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	A. [bookmark: _1fob9te][bookmark: _Hlk202543307][bookmark: _Hlk77259756][bookmark: _Hlk78984001]INTRODUCTION



Who we are and announcing the new framework.
[bookmark: _Hlk202368621][bookmark: _Hlk211584720]Norfolk County Council (NCC), on behalf of and delegated by the INTRAN Partnership, intends to let a Multi-Provider Framework for the provision of high quality, value-for-money and innovative Interpreting, Translation and Related Language and Communication Support Services in the East of England and surrounding regions. 
INTRAN is a public-facing multi-agency partnership that ensures people who are Deaf, and speakers of other languages or dialects than English, have equitable access to information and services through the provision of professional interpreting, translation, transcription and other language and communication support services. At the time of the notice, there are approximately 300 organisations, whether large or small, registered to access INTRAN services. They are called INTRAN Member Organisations (the Buyers) and include: 
· NHS Bodies
· Local Government Authorities   
· Housing Associations
· Educational Institutions (Local Authority Schools, Academy Trusts)
· Voluntary Sector Organisations
· Charities
· Other organisations serving the Public Interest 

Current INTRAN needs 

In 2024-25, the INTRAN Partnership oversaw circa 83K Bookings across all services, with 96.25% relating to Foreign Languages, and 3.75% in British Sign Language and related services. While service volumes may vary annually, we forecast 90K Bookings at the start of the New Framework based on current framework trends.

About this Framework 
This multi-provider Framework is scheduled to commence 1 July 2026 and will supersede the existing Framework. Between April and June 2026, INTRAN will work closely with existing and any new providers to facilitate and transition Buyers into the new Framework.
It will be structured into 5 Lots (B. Description of Lots) to align with the evolving requirements of the Buyers, and to deliver the demands and needs of their local communities. Providers will support such needs by provision of quality public sector ‘interpreters, translators and other language and communication support professionals’ (PSITOSPs). The term ‘linguists’ is not used in this context to avoid ambiguity and ensure professional clarity.
As a framework agreement, there is no firm guarantee of business and the number of bookings received are expected to show periodic variance. Providers may see new organisations join, and others exit, and will accommodate change and variations as necessary under the terms of the Framework. 
Role and Responsibilities 

Norfolk County Council will act as the lead Authority for the INTRAN Framework, which will be accessed by existing Buyers and those who join INTRAN during the framework period. 

To help INTRAN Partners meet their objectives, Norfolk County Council will provide a central service, the ‘INTRAN service’, that will work to ensure members of INTRAN have what they need to respond effectively to the needs of their diverse, local communities, and their service users.

The INTRAN Service will carry out a wide range of activities to support the needs of framework user organisations, its providers, and to ensure a consistency to the Framework.   

The Framework Providers will work closely with the INTRAN Service to respond to existing and emerging needs of users of the Framework.







[bookmark: _Hlk204359641][bookmark: _Hlk208224674]

	B. DESCRIPTION OF LOTS 


[bookmark: _Hlk204166220]
This Framework will comprise 5 Lots, each involving a maximum of two or three Providers as set out in the following. Providers of each Lot will be ranked according to Quality and Costs (Definitions of Services - Appendix 6). 

[bookmark: _Hlk207878383]The Provider(s) will be expected to work with, and respond to INTRAN and its members’ needs as part of their delivery of services under the respective Lots:  

[bookmark: _Hlk204156287][bookmark: _Hlk209011488][bookmark: _Hlk208906411]
Lot 1: (maximum 2 service providers) 

Appendix 1
Face to Face and Remote English/British Sign Language Interpreting, Translation and Other Language and Communication Support Services

This lot will support people who are deaf, deafened and deafblind, and will be delivered by Deaf expert providers, as follows:  

· [bookmark: _Hlk208328083]Face-to-Face, Video Remote English/British Sign Language Interpreting Services and other Language and Communication Support Services.

· Face-to-Face priority must be given to locally based interpreters, with Video delivered through client specific platforms such as Microsoft Teams, Zoom, Attend Anywhere, etc., or, with client agreement, via supplier dedicated booking portal. 

[bookmark: _Hlk204170790]
Lot 2: (maximum 2 service providers) 

Appendix 2
Face to Face and Remote English/Other Languages and Dialects Interpreting

This lot will support people whose first language is not English and use a spoken language other than English to communicate, and will be delivered by Face-to-Face Interpreting expert providers as follows:  
· [bookmark: _Hlk208328191]Face-to-Face (in person), Video Remote English/Other Languages/Dialects Interpreting Services. 
· Face-to-Face priority must be given to locally based interpreters, with Video delivered through client specific platforms such as Microsoft Teams, Zoom, Attend Anywhere, etc., or, with client agreement, via supplier dedicated booking portal. 


Lot 3: (maximum 3 service providers)
[bookmark: _Hlk208328317]
Appendix 3
Telephone, audio and video Interpreting services (English/BSL/Other languages and Dialects than English) on demand and related goods and services.  
This lot will support people whose first language is not English and use a language other than English to communicate, including BSL, as follows: 
· Telephone, audio and video Interpreting services (English/BSL/Other languages and Dialects than English) on demand.  Languages that are rare and harder to source may be available to book on appointment. 
Related goods and services provided will include: 
· Access to high quality rolling stands as well as tabletop stands to support video interpreting services to be used by high-usage organisations and departments. Around 100 devices may be required at the start of the contract, and demand is likely to grow over time.  
· Administration of INTRAN ID codes and generation of new budget accounts and new codes.
[bookmark: _Hlk208906749]Video Relay Interpreting (VRS) may be offered as an additional service but is not mandatory.  

Lot 4: (maximum 2 service providers) 
Appendix 4
Video Relay Services for BSL users 
This lot will support users of British Sign Language and be delivered by Deaf expert providers, as follows: 
· [bookmark: _Hlk208328631]Video Relay BSL Interpreting Services (VRS), enabling Deaf people to make a call to an INTRAN member organisation registered to offer these services, supported by an on-demand video BSL interpreter. 
Video Remote Interpreting (VRI) may be offered as an additional service but is not mandatory.  





Lot 5: (maximum 2 service providers) 

Appendix 5
Translation Services and Other Communication Support Services

[bookmark: _Hlk208328665]This lot will support INTRAN member organisations (the Buyers) and the communities and people they serve, accessing non-visual translation and communication support services, as follows:  
· Translation including Human Translation, Machine Translation Post-Editing and Machine Translation. Services provided will be delivered to respond to member organisations’ needs, whether through the sole use of human experts and/or of reliable AI solutions with or without human translator oversight, as required by the member organisation (the Buyer). Reliance on human translators remains critical to INTRAN member organisations, to ensure accuracy, completeness and safety. INTRAN members will have their own policies and risk assessments in place with regards to AI translation acceptance and utilisation.   
· Other related communication support services. 
[bookmark: _Hlk79674035]

	C. STATEMENT OF REQUIREMENTS



The service requirements stated here are mandatory and comprise Sections A, B and C of these specifications, and the supporting Appendices and Schedules.
 
1. Overview 

The proposed Framework encompasses provision of high quality, value-for-money, secure and innovative British Sign Language, Foreign Languages and Dialects Interpreting, Translation and Other Language and Communication Support Services. 

The services provided will need to positively contribute to INTRAN members’ goals to deliver better outcomes for our local populations, service users and organisations delivering public services. This framework will positively contribute to addressing barriers, such as, and not limited to, those identified below: 
· Access to information and services in a language people understand – Lack of staff awareness, resourcing, clear access routes, and support, creates barriers preventing people from accessing responsive services.  
· Meeting needs – Misunderstandings happen when those are not fully understood and/or responded to.  
· Quality, Safety and compliance – Service gaps, including emergency gaps, create risks. 
· Positive experience – Cancellations, delays, and uncertainties cause frustration and anxiety. 
· Value for money – Lack of reliable data, insights, leadership, and active contract management impacts public sector spending.

Services will be provided in-person or remotely and delivered through a range of booking methods including but not limited to secure online booking facilities. 

The multi-agency Framework will become live on 1 July 2026 and comprise 5 separate lots. Please consult Section B and Appendices 1 to 6 for more detailed lotting information. 

A selection process based on quality and cost will be used to determine which Providers will be used for each respective Lot. Please see the Request to Participate document and the Invitation to Tender for detailed information about the call-off procedure. This is also contained in the terms and conditions of the Framework Agreement.

The Providers appointed to this Framework will support the INTRAN public-facing Partnership’s mission to ensure equitable and sustainable communication for all members of our communities.  

They will provide proven quality for safety and compliance, high fulfilment, and value for money, to enable members to deliver effective public service delivery outcomes and appropriate use of public resources. 

They will have a well-established and proven market reputation as reliable providers of high quality, value for money interpreting and translation services and will be accepted and trusted by the communities they serve. They will be expert Providers for the services they are appointed for and apply their in-depth knowledge and resources to benefit INTRAN’s members and service users. They will use reliable technological solutions to suitably support the delivery of services and help deliver efficiencies. 

[bookmark: _Hlk211523131]They will have an interest in the local communities served by the Buyers and will design their services to accommodate local needs and characteristics. They will, through their actions and responses, help Buyers meet their statutory duties as well as their strategic and local objectives. This includes the need to ensure services meet the needs of those with protected characteristics and enable them to access the support they need and be protected from harm. 

Providers’ responses to booking requests made by Buyers will need to positively contribute to the Accessible Information Standard (AIS) plans and any requirements Health and Social Care INTRAN member organisations have in place to improve Deaf people, Deafblind and Deafened people’s access to their services. 

They will work closely with the INTRAN Service and Buyers, when relevant and whether contractually and/or as necessary, to deliver high performance, efficiency, and customer satisfaction, and to pro-actively respond to needs as and when they arise.   

They will provide services to all existing and future INTRAN member organisations  contracted to use their services under this Framework, and will accommodate variations in demand and change, including scope for new members coming in and others leaving. They will be expected to accept and meet requests made by INTRAN members, irrespective of their organisation profile, or their language, volume, and/or other specific requirements. 

[bookmark: _Hlk207962587]They will design and deliver services to support the diverse needs of Buyers and implement any necessary change to ensure solid plans are in place to respond to Buyers’ needs in the best possible way. 

They must engage in regular performance reviews with INTRAN, share relevant data, and support improvement planning. They must respond to INTRAN’s monitoring queries and contribute to joint actions that enhance service delivery across the INTRAN partnership.
Typical contexts where interpreters, translators and other language and communication support services were commonly used in 2024-25 are shown in Annex 1.   

The Framework will be accessible to organisations based in the East of England and surrounding areas. INTRAN language needs, including in the counties where INTRAN operated in 24-25, are shown in Annex 2. 

The Deliverables and any Standards set out in this specification, schedules and appendices may be adjusted (to the extent permitted) by an INTRAN member organisation (the Buyer) during a Call Off, or during a Further Competition Procedure, when relevant, to reflect its service requirements for entering a particular Call-Off Contract. 
2. Compliance

[bookmark: _Hlk209014211]2.1. Legal and Contractual Compliance Overview 

The Provider(s) will look after the interest of INTRAN and its member organisations (the Buyer) and ensure the Framework contractual obligations are met, as stated in the Specifications, Appendices, Schedules and Terms and Conditions. 

They will manage and deliver their services to ensure adherence with UK legislation, public guidance, and local or national recommendations. They will take clear measures to ensure there is no modern slavery in their own business and their supply chains. 

[bookmark: _Hlk211523709]They will behave ethically and treat users of their services, employees and subcontractors fairly and with respect, ensuring adherence with the standards and behaviours that are expected when working with public sector organisations, as defined in the Supplier Code of Conduct V3 (Delivering better public services together, June 2023) and any subsequent guidance that may be released. 

They will adhere to the Equality Act 2010, comply with the Procurement Act 2023 and demonstrate their commitment and application to the principles of good employment. The terms and conditions of stakeholders used in the delivery of services must be provided to them in writing, including full information, before enabling them to support this Framework, ensuring adherence with all relevant UK employment legislation.  

They will comply with UK environmental laws and regulations in force, and have considered and integrated environmental, social and economic actions to support the national sustainability agenda. 

They will implement measures to ensure adherence to Health and Safety legislation throughout the duration of the Framework Agreement and/or any call-off. 

[bookmark: _Hlk209014172]They will have a duty of care to deliver services with reasonable care and skill and take practical steps to minimise risks. 
2.2. Supply Chain Compliance  

Providers will ensure supply chain compliance, and implement due diligence on staff, sub-contractors, and freelancers involved in the Framework. They will be responsible for the complete supply chain, ensuring it delivers services that comply with the contract, member organisations (the Buyer) policies, and legislation. They will manage the risks associated with their supply chain effectively, to safeguard their own business as well as the Buyer and users of their services. They will pay their sub-contractors within 30 days, as mandated by the Procurement Act 2023, and treat them fairly and reasonably. 

[bookmark: _Hlk211528175]Providers will cooperate with INTRAN and/or its member organisations, whenever required by them, to enable compliance testing and evaluating. This may include and is not limited to: 

· The provision of in-depth evidence substantiating responses given by them related to any aspect of the Framework. 
· Access to documents and/or their premises within 24 hours of notification for emergency and a working week for non-emergency matters, providing access to sufficient evidence to satisfy that the mandatory requirements defined in the framework are met.  
· Detailed information about staff, freelancers and/or sub-contractors involved in the INTRAN Framework and used as part of the Call-Off. They may be asked evidence of qualifications and diploma, experience records, right to work in the UK, security clearance, records of training and CPD participation and any other substantiated information demonstrating their ability to work competently and ethically for this framework agreement, within the timelines specified in Section 14.8.
· Quality and Data security controls checks. 

Providers will ensure that all parties involved in this Framework, including sub-contractors, are made aware and are informed, prior to engaging with this Framework, that their individual records may be requested by INTRAN and/or the Buyer and shared with them, as part of INTRAN and/or its members (the Buyer) compliance and quality standards checks. 

[bookmark: _Hlk209014656]2.3. Service Credits and Financial Compensations 

In cases of non-compliance, we reserve the right to receive service credits and financial compensations in situations where:

More information can be found about service credits and compensation in Schedule 10. 

[bookmark: _Hlk211527373]3. Working with INTRAN 

Provider(s) will work with INTRAN to support member organisations who are users of their services. INTRAN will have a right of service oversight, contract management, communication, marketing and training role, as well as contract scrutiny and aims to work positively and constructively with the Providers as well as members using their services. 

As part of this, the Providers will be expected to share data, resources, intelligence, information and advice with the INTRAN central service, throughout the framework period of operation. 

To ensure satisfactory customer, technical, and contract management services are provided, they will assign competent and responsive key personnel.  

This will include the appointment of a dedicated account manager who will: 
· Act as the main point of contact for this Framework Agreement
· Respond to all INTRAN queries made directly to them within 48 hours. 
· Continuously engage with INTRAN, as and when needed, to help support the Framework and contribute to its success.  
· Fully support and engage in regular (planned) contract management meetings with INTRAN. 
· Ensure INTRAN receives the information and responses they need in a timely and effective manner.
· Share insights about INTRAN members’ use of their services.  
· Provide intelligence updates on their own business, evolution of the market and interpreting and translation industry, as well as technological advancements and relevance. 
· Ensure effective and efficient deputisation in their absence, to provide operational continuity throughout the framework contractual period of operation.  

The account manager will start working with INTRAN as soon as contracts have been awarded, ensuring adequate time availability, resources and initiatives are taken to deliver an effective mobilisation plan and gain familiarity with the needs of the INTRAN Partnership and respective members, ahead of them delivering services for them.  

During the period between the time contracts and awarded and the framework is live, the account manager in charge will be responsible for the implementation of an agreed contract mobilisation plan, involving shared activities with INTRAN, who will be actively involved in the change process. As part, and not limited to, of this, a Framework catalogue will be created and promoted by INTRAN to help member organisations make choices and implement change. INTRAN will also organise opportunities for the Framework Providers to meet lead members of the INTRAN Partnership. 

4. Fulfilment 

The Provider(s) will have track records at fulfilling the booking requests based on the requirements made by requesters (the buyers) and will consistently do their utmost to fulfil the original booking requests made by INTRAN member organisations (the Buyer), whether for standard or for rare/harder-to-source languages. See Appendix 6 for the definition of rare/harder-to-source languages.

[bookmark: _Hlk208907721]For lots 1 and 2, Providers are required to deliver at least 98% of the requests made by INTRAN member organisations, including 95% of all requests made for face-to-face (in person only), excluding requests made less than 24 hours in advance. Providers must maintain records of fulfilment rates and reasons for any unfulfilled bookings, to be reported as part of performance monitoring (see section 14). Unless required otherwise by the customer, most face-to-face bookings will be carried out by professional interpreters who live in the vicinity, with a view of improving responsiveness, reducing travel costs as well as retaining local interpreters into the profession and building local capacity. 

For lots 3, 4 and 5, Providers are required to deliver at least 99% of the requests made by INTRAN member organisations. 

In emergency settings (e.g. mental health, homelessness, safeguarding, witness statements, etc..), Providers of lots 1,2, and 5 may need to deliver services at very short notice, usually within a two-hour period. Providers must have emergency service delivery plans and escalation procedures in place to support this requirement.

Providers must have the capability to upscale their service delivery to meet increasing language needs to ensure continuity of service throughout the lifetime of the Framework so that an increase in the number of INTRAN members requesting their services or in the booking volume made by existing INTRAN members does not affect the service received.

5. Recruitment, Appointment and Deployment of Interpreters and Translators and Other Language Professionals 

This section describes the mandatory requirements linked to the recruitment, appointment and deployment of interpreters and translators that Providers are obligated to fulfil as part of the delivery of this Framework, irrespective of whether the interpreter or translator is employed or contracted on a freelance basis. 


