SECTION C: SCOPE OF SERVICES & AWARD CRITERIA
C.1 PROGRAMME CONTEXT
Electric Ireland is currently undergoing a major transformation programme in order to support its strong market and financial position. It will enable a modern operating model, deliver ongoing savings and support enhanced customer service, employee experience and agility in a competitive market. As part of this Transformation, we are implementing new ways of working, updated processes, a new modern SaaS CRM & Billing platform and a refreshed Operating model. In order to deliver this, we are partnering with Kraken Technologies Ltd (Kraken). This involves the migration of customers from existing SAP-based platforms to Kraken’s cloud-based platform along with moving to a multi-disciplinary team model, moving away from separate, siloed, functional teams.
Customer migration will occur in structured waves, during which legacy business-as-usual operations and the new Kraken-enabled operating model will operate in parallel. Electric Ireland requires Outsource Partner (OSP) support to work alongside our inhouse teams to mobilise customer service and operations capacity based on a new, transformed model to support and stabilise service during and beyond migration.
This Section C relates to Customer Care - Multi-Disciplinary Team (“MDT”) requirement. Multi-Disciplinary Teams (MDTs) are teams of multi-skilled Energy advisors who support end to end delivery for customers, rather than operating in narrowly defined functional teams. While there are elements of Sales and Credit Control featuring within the Customer Care (MDT) teams the majority of Sales and Credit Control services will be procured through separate tender processes.
This Scope of Services relates to Electric Ireland's Mass Market customer base, comprising Residential and SME customers. While SME customers are currently expected to be serviced by Electric Ireland in-house Customer Care teams (MDT), Electric Ireland reserves the right to require the successful OSP(s) to support SME customer cohorts for customer service and sales activity during the Contract term. Tenderers are not required to make any separate pricing assumptions in relation to this potential requirement.
C.2 PROCUREMENT STRUCTURE AND LOTS
Electric Ireland intends to run one tender process for Customer Care (MDT) support, structured across two separate Lots:
	Lot
	Purpose
	Indicative timing
	Key requirement

	Lot 1 - Rapid mobilisation and migration support 
	Mobilise quickly at the beginning of the migration phase, support early Kraken customer migrations, stabilise service and maintain and achieve related KPI’s.
	Expected from Qtr 1 2027, aligned to our expected migration glide path.
	It will be a condition of contract award that the preferred Tenderer can demonstrate 
· Kraken Accreditation or at least 1 year of specific experience of using the Kraken platform with Multi-Disciplinary Teams (MDT) model   
· An operational presence on the island of Ireland is desirable but not mandatory. Nearshore may be proposed where mobilisation, speed, service quality and ability to share learnings effectively can be demonstrated.

	Lot 2 - Customer Care (MDT) capacity and operating model build-out 
	Provide additional Customer Care (MDT) capacity after initial migration has commenced and Electric Ireland has gained early learnings from Lot 1 delivery. Stabilisation of service and achievement of related KPI’s.
	Expected from Qtr 3 2027 onwards, subject to migration progress and operational requirements. 
	It will be a condition of contract award that the preferred Tenderer can demonstrate:
·  a substantial operational presence  on the island of Ireland to support the embedding and maturing of the Customer Care MDT operating model, stakeholder engagement and in-person attendance, where required. A mix of nearshore delivery is allowable where service quality, collaboration and operational control can be maintained.



