
working in partnership

Technology Services 2 
Customer Guidance (RM3804)

6083-19 (Sept 19)



The purpose of this guide is to provide you with facts and best practice around 
using our Technology Services 2 (TS2) framework to buy the services required 
for your technology estate.

This includes ‘top tips’, additional background information and template 
documents for your use.

To help you easily identify these elements we have used the following icons 
throughout this guide.

Our top tips

Tools to assist you

Additional background information or reading

Template documents

About this guide 
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Here are some of the reasons why:

� Our framework is compliant with the Public 
Contracts Regulations 2015

� We have an extended choice of services 
compared to our predecessor framework 
(Technology Services, RM1058)

� 153 quality tested suppliers, (63% of which are 
SMEs)

� It caters for all of your service delivery 
requirements from disaggregation to single 
vendor outsourcing

� Reduced procurement timescales - no OJEU 
process needed

� Easy to use call-off contract

� Pre-defined terms and conditions - use 
our modular format depending upon your 
individual requirement 

� Call-off contract durations can be from 2 to a 
maximum of 7 years (depending on the lot(s) 
used)

� Our framework has been designed and 
developed using an extensive discovery 
process with many of our customers, suppliers 
and partners; including Home Office, Ministry 
of Defence (MoD), YPO (representing local 
government) and Crescent Purchasing 
Consortium (representing education)

� This framework provides you with an agency 
function for your prime supplier or Service 
Integration and Management (SIAM) to utilise 
our other technology frameworks on your 
behalf - effectively making TS2 your one stop 
technology shop

� The maximum OJEU value is set at £3bn, 
sufficient scope for all of your large projects 
and programmes.

1
Key facts summary 

The TS2 framework is the perfect solution for every public sector customer’s ICT service 
requirements. Whatever your technology services needs we are confident that we have got it 
covered!
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Technology Services 2 – the journey

2

Background

In preparation for the procurement of TS2 
extensive pre-market engagement was 
undertaken between August and December 2016. 
Over 80 suppliers and 90 buying organisations 
were involved in shaping and improving on our 
previous framework agreement. After 5 months 
of focused workshops covering the scope and 
structure of the framework agreement and the 
terms and conditions, TS2 went to competitive 
OJEU procurement in March 2017. 

By listening to the market and you, our customers, 
TS2 has been re-designed and restructured to 
satisfy your needs. Following our evaluation 
process we are confident we feature the right mix 
of quality tested suppliers, to provide all of your 
technology services needs.  

Further information on our pre-
market activities can be found here; 
we also received the following market 
feedback together with some trade 
press  coverage.

TS2 (RM3804) replaces our Technology Services (RM1058) framework.

It is an EU compliant and regulated route to market for you to buy technology services.  
Whether you want to buy strategic and transitional support, operational services or deliver large 
technology programmes or projects TS2 is the ideal route to market for you. 

https://www.conceptmanagement.co.uk/technology-services-2-procurement-launch-event/
https://www.conceptmanagement.co.uk/technology-services-2-procurement-launch-event/
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What services are available?

3

TS2 is for all of your technology services needs, delivered across 4 lots specifically designed around the 
IT service management lifecycle; the basis on which many ICT functions operate:

1 2 3 4

Technology Strategy  
& Service Design

Transition and 
Transformation

Operational  
Services

Programmes and Large 
Projects

Service Group 3a.
End User Services

Framework lot structure

Lot 4a.
Government Official 
Security Classification

Lot 4b.
Government Secret 
and Top Secret Security 
Classification

Service Group 3b.
Operational Management

Service Group 3c.
Technical Management

Service Group 3d.
Application and Data 
Management
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Lot 1 – Technology Strategy and Services Design 

Note that suppliers under this lot may provide 
both or just one of the strategy services or 
the service design services. Suppliers do not 
necessarily have capability to supply both. 

Strategy 
The design of customers’ technology strategies, 
using either classic (waterfall) or agile (iterative) 
approaches. The strategy may be new, modified 
or an enhancement of the current strategy. The 
design approach of the strategy will be dependent 
upon the life expectancy of the strategy and how 
dynamic the organisation may be. 

Lot 1 -Technology Strategy & Service Design 

If you are looking to develop or enhance your 
technology strategy and/or review or design 
your IT services around your strategy, this is the 
appropriate lot to use.

Lot 2 -Transition and Transformation

If you are looking to implement your strategy, 
services, move location or supplier, this lot will 
provide the services you need.

