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Overview:

St James’s Hospital is seeking a comprehensive, integrated Quality, Safety and Risk Management System (QSRMS) capable of enabling best practice in patient safety & risk management, healthcare quality assurance and improvement, the management of service user feedback, organisational learning and effective governance. 

Building on over two decades’ experience of using electronic tools to support QSRM, the hospital, through its Quality and Safety Improvement Directorate (QSID), envisions the application of contemporary technology to advance its QSRM capability, while also optimising work-flow efficiency, service reliability and value.  As an academic teaching hospital, St James’s Hospital, places the patient at the centre of all its endeavours.  The hospital prioritises patient and staff safety and wellbeing and recognises the importance of systems data in driving healthcare assurance and improvement, staff education and research. 

At its core, the proposed solution must incorporate the following modules, as specified in this document:

· A Safety Incident Management module, including, but not limited to, patient safety incidents, medication safety incidents, staff safety incidents, public liability and environmental incidents, enabled by configurable incident taxonomies (e.g., Irish national taxonomies).
· A Risk Register to support organisational risk governance, including the ability to create, categorise, assess and score risks using an embedded matrix aligned with best-practice methodologies.
· A dedicated Patient Experience module, capable of supporting the intake and storage of multi-channel feedback (e.g., letters, documents, emails), including complaints, compliments, concerns, comments and staff-reported feedback, enabling case management, response generation and data analysis using categorisation taxonomies.
· A Recommendations/Actions module to manage organisational learnings and track system improvements.  
· A Clinical Audit register, supporting end to end study management and document storage.

Additional functionality considered advantageous, though not essential, includes a quality improvement project register, a document management system for Policy, Protocol, Procedure and Guidelines (PPPGs), and a Safety Alerts management module.   

Key capabilities underpinning all the above functions are expected to include: 

· Capacity and ease of customisability of the system to the Irish healthcare and hospital context.
· Interfacing with the hospital’s existing ICT systems, including email.
· Ability to generate and disseminate analytical reports, including customisable dashboards, reports and dashboards, with customisable levels of access.   
· Ability to communicate with service-level staff, including customisable notifications of time-critical process steps.
· Unique case-identification numbers for each function/module 
· Facilitation of customisable, thematic analyses within and between modules.
· An auditable system access trail, with the capability to generate engagement metrics.
· Document management and storage, within each module. 










The St James’s Hospital Specification and Minimum Requirements for a Quality, Safety & Risk Management System are as follows:

	1. Incident Management Module

	A comprehensive incident management system that supports:

	
	
	Compulsory 
	Desirable 
	Tenderers Comment

	1
	End‑to‑end incident reporting, recording, and follow‑up
	√
	×
	

	2
	Document and evidence upload
	√
	×
	

	3
	Communications log and audit trail
	√
	×
	

	4
	Notifications on amendments
	√
	×
	

	5
	Built‑in risk matrix and taxonomy classification, including MERP classification for medication safety
	√
	×
	

	6
	Embedded help, prompts, and training supports
	√
	×
	

	7
	Ability to import a customisable medication library
	√
	×
	

	8
	Automatic notifications for updates and workflow actions
	√
	×
	

	9
	Linking between related records/events
	√
	×
	

	10
	Integrated search with EHR
	√
	×
	

	11
	Dashboards, analytics and visual reporting
	√
	×
	

	12
	Integrated with SJH PPPG Library
	×
	√
	




	2. Risk Register Module

	A full risk management platform enabling:

	
	
	Compulsory 
	Desirable 
	Tenderers Comment

	1
	Creation, assessment, and management of risks
	√
	×
	

	2
	Risk matrix scoring
	√
	×
	

	3
	Embedded guidance and training
	√
	×
	

	4
	On‑platform completion of risk assessments
	√
	×
	

	5
	Secure storage and retrieval of documents
	√
	×
	

	6
	Communication and follow‑up tracking
	√
	×
	

	7
	Taxonomy categorisation
	√
	×
	

	8
	Record linkage for trend identification
	√
	×
	

	9
	Dashboards, analytics, and visual reporting
	√
	×
	

	10
	Integrated with SJH PPPG Library 
	×
	√
	
















	3. Patient Experience Module

	A patient-feedback (complaints, compliments, concerns, comments) management solution providing:

	
	