The Contracting Entity intends to award Lot 1 and Lot 2 to different Tenderers; accordingly, no Tenderer will be awarded both Lots. Tenders must clearly identify in their response the Lot for which they are submitting a Tender. 
C.3 SCOPE OF SERVICE
Electric Ireland requires OSP(s) to provide dedicated Customer Care (MDT) teams to help set up, embed and stabilise our new Kraken-enabled customer operations model. The expected working day pattern is 8am to 6pm, Monday to Friday, unless otherwise agreed as part of mobilisation or the commercial model.
OSP resources will deliver end-to-end customer service and operations within the Customer Care team model, taking ownership of customer interactions from initial contact through to resolution. 
The services to be delivered include, but are not limited to:
Handling customer interactions across voice, email and digital channels
Account management and maintenance of customer records 
Customer Billing including related queries and issue resolution
Payment support, including payment processing, Direct Debit and payment plan setup
Active management of early debt
Active sales through service
Scheduling of advisors using agreed scheduling processes and systems, including related planning and reporting activities as required by Electric Ireland.
Supporting customer enquiries, service and sales activities for existing and emerging Net Zero products and services, including engagement with delivery partners and contractors (where required)
Management and resolution of customer complaints
Processing home moves, including move in and move out activity
General customer queries and support 
Supporting testing and pilot activities, analysing outcomes and delivering feedback to drive system, product, and process validation and continuous improvement.
Electric Ireland reserves the right to require additional or related customer service activities across Mass Market where necessary. Any material change to scope will be managed through an agreed change control process.
The Contracting Entity reserves the right to require successful Tenderers for both Lot 1 and Lot 2 to provide Services across one or more customer relationship management (CRM), billing or operational platforms where necessary to support business continuity, customer migration activities and evolving operational requirements. Tenderers must be capable of operating across multiple systems and adapting to changes in processes, systems, and customer journeys throughout the term of the framework agreement.
Electric Ireland may consider (at some point in the future) moving some services outside of core hours such as digital / non voice comms. This will be kept under review as the contract progresses.
C.3.1 OUT OF SCOPE
The following activities are expected to be out of scope for Customer Care support services:
Outbound Sales services, which will be procured separately (Note: SME sales may sit in Customer Care Teams)
Current debt above a certain value / Closed Debt / Legal Debt services, which will be procured separately
IT development or system configuration
Platform delivery, platform ownership or Kraken implementation activity
Telephony systems or infrastructure provision

Electric Ireland reserves the right to require additional or related customer service and sales activities across Mass Market where necessary. Any material change to scope will be managed through the agreed change control process.

C.4 TEAM STRUCTURE AND RESOURCES
Each Customer Care team is expected to comprise approximately twelve resources, including one Team Lead and eleven Energy Advisors. Electric Ireland currently anticipates an overall requirement of circa twenty-five teams across Lot 1 and Lot 2 (teams / resources will transition on a phased basis in line with migration volumes), operational requirements and final commercial arrangements. 
Energy Advisors must have a minimum of six months’ customer service experience.
Energy Advisors must have a high level of proficiency in English, sufficient to effectively manage customer interactions across voice and written channels.
Electric Ireland will require training support – see Section C.9.
BPO Co-Ordinator and/or Operations Manager roles may be required to support mobilisation, performance management and team leadership. Our future organisation structure is still being defined and will be confirmed as part of mobilisation. 
It is the responsibility of the successful tenderers to ensure there are sufficient advisors to cover requirements including covering leave (both unexpected and planned)
There will be a requirement for a small number of Irish-speaking advisors (Lot 2 only). Tenderers should confirm whether they can provide this capability. Costs should be provided for information purposes only and will not form part of the commercial evaluation. 