Lot 3 - Operational Services

If you are looking for services, processes and 
tools needed to manage the provision of your 
technology environment, this lot offers all of your 
operation service needs in four distinct service 
groupings:
� End User Services

�	Operational Management

�	Technical Management

�	Application and Data Management

Lot 4 - Programmes and Large Projects (2 sub-
lots)

If you have a large ICT programme or project to 
deliver and require a longer contract period in 
which to realise return on your investment, this is 
the lot for you. Split into two sub-lots to meet your 
specific security requirements.

 4a: Government Official security classification

 4b:  Above government Official classification 
(government Secret and Top Secret 
classifications).

Please note that if your procurement requires 
a higher than Official security classification (ie., 
Secret or Top Secret), you are not limited to 
Lot 4b.  You can procure against Lots 1 to 3, but 
you will need to clearly factor all your security 
requirements into your specification.

Detailed Lot Descriptions

Below are the detailed lot descriptions extracted from our tender document pack. They provide a greater 
level of detail of the services available under each lot. If you require further information or clarification 
on the scope, please contact us.
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Key attributes: 
� Capability analysis - identification of current 

business capability (as is) and that which will 
be needed for the future state (to be). 

�	Enterprise architecture using the open group 
architecture framework (TOGAF) or similar. 

�	Technology gap assessments - the assessment 
and recommendation of the right technology 
to plug the capability gap between the as-is 
and the to-be.

�	Business models - identification of the correct 
commercial and operational models to deliver 
the technology strategy (insourced, outsourced 
or multi- sourced models). 

�	Architectures - identification of the correct 
technology architecture to deliver the 
technology strategy (in-house, hosted, private 
cloud, hybrid or public cloud). 

�	Road-mapping - the development of 
technology roadmaps to co-ordinate the 
delivery of the technology strategy. 

�	IT financial management - development of an 
IT financial management approach to support 
the technology strategy, in order to manage 
investment and costs and obtain business 
benefit from any investments.

And / or
Service design
The identification and design of customers’ 
technology services including resources, 
processes and assets to meet customer and/or 
end user service needs. This includes auditing 
current service provision, continuous service 
improvement and developing new services. 

Services may be designed in line with IT Service 
Management Models (ITSM) such as ITIL, Cobit, 
ISO/IEC 20000-1 or others, as required.

Key attributes: 
�	Operational service design - working with 

customers and end users in order to design a 
service delivery model that meets the current 
and future business needs and demand. 

�	Demand management - capacity planning 
processes and systems. 

�	Service levels, performance design - 
developing service levels and KPI’s for services 
in scope, their measurement and reporting and 
how service provider(s) may work to achieve 
and maintain them. 

�	Service availability – designing, monitoring, 
assurance and continuity of service processes 
and systems to meet current and future 
business needs. 

�	Risk – ensuring proactive risk identification, 
mitigation and management to deliver service 
continuity. 

�	Security – appropriate security protection in 
line with business needs. 

�	Supply chain - designing, integration and 
management of commercial processes to 
ensure service integration and efficient 
operation in a multi supplier eco system. 

�	Applications - identification and specification 
of any appropriate databases, applications or 
toolsets to deliver the services. 

Lot 2 – Transition and Transformation

This lot is for customers looking for transition 
and transformation services which support 
the implementation of new services, suppliers, 
architectures or processes in line with the 
specifications and/or services strategy, with 
minimal risk and impact to the organisation. 
The supplier will conduct the process in a cost 
effective and timely manner. The service(s) may 
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be new, modified, enhanced or the retirement of a 
service(s). 

This lot also covers transition from one 
operational site(s) and/or supplier(s) to an 
alternative and/or insourcing of previously 
outsourced services. 

Key attributes: 
�	The identification of the transition/

transformation success factors and their 
measurement. 

�	Risk analysis and risk management. 

�	Audit and due diligence activities for the 
present customer estate. 

�	Project and programme management, 
including planning, delivery and reporting. 

�	Implementing and managing the transition/
transformation process and coordination of 
resources, potentially across a multi supplier 
environment. 

�	Post transition/transformation review to 
identify if the objectives, success factors and 
benefits have been met and realised. 

�	Legacy service decommissioning and disposal, 
including planning, delivery and coordination 
of activities.

Lot 3 – Operational Services

This lot is for customers looking to purchase 
services, processes and tools needed to manage 
the provisioning, capacity, performance, security 
and availability of the technology environment. 
Delivering at the right quality and at competitive 
costs. All services allow for change management 
within their delivery. Services may be delivered 
in line with IT Service Management Models (ITSM) 
such as ITIL, Cobit, ISO/IEC 20000-1 or others, as 
required by the customer.