5.1. Overview

All Providers will use interpreters and translators who:
· Have the competences and professional behaviours required to enable them to work across the public sector and to carry out bookings of a complex and often specialised nature. 
· Have proven experience at working in the contexts within which INTRAN operates and only accept bookings they are competent enough to accept. 
· Are suitably trained, qualified and experienced to work in the diverse contexts within which INTRAN operates, including and not limited to mental health and safeguarding settings. 
· Behave ethically and safely, in accordance with the professional Code of Conduct guiding their profession. 
· Interpret/translate everything that is said accurately and completely and keep the information obtained confidential.  
· Adhere to strict data protection guidelines to ensure adherence with the Data Protection Act 2018 and UK GDPR. This includes the secure deletion of any document they may be asked to translate/sight translate.  
· Interpret/translate cultural differences, in line with their professional Code of Conduct, to ensure meaning is effectively conveyed and understanding facilitated. 
· Are actively engaged in Continuous Professional Development to ensure they possess up-to-date knowledge of essential topics required by the Public Sector. 
· Are subject to any national agreements that govern the industry now and in the future. 

5.2. Capacity and Fulfilment against needs 

Providers will excel at recruiting, retaining, deploying and supporting suitably trained and qualified interpreters and translators in the languages of need and will have solid plans in place to address gaps and ensure high capacity and fulfilment. They will be skilled at motivating interpreters and translators, contributing to them being available whenever possible to respond to the INTRAN Framework bookings. 

Recruitment targets will be agreed with INTRAN and reviewed regularly against needs, as outlined in Section 14 and Appendix 7. 
Robust arrangements will be in place, when lot-relevant, to deliver other language and communication support services, ensuring high fulfilment and quality standards. 

Lots 1 and 2 Providers must ensure the recruitment and retention of local and suitably qualified face-to-face interpreters to cover the geographical areas where INTRAN operates, and to respond to local language needs. Recruitment targets will be agreed with INTRAN and reviewed regularly as well as assurance that the interpreters in the Providers’ books are actively used and willing to work for them. This approach supports Social Value outcomes by investing in local communities and creating new jobs and skills opportunities, sustaining the interpreting profession, and contributing to inclusive service delivery.

Lot 2 Providers will be able to cover face-to-face made for standard languages, using local pools of interpreters whenever they can. They will also be competent at pro-actively recruiting rare language/hard-to-source language interpreters who live in and outside INTRAN’s geographical coverage, to support critical bookings. In situations when face-to-face is critical, Providers will do their utmost to invite interpreters to travel (the Buyer covering their travel costs for the Providers to pass on in full). In some cases, this may require the Buyer’s cooperation, in terms of commitment and length of booking requirements, to ensure they accept travelling. Such decisions will be agreed at Call-off time. 




5.3. Standards 

Qualifications/Standards per lot can be found in Appendix 7 of these specifications. 

Providers of Lots 1,2,3,4 need to ensure that interpreters serving this contract:
· Are proficient in English and the other language to a minimum of IELTS 7.5 and above (expecting IELTS Levels 8 and 9 for standard languages, including BSL).  
· Are suitably trained/qualified to interpret and translate at QCF levels 6 and 7. 
· Use of level 3 community interpreting standards may be accepted, for the rare/harder to source languages and for the less critical types of bookings where those qualified at QCF levels 6 and 7 are unavailable. 
· Are committed to their profession and ambitious in their professional developments to achieve high standards.  

Rare language interpreters will have reached proven ‘safe to practice’ standards and received appropriate training, prior to deploying them, to ensure compliance. 

[bookmark: _Hlk209014789]Where overseas interpreters, translators or transcribers are utilised, then Providers must ensure that they equivalent standards in terms of security clearances, qualifications, experience, specialist knowledge within UK public-facing operating contexts, and CPD, to ensure appropriate validation before being used to deliver services under the framework. INTRAN member organisations (the Buyer) reserve the right to only access UK-based and/or UK and EU-space interpreters and translators. 

INTRAN retains the right to see evidence from Providers that the above requirements have been met. When requests are made, the Provider will supply satisfactory and complete information in a secure way within one working week on the request being made. 

5.4. Support and wellbeing

Providers will ensure that the interpreters, translators and providers of other language support services are supported in the delivery of their services appropriately.  This includes for situations that are complex, challenging and potentially emotionally difficult.  
5.5. [bookmark: _Hlk79743038]Sub-contracting

Where Providers engage with third parties to deliver INTRAN Services, they will be responsible for ensuring that the interpreters and translators deployed are adequately supervised and provide a professional service in line with the Framework specifications. Quality and relevance of their duties must be monitored and approved to ensure that services are delivered to the required standards, including Right to Work and DBS checks. 

Contractual agreements will be in place and signed by both parties to ensure that INTRAN standards are met, with INTRAN able to request sight of the signed agreements at any point during the life of the contract.
5.6. Allocation of bookings to interpreters and standards  

Providers will provide suitably qualified interpreters with experience/training of working in INTRAN diverse contexts including in safeguarding, mental health and legal settings. In all cases, the interpreters must be proficient in English and the requested other language, and have demonstrated their professional competences in UK public service interpreting

For Lots 1 and 2, there are contexts in which fully qualified interpreters and equivalent will be used, that is to say Registered Sign Language Interpreters (RSLI) and DPSI level (Level 6 in interpreting) and equivalent in the relevant language. In the case of rare/harder to source languages, Providers will need to ensure they are safe to practice (refer to Section 5.3). This list is not exhaustive and may be updated in the course of the contract:
· Any booking for Criminal Justice agencies
· Mental Health
· Medical appointments 
· Child Protection and all associated situations such as initial and review assessments
· All children assessments 
· Adult Social Care assessments 
· Adult safeguarding interviews
· Fraud Investigation bookings
· In highly specialised conferences. 
· Delivery of training courses requiring simultaneous interpreting 

[bookmark: _Hlk208239531]There are other settings and contexts where TSL interpreters as well as foreign language ‘community’ interpreters may be used (appendix 7), for example, parents-teacher consultations, except in circumstances where the particular context requires the use of a fully qualified interpreter (such as in safeguarding contexts), or when the Buyer asks for a named TSLI at the request of the Deaf client/patient, to interpret some basic, non-technical or specialised content. 

In emergency face-to-face scenarios (requesting a standard language) where no DPSI qualified interpreter and equivalent is available, the Buyer will need to provide informed consent of their acceptance to use a Level 3 and equivalent interpreter.  
Lots 1 and 2 Providers will do their best to accommodate requests for a named interpreter to be used in contexts where service continuity using the same interpreter matters. 
[bookmark: _Hlk209015594][bookmark: _Hlk208916323]Lot 1 Providers will need to:
· Ensure that users of their services access interpreters who can interpret to the level of ability of the service users, recognising that they will range from very vulnerable people to people who are predominantly independent. 
· Have accessible facilities enabling them to respond to individual members of the Deaf community, who will be using their services. 

[bookmark: _Hlk204009642]5.7. Professional Code of Conduct 
All interpreters and translators engaged by Providers under this Framework Agreement will acknowledge, agree, and comply with the Code of Conduct established by the Framework Providers, and accept that compliance is a condition of their engagement and ongoing participation under the terms of the Framework Agreement.

[bookmark: _Hlk199512403]Where membership is held with National UK Regulatory Bodies, interpreters and translators shall adhere to the professional standards set forth by those bodies, as defined in their respective Code of Conduct, to maintain a professional integrity and an assurance of standards accessed by users of their services. 

Lots 1. 3 and 4 Providers will ensure that their British Sign Language Interpreters and Language Service Providers of ‘related services’ to include Lip-speakers, Deafblind Interpreters, Speech to Text Reporters are all registered with a national UK Regulatory Body, which may include:  
· The National Registers of Communication Professionals working with Deaf and Deafblind People (NRCPD)
· The Regulatory Body for Sign Language Interpreters and Translators (RBSLI).  
· Signature

Lots 2, 3 and 5 interpreters and translators may consider joining a professional national register, such as the National Register of Public Service Interpreters (NRPSI), the National Register of Public Service Translators (NRPST) and/or the Institute of Translation & Interpreting (ITI). 

5.8. Professional Competence  
Interpreters, Translators and other Language and Communication Support Providers must: 

· Assume full responsibility and accept only those assignments for which they:
· Possess relevant and requisite training, skills, and experience.
· Can demonstrate the competences and specialist knowledge required to meet the booking specifications provided by the requester (the Buyer) in accordance with the standards defined in these specifications.
· Have an awareness of the procedures and contexts in which they will be working. 
· Promote Best Practice by their understanding and compliance with all guidelines, procedures, and policies, whilst respecting the rules and protocols that apply to the specialist areas and service contexts in which they are assigned.
· Actively engage in Continuing Professional Development (CPD) to address, maintain, and update their professional capabilities, including their knowledge and skills to carry out assignments under this Framework Agreement.
· Seek appropriate advice, clarification, or guidance where any competence is uncertain with respect to the assignments they are offered. 

5.9. Confidentiality and Data Security   
Interpreters, Translators and other Language and Communication Support Providers must, except where disclosure is required by law:  

· Be bound to and must maintain strict confidentiality of the information obtained before, during, and after assignment, including any time thereafter in which they cease this employment.
· Permanently destroy all assignment notes, whether written or in digital format, unless required under the Buyer’s Retention Policy.
· Comply with and uphold all data protection, maintenance, and information security practices as specified in Framework and applicable law. 

5.10. Quality and Impartiality
To ensure professional confidence in specialised contexts, interpreters and translators will:
· Keep aware of relevant practice guidelines published by professional associations and regulatory bodies and apply that knowledge where relevant. 
· Act professionally and impartially whenever carrying out interpreting and translation assignments. 
· Behave professionally and be appropriately skilled and supported, when using remote platforms to carry out their role and responsibilities. 
· Interpret and translate faithfully, accurately, and impartially.
· Avoid omissions, additions, alterations, and/or any change to meaning. 
· Intervene only to ask for clarification, point out that a party may not have understood something, or to alert parties to a possible missed cultural inference or reference or to signal a condition or factor which may impair the interpreting process. 
· Where applicable, produce a faithful translation of the source text, preserving meaning and avoiding literal translations. 
· Inform of any complexities of the source text, such as ambiguities, unclear terminology, or other errors that may require clarification.  
· Inform Buyers where Providers pre-book an interpreter or translator with limited or no experience in a specialist field, to ensure their agreement and understanding. In some cases, the Buyer will be encouraged to provide briefing and/or technical and/or terminology information to pass on to the interpreter ahead of the booking, contributing to quality outcomes. 
· Ensure interpreters delivering VI are in appropriate, confidential, and professional environments.






5.11. Integrity and Business Principles 

Interpreters, Translators and other Language and Communication Support providers must act in the best interests of service users and all parties involved for each separate assignment (call-off). They will always behave professionally and ethically, to justify the public trust granted under their assignment in a public-facing context. 

They must treat all individuals with respect, without discrimination, and avoid any form of direct or indirect discrimination on any grounds, including and not limited to age, disability, gender reassignment, language or dialect, marriage and civil partnership, nationality, pregnancy and maternity, race, religion or belief, sex, sexual orientation, or political allegiance.

They will refrain from any behaviour including, but not limited to, impairment through drugs or alcohol, sexual misconduct, violence, intimidation, or abusive behaviour that is likely to discredit any or all INTRAN, the Provider, the Public Authority, the Staff Member and/or the Service User.

They will report, at the earliest opportunity, when relevant, any potential conflict of interest, or other factor that may cause or justify a rejection or cancellation of any assignment. This includes disclosing any business, financial, family, or other interest, whether personal or otherwise, which might have relation to the assignment purpose. 

They will never seek any personal gain through information obtained during their interpreting and translation work. They will dismiss any rewards for interpreting work, whether in cash, gifts, invitations to hospitality events other than payment from the Provider. They will refuse and report to the Provider any request of payment for information about the Authority, or for details of the Buyer’s assignments, or any information shared as part of the assignment.

They will have an excellent understanding of expected business behaviours expected from them, to include and not limited to: 

· Be responsible for the assignment (call-off) accepted by them and never delegate or sub-contract to other professionals or individuals. If they are unable to attend or delayed, they must inform the Provider immediately to allow time for their consideration and appropriate actions. 
· Wear or have access to a valid and up-to-date officially recognised form of identification during all assignments.
· Arrive, log in, and/or deliver services in accordance with the booking requirements. They will perform their work within agreed timelines, and in accordance with agreed terms. Punctuality is expected from them. 
· Be upfront and prompt in their notification of any mistake, misinterpretation, incomplete or incorrect interpretation/translation, and take appropriate and timely action to correct any perceived errors. 
· Report to the Service Provider any areas of concern, poor practice, or potential safeguarding issues identified during their assignment, for them to take appropriate actions. 

5.12. Disclosure and Obligations

Interpreters, Translators and other Language and Communication Support providers must:

· In accordance with the Rehabilitation of Offenders Act 1974, disclose any information, including criminal convictions or cautions (spent or otherwise), whether committed in the UK or overseas, which may make them unsuitable for any specific assignment.
· Cooperate, without prejudice, with any investigation with respect to conduct or complaint made to them by the Provider or other relevant Professional Regulatory Body.
· Provide a timely, constructive, and honest response in any such matter.

5.13. Training and Continuing Professional Development (CPD) 
This section describes the mandatory training and CPD requirements that Providers will need to fulfil as part of the delivery of this Framework Agreement. 

Providers (All lots) will
· Be responsible and accountable for the quality of the services provided by the interpreters and translators to INTRAN and its members (the Buyer). 
· Ensure the interpreters and translators working for INTRAN member organisations are competent at interpreting and translating specialised content and are fit for purpose to work competently in public-facing UK contextual and procedural environments. 
· Keep records of the CPD training courses their employed or freelance interpreters and translators have attended. They will identify essential courses they (all) or individuals need to attend and will promote those opportunities to them, to encourage them to engage in ongoing professional development. 
· Give evidence showing that the interpreters and translators are suitably trained and qualified to provide services to INTRAN member organisations. 
· Ensure that, for rare languages and dialects where there is no national qualification in the languages spoken, the interpreters and translators have been trained and assessed at the standards required by INTRAN. This includes their awareness of the professional Code of Conduct guiding the interpreters and translators’ profession. 
· Cover the training and CPD costs of those Interpreters and Translators who are employed by them.  
· Keep digital records related to the training and CDP of the interpreters and translators and will provide the Authority, INTRAN centrally and/or the INTRAN member (the Buyer), with those on request. 
· Report to INTRAN regularly on the training and CPD sessions they have supported, benefiting the INTRAN framework agreement. 

Providers of Lots 1 and 2 will:
· Ensure that local interpreters have easy access to training relevant to their profession, and to working within INTRAN contexts. 
· Provide quality support to help interpreters develop a positive relationship with the Providers, contributing to their motivation and professionalism. 
· Invite local interpreters to join and participate to events enabling them to meet INTRAN, such as when attending local training, presentations or consultations about their INTRAN work and local community needs and challenges. 
 

6. Vetting and Security 

[bookmark: _Hlk211527753]6.1. Security Vetting 
This section describes the mandatory requirements for Security Vetting Providers will be obligated to provide for the delivery of this Framework Agreement. 
Providers will:
· Ensure that all employed or contracted staff, including sub-contractors, hold the appropriate security vetting required by the Buyer before working for this Framework Agreement. Standards will range from Baseline Personnel Security Standard (BPSS) and Disclosure and Barring Service (DBS) - Standard and/or Enhanced – and there will be some contexts in which INTRAN member organisations (the Buyers) will require interpreters to have a valid DBS Enhanced Check, such as those who have contact with children or vulnerable adults.  
· Be responsible for ensuring that this minimum standard is met throughout the duration of the Framework.
· Comply with the relevant guidance for any vetting including any requirements agreed by the INTRAN member. They will all have procedure in place to ensure that they only use interpreters and translators and other language and communication support professionals who meet the minimum essential requirements defined in the Framework Agreement.  

Should Providers:
· Be used by organisations requiring more enhanced security checks as a minimum, they will agree to comply at call-off time (for example, police forces require NPPV Level 3 checks).
· Deliver services to any police force under this framework, they must ensure the interpreters they source are NPPV3-vetted.
· Utilise an Interpreter/Translator of a higher clearance than stipulated at the point of booking, they must not pass any additional costs to the INTRAN member organisation(s). 

INTRAN, and INTRAN members, accept no liability for costs incurred in the process of administering such or any other disclosure certification, including those listed above. 
[bookmark: _Ref51855927]
[bookmark: _3znysh7]6.2. Data Security  
This section describes the Data Security Requirements that the Provider(s) must meet for the delivery of this Framework Agreement. 
Key aspects include data hosting, handling, transiting, storing, maintaining and practices to ensure compliance with the Data Protection Act 2018, UK GDPR, and any other relevant existing or new legislation and/or regulations introduced in the UK during this Framework’s lifespan. 
6.2.1. Compliance 
Providers will:
· Need to adhere with the Information Governance guidance informing professional practices (such as those promoted by NHS England Guidance for commissioners: Interpreting and Translation Services in Primary Care and Improvement Framework: community language translation and interpreting services). 
· [bookmark: _Hlk208923827]Have robust procedures in place ensuring that the appropriate level of data security is implemented in the provision of interpreting and translation services for the handling of data securely. They will provide INTRAN and/or its members with detailed information, as and when requested, about their security arrangements to ensure compliance. 
· Need to meet the System environment, security, and IT requirements specified in the Framework Terms and Conditions as well as any other requirements INTRAN member organisations may require for them to meet to obtain corporate authorisation to use the Providers’ systems, portals, software and apps. 
· Hold valid ISO 27001 (focusing on managing information security risks) and/or Cyber Essentials (focusing on securing internet-facing infrastructure against common cyber threats, such as malware and hacking) certificates, as required by INTRAN and/or the Buyer. 
· Appoint a dedicated security individual responsible for the security of their digital infrastructure and digital offerings under this framework. 
[bookmark: _heading=h.2xcytpi][bookmark: _heading=h.1ci93xb][bookmark: _Hlk209016086][bookmark: _Hlk208923914]6.2.2. Data Handling 
· Handle data in accordance with the security requirements set out by the Her Majesty’s Government latest framework of policies, standards, and classifications designed to protect sensitive information and guidance on hosting of data.  
· Respond to the Buyer’s data handling requirements determined by them during the Call Off stage by providing the appropriate levels of data security. They may be required to provide UK only data hosting and/or to the European Economic Area (EAA). This may include the need for data to be stored within the UK and, or European Economic Area (EEA).  
6.2.3. Data Storage and Transit 
· [bookmark: _Hlk209016372]Ensure all systems are handled to minimise data risk. Cloud-based solutions will comply with the NCSC Cloud Security Principles.  
6.2.4. Staff Awareness and Training 
· Offer training to all their staff regarding the Data Protection Act (2018), UK GDPR and application. 
6.2.5. Supply Chain 
· Communicate and enforce security requirements, including data security, in subcontracts to protect information, systems and networks. 
· Ensure any subcontractors, individuals and systems involved in the delivery of services for this Framework, uphold data maintenance practices aligned with the framework specifications.  
· Ensure that the Interpreters and translators do not keep written or electronic notes related to the assignments they carry out for this Framework Agreement. Any paper notes will be cross shredded and disposed securely. Should the INTRAN member organisation (the buyer) require the interpreters for Lots 1 and 2 to supply their notes, they will inform the Provider at booking time, the provider they will have to comply with the requests made by the buyers, who will then be responsible for ensuring the security and disposal of those notes.
· Do not use third party tools/software that compromises the Buyer’s right to data non-disclosure to third parties. 
6.2.6. Evidence 
· May be required by the Authority, INTRAN centrally or a member organisation (Buyer) to supply evidence supporting these requirements. 
· Seek to comply with the standards throughout the duration of the Framework Agreement. 
· May find it beneficial to gain ISO certification in Information Security Management Standards during the duration of Framework.   