All resource figures are indicative only; Tenderers should price their solution based on the assumptions as set out in Section E (Pricing template) Electric Ireland will ramp teams up in line with migration requirements, customer volumes, service performance and operational demand.
C.5 LOT 1 REQUIREMENTS – RAPID MOBILISATION AND MIGRATION SUPPORT
Lot 1 is intended to support the beginning of the migration phase. Electric Ireland requires OSP(s) capable of mobilising quickly, scaling at pace and supporting service stability as customers migrate to Kraken.
Electric Ireland expects Lot 1 to cover the initial mobilisation and scale-up of Customer Care team capacity. It is currently anticipated that circa 10 teams may be awarded under Lot 1, although no minimum or maximum volume is guaranteed. 
For Lot 1, It will be a condition of contract award that the preferred Tenderer can demonstrate the following; 
Kraken Accreditation or at least 1 year of specific experience of using the Kraken platform with Multi-Disciplinary Teams (MDT) model and a proven ability to mobilise quickly and stand up the Customer Care (MDT) operating model at pace.
A credible plan to scale resources in line with Electric Ireland’s migration glide path.
Experience in stabilising service during high-change or transformation environments.
A delivery model that can support early migration activity, including nearshore or mixed delivery where this provides speed, quality and operational resilience.
Strong governance, reporting and escalation arrangements during mobilisation and early delivery.
Strong knowledge sharing and partnership to ensure Electric Ireland can gain learnings and insights during Lot 1. 
A strong people, culture and engagement model that supports performance, retention and continuous improvement.
Speed of mobilisation is a key requirement for Lot 1. Tenderers should explain how they will recruit, train, equip and manage teams within the required timeframe while maintaining service quality and customer outcomes.
C.6 LOT 2 REQUIREMENTS – CUSTOMER CARE (MDT) CAPACITY AND OPERATING MODEL BUILD-OUT 
Lot 2 is intended to provide further Customer Care capacity after the initial migration activity has commenced (c Qtr 3 2027) and Electric Ireland has gained early operational learnings from Lot 1 delivery. Lot 2 will support the continued build-out and the embedding of the new operating model - circa 10 teams being awarded, although no minimum or maximum volume is guaranteed. 
Although a significant ramp-up may still be required under Lot 2, Electric Ireland expects that learning from Lot 1 will support and inform mobilisation. 
For Lot 2, It will be a condition of contract award that the preferred Tenderer can demonstrate:
a substantial operational presence on the island of Ireland to support the embedding and maturing of the Customer Care (MDT) operating model, stakeholder engagement and in-person attendance, where required. A mix of nearshore delivery is allowable where service quality, collaboration and operational control can be maintained.Please provide an overview of your current resource model.
Experience of operating customer service teams at scale and mobilising additional teams from Qtr 3 2027 onwards, subject to migration progress and operational demand. 
Their ability to support service continuity where multiple systems, processes or operating models need to be supported during periods of transition.
A strong people, culture and engagement model that supports performance, retention and continuous improvement.
A clear approach to knowledge transfer, training and embedding Electric Ireland ways of working.
A governance and performance model that supports ongoing service management and continuous improvement.
 
C.7 MOBILISATION AND SCALING
Electric Ireland requires a flexible resourcing model capable of scaling in line with migration demand. Resource levels will be based on the agreed Lot award, migration forecasts and operational requirements.
For Lot 1, the successful OSP(s) must be capable of mobilising initial teams in Qtr1 2027 and scaling quickly as customers migrate to Kraken. For Lot 2, mobilisation is expected from Qtr3 2027 onwards, subject to migration progress and operational requirements. Electric Ireland will provide forward-looking forecasts and expects OSPs to respond to material changes within agreed timeframes. All volumes are indicative and may vary based on programme requirements, customer migration sequencing, service levels and future operating model decisions.
C.8 WORKING MODEL
Tenderers must outline their proposed delivery model, including location strategy, approach to onsite presence, and how they will ensure effective integration, collaboration and engagement with Electric Ireland.
	Requirement
	Lot 1
	Lot 2

	Integration with Electric Ireland
	Tenderers must demonstrate how they will integrate quickly with Electric Ireland during mobilisation and early migration. Electric Ireland places significant value on the sharing of learnings and best practice from the early migration phase
	Tenderers must show how teams will embed into the steady state operating model and support ongoing maturity.

	On Site Working  
	Mandatory. Personnel assigned to the service must work in-person on site (OSP’s location) a minimum of two (2) days per week, in line with Electric Ireland's hybrid working model or operate a similar hybrid model. More days in-person will be required for new Energy Advisors as part of the onboarding/training process.
	Mandatory. Personnel assigned to the service must work in-person on site (OSP’s location) a minimum of two (2) days per week, in line with Electric Ireland's hybrid working model or operate a similar hybrid model. More days in-person will be required for new Energy Advisors as part of the onboarding/training process.

	Contract/Account Management
	Electric Ireland expects to be onsite regularly, as part of the initial mobilisation through to the ongoing operations and management of the contract.
	Electric Ireland expects to be onsite regularly, as part of the initial mobilisation through to the ongoing operations and management of the contract.