	Compulsory 
	Desirable 
	Tenderers Comment

	1
	Recording and tracking of patient feedback and related communication
	√
	×
	

	2
	Secure documentation repository including response templates & space for staff input & evidence gathering
	√
	×
	

	3
	Communications and follow‑up workflow (Automated notifications and reminders)
	√
	×
	

	4
	Customisable taxonomies at data entry, analysis and reporting (e.g., HCAT or equivalent, HIQA standards, HSE themes) 
	√
	×
	

	6
	Integrated search with EHR
	√
	×
	

	7
	Dashboards, analytics and visual reporting
	√
	×
	

	8
	Trend analysis
	√
	×
	

	9
	Role‑Based Permissions & Governance Controls
	√
	×
	

	10
	Track action plans and recommendations
	√
	×
	

	11
	System should support capturing frontline feedback (stage 1) in addition to formal (stage2)
	×
	√
	

	12
	Automated risk flagging (e.g., when complainant reports: self‑harm, threat of harm, clinical safety issues)
	×
	√
	

	13
	Multi‑Channel Intake (portal, online form, email, letter, app, staff submitted reports)
	×
	√
	

	14
	AI‑assisted categorisation, data extraction & capture to populate data fields
	×
	√
	

	15
	Integrated with SJH PPPG Library 
	×
	√
	




	4. Recommendation’s / Actions Module

	A unified recommendations tracking and management function that includes:

	
	
	Compulsory 
	Desirable 
	Tenderers Comment

	1
	Central repository of improvement recommendations 
	√
	×
	

	2
	Recording and categorising recommendations by a customisable taxonomy
	√
	×
	

	3
	Linking recommendations to all modules
	√
	×
	

	4
	Notifications and communication logs
	√
	×
	

	5
	Dashboards, analytics and visual reporting
	√
	×
	

	6
	Integrated with SJH PPPG Library 
	×
	√
	












	5. Clinical Audit Module 

	A structured audit and study management system enabling:

	
	
	Compulsory 
	Desirable 
	Tenderers Comment

	1
	Registration of audits and clinical studies
	√
	×
	

	2
	Secure document repository
	√
	×
	

	3
	Communication and documentation tools
	√
	×
	

	4
	SJH-specific rating system
	√
	×
	

	5
	Reporting of outcomes and results
	√
	×
	

	6
	Integration with SJH PPPG Library 
	×
	√
	

	7
	Dashboard, analytics and visual reporting, 
	×
	√
	





	6. Additional System-Wide Capabilities: 

	
	
	Compulsory 
	Desirable 
	Tenderers Comment

	1
	Embedded user prompts customisable
	×
	√
	

	2
	Customisable forms
	√
	×
	

	3
	Inter-module Integration 
	×
	√
	

	4
	Ability to track and trend key QSR issues emerging across the modules at different data points across the data lifecycle including data entry, data analytics, data representation 
	×
	√
	

	5
	Ability to link records and highlight related customisable themes across Modules 
	×
	√
	






























	
Minimum Requirements and Qualitative Questions

	
Any incomplete answers shall be deemed as non-compliant.


	Item No
	Quality, Functional & Technical ‘Mandatory’ Requirements (Pass/Fail)
	Company Response 

	
1.

	
Incident Reporting (Patient, Staff, Organisation & Public)

Your solution MUST be able to provide a comprehensive incident management system that supports end‑to‑end incident reporting, recording, follow‑up, documentation, audit trails, risk matrix, customisable taxonomies, automated notifications, analytics and dashboards customisable to organisational context. 

Pass/Fail 

	


	
2.
	
Incident Reporting (Patient, Staff, Organisation & Public)

All functions MUST be accessible only using Microsoft Entra and must include role-based access to control (RBAC) to ensure appropriate permission levels, data security and full accountability. 

Please provide a detailed response. 

Pass/Fail 

	

	
3.

	
Risk Register 

Your solution MUST be able to provide a full risk management platform enabling risk creation, assessment, custom matrix scoring, notifications, task assignment and document storage. 

Please provide a detailed response. 

Pass/Fail 

	


	
4.

	
Patient Experience

Your solution MUST also deliver a dedicated Patient Experience module, capable of supporting multi‑channel feedback intake, including complaints, compliments, concerns, comments, staff‑reported feedback, and the collection of patients (and family/carer) feedback through multiple sources such as emails, letters and other documents.

Pass/Fail 

	

	
5.
	
Patient Experience

It MUST enable document storage, digital workflow and full case‑management functionality, including actions triggered automatically, timeline and response reminders/alerts, assignment of tasks and tracking of outcomes, auto‑population of fields, and duplication, and dashboard population. 

Pass/Fail 

	

	
6.
	
