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Invitation to Tender 
Commercially Confidential – Distribution to Intended Recipients Only
1. Important Notices
1.1. Confidentiality
Subject to the exceptions referred to below, the information in this Invitation to Tender (“ITT”) is made available by Unity Schools Partnership (USP) (“the Academy Trust”) on condition that Suppliers shall: 

1.1.1. at all times treat such information as confidential;

1.1.2. not disclose, copy, reproduce, distribute or pass the information to any other third person or allow any of these things to happen; and

1.1.3. not use the information for any purpose other than for the purpose of making (or deciding whether to make) a Tender for the Services (as described in further detail in section 2.4 below). 

Notwithstanding the conditions referred to above, Suppliers may disclose, distribute or pass information to another person if:

1.1.4. done for the sole purpose of enabling a Tender to be made and the person receiving the information undertakes in writing to keep the information confidential on the same terms as set out in this ITT; or

1.1.5. the Academy Trust gives its prior written consent in relation to such disclosure, distribution or passing of information.

The Academy Trust may disclose any information relating to the Tenders to its directors, officers, employees, agents or advisers. The Academy Trust also reserves the right to disseminate information that is materially relevant to the Services to all Suppliers, even if the information has only been requested by one Supplier.  

1.2. Conflict of Interests
1.2.1. Suppliers must declare any possible conflicts of interests, known at the time of submission. 

1.3. Accuracy of information and liability of the Academy Trust and its advisers 
1.3.1. The information contained in this ITT has been prepared by the Academy Trust in good faith but does not purport to be comprehensive or to have been independently verified. The Academy Trust does not accept any liability or responsibility for the adequacy, accuracy or completeness of, or makes any representation or warranty (express or implied) with respect to the information contained in the ITT or with respect to any written or oral information made or to be made available to any Supplier or its professional advisors and any liability therefore is hereby expressly disclaimed.

1.3.2. Suppliers considering entering into a contractual relationship with the Academy Trust should make their own enquiries and investigations of the Academy Trust's requirements. The subject matter of this ITT shall only have contractual effect when it is contained in the express terms of an executed agreement.

1.3.3. Nothing in this ITT is, or should be relied upon as a promise or representation as to the future and the Academy Trust does not undertake to provide Suppliers with access to any additional information or to update the information in this ITT or to correct any inaccuracies that may become apparent.  The Academy Trust reserves the right, without prior notice, to change the procedures outlined in this ITT or to terminate discussions and the delivery of information at any time before entering into a contract for the Services.

1.4. Canvassing
1.4.1. Any Supplier who, in connection with its Tender for the Services:

1.4.2. Offers an inducement, fee or award to any representative of the Academy Trust or any person acting as an adviser to the Academy Trust in connection with the evaluation of Tenders for the Services; or

1.4.3. Does anything which would constitute a breach of the Prevention of Corruption Acts 1889 to 1916 or the Bribery Act 2010, will be disqualified (without prejudice to any other civil remedies available to the Academy Trust and without prejudice to any criminal liability that such conduct by a Supplier may attract) from further participation in the competition for the Services. 

1.5. Non-collusion
Any Supplier who, in connection with its Tender for the Services:

1.5.1. Fixes or adjusts its Tender by or in accordance with any agreement or arrangement with any other Supplier; 

1.5.2. Enters into any agreement or arrangement with any other Supplier to refrain from making a Tender or to alter, in any way the content of any Tender to be submitted;

1.5.3. Causes or induces any person to enter into any such agreement as referred to in paragraph 1.4.1 or 1.4.2 above or to inform any other Supplier of the content of any other Tender for the Services;
or
offers or agrees to pay or give or does pay or give any sum of money, inducement or valuable consideration directly or indirectly to any persons for doing or having done or causing or having caused to be done any act or omission in relation to any other Tender or proposed Tender for the Services;
or
communicates to any person (outside its consortium, its professional and financial advisers other than the Academy Trust or any person duly appointed by the Academy Trust) the content of its proposed Tender will be disqualified (without prejudice to any other civil remedies available to the Academy Trust and without prejudice to any criminal liability that such conduct by a Supplier may attract) from further participation in the competition for the Services.

1.6. The Academy Trust's right to reject Tenders
1.6.1. The issue of this ITT in no way commits the Academy Trust to award any contract pursuant to this Tender process. The Academy Trust is not bound to accept any Tender and reserves the right to accept any Tender either in whole or in part.  

1.6.2. The Academy Trust reserves the right to reject any or all of the responses received and discontinue the Tender process and/or reject any incomplete or incorrectly completed responses.

1.6.3. Tenders will be checked initially for compliance with the requirements of this ITT and for completeness. Clarification may be sought from Suppliers in order to determine if a Tender is complete and compliant.  Tenders that are not substantially complete and/or compliant with the requirements of this ITT may be rejected.

1.7. Tender costs
1.7.1. Suppliers shall bear their own costs and in no circumstances whatsoever shall the Academy Trust become liable for any Tendering costs, nor shall the Academy Trust be liable for any loss of profits, loss of contracts or other costs or losses suffered or incurred by a Supplier as a result of that Supplier not being awarded a contract pursuant to this Tender process.


2. Project Background & Services Required
2.1. Introduction
This ITT sets out the steps the Academy Trust will take to obtain specific information from Suppliers to enable the Academy Trust to select a Supplier to provide the Services it requires. 

Bidders must meet all relevant requirements and obligations as set out in the relevant supplier application documents. 

The form of the tender must include detailed responses to all section of this ITT in the format requested and within any specified word limits. Bidders should note that any response which does not address all of the requirements set out in this ITT may not be considered as valid.

The tender must include all contract costs for the services described. If the bidder intends to sub-contract part of the service, this must be disclosed and the cost to the Academy Trust included within the tender submission. The Academy Trust wishes to enter into a single contract for the whole of the services provided, any sub-contracts are to be at the risk of the contracted supplier. 

2.2. The Academy Trust’s Background
Unity Schools Partnership (USP) is a family of secondary, primary and special schools located mainly in Suffolk, and also on the Essex and Cambridgeshire borders as well as Romford in East London.

We share the same values and face similar issues, while providing a close network of support and challenge. We recognise the unique characteristics of each of the communities we work in and how they are reflected in distinctive school cultures.

Our model is about creating interdependence – schools that are more self-sustaining than stand-alone academies, less dependent than local authority schools and more independent than schools in corporate chains.

We all subscribe to a set of shared values, principles and operational processes that ensure quality education for all our young people. Our central belief is that every young life is special – open to possibility, gifted with the potential to change the world for the better. Our ambition is to unlock the potential of all children, remove the barriers that limit aspiration and ensure that all our children succeed.

This requirement covers 40 schools, including special, secondary and primary, and Unity Schools Partnership, the Multi-Academy Trust Academy Trust, whose Head Office is in Haverhill. 

Details of all Academy Trust locations can be found at:  https://www.unitysp.co.uk/our-schools/

2.3. [bookmark: _Hlk94611654]The Academy Trust’s Systems
The Academy Trust already operates with Academy Trust-wide helpdesk service. Approximately 65 staff operate the helpdesk. There are multiple departments that have their own helpdesk, IT, Finance, HR & Operations (Estates). The Academy Trust would not want staff to be able to see tickets for other departments in case GDPR issues arise. It is hoped that Procurement can also utilise the new system. The contract is likely to be awarded for three years with two options to extend for a further 12 months each. 
The Academy Trust has the following systems that has integration with the system
The Academy Trust currently works with the following suppliers: 
· PS Financials – finance 
· Orovia – budget modelling
· National College – Online Learning System
· Arbor – Pupil MIS
· GovernorHub – Governance portal

We anticipate the chosen supplier using API links to these products to ensure the interfaces between your solution and our other suppliers’ solutions are appropriately robust. The scope of delivery will potentially cover all of USP’s operation with potential to grow in the future. 

2.4. Services Required
The Academy Trust wishes to appoint a Supplier to provide the System Requirements as outlined above below.

The solution needs to meet our needs now (based on 40 schools plus HQ/ Satellite offices and associated devices), but it also needs to be able to grow. We need to understand what the capacity of the solution is, and if there is a limit to how many site locations and devices (both infrastructure and end user) it can support.

We need to know the licencing model for the PSA and RMM, we have 64 "tech" accounts in the PSA and that continues to grow as we have more teams using the system, also if there are any limits on these numbers.


2.5. System Requirements Overview
Email support

Send support emails to a designated address. Those emails will then be automatically converted into tickets so agents can benefit from a structured ticketing workflow.

Knowledge base

A knowledge base is a store of common answers and useful articles such as how-tos or best practices. It provides a self-service experience that can improve customer satisfaction and reduce support requests.

Self-service portal

The self-service portal is an intuitive place to submit questions in the form of help desk tickets or get immediate answers via the knowledge base.

Forums and F&Q

Forums are a place for users to ask questions and have them answered by the community.

Reporting and analytics

Help desk software reporting features allow companies to track key metrics such as agent productivity, customer satisfaction, and support costs. Detailed analytics allow for continuous improvement of service quality and efficiency.

Help desk automation

Help desk software can automate common tasks to free up agent time while keeping actions consistent. Automation can close an inactive ticket or alert a manager when a new priority-one issue is created.

Remote Viewing

Remote access to help IT answer quires by viewing the end users computer remotely.

Contracts Database 

Space for recording contracts with the ability to link assets against those contracts.

Asset Database 

Record all Unity assets including IT equipment. This should link assets against software and contracts. 

Asset Discovery

The Asset Discovery tool is designed to automatically detect and monitor devices within corporate networks, ensuring the security of authorized devices and mitigating potential cyber threats. It provides real-time visibility into assets, including their status and compliance, and employs Network Topology Maps for continuous identification and management of network and IoT devices. This functionality aids in visualizing connections and promptly identifying issues.
 
