met

	8
	24-29 ’Should’ criteria met

	10
	30-35 ’Should’ criteria met




It is anticipated that the number of licenses per FRS will be as follows: 
RAPPEL replacement (On-Call Mobilising software) Software
 
· MAWWFRA = 1000 
· SWFRS = 1500 
[bookmark: _Toc202262215][bookmark: _Toc232420041]Appendix B – MAWWFRS Organisational Standards 
6.1	ICT Procurement of New Systems or Software Procedure 
Based on the highest risk utilising the questions within the ‘ICT Procurement of New Systems or Software Procedure’ document, using sound judgement, the Business Function risk level for the procurement of the software system is deemed as ‘Critical’. 
Based on this risk profile, the supplier and system chosen will have Essential and Desirable elements.  
[bookmark: _Toc202262213]Please note that Essential elements are required for procuring a new system, and Desirable/should elements should be scored against in the procurement process.
[bookmark: _Toc232420042]Appendix C – API’s, Service Level Agreements & Data Protection Statement
1.1 API’s, Key Performance Indicators, Service Level Agreements & Data Protection 				Statement.
[bookmark: _Toc232420043]Appendix D – Software Service Level Agreements – Incidents (SLAs)
Appendix E – Additional Information – User Stories
[bookmark: _Toc984504389][bookmark: _Toc792917176][bookmark: _Toc232420044]Additional Information
10.1	Any required qualifications and/or standards and/or accreditations (ensuring allowance of equivalents where possible and relevant)
10.2	Training/Manuals
10.3	Implementation/Mobilisation or Transition
10.4	Sustainability – Include any relevant Sustainability in the Specification i.e.: to reduce, reuse recycle.
10.5	Any additional required Business Continuity where it is relevant and proportionate to your specific project i.e. critical IT systems.
10.6	Exit strategy
10.7	In the event the Highest Scoring Bidder(s)’ staff must attend Authority sites or access Authority systems they may need to undertake a full vetting process. Due to the information the supplier and their staff will be party to, there may be a requirement for vetting under this Framework/Contract this level will be determined at Call off/ mini competition. Any cost for undertaking staff vetting will be met by the Highest Scoring Bidder(s). The vetting must remain valid for each contracting authority throughout the duration of the Framework/Contract
10.8	All persons (including sub-contracted employees) connected with the Bidder(s) and deemed to require vetting will be required to submit and pass the vetting process. 
10.9	There is a fee attached to each vetting application, and this must be paid by the winning bidder:
10.10	Staff that are not vetted must not be used on the contract until such time as the vetting has been completed and you have been notified that all is in order.
10.11 	Preliminary Market Engagement Outputs
Following the pre-tender engagement session some ‘mandatory’ elements in Appendix A were moved to ‘should’ elements.    
[bookmark: _Toc1498092461][bookmark: _Toc1753131992][bookmark: _Toc232420045]Pricing 
11.1	Bidders must complete the Pricing Schedule document within ITT Part 2.  
11.2	The costing assessment will be calculated as per the weightings set out in ITT Part 1, Section E – Evaluation of Tenders and Award, Point E4.4. 
Additionally, all suppliers must provide a full detailed breakdown of all associated costs for delivering this contract, showing a full breakdown of the implementation costs and the licensing, updates, support and maintenance costs for the initial 5 years of the contract, showing the costs applicable to Mid and West Wales Fire and Rescue Authority and the costs applicable to South Wales Fire and Rescue Service. (Please provide this information separately.)
11.3	The indicative spend for this contract is estimated at £4,878,000 over the whole length of the contract and across the two Welsh Fire and Rescue Services (inclusive of VAT). 
[bookmark: _Toc593802818][bookmark: _Toc1309306244][bookmark: _Toc232420046]Delivery Model
12.1	All stated lead times/Service Levels stated by the Highest Scoring Bidder(s) will need to be evidenced monthly in accordance with the Agreed Service Level Agreements (SLAs) and Key Performance Indicators (KPIs) service measures.
[bookmark: _Toc1994571570][bookmark: _Toc1106562247][bookmark: _Toc232420047]Contract Management
13.1	As part of the submission, the successful bidder is to provide a point of contact representative who will be responsible for the performance delivery of the Agreement.
13.2	It should be noted that the contracting authority must be able to contact the successful bidder(s) representatives 24 hours / 365 days a year.
13.3	The bidder(s) will provide a process map with contact information to illustrate timeframes and how queries will be logged, priorities and resolved as part of their submission.
1. Contract Management
13.4.1	Over the lifetime of the contract, Bidders will be expected to meet the Key Performance Indicators (KPIs) detailed in section 13.8 of this document. Where the contract is a framework agreement, they will be enforced at the framework and call-off levels.
13.4.2	Contracting authorities may wish to add, remove or amend the KPIs listed below, and the Bidder will be expected to come to an agreement on these with respect to their call-off contract with the contracting authority. 
13.5	Poor Performance and Breach of Contract. 
Where the bidder is in breach of the contract or is failing to deliver the contract to a satisfactory level of performance, the contracting authority may take steps to address this in accordance with section 71 of the Act, which may lead to publishing a Contract Performance Notice (section 71(5)) that details the poor performance/breach of contract.
1. Continuous Improvement 
13.6.1	As part of the contract management process, the successful bidder(s) and Mid and West Wales Fire and Rescue Authority and South Wales Fire and Rescue Service will attend monthly at first, but then quarterly reviews. Within these reviews, issues will be discussed as will the general running of the contract. It is expected that, where required, the successful bidder(s) will provide resolution requirements and also provide innovation and suggestions to develop the contract further.
13.6.2	It is the intention of this Service Level Agreement (SLA) to provide an effective system of performance indicators that will show that any Contract Agreement by the Customer is providing a reliable and timely service at an agreed price to an agreed quality standard.
13.6.3	The measures in place are expected to facilitate:
· Improvements in supply performance
· Appropriate improvements to the system
· Contracting authority satisfaction
1.4 Reports and Management Information
13.7.1	Throughout the term of the contract the successful Bidder(s) must provide a suite of Management Information (MI) to the contracting authority. This information is set out in Annex 1, it is expected to include: 
A) Management Information Report