Patient Experience

The module MUST also support letter‑generation templates, enabled by customisable systems integration (as per 12 below) and allow 

Pass/Fail 

	

	
7.
	
Patient Experience

Your solution MUST enable customisable taxonomy/taxonomies (e.g., Healthcare Complaints Analysis Tool (HCAT – linked or equivalent). 

Pass/Fail 

	


	
8.
	
Recommendations/Actions 

Your solution MUST be able to provide a unified systems improvement recommendations tracking and management function that enables recommendations arising from quality and safety management processes to be centralised and categorised. 

Pass/Fail 

	

	
9.
	
Recommendations/Actions 

The system MUST also support assignment of recommendations to responsible individuals or teams, with full progress tracking, including status updates, deadlines, reminder alerts and clear visibility of completion progress. 

Please provide a detailed response. 

Pass/Fail 

	

	
10.

	
Clinical Audit 

Your solution MUST be able to provide a structured audit and clinical effectiveness assurance study management system enabling an audit/study registration platform with SJH‑specific rating and automated notifications, and the system must enable analytics, reporting that is customisable to organisational context and dashboards. 

Please provide a detailed response. 

Pass/Fail 

	

	
11.

	
Essential requirements underpinning all the above functions MUST include the following: 

a) the ability to assign different levels of access to groups and individuals to system components including data entry, data access and analytics displays/dashboards.

b) the ability to email using Microsoft 365 directly from the system, including the automated generation of email notifications to hospital staff

c) an auditable access trail, with the capability to generate engagement metrics 

d) interfaces for data extraction with the hospital’s ICT systems (e.g., PAS, EPR and SAP) must be technically possible but customisable within different functions

e) analytical links between themes within modules that are modifiable and which can be de-activated 

f) SJH uses a Microsoft SQL–based Data Warehouse as the single source of truth for operational and management reporting via Microsoft PowerBI. Please explain how your solution will populate the Data Warehouse, including any technical requirements for on‑premises gateways, schedule options, and the mechanisms available to validate or manipulate the data. Alternatively, outline how your solution would integrate with existing PowerBI reports directly, ensuring that appropriate controls are in place to validate data and manage the visibility of sensitive information

g) capacity to search and report across a range of customisable search fields e.g., MRN, date range, location, medication type

h) unique case-identification numbers for each function/module 

i) customisable combinations of mandatory and non-mandatory fields in each module’s data entry forms

j) the ability to generate internal notifications to QSRM managers for customisable time-critical process steps for work-flow management and when system forms/documents are actioned

k) document management and storage.

l) Unique case-identification numbers for each function/module


Please confirm.

Pass/Fail 

	

	
12.

	
Your solution MUST integrate with the SJH infrastructure and systems such as the hospitals Electronic Healthcare Record (EHR), Patient Administration System (PAS), Microsoft 365 etc. 

Please confirm.

Pass/Fail 

	

	
13.

	
Your solution MUST meet European Union (EU) General Data Protection Regulation (GDPR) – (EU) 2016/679 and associated Identity Provider (IdP) requirements. 

Please confirm.

Pass/Fail

	

	
14.

	
The solution MUST enforce access controls such that it is only accessible from SJH managed devices, restricted by the originating Internet Protocol (IP) address(es) of the SJH hospital campus network. 

Access from personal devices, smartphones, unmanaged endpoints, external networks, or non‑SJH IP ranges is strictly prohibited. 

Please confirm.

Pass/Fail

	

	
15.

	
Your solution MUST be Software as a Service (SaaS) based. 

Please confirm.

Pass/Fail

	

	
16.

	
Your solution MUST integrate with our Microsoft Entra Identity Provider (IDP) to enable Single Sign On (SSO) across the platform. 

Please confirm.

Pass/Fail

	

	
17.

	
Your solution MUST have a regularly updated library of medicinal products, searchable by both generic and brand name. 

Please confirm.

Pass/Fail

	

	
18.

	
Is your solution MUST be compliant with the Artificial Intelligence Act (Regulation (EU) 2024/1689), Official Journal version of 13 June 2024 

There is also a compliance checker here at this link for companies 

https://artificialintelligenceact.eu/assessment/eu-ai-act-compliance-checker/ 

Please confirm.

Pass/Fail

	

	19.
	Your solution MUST have a backup/restore offering, including granularity, Recovery Time Objective (RTO) and Recover Point Objective (RPO)? 

Please confirm.

Pass/Fail

	

	20.
	System updates and future enhancements MUST be managed by you as a provider

Please confirm. 

Pass/Fail

	

	
21.
	