Endpoint Management

Endpoint Management provides secure and rapid remote access to client devices, facilitating swift issue resolution and minimizing downtime. RMM tools enable engineers to connect to any device globally, utilizing robust remote support tools and an HTML5-based remote control to assist users efficiently without disruption
 
Remote Monitoring

Remote monitoring in IT helps to prevent downtime by proactively identifying and resolving issues. RMM's provide real-time monitoring of various devices, providing alerts, automated responses, and diagnostic information to streamline troubleshooting and reduce complexities in IT environments
 
Patch Management

Patch Management is essential for endpoint devices, enabling the configuration, testing, and installation of software updates to maintain security and performance. RMM offers a policy-based patch management service for Microsoft and third-party software, enhancing security and minimizing downtime while automating compliance reporting
 
IT Automation

IT Automation helps to optimize operational efficiency. It emphasizes the strategic advantage of programmatically offloading routine IT workloads to reduce costs and enhance productivity. This approach allows IT staff to focus on more complex and higher-value service requests. Additionally, the document highlights the importance of centralized, policy-based device management to ensure devices remain secure, patched, and optimized through proactive automation at scale
 
Software Scripting

RMM tools need to offer a comprehensive suite of automation capabilities designed to accommodate both novice users and those managing extensive device networks. Its dynamic device targeting functionality, combined with a versatile scripting engine, to enable streamlined service delivery through scalable automation. Furthermore, the RMM should provide an extensive collection of complimentary, prebuilt scripts and automation policies to enhance technical support.
 
Reporting

There is critical importance of reporting on network performance, health, and security. It emphasizes the utilization of RMM's modern, configurable dashboards and reporting capabilities to furnish clients with insights into essential metrics, activity, and status. Additionally. It should have the availability of a robust REST API for further reporting options and integrations.
 
SIEM protection

RMM should have advanced behavioural analysis to monitor endpoints for crypto-ransomware infections. Upon detection, it automatically alerts users, attempts to terminate the ransomware process, and isolates the infected device to prevent further spread while maintaining communication with the RMM system. This proactive approach should enable technicians to effectively recover the impacted endpoints and restore them to a previous state
 
3rd Party Integration

RMM and PSA should provide a unified platform characterized by synchronized assets, comprehensive bi-directional synchronization of alerts with tickets, and integrated data reporting. RMM should maintain an open ecosystem that supports out-of-the-box integrations with a wide range of MSP-centric solutions. Additionally, powerful API facilitates should provide further integration into key business systems, thereby streamlining business processes and enhancing data sharing.

2.6. Technical Requirements Overview
· The solution should be delivered via Software as a Service model
· Two-factor authentication should be enforced for all logins/access to the system (especially for any administrative logins)
· Integration with existing Azure/Office 365 logins so the two-factor authentication is the same as that used by staff for Office 365 access
· There should be more than one system environment – one live and at least one test
· Single point of truth for all assets
· They should demonstrate that they have robust policies and procedures for security, data protection and business continuity, and although it is not mandatory, we would like to see that they are adopting some/all of the following security and data protection practices -
· GDPR
· ISO 27001
· Cyber Essentials
· NIST Framework
· Third Party Risk Management (TPRM)

User permissions & access

The RMM and PSA solution needs to be able to support role-based access and administrative permissions across a defined set of locations, ensuring that administrators, support teams and end users only have access defined by their role in our organisation for security compliance.



3. Contract Conditions and Order for Services 
This section not used. 


4. General Matters and Timetable
4.1. Enquiries and communication
Any questions regarding the interpretation or clarification of this document should be made in writing to Procurement@unitysp.co.uk by 30th June 2025 before 17h00.

All questions submitted will be given full consideration, Unity reserve the right to limit the format, content and timing of responses in any way believed by either party to be appropriate (which includes the right to refuse a response without giving any reason for so doing).

In the interests of fair and open competition we may collate any and all questions and responses and issue them to all bidders and in submitting a question you therefore undertake that you accept this requirement. During the period following submission of the tenders, Unity reserves the right to seek clarifications of any or all aspects of the tenders received.

4.2. Amendments to the ITT 
The Academy Trust reserves the right to issue amendments or modifications to this ITT during the ITT stage. Any such amendments or modifications will be notified to all Suppliers and Tenders will be assumed to take account of any such modifications and amendments.

4.3. Procedure for the submission of Tenders
An electronic copy of your full response must be emailed to Procurement@unitysp.co.uk and should clearly reference the title (____) of this Tender in the subject line and the name of the Bidder submitting the response.

4.3.1. The detail in each bidder’s response may be specified in any future contract, therefore bidders should ensure their responses are authorised at an appropriate level which would enable them, should they become successful, to become the subject of a binding contract.

4.3.2. Late submissions may not be accepted.

4.3.3. Suppliers should only include those documents requested and only electronic forms of submission are required. Promotional materials or materials not explicitly requested in the tender process are not required. 

4.4. Timetable
The indicative timetable for this Tender process is as set out below:
	Target Date
	Activity

	17th June 
	Issue ITT

	26th June
	Deadline for receipt of ITT clarification questions

	30th June
	Clarification questions answered

	15th July, 9am
	Deadline for return of ITTs

	24th July
	Supplier presentations

	w/c 04th August 
	Contract Award/Bidders notified of Outcome

	18st August 
	Contract Signed

	August – October 2025
	Implementation & Training

	24th October 2025
	System Go-Live



Please note that the above timetable is indicative only and may be subject to change. The Academy Trust reserves the right to amend the above timetable by giving written notice to Suppliers.


5. Tender Submission Requirements
5.1. General
This section provides Suppliers with details of the form and content of Tenders that are invited and sets out the procedural requirements with which Suppliers must comply when submitting Tenders in order for their Tenders to be considered by the Academy Trust.  

The Tender and any supporting documentation should be appropriately cross-referenced to this ITT. Tenders should be as clear and concise as possible, in order to enable the Academy Trust to evaluate Tenders in accordance with this ITT. All Tenders shall be submitted in English.


5.2. Content of Tender Submission
All Tenders must consist of the following five items/documents:

5.2.1. A copy of the Form of Tender at Appendix 1 signed by the authorised signatory submitting the Tender on behalf of the Supplier.

5.2.2. Completion of the Response Document in Appendix 3.

[bookmark: _Hlk85028034]
5.2.3. Detailed Written Responses to the Evaluation Questions in the Response Document Appendix 3

5.2.4. Completion of the Pricing Matrix provided in the Response Document in Appendix 3.

No additional background information on your organisation is required nor should be submitted.

Any proposal submitted that does not comply with the above instructions may be disqualified from the evaluation process.


6. Evaluation of Tenders
6.1. Evaluation for compliance
Tenders will be checked initially for compliance with this ITT and for completeness.  Clarification may be sought from Suppliers in order to determine if a Tender is complete and compliant. The Academy Trust reserves the right to reject any Tenders that are not substantially complete and/or compliant with this ITT. 

6.2. Evaluation criteria
Tenders for the Services will be evaluated on the basis of the criteria set out below.  The Academy Trust has allocated a maximum score or “weighting” for each area as follows:

	Reference
	Weighting

	Response to pass / fail questions
	Pass Fail

	Appendix 3
	
	Pass / Fail

	Response to Weighted questions
	60%

	Appendix 3
	Technical Questions
	80%
	

	
	Social Value
	20%
	

	Pricing 
	40%

	Appendix 3
	Total Contract Price 
	85%
	

	
	Ad-hoc fees 
	15%




Assessment of submissions


Response to Appendix 3 – Evaluation Questions (60%)

Each question will be scored from 0-10 based on the criteria below and weighted as described in Appendix 3. The sum of the weighted scores will be the overall score for the Evaluation Questions. 

	Response Description
	Score

	An outstanding response. Clear, well-evidenced and possibly in excess of what was specified.
	10

	A good response with clear and well-presented elements relating to the Academy Trusts' requirements.
	8

	A standard and acceptable response
	6

	A flawed response, with few demonstrable elements to commend this to the Academy Trust
	4

	A poor response; little to no relevance to Academy Trust's specification or requirements
	2

	No response
	0




Worked example: if the score awarded on the “Implementation & Project Team” question is 6 compared to a maximum of 10, and the weighting for the question is 20%. The final score for this question will be 12 (6 / 10 x 20) :


Pricing Submission (40%)
The Total Contract Price will be evaluated to calculate the Quantitative score (25% of total score):
· Total Contract Price (3 years) – (85%)
· Ad-hoc fees (f15%)

The Total Contract Price will be made up of the Software as a Service costs (inclusive of license, hosting, annual maintenance, upgrades, ongoing support and backup), service implementation costs, training costs, and any costs relating to third party interfaces. 
At Appendix 3 Pricing Matrix, Tenderers are instructed to include all costs in the format provided. The Academy Trust is seeking a fixed fee proposal over the 3-year term of this contract. All costs will be combined into an overall 3-year total and this value will be used for tender evaluation. 
The Tenderer with the lowest, validated, sustainable price will be given 100% of the Pricing score. Other supplier’s Total Contract Prices will then be expressed as an inverse proportion of the lowest price. The % weighting for Pricing is then applied to give the score for each supplier’s Total Contract Prices. All bids that are 100%, or more, in excess of the lowest bid shall score a zero for price.

The formula for this calculation is as follows: 
Score 	= Total Available Marks x (Lowest Price / Tenderers Bid Price)
A worked example has been provided below, please note that the figures outlined below are example figures only used to illustrate how the formula is applied:
In response to a criterion worth 30% of the total score, the example Lowest Price is £20,000 and the example Tenderers Bid Price is £30,000.
= 30 x (£20,000 / £30,000)
= 30 x 0.67
= 20.1 (score out of 30, rounded to one decimal place)
Submitted offers in the opinion of the Academy Trust that are unrealistically high or low (in terms of price) may be rejected. Tenderers may be given the opportunity to justify their bid before a Tender is rejected / disqualified.

6.3. Presentations
The highest three scoring suppliers based upon the evaluation of the Written Responses, and the Pricing Matrix, as outlined in 6.2, will be invited to a make a Presentation of their system. The Presentation will take place on TBC (see Appendix 5). In the case that there are equal scoring third place suppliers they shall all be invited to a Presentation meeting.

