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Invitation to Tender: Shared ownership information project
1. Overview
The Leasehold Advisory Service (Lease) is seeking a supplier to lead the design and delivery of clear, accurate and user-centred information for people with shared ownership homes. The aim is to help owners to not only understand their rights, responsibilities, and options including when things go wrong or change, but to empower them to be in control of their property circumstances. The supplier will work with Lease subject matter experts and our legal advisers and partner to produce a comprehensive suite of content for our public advice website optimised for Google and AI, detailed internal guidance for advisers, and model answers to enable the provision of consistent, high-quality advice.
The work must meet the Government Service Standard and be completed before 31 March 2026.
2. Objectives
The supplier will:
· develop clear, concise, and accessible content for people in shared ownership homes
· support Lease in building a comprehensive internal knowledge base
· produce tested and validated model answers for advisers
· ensure all outputs are informed by user research and follow the Government Service Standard
3. Deliverables
1. Public-facing web content for the Lease website: comprehensive plain English information for all types of shared ownership owners that meets their needs with the right level of information and detail. This could include (but isn’t limited to) key shared ownership topics like:
· rights and responsibilities, 
· rent, repairs, maintenance and service charges,
· lease extensions, staircasing valuations and selling
· disputes and escalation routes
· Interacting with freeholders, housing associations and other relevant parties
2. Internal knowledge base content: detailed legal and procedural information to support adviser decision-making, including references to relevant legislation, regulations and case law (in collaboration with the legal partner).
3. Model adviser responses: template answers to common shared ownership queries for use in advice scripts, emails and digital tools.
4. Discovery findings report: including key user needs, pain points, tested assumptions and example case studies (including ones which could potentially be included in future comms or public materials)
Specific content topics, structure and requirements will be developed and agreed with Lease based on the discovery and alpha findings. The outputs of this project will be decided in an iterative manner based on user needs.
4. Scope
The supplier will provide user-centred design and digital expertise across discovery, alpha and beta phases. The supplier will not be expected to provide specialist legal advice, which will be procured separately. The supplier must collaborate effectively with Lease and the appointed legal partner to ensure accuracy and alignment across all content.
5. Approach
Discovery
· Identify and understand the needs of users, including shared owners, prospective buyers, and those in dispute.
· Understand, test and validate Lease team riskiest assumptions 
· Review existing content from Lease, other government and wider sector bodies to identify content gaps and user needs.
· Map the user journey and pain points across the shared ownership lifecycle, focusing on where better help and guidance would help shared home owners to understand their rights and responsibilities, resolve pain points and issues.
· Produce:
· user needs statements and journey maps
· discovery findings and recommendations
· initial content priorities and structure
Alpha
Develop prototype content, test and iterate with real users to ensure it is understandable, actionable and accessible. 
· Conduct user research and validation, focusing on clarity and confidence in understanding rights and responsibilities.
· Light touch review of legal accuracy in conjunction with Lease legal advisers to ensure direction and understanding is sound
· Produce:
· validated content patterns and exemplar pages
· prototype structure for the knowledge base
· findings and recommendations for beta
Beta
Produce full sets of web content, adviser model answers and internal knowledge base entries.
· Test content and model answers with users (including shared homeowners, , housing associations, redress and advice organisations (e.g. Housing Ombudsman) and advisers, refining based on feedback.
· Ensure content meets government accessibility  standards (WCAG 2.2) accessibility standards
· Ensure content is well structured for Search and Generative AI optimisation
· Prepare for publication using Wagtail CMS and handover to Lease content and digital teams.
· Produce:
· finalised content and knowledge base materials
· tested adviser model answers 
· implementation and handover documentation
Out of scope
This project does not include website development or changes to the Lease website. Content should be produced to be able to be added to the Lease site. Exact format to be confirmed in Alpha. Should discovery or alpha suggest more complex deliverables that static content Lease will review and decide the best course of action accordingly.
6. Roles and responsibilities
Lease team, Timescale, Caveats & Instructions for Bidders
· Product owner (ease): accountable for project scope, priorities and approvals.
· Internal legal adviser; 
· provide context on leasehold and advice operations.
· test model answers and knowledge base usability.
· Legal supplier: validate legal accuracy of all content.
Estimated total duration:  9-15 weeks
Delivery completion: by 31 March 2026
All information contained in this RFP and any responses provided by vendors will be treated as confidential and used solely for the purpose of evaluation.
All intellectual property rights arising from the work carried out under this arrangement will vest in and be owned by Lease. The supplier will retain ownership of any pre-existing intellectual property but must grant the Lease a perpetual, royalty-free licence to use it as required to operate or maintain the deliverables.
Expressions of interest and clarifications should be emailed to Amandeep Wiechers. 
Proposals must be submitted electronically in PDF format to: procurement@lease-advice.org with the subject line: “Shared Ownership Content Procurement – Leasehold Advisory Service” 
Any queries regarding this RFP should be directed to: Amandeep Wiechers amandeepwiechers@lease-advice.org 
7. Budget
Estimated total: £100,000 + VAT
This includes:
· discovery, alpha and beta phases
· user research, content design and service design
· project management and coordination with Lease and legal partner
· travel or workshop expenses if required
8. Evaluation criteria
Tenders will be evaluated based on:
1. Understanding of user needs: evidence of user-centred design and accessible content delivery. 30%
2. Approach and methodology: quality of proposed approach, alignment with the Government Service Standard, and effective integration of user research. 30%
3. Team and capability: strength and relevance of proposed team members and structure. 20%
4. Value for money: proportionate cost and realistic delivery plan. 10%
5. Collaboration: ability to work effectively with legal partners and Lease internal teams. 10%

9. Submission and timetable
· ITT issued: Friday 7th November 2025
· Clarification questions deadline: Friday 14th November 2025
· Bidder information session – Thursday 20th November 1pm onwards – please note, you will need to express interest for this session to participate
· Submission deadline: COB Wednesday 26th November 2025
· Supplier appointed: December 2025
· Project start: December 2025
· Completion deadline: 31 March 2026
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