Your solution MUST align with General Data Protection (GDPR) and Freedom of Information (FoI) rules and regulations for backup, export and deletion processes.

Please confirm.

Pass/Fail

	

	Item No 
	Quality, Functional & Technical ‘Non-Mandatory’ Requirements (Scored)
	Company Response

	
22.

	
Please describe the Policy, Procedure, Protocol and Guideline (PPPG) Document Management capabilities within your solution, including how the system supports the full document lifecycle from initial drafting, using templates, through review, approval, publication, periodic review, and archival. 

Your response should outline the available approval and review workflows, version control mechanisms, role‑based access controls, review scheduling and automated alerts, keyword search, reporting and analytics. 

Please also describe how the solution integrates with other Quality and Safety modules within the system and how it integrates with SharePoint Online (SJH Intranet) so that policy documents are discoverable via native SharePoint Online search based on document metadata and content. 

Please provide a detailed response. 

800 Marks

	

	
23.
	
Please confirm if your solution has the capability to provide a safety alerts management function that supports safety alerts with dates, responsibilities, integrated risk matric, communications, unique IDs and dashboards are supported.

Please provide a detailed response. 

400 Marks

	

	
24.

	
Please confirm if your solution has the capability to provide a system for managing quality initiatives, including tracking of Quality Incidents projects, documentation and communication tools, outcome reporting and progress tracking. 

All functions must be accessible only by authenticated staff members and must include role-based access to control (RBAC) to ensure appropriate permission levels, data security and full accountability. 

Please provide a detailed response. 

800 Marks

	

	
25.
	
Please outline how your system will include the option to import existing data extracted from our current system at no additional cost. 

Please also detail how the system can import data, including import file formats, prerequisites, limitations, considerations, and the effort required by both parties.

100 Marks

	

	
26.

	
Analytics:

a) Please confirm if your solution can provide an AI-assisted categorisation, data extraction and capture to populate data fields.

b) Does your solution have the capability to provide advanced analytics such as categorisation, trend reporting and qualitative and quantitative analysis of feedback data such as sentiment, thematic, system level analysis.

c) Please confirm if your solution has the capability embed customisable AI enabled tools and supports to track and trend (by theme) key QSR issues emerging across the modules at different phases including, for example, trending data themes on entry, theming results of data analysis across modules, flagging if recommendations arising from different modules are similar. 

300 Marks

	

	
27.

	
Please confirm if your system is ISO 7101:2023 – Healthcare Organisation Management accredited? 

400 Marks

	

	
28.
	
Please confirm if your system is compliant with ISO 9241-210:2019 – Ergonomics of Human-System Interaction, specifically Part 210: Human-Centred Design for Interactive Systems?

400 Marks

	

	
29.

	
Please describe the process for local customisation of the system: both the initial setup and ongoing amendments.  

800 Marks

	

	Item No 
	Contract Management and After Sales ‘Non-Mandatory’ Requirements (Scored)
	Company Response

	
30.

	
Outline your Service Level Agreement (SLA) to include:  
a) Service, scope and definitions

b) Performance metrics and Key Performance Indicators (KPIs) 

c) Safety & compliance-specific requirements

d) Risk management and reporting 

e) Remedies, penalties and escalation 

f) Review and improvement. 

600 Marks

	


	
31.

	
Can you provide an implementation plan to include timelines, outlining implementation, and key milestones that align with a scheduled go-live date commencing Q3 2026?

200 Marks

	

	
32.

	
Please outline your training plan.  This should include but not be limited to the following: 

a) online 
b) webinars
c) face to face.

300 Marks

	

	
33.

	
Please give and overview of the personnel that will be supporting SJH throughout the duration of the contract and what their role will involve?  This is to include but is not limited to the following: 

a) account manager

150 Marks

	

	
34.

	
Are there termination fees associated with a termination for convenience clause?  Please clearly state what they are.

100 Marks

	

	
35.
	
All data generated, historic (migrated) and new, throughout the term of the contract remains the property of SJH, including after contract termination.

Please outline the offboarding process at contract termination? 

 150 Marks

	

	Item No 
	‘Green’ Procurement ‘Non-Mandatory’ Requirements (Scored)
	Company Response

	
36.

	
Are you ISO 14001 Certified?  

If not, please provide details on how you will improve environmental performance, reduce waste and ensure regulatory compliance in relation to this contract.  

250 Marks

	

	
37.
	
Is your organisation currently sourcing or generating renewable electricity for the data centres that will be used in this contract? 

Please explain.

250 Marks
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