At the Presentation the supplier will have the opportunity to demonstrate their system/application and answer clarification questions based upon the responses to the Written Responses.  The Presentations should cover the six ‘use cases’ below:  
a. How the solution will meet the key requirements of the Academy Trust
For RMM it is as below
1. Asset Discovery
2. Endpoint Management
3. Remote Monitoring
4. Patch Management
5. IT Automation
6. Software Scripting
7. Reporting
8. SIEM protection
9. 3rd Party Integration
10. Role based access

         For PSA please show the following

1. Email to ticket support for multiple email addresses
Closed loop email communication with contacts/users
Canned/standard notes that can be used
Audit log and trail
Knowledge base built in ticket system
Self-service portal
Service catalogue for multiple types of requests
KB/FAQ suggestions during ticket creation
Customisable branding (unity colours/logo/URL)
Customisable forms with branching
Reporting and analytics
Dashboards
Shareable reports (outside of licenced users)
Templated reports
Custom reports
Help desk automation
Workflows
Auto assignment
Mobile friendly for technicians and users/customers
Assets/configurations can be added to tickets  
SSO capability and 2FA protection
Ticket types
Incident
Request
Problem
Change
Purchase orders
Ticket completion surveys CSAT
AI assistant
3rd Party integrations options available
Scheduling with Office Calendar
Role based access
Boards/queues
Assignment
View/edit access

The content and quality of the Presentation will not be scored but may enable the reconsideration and re-evaluation of responses to related questions in appendix 3 and relevant Written Responses.
 
The Presentation will also give suppliers the opportunity to answer questions that clarify responses previously given to the submission.

The outcome of the reconsideration and re-evaluation of the submission responses may result a revision to the total weighted scores initially allocated to the Written Responses. To clarify if something was missing from the initial response but shown in the presentation this will be used to increase the original score.







Appendix 1

Form of Tender 

To: USP (the “Academy Trust”)

Re: USP Helpdesk Tender (UNITHD01)

Dear Sirs

1. Having examined the Invitation to Tender (“ITT”) and having satisfied ourselves as to all other matters relevant thereto, we confirm our Tender for the Services. 

2. We enclose our Tender and confirm that these comprise all of the documents required to be submitted in accordance with the matters set out in the ITT. We acknowledge that we are bound by our proposals submitted pursuant to the ITT.  

3. We hereby unconditionally and irrevocably offer to undertake the Services requested to be provided and performed under the ITT in accordance with the rates and prices stated in our Pricing Document and that our irrevocable offer to undertake the Services in full alignment with the Specification as detailed in the ITT. 

4. We confirm that we are fully conversant with all the ITT documentation and that this Tender is submitted strictly in accordance with the ITT.  

5. We agree that this Tender shall remain open to be accepted or not by the Academy Trust and shall not be withdrawn for a period of 1 month from the deadline for receipt of Tenders as set out in the ITT, or such longer period as may be agreed with the Academy Trust.  

6. We undertake to execute the Order for Services for the proper and complete fulfilment of the Services, or any part or parts thereof, as you may in your absolute discretion award to us.  

7. We agree that we shall commence and undertake the Services when awarded and instructed to do so by the Academy Trust pursuant to the terms of the Order for Services and Contract Conditions.   

8. We certify that the details of this Tender and the ITT documentation have not been communicated to any other person or adjusted in accordance with any agreement or arrangement with any other person or organisation.  

9. We acknowledge that the Academy Trust is not bound to accept the lowest or any Tender it may receive and reserves the right, at its absolute discretion, to accept or not to accept any Tender submitted prior to any award notice. 

10. We certify that we have full power and authority to enter into the Order for Services and to undertake the Services, and that this is a bona fide Tender.

11. We confirm that in submitting our Tender, we have satisfied ourselves as to the accuracy and completeness of the information we require in order to do so (including that contained in the ITT).




Dated this [Day]	day of [Date]

Signed for and on behalf of the Supplier by a duly authorised signatory of the Supplier:



Signed:			___________________________________


Position/Status: 		___________________________________


Supplier’s Name:		___________________________________


Address:			___________________________________
				
					___________________________________

					

	Telephone:			___________________________________
				            


	Email:				___________________________________



Appendix 2

Contract Conditions






































Appendix 3

USP Service Desk Requirements









Appendix 4

Presentation of the System



The top three scoring bidders (or four if tightly scored on Unity’s discretion) will be required to make available key members of their delivery team who will be responsible for the provision of the Contract to attend a presentation to be held at the Academy Trust Head Office, Unity Schools Partnership, Homefield Road, Haverhill, Suffolk, CB9 8QP. Tenderers will be given the opportunity to present the functionality of their system by sharing ‘use cases’ for a small number of likely school and central Academy Trust scenarios. Final details of the ‘use cases’ will be shared a minimum of 3 days prior to the presentations, which will be held on TBC.

The presentations should last no longer than 1 hour. A draft outline agenda may be:

1. Academy Trust introduction – 5 mins
2. Supplier introduction – 5 mins
3. Supplier presentation of ‘use cases’ (for example) – 30 mins
4. How the solution will meet the key requirements of the Academy Trust
a) For RMM it is as below
b) Asset Discovery
c) Endpoint Management
d) Remote Monitoring
e) Patch Management
f) IT Automation
g) Software Scripting
h) Reporting
i) SIEM protection
j) 3rd Party Integration
k) Role based access
5. For PSA please show the following

a) Email to ticket support for multiple email addresses
b) Closed loop email communication with contacts/users
c) Canned/standard notes that can be used
d) Audit log and trail
e) Knowledge base built in ticket system
f) Self-service portal
g) Service catalogue for multiple types of requests
h) KB/FAQ suggestions during ticket creation
i) Customisable branding (unity colours/logo/URL)
j) Customisable forms with branching
k) Reporting and analytics
l) Dashboards
m) Shareable reports (outside of licenced users)
n) Templated reports
o) Custom reports
p) Help desk automation
q) Workflows
r) Auto assignment
s) Mobile friendly for technicians and users/customers
t) Assets/configurations can be added to tickets  
u) SSO capability and 2FA protection
v) Ticket types
w) Incident
x) Request
y) Problem
z) Change
aa) Purchase orders
ab) Ticket completion surveys CSAT
ac) AI assistant
ad) 3rd Party integrations options available
ae) Scheduling with Office Calendar
af) Role based access
ag) Boards/queues
ah) Assignment
ai) View/edit access
6. Academy Trust questions to clarify any open issues from the supplier tender submissions. Where possible a list of the Academy Trust questions will be provided in advance – 10 mins.
.
The content and quality of the Presentation will not be scored but may enable the reconsideration and re-evaluation of responses to related questions in appendix 3 and relevant Written Responses.

Item 4. The questions asked in section 4 are those that will help the evaluation team clarify open issues from their detailed review of the submission. The answers to the questions will be used to review, and where appropriate revise, the initial scores given during the main evaluation. The outcome may be a revision to the total weighted score initially allocated to Appendix 3.























Appendix 5

KPI’s


By submitting a response you agree to work to the below KPI’s

	99.5% uptime service availability

	Priority 1 first response time (FRT) 15 – 30 minutes and resolution time (TTR) 2 – 4 hours

	Graduated P2 – P4/5 FRT and TTRs

	>80% FRT and TTR achievement 

	>85% customer satisfaction

	– 18.00 Mon – Fri support availability

	Phone and email support

	Clearly defined support escalation path/points
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1 Interpretation

The following definitions and rules of interpretation apply in this Contract.



Definitions:

Applicable Laws	all applicable laws, statutes, regulations from time to time in force.

Business Day	a day other than a Saturday, Sunday or public holiday in England, when banks in London are open for business.

Commencement Date	has the meaning given in clause 2.2.

Conditions	these terms and conditions as amended from time to time in accordance with clause 27.

Confidential Information	means all information which has been designated as

confidential by either party in writing or that ought to be considered as confidential (however it is conveyed or on whatever media it is stored) including but not limited to information which relates to the business, affairs, properties, assets, trading practices, services, developments, trade secrets, Intellectual Property Rights, know-how, personnel, authorities and contractors of either party and commercially sensitive information which may be regarded as the confidential information of the disclosing party.



Contract	the contract between the Trust and the Supplier for the supply of Goods and/or Services in accordance with these Conditions.

Contract Managers	means the individuals appointed by each party from

time to time to manage the performance of this Contract on their behalf.

Control	has the meaning given in section 1124 of the Corporation Tax Act 2010, and the expression change of control shall be construed accordingly.

Data Protection Legislation	all applicable data protection and privacy legislation in

force from time to time in the UK including the General Data Protection Regulation ((EU) 2016/679); the Data Protection Act 2018; the Privacy and Electronic Communications Directive 2002/58/EC (as updated by Directive 2009/136/EC) and the Privacy and Electronic Communications Regulations 2003 (SI 2003/2426) as amended.



Data Controller, Data Processor, Data Subject, Personal Data, Personal Data Breach, Processing and Appropriate Technical Measures


as defined in the Data Protection Legislation.



Trust	Unity Schools Partnership is a charitable company limited by guarantee and registered in England and Wales with company number 07400386.

Trust Materials	has the meaning set out in clause 5.4.10.







Deliverables	all documents, products and materials developed by the Supplier or its agents, contractors and employees as part of or in relation to the Services in any form or media, including drawings, maps, plans, diagrams, designs, pictures, computer programs, data, specifications and reports (including drafts).

Goods	the goods (or any part of them) set out in the Order.

Goods Specification	any specification for the Goods, including any related

plans and drawings, that is agreed in writing by the Trust and the Supplier.

Intellectual Property Rights	patents, rights to inventions, copyright and related

rights, trade marks, business names and domain names, rights in get-up, goodwill and the right to sue for passing off, rights in designs, rights in computer software, database rights, rights to use, and protect the confidentiality of, Confidential Information (including know-how) and all other intellectual property rights, in each case whether registered or unregistered and including all applications and rights to apply for and be granted, renewals or extensions of, and rights to claim priority from, such rights and all similar or equivalent rights or forms of protection which subsist or will subsist now or in the future in any part of the world.

Mandatory Policies	the Trust's business policies including:

· Safeguarding Policy

· ICT, eSafety and Data Security Acceptable Use Policy

· Finance Policy (including Procurement)

· Health & Safety Policy

· Staff Code of Conduct

Order	the Trust's order for the supply of Goods and/or Services, as set out in the Trust's purchase order form, or in the Trust's written acceptance of the Supplier's quotation, or overleaf, as the case may be.