[bookmark: _Hlk79653521]6.2.7. Artificial Intelligence (AI) 
· Conform to any up-to-date relevant UK guidance on AI and follow guidance provided by the National Cyber Security Centre (NCSC) prior to considering and using AI for this Framework Agreement. Providers must also consult the UK Government’s Data Ethics Framework and  the Generative AI Framework for HMG before proposing any AI-based solution. Any AI solution proposed will only be relied upon with the prior written consent from the Buyer, requiring their organisation to go through a whole consideration process of their policies and risk assessment to obtain (or not) consent.  

6.2.8. Costs 
· All costs involved in implementing these Standards will be borne by Providers, and neither the Authority nor INTRAN member organisations (the buyers) will be liable.. 

7. Booking Services 
This section describes the Booking Service requirements that the Provider(s) must meet for the delivery of this Framework Agreement, including hours of services, booking process, methods, timescales, communication, allocation of bookings, portal, monitoring, registration-guidance-support, security requirements. 

7.1. Hours of Service

The Provider(s) will have the capacity to provide a quick, effective, and reliable booking system to INTRAN members, including support for emergency, high-impact, and immediate bookings, 24/7, 365 days a year (24/7/365). 

Online booking portals and providers supplying on-demand remote services will operate 24/7/365. 

Providers of on-appointment (scheduled) interpreting and translation services will maintain uninterrupted operations during core hours (Monday to Friday; 8am to 6pm), with reliable on-call arrangements in place to support emergency, high-impact, and immediate bookings outside those hours, at weekends, and during all bank holidays to ensure constant coverage.

7.2. Booking Process 
The booking process will be user-friendly, efficient, and reliable. It will comply with UK Legislation and Public Guidance, while capturing essential information to ensure high-quality service delivery and effective outcomes for customers and users. It will provide a reliable validation system to ensure only those authorised to use services under this framework are allowed to do so, including recognition of INTRAN ID codes. Support must be in place in case of Buyer uncertainty about which language or dialect to book. 

7.3. Booking Methods

Providers must offer a booking system that enables INTRAN members to book services through a range of methods, including but not limited to:  

· A secure online booking platform and via a website or app (relevant to Lots 2,3,4,5. Optional for Lot1). 
· Telephone 
· Emails, including when relevant, encrypted email facilities  

Lot 1 Providers will be able to offer as a secure and accessible route for Deaf service users to book interpreter appointments directly, subject to verification and approval by the INTRAN member organisation.

To support these methods, they will: 
· Provide a single point of contact for booking services, to include a corporate email address and either/and a freephone, toll-free, or local phone number. 
· Take all reasonable steps to ensure these contact details remain unchanged throughout the contract term. If a change in necessary, providers must give advance notice and cover, if relevant, all reasonable costs incurred by the redesigning, printing, and distribution of all INTRAN resources, outside of digital content, that reference any of the supplied details. 

On-demand telephone interpreting providers must supply a service-dedicated freephone or toll-free number. 

On-appointment providers must supply a service-dedicated, freephone, toll-free, or non-premium rate phone number that:
· Has a UK dialling code (or freephone/toll-free suffix)
· Incurs no call connection charge.
· Is accessible from UK landlines, Mobile phones, and other telephony devices.

They must also maintain service access out-of-hours to incorporate 24/7/365 accessibility at no extra telephony or connection charge.

All booking methods must: 

· Be designed and managed to ensure customer satisfaction.
· Be accompanied by full guidelines for best booking practice.
· Be compliant with data protection legislation (UK GDPR). 
· [bookmark: _Hlk199516980]Be reliable, efficient, quick and easy to use. 
· Enable the booking requester (the Buyer) to provide all essential booking information.

Web-based booking facilities and booking portals must:
· Adhere with INTRAN’s and the Buyer’s requirements 
· Be securely encrypted in-transit and at-rest to:
· ensure compliance with and not limited to government and NHS standards.
· prevent data from being accessed illegally. 
· Be GDPR compliant.
· Be ISO27001 certified 
· Be able to incorporate, address, and/or manage higher levels of encryption on ad hoc or INTRAN member (the buyer) requests.
· Be scheduled for regular penetration checks.
· Offer information, advice, and support on all encryption related enquiries. 
· Adhere to the Web Content Accessibility Guidelines (WCAG) 2.0 AA standards and be maintained throughout the duration of the framework agreement contract.

7.4. Booking Timescales

7.4.1. All Lots 

Providers will need to acknowledge and confirm bookings as soon as possible and in alignment with what is expected for the lot. For each booking, clear evidence of the customer journey from the moment they book to the moment they access services will need to be provided through monitoring. When Providers are unable to fulfil emergency or urgent bookings, they will promptly and at the earliest opportunity, contact the Buyer who submitted the request. This ensures minimal delays and prevents compromise in their utilisation of an alternative service through a relevant commissioned Provider.

7.4.2. Scheduled Bookings (in person or remote on-appointment) 

Providers will: 
· Send an immediate written or automated acknowledgement of the booking request, whether ordered by telephone, email, or via online booking portals. This must confirm the booking reference number, the booking details, provide timescales for interpreter assignment, and offer communication routes for progress, change, or advice. The information received should help manage the requester’s expectations in the best possible way. 

· Provide a booking confirmation as soon as possible, so those staff who provide sufficient notice know that their booking will be fulfilled. This practice also encourages staff to, whenever possible, give enough notice to guarantee availability of interpreters to respond to their needs. 


· Provide a final booking confirmation with the name of the interpreter who will attend the appointment. Unless required otherwise by the Buyer, this must be received by: 

	Booking Notice Period
	Provider Final Booking Confirmation

	Less than 1 working day
	ASAP (ideally within 30 minutes) 

	2 to 3 working days
	4 hours

	4 to 10 working days
	1 working day (but whenever possible, as soon as possible after the request was made).

	11 days and over
	4 Working Days (but whenever possible, as soon as possible after the request was made).

	Emergency bookings 
	Providers will, wherever possible, be expected to provide interpreters within 2 hours of the request on provision of the requester submitting the minimum required information.



Where 4 or more days' notice has been provided, but the Provider cannot confirm fulfilment within the specified times, the buyer has discretion to:
· Allow the Provider additional time to fulfil the booking, or
· Cancel or reschedule the appointment without the buyer incurring any costs.
There may be occasions where the Buyer requires more notice and/or specific booking information, and this may be varied at the Call-Off Contract stage.

7.4.3. On demand remote services  

The average connection times per booking to connect to an interpreter will be:
· When using a portal/app: below 30 seconds 
· Through an operator: below 60 seconds

When all interpreters are busy and the Buyer needs to wait or consider disconnecting, arrangements must be in place to manage the Buyer’s expectations and maintain confidence in the interpreter connection. This may be done by intermittently providing a suggested “waiting time” or informing them of their position in the queue. 

7.4.4. Translation Services   

Providers will immediately acknowledge receipt of the translation request. This will be done by email or through a booking portal, depending upon the method used by the Buyer to send their booking request. 

For all standard language (non-rare or hard-to-source* languages) request made for translation of text provided in editing formats such as Microsoft Word, Providers will submit a quote within 30 minutes. For translation projects requiring other types of support services and/or for the processing of rare and harder to source languages, quotes need to be sent within reasonable timetables, but no more than 24 hours. 
*reviewed annually by INTRAN and the Provider. 

Unless agreed otherwise with the Buyer (and evidenced as such) at call-off time, translation requests of up to 2000 words will have a deadline of 1 working day, starting immediately on receipt of the INTRAN member accepting the quote. For translation requests exceeding 2000 words but less than 6000 words, the deadline will be 3 working days. For longer translation requests requiring more than 6000 words, or those with a more complex preparation or post-editing needs, providers will agree a deadline with the INTRAN member at the time of call-off.

In all cases, including when facing tight deadline, will make every effort to meet customer deadlines. For significant translation projects, Providers will offer INTRAN members the option to use multiple translators per language for a single booking. This ensures the project is completed within required timescales.

7.4.5. Other Language and Communication Services    

For each Language and Communication Service provided under Lot 1 and 5, Providers will describe the process involved and explain what factors can influence speed of delivery for the particular service. 
 
7.5. Booking Communication    

Providers must ensure the INTRAN member (the buyer) receives a prompt acknowledgement of receipt, providing a message that meets their needs and helps manage their expectation. 

Providers must promptly inform the INTRAN member (the buyer) if they are unable to meet the specific booking requirements, including quality standards, and explain why. When relevant to the Lot and specific booking requirements, they should also propose an alternative solution to help mitigate the risk of non-fulfilment, which the buyer can choose to accept or decline. The Buyer will have sole discretion to accept or decline the alternative solution. Any booking that does not meet the stated requirements should only be completed with the Buyer's agreement.

[bookmark: _Hlk208324891]For on-appointment services, Providers will include the following details with the booking confirmation to the INTRAN member:

· The full name of the interpreter
· The language they will be interpreting into
· The security clearance obtained and its expiry date.
· An up-to-date passport-size photograph to verify the interpreter attending is as confirmed.
 
Providers must promptly notify the INTRAN member (the Buyer) if there is a change of Interpreter. They must further provide an explanation for the change and confirm all details for the replacement Interpreter. Providers must acknowledge that any late change to the assigned interpreter requires approval from the INTRAN member. If the INTRAN member does not approve the change, the booking will be recorded as unfulfilled without incurring any cost.

7.6. Booking Allocations to Interpreters, Translators and Other Language Service Professionals 

For Lots 1 and 2, Providers will identify a suitably trained, qualified, experienced, and vetted interpreter, translator and other language service professionals to match the Buyer’s requirements, ensuring their availability and acceptance of booking terms requested by the Buyer. 
Providers will accommodate reasonable requests for interpreters based on factors such as gender identity, religion, global and local affairs and reasons for migration, and familiarity with the environment and circumstances in which the language services are needed. They will apply selection criteria in the booking process to enable an effective distribution of bookings, matching booking and user information solicited from the Buyer, as well as their applied expertise to help achieve effective booking outcomes. 
For bookings that require longer durations or increased complexity, providers must be able to supply two or more interpreters or translators, in accordance with industry best practices. If multiple interpreters or translators are necessary, the provider will clearly communicate this to the Buyer, along with the rationale.

7.7. Booking Portal   

[bookmark: _Hlk207961428]7.7.1. Overview 

[bookmark: _Hlk209016542]Providers of Lots 2,3,4,5 are required to supply and maintain an online booking portal, ensuring high security standards to safeguard information. 

Providers of Lot 1 who offer online booking portals to INTRAN member organisations as part of their service delivery will also be subject to the following requirements and those related to use of digital services and online technology and software in these specifications. 

The portal must be available and reliable 24/7, 365 days a year. 




7.7.2. Registration Process 

Registration must be secure and, where applicable, include multi-factor authentication (MFA) to ensure accurate and authorised profiling under the INTRAN Partnership. Full guidelines must be supplied to detail the registration process, including a robust 'verification of entitlement' that ensures a quick response time.

7.7.3. Scope  

The requester (Buyer) will, through secure user registration and login, be able to: 
· Make booking requests as and when needed.
· View their booking calendar.
· View details about current, previous, and scheduled bookings 
· Access details of the booked interpreter 
· Receive booking confirmations and reminders.
· Cancel or amend their own bookings.
· Download completed work (Translation only)
· Provide feedback, complaints, and/or other matters of quality assurance.

7.7.4. Contingency Booking Methods 

If the portal becomes unstable or unavailable due to maintenance or unforeseen circumstances, providers will immediately implement booking contingency measures, such as phone and/or encrypted email communication. Providers will promptly communicate these measures to INTRAN and to the framework buyers to ensure continuity of service. 

7.8. Monitoring Information 

Providers must capture key information relevant to the lot and service(s) provided to ensure completeness of management information reports and invoice control checks, as detailed in Schedule 8. The processing of information will be handled in accordance with Data Protection policies, ensuring adherence with UK GDPR. 
Providers will require sufficient information to check the requester’s details against INTRAN’s Framework Agreement access records, as well as enable the Interpreter/Translator to confirm their ability to meet the booking requirements. 

As a minimum, information requested will include: 

	For Providers of Lots 1,2,4 and 5 
· INTRAN ID code 
· Name of the INTRAN member organisation 
· Name of the professional requiring the service 
· Booking information details (date, time, duration, language/dialect required, location or video platform used, nature of booking such as medical, safeguarding, police interview and so forth)
· Booking special requirements (such as and not limited to purpose of the meeting, gender/additional needs and special requirements, level of security clearance, specialised procedure or technicality of the appointment, potential risks to the interpreter or service user). 

	For Providers of Lots 1,2 and 4, they will also require: 
· The name of the end user to help allocate a suitable interpreter and enable interpreters to decline the booking when conflicts of interest would potentially arise otherwise. 
· There is a recognition, as part of the Accessible Information Standards, that quality outcomes may depend on the Provider sourcing a named interpreter on request from some Deaf clients/patients. In such situations, the interpreter will be given the name of the service user, prior to accepting the booking. 

	For Providers of Lot 3, this will require as a minimum:
· INTRAN ID code 
· Name of your organisation
· Name of the member of staff
· Department/team 
· Language required 
· Whether the client/patient is with you or not 



7.9. Registration, Utilisation Guidance, Support and Training   

Before the commencement of the Framework Agreement as well as on request during the Framework period of operation, the Provider(s) will supply, free of charge, all booking information and portal installation advice, and deliver physical or online training to the INTRAN team. This will enable the development of effective promotional tools to assist with booking services. INTRAN will specify the information to be captured during the booking process and the required formats for this information. 

New user registration processes will be easy-to-use and supported by clear and concise guidance. The Provider(s) will give access to free of charge and timely responses to phone, email and/or web enquiries from new registrants requiring support. 

Providers will deliver complimentary training sessions and/or visual demonstrations of the booking process on request to help from INTRAN and/or the member organisation, to help Buyers use and manage service bookings confidently and effectively. It is unlikely that requests for training courses will be made frequently, as Providers will be supported by INTRAN carrying out this role in many instances. 

7.10. Security Requirements 

Web-based booking facilities and booking portals will be encrypted to ensure compliance with and not limited to government and NHS standards, to prevent data from being accessed illegally. Should higher levels of encryptions be required by an INTRAN member (the buyer), needs will be identified and agreed at call-off contract stage. 

Providers will issue guidelines on the safe use of video interpreting services and of tools relying on Artificial Intelligence, as relevant to their Lot, including information governance considerations. 

Providers will only provide AI solutions when approved by the Member Organisation in writing and further approved by the Buyer in accordance with their own internal policies. Standards delivered should support the need for safety, accuracy and utilisation of other methods especially for sensitive actions (eg. medication prescribing, consent, safeguarding, legal content, etc..). 


8. Booking cancellations and/or requirement change 

Providers will receive and act upon cancellations and changes in the booking requirements on a 24 hour/365 basis a year. For bookings arranged in advance, Providers will handle cancellation notifications received from the Buyer and/or requests for change promptly. 

Providers will need to report on them and provide supporting evidence justifying the costs incurred. Monitoring information reported to INTRAN, and its member organisations will include the date and time when the cancellation was made and reasons for cancelling. 

Providers will also ensure that INTRAN and its member organisations receive transparent data on cancellations incurred by them (for example, when an interpreter pulls out from a booking and no other interpreter can be sourced on time). 

A clear monitoring distinction will need to be made between cancellations incurred by the Buyer and those incurred by the Provider. In either case, recordings of the root causes for cancelling or postponing the booking need to be recorded. 

For Lots 1, 2, 3 and 5, Buyers will be subject to the cancellations’ terms stated in Appendix 8.  

[bookmark: _Hlk208385537]9. Booking Administration and ID codes 

9.1. Booking Teams 

Providers will have Operators (all lots) and Project Managers (Lot 5) who have a strong customer care attitude and will be highly effective at supporting clients and meeting their needs.

When bookings or communication take place through automated systems, for example, Online Booking Portals or Interactive Voice Response (IVR) Call Systems, Providers must ensure these tools are well maintained, regularly penetration tested, and monitored to align with best practices. They must also be fit for purpose, offer clear options to bypass automation and connect with the appropriate booking staff, and be protected in full compliance with GDPR.
9.2. ID codes 

9.2.1. All Lots Obligations 

As part of the booking authorisation and reporting systems, Providers (all lots) must accept to and use INTRAN ID codes provided by them to source every booking and to provide, for each of them, monitoring data that includes ID code given to them by the Buyer when booking services with them. 