C.9 TRAINING MODEL
Electric Ireland will deliver the first two training classes (expected to be 5 weeks in duration, 3 weeks classroom based with 2 weeks supported ‘nesting phase’ within the operational environment for each provider. The successful OSP(s) will be expected to support onward training, knowledge transfer and capability development (onsite at the OSP’s premises). Detailed train-the-trainer and trainer sign-off requirements will be defined during contract award and mobilisation. Thereafter, the successful Tenderer(s) will be required to support further training to ensure sufficient resources are available and operate to the required standard as migration progresses. 
Tenderers are required to outline their proposed approach to training and capability development, including how they will:
support rapid ramp-up of resources
maintain consistent training quality at scale
embed multi-disciplinary team and Customer Care ways of working
enable ongoing knowledge transfer and capability uplift aligned to the migration plan
measure trainee readiness, training completion and early-life performance
provide agreed training reporting, including learner records, assessment outcomes, readiness measures and early-life performance indicators.

A separately priced Trainer role(s) is included in the Pricing schedule Section E. Electric Ireland reserves the right to utilise this role at its discretion. 
Training expectations will differ between Lot 1 and Lot 2. Lot 1 Tenderers will be expected to demonstrate significant Kraken expertise through Kraken Accreditation and/or relevant operational experience and to support knowledge sharing and best practice. Electric Ireland may require the successful Lot 1 provider(s) to support training and knowledge transfer for Electric Ireland teams and/or the successful Lot 2 provider(s) to share learnings from the early migration phase. This will be considered on a case-by-case basis and will not be an automatic requirement. Lot 2 training requirements are expected to build on the experience, knowledge and lessons learned during Lot 1 delivery. 
If a number of Energy Advisors do not pass or complete training, it is the responsibility of the successful tenderer(s) to cover any additional training costs in these circumstances. The training approach outlined above is indicative only and may be refined during contract award and mobilisation.
C.10 TECHNOLOGY AND EQUIPMENT
OSP partner(s) will be responsible for providing all hardware (e.g. laptops, headsets etc.) required to deliver the services. OSP resources must meet Electric Ireland’s access, connectivity and information security requirements, which will be confirmed during mobilisation. All devices must meet appropriate security standards and be fit for purpose in supporting the delivery of customer service operations.
Tenderers should describe how they will align with Electric Ireland’s information security and access requirements (see Cyber and Technology questions in section C.15)
C.11 GOVERNANCE
Electric Ireland will retain overall governance and oversight responsibility for the delivery of services. OSP partner(s) will be responsible for the day-to-day management of operations, including performance management, resource management, training and quality management and timely replacement of personnel where required. The OSP will be required to give access to operational data (such as attrition and absenteeism rates) and provide operational reporting as required by Electric Ireland. Governance arrangements will be agreed at contract award level and is expected to support mobilisation, service stability, escalation management, continuous improvement and knowledge transfer.
C.12 KPIs
A set of Key Performance Indicators will be agreed with the successful Tenderer(s) at contract award stage. KPI categories will be common across Lot 1 and Lot 2, but targets, measurement approaches and commercial application may evolve as the model matures. KPI thresholds will apply to each customer care team, once they have been mobilised and operating for three months (stabilisation period) to allow services to become established.
Electric Ireland is transitioning to a new operating model supported by Kraken. As a result, some end-to-end processes, customer journeys and reporting arrangements are still being finalised. KPI definitions, measurement approaches and targets may therefore be refined during mobilisation and early delivery. The successful Tenderer(s) may be responsible for the production, validation and submission of KPI and performance reporting as directed by Electric Ireland. Reporting requirements, formats and frequencies may be refined during mobilisation and throughout the Contract Term.
Performance will be monitored and reviewed on an ongoing basis and through agreed monthly and quarterly governance processes. As outlined in the commercial section below, Electric Ireland expect to introduce a bonus / malus (i.e. risk-reward KPI related model) which will likely incorporate some of the below measures/targets.
The table below sets out the indicative KPI framework and expected threshold levels. Targets may change as the contract progresses. 
	Theme
	Measures
	Target

	Happy Customers
	Customer Happiness Index (CHI)
	≥ 80% (75% for the 1st 6 months of Operation)