Regulated Activity	in relation to children shall have the same meaning as set out in Part 1 of Schedule 4 to the Safeguarding Vulnerable Groups Act 2006 and in relation to vulnerable adults shall have the same meaning as set out in Part 2 of Schedule 4 to the Safeguarding Vulnerable Groups Act 2006.

Services	the services, including any Deliverables, to be provided by the Supplier under the Contract as set out in the Service Specification.

Service Specification	the description or specification for Services set out in

the Order or otherwise agreed in writing by the Trust and the Supplier.

Supplier	the person or firm from whom the Trust purchases the Goods and/or Services.







Supplier's Personnel	all employees, staff, other workers, agents and

consultants of the Supplier and of any Sub-Contractors who are engaged in the provision of the Services from time to time.

Interpretation:

A person includes a natural person, corporate or unincorporated body (whether or not having separate legal personality).

A reference to a party includes its successors and permitted assigns.

A reference to a statute or statutory provision is a reference to it as amended or re-enacted. A reference to a statute or statutory provision includes all subordinate legislation made under that statute or statutory provision.

Any words following the terms including, include, in particular, for example or any similar expression shall be construed as illustrative and shall not limit the sense of the words, description, definition, phrase or term preceding those terms.

A reference to writing or written includes fax and email.

2 Basis of contract

2.1 The Order constitutes an offer by the Trust to purchase Goods and/or Services from the Supplier in accordance with these Conditions.

2.2 The Order shall be deemed to be accepted on the earlier of:

2.2.1 the Supplier issuing written acceptance of the Order; or

2.2.2 any act by the Supplier consistent with fulfilling the Order,

at which point and on which date the Contract shall come into existence (Commencement Date).

2.3 These Conditions apply to the Contract to the exclusion of any other terms that the Supplier seeks to impose or incorporate, or which are implied by trade, custom, practice or course of dealing.

2.4 All of these Conditions shall apply to the supply of both Goods and Services except where the application to one or the other is specified.

3 Supply of Goods

3.1 The Supplier shall ensure that the Goods shall:

3.1.1 correspond with their description and any applicable Goods Specification;

3.1.2 be of satisfactory quality (within the meaning of the Sale of Goods Act 1979) and fit for any purpose held out by the Supplier or made known to the Supplier by the Trust, expressly or by implication, and in this respect the Trust relies on the Supplier's skill and judgement;

3.1.3 where they are manufactured products, be free from defects in design, materials and workmanship and remain so for 12 months after delivery;

3.1.4 comply with all applicable statutory and regulatory requirements relating to the manufacture, labelling, packaging, storage, handling and delivery of the Goods; and

3.2 The Supplier shall comply with any additional obligations as set out in the Order.

3.3 The Supplier shall ensure that at all times it has and maintains all the licences, permissions, authorisations, consents and permits that it needs to carry out its obligations under the Contract in respect of the Goods.

3.4 The Trust may inspect and test the Goods at any time before delivery. The Supplier shall remain fully responsible for the Goods despite any such inspection or testing and any such







inspection or testing shall not reduce or otherwise affect the Supplier's obligations under the Contract.

3.5 If following such inspection or testing the Trust considers that the Goods do not comply or are unlikely to comply with the Supplier's undertakings at clause 3.1, the Trust shall inform the Supplier and the Supplier shall immediately take such remedial action as is necessary to ensure compliance.

3.6 The Trust may conduct further inspections and tests after the Supplier has carried out its remedial actions.

4 Delivery of Goods

4.1 The Supplier shall ensure that:

4.1.1 the Goods are properly packed and secured in such manner as to enable them to reach their destination in good condition;

4.1.2 each delivery of the Goods is accompanied by a delivery note which shows the date of the Order, the Order number (if any), the type and quantity of the Goods (including the code number of the Goods (where applicable)), special storage instructions (if any) and, if the Goods are being delivered by instalments, the outstanding balance of Goods remaining to be delivered; and

4.1.3 it states clearly on the delivery note any requirement for the Trust to return any packaging material for the Goods to the Supplier. Any such packaging material shall only be returned to the Supplier at the cost of the Supplier.

4.2 The Supplier shall deliver the Goods:

4.2.1 on the date specified in the Order or, if no such date is specified, then within 15 days of the date of the Order;

4.2.2 to the Trust at Unity SP Offices, Park Road, Haverhill, Suffolk, CB9 7YD.or such other location as is set out in the Order or as instructed by the Trust before delivery (Delivery Location); and

4.2.3 during the Trust's normal hours of business on a Business Day, or as instructed by the Trust.

4.3 Delivery of the Goods shall be completed on the completion of unloading of the Goods at the Delivery Location.

4.4 The Supplier acknowledges that time is of the essence for the delivery of the Goods.

4.5 If the Supplier:

4.5.1 delivers less than 95% of the quantity of Goods ordered, the Trust may reject the Goods; or

4.5.2 delivers more than 105% of the quantity of Goods ordered, the Trust may at its sole discretion reject the Goods or the excess Goods,

and any rejected Goods shall be returnable at the Supplier's risk and expense. If the Supplier delivers more or less than the quantity of Goods ordered, and the Trust accepts the delivery, the Supplier shall make a pro rata adjustment to the invoice for the Goods.

4.6 The Supplier shall not deliver the Goods in instalments without the Trust's prior written consent. Where it is agreed that the Goods are delivered by instalments, they may be invoiced and paid for separately. However, failure by the Supplier to deliver any one instalment on time or at all or any defect in an instalment shall entitle the Trust to the remedies set out in clause 9.1.

4.7 Title and risk in the Goods shall pass to the Trust on completion of delivery.







5 Supply of Services

5.1 The Supplier shall from the Commencement Date and for the duration of the Contract supply the Services to the Trust in accordance with the terms of the Contract.

5.2 The Supplier acknowledges that time is of the essence for the performance of the Services.

5.3 The Supplier shall meet any performance dates for the Services specified in the Order or that the Trust notifies to the Supplier and time is of the essence in relation to any of those performance dates.

5.4 In providing the Services, the Supplier shall:

5.4.1 co-operate with the Trust in all matters relating to the Services, and comply with all instructions of the Trust;

5.4.2 perform the Services with the best care, skill and diligence in accordance with best practice in the Supplier's industry, profession or trade;

5.4.3 use personnel who are suitably skilled and experienced to perform tasks assigned to them, and in sufficient number to ensure that the Supplier's obligations are fulfilled in accordance with the Contract;

5.4.4 ensure that the Services and Deliverables will conform with all descriptions and specifications set  out in the Service Specification, and that the Deliverables shall be fit for any purpose that the Trust expressly or impliedly makes known to the Supplier;

5.4.5 provide all equipment, tools and vehicles and such other items as are required to provide the Services;

5.4.6 use the best quality goods, materials, standards and techniques, and ensure that the Deliverables, and all goods and materials supplied and used in the Services or transferred to the Trust, will be free from defects in workmanship, installation and design;

5.4.7 obtain and at all times maintain all licences and consents which may be required for the provision of the Services;

5.4.8 comply with all Applicable Laws, regulations, regulatory policies, guidelines or industry codes which may apply to the provision of the Services, and with the Mandatory Policies;

5.4.9 observe all health and safety rules and regulations and any other security requirements that apply at any of the Trust's premises;

5.4.10 hold all materials, equipment and tools, drawings, specifications and data supplied by the Trust to the Supplier (Trust Materials) in safe custody at its own risk, maintain the Trust Materials in good condition until returned to the Trust, and not dispose or use the Trust Materials other than in accordance with the Trust's written instructions or authorisation;

5.4.11 not do or omit to do anything which may cause the Trust to lose any licence, authority, consent or permission upon which it relies for the purposes of conducting its business, and the Supplier acknowledges that the Trust may rely or act on the Services; and

5.4.12 comply with any additional obligations as set out in the Service Specification;

6 Audit

6.1 The Supplier shall, for a period of 6 years following termination or expiry of this Contract, maintain complete and accurate accounts (the “Accounts”) and records (the “Records”) of the time spent and materials used by the Supplier in providing the Services, and the Supplier shall allow the Trust to inspect such records at all reasonable times on request.

6.2 The Supplier shall record Input and output VAT as separate items in the Accounts.







6.3 The Supplier shall provide oral or written explanations of the Accounts if required. The Trust reserves the right to have its staff or agents carry out examinations into the economy, efficiency and effectiveness with which the Supplier has used the Trust's resources in the performance of this Contract.

7 Safeguarding children

7.1 The Supplier shall:

7.1.1 ensure that all individuals engaged in Regulated Activity are subject to a valid enhanced disclosure check for regulated activity undertaken through the Disclosure and Barring Service (DBS);

7.1.2 ensure that all individuals disclose information about members of their household for the purposes of the Childcare (Disqualification) Regulations 2009 (and the Childcare Act 2006) and this information is updated during the term of this Contract;

7.1.3 comply with the safer recruitment checks set out in the Department for Education’s publication “Keeping Children Safe in Education” as updated from time to time.

7.1.4 monitor the level and validity of the checks under this clause 7.1 for each member of staff;

7.1.5 not employ or use the services of any person who is barred from (or who lives in the same household as someone who is barred or receives a conviction covered by the Childcare (Disqualification) Regulations 2009), or whose previous conduct or records indicate that he or she would not be suitable to carry out Regulated Activity or who may otherwise present a risk to service users.

7.2 The Supplier warrants that at all times for the purposes of this Contract it has no reason to believe that any person who is or will be employed or engaged by the Supplier in the  provision of the Services is barred from the activity in accordance with the provisions of the Safeguarding Vulnerable Groups Act 2006 and any regulations made thereunder, as amended from time to time, nor lives in the same household as someone who is barred or  has any convictions covered by the Childcare (Disqualification) Regulations 2009.

7.3 The Supplier shall immediately notify the Trust of any information that it reasonably requests to enable it to be satisfied that the obligations of this clause 7 have been met.