Services under this lot have been categorised 
into ‘service groups’. These are not sub-lots but 
subsets of the services available, used to classify 
the type of services in line with common IT service 
management methodologies. The groups are as 
follows:

3a: End User Services

3b: Operational Management

3c: Technical Management 

3d: Application and Data Management 

3a: End User Services – suppliers of any of the 
following services 

End User Support
An information and support management service 
to handle a customer’s internal or external queries 
and operational problems on technology related 
processes, policies, systems and usage. 

Services may include: product support 
capabilities, including elements of hardware and 
software support, logging of problems, reporting 
and proactive results analysis of problem trends 
to suggest permanent fixes. The dispatch of 
service technicians and/or parts, end user training 
coordination and other technology related issues. 

End User Computing and Device Management
The scope of the end-user computing and 
device management covers the full life cycle 
management of desktop, laptop, tablet, thin-
client, handheld and peripheral assets including 
acquisition, deployment, maintenance, change 
management as well as disposal. 

The service extends to the hardware, software, 
disaster recovery and personnel to perform the 
technical support, planning, process management 
and administration of the service. 
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3b: Operational Management – suppliers of any 
of the following services 

IT Operations, Data Centre and Technology Estate 
Service Management 
The body of competencies, roles and practices 
that ensure technology offers the right services 
at the right price and quality levels for its users. 
Operating models may be fully centralised, fully 
decentralised or ‘federated’ (hybrid). 

This includes the day-to-day system management 
responsibility for the technology infrastructure, 
its systems operation, integration, support, 
administration, and performance monitoring. 
Technical diagnostics/troubleshooting, 
configuration management, system repair and 
disposal management and the production of 
management reports may form part of this 
service. 

Security Management 
The control, monitoring and management of 
security devices, systems, web sites, applications, 
databases, servers and data centres, and other 
technologies and services. 

This extends to managed firewall, identity and 
access management, intrusion detection, virtual 
private networks, vulnerability scanning and 
anti-viral/anti-phishing services. Services may be 
provided individually or as a whole in the form of 
an in-house or external Security Operations Centre 
(SOC) aimed at managing a 24/7 service. 

Supply Chain and Contract Lifecycle Management 
The process of creating and fulfilling demands 
for technology services, including the life-cycle 
of contracts created, administered or that may 
impact the organisation. This includes third party 
contract management and/or service integration 
(SIAM) with regard to outsourcing, procurement, 
licensing and any other technology related 
agreements containing contractual obligations to 
the customer both now and in the future. 

3c: Technical Management 

Network Infrastructure Management 
Services for planning, delivering, operating, 
managing (including security), supporting and 
monitoring the on premise local area network 
infrastructure (LAN) and/or its assets. Including 
but not limited to fixed and wireless devices, 
routers, switches, firewalls, fibre optic equipment 
etc). This may take the form of individual services 
and/or a Network Operations Centre - NOC. 

Exclusions are telephony, mobile voice and data 
services, video-conferencing, audio-conferencing 
services, integrated communications and wide 
area network provisioning and connectivity. 

Hardware and Software Asset Management 
A framework and set of processes for strategically 
tracking and managing the financial, licensing 
and contractual aspects of IT assets through their 
life cycle. This includes hardware and software 
acquisition and disposal decisions that identify 
and eliminate unused or infrequently used assets, 
the consolidation of software licenses or proposals 
for new licensing models. The service shall provide 
an accurate account of technology asset lifecycle 
costs and risks to maximize the business value of 
technology and sourcing decisions. 
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3d: Application and Data Management 

Data Warehouse, Database and Data Management 
Data, database and middleware management and 
integration practices, architectural techniques 
and tools for achieving consistent access to 
data across the technology estate. The services 
shall meet the data consumption requirements 
of all other services, applications and business 
processes. This is inclusive of installation, 
configuration, management and support (1st or 
3rd party) of databases. Activities include data 
extraction, translation, transfer, conversion and 
backup and recovery. 

Applications Management and Support 
A wide variety of application services, processes 
and methodologies for maintaining, enhancing, 
managing and supporting custom or enterprise 
applications, packaged software applications, 
ESCROW or network-delivered applications. 

DevOps or Release Management 
A collaborative approach to the integration of the 
software life cycle from application development 
through release and IT operations activities, with a 
focus on process workflows, application creation, 
deployment, and delivery using tools to automate 
the delivery for rapid and reliable software 
release. 