Each member organisation will decide how many budget accounts and associated INTRAN ID codes they want to use. Their requirements may change during the course of the framework. 

When change happens, INTRAN will notify Providers of such changes and require them to update their systems accordingly, to make sure bookings are only authorised with a valid code, declining those that are out-of-date or used by unauthorised parties. 

Depending upon the changes required from them, they will do their best to implement change within 24 hours, unless the request involves the processing of multiple accounts and/ID codes in one transaction, where this will be achieved within 48 to 72 hours, depending upon the scale of the request. 

9.2.2. Lot 3 Obligations 
[bookmark: _Hlk79671367]
The Lot 3 Provider(s) will provide an INTRAN ID Code management service, administering all existing INTRAN accounts, associated codes, and new entries, exclusively on request of the INTRAN Service as follows:  

· Maintain the existing ID codes mapped to the budget codes and to issue new ID codes to new members as and when required. 
· Issue new ID codes for existing members and register new members and issue budget and ID codes as required by the INTRAN central team/INTRAN member organisation and/or department and team.  
· Be able to do the above within 24 hours, unless the request involves the creation of 50+ codes in one transaction where this will be achieved within 48 to 72 hours, depending upon the number of codes required. 

[bookmark: _Hlk209016814]Lot 3 Providers will explain how they ensure they are able to meet deadlines as well as provide an effective service issuing codes to INTRAN members as and when required.   


9.3. Booking Authorisation requirements  

Providers (all Lots) will be required to explain what system they will have in place to provide easy access to its services to INTRAN and its member organisations, in accordance with the specified Framework requirements. This will include the need for robust internal authorisation processes. 

Registration of member organisations (Buyers) will be based upon utilising the INTRAN budget code and ID code structure to enable appropriate access to staff and volunteers working for INTRAN member organisations. 

[bookmark: _Hlk79744266]Providers (all Lots) will have a system in place enabling any staff requiring their services (including staff who request their services for the first time) to access through the utilisation of their ID code, without the need for them to register as new customers. 

	Eg. Mrs Randell works for Adult Social Services and needs to book an interpreter for the first time. She contacts the Provider, citing her ID code, and provides the essential ‘booking requirements’ information that is necessary to activate the booking. She does not need to register as a ‘new customer’, because her organisation is a member of INTRAN and she has provided the Provider with the ID code matching her team’s ID code in the Provider’s records. 



10. Invoicing and Payment  
10.1. All Lots 
Providers (all Lots) must have the ability to support different invoicing and payment options, at no extra cost to INTRAN and its member organisations, as instructed by them, to include and not limited to: 

· Electronic Procurement Cards (EPCs) 
· Lodge Cards 
· Summary Account Billing
· Sub-Account Billing to Project and/or Cost Centre Codes 
· Manual and/or Individual Job Invoicing and Credit
· Shared Business Services Upload
· Customer Portal Upload

Providers must comply with all reasonable INTRAN Member Organisations’ (the Buyer) individual requirements for authorisation, invoicing, payment processes and procedures. Any exceptions to following the buyer’s requirements must be justified with credible explanations and evidenced to the INTRAN Team and relevant member organisation for their consideration.  
The Buyer will reserve the right to specify separate and/or individual booking payment option(s) when placing a booking if those option(s) are different to those already agreed and informed to Providers when the Buyer joined INTRAN.
[bookmark: _Hlk209016889]Invoices must:
· Meet INTRAN and the Buyer’s requirements.
· Be issued Monthly in Arrears to all INTRAN Beneficiaries in paper, electronic formats or marketplace requirements, as required by the individual INTRAN Member.
· Be supplied within 1 Working Week from the end of the monthly period.
· Be supported by Fully Documented Booking Information to enable to match invoices to purchase orders to purchase orders, goods and services, and ensure maintenance of accurate financial records and reporting. This must include, amongst other details, a breakdown of every booking and cost, per ID Code, enabling buyers to identify and journal to appropriate and responsible teams or departments within their organisation.
10.2. Lot 1 & 2 Specific

All interpreters will, at the end of each booking, request staff to sign-off their claim forms. A fully completed and readable copy will be left with the signatory of the INTRAN beneficiary organisation.

All claim forms must include, at minimum, the details listed:

· The INTRAN ID Code
· Name of the organisation requiring an interpreter
· Location of the booking
· Language requested
· A unique booking reference number
· Name of the interpreter
· Date of booking
· Time the interpreter was booked for
· Length of time the interpreter was booked for
· Actual start time of booking
· Actual length of booking
· Time when the interpreter arrived (staff) 
· Time when the interpreter completed the booking (staff)
· Total mileage incurred
· Name of staff 
· Signature of staff 
· Comments Section

11. Customer Service and Technical Support 

11.1. Customer Service 
A dedicated immediate free access customer service facility will also be provided for providing information, support and advice on bookings, invoicing, resource needs and general enquiries. 

In situations where the INTRAN member’s staff is unable to identify what language they need before they book the interpreter, Providers will have a process in place that will help them identify what language or dialect they may require.  

11.2. Technical Support 
Providers of services delivered through booking portals and apps will provide access to an immediate free support to respond to technical queries, set-up requirements as well as ensure technical failures are reported immediately and addressed as soon as possible. 

12. Service Standards 

Providers will comply with the standards set out in the following service standards (or latest versions or equivalent) throughout the duration of the Framework Contract, and provide INTRAN and its member organisations, as requested, evidence of doing so: 

	Service Management Standards 
	ISO 9001:2015 

	Information Security Standards 
	Cyber Essentials Plus 
ISO 27001:2022 

	Web Accessibility Standards 
	Web Content Accessibility Guidelines 2.2.AA. 

	Translation Standards 
	ISO 17100:2015 

	Machine Translation 
	ISO 18587:2017 

	Interpreting Services 
	ISO 18841:2018

	Healthcare Interpreting 
	ISO 21998:2020

	Legal Interpreting 
	ISO 20228:2019

	Accessible Information Standard
	Required compliance with the AIS when delivering services to health and social care organisations. 




13. Quality Management 

The Providers will have proven high-quality standards in everything they do. Robust and proven (INTRAN tender and subsequent audit checks) quality controls will be in place and measures taken to ensure compliance with the Framework Specifications and Terms and Conditions, ensuring suitable quality checks are carried out and shared on request, and corrective actions are taken contributing to continuous improvement. 

Providers (all lots) are required to have clearly documented and satisfactory quality assurance procedures which must be understood and implemented by all their staff and sub-contractors, and available to INTRAN for audit purposes. 

In the event of an Interpreters/Translators quality, ability, or integrity being compromised in any way, INTRAN will reserve the right to require the Provider to cease to deploy that individual on any Call-Off Contract under the Framework. Each decision shall be taken on a case-by-case basis and be appropriately evidenced and supported.

[bookmark: _Hlk209017104]14. Management Information 

This section identifies the mandatory requirements that Providers will need to comply with, and which are complemented by those set in Schedule 8 (Management Information) that gives an overview of management information, monitoring, and data reporting requirements that Providers must fulfil as part of their contracted delivery of the Framework.

14.1. Overview 

Providers (all lots) will monitor performance to measure progress, identify issues and ensure goals are met. They will collect performance metrics, comparing them against set performance goals, and using insights gained to make informed decisions, and implement corrective actions as and when necessary to maximise efficiencies and improve outcomes.
No extra costs will be charged for these requests. 

14.2. Reporting and Timescales 

14.2.1. Regular Data/Information Needs 
They will report to INTRAN and/or its member organisations (the Buyers) regularly, providing data and sharing insights, as part of their core contract management responsibilities.  Timelines for regular reporting activities are specified in Schedule 8.

14.2.2. Other Data/Information Needs
This will be complemented by unplanned requests for information, data and/or reports required by INTRAN and/or any member organisations utilising their services. 

Providers will also supply INTRAN bespoke data and/or management information reports on request, in accordance with reasonable and agreed timelines. Depending upon the nature of the request, information utilisation and volumes of processing requirements, responses may be required within 2 working days and 2 working weeks depending upon the urgency and nature of the request. A deadline for reporting will be agreed with INTRAN and/or a member organisation at the time when the request is made. 



14.3. Data Quality and Completeness 

· Providers must have robust data collection and performance management procedures to provide comprehensive, accurate, transparent and auditable monitoring management information to INTRAN, and internal systems to ensure data is complete, accurate, and responds to INTRAN and its member organisations’ formatting requests. All raw data must include, per booking, a valid and Active INTRAN ID Code. 

· Any required amendments to data for bookings will be made prior to the data being passed to INTRAN, whilst ensuring adherence with agreed timescales for reporting. 

· Post submission errors identified by INTRAN will be advised within 5 working days with expectation of immediate correction and update. Post submission errors identified by Providers must be advised to INTRAN immediately, or within 24 Hours, and be supplemented with correction advice, reasons for the change, and actions taken to prevent reoccurrence.

14.4. Measurements and Key Performance Indicators  

Data reporting will follow the requirements stated in Schedules 6 and 10, requiring regular monitoring activities, analyses, sharing of insights and reporting on a set of KPIs, helping provide analyses and insights on: 
· Overall, county and member organisation performance
· Usage and spent (overall, per organisation, departmental/team).
· Unit costs 
· Fulfilment (all, standard, rare and harder to source languages), Cannot Provide and root causes.  
· Original service required vs service provided. 
· Qualification Standards
· Response times 
· Mileage Targets
· Emergency Response Times
· Cancellations and root causes 
· Feedback
· Complaints 
· Interpreter availability per language 
· Continouous improvements, development and innovation 
· Progress updates on take-up, integration and use of innovative solutions linked to the lot(s) provided 
· Social Value updates 
· Targeted projects (cross-organisational, Accessible Information Standard initiatives, migration-related and local focused projects)
· Provider updates against market and industry trends and change
Information provided will be actively used as part of regular contract reviews carried out with INTRAN, as well as ongoing contract engagement communications carried out during the framework contract period. 

[bookmark: _Hlk209085284]14.5. Customer Complaints and Feedback
Providers will offer automated tools and solutions to enable the submission of customer feedback and complaints, whether related to specific orders, or as a general response to framework services provided by them. They will further ensure all such submissions are appropriately reported to INTRAN and the relevant member organisations (the Buyers).
14.5.1 Complaints
Providers will maintain robust and transparent procedures for the management of complaints. Such procedures will include the timely reporting of all complaints to INTRAN, together with intermediary updates, until appropriate reparatory measures have been implemented and a resolution mutually agreed.
They will have in place robust, auditable procedures for the logging, investigation, management, escalation, and resolution of complaints initiated by customers and/or INTRAN, with this ensuring each complaint can be clearly identified and tracked from initiation through to final resolution.
They will acknowledge receipt of all complaints within twenty-four hours, with a fully investigated written response issued within five working days. Where a complaint demands a more extensive investigation, a comprehensive written response shall be provided within twenty working days.
14.5.2. Feedback
Providers will have comprehensive and effective systems to receive client feedback, input, and insights regarding their access to information and services, as well as the quality of services provided to the Buyers.
Providers will acknowledge that hearing the voices of frontline staff and service users is of importance to INTRAN and our member organisations and contributes directly to mutual objectives. Through their contributions, Providers will support INTRAN in enhancing the delivery of services to members of the public who require language and communication support.
[bookmark: _Hlk211264961]14.6. Monitoring Portal /Dashboard 

[bookmark: _Hlk209088967]Such access may relate to individual bookings or may provide a broader overview of usage patterns and associated data, or consolidated reports on a monthly or other periodic basis.
This information may include, without limitation, details regarding language access, services used, fulfilled versus unfulfilled bookings, cancellations, and, as applicable to future planning, booking, scheduling, and planning options (including the ability to amend or update). For financial oversight, relevant teams may also require the ability to review and download service metrics and/or periodic invoices, in order to journal costs and monitor expenditure in a public sector context.
Where available, Providers will authorise and enable INTRAN, as well as any interested member organisation, to have access to up-to-date information in accordance with the following ownership rights. All information, including but not limited to those set out above, will be viewable on-screen for review purposes, in line-level detail and/or by GUI (Graphical User Interface) where possible, with options to download in Excel or CSV format for further analysis.
	INTRAN - Full Partnership Access to all Member Organisation Information
· INTRAN will be authorised easy access to service metrics, monitoring, and booking information covering all member organisations accessing this framework. 


	Member Organisations - Exclusive Access
· Staff
Individual member organisation staff will be authorised to access their own, or designated team account, to both review and download usage information and, where applicable, amend planned booking needs.
· INTRAN Approved Representatives
Under exclusive authority from INTRAN, approved member organisation representatives will be authorised as that offered to staff but enhanced to cover the entire operations of their respective organisation.




[bookmark: _Hlk211265067]14.7. Use of Data for Contract Management Purposes 
Providers must attend two Contract Management Meetings with INTRAN per Financial Year, with options to extend according to service demands, needs, or outliers, to review their contract performance - backed up by data, analytics and client’s reporting.

14.8. Monitoring and Audit Controls
INTRAN and its respective member organisations (the buyer) reserve the right to require evidence and audit services on request at any time during the contract.

For every service provided, Providers will be asked to explain how they ensure information can be made available to INTRAN in a prompt, complete and accurate manner.

Providers will ensure their records of Interpreters/Translators are kept up to date to reflect the validity of their qualifications, security clearances and right to work in the UK. These records should be held in a secure manner and upon request shared with INTRAN within 5 working days.

Where requested, Providers will supply INTRAN with the details of any person employed or contracted as part of the Call-Off. Inclusive of this, INTRAN may request the following:

· List of qualifications including supporting evidence.
· Confirmation of individual right to work in the UK including supporting evidence.
· List of Security Clearances held including supporting evidence.
· List of previous experience and supporting evidence.
· Evidence of Continuous Professional Development (CPD). 

Providers will also identify any barrier which might interfere with the provision of evidence.

Providers may separately invite INTRAN staff responsible for Quality Control and Audit to visit their premises and evidence records demonstrating Contract and Quality Standards Compliance, and, with a minimum 10 days’ notice, must be able to accommodate any direct and likewise request from the Central INTRAN Team. They may, if requested and appropriate, be accompanied by a representative of a member organisation using their services. 

[bookmark: _Hlk209017404][bookmark: _Hlk211858163]15. Continuous Improvement and Innovation 
INTRAN as an organisation seeks to develop and innovate wherever possible to improve the services and experience its members receive. 

Providers will be expected to accommodate and adapt to the changing needs and technological developments proposed by INTRAN, on behalf of its members, to enhance service administration, accessibility and booking options. 
[bookmark: _Hlk209017521]
Providers will be asked to confirm their willingness to support INTRAN’s developments when needed and be prepared to adapt their systems and approaches to ensure INTRAN members receive an excellent customer experience when implementing change. Providers will be asked to identify what they would treat as unreasonable requests or requests that they would see as ‘out of scope’. 

16. Pricing  

[bookmark: _Hlk208825379]This section sets out the mandatory pricing requirements, which Providers must fulfil in their delivery of the Language Services under this Framework.   



16.1. Contractual Rates 

The expectation is that the contractual rates submitted in the invitation to tender, which must be aligned with the pricing per lot specifics of the following table, will apply throughout the entire duration of this Framework Agreement. 

Pricing per lot specifics applicable under this Framework: 

	Lot 1 
	· [bookmark: _Hlk208826527]Face-to-Face BSL Interpreting will be charged for a minimum two hours.
· After the first two hours, charges will apply in 30-minute increments, with each 30-minute period charged in full once entered. 
· Rates for pre-arranged online appointments will be a minimum of thirty minutes, thereafter, charged on entry into each 30-minute increment.
· Out-of-hour rates will be applied to pass on to the interpreter.
· For each language and communication support service other than BSL interpreting, the Provider will provide clear pricing guidance to help manage Buyer’s expectations and provide pricing consistency to this framework. The list of services in question is included in Appendix 1 of the specifications. 

	Lot 2 
	· Face-to-Face Interpreting will be charged for a minimum one hour.
· After the first hour, charges will apply in 15-minute increments, with each 15-minute period charged in full once entered.
· Rates for pre-arranged online appointments will be a minimum of thirty minutes, thereafter, charged on entry into each 30-minute increment. 
· Providers will agree to apply the same cost charges across all languages and dialects. 
· Out-of-hour rates will be applied to pass on to the interpreter.

	Lot 3
	· Rates will be per minute with no minimum requirement.
· No charges will be applied during any operator response, checks, or for any waiting time prior to interpreter connection.
· Chargeable minutes will only be applied once interpreter connection is made and will cease on the earliest of either interpreter or client disconnection.
· The same rate will be strictly applied on a 24/7/365 basis.
· With exception to British Sign Language, Providers will apply the same cost charges across all languages and dialects. 

	Lot 4

	· Providers who need to state whether they offer services plans and/or on demand access chargeable by the minutes with no plan commitment and/or both.
· When offering plans, Providers will specify whether monthly unused minutes can be transferred to subsequent periods, to avoid losing their purchased allowance. 
· Usage rates will be per minute with no minimum requirement.
· The same rate will be strictly applied on a 24/7/365 basis.
· No charges will be applied during any operator response and checks, or for any waiting time prior to interpreter connection.
Chargeable minutes will only be for applied once interpreter connection is made and will cease on the earliest of either interpreter or client disconnection. 

	For Lot 5

	· Rates for written translation, whether human, post-editing or machine, will be per number of words with no minimum requirement.
· Providers will agree to apply the same translation cost charges per type of service across all languages and dialects.
· Providers will agree that supplementary work, including but not limited to Post-Editing, File Preparation or Formatting, Desktop Publishing etc., will be charged in accordance with the same cost structure policy across all languages and dialects.
With exclusion to the above, Providers will specify whether some languages or dialects will incur higher supplementary costs than others. If this applies, they will use the Annex 2 of these specifications to highlight which would be subject to a premium, and for what reasons.  

	Lots 1 & 5
Other Services 
	· Rates, terms and conditions, and supporting information will be provided by the Providers at ITT stage. 