7.4 The Supplier shall refer information about any person carrying out the Services to the DBS where it removes permission for such person to carry out the Services (or would have, if such person had not otherwise ceased to carry out the Services) because, in its opinion, such person has harmed or poses a risk of harm to children.

7.5 The Supplier shall ensure that the Trust is kept advised at all times of any member of the Supplier’s Personnel who, subsequent to his/her commencement of employment, receives a conviction (or lives in the same household as someone who receives a conviction or is barred for the purposes of the Childcare (Disqualification) Regulations 2009) or whose previous convictions and/or criminal investigations of allegations (or those of someone who lived in the same household as the individual concerned) become known to the Supplier.

8 Anti-Slavery and human trafficking

In performing its obligations under the Contract, the Supplier shall:

8.1.1 comply with all applicable anti-slavery and human trafficking laws, statutes, regulations and codes from time to time in force including but not limited to the Modern Slavery Act 2015;

8.1.2 have and maintain throughout the term of this agreement its own policies and procedures to ensure its compliance; and

8.1.3 not engage in any activity, practice or conduct that would constitute an offence under sections 1, 2 or 4, of the Modern Slavery Act 2015 if such activity, practice or conduct were carried out in the UK.







9 Trust remedies

9.1 If the Supplier fails to deliver the Goods and/or perform the Services by the applicable date, the Trust shall, without limiting or affecting other rights or remedies available to it, have one or more of the following rights:

9.1.1 to terminate the Contract with immediate effect by giving written notice to the Supplier;

9.1.2 to refuse to accept any subsequent performance of the Services and/or delivery of the Goods which the Supplier attempts to make;

9.1.3 to recover from the Supplier any costs incurred by the Trust in obtaining substitute goods and/or services from a third party;

9.1.4 to require a refund from the Supplier of sums paid in advance for Services that the Supplier has not provided and/or Goods that it has not delivered; and

9.1.5 to claim damages for any additional costs, loss or expenses incurred by the Trust which are in any way attributable to the Supplier's failure to meet such dates.

9.2 If the Goods are not delivered by the applicable date, the Trust may, at its option, claim or deduct 10% of the price of the Goods for each week's delay in delivery by way of liquidated damages, up to a maximum of 50% of the total price of the Goods. If the Trust exercises its rights under this clause 9.2 it shall not be entitled to any of the remedies set out in clause 9.1 in respect of the Goods' late delivery.

9.3 If the Supplier has delivered Goods that do not comply with the undertakings set out in clause 3.1, then, without limiting or affecting other rights or remedies available to it, the Trust shall have one or more of the following rights, whether or not it has accepted the Goods:

9.3.1 to terminate the Contract with immediate effect by giving written notice to the Supplier;

9.3.2 to reject the Goods (in whole or in part) whether or not title has passed and to return them to the Supplier at the Supplier's own risk and expense;

9.3.3 to require the Supplier to repair or replace the rejected Goods, or to provide a full refund of the price of the rejected Goods (if paid);

9.3.4 to refuse to accept any subsequent delivery of the Goods which the Supplier attempts to make;

9.3.5 to recover from the Supplier any expenditure incurred by the Trust in obtaining substitute goods from a third party; and

9.3.6 to claim damages for any additional costs, loss or expenses incurred by the Trust arising from the Supplier's failure to supply Goods in accordance with clause 3.1.

9.4 These Conditions shall extend to any substituted or remedial services and/or repaired or replacement goods supplied by the Supplier.

9.5 The Trust's rights under the Contract are in addition to its rights and remedies implied by statute and common law.

10 Trust's obligations

The Trust shall:

10.1.1 provide the Supplier with reasonable access at reasonable times to the Trust's premises for the purpose of providing the Services;

10.1.2 provide such necessary information for the provision of the Services as the Supplier may reasonably request; and

10.1.3 comply with each of the Trust’s obligations set out in the Order.







11 Charges and payment

11.1 The price for the Goods:

11.1.1 shall be the price set out in the Order, or if no price is quoted, the price set out in the Supplier's published price list in force at the Commencement Date; and

11.1.2 shall be inclusive of the costs of packaging, insurance and carriage of the Goods. No extra charges shall be effective unless agreed in writing and signed by the Trust.

11.2 The charges for the Services shall be set out in the Order, and shall be the full and exclusive remuneration of the Supplier in respect of the performance of the Services. Unless otherwise agreed in writing by the Trust, the charges shall include every cost and expense of the Supplier directly or indirectly incurred in connection with the performance of the Services.

11.3 In respect of the Goods, the Supplier shall invoice the Trust on or at any time after completion of delivery. In respect of Services, the Supplier shall invoice the Trust on completion of the Services.

11.4 In consideration of the supply of Goods and/or Services by the Supplier, the Trust shall pay the invoiced amounts to a bank account nominated in writing by the Supplier, within 30 days of receipt of an invoice that:

11.4.1 is delivered to Unity Schools Partnership Offices, Park Road, Haverhill, Suffolk, CB9 7YD.or such other address as notified to the Supplier from time to time.

11.4.2 includes such supporting information required by the Trust to verify the accuracy of the invoice;

11.4.3 is for the correct sum;

11.4.4 is in respect of Goods or Services supplied or delivered; and

11.4.5 states the correct order number of contract reference.

11.5 All amounts payable by the Trust under the Contract are exclusive of amounts in respect of valued added tax chargeable from time to time (VAT). Where any taxable supply for VAT purposes is made under the Contract by the Supplier to the Trust, the Trust shall, on receipt of a valid VAT invoice from the Supplier, pay to the Supplier such additional amounts in respect of VAT as are chargeable on the supply of the Goods and/or Services at the same time as payment is due for the supply of the Goods and/or Services.

11.6 If the Trust fails to make a payment due to the Supplier under the Contract by the due date, then the Trust shall pay interest on the overdue sum from the due date until payment of the overdue sum, whether before or after judgment. Interest under this clause 11.6 will accrue each day at 4% a year above the Bank of England's base rate from time to time, but at 4% a year for any period when that base rate is below 0%.

11.7 The Trust may at any time, without notice to the Supplier, set off any liability of the Supplier to the Trust against any liability of the Trust to the Supplier, whether either liability is present or future, liquidated or unliquidated, and whether or not either liability arises under the Contract. Any exercise by the Trust of its rights under this clause shall not limit or affect any other rights or remedies available to it under the Contract or otherwise.

12 Data Protection

12.1 Both parties will comply with all applicable requirements of the Data Protection Legislation. This Clause 12 is in addition to, and does not relieve, remove or replace, a party's obligations or rights under the Data Protection Legislation.

12.2 The Order sets out the scope, nature and purpose of Processing by the Data Processor, the duration of the Processing and the types of Personal Data and categories of Data Subject.







12.3 Without prejudice to the generality of clause 12.1, the Data Controller will ensure that it has all necessary appropriate consents and notices in place to enable lawful transfer of the Personal Data to the Data Processor for the duration and purposes of this agreement.

12.4 Without prejudice to the generality of clause 12.1, the Data Processor shall, in relation to any Personal Data processed in connection with the performance by the Data Processor of its obligations under this agreement:

12.4.1 process that Personal Data only on the documented written instructions of the Data Controller unless the Data Processor is required by Applicable Laws to otherwise process that Personal Data. Where the Data Processor is relying on the laws of a member of the European Union or European Union Law as the basis for Processing Personal Data, the Data Processor shall promptly notify the Data Controller of this before performing the Processing required by the Applicable Laws unless those Applicable Laws prohibit the Data Processor from so notifying the Data Controller;

12.4.2 ensure that it has in place Appropriate Technical Measures, reviewed and approved by the Data Controller, to protect against unauthorised or unlawful Processing of Personal Data and against accidental loss or destruction of, or damage to, Personal Data, appropriate to the harm that might result from the unauthorised or unlawful Processing or accidental loss, destruction or damage and the nature of the data to be protected, having regard to the state of technological development and the cost of implementing any measures (those measures may include, where appropriate, pseudonymising and encrypting Personal Data, ensuring confidentiality, integrity, availability and resilience of its systems and services, ensuring that availability of and access to Personal Data can be restored in a timely manner after an incident, and regularly assessing and evaluating the effectiveness of the technical and organisational measures adopted by it);

12.4.3 ensure that all personnel who have access to and/or process Personal Data are obliged to keep the Personal Data confidential; and

12.4.4 not transfer any Personal Data outside of the European Economic Area unless the prior written consent of the Data Controller has been obtained and the following conditions are fulfilled:

(a) the Data Controller or the Data Processor has provided appropriate safeguards in relation to the transfer;

(b) the Data Subject has enforceable rights and effective legal remedies;

(c) the Data Processor complies with its obligations under the Data Protection Legislation by providing an adequate level of protection to any Personal Data that is transferred; and

(d) the Data Processor complies with reasonable instructions notified to it in advance by the Data Controller with respect to the Processing of the Personal Data;

12.4.5 assist the Data Controller, at the Data Controller’ cost, in responding to any request from a Data Subject and in ensuring compliance with its obligations under the Data Protection Legislation with respect to security, breach notifications, impact assessments and consultations with supervisory authorities or regulators;

12.4.6 notify the Data Controller without undue delay on becoming aware of a Personal Data Breach;

12.4.7 at the written direction of the Data Controller, delete or return Personal Data and copies thereof to the Data Controller on termination of the agreement unless required by Applicable Law to store the Personal Data; and

12.4.8 maintain complete and accurate records and information to demonstrate its compliance with this Clause 12 and allow for audits by the Data Controller or the Data







Controller 's designated auditor and immediately inform the Data Controller if, in the opinion of the Data Processor, an instruction infringes the Data Protection Legislation.

12.5 The Data Controller does not consent to the Data Processor appointing any third party processor of Personal Data under this agreement.

12.6 Either party may, at any time on not less than 30 days' notice, revise this Clause 12 by replacing it with any applicable controller to processor standard clauses or similar terms forming part of an applicable certification scheme (which shall apply when replaced by attachment to this agreement).

13 Intellectual property rights

13.1 All Intellectual Property Rights in or arising out of or in connection with the Services (other than Intellectual Property Rights in any Trust Materials) shall be owned by the Supplier.

