Invitation To Tender (ITT)
For the provision of
A comprehensive IT Managed Service
Issue date: 12th December 2025
Closing date and time: 20th January 2026 12:00 Noon
Overview: Taunton Town Council was created on 1 April 2023, our vision is for our town to be vibrant, welcoming and looking to the future. Engaging inclusively alongside their communities to create a better place, providing an improved, sustainable, and life-enhancing environment that celebrates its rich heritage. 
Taunton Town Council’s vision is Shaping Taunton’s Future. The Council comprises 20 elected representatives that are democratically elected every four years. For Town Council purposes Taunton is divided into 14 political wards.
Taunton Town Council has been awarded the Gold Award by the National Association of Local Councils (NALC). This prestigious award is a significant achievement and recognises that Taunton Town Council operates to a high standard in governance, financial management, community engagement, and overall service delivery. The Gold Award is part of NALC’s Local Council Award Scheme, which assesses councils against a range of best practice criteria to ensure they are well-managed, efficient, and responsive to the needs of their communities. 
Our Vision 

· Celebrating our heritage, shaping our future, working alongside our 

communities for a better Taunton.

· Our County Town will be vibrant, welcoming and looking to the future, 

with an inclusive and engaged community.

· Working together to create a better Town that provides an improved, 

sustainable, and life-enhancing environment that celebrates our rich 

heritage.

Our Mission: Shaping Taunton’s Future

The Plan has five key priorities:

· Priority One: A Prosperous Town: Increase economic prosperity and encourage a vibrant and diverse town. Develop improved services to meet the demand as it grows by Championing Our Businesses and Investing in the Town.
· Priority Two: A Sustainable Environment: Responding positively to the climate change challenge of our time and seeking to protect and improve the local environment for the benefit of present and future generations of townspeople.
· Priority Three: An Engaged Community: Develop a greater sense of civic pride in the Town across all age groups, improving the level of public engagement and working towards Strengthening and Supporting our Community’s Wellbeing. Positively ensuring Your Voice is Heard throughout everything we do.
· Priority Four: A Vibrant Culture: Supporting organisations delivering cultural and social events throughout the Town by working collaboratively to Energise Arts and Culture.
· Priority Five: A Council That Delivers: Being a Well Run Future Focused Council by developing the capacity and skills within the Council to equip it to best deliver its aims and services efficiently, effectively, imaginatively, and collaboratively.
Brief description of requirement:

Taunton Town Council invites suitably qualified and experienced suppliers capable of providing strategic guidance, technical support, and managed services to submit tenders for the provision of a comprehensive IT Managed Service to ensure reliable, secure, and efficient IT operations. 
 
The Council currently operates within the Microsoft 365 ecosystem, with approximately 62 laptop users and 43 mobile users (20 of which are elected members). We are distributed across 2 sites, Deane House (TA1 1HE) and Trafalgar House (TA1 5LY). 
The Council currently hosts no on-premises servers. 
Timetable: 
	Tender ITT Issue and publication
	17th December 2025

	Clarification Deadline
	13th January 2026

	Tender Submission Deadline
	20th January 2026 12:00 Noon

	ITT validity period
	90 days from the closing date

	Estimated Award of contract
	March 2026

	Contract Commencement date
	April 2026

	Payment terms
	Payment to the Contractor will be within 30 days of receipt of invoice 


Procedure: 

Open procedure.
Submission details:
All tenders to be summitted in English
All tenders to be submitted using Ariel 12 and preferably in PDF format

All prices shall be stated in pounds sterling and exclusive of VAT.

The Council reserve the right to hold clarification meetings, site visits and interviews as the Council consider appropriate, both before and after Tender submission

Tenderers may seek clarification on any of the points contained in the Tender documents, by contacting the named person via e-mail; The Officer responsible for this procurement is Louise Rowe. Any queries must be raised via email to procurement@taunton-tc.gov.uk by no later than 13th January 2026.  
Tenderers must obtain at their own expense all the information that they need for the

preparation of their Tender. 

All completed tenders must be submitted to:  
itmanagedservice@taunton-tc.gov.uk
By the deadline stated,

Under the Contract Tenderers must keep to the Council’s policies. Tenderers are

advised to satisfy themselves that they understand all of the rules of the Contract

before submitting their Tender.
Submission Requirements 
Suppliers must include: 
1. Company profile and contact details 
2. Proposed onboarding and transition plan 
3. Pricing schedule 
4. A detailed response to each point of the specification, clearly indicating where your proposed solution meets, does not meet, or exceeds the stated requirements and targets. 
5. Completion of all questions outlined in the tender scoring. 