	
	Customer Satisfaction / Trust Pilot Score
	≥ measurements to be agreed 

	
	COMPLAINTS: 
No. of complaints (created / resolved / open 
CRU Complaints (% of total complaints, per team / cohort)
Complaint Target Resolution time
	
To be agreed at contract stage 
≤ 5% 
≤ 10 working days (aligned with Customer Charter)

	Happy People
	Employee Satisfaction 
	≥ measurements to be agreed

	
	Advisor Attrition (number of advisors leaving the company as a % of overall advisors)
	≤ 10% 

	
	Training Completion Rates (Energy Advisors must complete the full training curriculum)
	100%

	
	Customer: Agent ratio
	Each team to serve 40,000 customers 

	
	Abandonment Rate
	5% (voice only)

	
	First Contact Resolution (FCR) % of Repeat Contact Rates
	≥ measurements to be agreed 

	
	Average Speed to Answer 
	within 20 seconds 

	
	Digital Response (e.g. email/SMS/social media)
	Less than 24 hours 

	
	Interactions (voice, email, SMS, social media etc)
	Minimum of 40 interactions a day (30 interactions for the 1st 6 months of operations)



Final thresholds to be agreed at contract award and refined during mobilisation. Electric Ireland reserves the right to incorporate more/amend KPIs throughout the contract period, a grace period of 3 months will apply to allow the successful tenderers to embed the operation.
C.13 COMMERCIAL / PRICING MODEL
Tenderers must complete the Pricing Template provided in Section E. The Commercial Model has been designed to support comparability of Tender responses across Lots. The initial Commercial Model will be based on a fixed price per Customer Care team aligned to a number of assumptions. This approach is intended to support mobilisation, migration and the successful embedding of the Customer Care Team (MDT) operating model. 
Electric Ireland expects the Commercial Model to evolve over the term of the Contract as the operating model matures and greater insight is gained into customer demand, team productivity, service performance and customer outcomes. The objective is to establish a flexible partnership model that encourages continuous improvement, innovation, shared accountability and delivery of strategic business objectives.
Electric Ireland expects the Commercial Model to evolve over the term of the Contract as greater insight is gained into customer demand, KPI performance, customer outcomes and the maturity of the operating model. This will include moving from the initial fixed-price-per-team model to an alternative more outcome focused / KPI performance model using a bonus/malus type (i.e. risk/reward) mechanisms (after 6 months) operating within a range of approximately -10% to +10% of the applicable monthly invoice cost. Each Customer Care team (MDT) will service 40,000 customers (this ratio is subject to increase throughout the lifetime of the contract). 
Pricing must reflect the full cost of delivering the service, including all resources, management, Energy Advisor training, equipment, operational overheads (and all assumptions as outlined in the pricing template - schedule E) Electric Ireland has an Irish language requirement, which must be in place to cover all operating hours (specific to Lot 2 tenderers).
C.14 AWARD CRITERIA
Tenderers should tailor their response to the relevant Lot requirements, including the Lot-Specific experience and capability requirements set out in this section.
C.14.1 Scored Award Criteria
	
	Criteria
	Requirements
	Means of evaluation
	Max. score
	Minimum threshold

	1
	Delivery Model, Migration support, Mobilisation and Scalability
	Separate for lot 1 and 2 
	Tender Submission
	250
	150

	2
	Quality, Performance and Customer Outcomes
	Common to both lots 
	Tender Submission
	100
	60

	3
	Cyber, Security and Technology
	Common to both lots 
	Tender Submission
	100
	60

	4
	People, Training and Capability
	Common to both lots 
	Tender Submission
	150
	90

	
	Technical / business requirements subtotal
	
	
	600
	360

	
	Tender commercials / pricing 
	Separate for lot 1 and 2 
	Tender Submission
	400
	n/a