13.2 The Supplier grants to the Trust, or shall procure the direct grant to the Trust of, a fully paid-up, worldwide, non-exclusive, royalty-free perpetual and irrevocable licence to copy and modify the Deliverables (excluding Trust Materials) for the purpose of receiving and using the Services and the Deliverables.

13.3 The Trust shall not sub-license, assign or otherwise transfer the rights granted by clause 13.2.

13.4 The Trust grants the Supplier a fully paid-up, non-exclusive, royalty-free non-transferable licence to copy and modify any materials provided by the Trust to the Supplier for the term of the Contract for the purpose of providing the Services to the Trust.

13.5 All Trust Materials are the exclusive property of the Trust.

14 Indemnity

14.1 The Supplier shall indemnify the Trust against all liabilities, costs, expenses, damages and losses (including but not limited to any direct, indirect or consequential losses, loss of profit, loss of reputation and all interest, penalties and legal costs (calculated on a full indemnity basis) and all other reasonable professional costs and expenses) suffered or incurred by the Trust arising out of or in connection with:

14.1.1 any claim made against the Trust for actual or alleged infringement of a third party's intellectual property rights arising out of, or in connection with, the manufacture, supply or use of the Goods, or receipt, use or supply of the Services (excluding the Trust Materials);

14.1.2 any claim made against the Trust by a third party for death, personal injury or damage to property arising out of, or in connection with, defects in the Goods, as delivered, or the Deliverables; and

14.1.3 any claim made against the Trust by a third party arising out of or in connection with the supply of the Goods, as delivered, or the Services.

14.2 This clause 14 shall survive termination of the Contract.

15 Limitation of Liability

15.1 Nothing in this Contract limits liability for:

15.1.1 death or personal injury caused by negligence;

15.1.2 fraud or fraudulent misrepresentation; and

15.1.3 breach of the terms implied by section 2 of the Supply of Goods and Services Act 1982 (title and quiet possession).

15.2 The Trust's total liability to the Supplier shall not exceed £45,000. The Trust's total liability includes liability in contract, tort (including negligence), breach of statutory duty, or otherwise, arising under or in connection with this agreement.







16 Insurance

During the term of the Contract and for a period of two years thereafter, the Supplier shall maintain in force, with a reputable insurance company, professional indemnity insurance insured to the value of at least £5,000,000, product liability insurance and public liability insurance to cover the liabilities that may arise under or in connection with the Contract, and shall, on the Trust's request, produce both the insurance certificate giving details of cover and the receipt for the current year's premium in respect of each insurance.



17 Confidentiality

17.1 Each party undertakes that it shall not at any time disclose to any person any Confidential Information concerning the business, affairs, customers, clients or suppliers of the other party, except as permitted by clause 16.2.

17.2 Each party may disclose the other party's Confidential Information:

17.2.1 to its employees, officers, representatives, subcontractors or advisers who need to know such information for the purposes of carrying out the party's obligations under the Contract. Each party shall ensure that its employees, officers, representatives, subcontractors or advisers to whom it discloses the other party's Confidential Information must comply with this clause 16; and

17.2.2 as may be required by law, a court of competent jurisdiction or any governmental or regulatory authority.

17.3 Neither party shall use the other party's Confidential Information for any purpose other than to perform its obligations under the Contract.

18 Termination

18.1 Without affecting any other right or remedy available to it, the Trust may terminate the Contract:

18.1.1 with immediate effect by giving written notice to the Supplier if:

(e) there is a change of control of the Supplier; or

(f) the Supplier's financial position deteriorates to such an extent that in the Trust's opinion the Supplier's capability to adequately fulfil its obligations under the Contract has been placed in jeopardy; or

(g) the Supplier commits a breach of clause 3.1, 5.4.8, 5.4.2, 7 and 8,

18.1.2 for convenience by giving the Supplier three months' written notice.

18.2 Without affecting any other right or remedy available to it, either party may terminate the Contract with immediate effect by giving written notice to the other party if:

18.2.1 the other party commits a material breach of any term of the Contract which breach is irremediable or (if such breach is remediable) fails to remedy that breach within a period of 30 days after being notified in writing to do so;

18.2.2 the other party takes any step or action in connection with its entering administration, provisional liquidation or any composition or arrangement with its creditors (other than in relation to a solvent restructuring), being wound up (whether voluntarily or by order of the court, unless for the purpose of a solvent restructuring), having a receiver appointed to any of its assets or ceasing to carry on business or, if the step or action is taken in another jurisdiction, in connection with any analogous procedure in the relevant jurisdiction; or

18.2.3 the other party suspends, or threatens to suspend, or ceases or threatens to cease to carry on all or a substantial part of its business.







19 Consequences of termination

19.1 On termination of the Contract by the Trust, the Trust shall only be required to make payments to the Supplier in respect of Goods delivered or Services supplied before the date of termination.

19.2 On termination of the Contract, the Supplier shall immediately deliver to the Trust all Deliverables whether or not then complete, and return all Trust Materials. If the Supplier fails to do so, then the Trust may enter the Supplier's premises and take possession of them. Until they have been returned or delivered, the Supplier shall be solely responsible for their safe keeping and will not use them for any purpose not connected with the Contract.

19.3 Termination or expiry of the Contract shall not affect the parties' rights and remedies that have accrued as at termination or expiry, including the right to claim damages in respect of any breach of the Contract which existed at or before the date of termination or expiry.

19.4 Any provision of the Contract that expressly or by implication is intended to come into or continue in force on or after termination or expiry of the Contract shall remain in full force and effect.

20 Force majeure

Neither party shall be in breach of the Contract nor liable for delay in performing, or failure to perform, any of its obligations under it if such delay or failure results from events, circumstances or causes beyond its reasonable control. If the period of delay or non-performance continues for 30 days, the party not affected may terminate this Contract by giving 30 days' written notice to the affected party.



21 Assignment and other dealings

21.1 The Trust may at any time assign, mortgage, charge, subcontract, delegate, declare a trust over or deal in any other manner with all or any of its rights and obligations under the Contract.

21.2 The Supplier shall not assign, transfer, mortgage, charge, subcontract, delegate, declare a trust over or deal in any other manner with any of its rights and obligations under the Contract without the prior written consent of the Trust.

22 Notices

22.1 Any notice or other communication given to a party under or in connection with the Contract shall be in writing and shall be delivered by hand or by pre-paid first-class post or other next working day delivery service at its registered office (if a company) or its principal place of business (in any other case); or sent by fax to its main fax number or sent by email to the address specified in the Order.

22.2 A notice or other communication shall be deemed to have been received: if delivered by hand, on signature of a delivery receipt or at the time the notice is left at the proper address; if sent by pre-paid first-class post or other next working day delivery service, at 9.00 am on the second Business Day after posting; if sent by fax or email, at the time of transmission, or, if this time falls outside business hours in the place of receipt, when business hours resume. In this clause 21.2, business hours means 9.00am to 5.00pm Monday to Friday on a day that is not a public holiday in the place of receipt.

22.3 This clause does not apply to the service of any proceedings or other documents in any legal action or, where applicable, any other method of dispute resolution.

23 Severance

If any provision or part-provision of the Contract is or becomes invalid, illegal or unenforceable, it shall be deemed modified to the minimum extent necessary to make it valid, legal and enforceable. If such modification is not possible, the relevant provision or part-provision shall be deemed deleted. Any modification to or deletion of a provision or part-provision under this clause shall not affect the validity and enforceability of the rest of the Contract.







24 Waiver

A waiver of any right or remedy under the Contract or by law is only effective if given in writing and shall not be deemed a waiver of any subsequent right or remedy. A failure or delay by a party to exercise any right or remedy provided under the Contract or by law shall not constitute a waiver of that or any other right or remedy, nor shall it prevent or restrict any further exercise of that or any other right or remedy. No single or partial exercise of any right or remedy provided under the Contract or by law shall prevent or restrict the further exercise of that or any other right or remedy.

25 No partnership or agency

Nothing in the Contract is intended to, or shall be deemed to, establish any partnership or joint venture between the parties, constitute either party the agent of the other, or authorise either party to make or enter into any commitments for or on behalf of the other party.

26 Entire agreement

The Contract constitutes the entire agreement between the parties and supersedes and extinguishes all previous agreements, promises, assurances, warranties, representations and understandings between them, whether written or oral, relating to its subject matter.

27 Third party rights

27.1 Unless it expressly states otherwise, the Contract does not give rise to any rights under the Contracts (Rights of Third Parties) Act 1999 to enforce any term of the Contract.

27.2 The rights of the parties to rescind or vary the Contract are not subject to the consent of any other person.

28 Variation

Except as set out in these Conditions, no variation of the Contract, including the introduction of any additional terms and conditions, shall be effective unless it is agreed in writing and signed by the parties or their authorised representatives.

29 Multi-tiered dispute resolution procedure

29.1 If a dispute arises out of or in connection with this Contract or the performance, validity or enforceability of it (Dispute) then except as expressly provided in this Contract, the parties shall follow the procedure set out in this clause:

29.1.1 either party shall give to the other written notice of the Dispute, setting out its nature and full particulars (Dispute Notice), together with relevant supporting documents. On service of the Dispute Notice, the Contract Managers shall attempt in good faith to resolve the Dispute;

29.1.2 if the Contract Managers are for any reason unable to resolve the Dispute within 30 days of service of the Dispute Notice, the Dispute shall be referred to the CEO of the Trust and a senior manager of the Supplier who shall attempt in good faith to resolve it; and

29.1.3 if the CEO of the Trust and a senior manager of the Supplier are for any reason unable to resolve the Dispute within 30 days of it being referred to them, the parties will attempt to settle it by mediation in accordance with the CEDR Model Mediation Procedure. Unless otherwise agreed between the parties, the mediator shall be nominated by CEDR. To initiate the mediation, a party must serve notice in writing (ADR notice) to the other party to the Dispute, requesting a mediation. A copy of the ADR notice should be sent to CEDR. The mediation will start not later than 30 days after the date of the ADR notice.

29.2 The commencement of mediation shall not prevent the parties commencing or continuing court proceedings in relation to the Dispute under clause 30 (Jurisdiction) which clause shall apply at all times.