Lot 4 – Programmes and Large Projects 

This lot is for customers with large scale, complex 
or high risk projects and/or programmes that 
require the range of services offered in lots 1, 2 
and of those in 3 (a,b,c,d). With a minimum call-off 
contract duration of 5 years.

Suppliers under this lot have qualified for lots 
1, 2 and service groups 3a to 3d. Suppliers that 
completed and passed an additional security 
question, qualified for lot 4b and can deliver 
programmes and/or project requirements at the 
government’s Secret security level. 

Delivery may take the form of a single supplier 
providing all of the services or multiple-suppliers 
depending upon the customer’s technology 
delivery strategy. 

Lot 4a – Programmes and Large Projects Services 
at government’s Official security classification and 
below 

Lot 4b – Programmes and Large Projects Services 
above government’s Official security classification 
(Secret and Top Secret) 

For lot 4b specifically: 
The suppliers available under this sub-lot must 
have an accredited secure facility environment in 
accordance with HMG Security Policy Framework 
April 2014 (and/or any future variations to the 
policy), commonly referred to as List X. Inclusion 
in this sub-lot is dependent on successful 
accreditation being achieved. 

To reiterate, if your procurement requires a higher 
than Official security classification (ie., Secret or 
Top Secret), you are not limited to Lot 4b.  You can 
procure against Lots 1 to 3, but you will need to 
clearly factor all your security requirements into 
your specification.

Further information on List X 
accreditation can be found here.

https://www.gov.uk/government/publications/security-policy-framework
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The Services that are out of scope of this 
framework. 

This framework agreement excludes the 
following: 

�	The direct supply of products (hardware, 
software and networks) unless using the 
agency functionality via CCS’s Technology 
Products 2 framework agreement (RM3733)

�	General technology consultancy services

�	People / interim contractors – contingent 
labour services 

�	Public cloud hosting services 

�	Fixed or mobile telephony or wide area 
network connectivity services (PSN etc).
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Accessing our other technology frameworks via 
Technology Services 2

4

At our discovery, when we asked what would you ideally like from TS2, one of 
the popular responses was ‘one competition across multiple frameworks’. In 
the regulated environment in which we operate this is not possible, but we have 
provided an alternative solution under TS2.

We have built in a mechanism for agency rights for your prime contractor, in 
order that they may access all of our other popular technology frameworks, such 
as G-Cloud, Network Services, Technology Products etc. Your ‘agent’ will be able 
to use the framework agreements on your behalf in the same manner as you 
would, conducting the relevant further competition method for a call-off under 
those framework agreements and awarding the call-off. There are no issues with 
novation or transfer of the subsequent call-offs as you retain the title, not your 
prime contractor. Your prime contractor then manages these agreements on 
your behalf during the term of the TS2 call-off.

So, if your requirement includes the purchase of hardware, telephony, 
networks or other technology products or services and you have limited 
resource to conduct the relevant procurements why not make use of the agency 
functionality? The agency functionality can deliver the value that is obtained by 
using our frameworks and ensure that you are supporting government policy, 
with the frameworks first approach.
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Agreement duration & value

5

This framework agreement went live on 6th September 2017 and will expire on 5th September 2021 
following a two (2) year extension.

The maximum call-off contract duration varies by lot. You may enter into a call-off contract under our 
framework for the following maximum terms:

Lot Maximum Years (months) Recommended Approach**

1- Strategy and Service Design 2 (24 months) 1+1

2- Transition and Transformation 3 (36 months) 2+1

3- Operational Services 5 (60 months) 3+1+1 or 4+1

4- Programmes and Projects 7* (84 months) 5+1+1 or 6+1

* There is a minimum 5 year term for this lot.
** Assuming the maximum term.

We anticipate a total spend through the lifetime of this framework of up to £3bn.

In order to get the best value in terms of pricing 
for your requirement and to provide some 
flexibility in call off duration, we recommend a 
fixed initial term with the option for one or more 
extensions i.e. a 2+1+1 or 3+1. Do ensure that 
your fixed term is as long as possible - this gives 
suppliers more security, less risk and usually 
attracts more competitive Call Off pricing.
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Direct Award

6

When to use the direct award route

Direct award offers a quick and flexible way to buy 
services from the TS2 framework.  Direct award 
offers OJEU compliant purchasing without the 
need to run a further competition. 

Direct award will be suitable to meet a range of 
customer needs – for example, simple and easily 
defined requirements where no additional benefit 
would be derived from a further competition. 

Direct award should only be used when you have 
a clear understanding of the services you require.  