Bidders are required to provide the information detailed in Annex 1 – Contract MI Reports on a monthly, quarterly and annual basis in accordance with KPIs. This information must be distributed within 10 working days of the month end. The report fields are not exhaustive and are subject to amendment as part of any strategic supplier management and continuous improvement activities.

B) Sustainability Reports
Bidders are required to provide, on an annual basis, an Emissions Report as detailed in Annex 1 – Sustainability Standard Reports. Bidders must also provide additional Sustainability Report Information in relation to this Agreement on the date(s) / frequency outlined in Annex 1. The bidder shall comply with reasonable requests by the Authority for information evidencing compliance within 14 days of such request. Performance will be measured against KPI21.
1.5 Key Performance Indicators 
13.8.1	Over the lifetime of the contract, the successful Bidder(s) will be expected to meet the Key Performance Indicators (KPIs) detailed in Annex 2.
13.8.2	Contracting Authorities will set KPIs that are relevant and proportionate to the nature, value and risk of the contract, and the Bidder will be expected to come to an agreement on these with respect to the contract with the contracting authority.
13.8.3	Successful Bidder(s) must provide PI data to the contracting authority as per the measurement frequency for each KPI in Annex 2. KPI data must be provided within 10 working days of the agreed due date(s). 
13.8.4	KPI data will be used to measure and track the successful Bidder(s)’ performance of the contact.
13.8.5	NOT USED
13.8.6	To enable standardised and consistent tracking of Bidder performance across contracts and frameworks, KPIs will be aligned to the following scoring matrix. This is the standard matrix detailed in Regulation 39(5) of the Procurement Regulations 2024, which must be used when publishing a Contract Performance Notice as detailed above.

