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Document B: Non-Cost Award Criteria 

	Nominated Contact Person’s Details (Tenderers)
(To whom all communications shall be directed and accepted until this competition has been completed or terminated)

	Name
	Click here and insert details

	Title & Position in Company
	Click here and insert details

	Company Name
	Click here and insert details

	Telephone No.
	Click here and insert details

	Postal Address
	Click here and insert details

	E-mail Address
	Click here and insert details





	[bookmark: _Toc16846148]Instructions

	This Tender Response Document (TRD) – Document B applies to 011-03-609: Establishment of a Single Member Framework Agreement for the Provision of ICT Managed Services 2026-30

	[image: https://www.citycloud.com/wp-content/uploads/2014/07/tip.png]
	Instructions for completion of Document B Non-Cost Award Criteria 
· Tenderers who wish to be considered for this competition must complete all sections of this document. 
· Particular attention is drawn to the Minimum Qualifying Thresholds which apply to Award Criteria A1, A2 A3 and A5.
· All criteria will be evaluated as a whole.




	
	Award Criteria
	Marks Available 
	Minimum Qualifying Marks* 60%

	A1. 
	Service Transition & Mobilisation
	100
	60

	A2. 
	Service Management & Governance
	200
	120

	A3. 

	Service Levels & Performance Management
	150
	90

	A4.
	Resourcing Model & Key Personnel
	200
	120

	A5. 

	Proposals for Sustainability & Social Value (Greening IT)
	50
	30




	[bookmark: _Toc16846149]

Award Criterion 1: Service Transition & Mobilisation (100 Marks)
Page Limit: N/A




	[image: https://www.citycloud.com/wp-content/uploads/2014/07/tip.png]
	Tenderers must describe in a clear and comprehensive manner their proposed Approach to Service Transition & Mobilisation to meet the requirement as outlined in Appendix 1 of the RFT:
Issues for consideration may include but are not necessarily limited to:
· The quality of the Tenderers overall approach and methodology to the mobilisation of the services.
· Provide a mobilisation plan covering TUPE coordination (if applicable), knowledge transfer, cutover approach, service continuity, onboarding, tooling integration, risk mitigation, governance launch and early life support
· Include a 90-day plan with milestones, Gantt, risks and mitigations and resourcing. Must include separate streams for: (a) Service Desk transition and (b) SOC transition & onboarding, to include removal of existing MSP monitoring tools and the roll-out of new monitoring tools, if required.


	Click here and insert response 
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Award Criterion 2: Service Management & Governance (200 Marks)
Page Limit: N/A




	[image: https://www.citycloud.com/wp-content/uploads/2014/07/tip.png]
	Based on the specification detailed in Appendix 1 of the RFT, Tenderers must describe in a clear and comprehensive manner their core approach to delivering the managed services.
Issues for consideration may include but are not necessarily limited to:
· Describe your end-to-end service desk operating model (channels, hours, triage, escalation, incident/request flow).
· Describe the SOC operating model, what tools will be used, how cyber incidents will be managed, triage process, escalation, remediation process etc. This should cover how the SOC will engage with 3rd parties as required.
· Describe how CRU data will be managed, stored, processed and protected, including encryption and detail protections in place for the processing and storing of data that falls under the GDPR.  
· Include sample knowledge articles, shift patterns, call handling model, ticket categorisation, automation/self service capabilities.
· Provide an example of dashboards, sample monthly service reports, CSI backlog template.
· Describe the proposed governance structures including RACI and reporting suite.
· Demonstrate the proposed approach to contract management, including proposed communications process, liaison and escalation points between the CRU and the Tenderer
· Demonstration of a clear understanding of issues that may arise in respect of the provision of requirements and must outline these issues and describe your approach to the management of such issues and escalation procedures.
· Describe how the SOC will provide 24/7/365 cover and what reporting mechanisms will be in place to support SOC operations.

	Click here and insert response 





	

Award Criterion 3: Service Levels & Performance Management (150 Marks)
Page Limit: X




	[image: https://www.citycloud.com/wp-content/uploads/2014/07/tip.png]
	Based on the specification detailed in Appendix 1 of the RFT, Tenderers must describe in a clear and comprehensive manner their core approach to delivering the outcomes required in Appendix 1 of the RFT based on objective and verifiable reporting methods.
Issues for consideration may include but are not necessarily limited to:
· Proposed Service Desk SLAs aligned to the targets set out in Appendix 1 of the RFT.
· Details of response/restore targets, abandonment rate, FCR (First Contact Resolution), CSAT, digital experience, availability targets, request turnaround; end user experience/DEX metrics etc. 
· Proposed approach to service credits for performance failures.
· Approach to service improvement and innovation to add measurable value over term and how this is verified by baselines/targets. For example - continuous improvement framework, backlog governance, quantified benefits tracking (ticket deflection, MTTR reduction, patch compliance, end user satisfaction/CSAT, LCC/TCO savings).
· Describe processes for knowledge creation, accuracy and review cycles.