	
	Total score available
	
	
	1,000
	


C.15 Evaluation Response Requirements 
This section explains what Tenderers should cover in their responses. Tenderers should provide clear, practical and evidence-based answers. Tenderers should read this Scope of Services and the wider RFT documentation in full and ensure their responses demonstrate how they will meet the requirements set out for the relevant Lot.
Where relevant, Tenderers should give examples from previous work and explain how they would apply that experience to meet Electric Ireland requirements.
The areas listed under each criterion are intended to guide Tenderers on what to cover in their response. They are not intended to be scored as separate standalone questions. Marks will be awarded based on the overall quality, credibility and relevance of the full response to each criterion (Except for question three Cyber, Security and Technology) Responses should be specific to the relevant Lot.
Tenderers should explain both what they have done before and what they will do for Electric Ireland.
Where Tenderers rely on past experience, they should explain the scale, relevance and outcome of that experience. Tenderers should also address the Lot-specific mandatory requirements set out under Criterion 1.
1. Delivery Model, Migration support, Mobilisation and Scalability (Lot 1) - 250 Marks
Tenderers should describe how they will set up, mobilise, manage and scale the Customer Care MDT requirement. Responses should show how the proposed model will meet Electric Ireland requirements and support the relevant Lot. For this section, responses should not exceed 5 A4 pages and should use a minimum font size of Arial 10.

	Ref
	Areas to cover
	What Tenderers should include

	



1.1
	Lot-Specific Requirements 
	Provide an overview of your Kraken Accreditation or provide evidence of at least one year of specific experience of using the Kraken platform with MDT Operating model. Describe the period over which you have operated in Kraken, and your experience of the Customer Care Multidisciplinary Team (MDT) Model (also referred to as the Universal Agent Model). Please also include how you monitor quality, capability and performance in line with Kraken Accreditation requirements.

	


1.2
	Migration support
	Include details of any Kraken migration programmes you have supported i.e. where you supported the set up and operation of the new model during the client’s migration period. Outline how this experience will enable Electric Ireland to successfully mobilise and transition from legacy platforms / ways of working to the Kraken enabled Operating model and platform.  Include any client references, where relevant.

	
1.3
	Delivery model 
	Describe the proposed delivery model, including team structure, management arrangements, location, office environment / hybrid working approach etc. 

	
1.4
	Mobilisation approach
	Explain how the service will move from contract award to live delivery. Include mobilisation plans, activities, onboarding, readiness checks and meeting key milestones.  

	
1.5
	Governance 
	Outline your proposed Governance model including reporting, engagements and managing escalations that will support a collaborative working approach.

	

1.6
	Scalability and migration readiness
	Outline how capacity will be planned and managed to meet forecast demand. Explain how the Tenderer will respond to increases or decreases in migration volumes while maintaining service quality and performance.

	
1.7
	Collaboration and knowledge transfer
	Explain how the Tenderer will work with Electric Ireland and other potential partners to share operational learnings, support service improvement and transfer knowledge during mobilisation and delivery.

	
1.8
	Key personnel
	Identify the key people who will lead mobilisation and delivery, including their relevant experience, qualifications and role in managing the service.



Delivery Model, Migration support, Mobilisation and Scalability (Lot 2) - 250 Marks
Tenderers should describe how they will set up, mobilise, manage and scale the Customer Care MDT requirement. Responses should show how the proposed model will meet Electric Ireland requirements and support the relevant Lot. For this section, responses should not exceed 5 A4 pages and should use a minimum font size of Arial 10. 

	Ref
	Areas to cover
	What Tenderers should include

	

1.1
	Lot-Specific Requirements 
	Provide an overview of your established operational presence in Ireland and experience delivering customer service operations from Ireland. Describe how your Irish operation will support Electric Ireland’s requirements. 

	

    1.2
	Migration support
	Describe your experience of operating customer service teams at scale. 
In the event that all customers are not migrated as planned can you outline how you can support the running of dual systems and processes until such time that all customers are migrated to the new platform. Include any relevant examples from previous customer service operations, where applicable

	
1.3
	Delivery model 
	Describe the proposed delivery model, including team structure, management arrangements, location, office environment / hybrid working approach etc. 

	
1.4
	Mobilisation approach
	Explain how the service will move from contract award to live delivery. Include mobilisation plans, activities, onboarding, readiness checks and meeting key milestones.  

	
1.5
	Governance 
	Outline your proposed Governance model including reporting, engagements and managing escalations that will support a collaborative working approach.

	

1.6
	Scalability and migration readiness
	Outline how capacity will be planned and managed to meet forecast demand. Explain how the Tenderer will respond to increases or decreases in migration volumes while maintaining service quality and performance.