	Rating
	Description

	Good
	Performance is meeting or exceeding the key performance indicators

	Approaching target
	Performance is close to meeting the key performance indicators

	Requires improvement
	Performance is below the key performance indicators

	Inadequate
	Performance is significantly below the key performance indicators

	Other
	Performance cannot be described as good, approaching target, requires improvement or inadequate


13.9	Poor Performance and Breach of Contract. 
Where the bidder is in breach of the contract or is failing to deliver the contract to satisfactory level of performance, the contracting authority may publish a contract performance notice detailing poor performance or breach of contract, in accordance with the Act.
13.10	Where the successful Bidder(s) fails to meet the required performance standards or targets as detailed in the KPIs, this will be managed in accordance with the Framework Agreement and Call-Off Contract, including (but not limited to) the agreement of performance management interventions (i.e. a Service Improvement Plan, Rectification Plan, or similar). Thresholds for performance interventions may include, but are not limited to: 
· One or more material / service-critical KPIs receiving a score of “Inadequate” 
(within one reporting period).
· Three or more service-based KPIs receiving a score of “Requires Improvement” 
or “Inadequate” (within any one reporting period)
· One or more KPIs receiving a score of “Requires Improvement” or “Inadequate” in 3 or more of the last 6 reporting periods)
13.11	Where the successful Bidder(s) has failed to perform the contract to the contracting authority’s satisfaction, and has failed to improve performance despite being given proper opportunity to do so, the measures outlined in 8.9 may apply.
[bookmark: _Toc215374819][bookmark: _Toc664697093][bookmark: _Toc232420048]Contract Participants
· Mid and West Wales Fire and Rescue Authority 
· South Wales Fire and Rescue Service 
[bookmark: _Toc187670608][bookmark: _Toc729848329][bookmark: _Toc1152120730][bookmark: _Toc232420049]









Annex 1 – Contract Management Information Requirements 

A. Management Information Report

The following information must be provided as per the timescales detailed in 13.7, unless otherwise specified below. The successful bidder must provide this information in an electronic format, e.g. an Excel spreadsheet. 

	A. Management Information
	B. Frequency

	System Availability
	Monthly

	Service Desk Performance
	Monthly

	Data Protection & Security Compliance
	Monthly
(Immediate notification of breaches)

	Service Performance Metrics – Software System
	Monthly

	Cyber Security and Compliance 
	Quarterly

	Security Patch Management
	Monthly

	Customer Satisfaction Survey
	Annually

	Service Fulfilment & Response Compliance
	Quarterly

	SLA’s – Incident Reporting against P1 – Critical (Priority 1)
P1 – Critical 
A Priority 1 is a Service Failure which results in the Non-Availability of the Solution. It shall always be classified as a Severity 1 Service Failure. A Service Failure which, in the reasonable opinion of MAWWFRS, SWFRS and NWFRS, (as outlined in the KPI descriptor and SLA document, Appendix D).
	
As Occurs
(with Monthly summary)


	SLA’s – Incident Reporting against P2 – Major (Priority 2)
P2 – Major 
A Priority 2 is a Service Failure which, in the reasonable opinion of the fire services above, as outlined in the KPI descriptor and SLA document, Appendix D.
	
As Occurs
(with Monthly summary)


	SLA’s – Incident Reporting against P3 – Minor (Priority 3)
P3 – Minor
A Priority 3 (MINOR) incident means there is low operational impact on the fire services above, as outlined in the KPI descriptor and SLA document, Appendix D.
	
As Occurs
(with Monthly summary)


	SLA’s – Incident Reporting against P4 – Major (Priority 4)
P4 – Cosmetic
A Priority 4 represents faults that the fire services above are to be concerned about, as outlined in the KPI descriptor and SLA document, Appendix D.
	As Occurs
(with Monthly summary)


	Incident Management - Resolution/Fix SLA Reporting for Category 1 – 4 Incidents, as outlined in the KPI descriptor and SLA document, Appendix D.
	As Occurs
(with Monthly summary)


	Root Cause Analysis (RCA) Report in the form of a Correction Report, which clearly demonstrates how a repeat of the Category 1 and Category 2 Incidents will be avoided, as outlined in the KPI descriptor and SLA document, Appendix D.
	As Requested
(with Monthly summary)


	Fix Times, Bug Fixes & Release Management Reporting of Category 1, 2 and 3 Problems as defined in the KPI descriptor.
	As Occurs/Requested
(with Monthly summary)


	Social Value Delivery - Progress against Social Value
	Annually



B. Sustainability: Standard Reports

The following information must be provided as per the timescales detailed in 8.9.1, unless otherwise specified below. The successful bidder must provide this information in an electronic format, e.g. an Excel spreadsheet.