	Click here and insert response 
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Award Criterion 4: Resourcing Model & Key Personnel (200 Marks)




	[image: https://www.citycloud.com/wp-content/uploads/2014/07/tip.png]
	Based on the specification detailed in Appendix 1 of the RFT by the CRU, please outline the resources you intend to deploy to provide the required Services.  Provide all resourcing information in the format requested. Tenderers should answer and provide details on all sections of this criterion. 
Parts A and B are required to be completed.


	

	A. Tenderers should address the following:
· Clearly demonstrate your proposed resourcing structure including resource allocation and management accountability to meet the requirements of the CRU. 
· Provide an organogram / organisation chart showing the allocated resources and roles relevant to this RFT.
· Outline the availability of the key proposed resources demonstrate your firm’s ability to supply the required, suitably competent resources for the term of the Framework.. 
· Clearly demonstrate proposed time allocation (FTEs) – e.g. weekly FTE allocations; and escalation lines for Managed Services.
· Provide details of approach to knowledge management; training and upskilling of resources proposed (specifically in relation to CRU systems, applications and networks), to ensure effective service delivery. 
· Describe your approach to avoid turnover risk, ensure continuity of services and manage replacement of resources.
· Provide CV summaries for key roles in Part B below; respond separately for proposed Service Desk FTEs and Team of Resources for Digital Projects. Note: The CVs should include all resources that will be assigned to delivery the core ICT Service Desk, ICT Managed Services & SOC-Services. Please also specify resources that are available for the delivery of Digital Transformation Projects and include sample CVs for Project Manager(s) and Enterprise Architect(s). 




Tenderers to insert Response here to Part A 

 







	PART B RESPONSE TEMPLATE TO BE COMPLETED

	B. Tenderers should address the following:
· List the Key Personnel in the template provided. 
· Provide Biographical Details for each member of the proposed team the template provided. The response must demonstrate the following: Number of years’ experience, qualifications, employment record and roles held.
· Provide Specialist Knowledge for each member of the proposed team in the template provided. The response must demonstrate the following: Experience, Competencies and Skills (consulting tools and techniques).
· Provide Previous and Relevant Experience Details for each member of the proposed team in the template provided. The response must provide details on your previous and relevant client experience. The response must demonstrate where you have applied knowledge/skills in practice, the results achieved and the relevancy to the CRU requirements. Tenderers may use the same assignment(s) or project(s) for individuals if deemed beneficial to your response.

	Key Personnel 

	Please list the Key Personnel who you propose will be directly involved in the delivery of the required services to the CRU.  

	Name
	Professional Grade
	Proposed Role

	Click here and insert name
	Click here and insert Professional Grade
	Click here and insert details

	Click here and insert name
	Click here and insert Professional Grade
	Click here and insert details

	Click here and insert name
	Click here and insert Professional Grade
	Click here and insert details

	Click here and insert name
	Click here and insert Professional Grade
	Click here and insert details



	Biographical Details

	Please provide biographical details for each member of the proposed team who it is proposed will be responsible for and involved the delivery of the requirements to CRU. 

	Name
	Click here and insert response

	Position in Firm
	Click here and insert response

	Role 
	Click here and insert response

	No. of Years’ Experience
	Click here and insert response

	

	Qualification Details: Educational/Professional/Training Record

	Description 
	Year Obtained
	Accreditation Body

	Click here and insert response
	Insert Year
	Click here and insert response

	Click here and insert response
	Insert Year
	Click here and insert response

	Click here and insert response
	Insert Year
	Click here and insert response

	Click here and insert response
	Insert Year
	Click here and insert response

	Click here and insert response
	Insert Year
	Click here and insert response

	Click here and insert response
	Insert Year
	Click here and insert response

	

	Employment Record

	Employer 
	Period
	Role Held

	Click here and insert response
	Insert Period
	Click here and insert response

	Click here and insert response
	Insert Period
	Click here and insert response

	Click here and insert response
	Insert Period
	Click here and insert response

	Click here and insert response
	Insert Period
	Click here and insert response

	Click here and insert response
	Insert Period
	Click here and insert response

	Click here and insert response
	Insert Period
	Click here and insert response



	Specialist Knowledge - Experience, Competencies and Skills 

	Tenderers to insert Response here 




	Previous and Relevant Experience Details

	Tenderers to insert Response here 
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Award Criterion 4: Proposals for Sustainability & Social Value (Greening IT) (50 Marks)
Page Limit: N/A




	[image: https://www.citycloud.com/wp-content/uploads/2014/07/tip.png]
	Based on the specification detailed in Appendix 1 of the RFT, Tenderers must describe their approach to the sustainability and improving social value of business operations as it applies to the delivery of the services required under this contract. Such approaches may include:
· Specific proposals to address the environmental impact of the services being delivered which result in measurable reductions in emissions, energy, resource use or equivalent.
· Focus on contract specific measures to reduce environmental impact (e.g., device power policies, cloud carbon optimisation, device circularity, certified disposal/WEEE, travel minimisation), and / or social measures (e.g., apprenticeships, upskilling, local SME participation in the service supply chain) linked to delivery.
· Quantify expected impacts/ how measured; e.g. a 12–24 month improvement roadmap with KPIs and quantified benefits.



	Click here and insert response 
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