The Council are subject to The Freedom of Information Act 2000 (Act) and The Environmental Information Regulations 2004 (EIR).

· As part of our duties under the Act or EIR, the Council may need to disclose information about the procurement process or the Contract to anyone who makes a reasonable request.

· If Tenderers think that any of the information given in their Tender is commercially sensitive (meaning it could reasonably cause prejudice to the organisation if disclosed to a third party); then Tenderers should clearly mark this as ‘Not for disclosure to third parties‘.  Tenderers should also give valid reasons in support of the information being exempt from disclosure under the Act and the EIR.

Award Criteria and weightings:
	Criteria 
	Marks Available 

	Answer fully meets the required standard  
	10 

	Answer partially meets the required standard in one area, but fully meets the required standard in other areas 
	8 

	Answer partially meets the required standard across multiple, but not all, areas 
	6 

	Answer significantly falls short of the required standard and contains multiple shortcomings across all areas  
	4 

	Answer fails to meet required standard in all areas 
	2 

	No answer provided  
	0 


	Quality
	65%

	Environmental 
	5%

	Price
	30%

	Overall
	100%


Subcontracting or Collaborative bids:

Will you be Subcontracting any part of this contract?

If Yes to the above please provide further details, to include subcontractor details and amount of works or services to be Subcontracted.
Are you part of a Collaboration to provide this contract?

If Yes to the above question please provide details: 
Objectives of the Contract 
The Council requires an MSP who will: 
1. Provide a fully managed IT support service, covering end-user devices, software, network, and security.  
2. Ensure robust cybersecurity, data protection, and compliance with UK GDPR and NCSC standards. 
3. Support and optimise Microsoft 365 administration (Exchange, SharePoint, Teams, Intune, Power Platform). 
4. Ensure business continuity through effective backup, recovery, and resilience planning. 
 
Scope of Services 
The MSP will be expected to provide (but not limited to) the following: 
 
4.1 Service Desk and End-User Support 
· 1st–3rd line support via phone, email, and remote access available within core working hours (0830-1730, ideally beyond) 
· On-site support as required within agreed SLA 
· New user setup, onboarding, and device provisioning 
· Printer, Wi-Fi, and network troubleshooting 
 
4.2 Infrastructure and Cloud Management 
· Administration of Microsoft 365 tenant and Azure AD 
· Intune device management (Windows & iOS) 
· Software patching and updates 
· Backup management and disaster recovery planning 
 
4.3 Cybersecurity 
· Endpoint protection (Defender for Business or equivalent) 
· Threat monitoring, detection, and response 
· MFA, Conditional Access, and identity management 
· Annual penetration testing and security audit support 
 
4.4 Reporting and Governance 
· Monthly performance reports (tickets, uptime, incidents, trends) 
· KPI tracking: response/resolution times, SLA adherence, system uptime 
 
5. Supplier Requirements 
Tenderers must demonstrate: 
· Proven experience delivering MSP services (preferably local government). 
· Accredited Microsoft Partner (at least Solutions Partner for Modern Work). 
· ISO 27001 (Information Security Management) or equivalent security standard. 
· Proven expertise in Microsoft 365 administration. 
· Cyber Essentials Plus certification. 
· Demonstrable experience in supporting hybrid environments and Apple device management. 

8. Deliverables and Implementation stage 
	 
	Description 
	Timescale 

	1 
	Mobilisation and service transition 
	Within 30 days of award 

	2 
	Initial audit and baseline documentation 
	Within 60 days 

	3 
	Service commencement 
	Within 90 days 


 
9. Contract Management 
The MSP will report to the Business Optimisation Lead (Paul Vickery) and Corporate Business Manager (Bryony Wharton). 
Quarterly service reviews will monitor KPIs, risks, and improvement opportunities. 
Evaluation Technical 65%
 
	Number
	weighting
	Question
	Response

	1
	10
	Please explain your previous experience including at least three examples of comparable customers within the last 5 years. Please include the organisation size and sector.
	

	2
	15
	Describe the quality assurance processes you will use to ensure consistent delivery of IT services throughout the contract.
	

	3
	15
	Explain your process for identifying, monitoring, and responding to cyber threats and vulnerabilities.
	