Table A: Emissions Report
	Contract Year 
	Contract Emissions 
	Emerging GHG Hotspots 
(including narrative to explain how interventions have affected the results) 
	Decarbonisation Opportunities 
(including narrative to explain how interventions have affected the results) 

	
	Scope 1
	Scope 2
	Scope 3
	
	

	Year 1 
	

	
	
	
	

	Year 2 
	

	
	
	
	

	Year 3 
	

	
	
	
	

	Year 4 
	

	
	
	
	

	Year 5

	
	
	
	
	



Additional Sustainability Reports
	Report Name
	Content of Report 
	Frequency of Report

	Sustainability – General
	As proportionate and relevant to the Agreement, the key sustainability impacts identified; the sustainability improvements planned or delivered; and the risks to the [Goods/Services] of climate change, including mitigation, adaptation and continuity plans employed by the Supplier in response to those risks.
	Annually on the 1st March each year.


	Waste created
	By type of material the weight of waste categories by each means of disposal in the Waste Hierarchy with separate figures for disposal by incineration and landfill.
	Annually on the 1st March each year.

	Waste permits
	Copies of relevant permits and exemptions for waste, handling, storage and disposal.

	Before the Effective Date, on the anniversary of the Effective Date and within ten (10) Working Days of there is any change or renewal to license or exemption to carry, store or dispose waste

	Greenhouse Gas Emissions
	As per Table A and Table B above
	Annually on the 1st March each year.

	Water Use
	Volume in metres cubed.
	Annually on the 1st March each year.



	
	



[bookmark: _Toc187670609][bookmark: _Toc2100520792][bookmark: _Toc1000418764][bookmark: _Toc232420050]Annex 2 – Key Performance Indicators 	Comment by Lynne Morgan: KPI’s to be Agreed between GT & DL

The following key performance indicators will apply to this contract and will be assessed as detailed in section 13.10. The date from which KPI assessments will be applied is to be managed based on the mobilisation/transition period (e.g. TUPE, etc.).

	
	
	Procurement Act – Scoring Headers

	KPI No.
	Activity Description
	Measurement frequency
	Good (Target) e.g. %
	Approaching Target
	Requires Improvement
	Inadequate
	Other

	

1.
	Availability	Comment by Lynne Morgan: TBA Response/JFC
The Contractor must ensure the Project Software is Available during Contracted Availability Periods.
	

Continuous
	

100%
	> 99.9%

(Approx = 8.46 hours downtime annually
	
< 99.9%
> 99.8%
(Approx = 17.5+ hours downtime annually)

	< 99.8%

	
To be covered in contract terms


	

2.
	Service Desk Availability:
The Supplier must ensure that the Service Desk is Available to deal with all Faults during the Contracted Availability Periods.
	Continuous
	

100%

	

100%

	

Less than 100%
	

Less than 100%
	
To be covered in contract terms


	

3.
	Data Protection Statement SLA (Appendix C): 
Data Protection, Liability, Data Loss and Data Breaches
	Continuous
	

100%
	

Please see Appendix C: Data Protection Statement
	
To be covered in contract terms


	

4.
	General Performance of the software, e.g. throughput (the rate at which data is processed on the back-end of system servers), latency (responsiveness – the time it takes for a request to travel from the back-end server to the user, measured in milliseconds), etc.
We understand this will be heavily dependent on how much information we’re trying to access.
	Continuous
	
1 sec
(page refresh)
	
2-3 secs
(page refresh)
	