	Note on pricing variations 
	Prices contractually agreed will apply.
After the first two full Framework years, inflationary cost increases at no higher than the respective years CPI (Consumer Price Index) may be considered and/or agreed explicitly on provider request.
On any such request, three months’ notification must be given in writing to INTRAN and evidenced by the impact on provision and/or continual service demands, which will be measured against prior Framework performance. This will allow INTRAN, on subsequent agreement and implementation to:
· Calculate the new price to be aligned with the CPI Inflation Rate
(New Price=Base Price x (Current Index/Base Index)
· Receive INTRAN Board Approval to accept such changes
· Reach mutual provider agreement
· Ensure local policy documents and systems are updated
· Communicate changes to member organisations.

Any change in price must commence at the start of any Quarterly Period (e.g. 1 July, 1 October, 1 January, 1 April) and be valid for a minimum of one year. 



Providers will ensure INTRAN member organisations (the Buyer) are always offered the most economical price in accordance with the charging protocol of each Lot, with the lowest cost applied in cases where pricing may vary based on the service and volume or content purchased. For example, in scenarios where a Buyer uses the service for 29 minutes, incurring a higher total charge than the hourly cost, they will be charged the hourly cost.  On request from INTRAN or the Buyer, Providers may be asked to supply a cost breakdown to support the basis of their overall pricing structure. 

Where INTRAN member organisations make bulk bookings, defined as multiple bookings submitted together for the same interpreter or location, providers are encouraged to offer a discounted rate or reduced booking fee.

[bookmark: _Hlk209017867]16.2. Deductions and Refunds 

Service Credits will be clearly referenced and applied as deductions to invoices issued to Member Organisations. Please refer to Schedule 10. 
In the event no invoice is scheduled for issuance during any month in which Service Credits are due, including, without limitation, periods of inactivity, a refund will be issued in lieu of the Credit.
In all cases, issue will be directed to the respective accounting or finance departments associated with the booking to which Service Credit is subject.
Service Credits that are not directly attributable to a specific booking, or to a defined group of bookings, will be issued separately and remitted strictly to the primary accounting department of the applicable Member Organisation.

16.3. Travel Charges 

This section sets out the mandatory requirements for travel remuneration that Providers of both or either of Lots 1 and 2 must meet to comply with expense arrangements in the delivery of Framework Services. 

16.3.1. Interpreters and other language professional travel costs 

[bookmark: _Hlk208831367]Interpreters and other language professionals can claim for the travel time, mileage incurred, and/or other public transportation costs. Evidence of such costs must be kept and shared with INTRAN and/or its member organisations (the Buyer) to ensure approval where required.

In situations of the Buyer requiring interpreters to use public transportation, or who may stipulate other travel conditions or travel terms as specified in their organisation’s travel policy, those requests and conditions will be confirmed by the Buyer at contract stage. 

In all cases, Providers are expected to pay their interpreters and other language professionals all travel expenses incurred, ensuring their fair treatment and promoting their goodwill and willingness to accept INTRAN’s Face-to-Face booking requests.
Systems must be in place or agreed to be designed to ensure interpreters are paid promptly, reliably, and, at a minimum, in accordance with the Framework Contract Terms.
 
Subsistence costs will not be paid, however, in exceptional circumstances, this may be authorised in writing, in advance, and on strict agreement with the respective member organisation.

[bookmark: _Hlk209017975]16.3.2. Mileage Costs

Providers will charge a maximum 45p (pence) per mile to cover genuine mileage incurred by their own vehicle, or by any leased vehicle arrangement, to attend booking requests. Mileage incurred by public or private transport, including but not limited to bus, train, taxi, uber, etc., is not subject to mileage and must be claimed, with evidence, as other transportation costs. 




16.3.3. Travel Time 

Providers will allow interpreters and other language professionals to claim for travel time, up to a maximum of 50% of their standard hourly rate, per hour, which will be measured and calculated from the nearest of the interpreters’ home or their location on commencing travel to the booking location. Evidence of travel time claims must be kept by Providers and, where required, provided to INTRAN and/or its member organisations on request.

When applied, travel time will be charged separately and explicitly and will not be integral to the booking or administration fee that may be charged by the Provider. The amount charged will need to be received by the interpreter. 

16.3.4. Travel Contingency

Providers will seek to minimise travel and all associated travel costs by using suitably trained and qualified local interpreters and other language support professionals as often as possible, unless explicitly requested by the Buyer. They will have a substantial pool of interpreters covering a large and diverse language and dialect base, with a likewise proven register in the localities of the INTRAN Partnership (East of England) and surrounding areas. The quality of their relationship with the individual interpreters will contribute greatly to them accepting to meet booking requests made for this framework. 

[bookmark: _Hlk208833816][bookmark: _Hlk209018075]Whilst average annual mileage per county is expected to vary based on interpreter location and booking demand, and therefore, having impact on the applicable costs of mileage and travel time, reasonable average targets for standard languages will need be agreed and regularly reviewed by INTRAN and Providers. Such reviews will help demonstrate the ability to meet local needs and identify gaps that may require targeted development.  

When the average mileage for any INTRAN and Provider mutually agreed top twenty language, per county, is predicted to or regularly exceed 60 miles return, Providers must actively and successfully seek and implement measures to reduce mileage whilst not impacting service quality or provision. In cases when there is a scarcity of professional interpreters speaking the language required in the county, or in the UK, Providers will continue these efforts but seek to book the nearest suitably qualified interpreter. 

16.3.5. Travel and Building Local Capacity 

For all languages classified as ‘standard’ and proven to be regularly needed by INTRAN member organisations in a Face-to-Face capacity, Providers will seek to recruit, train, support, deploy and retain interpreters to help address service demand, and to support any remote service option.

Providers will also actively target, recruit, and help bilingual interpreters speaking languages of need, including those that are ‘rare’ and/or ‘harder-to-source’, to access reliable ‘safe to practice’ training to help build local resources, especially so if demand for their language is significant.

This work, and of that for ‘standard’ languages, will be done to the best of their ability to support reasonable customer needs. 

For the most critical types of bookings, where Face-to-Face remains essential and remote services would be likely to impact negatively on the service outcomes, Providers may book NRPSI ‘rare language*’ interpreters or consign sub-contractual arrangements with reliable third-party suppliers to ensure access. 

Notwithstanding the above, Providers may offer access to remote interpreting services when no Face-to-Face interpreter is available. Alternatively, they may offer other booking dates to suit interpreter diaries and their existing committed schedules. In such cases, evidence must be recorded and offered to the Buyer to explain the measures taken to source Face-to-Face interpreters, and the reasons for alternative service provision. 

* Languages that are harder to source locally may include languages defined as “rare” by the National Register of Public Service Interpreting (NRPSI).   

[bookmark: _Hlk209018128]16.4. INTRAN Rebate 

[bookmark: _Hlk211868274]INTRAN is a not for profit making organisation and is obliged to recover costs incurred in the administrative, operational, promotional and management activities with Service Framework Providers rebates contributing partially to that recovery.  
Rebates are payable to Norfolk County Council/INTRAN on a Quarterly basis, excluding VAT, and cover the invoiced work of each Quarterly Period.  

Rebate charges per lot are detailed in Schedule 9. 


17. Social Value 

The successful delivery of services for this Framework will directly contribute to the wellbeing of the areas where those are delivered. 

Providers are required to explain what they will do that will directly and/or further benefit the local areas and communities where INTRAN member organisations operate.

Examples of desirable Social Value Outcomes would include:
· Social: tackling inequalities, empowering diverse communities through better engagement, improving the wellbeing of the areas where the services provided are delivered. 
· Economic: creation of new local jobs and new skills in the local areas.  

The Providers will work with Buyers to identify and help contribute to their social value requirements during call-off contracts, ensuring reasonable and proportionate social value benefits are offered and realised. 

They will deliver social value benefits when agreed during call-off contracts, ensuring effective monitoring, measuring and regular reporting on impact realised and value. 

18. Whistleblowing 

Providers will ensure they have a policy in place that enables employed staff and other members of their organisation to voice concerns in a responsible and effective manner. This includes where a staff member and/or other members of your organisation discovers information which they believe shows serious malpractice or wrongdoing within the organisation.

The policy will allow for this information to be disclosed internally without fear of reprisal, and there should be arrangements to enable this to be done independently of line management.

The policy will include:

· Details of The Public Interest Disclosure Act, which came into effect in 1999 and gives legal protection to employees against being dismissed or penalised by their employers as a result of them publicly disclosing certain serious concerns.  
· Details of a prescribed person or body if an individual feels they cannot go to their employer.
[bookmark: _Hlk207876337]19. Adjustments 	Comment by Valerie Gidney: Claudia and Sarah, do you have an already made template that allows contract variations and change? 
The Deliverables and any Standards set out in these specifications, schedules and appendices may be adjusted (to the extent permitted) by an INTRAN member organisation (the Buyer) during a Call Off, or during a Further Competition Procedure, when relevant, to reflect its service requirements for entering a particular Call-Off Contract.





Appendix 1

Lot 1: Face to Face and Remote English/British Sign Language Interpreting, BSL Translation, and Other Language and Communication Support Services

Please ensure this appendix is consulted in parallel with the full Framework Specifications and Schedules.  
Overview: 

[bookmark: _Hlk211516157]This lot will support people who are deaf, deafened, and deafblind, and will be delivered by Deafness expert provider(s) who can demonstrate a Face-to-Face priority. Providers will need to have interpreters who are capable of delivering face to face interpretation promptly on request. Additionally, as a secondary condition of service provision, Video Interpreting may be delivered through client specific platforms such as Microsoft Teams, Zoom, Attend Anywhere, etc., or, with client agreement, via supplier dedicated booking portal. They will also have established routes to supply, whether directly or through sub-contracting, other Language and Communication Support Services than BSL interpreting services, as detailed in this appendix. 
[bookmark: _Hlk211516434]Through their actions and consistent professional responses, Lot 1 Provider(s) will help INTRAN and its member organisations: 
· Deliver their goals to enable access to BSL and other communication support services to people who are Deaf, Deafblind, and/or hard-of-hearing. Under the Equality Act (2010) and Accessible Information Standards (AIS), public services are lawfully required to support clients/patients to communicate in their preferred language using the most beneficial service mode. 
· Reduce the delays Deaf people commonly face when accessing public services. For example, service users are adversely affected by delays in interpreter confirmation (with many not attending appointments without prior assurance that their communication needs will be met). Appointment delays and postponements may also have significant consequences on their health and wellbeing, causing genuine and negative impacts on their life and outcomes. 
[bookmark: _Hlk211516533]The Deaf community represents a cohort with distinct and unique requirements, encompassing a diverse range of service users, including: 
· People spanning all age groups, from young children to those in their nineties, with varying levels of English proficiency, health literacy, and/or digital skills. 
· Elderly people with additional and/or complex health needs.
· Individuals with complex or multiple disabilities requiring tailored or sensitive communication support.
· Service users relying on regional BSL dialects who may face barriers and/or struggle to understand when interpreters are unfamiliar with local variations.
· Service users who require continuity, often requesting consistency in interpreter assignment to build and maintain trust and reduce anxiety.
Requirements:
Provider(s) must support INTRAN and its member organisations to enable service users to access public information and services whenever they need to. They will need to be familiar with the Accessible Information Standards, and help ensure that:
· Service users can access full communication support to respond to their requests and needs, promptly and on a face-to-face basis.  
· Services are delivered showing familiarity with the communities served by INTRAN, which must conform, at a minimum, to NHS Accessibility Standards and provide a total communication support platform of specialist services. 
· The diverse language and communication support needs of service users, including those with complex disabilities beyond deafness are met.
· Service delivery methods are aligned and compatible with individual service user profiles. For some users, this necessitates or may demand guaranteed access to a face-to-face interpreter, a named interpreter, or an interpreter fluent with local or regional dialects. 
· Appropriately qualified Face-to-face BSL interpreters and other language and communication support professionals are available to serve the local populations and respond to individual needs (please refer to section on ‘characteristics’). 
· Bookings are prioritised to interpreters who are trusted and preferred by the local Deaf population. 
· Booking confirmations are issued promptly, including the name of the booked interpreter, so this can be shared in advance with the service user.
· Urgent and/or Emergency booking requests are accepted and fulfilled with minimal notice, or prioritised to prevent compromise to such needs.
Provider(s) will:
· Provide face-to-face interpreters to their customer base, responding promptly and effectively to their booking requests, and will be pro-active in their recruiting of new interpreters to ensure responsiveness throughout the framework period of operation. 
· Supplement but not replace face-to-face interpreting services with video remote interpreting, usually delivered on appointment, and only offer, utilise, or prioritise Video Interpreting on the explicit request of the clients or service users.   
· Have strong professional relationships with interpreters who reside within the localities in which INTRAN operates, and those who are able to travel therein, to ensure their continued commitment to the fulfilling of INTRAN bookings and their maintaining of high quality and reliability. 
· Directly contribute to county and local strategies responsible for reducing health and social inequalities. Acceptance and service satisfaction from the local Deaf community is critical to this contract therefore, as part of this, they:
· May be required to engage with the local Deaf communities and develop targeted initiatives aimed at meeting their local and individual needs. 
· May facilitate and create opportunities for interpreters to become acquainted with INTRAN and/or its member organisations (the Buyers) and to exchange non-confidential information that contributes and enhances a better understanding of service users’ needs to promote the delivery of high-quality standards and address gaps.
Responding to the Buyer’s Needs
· Provider(s) will have an in-depth understanding of the challenges that Deaf, Deafblind, and People who are hard-of-hearing face on a daily basis. They will be committed to helping INTRAN member organisations (the Buyers) reduce service delays by their delivering of quality responses that meet people’s individual profiles, needs and preferences.  
· Provider(s) must respond strictly to the Buyer’s requests, ensuring all original booking requirements are met, including their service preference and any other assignment conditions, with reasonable adjustments only communicated and made where essential to the provision of service.
· Provider(s) must maintain or have documented plans to develop a local resource capacity or the capacity to quickly travel to meet the needs requested by INTRAN member organisations (the Buyers), and to ensure positive and timely response to gaps and surges in demand.    
Individual Counties’ Operational Considerations 

· Provider(s) will have, and be able to demonstrate, a strong understanding and awareness of the counties in which INTRAN operates and from which INTRAN Buyers originate. They will capitalise on this knowledge to deliver county-specific responses that effectively address and respond to local needs and challenges.  



Service Conditions

This Lot will enable people who are deaf, deafened, or deafblind to access the interpreting, translation and communication support services, as follows:  
Face-to-Face and Video Remote English/British Sign Language Interpreting, BSL Translation, and other Language and Communication Support Services.
Face-to-Face Services the Provider must be capable of delivering services face to face and promptly. This is highly likely to mean that you will have a substantial pool of local interpreters supporting this framework. 
Video Interpreting Services must be delivered using the Buyer’s preferred platform (e.g., Microsoft Teams, Zoom, Attend Anywhere, etc.,) or, if agreed by the Buyer at their exclusive discretion, through the Provider(s) dedicated booking portal.
Video Interpreting Services must be utilised only where expressly requested by the Buyer, or where the Provider has demonstrated that all other reasonable options have been exhausted.
Interpreters must meet the Standards and Competences required in Sections 5 and Appendix 7. 
Provider(s) must maintain High Fulfilment Rates, responding positively to not less than 98% of all requests whether by Face-to-Face or Video Remote Interpreting, and to not less than 95% of all requests made within 24 hours of the time of need.
Other Language and Communication Support Services the Provider must deliver include: 
	Face to Face and Video Services 
· Lipspeakers /Lipreading 
· Foreign Sign Language Interpreters (subject to language required and ability to access).
· Visual Framework Signing / Hands on /Visual Tracking 
· Deafblind Interpreters: Manual, Hands On, Visual Frame Signing 
· Block
· Tadoma
· Makaton 
· Deaf Relay 
· Speech-to-Text Reporting (Palantypist) 
· Electronic Note Taker (ENT) 
· Manual Note Taker
· Sign Supported English (SSE) 
· Video Relay Interpreting Services


	Translation Services 
· BSL document translation
(conversion of written content into British Sign Language (BSL) video)
· BSL In-vision translation
(overlays existing videos with a BSL interpreter)
· Braille 
· Adding BSL interpreting to visual formats		
· Post-production work
(e.g., adding text to video clips or images or Easy Read)
· Easy Read, pictorial English formats with co-production/testing where appropriate. 


	Other Communication Support Services 
· Pictorial English
· BSL language video recording 
· Website content
· Large Print or Typed Information. 
· Tactile print 
· Moon type 
· E-text 
· Audio description and subtitles. 
· Video filming of key messages using recorded video interpretation
  



Whilst optional, the services set out in the following examples are preferred to form part of the Provider(s) core service deliverables: 
· Video Relay Interpreting
· Subtitling and Editing
· Other Media Productions
· Deaf Awareness Training
· Specialised Service Training

All visual translations and transcriptions will be delivered by professionals registered on the National Registers of Communication Professionals working with Deaf and Deafblind People (NRCPD), and/or the Regulatory Body for Sign Language Interpreters and Translators (RBSLI).

For relevant Communication Support Services, the Provider(s) will follow the standards set out by the UK Association for Accessible Formats (UKAAF).

Costs
Provider(s) must supply costs for all separate services listed as a part of their tender submission and expressly identify any service, or condition of service, that may be subject to outsourcing.