	4
	20
	What backup and disaster recovery solutions will you provide to ensure business continuity in the event of a catastrophic incident? Please include details on:

- Frequency and type of backups (full, incremental, offsite, cloud-based)
- Recovery Time Objective (RTO) and Recovery Point Objective (RPO)
- Testing and validation of backup integrity
- Failover and redundancy measures
- Data residancy (UK / EU Only)

	

	5
	10
	Please describe your organisation’s process for reporting, tracking, and monitoring support queries, including how outstanding issues are managed and communicated to the customer. In your response, outline any systems or tools used, escalation procedures, and how performance against service levels is monitored and reported.

	

	6
	10
	Please outline your Service Level Agreements (SLAs), including response and resolution times, and explain how incidents are categorised or prioritised by severity. In your response, detail the criteria used for each severity level and the corresponding service targets.

	

	7
	10
	How will you ensure the ability to conduct on-site visits when required during the contract term? Please include details on:

- Availability of qualified personnel for site visits
- Response times for urgent on-site support
- Geographic coverage and travel arrangements
- Any limitations or conditions that may affect site visit scheduling

	

	8
	5
	Please outline any additional services or value-added offerings your organisation can provide that may support Taunton Town Council.

	


Evaluation Environmental 5%

Carbon footprint management:

Can you provide details of your organisation’s carbon footprint (including Scope 1, 2 and relevant Scope 3 emissions) and outline the actions you are taking to reduce your environmental impact?
Energy efficiency of services:

How do you ensure that your data centres, cloud services, and IT infrastructure are energy efficient, and do you use renewable energy to power your operations? Please provide evidence where available.

Sustainable hardware lifecycle:

What policies and practices do you have in place to extend the lifespan of hardware, promote repair and refurbishment, explore inclusion of sustainable materials and ensure environmentally responsible disposal or recycling of end-of-life equipment?

Environmental certifications and supply chain:

What environmental management standards or third party certifications do you hold (e.g., ISO 14001), and how do you manage environmental performance and sustainability within your supply chain?
Pricing
Prices are to be submitted in Pounds Sterling and exclusive of VAT. It should be assumed that all the requirements under the specification should be included in the costing proposal. 

Note – You may adjust the size of the following text boxes to suit your response.
Costs

The costs should be broken down into components with a full description of each component and its associated costs. 

Tenderers must provide a clear breakdown of costs, including: 
· Per-user or per-device monthly support costs 
· Setup/migration costs 
· Optional project consultancy, on-site support or other hourly rates 
· Licensing and third-party service mark-ups (if applicable) 
· Any other anticipated costs 
· Annual cost summary (Years 1–3) 
 
	Service component description
	 Costs (£)

	
	

	
	

	
	

	
	

	
	

	
	

	Total Costs (£) *


	£


* No additional costs will be considered by the Council(s) unless these are clearly stated in the pricing schedule response.

Please confirm you agree to the 24 month fixed price period

Yes  
No 
PROFESSIONAL & BUSINESS STANDING 
Has your organisation, at any time during the last 3 years, been in a state of bankruptcy, insolvency, compulsory winding up, administration, receivership, composition with creditors or any analogous state, or subject to relevant proceedings where the proceedings were commenced for valid reasons?

YES / NO

Has your organisation, its directors or any other person who has the power of representation, decision or control of the named organisation ever been convicted of a criminal offence related to business or professional conduct, including fraud or conspiracy to defraud? 



YES / NO
Has your organisation had any judgement made against it in relation to similar contracts in the last three years?


YES / NO

Has your organisation been involved in any tribunal hearing in relation to any similar service in the last three years, which has resulted in a judgement being made against it?  





YES / NO




References:
Please provide details of up to 3 contracts, in any combination from either the public or private sector, voluntary, charity or social enterprise that are relevant.  Contracts for supplies or services should have been performed during the past 3 years.

The named contract provided should be able to provide written evidence to confirm the accuracy of the information provided below.

Consortia bids should provide relevant examples of where the consortium has delivered similar requirements.  If this is not possible, then 3 separate examples should be provided between the principal members of the proposed consortium.
If you are not able to provide a response, please clarify and describe below how you believe your organisation can meet the requirements of the specification.
	Contract title 
	Details of work carried out
	Contact details 

	
	
	

	
	
	

	
	
	


Insurance details:

Details of Insurance required:

	Public liability insurance
	£5,000,000

	Employer’s liability insurance
	£5,000,000

	Professional indemnity insurance
	£5,000,000


Please ensure that Sub-Contractors involved in the provision of the Services hold and maintain appropriate cover also

Please confirm that your organisation has the required level of cover or is prepared to obtain the level of cover prior to award.
FORM OF TENDER

Contract for the provision of [Tender Title] to Taunton Council 

Ref: [Tender Reference]
I/We hereby tender to enter into a contract with Taunton Town Council to provide the goods and/or services in the Specification in accordance with the Tender Documents and this Invitation to Tender including without limitation the Terms and Conditions of Contract and the prices entered in the Pricing Schedule. 