There will be no restriction on the order value, but 
customers will need to consider issues such as 
value for money, timescales, complexity and the 
number of suppliers who could meet their needs. 

Using the direct award route provides you with 
access to the Suppliers’ Service Offers within a 
structured catalogue format.

Developing a clear Statement of 
Requirements (refer to the Creating 
your Statement of Requirements 
guidance) will enable you to identify 
suitable Service Offers within the 
Catalogue to conduct a meaningful 
comparison by conducting a desktop 
evaluation between Service Offers.

Suppliers appointed to more than one 
lot (or more than one Service Group 
within lot 3) are able to publish multiple 
lot Service Offers which include services 
from one or more lots.

Call-Off Contract Duration

You will have the flexibility to decide the Initial 
term of your Call-Off Contract and any optional 
extension term(s) up to the maximum Call-
Off Contract Period as detailed in Section 5 
(Agreement duration & value) of this Customer 
Guide.

You must include the initial term and any optional 
extension term(s) in your completed Order Form.

If an extension term is not included on 
your Order Form, you cannot continue 
with the Call-Off Contract beyond the 
initial term.

The Call Off Contract term must include 
implementation, delivery, business as usual and 
exit management of the services.
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Whilst opting for the maximum term 
might deliver more competitive pricing 
initially, it is important to balance that 
against the ability to re-tender, bearing 
in mind any potential early-termination 
fees. Opting for a realistic timeframe 
for the initial term and including 
optional extensions with pricing 
adjustments in your tender, can help to 
deliver the flexibility and benefits your 
organisation requires. 

Key Stages

The Direct Award process is broken down into 6 
simple steps as explained below:

Step 1 - Identify your needs 

When establishing your requirements you may 
wish to consider the following: 

� Your organisational strategy and refresh cycle;

� Market trends and innovation;

� Total cost of ownership, recognising running 
costs;

� Compatibility with other in-house systems;

� What your budget parameters are;

� Your contractual landscape including exit 
of current services and considerations for 
implementation; and

� Evaluate your current estate and consider 
possible future scale of requirement.

We recommend that you review the 
Statement of Requirements guidance to 
ensure you have captured all the details 
before reviewing the catalogue service 
offers. 

Step 2 – Review the Service Offers

You can find the current live Service Offers by 
browsing the catalogue in the Government 
eMarketplace which is where Suppliers will 
publish their available Service Offers. 

In order to access the Government eMarketplace 
you and your organisation will need to register 
as a Customer. Guidance on how to access the 
Government eMarketplace can be found via the 
following link https://www.gov.uk/guidance/
emarketplace-a-guide-for-public-sector-buyers 
which includes information on how to contact us 
should you have any issues in doing so. 

https://www.gov.uk/guidance/emarketplace-a-guide-for-public-sector-buyers
https://www.gov.uk/guidance/emarketplace-a-guide-for-public-sector-buyers


Technology Services 2 Buyers Guide RM3804   |   17

Step 3 - Shop on the eMarketplace

Once logged in to the Government eMarketplace, the homepage will be displayed as follows;

A search bar will appear to allow you to enter your search criteria. 

Rather than searching for Service offers using keywords such as Help Desk or LAN, it is strongly 
recommended that you enter the framework number (RM3804) in the search bar and click the search 
button. 

Once results are displayed, on the right of the screen you will find “Filters”, under “Content tag” you can 
filter on the Lot number that you require to display the currently available Supplier Service Offers within 
the lot.

Click on the ‘ shopping ‘ icon at the top of the page

Select the ‘Marketplace’ tab
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Step 4 - View the service offers

Having filtered on a Lot, the list of published 
current Service Offers available will be displayed. 
To view an individual Service Offer you need to 
click on the relevant offer which enables you to 
review the description. Providing this meets your 
requirements, you need to click on the additional 
information links to download all relevant 
documents to view the full Service Offer including 
pricing. 

It is recommended that you review all available 
Service Offers on the Government eMarketplace 
within the appropriate Lot, and evaluate those 
which meet your requirement. 

In the event you are unable to find a suitable 
Service Offer to meet your requirements, you 
can issue a Request for Information (RFI) to all 
the Suppliers on your chosen Lot.  Providing all 
the information to the Suppliers will allow them 
to either point you in the direction of an existing 
Service Offer or they can upload a new Service 
Offer to meet your requirements. We strongly 
advise that you still complete the evaluation 
process detailed below.