	
1.7
	Collaboration and knowledge transfer
	Explain how the Tenderer will work with Electric Ireland and other potential partners to share operational learnings, support service improvement and transfer knowledge during mobilisation and delivery.

	
1.8
	Key personnel
	Identify the key people who will lead mobilisation and delivery, including their relevant experience, qualifications and role in managing the service.



2. Quality, Performance and Customer Outcomes (Lot 1 & Lot 2) - 100 Marks
Tenderers should describe how they will deliver and maintain a high-quality service, achieve KPIs and deliver positive customer outcomes. KPI definitions and targets will be agreed at contract award and may be refined during mobilisation and throughout delivery. For this section, responses should not exceed 3 A4 pages and should use a minimum font size of Arial 10.
	Ref
	Areas to cover
	What Tenderers should include

	
2.1
	Quality management
	Explain how performance information, customer insight and operational reporting will be used to maintain and improve service quality.

	

2.2
	KPI delivery and performance management
	.
Explain how the Tenderer will achieve and maintain performance against agreed KPIs, including how underperformance will be identified, escalated and addressed in a timely manner.

	2.3
	Customer outcomes
	Explain the actions the Tenderer will take to deliver high levels of customer service, customer happiness and complaint resolution.

	2.4
	Continuous improvement
	Explain how you would use operational data and Energy Advisor feedback to work with Electric Ireland to deliver and sustain CX improvements.


3. Cyber, Security and Technology (Lot 1 & Lot 2) - 100 Marks
Tenderers should describe how they will protect Electric Ireland and customer data, maintain service continuity and meet relevant technology and information security expectations. For this section, responses should not exceed 2 A4 pages and should use a minimum font size of Arial 10.

	Ref
	Areas to cover
	What Tenderers should include
	Score

	
3.1
	Business Continuity Plan
	Provide details of your Business Continuity Plan, including how it is maintained, reviewed, tested and used to support continued service delivery during disruption.
	20 marks

	3.2
	Incident Management
	Describe your approach to incident management, including how incidents are identified, escalated, managed, resolved and reviewed.
	30 marks

	3.3
	Cyber Security and Phishing Training
	Describe the approach to cyber security awareness and phishing training, including how training is delivered, monitored and reported.
	20 marks

	
3.4
	Data Security and Technology Controls
	Describe the technical and organisational controls used to protect customer and business data, including access controls, device security, encryption, monitoring and compliance activities.
	30 marks



4. People, Training and Capability (Lot 1& Lot 2) - 150 Marks
Tenderers should describe how they will recruit, onboard, train, support and retain the people required to deliver the service. For this section, responses should not exceed 2 A4 pages and should use a minimum font size of Arial 10. The page limit applies to the overall section.

	Ref
	Areas to cover
	What Tenderers should include

	
4.1
	Recruitment 
	Describe how advisors and all required resources will be recruited, include relevant experience of recruiting for large customer service operations with significant scale and speed. For Lot 2 also indicate your ability to source Irish-speaking advisors.

	
4.2
	Onboarding
	Describe your approach to onboarding employees, include the duration of your onboarding programme and how you measure success. 

	


4.3
	Training and capability development
	Tenderers should describe how they will support the delivery of training following the initial training provided by Electric Ireland (see Section C.9). Responses should explain how training will be delivered at pace and scale (referring to previous projects as appropriate), how learner competence and readiness will be validated before deployment into live operations, how training quality and consistency will be maintained and an outline of training on site facilities. This should include the Tenderer's approach to trainer calibration, training observations and learner feedback.

	4.4
	People capability development 
	Outline your model to drive people capability and expertise. 

	4.5
	Engagement, retention and attrition
	Explain how the Tenderer will create a positive working environment, describing any action you take to build a psychologically safe organisation, measure employee engagement, satisfaction and attrition. 


C.16 FINAL NOTES
This Scope of Services should be read alongside the full RFT documentation, including all schedules, commercial / pricing template, contractual terms and evaluation guidance. 
 
Draft Section C – Customer Service / MDT Two-Lot Scope of Services