3+ secs
(page refresh)
	
4+ secs
(page refresh)
	
To be covered in contract terms


	

5.
	Cybersecurity compliance as per the Security and Compliance Tab within the ‘Software Requirements Specification’ (Appendix A) and Organisational Standards ‘ICT Procurement of New Systems or Software Procedure’ Document (Appendix B).
	Continuous
	
100%
	
Please see Appendix A and B as stated
	
To be covered in contract terms


	

6.
	Security Patches
Application of all security patches in accordance with the original software and/or hardware manufacturer’s published timetable, following testing.  Also see Risk assessment process included in the Organisational Standards ‘ICT Procurement of New Systems (Appendix B).
	As Required / Continuous
	

Between 24 - 48 hours (from release following testing)
	

2-7 days
(from release following testing)
	

< 8 days
(from release following testing)
	

>14 days
(from release following testing)
	
To be covered in contract terms


	
7.
	Customer Satisfaction
Contract Participants' perception of products/services taken from the agreed end-user satisfaction survey
	Annual
	
100%
	
90%
	
80%
	
70%
	

	



8.
	Response Times: 1 hour 
Response time is defined as “the time it takes for the Supplier to acknowledge receipt after an enquiry has been made.
(Response on time/total no. of responses)
	Continuous
	
100% 
of enquiries

≤ 15 minutes (business hours)  / 
1 hour (out of hours for critical services)
	
95% - 99.9% of enquiries


≤ 30 minutes

	
85% - 94.9% of enquiries


≤ 1 hour 

	
≤ 85% of enquiries


≤ 1 hour 
or inconsistent


	




To be covered in contract terms


	9.
	SLA’s – Incidents (Please see Appendix D)


P1 – Critical - Priority 1 Service Failures are: 


Acknowledged within 10 minutes

	

Continuous
	




100%

	


N/A

	


N/A

	




N/A



	
To be covered in contract terms


	
	Response within 30 minutes
	
	100%

	N/A
	N/A

	N/A

	

	
	Resolved within 4 hours 
	
	100%

	N/A

	N/A

	N/A

	

	

10.
	P2 – Major P2 – Critical - Priority 2 Service Failures are: 


Acknowledged within 10 minutes
	Continuous
	100%


	N/A

	N/A

	N/A

	
To be covered in contract terms


	
	Response within 1 hour
	
	100%
	N/A

	N/A

	N/A

	

	
	Resolved within 8 hours 
	
	100%
	N/A

	N/A

	N/A

	

	

11.
	P3 – Minor - Priority 3 Service Failures are: 


Acknowledged within 1 hour

	Continuous
	100%

	N/A


	N/A

	N/A

	
To be covered in contract terms


	
	Response within 8 hours
	
	100%
	N/A

	N/A

	N/A

	

	
	Resolved within 5 working days 
	
	100%
	N/A

	N/A

	N/A

	

	

12.
	P4 – Cosmetic - Priority 4 Service Failures are: 


Acknowledged within 1 hour

	Continuous
	100%

	N/A



	N/A

	N/A

	
To be covered in contract terms

	
	Response within 24 hours
	
	100%
	N/A

	N/A

	N/A

	

	
	Resolved with Next Release/Product Upgrade
	
	100%
	N/A

	N/A

	N/A

	

	13.
	Resolution/Fix SLA for Category 1 – 4 Incidents
The Supplier must implement a Workaround for a Category 1 Incident (measured from the earlier of the Supplier’s monitoring tools reporting an Incident or the logging of a call with the Service Desk).
All Category 1 Incidents should be logged with the SSS Public Safety Service Desk by phone, within 1 hour of the occurrence, otherwise they will be categorised as a Category 3 Incident unless the reporting is in time to report it to be a Category 2 incident.
	Continuous
	

< 4 hours


	