Step 5 – Evaluate

Once you have downloaded all the Service 
Offers that are applicable to the Lot and your 
requirements, you must evaluate them with 
your Award Criteria to find the most appropriate 
offering, ensuring that records of your evaluation 
are kept for transparency.  When you have 
completed your desktop evaluation you will need 
to follow the guidance in the Call-Off Order form in 
order to contract this with the Supplier.

The direct award criteria as set out below must be 
applied when conducting your desktop evaluation 
of all Suppliers Service Offers.

Full details of the Call-Off Award Procedure and 
criteria can be found within Framework Schedule 
6, Part A (Award Procedure).

Criteria 
Number

Criteria - ranked in 
order of importance

Percentage 
Weightings

1 Price 10-90%

2

Quality (including 
delivery time, period 
of completion, sales 
service, good value)

10-90%
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Step 6 - Award

You can place your order with the chosen Supplier 
by completing the Order Form at Framework 
Schedule 4, Annex 1 (Template Order Form). 

How to complete the Call-Off Order Form

To make a direct award against the TS2 framework 
you must complete the Order Form and send it to 
your chosen Supplier.

The Order Form must be completed in accordance 
with the Supplier’s Service Offer.

Customers must not include additional 
requirements to those as set out in the 
Service Offer because the order will 
then be based on an invalid Service 
Offer which the Supplier can decline.

The Order Form, when completed, signed and 
dated by both the Customer and the Supplier, 
forms the Call-Off Contract. 
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Further competition

7

Further competition is a process which allows you to reopen competition under the framework and 
refine the requirement. Suppliers will respond by providing formal quotations, which align to your 
requirement and/or specification. 

The further competition process is broken down into 7 simple steps explained below:

1

2

3

4

5

6

7

Identify your needs and produce specification 

Establish your procurement strategy and the lots required

Finalise your requirements

Complete documentation

Issue further competition

Evaluate

Award
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Step 1 Identify your needs and produce your 
specification

It is important that you spend time assessing 
your requirement and producing a good quality 
specification of those requirements. The more 
detailed and accurate your specification, the 
less likelihood there will be for scope creep and 
additional costs throughout the performance of 
the contract. 

The specification should provide a description 
of the characteristics or outputs for the service. 
This is known as an ‘output or outcome based 
specification’. Focus on the actual requirement 
(i.e. the service you require, delivery timescales 
etc.) and not criteria such as supplier experience, 
technical capability, financial standing etc - these 
have already been evaluated in the framework 
procurement process. Avoid being prescriptive 
with your specification, as it will limit innovation. 
By making your specification output based, you 
will allow potential providers to provide a solution 
for you and quote on an equal basis without 
preferencing any particular supplier.

As technology services can be complex, 
especially if you are seeking to 
disaggregate your current contract, it 
is worth spending the time to map out 
your current and new service model and 
how each element aligns to the relevant 
lots under this framework.

Engage with the suppliers on the 
framework before issuing a further 
competition. During this pre-market 
engagement you can ask suppliers 
questions to help refine your 
requirement and also give suppliers 
early insight into the opportunity. If 
you do decided to embark on any pre-
market engagement activities it must be 
fair, transparent and open. Please refer 
to section 8 for our guide to pre-market 
engagement.

You can engage via a Request for 
Information (RFI) which can either be 
sent via email using the supplier details 
located under the ‘lot details’ tab of 
the TS2 web page or, better still use our 
eSourcing portal.

Our eSourcing portal for conducting 
your RFI is free to access and available 
here.

Consider how General Data Protection 
Regulation (GDPR)will apply to your 
requirement.

https://gpsesourcing.cabinetoffice.gov.uk/emptoris/sso_login.jsp#/login/loginPage
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Step 2 Identify procurement strategy and lots 
required 

Procurement strategy
There are two core procurement strategies that 
may be used:

1. Single lot

If you are competing against a single lot ,you will 
need to invite all capable providers under the 
selected lot, service group or sub-lot. The further 
competition will result in a single call-off contract 
with a single supplier.

2. Multiple lots

If you are conducting a multi-lot procurement 
there are two options:

a) If you are seeking a disaggregated supply chain 
(multiple suppliers), you have two choices on 
how you conduct your further competition:

� Conduct a further competition against each of 
the required lots, inviting all capable suppliers 
from each of those lots, service groups or sub-
lots. This will result in multiple procurements, 
each resulting in its own call-off contract

� Conduct one further competition, separate 
your requirement into lots, clearly detail 
the lots, service groups or sub-lots of the 
framework that your requirement covers and 
reserve the right to award one or more of your 
lots to one or more suppliers. This will result in 
one further competition with multiple call-off 
contracts.