Provider(s) must be equipped and enable to support bulk booking functionality, and to actively promote its use as best practice where appropriate.
Appendix 2

Lot 2 – Face to Face and Remote English/Other Languages & Dialects Interpreting Services

Please ensure this appendix is consulted in parallel with the full Framework Specifications and Schedules.  
This lot will support people whose first language is not English and have limited English proficiency and will be delivered by expert provider(s) who can demonstrate a Face-to-Face priority. Providers will need to have interpreters who are capable of delivering face to face interpretation promptly on request. Additionally, as a secondary condition of service provision, Video Interpreting may be delivered through client specific platforms such as Microsoft Teams, Zoom, Attend Anywhere, etc., or, with client agreement, via supplier dedicated booking portal. They will also have established routes to supply both standard and harder-to-source/rare languages (refer to Annex 1). They will deploy suitably trained and qualified interpreters to ensure consistent professionalism, accuracy, completeness, impartiality and confidentiality. In alignment with their mission, they will be able to deliver effective language support through tailor-made solutions to ensure equal access and opportunities for the people served by members of INTRAN. 
Through their actions and consistent professional responses, Lot 2 Provider(s) will help INTRAN and its member organisations access face-to-face interpreting services whenever requested.
Providers will have proven management of sourcing capabilities to ensure best responses, with local preference justified by the need to deliver face-to-face interpretation promptly and reduce travel costs.
There are contexts where the Provider will be required to provide face-to-face interpreters. Typical situations where Buyers will request face-to-face interpreters:  
· Child Protection 
· SEND interviews 
· PACE interviews 
· Working with vulnerable adults 
· Adult Social Care assessments, including age assessment bookings. 
· Children and Adult safeguarding interviews 
· In highly specialised and/or regulated conferences, such as child conferences. 
· Mental Health assessments 
· Health eg. giving consent, palliative care. 
· Fraud Investigation bookings
· Court proceedings  
· Conference and in person courses interpreting
· Reasonable Adjustment Support
· Criminal Justice bookings 
· Community meetings 

Providers will ensure that face-to-face interpreters are available to meet local needs and are able and willing to travel within the areas in which INTRAN operates. They will respond to booking requests promptly and effectively to help manage customer expectations and lead to customer satisfaction. 
They will be pro-active at recruiting new interpreters to ensure responsiveness throughout the framework period of operation.  They will supplement, but not replace, such services with video interpreting, usually delivered on appointment, and only offer, utilise, or prioritise video Interpreting on the explicit request of the clients or service users.   
They will, on request and for the benefit of INTRAN, its clients, and service users, facilitate and create opportunities for interpreters to become acquainted with INTRAN and to exchange non-confidential information that contributes and enhances a better understanding of service users’ needs to promote the delivery of high-quality standards. This will be enabled by their strong professional relationships with interpreters who reside within the localities in which INTRAN operates, and those who are able to travel therein, to ensure their continued commitment to the fulfilling of INTRAN bookings and their maintaining of high quality and reliability. 
Service Conditions

This Lot will enable speakers of other languages than English to access interpreting, services in a language they understand (usually their native language) under Lot Definitions, as follows:  
Face-to-Face and Remote English/Other Languages & Dialects Interpreting Services.

· Face-to-Face Services must always, unless otherwise explicitly required by the Buyer, be delivered with priority given to interpreters who are based in, or who reside or are local to the area of need, in order to increase responsiveness, reduce travel costs, and retain local interpreters into the profession, helping build local capacity.  

· Video Interpreting Services must be delivered using the Buyer’s preferred platform (e.g., Microsoft Teams, Zoom, Attend Anywhere, etc.,) or, if agreed by the buyer at their exclusive discretion, through the Providers dedicated booking portal.
Video Interpreting Services must be utilised only where expressly requested by the Buyer, or where the Provider has demonstrated that all other reasonable options have been exhausted.
To ensure continuity of service, the Provider(s) will be able to, when required by the client, book a named interpreter to interpret remotely. Eg. A  face-to-face interpreter was used for client/patient’s first assessment. The Buyer would like the same interpreter to be used for follow-up appointments and is happy for the interpreter to be accessed online.  
Interpreters may be asked to interpret consecutively or simultaneously, to sight translate documents, or to translate witness statements.
Interpreters must meet the Standards and Competences required in Sections 5 and Appendix 24. 
Providers must maintain High Fulfilment Rates, responding positively to not less than 98% of all requests whether by Face-to-Face or Remote Interpreting, and to not less than 95% of all requests made within 24 hours of the time of need. Whenever possible, Buyers will book interpreters as soon as they know they have a need for one, with a majority of bookings being given weeks or several days’ notice.  
Providers must also Maintain Documented Plans and Processes to access nationwide Face-to-Face interpreters for hard-to-source and rare languages where provision is a contextual or legal requirement, or where reasonably requested by the client. 
Individual Counties’ Operational Considerations 

Providers will have a strong awareness of the individual counties where INTRAN operates and where INTRAN Buyers stem from and, will capitalise on their knowledge to deliver best county responses to respond to local people’s needs and challenges.  

Responding to the Buyer’s Needs

Providers must respond strictly to the Buyer’s requests, ensuring all original booking requirements are met, including their service preference and any other assignment conditions, with reasonable adjustments only communicated and made where essential to the provision of service.
Providers must maintain or have documented plans to develop a local resource capacity to meet the needs for Face-to-Face interpreters in the languages requested by INTRAN member organisations (the Buyers), and to ensure positive and timely response to gaps and surges in demand.  Regular reports will be provided to INTRAN about recruitment and training of new interpreters covering each county where INTRAN member organisations operate and use their services. Initiatives taken to recruit new interpreters and/or offer opportunities for bilingual people to train and qualify to become interpreters for this framework will:
· Contribute to the sustainability of the Interpreting profession in the East of England and surrounding areas. 
· Deliver potentially substantial social value. 
Costs
Providers must supply costs for all separate services listed as a part of their tender submission and expressly identify any service, or condition of service, that may be subject to outsourcing.

Providers must support bulk booking functionality and promote it as a best practice where appropriate.
















Appendix 3
Lot 3 – Telephone, Audio and/or Video Interpreting On Demand (from and into English/British Sign Language and Other Languages and Dialects) 

Please ensure this appendix is consulted in parallel with the full Framework Specifications and Schedules.  
Overview
· This Lot will be delivered by Providers specialised in the provision of On-Demand interpreters, via audio or video platforms, to support users of British Sign Language and speakers of other languages than English, including those requiring standard, hard-to-source, and rare languages. Access to the service must be immediate or established within seconds of connection, and appointment-based services will only be permitted in exceptional circumstances with the prior agreement of the Buyer. Other related goods and services provided will include access to rolling/tabletop stands to support Video Interpreting Services, and the administering and access management of INTRAN’s budget accounts and ID codes. Video Relay Services are not mandatory but may be offered additionally to complement Buyer needs. 
· Providers must ensure services are available On-Demand, 24 Hours per Day, 365 Days per Year, and maintain a minimum 99% fulfilment. 
Service Conditions

This Lot will enable people who are users of British Sign Language, or whose first language is not English and speak another language/dialect than English, to access the On-Demand interpreting and communication services under Lot Definitions, as follows:
· Telephone/Audio/Video Interpreting Services must be accessible on a 24/7/365 basis through the Buyer’s phone (connecting them first to an operator), or a Secure Booking Portal or App, with all access routes accessible via 4G, 5G, or WIFI enabled connectivity.
· Providers must supply a Robust, Effective, Reliable, and Customer-Friendly Platform that responds to the needs of Public Sector organisations, and others responsible for delivering services to the Public.
· Provider(s) of Lot 3 must offer a Freephone Telephone Number for Buyers who cannot, or choose not to access services via a Booking Portal or App.
· Provider(s) must manage and support all Technical Assistance needs, on demand, and at no cost to the INTRAN Partnership or its member organisations (the Buyer).
· Provider(s) must maintain High Fulfilment Rates, responding positively to not less than 99% of all requests.
· Interpreters must meet the Standards and Competences required in Section 5 and Appendix 7. 


INTRAN ID Codes

· Providers must manage the administering and access management of thousands of INTRAN ID Codes organised under Member Budget Codes.
· Following implementation, and on strict and exclusive request by INTRAN alone, that Provider must continually Manage, Amend, or Create ID Codes within 48 Hours and confirm by return.
· ID Codes advised and marked for Deactivation, or Full Deletion, must be updated and confirmed immediately upon request to prevent unauthorised access to services.
· Please refer to Section 8 of the specifications for supplementary information. 
Responding to the Buyer’s needs

· Provider(s) must respond strictly to the Buyer’s requests, ensuring all original booking requirements are met, including their service preference, with reasonable adjustments only communicated and made where essential to the provision of service.
· Provider(s) must demonstrate a proven capacity of interpreters, covering hundreds of languages and dialects including standard, hard-to-source, and rare, and, thereafter maintain or have documented plans to continually develop their resource capacity to meet the needs for Telephone and Remote interpreters in the languages requested by INTRAN member organisations (the Buyers), and to ensure positive and timely response to gaps and surges in demand.
· Provider(s) must, on a minimum annual basis, review and update a language classification and report the same to INTRAN, identifying languages considered "standard" and "rare" to help manage Buyer expectations and to ensure responsiveness to service needs throughout the Framework period.
Typical Scenarios 

This lot will enable frontline staff to engage with service users through audio or video interpreting, whether initiating or receiving calls, and across multiple environments or service settings.

	In-person meeting - Both the member of staff and the non-English speaker are in the same room and need an interpreter to communicate with each other. There will be situations where access to a Video Interpreter will be required by the Buyer, ensuring communication is supported by visual cues. 
	Audio or Video Remote Interpreter 

	Virtual meeting - The member of staff needs to contact the non-English speaker, who is not in the same venue. They have the telephone number of the client and would like a three-way call to be established in order to communicate with the client over the phone.  
	Audio Interpreter

	Telephone relay - The member of staff receives a phone call from someone with limited English and needs the support of a telephone interpreter speaking the clients language. 
	Audio Interpreter

	A Deaf person wants to contact an INTRAN member organisation and, through the device of their choice (Window PC app, Apple Mac app, iOS app, Android app, Dedicated Provider Website), and supported by a Webcam and a good internet connection, they contact them On-Demand, supported by an interpreter, who will help them engage.
	Video Relay Service (non mandatory). 

	A hospital with significant interpreting needs agrees to use VRI as one of their methods to engage with patients. VRI is made accessible through iPad’s, with most wards using their own supported by rolling stands, whilst their main patient reception area uses a table-stand to welcome patients in a language they understand. Whether out or inpatients, the stands assist a better patient experience. 
	Video Remote Interpreting services accessible through an interpreting ‘rolling stand’. 

	A Council books an interpreter for an online event, involving both hearing and Deaf people. 
	Video Remote Interpreting services. May require conference interpreting. 



Audio/Video Interpreting Quality Standards  

· Provider(s) must ensure the delivery of a robust, reliable, consistent, and professional audio/video interpreting service, regardless of the language required. Interpreters accepting Video Interpreting calls must maintain a setting that demonstrates confidentiality and professionalism at all times. Compliance with these requirements will be assessed during the tender process and may be verified through mystery calls carried out by INTRAN. 
· Interpreters must meet the Standards and Competences required in Section 5 and Appendix 7. 
Timescales 

The customer journey to interpreter connection must be easy and reliable, and with 95% of all calls taking less than 60 seconds to connect to an interpreter after any operator intervention. 

The average connection time per booking to connect to an interpreter must be:

· When using a portal/app: below 30 seconds 
· Through an operator: below 60 seconds

In situations where the Buyer is waiting longer, Provider(s) must keep them informed of progress, made at regular, scheduled intervals, to help manage their expectations and inform their choice. 




Booking Methods 

INTRAN Member organisations and staff (the Buyer) must be able to access services by using:  
· A Secure Booking Portal 
· A Secure Booking Mobile or Browser App
Both options must be accessible through 4G, 5G, and WIFI Internet Connection and be covered under appropriate certification (ISO9001, ISO27001, Cyber Essentials, or equivalent), and, where appropriate, subject to regular Penetration Tests)
· Telephone
Dialling a Provider offered Freephone Telephone Number and connecting to an operator to verify access rights then, within seconds, to a Lot 3.1 interpreter. 

Costs:

· The same fee per minute will apply irrespective of the languages/dialects required (Lot 3.1), excluding pre-booked services.

· Pre-booked services (used to access rare and harder-to-source languages) will incur a 15 minute-minimum fee (applied fee per minute*15) and/or the minimum agreed by the Buyer to retain the interpreter for the planned duration of the call.  

[bookmark: _Hlk209020604]Rolling Stands and Tabletop Stands: 

· Providers must offer access to high quality “rolling stands” (mobile carts designed to facilitate on-demand interpreting sessions), and “tabletop stands” (often used in reception areas), to support the utilisation of their video interpreting services by INTRAN member organisations whose operations are subject to reasonable demand in one or more service areas. Technical support will also be provided to facilitate the successful integration and utilisation of such devices, with relevant documentation provided to advise and assist INTRAN member organisations in their meeting of compliance responsibilities and data security policies. Those will be made available at the request of INTRAN and/or its member organisations (the Buyers), to support the highest using locations. 
· Rolling stands will be light weight, stable, supported with audio-amplification systems to enable clear sound, and can move easily to bring the Providers’ services directly to those who need them. Unless pre-supplied with appropriately secure and compliant equipment, which should remain optional where possible, it is expected that INTRAN member organisation i-Pads and/or Tablets can easily be integrated to deliver the visual experience without service compromise.
Business Continuity and Disaster Recovery
A documented and auditable business continuity and disaster recovery plan should be in place.
Appendix 4 
Lot 4 – Video Relay Services (VRS) for the Deaf    
Please ensure this appendix is consulted in parallel with the full Framework Specifications and Schedules.  
Designed to meet the communication ends of Deaf users through British Sign Language (BSL), delivered by Deaf-Expert Providers. 
Service Conditions
· This Lot will enable people who are users of British Sign Language to access On-Demand interpreting and communication services via Video Relay Services (VRS).
· Provider(s) must ensure services are available 24 hours per day, 365 days per year, and maintain a minimum 99% fulfilment rate.
· Access to the service must be immediate or established within seconds of connection. While VRS is primarily On-Demand, providers must also support scheduled bookings where required.
· Provider(s) must supply a robust, effective, reliable, and customer-friendly platform that responds to the needs of public sector organisations, and others responsible for delivering services to the public. 
· All access routes must be available via 4G, 5G, or WIFI-enabled connectivity, and no proprietary hardware should be required. Platforms must support browser-based access (Chrome, Safari, Edge), mobile applications (iOS and Android) and tablet interfaces. 
Responding to the Buyer’s Needs
· Provider(s) must respond strictly to the Buyer’s requests, ensuring all original booking requirements are met, including their service preference. Reasonable adjustments must only be communicated and made where essential to the provision of service.
· Provider(s) must demonstrate a proven capacity of qualified BSL interpreters, and maintain or have documented plans to continually develop their resource capacity to meet the needs of INTRAN member organisations (the Buyers), including responsiveness to gaps and surges in demand.
· Provider(s) must also support scheduled bookings where required. While most usage is expected to be On-Demand, scheduled access ensures availability for planned interactions and supports service coordination.

Typical Scenarios
[bookmark: _Hlk208940232]This Lot will enable frontline staff and Deaf service users to engage through video interpreting, whether initiating or receiving calls, and across multiple environments or service settings.
	Scenario
	Service Type

	A Deaf person wants to contact an INTRAN member organisation using their preferred device (Windows PC, Mac, iOS, Android, or dedicated provider website), supported by a webcam and internet connection. They connect On-Demand to an interpreter who facilitates the call.
	Video Relay Service

	A Council books an interpreter for an online event involving both hearing and Deaf participants.
	Video Remote Interpreting (optional)



Video Interpreting Quality Standards
· Provider(s) must ensure the delivery of a robust, reliable, consistent, and professional video interpreting service. Interpreters accepting VRS calls must maintain a setting that demonstrates and upholds confidentiality at all times.
· Interpreters must meet the Standards and Competences required in Section 5 and Appendix 7. 
Timescales
· Provider(s) must ensure rapid connection to interpreters. Performance expectations should be defined through agreed KPIs and monitored regularly.
· Where delays occur, Provider(s) must keep the Buyer informed of progress at regular, scheduled intervals.
Booking Methods
INTRAN Member organisations and staff (the Buyer) must be able to access services by using:
· A Secure Booking Portal
· A Secure Booking Mobile or Browser App
Both options must be accessible through 4G, 5G, and WIFI Internet Connection and be covered under appropriate certification (ISO9001, ISO27001, Cyber Essentials, or equivalent), and, where appropriate, subject to regular Penetration Tests
· Telephone
Dialling a Provider-offered Freephone Telephone Number and connecting to an operator to verify access rights then, within seconds, to a Lot 4 interpreter.


Value for Money and Accessibility
· The successful integration and utilisation of VRS services will be dependent on the cost packages provided for this framework. 
· Offers that do not prevent small and/or medium-sized member organisations from accessing those services will be desirable.  
Costs
For Lot 4, a uniform per-minute fee will apply, irrespective of whether usage is classified ad-hoc, or covered by the purchase of Monthly and/or Annual Minute Plans.
Discounts for high-volume usage and optional rollover of unused minutes may also apply.
It is important that any setup or annual service fees are transparently disclosed, with a clear breakdown of what they cover (e.g., onboarding, training, account configuration).
Business Continuity and Disaster Recovery
A documented and auditable business continuity and disaster recovery plan should be in place.


