I/We agree the insertion by us of any conditions qualifying this tender shall not affect the Tender Documents and may cause the tender to be rejected.  We confirm that we have not made any unauthorised alteration to the Tender Documents.

I/We agree that this tender shall remain open to be accepted and cannot be withdrawn for a period of Ninety Days from the tender return date.

I/We understand that you are not bound to accept the lowest or any tender you may receive.

I/We undertake, in the event of your acceptance, to execute with you any formal agreement which may be deemed necessary, embodying all the conditions and terms contained in this offer, as soon as reasonably practical upon being called to do so.

I/We warrant that we have all requisite authority to sign this Invitation to Tender and confirm that we have complied with all the requirements set out herein.

	Signed
	

	Name
	

	Date
	

	On Behalf of
	

	Position
	


NOTE:  THIS CERTIFICATE MUST BE SIGNED AND COMPLETED BY THE TENDERER AND RETURNED WITH THE TENDER. FAILURE TO FULLY COMPLETE AND SIGN THE CERTIFICATES MAY LEAD TO THE REJECTION OF YOUR TENDER.

Certificate of Non-collusion and Non-canvassing

[Description of Services, Works, or Goods (the ’Contract’)
To:
Taunton Town Council
Date:
For the attention of: [Procuring Officer]
Note to Organisation: As a public body it is important that the Council receives genuine competitive offers from Tenderers, and that all Tenderers act in a manner that is honest and reflects best practices. Tenderers are therefore required to sign this document to certify that they have not and will not undertake any acts of canvassing or collusion.
Statement of Non-canvassing

I/We certify the following.

I/we hereby certify that I/we have not canvassed any member, director, employee or adviser of the Council in connection with this Tender and the proposed award of the Contract by the Council and that no person employed by me/us or acting on my/our behalf, or advising me/us, has done any such act.

I/we further hereby undertake that I/we will not canvass any member, director, employee or adviser of the Council in connection with this Tender and the proposed award of the Contract and that no person employed by me/us or acting on my behalf, or advising me/us, will do any such act. I/we agree that the Council may, in consideration of this bid, and in any subsequent actions, rely upon the statements made in this Certificate.

Statement of Non-collusion

The essence of the public procurement process for selective tendering for the Contract is that the Council shall receive bona fide competitive Tenders from all Tenderers.

In recognition of this principle, I/we hereby certify that this is a bona fide offer, intended to be competitive, and that I/we have not fixed or adjusted the amount of the offer or the price in accordance with any agreement or arrangement with any person (except any sub-contractor identified in this offer). 

I/we also certify that I/we have not done, and undertake that I/we will not do, at any time during the tender process or in the event of my/our Tender being successful while the resulting Contract is in force, any of the following acts:

1 enter into any agreement or agreements with any other person that they shall refrain from tendering to the Council or as to the amount of any offer submitted by them; or

2 inform any person, other than the Council of the details of the Tender or the amount or the approximate amount of my/our offer except where the disclosure was in confidence and was essential to obtain insurance premium quotations required for the preparation of the Tender; or

3 cause or induce any person to enter into such an agreement as is mentioned in paragraph 1 and 2 above or to inform us of the amount or the approximate amount of any rival Tender for the Contract; or

4 commit any offence under the Bribery Act 2010 nor under Section 117 of the Local Government Act 1972; or

5 offer or agree to pay or give or actually pay or give any sum of money, inducement or valuable consideration directly or indirectly to any person for doing or having done or causing or having caused to be done in relation to any other Tender or proposed Tender for the performance of the Project covered by the Tender any act or omission. 

In this Certificate, the word ’person’ includes any person, body or association, corporate or incorporate and ‘agreement’ includes any arrangement whether formal or informal and whether legally binding or not.

I/we agree that the Council may, in its consideration of the offer, and in any subsequent actions, rely upon the statements made in this certificate. 

Signed 



Name  



Position 



For and on behalf of [Insert the name of your company here]
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