If you are disaggregating, consider 
putting in place your SIAM or prime 
contractor using lot 3b - Operational 
Management Services, they may then 
manage and co-ordinate the supply 
chain on your behalf.

b) If you are not seeking to disaggregate your 
requirement you will need to run a further 
competition across the multiple lots that you 
have selected. You will need to invite only those 
potential providers that are common to the 
selected lots, service group or sub-lot to the 
further competition (e.g. suppliers that appear in 
lot 1, 2 and service group 3b). This will result in a 
single call-off contract and a single supplier.

 You should note that the direction for 
government technology services contracts is 
the disaggregated model. 

Service Integration and Management 
(SIAM) is one approach to managing the 
multiple suppliers of your technology 
services. The ‘SIAM’ provides an 
integration function for those services 
and gives you a single point of contact 
for the management of your technology 
services and estate. In order to fulfill this 
role effectively, remove any potential 
conflicts of interest, reduce risk and 
to align with the Technology Code of 
Practice, it is recommended that the 
SIAM remain independent and not 
provide any of the other services to you.
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Multi-Sourcing is an alternative 
and more modern approach to 
managing the multiple suppliers of 
your technology services. For more 
information on this methodology 
please refer to our mini-guide on multi-
sourcing. 

For more information on the 
Technology Code of Practice and other 
useful information on the design of your 
services, please refer to this website.

Step 3 Finalise your requirements 

It is important you clearly describe your exact 
requirements so the suppliers can accurately bid. 
Therefore, please ensure that the requirements 
are clearly indicated within your further 
competition documents.

Step 4 Complete documentation 

When you are ready to send your requirements to 
the market, you will need to complete the further 
competition documentation, which is made up of:

� ITT (Invitation to Tender) including timetable 
and evaluation criteria

� Requirements specification (which can be 
included in the above)

� Draft order form 

Including a draft order form, completed 
as far as possible, will help save time 
in getting the order placed with the 
successful supplier at the end of the 
further competition process and will 
also help clarify your requirement. 

Document templates can all be 
downloaded from the framework 
agreement web page (documents tab at 
http://ccs-agreements.cabinetoffice.
gov.uk/contracts/rm3804)

Allow suppliers time to prepare and submit their 
bids. We recommend that the minimum time for 
bid windows should be 4-6 weeks. You should 
include precise detail of the closing time and date 
in the documentation so suppliers are clear on 
their deadlines.

You will also need to tell the suppliers how you 
will be evaluating their bids - so clearly describe 
your evaluation model, including criteria and their 
relative importance - please also see step 6.  

http://ccs-agreements.cabinetoffice.gov.uk/sites/default/files/contracts/Multi-Sourcing Presentation - V2.pdf
https://www.gov.uk/government/publications/technology-code-of-practice/technology-code-of-practice
http://ccs-agreements.cabinetoffice.gov.uk/contracts/rm3804
http://ccs-agreements.cabinetoffice.gov.uk/contracts/rm3804
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Step 5 Issue further competition

You are obliged to invite all suppliers on the 
relevant lot, service group (3a, 3b 3c or 3d), or 
sub-lot (4a or 4b) to bid against your requirement. 
During the further competition process you 
must keep an audit trail of any dialogue and 
communication with the potential suppliers. This 
can either be done via your own procurement 
system or using the free CCS eSourcing portal.

Access our CCS eSourcing portal by 
clicking on this link.

The suppliers on this framework 
agreement are able to select which 
further competitions they participate 
in. If suppliers choose not to bid against 
your requirement they should inform 
you of this as part of the procurement 
process. ‘Be aware that silence from 
a supplier cannot be construed as 
confirmation that they do not wish to 
participate’.

Step 6 Evaluation 

During your bid evaluation, you must treat 
all suppliers equally and fairly using the most 
economically advantageous tender (MEAT) criteria.  
It is also vital that you evaluate the bid in the same 
way you stipulated in the evaluation criteria set out 
in step 4 and also keep an audit trail. 

Example criteria and weightings are shown below 
as included in the framework. The criteria are in 
no particular order of importance.

*to be set by the customer dependent upon the actual 
requirement - the quality and price weightings combined 
should add up to 100%

Step 7 Award 

Once you have identified which bid was the most 
economically advantageous tender, we would 
recommend you apply a standstill period - usually 
a minimum of 10 calendar days. You must tell 
all the suppliers of the outcome of the further 
competition via email or letter. 