29.3 If the Dispute is not resolved within 30 days after service of the ADR notice, or either party fails to participate or to continue to participate in the mediation before the expiration of the said period of 30 days, or the mediation terminates before the expiration of the said period of

30 days, the Dispute shall be finally resolved by the courts of England and Wales in accordance with clause 30 (Jurisdiction).

30 Governing law

The Contract, and any dispute or claim (including non-contractual disputes or claims) arising out of or in connection with it or its subject matter or formation shall be governed by and construed in accordance with the law of England and Wales.

31 Jurisdiction

Each party irrevocably agrees that the courts of England and Wales shall have exclusive jurisdiction to settle any dispute or claim (including non-contractual disputes or claims) arising out of or in connection with the Contract or its subject matter or formation.
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Requirements

						Essential		Desirable 		System meets criteria? (yes or No)		Descrpiton (how it meets criteria)

		Platform Hosting & Configuration		Cloud Hosted		x										All essentials are mandatory pass, fail. Anyone who cannot provide a system with all essentail criteria shall be excluded from the process. 

Desirable will be scored. Each desirable met will score 3 points. Suppliers must score at least __ to progress.

				Multiple Sites		x

				Multiple Teams		x

				Multiple Domains		x

				Brand Customisation		x

				Browser Based & Device Agnostic		x

				Mobile Device Friendly		x

				Simple Granular Administration		x

				Highly Customisable		x

				Custom Field Creation		x

				Roles Based Security		x

				Highly Granular Security		x

				Audit Log		x

				Agent Based Licencing		x

				Free Limited Guest Access		x

				Integration With 3rd Party Tools

Richard Gould: Richard Gould:
Created a seprate catergory 		x

				Dedicated Customer Success Manager		x

				Online & Telephone Support		x

				Single Sign-On Integration with Google & Microsoft

		Incident Management		Email to Ticket Creation		x

				Tracking		x

				Prioritisation (Impact/Urgency)

				In-Ticket Reply's		x

				Public & Private Comments

				Automatic/Rules Based Ticket Routing		x

				Ticket Grouping & Merging		x

				Ticket Escalation		x

				Multiple Agent Input		x

				Ticket Category Management		x

				Multiple Ticket Status Management		x

				Single Click Multiple Ticket Closure		x

				Simple Conversion of Incident Resolutions into Knowledge Base Articles		x

				Ticket Resolution Category Management		x

				Rules Based Automatic Ticket Closure		x

				Incident Management Workflows		x

				Individual Ticket Time & Cost Recording		x

		Problem Management		One-Click Conversion of Incident Into a Problem		x

				Multiple Incident to Problem Conversion 		x

				Able to Record and Display Known Errors & Workarounds		x

				Multiple Ticket Closure Associated With Problems		x

				Simple Conversion of Problem Resolutions into Knowledge Base Articles		x

				Problem Management Workflow		x

		Change Management		Direct Interface with Incident, Problem, Release & Project Management		x

				Change Advisory Board Integration		x

				Change Management Workflows		x

				Change Management Document Management		x

		Release Management		Direct Interface with Incident, Problem, Release & Project Management		x

				Release Management Workflows		x

				Release Management Document Management		x

		Project Management		Direct Interface with Incident, Problem, Release & Project Management		x

				Project Management Workflows		x

				Project Management Document Management		x

				Granular Reporting		x

		Software Licence Management		Deployable Agent for Information Capture		x

				Track Software Across Domains		x

				Records Licence Details		x

				Flags Licence Number Infringements		x

				Flags Licence Renewal Dates		x

				Simple Reporting		x

		Contract Management		Tracks Contracts		x

				Records Contract Details		x

				Flags Contract Notice and Renewal Dates		x

				Manage and Record KPI's 

				Simple Reporting
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Comment:
    Simple is subjective		x

		Knowledge Base		Document Classifications		x

				Records Document Review Dates		x

				Simple Reporting
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Comment:
    Simple is subjective

				Simple But Powerful Search Functionality
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Comment:
    Simple is subjective

		Self-Service Portal & Widget		Incident Reporting Online Portal for Incident Logging & Tracking		x

				Custom Forms		x

				Customisable Portal Fields		x

				Mandatory Field Management		x

				Incident Reporting Widget		x

				Customisable Widget Fields		x

				Mandatory Widget Field Management		x

				Virtual Agent or Bot		x

				Knowledge/Solution Search before ticket		x

				Predicative & Canned Responses		x

		SLA Management		Multiple SLAs		x

				SLA Escalations		x

				Customisable		x

				Process or Workflow Driven		x

				Setup Holidays within SLA's 

				Granular Reporting		x

		Workflow Automation		Multiple Workflow Creation		x

				Conditional Based Workflows		x

				Simple Graphical User Interface		x

				Workflow Automation Linked to Alerting		x

				Ability to Onboard & Offboard Staff		x

		Reporting, Analytics & Dashboards
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Comment:
    Do we want to further define the types of reports that can be created and who can see them?		Simple  User Interface

				Custom Report Creation

				Simple Graphical Report Creation Interface

				Report Scheduling to Email & Multiple Recipients

				Report Drill Downs

				Custom Date Range Reporting

				Cross Site & Domain Reporting

				Multiple Dashboards

				Custom Dashboard Creation

				Simple Graphical Dashboard Creation Interface

				Cross Site & Domain Dashboards

		Service Catalogue		Multiple Service Descriptions		x

				Management of Service Requests		x

				Clear, Clean Interface

				Ability to Define Custom Fields		x

		Asset Management		Deployable Agent for Information Capture		x

				Customisable Fields		x

				Mandatory Field Management		x

				Lifecycle Management		x

				Simple Search Functionality		x

				Barcode Asset Tag Registration & Reading		x

				Link Assets to Contracts and the contract managerment section		x

				Granular Reporting		x

		Purchase Order Management

Richard Gould: Richard Gould:
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    Simple is subjective		
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Comment:
    Do we want to further define the types of reports that can be created and who can see them?		Custom Fields 

				Mandatory Fields

				Granular Reporting

				Approval Process

		Customer Service Satisfaction Survey		Targeted Surveys		x

				Automated Surveys		x

				Custom Survey Questions & Responses		x

				Custom Ratings		x

				Custom Customer Surveys		x

		Patching		Microsoft 		x

				3rd Party		x

				By Exception		x

				Policy Based		x

				Automated		x

				WSUS Integration		x

		Remote Monitoring & Management		Physical Server		x

				Virtual Servers		x

				Virtual Desktops		x

				Out of the Box Monitors		x

				Custom Monitors		x

		Remote Management		Agent Based		x

				Agentless 		x

				Unattended Authority		x

				User Independent		x

		Self Service		Applications on Demand		x

				Canned User Applied Fixes		x

				Upgrades		x

		Deployment		Automated Software		x

				Automated Applications		x

				Upgrades		x

		Automation
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Comment:
    Do we want to merge Automation and AI?		Command Based		x

				Preset Commands		x

				Auto Ticket Creation		x

				Auto Script Excecution		x

				Auto Email Generation

				Templated Responses

				Auto Alerting

		AI		Automated Creation of FAQ & Knowledge Base				x

				Suggested Email responses based on historic emails				x

				Emotion Detection 				x

				Auto Grouping of Linked Tickets				x

				AI Report Building				x

				Suggested Knowledgebase to help complete task without raising ticket				x

		Integration With 3rd Party Tools
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    Do we want to merge Automation and AI?		Microsoft Outlook		x

				Microsoft Teams 		x









		Third Paties 		Build in third parties response KPI's 				x

				Report against Third Parties response times 				x

				Filter reports against third parties e.g. IT Software Suppliers				x

				Search Tickets Via Third Parties 				x

								x

								x





Requirements - Edits

						Essential		Desirable 		System meets criteria? (yes or No)		Descrpiton (how it meets criteria)

		Platform Hosting & Configuration		Cloud Hosted		x										All essentials are mandatory pass, fail. Anyone who cannot provide a system with all essentail criteria shall be excluded from the process. 

Desirable will be scored. Each desirable met will score 3 points. Suppliers must score at least 60 to progress.

				Multiple Sites		x

				Multiple Teams		x

				Multiple Domains				x

				Brand Customisation		x

				Browser Based & Device Agnostic		x

				Mobile Device Friendly		x

				Simple Granular Administration		x

				Highly Customisable		x

				Custom Field Creation		x

				Roles Based Security		x

				Highly Granular Security		x

				Audit Log		x

				Agent Based Licencing		x

				Free Limited Guest Access				x

				Integration With 3rd Party Tools

Richard Gould: Richard Gould:
Created a seprate catergory 		x

				Dedicated Customer Success Manager		x

				Online & Telephone Support		x

				AD User Sync		x

				Single Sign-On Integration with Google & Microsoft				x

		Incident Management		Email to Ticket Creation for multiple email accounts		x

				Prioritisation (Impact/Urgency)		x

				In-Ticket Reply's		x

				Public & Private Comments		x

				Email out from system, from multple accounts (based on team)		x

				Ticket Grouping & Merging		x

				Ticket Escalation		x

				Agent assignement to tickets		x

				Auto assignment based on site/team		x

				Ticket Category Management		x

				Ticket Status Management		x

				Mass Ticket Management		x

				Ticket Resolution Category Management		x

				Predicative & Canned Responses		x

				Individual Ticket Time & Cost Recording		x

		Problem Management		One-Click Conversion of Incident Into a Problem				x

				Multiple Incident to Problem Conversion 				x

				Multiple Ticket Closure Associated With Problems				x

				Problem Management Workflow				x

		Change Management		Direct Interface with Incident, Problem, Release & Project Management		x

				Change Advisory Board Integration		x

				Change Management Document Management		x

		Release Management		Direct Interface with Incident, Problem, Release & Project Management		x

				Release Management Workflows		x

				Release Management Document Management		x

		Project Management		Direct Interface with Incident, Problem, Release & Project Management				x