Appendix 5
Lot 5 – Translation Services and Other Communication Support Services   
Please ensure this appendix is consulted in parallel with the full Framework Specifications and Schedules.  
This lot will be delivered by Provider(s) specialised in the provision of written translation services and other non-visual translation and communication support services, as specified below. 
They will support INTRAN member organisations (the Buyer) in their delivering of accessible information to local communities, clients, and patients, and, whilst ensuring a core expertise in professional translation, they will equally be expert proficient in translation technology and have proven investment in such, with a commitment to ongoing innovation to ensure services remain fit for purpose on the market and are responsive to the Buyer specific requirements.
They must maintain the requisite expertise, infrastructure, and service design models to help the Buyer deliver quality services and achieve efficiencies, and, equally, to assist them  in sourcing a wide range of other communication support services, offering them a single consolidated route for the delivery of accessible communications to their service users. 
Service Conditions

This Lot will enable people to access the translation and communication support services they need under Lot Definitions, as follows:  
Translation Services and Other Communication Support Services   

Translation Services to support the needs of speakers of other languages than English, including, as mandatory:
· Human Translation (HT)
· Machine Translation Post-Editing (MTPE).
Machine Translation (MT) will be offered to complement the Buyer’s Human Translation and Machine Translation Post-Editing needs, which will remain the primary method of use in most circumstances. 
Other Communication Support Services including: 
	Mandatory Requirements
· File Formatting Preparation 
· Desktop Publishing Work 
· Audio Translations and Transcriptions 
· Translation Certification 
· Proof-Reading
· English and Foreign Language Subtitling and Voiceover
· Post-Production Work to add Text to Video Clips, Images, or Easy Read 
· Voiceover and Subtitling 
· Website Translation 
· Localisation 

	Non-Mandatory Requirements
· Easy Read 
· Braille 




Responding to the Buyer’s Needs 

Provider(s) must respond strictly to the Buyer’s requests, ensuring all original booking requirements are met, including their service preference, with reasonable adjustments only communicated and made where essential to the provision of service.
Provider(s) must demonstrate a proven capacity of translators, covering hundreds of languages and dialects including standard, hard-to-source, and rare, and, thereafter maintain or have documented plans to continually develop their resource capacity to meet the Buyer needs, and to ensure positive and timely response to demand.
Provider(s) must report, for each Buyer and in consolidated form, the content type requested for translation and the translated volume per content type. Typical content types currently apply but may be amended, added to, or otherwise modified by INTRAN and/or the Buyer to meet changing operational requirements: 
· Information Leaflets and Notifications 
· Instructions, Advice, Care and Treatment Plans
· Content Forms 
· Legal Agreements, including Tenant Agreements 
· Statutory Reports (for example, medical, safeguarding such as age assessment or child protection reports) 
· Non-Statutory Reports 
· Pre and Post Operation Information 
· Witness Statement Translations 
· Public Health Announcements 
· Public Communications 
· Surveys 
· Website Translation and/or Localisation 
· Proofreading 
· Certified Translations 
· Other
Standards 

Provider(s) must:
 
· Employ Professional Project Manager(s) to support and effectively manage the timely and efficient delivery of INTRAN bookings. They  will oversee and manage all projects, from start to completion, ensuring adherence to quality standards and deadlines, and record customer feedback to monitor and report on customer satisfaction. 
· Deliver translations completed by professionals with proven experience and the relevant language expertise in translating specialised content, including, for example, medical, safeguarding, or criminal justice materials. Such translators must offer Human Translation and/or Machine Translation Post-Editing Services as specified by the Buyer. 
· Ensure all their translators, whether in-house or externally sourced, comply with the Institute of Translation’s Code of Professional Conduct. They must be competent in translating into their native tongue and must hold qualifications equivalent to the UK Diploma in Translation (Dip Trans) at QCF level 7, a Masters’ or Honours Degree in translation in the relevant language, an Honours Degree in Translation, or other officially-recognised qualifications in translation such as the RQF Level 6 Certificate in Translation (CertTrans). They will translate into their mother tongue and have relevant subject matter expertise. For more information, please refer to Section 5 and Appendix 7. 
· Issue Certified Translations ensuring they follow the recommendations of the Association for Translation Companies (ATC), the Institute of Translating and Interpreting (ITI), or the Chartered Institute of Linguists (CIOL). They may also source registered translators on the National Register of Public Service Translators (NRPST).  
· Ensure translations into English are delivered into British English, unless specified otherwise by the Buyer.  
· Transfer all documents and data related to the call-off contract back to the Buyer, or delete them in accordance with the Buyer’s data retention policy. 

Technology Standards

Provider(s) must:
· Use Robust, Reliable, Efficient, and Secure Translation Technology to deliver real-time translations and other related communication support services. 
· Provide a Customer-Friendly Platform, supported by easy guidance, enabling Buyers to make the right choices when balancing Quality and Risks. The process will need to support data protection compliance.  
· Manage and support any and all Technical Assistance needs, on demand, and at no cost to the INTRAN Partnership or its member organisations (the Buyer). 



Guidance on use of AI-supported translations 
Providers must offer guidance on risks of machine translation and support buyers in choosing appropriate translation methods.

Translation Memories and Template Documents 
Translation Memories and Template Documents belong to INTRAN and the member organisations (the Buyers) and will be given to them at the end of the contract. 

Booking Methods 

INTRAN Member organisations and staff (the Buyer) must be able to access services by using:  

· A Secure Booking Portal
· A Secure Booking Mobile or Browser App
Both options must be accessible through 4G, 5G, and WIFI Internet Connection and be covered under appropriate certification (ISO9001, ISO27001, Cyber Essentials, or equivalent), and, where appropriate, subject to regular Penetration Tests)
· Single Dedicated Email Address
This will, ideally, be unique to INTRAN and separately identified by its username, ensuring appropriate auto-response and intervention by relevant Project Managers.  
Booking Response 

Provider(s) must enable provision for INTRAN member organisations (the Buyer) to book any of the previously listed services at any time, 24 Hours per Day, 365 Days per Year, and will ensure their prompt response to offer confidence of a timely and professional service.
Furthermore, Provider(s) must be able to accommodate all high impact emergency requests requiring out-of-hours handling, including, but not limited to short translation notices for A&E patients, serious safeguarding incidents, and public health communications in emergency situations such as pandemics, floods, avian influenza outbreaks, government announcements, and other urgent or emergency communications. 
Summary Process Overview

Provider(s) must:

· Issue a Written Acknowledgement that confirms receipt, by email or booking portal notification, for every project request irrespective of the booking method.
· Submit a Quote and Proposed Deadline, adhering to contract KPI, within 30 minutes of receipt for single-language projects. For multiple-language requests, projects with additional service requirements, or those with more complex communication support needs, respond promptly to advice q quote timeline. 
· Start the Deadline Clock on acceptance of the quote and provide timely updates to the Buyer regarding project status, either via email or booking portal notification.
· Deliver the Completed Translation Project to the Buyer by email or guaranteed post to any previously specified address.

Deadlines 

Provider(s) must operate strictly an effective turnaround that adheres to Contract KPI for all translations, ensuring they target and maintain performance to the following deadlines:
· Standard Languages
In all cases not requesting additional services, projects with less than 2,000 words must be returned within one working day. those with for more than 2000, and less than 6,000 words must be returned within three working days. For projects exceeding these criteria, the Buyer must be separately informed of timescales and offered, when needed, the possibility of mobilising several translators for the project, with information of the pros and cons supplied and requiring their consent in writing to proceed. 
· Rare Languages (and projects with additional service needs)
In all cases, the same criteria applies but with the caveat of capacity reasoning and deadline negotiation.
· Emergency Needs
Projects requiring a quick turnaround, without compromising quality and subject to reasonable justification, will be subject to the same criteria however, Provider(s) must do their best to respond to the emergency request. 
Costs
· Provider(s) must supply costs for all separate services listed as a part of their tender submission and expressly identify any service, or condition of service, that may be subject to outsourcing.
· Monitoring Data, and that which supports Buyer invoices, must provide cost breakdowns, per booking, to distinguish the different costing components per transaction.
· For example, a project ordering multiple components such as Human Translation, File Formatting Preparation, and Desktop Publishing Work, must show separate costs per project component, consolidated to a summary project costs.
· Translation services must be chargeable per word. 
· Providers will not charge for duplicate translations during the Framework contract period.  
Business Continuity and Disaster Recovery
A documented and auditable business continuity and disaster recovery plan should be in place.




Appendix 6
Definitions
INTRAN ID codes – All INTRAN member organisations and teams have dedicated budget accounts, under which department/or team ID codes are provided to staff. Existing codes will need to be accepted, used for each booking and reported on. 
Member organisations – Public or voluntary sector organisations registered with INTRAN to access interpreting, translation, and communication support services under the Framework Agreement. These include NHS bodies, local authorities, housing associations, educational organisations and charities. 
Standard Languages – Languages where there is a Public Service Interpreting (PSI) qualification available in the UK.  
Rare or Harder-to-Source Languages – Languages for which qualified interpreters are limited in availability, either due to low national supply or lack of formal qualifications in the UK. 
[bookmark: _Hlk207793093]APPLICABLE TO LOT 1 and/or LOT 2

[bookmark: _Hlk207791735]Face to Face and Video Interpreting
British Sign Language (BSL) – It is the language used by deaf people in the UK. BSL is a visual language that relies on hand signs, facial expression and body language. It has its own grammar and syntax and is not dependent on spoken English. 

British Sign Language Interpreting – It is the process of facilitating communication between people who use spoken English and those who use BSL. The BSL interpreter converts spoken language into sign language and vice versa, ensuring accuracy and completeness. 

Foreign Sign Language Interpreting - It is the process of facilitating communication between people who use spoken English and those who use sign languages spoken outside the UK. For example, Irish or Portuguese Sign Language into English. 

Face-to-Face or In-person Interpreting – It is when an interpreter is physically present and orally interprets the content of a conversation between an English speaker and a non-English speaker. 
[bookmark: _Hlk205367098]Video Interpreting - It is a service where a human interpreter is not physically present at a meeting location for an Appointment-Based Booking, and who interprets using WIFI-enabled devices to connect to video communication hubs, such as Teams, Zoom, Attend Anywhere, or by signing into a supplier’s bespoke video platform. 
Examples:
· A patient in A&E speaks limited English. The hospital uses its own preferred platform, accessed via a tablet, to connect with a remote interpreter and support communication during triage.
· A housing officer conducts a remote tenancy support meeting with a new resident via Microsoft Teams. The resident speaks limited English, and a video interpreter is present to support the conversation.
· A speed awareness trainer delivers training for multiple participants using Microsoft Teams. A video interpreter is used to interpret for a course participant. 
Video Calling Platform: they are used to facilitate video interpreting, for example Microsoft Teams, Zoom, Attend Anywhere or a dedicated secure video portal.
Lipspeaker – Registered professionals (qualified to Level 3) who will use gestures and facial expressions to reproduce the rhythm and phrasing of words to accurately repeat the spoken word.  They may sometimes fingerspell (BSL) the initial letters of words that are difficult to lipread. Lipspeakers help Deaf people that do not use sign language but can lip read. Lipspeakers may be used in situations where there is more than one voice to follow.

Deaf Blind Interpreting - A deafblind interpreter will act as a communication link using the preferred method of communication. This can include, but is not limited to, sign language at close range, sign language by sense of touch, oral and/or environmental. Dependent on the preferred method of communication by the service user there will be different methods used to communicate and may involve a combination of methods.

Deaf Blind manual - Also called fingerspelling, this is a method of spelling out words onto the hand of a person who is deaf and blind and does so using letters in British Sign Language.

Hands on signing/Tracking - BSL signed with the Deafblind person’s hand on the interpreter in order to feel the movement of the signs. This is used with people who were born Deaf and then experience sight loss as an adult but continue to use sign language to communicate but are unable to follow visual signs.

Visual Frame signing - When a deafblind person has a limited field of vision. BSL signed within the Deafblind person’s field of vision, adapting to their needs. A BSL sign language interpreter could be booked for this.

Block - The interpreter will use the tip of their forefinger to spell out each word in English capital letters onto the palm of the receiver.  This is often used when communicating with members of the public or those who are not familiar with the deafblind manual alphabet.

Tadoma - The deafblind person will place their hands on the interpreter’s throat, lips or cheek. Sometimes referred to as tactile lip-reading. Meaning is detected from movements that are associated with speech production.

Makaton - Makaton interpreters will use manual signs (gestures), symbols (pictures) and speech to allow communication to take place. Using signs to support communication can help people who have limited or no speech. Using symbols can help people who have limited speech and those who cannot or choose not to sign.  

Deaf Relay - Deaf relay is delivered by experienced deaf people who work alongside BSL interpreters to adapt what the hearing interpreter is signing into a variation of BSL for the client, together with the clients’ response for the interpreter, to assist with understanding.

Speech to text communication - Speech to text interpreters will convert spoken words into text verbatim or meaning-for-meaning – where the text conveys meaning in fewer words, for instance not including repetition or any misspeaks. 
This will involve notes using a special shorthand keyboard by a speech to text reporter.  The text can then be displayed in real time and is comparable to having ‘live subtitles’. The text can be displayed as required by the user including, but not limited to, viewing it on a laptop or television monitor. There may also be a facility to provide electronic or printed copies of the text. Reporters can add additional information such as environmental sounds.

Electronic note taking (ENT) - Electronic notetakers will provide a simultaneous, real time, accurate recording of what is said using a laptop (or similar device) with the required software, linked to a second device that the service user can read from.  The notes and their production will be tailored to meet individual user’s requirements.

Manual Note taking - Manual notetakers will take a clear set of notes handwritten in English for the service user to access. The notes will be provided as required by the service user, e.g. typed, with explanations of resources provided – diagrams, handouts etc. Service users may include (but not limited to) Deaf/hard of hearing, people with physical/sensory impairments, mobility problems or dyslexia.

Sign supported English - Sign Supported English interpreters will use signs from BSL but will follow the English grammatical structure – with words used in the order that they would be spoken in.  

Translation Services 
BSL document translation - Conversion of written content into British Sign Language (BSL) video. 

Written word to Sign and vice versa - BSL interpreters will work translating information between written English and British Sign Language. 

Braille - A form of written language for blind people. It is a system of raised dots that be read with the fingertips by people who are blind or who have low vision.  

Braille transcription of text - It is the process of converting standard text into Braille. 	
Providers will transcribe speech or text into Braille. 

Braille transcription of speech - It is the process of converting spoken words into Braille. 

Easy Read: - This is a specialist format designed to help organisations communicate with people with a learning disability by making information more accessible. It combines images with clear text. The wording needs to be presented in short, straightforward sentences and the images need to represent the key messages that are being delivered.  Easy read transcriptions are usually tested by people with learning disabilities as a part of the process prior to publication to ensure that the output is understood by the target audience.

BSL In-vision translations - Adding BSL interpreting to visual formats. 	

BSL language video recording - Video filming of key messages using recorded video interpretation 

Adding BSL interpreting to visual formats - Moving images of a BSL interpreter will be added to pre-recorded moving images 

Post-production work to add text to video clips or images or easy read - This will involve adding text or filmed interpretation – BSL or foreign language - to video clips or images or easy read.

Other Communication Support Services 
[bookmark: _Hlk207804953]Pictorial English – A simplified form of English that uses pictures and symbols alongside basic words to aid understanding. This can be helpful for people with learning disabilities or those with limited English proficiency.
BSL language video recording – A video that presents spoken content interpreted into British Sign Language (BSL). This allows D/deaf or hard of hearing individuals to understand and access public information, services, or training.
Website content – Information presented on a website, ideally designed to be accessible (e.g., readable fonts, alt text for images, keyboard navigation). Website content should be inclusive for all users, including those with visual impairments, cognitive disabilities, or limited digital literacy.
Large Print (large-font or large-type) – Formatting of a text document in which the font size is much higher than the norm to accommodate people with low vision. 
Tactile print – Printed materials that can be felt by touch, often used in combination with raised symbols. It is designed for blind or partially sighted individuals to access printed information through touch, usually non-textual information e.g. representations of pictures, maps, graphs, diagrams etc. 
Moon type – A tactile reading system using raised lines and curves, and is simpler than Braille. Used by people who are blind or have low vision, especially those who find Braille difficult to learn due.
E-text – Electronic text (e-text) that can be read on digital devices and adapted (e.g., resized, read aloud). It is useful for people with visual impairments, dyslexia, or mobility issues that make handling paper difficult.
Audio Description (AD): Narration added to videos to describe visual elements for blind or visually impaired viewers that are not conveyed in the audio. This helps to support blind users.
Subtitles: Text displayed on screen to represent spoken dialogue and sounds. This helps to support Deaf or hard-of-hearing individuals and those in noisy environments.
Video filming of key messages using recorded video interpretation – Adding BSL translations to digital content to add a signed version of your content on a page. This involves a pre-recorded BSL video translation of content, the video production and the embedding of the asset into your web pages. 
Video Relay Interpreting (VRS): A service that allows Deaf individuals to communicate with hearing people via a sign language interpreter over video. Used in real-time phone or video calls, enabling access to services, appointments, or emergency support.
Deaf Awareness Training:  Training sessions that educate individuals (or organisations) about Deaf culture, communication tips, and inclusive practices. This is valuable for staff in public services and public-facing roles to improve accessibility and inclusion.
APPLICABLE TO LOT 3 and/or LOT 4 

Telephone interpreting - It provides language interpretation services where a professional interpreter facilitates communication between two or more people who do not share the same language, using a telephone or a conference call. 
[bookmark: _Hlk207797444][bookmark: _Hlk205367275]Video Remote Interpreting (VRI) - Video Remote Interpreting (VRI) is a dedicated on-demand service in which a human interpreter, who is not physically present, interprets using bespoke video conferencing platforms and/or tools.
Examples: 
· A patient is seen by the Accident and Emergency department through the VRI service, providing visual cues to what is being said. 
· Social Services need to assess a new client, who is with them, without delay. Staff have embedded on-demand VRI into their practices and are connected to an interpreter ready to carry out their assessment. 
Video Relay BSL Interpreting (VRS) - VRS enables people who use BSL to communicate over video technology with hearing people on demand, via a sign language interpreter. The human interpreter appears on a video screen, interpreting sign language into spoken language and vice versa. VRS is for telephone conversations involving a Deaf person, who makes a call whenever they require assistance. Eg. Deaf person contacts a local authority to speak about their Council tax. 
Rolling Stand
They are stands that can be moved on wheels. They help audio-amplify iPad’s volume without charging, wiring or batteries. They may be used by member organisations who make a significant use of Video Interpreting Services, where they need to bring the stands to different nearby areas to meet the client/patient (eg. hospitals).
Tabletop Stand
They are table stands that helps audio-amplify iPad’s volume without charging, wiring or batteries. They may be used by member organisations making a significant use of Video Interpreting services in one regular place. 
APPLICABLE TO LOT 5 

Translation - Is the conversion of a written text so that is communicates the same meaning in the other language. The text will usually be from English into another language or from another language into English. 