> 4 hours
but
< 6 hours
	

≥ 6 hours
	

N/A
	

To be covered in contract terms


	14.
	The Supplier must implement a Workaround for a Category 2 Incident (measured from the earlier of the Supplier’s monitoring tools reporting an Incident or the logging of a call with the Service Desk).
All Category 2 Incidents should be logged with the SSS Public Safety Service Desk by phone, within 2 hours of the occurrence, otherwise they will be categorised as a Category 3 Incident.
	Continuous
	

< 6 hours

	

> 6 hours
but
< 8 hours
	

≥ 8 hours
	


	

To be covered in contract terms


	
	The Supplier must implement a Workaround for a Category 3 Incident (measured from the earlier of the Supplier’s monitoring tools reporting a Fault or the logging of a call with the Service Desk).
	Continuous
	

< 3
days

	

> 3 days
but
< 10 days
	

≥ 10 days

	

	

To be covered in contract terms

	15.
	Root Cause Analysis
When requested by the Authority, the Supplier must provide a Root Cause analysis report, in the form of a Correction Report which clearly demonstrates how a repeat of the Category 1 Incident will be avoided (timing will be measured from the earlier of the Supplier’s monitoring tools reporting an Incident or the logging of the call with the Service Desk, to the point the Correction Report is issued to the Authority).
Where the Supplier using Good Industry Practice is unable to reproduce the Category 1 Incident for the purpose of diagnosis, the time recorded for implementing a Workaround shall be suspended. 
In the event that the same Category 1 Incident is reported by the Authorities (where “same” means a Category 1 Fault with the same or substantially similar cause to the previous Category 1 Incident), the Service Level measurement shall continue from the end of the suspended period.
	Continuous
	

< 7
days
	

> 7 days
but
< 10 days
	

≥ 10 days
	



	



To be covered in contract terms


	16.
	When requested by the Authority, the Supplier must provide a Root Cause analysis report, which clearly demonstrates how a repeat of the -
Category 2 Fault will be avoided (timing will be measured from the earlier of the Supplier’s monitoring tools reporting an Incident or the logging of the call with the Service Desk, to the point the Correction Report is issued to the Authority).
Where the Supplier using Good Industry Practice is unable to reproduce the Category 2 Fault for the purpose of diagnosis, the time recorded for implementing a Workaround shall be suspended. 
In the event that the same Category 2 Fault is reported by the Authorities (where “same” means a Category 2 Incident with the same or substantially similar cause to the previous Category 2 Incident), the Service Level measurement shall continue from the end of the suspended period.

	Continuous
	




< 3 weeks
	



> 3 weeks
but
< 1 month
	



≥ 1 month
	






	






To be covered in contract terms


	17.
	Fix Times
If there is an agreed workaround, on confirmation that a Category 1 Problem is deemed to be a re-creatable bug, the Supplier must issue a Bug Fix release, unless there is agreement between the Supplier and the Authority that the Bug fix can be included in an agreed future release 
	Continuous
	< 2 weeks
	> 2 weeks
but
< 4 weeks
	≥ 4 weeks
	2 months

	

To be covered in contract terms


	18.
	If there is an agreed workaround, on confirmation that a Category 2 Problem is deemed to be a reproducible bug, the Supplier must issue a Bug Fix release, unless there is agreement with the Supplier and the Authority that the Bug fix can be included in an agreed future release.
	Continuous
	
> 4 weeks
	
> 4 weeks
but
<  8 weeks
	
≥ 8 weeks

	
4 months
	

To be covered in contract terms


	19.
	On reproducible Category 3 Problems, the Supplier will have no more than 8 problems open. The Supplier will work with the Authority in assessing impact of the problems and which release Problems are assigned to.
	Continuous
	≤ 8 problems
	> Between 8 and 12 problems
	≥ Between 13 and 15 problems
	16 problems or more
	

To be covered in contract terms

	20.
	Social Value
We will require an annual progress report on any social value commitments provided in your tender submission by the 1st March each year. 
	Annually on the 1st March each year.

	100%
	98%
	95%
	92%
	


N/A


	21.
	Sustainability Report

We will require an emissions report annually by the 1st March each year.

	Annually on the 1st March each year.

	100%
	98%
	95%
	92%
	
N/A
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