				Project Management Workflows				x

				Project Management Document Management				x

				Granular Reporting				x

		Software Licence Management		Deployable Agent for Information Capture		x

				Track Software Across Domains		x

				Records Licence Details		x

				Flags Licence Number Infringements		x

				Flags Licence Renewal Dates		x

				Simple Reporting		x

		Contract Management		Tracks Contracts		x

				Records Contract Details		x

				Flags Contract Notice and Renewal Dates		x

				Manage and Record KPI's 

				Simple Reporting
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    Simple is subjective		x

		Knowledge Base		Document Classifications		x

				Simple Conversion of tickets to Knowledge Base Articles		x

				Records Document Review Dates		x

				Simple Reporting
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    Simple is subjective		x

		Self-Service Portal & Service Catalogue		Incident Reporting Online Portal for Incident Logging & Tracking		x

				Custom Forms		x

				Notices/Broadcasts for Incicents		x

				Customisable Widget Fields				x

				Virtual Agent or Bot		x

				Knowledge/Solution Search before ticket		x

				Service Cataloge Groups (HR/IT..)		x

				Multiple Service Descriptions		x

				User able to close/repopen tickets				x

				Clear, Clean Interface		x

		SLA Management		Multiple SLAs		x

				SLA Escalations		x

				Customisable		x

				Type,priority or CI specific		x

				Setup Holidays within SLA's 		x

				Granular Reporting		x

		Workflow Automation		Multiple Workflow Creation		x

				Conditional Based Workflows		x

				Simple Graphical User Interface		x

				Workflow Automation Linked to Alerting		x

				Ability to Onboard & Offboard Staff		x

		Reporting, Analytics & Dashboards		Custom Report Creation		x

				Simple Graphical Report Creation Interface		x

				Report Scheduling to Email & Multiple Recipients		x

				Reports Share (Oitside of licences)		x

				Report Drill Downs (Dynamic)		x

				Date Comparisons		x

				Site compariosns		x

				Multiple Dashboards		x

				Access Control for reports/dashboards		x

				Custom Dashboard Creation		x

				Simple Graphical Dashboard Creation Interface		x

		Asset Management (Configuration Items)		Deployable Agent for Information Capture		x

				Customisable Fields		x

				Mandatory Field Management		x

				Lifecycle Management		x

				Simple Search Functionality		x

				Barcode Asset Tag Registration & Reading		x

				Link Assets to Contracts and the contract managerment section		x

				Granular Reporting		x

		Purchase Order Management

Richard Gould: Richard Gould:
Is this a requirement		Custom Fields 				x

				Mandatory Fields				x

				Granular Reporting				x

				Approval Process				x

		Customer Service Satisfaction Survey		Targeted Surveys		x

				Automated Surveys		x

				Custom Survey Questions & Responses		x

				Custom Ratings		x

				Custom Customer Surveys		x

		Patching		Microsoft 		x

				3rd Party		x

				By Exception		x

				Policy Based		x

				Automated		x

				WSUS Integration		x

		Remote Monitoring & Management		Physical Server		x

				Virtual Servers		x

				Virtual Desktops		x

				Out of the Box Monitors		x

				Custom Monitors		x

		Remote Management		Agent Based		x

				Agentless 		x

				Unattended Authority		x

				User Independent		x

		Self Service		Applications on Demand		x

				Canned User Applied Fixes		x

				Upgrades		x

		Deployment		Automated Software		x

				Automated Applications		x

				Upgrades		x

		Automation
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    Do we want to merge Automation and AI?		Command Based		x

				Preset Commands		x

				Auto Ticket Creation		x

				Auto Script Excecution		x

				Auto Email Generation				x

				Templated Responses				x

				Auto Alerting				x

		AI		Automated Creation of FAQ & Knowledge Base				x

				Suggested Email responses based on historic emails				x

				Emotion Detection 				x

				Auto Grouping of Linked Tickets				x

				AI Report Building				x

				Suggested Knowledgebase to help complete task without raising ticket				x

		Integration With 3rd Party Tools
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    Do we want to merge Automation and AI?		

Richard Gould: Richard Gould:
Is this a requirement		
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Comment:
    Simple is subjective		Microsoft Outlook		x

				Microsoft Teams 		x

		Third Paties 		Build in third parties response KPI's 				x

				Report against Third Parties response times 				x

				Filter reports against third parties e.g. IT Software Suppliers				x

				Search Tickets Via Third Parties 				x

								x

								x

		User permissions & access		The RMM and PSA solution needs to be able to support role-based access and administrative permissions across a defined set of locations, ensuring that administrators, support teams and end users only have access defined by their role in our organisation for security 		x

		Other		Network performance and alerting (details to be provided by Pete) 				x

				Modular training platform/University for users and administrators of the solution to learn and demonstrate proficiency in using elements of the solution.				x





Scoring Criteria



		Award Criteria Scoring Chart

		Response				Score

		Excellent		Response is wholly relevant and excellent overall. The response is comprehensive, unambiguous and demonstrates a thorough understanding of the requirement and provides details of how the requirement will be met in full. 		4 

		Good		Response is relevant and good. The response is sufficiently detailed to demonstrate a good understanding and provides details on how the requirements will be fulfilled. 		3 

		Satisfactory		Response is partially relevant. The response demonstrates a satisfactory understanding of the requirement but lacks details on how the requirement will be fulfilled in certain areas. 		2 

		Poor		Response is poor. The response addresses limited elements of the requirement but contains insufficient detail or explanation to demonstrate how the requirement will be fulfilled. 		1 

		Unacceptable 		Nil or inadequate response. Fails to demonstrate an ability to meet the requirement. 		0 





Questions

		 [Q1] 		Company Information (for information only) 

		[1.1] 		Please state your full company name, address and company number 



		[1.2] 		Provide details of employer’s & public liability insurance 



		[Q2] 		Suppliers Contact Details (for information only) 

		[2.1] 		Please state the contact’s name 



		[2.2] 		Please state the contact’s telephone number 



		[2.3] 		Please state the contact’s e-mail address 

		[Q3] 		Pass/Fail 		Yes/No

		[3.1]		Is your system hosted in the UK?

		[3.2]		Do you have the following accreditation 

		Weighted Questions				Weighting		Word Limit		Answer

		4		Please provide detail on a similar contract you have and what your system currently provides 		5		500

		5		Please provide an overview of your organisation and how your product will meet the trust’s specification outlined in appendix A.		40		1500

		6		Please provide a full and detailed response on the training offered including but not limited to; whether it is in-house or external, how this is delivered (video, quiz, online, in person, train the trainer), any restrictions on numbers, frequency, how attendance / completion will be tracked, meeting on-going training needs etc. 		3		500

		7		Please include an implementation plan, timeline, support to be given to the Trust in managing the implementation and clarity on roles and responsibilities along with details of the proposed project team and specific relevant experience of a migration of a similar sized Trust. Any expectations of the Trust and our academies should be clearly stipulated. Please provide full details on your implementation process to migrate existing establishment and school data into your system including an estimated timescales from contract award to go live date.  		9		500

		8		How flexible is the system to adapt to change		3		500

		9		How much expected downtime will there be per year and how will it be managed?		3		500

		10		Please provide full details on your on-going support, helpdesk coverage and software upgrades. This should include but not be limited to; opening hours, location, how it is accessed (portal, email, phone etc), the experience of the team delivering this service, key areas that are covered by this service as well as frequency of major upgrades. 		3		500

		11		Please provide detail on how patches and updated are managed?		3		500

		12		Please explain how you prevent Cyber attacks and keep personal data secure?		3		500

		13		Please provide your approach to contract management, including service level standard that the Trust can expect, management information that will be provided, innovative ways of working, continuous improvement etc.  		3		500

		14		Please provide details on how you can deliver value and deliver operational efficiencies to the Trust’s budget management process along with any other areas in which your solution could add value and efficiencies to our organisation.		3		500

		15		Tenderers are to state how they will deliver added value throughout the Individual Contract to benefit the Trust, schools, and community under the Social Value Act to ensure continuous improvement. This could include but not be limited to apprenticeships and community activities.		5		500

		16		Tenderers are to provide detail of their approach to environmental sustainability, including how they directly through operational management and indirectly through their supply chain choices, are minimising the environmental impact of carbon emissions, plastic and other waste etc. 		10		500

		18		The solution needs to meet our needs now (based on 40 schools plus HQ/ Satellite offices and associated devices), but it also needs to be able to grow. We need to understand what the capacity of the solution is, and if there is a limit to how many site locations and devices (both infrastructure and end user) it can support.		3		500

		19		Please demonstrate that you have robust policies and procedures for security, data protection and business continuity, please detail how you are adopting some/all of the following security and data protection practices -
•	GDPR
•	ISO 27001
•	Cyber Essentials
•	NIST Framework
•	Third Party Risk Management (TPRM)
		4		500





Costs

								Description 

Richard Gould: Richard Gould:
Please detail of whats included in the pricing.
		Weighting 

				Implementation Cost (including migration and training)		£   - 0

				Annual Licence Fee Based on requirements 		£   - 0

				Any other costs (for first three years)		£   - 0

				Total Cost 		£   - 0				85%

				Additional Licence Fee (each)		£				5%

				Additional Licence Fee (10)		£				5%

				Additional Licence Fee (50)		£				5%
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Evaluation

		Supplier 		Yr 1 Price		(price - lowest price) / lowest price = % above lowest price		100% - % above lowest price		Maximum points x (100% - % above lowest price)		Final Score						Totals		Weighting		Equivalent		Final Score		Final Weighted Score		Rank

		Parago Service Desk		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!				Parago Service Desk		ERROR:#REF!		60		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		Max Score		429

		Connectwise		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!				Connectwise		ERROR:#REF!		60		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!

		Freshservice		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!				Freshservice		ERROR:#REF!		60		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!



		Supplier 		Contract Price		(price - lowest price) / lowest price = % above lowest price		100% - % above lowest price		Maximum points x (100% - % above lowest price)		Final Score						Totals		Weighting		Equivalent		Final Score		Final Weighted Score		Rank

		Parago Service Desk		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!				Parago Service Desk		ERROR:#REF!		60		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!

		Connectwise		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!				Connectwise		ERROR:#REF!		60		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!

		Freshservice		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!				Freshservice		ERROR:#REF!		60		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!
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