Translator - “A translator renders a piece of written language from its source language to a target language accurately, faithfully, in its entirety, maintaining its original sense, meaning and style, using all reference materials and technologies available”. (CIOL Glossary of Terminology, 2019). 
Human Translation - this service is carried out by experienced professional translators rendering a translation into the target language that reaches the highest standards of quality and cultural sensitivity. 
Post-Editing - this service is carried out by a native skilled translator who carries out light touch editing, through identifying and correcting errors and inconsistencies of machine-generated translations. 
Machine Translation - it corresponds to written content that is completed by computer software, mainly built around neural translation technology. Using self-service portals for AI translation into another language, Buyers can usually access the translated outputs within seconds of processing the content of the source file.  
Machine Translation (MT) engine – A software tool (powered by neural networks), that translates a text from one language to another in real time without the help of human translators. 
Witness Statement Translation - It is the process of converting a witness’s statement written in a language used by the witness to give oral evidence, into the language of the court and other parties involved in legal proceedings (involving written English) so that they can understand the witness’s testimony and ensure a fair legal and accurate legal process.  
Translation Certification – A certified translation in the UK is a document translation that has been officially verified for accuracy and will include a signed and dated statement from the translator confirming that the translation is a true, complete, and accurate representation of the original document. Requirements may vary depending on the organisation requesting the translation and intended purpose. In addition to standard certified translations, some organisations may require notarisation (where a notary public verifies the translator’s signature) and legalised/apostilled translations (where are government ministry requires authentication). Examples of documents requiring a certified translation includes legal documents, birth certificates and criminal record checks. 
Proof-reading – It is a process involving another translation reviewing a translated document to ensure it is accurate (conveying the meaning of the original text including nuances and cultural references), complete (no missing content), consistent (eg. terminology, style and tone chosen), and error-free (spelling, grammar, punctuation, syntax). Proof-reading will go beyond surface-reading to ensure those issues are addressed. 
Editable Files - They are documents in Word, text files, HTML, or spreadsheets with plain text, that are quick and easy for translators to process and ensure accuracy and completeness. The provision of editable files makes the translation process shorter, easier and faster.  
File Formatting Preparation - It is additional work required to prepare the file in a format that translators can process when the original documents received (source files) are provided in other formats than Word, text files, HTML, or spreadsheets with plain text, such as posters, pdf documents, and photoshoots. Attention will be paid to text expansion, font selection, line breaks, script direction, imagery and capitalisation to ensure that translated documents received by the Buyer (outputs) are accurate, complete and culturally appropriate. If Buyers need to ensure the output looks the same as the original (input), file formatting will be required. 
Desktop Publishing (DTP) - It is additional editing work that is carried out by DTP professionals (not translators) when the source file includes images and graphics that cannot be edited in the format received, using publishing resources to help deliver translation projects in the format clients need. They will work on the imagery provided to replace the existing text with the translated text, and address word count differences there may be between the source and translated content. When available, sending originals in an editable format helps simplify the process. This may include multilingual DTP. 
Audio translations - Delivery of audio recordings of written content. 
Transcription (delivery of written transcripts of audio recordings – digital or analogue – proofread and accurately timecoded within short turnaround times. Single- language and multilingual transcripts). 

Voiceover and Subtitling - Use of professional studio facilities and expert voiceover artist (speaking the language required), recording and editing, whilst relying on professional engineers with specialist experience in foreign language voiceover and subtitling, and control checks to ensure matching of subtitle timings to speech. Voiceovers are often added on top of the existing audio. 

Dubbing – It is the process of replacing spoken content with a translated version, usually in another language. It replaces the original audio entirely. The process involves translating the content as well as adapting it to fit the timing and lip movements of those who perform on screen. Dubbing aims to make the viewer’s experience as authentic as possible. 

Transcreation and Adaptation - Transcreation adapts the content and tone to fit the target culture and market. 

Website translation – The translation of content from one language to another. It is important for the Buyer to define and consider the project purpose, desired outcomes, risks involved (for example, reputational), measures of success/failure, project and future translation costs, prior to opting for localisation, transcreation, human translation or machine translation. 
 
Localisation – Translation ensuring that content is understandable by readers of the target regions. It is about adapting the content, considering language, cultural nuances, visual and local preferences and legal requirements, formatting specifications and other relevant aspects (eg. choosing culturally appropriate content and images to avoid ‘target audience’ confusion and misperceptions, changing time formats or symbols, handling different characters and text layouts such as vertical writing directions, compliance with local laws checks). 

















Appendix 7 – Standards and Qualifications  
	Lots 1, 3 and 4 

Registered Sign language interpreters (RSLI), Registered Deafblind Interpreters, Registered Lipspeakers, Registered Sign Language Translators (RSLT), Speech to Text Reporters (STTR), Notetakers, Deaf Relay Interpreters will be registered with the National Registers of Communication Professionals working with Deaf and Deafblind People (NRCPD) and/or the Regulatory Body for Sign Language Interpreters and Translators (RBSLI) and work in line with these Bodies’ Code of Conduct.
RSLI and RSLT interpreters will: 
· Have a UK recognised Level 6 BSL qualification 
· Possess also a UK recognised Level 6 interpreting or translation qualification, as relevant.
· Have knowledge and experience of public service interpreting.

TSLIs for Lot 1 only will be used in exceptional circumstances (for low-risk types of bookings). They will be registered on the NRCPD and work towards becoming fully qualified, RSLIs. They will have recognised Level 6 ability in English and Level 4 ability in BSL. 

	Lots 2 and 3

Interpreters interpreting from English into another language/dialect will: 

· Be proficient in English and the other language to a minimum of IELTS 7.5 and above (expecting IELTS Levels 8 and 9 for standard languages), and, 
· Have the DPSI, DCI, DPI and/or Metropolitan Police Test or equivalent (National Occupational Standards for Interpreting, at QCF Level 6), or, 
· Safe to Practice Interpreting course with external validation at Level 6, or, 
· A minimum of NVQ level 3 in community interpreting, such as the Certificate in Community Interpreting (CCI) and equivalent (priority should be given to those qualified at Level 6, as above. This includes all bookings of a critical nature. See Sections 5.3. and 5.6 of this document).  

Rare language interpreters will have reached proven ‘safe to practice’ standards and received appropriate training, to ensure compliance. 
· Interpreters will need to have applied knowledge and experience of public service interpreting.


	Lot 5

People used to translate written documents will:  
Providers of Lot 5 will need to ensure that translators serving this contract hold:
· The  UK Diploma in Translation (Dip Trans) at RQF level 7 and equivalent, or, 
· A Master’ or Honours’ Degree in Translation and equivalent in the relevant language, or an officially-recognised qualification in Translation such as RQF Level 6 Certificate in Translation (CertTrans), or,
· A post-graduate qualification in translation, or,  
· For highly specialised translations, specialist knowledge may be sought from qualified professionals (eg. lawyers, pharmacists).  




Appendix 8 
Cancellation Terms for Lots 1, 2, 3 and 5.
	LOT 1 

	0-7 days prior to the date of assignment 
	100% of the fee shall be payable by the customer (INTRAN member).
When the customer did not give enough notification and the interpreter incurred travel for the booking they were assigned for, travel expenditure will be payable by the customer. 
Evidence of any travel expenses will be provided to the customer (INTRAN member), in both the form of relevant receipts and any expenses appearing in the management information for each individual booking.

	8 to 14 days prior to the date of the assignment  
	50% of the fee shall be payable by the customer (INTRAN member). 

	15 days or more  
	There will be no fee to the INTRAN member. 

	Not sufficient time notification given by the customer. The Interpreter has arrived/is on their way there. 
	Incurred travel costs shall be payable by the customer (INTRAN member) on top of the 100% interpreter fee. 

Evidence of any travel expenses will be provided to the INTRAN member (the Buyer).  

	

	LOT 2

	Less than twenty-four (24) hours before the booking is due to take place
	For standard-length bookings (1 to 2.5 hours), the booking fee and one hour of interpreting fee shall be payable by the customer (INTRAN member). 

For long assignments (3 hours or longer), interpreters will be paid the full amount agreed at booking time excluding travel (except in point 2). 

	Not sufficient time notification given by the customer. The Interpreter has arrived/is on their way there. 
	Incurred travel costs shall be payable by the customer (INTRAN member) on top of the 100% interpreter fee. 

Evidence of any travel expenses will be provided to the INTRAN member (the Buyer).  

	In situations when the client/patient does not attend (DNAs) 


	· Providers may be charged the full amount of time recorded on the booking request, and any travel expenses incurred (DNAs).
 

	In situations when the client/patient does not attend (DNAs), but other ‘interpreting’ tasks are required. 
	The Buyer may require the interpreter to carry out tasks directly related to their interpreting role, including but not limited to:
· Calling clients to convey messages given to them by members of staff
· Sight translating simple documents of non-complex or non-technical nature, such as signposting messages, confirmation of appointments letters, test results etc..
In cases when:
Interpreters are not willing to carry out such services, those needing to be aligned with their interpreting role and responsibilities (ensuring compliance with their Code of Ethics mandated requirements), Providers will be charged for the first hour they were booked for as well as any travel expenses incurred. 

	In situations when the client/patient is delayed and interpreter asked (and able) to wait. 

	· Providers may charge the full amount of time recorded on the booking request as well as any additional waiting time incurred (delays where an in-person interpreter agrees to wait and extend the length of their assigned booking accordingly.  


	Rare languages, Harder to Source languages and 3 hour+ bookings. 
	The Buyer may agree more favourable cancellation terms to ensure the acceptance of the interpreter however, such terms must be informed by the provider, agreed in writing at the booking confirmation stage and recorded in the monthly monitoring data supplied to INTRAN and/or its member organisations.

	

	LOT 3

	Lot 3 Providers may be asked to book interpreters in advance to ensure fulfilment. This usually happens for languages that are considered rare or harder to source. Those services will be delivered by audio/video on appointment. 

	Less than twenty-four (24) hours before the booking is due to take place. 
	They will be paid for the amount of time they were booked for. 

	[bookmark: _Hlk208339722]

	LOT 5

	Providers will not charge for any cancellations of Translations and other related services unless evidence can be provided that the assignment has already been started. If this can be evidenced, Providers can charge for the total value of the assignment. In situations when a large assignment has been given and a cancellation occurs after work has commenced, the INTRAN member reserves the right to pay for the work already carried out and to substitute it with alternative translation requirements for remainder of the assignment. E.g. translation to take ten days. After 4 days, a cancellation occurs. The alternative translation requirement will be for the remaining six days. 



Annex 1 – Typical INTRAN Booking Contexts 

Typical contexts where interpreters, translators and other language and communication support services were commonly used in 2024-25, include:    

· Health Services – primary, acute and mental health
· Statutory Social Services
· Safeguarding issues including child and adult protection
· Other Local authority (County, District and Borough councils)
· Housing  
· Schools and Education Bodies 
· Multi-agency resettlement programmes for refugees
· Social care 
· Voluntary sector work including providing legal, health and social care advice
· Immigration advice 
· Public health communications
· Private organisations delivering public-facing services (eg. repairs’ companies working for Housing Associations, healthcare diagnostics providers usually contracted our NHS members). 
· Other contexts such as community consultations, conferences, training courses, other.








[bookmark: _Hlk211589141]Annex 2 - Current Language and Communication Support Needs in 2024-25
A. [bookmark: _Hlk207730641]All INTRAN
INTRAN bookings in 2024-25 in descending order (read top-down, left to right)
	[bookmark: _Hlk207727874]Arabic 
	Tamil
	Syrian Arabic
	Khmer 
	Karen

	Lithuanian
	Amharic
	Moroccan Arabic 
	Lingala
	Bosnian

	Romanian
	Cantonese 
	Czech
	Korean
	Lebanese 

	Polish 
	Latvian 
	Yoruba
	Armenian
	Tibetan

	Portuguese 
	Punjabi-Pakistan
	German 
	Mongolian
	Macedonian

	Pashto
	French
	Uzbek
	Deaf Presenter
	Deaf Blind Hands On

	Russian
	Twi
	Hausa
	Igbo
	Azeri

	Kurdish-Sorani
	Hindi 
	Georgian
	Pahari-Pothwari
	Romany

	Bulgarian
	Slovak
	Japanese 
	Wolof 
	Swedish

	Dari 
	Kurdish-Kurmanji
	Deaf Relay 
	Irish Sign Language
	Easy Read

	Turkish 
	Portuguese Brazilian 
	Fula
	Serbian
	Swiss German 

	Sudanese-Arabic
	Italian 
	Telugu
	Hakha-Chin
	Kinyarwanda 

	Bengali
	Swahili
	Lip-speaking
	Mauritian Creole
	Arabic-Yemen 

	Ukrainian
	Thai
	Haitian Creole
	Tigre
	Danish 

	Farsi
	Gujarati 
	Tetum
	Pulaar
	Finnish 

	BSL 
	Greek
	Nuer
	Fuzhou
	Belarusian

	Vietnamese
	Indonesian
	Egyptian Arabic 
	Kirundi
	Tajik

	Mandarin
	Oromo
	Portuguese – Cape Verdean 
	English Transcript
	Marathi 

	Tigrinya 
	Malayalam
	Bahasa Indonesian
	Mandinka
	Assyrian 

	Bengali-Sylheti 
	Kurdish-Badini
	Burmese
	ASL
	Welsh

	Hungarian 
	Sinhalese 
	Braille
	Zokam
	Soninke 

	Albanian 
	Punjabi-Indian
	Dutch
	Laotian
	Note-taking 

	Urdu 
	Nepalese 
	Azerbaijani
	Kashmiri
	Chin

	Spanish
	Tagalog
	Pahari
	Norwegian
	Chuukese

	Somali
	Rohingya
	Croatian 
	Africaans
	Nigerian Pidgin




County Top 15 and ‘rare languages*’ 
*Rare languages are those languages where there is no DPSI and equivalent qualifications in the UK. Each year, INTRAN records new languages/dialects.
Please note that language needs’ analyses will be reviewed and updated by Providers and INTRAN at least once a year, as part of contract management activities. 
	CAMBRIDGESHIRE 

	Top 15
	Rare languages

	Lithuanian 
Bulgarian 
Polish 
Romanian 
Russian 
Latvian
Portuguese 
Mandarin 
Czech 
Kurdish-Sorani 
BSL 
Albanian
Urdu 
Sudanese Arabic 
Bengali-Sylheti
	Sudanese-Arabic


	[bookmark: _Hlk207788430]ESSEX 

	Top 15
	Rare languages

	Arabic 
Pashto 
Kurdish-Sorani 
Sudanese-Arabic 
Vietnamese 
Polish 
Farsi 
Turkish 
Lithuanian 
Romanian 
BSL 
Tigrinya 
Ukrainian 
Amharic 
Portuguese 
 
	Amharic
Bengali-Sylheti
Bosnian
Fula
Georgian
Haitian Creole 
Hausa
Indonesian
Kirundi
Korean
Lingala
Malay
Malayalam
Mongolian
Nepalese
Neur
Oromo
Rohingya
Sinhalese
Sudanese Arabic
Swahili
Swedish
Tagalog
Tigre
Tigrinya
Twi
Uzbek 
Wolof
Yoruba 

	HERTFORDSHIRE  

	Top 15
	Rare languages

	Sudanese Arabic
Pashto 
Arabic 
BSL 
Turkish 
Kurdish-Sorani 
Farsi
Urdu 
Dari 
Romanian 
Portuguese 
Polish 
Tigrinya 
Vietnamese 
Twi 




 
	Amharic
Azerbaijani
Bengali-Sylheti
Georgian
Haitian Creole 
Igbo
Indonesian
Kurdish-Badini
Kurdish-Kurmanji
Macedonian
Malayalam
Nepalese
Oromo
Pahari
Pahari-Pothwari
Sinhalese
Sudanese Arabic
Swahili
Telugu
Tigrinya
Twi
Yoruba





	NORFOLK 

	Top 15 
	Rare languages (3750 (6.17%) 

	Lithuanian
Arabic
Polish
Portuguese 
Russian
Romanian 
Pashto 
Kurdish-Sorani
Bulgarian
Dari 
Turkish 
Bengali-Sylheti
Mandarin
Ukrainian 
Sudanese Arabic




























 
	Afrikaans
Azeri 
Amharic
Assyrian
Azerbaijani
Belarusian
Bengali-Sylheti
Burmese
Danish
Fula
Georgian
Haitian Creole 
Hausa
Igbo
Indonesian
Kashmiri
Khmer
Kinyarwanda
Korean
Laotian
Lingala
Malay
Malayalam
Mandinka
Marathi
Mongolian
Nepalese
Nigerian Pidgin 
Norwegian
Oromo
Pahari
Rohingya
Sinhalese
Sudanese Arabic
Swahili
Tagalog
Tajik
Telugu
Tetum
Tibetan
Tigre
Tigrinya
Twi
Uzbek 
Welsh
Wolof
Yoruba

	SUFFOLK

	Top 15
	Rare languages

	Romanian 
Portuguese 
Polish 
Kurdish-Sorani
Turkish
Pashto 
Arabic 
Lithuanian 
Ukrainian 
Bengali 
Bengali-Sylheti
Russian 
Dari
Sudanese-Arabic 
Spanish 









 
	Sudanese Arabic 
Amharic 
Tigrinya 
Kurdish-Kurmanji 
Twi 
Nepalese 
Malayalam 
Indonesian 
Tagalog 
Sinhalese 
Khmer 
Yoruba 
Badini 
Telugu 
Fula 
Mauritian Creole
Haitian Creole 
Oromo
Soninke 
Chin 
Romany 
Mandinka
Finnish 
Hausa 
Kirundi 
Malay 

	OTHER 

	Top 15
	Rare languages

	Romanian 
Kurdish-Sorani
Pashto 
BSL 
Polish 
Bengali 
Albanian 
Arabic 
Turkish 
Sudanese Arabic  
Dari 
Portuguese 
Farsi 
Punjabi-Indian
Bengali-Sylheti
	Igbo
Twi
Tigrinya
Tagalog
Sudanese Arabic
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