Although providing feedback is part of the EU 
procurement regulations, it is also invaluable 
information, which may help suppliers improve 
their further bids.

After the standstill is complete, you can place your 
order with the successful supplier by finalising 
and placing the completed order form. The 
completed order form will contain the details of 
the supplier’s response and pricing. We would 
expect you to work with the successful supplier in 
the population of the order form as necessary.

Draft outcome letters and the call-off 
contract (including additional and 
optional contract terms) can be located 
in the document tab.

NB: Non-compliant buying will directly impact the legality 
and reputation of the framework and is strictly prohibited. 
Customers who do not follow the correct buying processes 
will be at risk, and the framework’s contractual protections 
may be rendered null and void in such cases.

Criteria Example 
Weightings*

Quality (including delivery time, period 
of completion, sales service, good value 
(including where applicable the degree to 
which the supplier satisfies the contracting 
body’s social value requirements)) 

10-90%

Price 10-90%

https://gpsesourcing.cabinetoffice.gov.uk/emptoris/sso_login.jsp#/login/loginPage
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Pre-market engagement

8

Pre-market engagement is an essential step in any procurement activity, 
especially the procurement of something as complex as technology services. 
This activity helps refine your requirement and also increases suppliers’ 
awareness and interest in your potential procurement. From past experience, we 
know that suppliers are less likely to respond to an opportunity if they have  no 
prior awareness of it.

Before engaging in any pre-procurement supplier engagement for technology 
and disaggregation services, we recommend that you undertake a detailed 
analysis of your current IT service landscape; to understand the assets you 
have, the needs of the users, the design of the current services and their 
current costs. You should also consider how these services may be mapped to 
the lot definitions of TS2. This will provide you with a solid starting point and 
benchmarked costs for your journey.

If you do not have the internal capability or resource to carry out the type of 
activity above, these services are available under lot 1 - Strategy and Service 
Design and lot 2 - Transition and Transformation of our framework.

Your analysis may feed into your business case and allow you to measure future 
costs, as your new services providers commence transition and transformation 
and  operational delivery of your service(s).
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Advertise

Host

Feedback

Discovery Day 
(optional)

Feedback  
(Post Discovery)*

Advertise your opportunity to the market

Host your event either face-2-face or virtually

Provide feedback to all capable suppliers

Provide a more in depth opportunity to engage

Provide feedback to all capable suppliers

Approach

Technology procurements and disaggregating services by their very nature are likely to involve some 
complexity and transformation from your as-is service to your new service. We would recommend that 
you engage with potential technology and disaggregation suppliers  in a pre-procurement engagement 
process, referred to as “pre-market engagement” and/or “discovery”, in order that all parties can 
understand any complexities and potential collaboration obligations etc.

We advocate a multiple stage approach to your pre-market engagement for technology services. This 
approach has been successfully used by many of our customers in the past. Pre-market engagement 
doesn’t have to take place face-to-face but it does help - you may prefer to use a webinar as an 
alternative.

The approach for the engagement may include one or more of these activities dependent upon the scale 
and complexity of your requirement:
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1. Advertise the supplier engagement event to 
the market and register supplier interest. You 
may do this by direct mail, or easiest of all, use 
our eSourcing portal (by publishing an RFI) to 
ensure that you reach the right suppliers. We 
regularly update our supplier records and this 
is the best way to ensure you contact the right 
people

Access our CCS eSourcing portal by 
clicking on this link.

2. Host the supplier market engagement event 
consisting of a general presentation of the 
procurement approach, your current ICT 
landscape and the services you have, the 
vision for your new ICT landscape, your 
anticipated commercial model and timescales. 
It is good practice to provide an opportunity 
for questions and answers.

 The hosted event may take various forms; it 
is worth considering virtual events, such as 
webinars, for convenience and resourcing 
purposes.

3. Publish the engagement presentation material 
along with questions and answers, together 
with any draft specification documentation 
that you may have. Ensure you make this 
available to all capable suppliers on your 
chosen lot(s), not just those that attended the 
event, should your opportunity progress to 
further competition.

4. If your requirement is complex in nature, you 
may also wish to hold a discovery day.

5.  Publish the discovery day feedback to all.

For convenience, why not combine the 
pre-market and discovery day in one 
event?

https://gpsesourcing.cabinetoffice.gov.uk/emptoris/sso_login.jsp#/login/loginPage
https://gpsesourcing.cabinetoffice.gov.uk/emptoris/sso_login.jsp#/login/loginPage
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The discovery day process

1

2

3

4

5

6

Introduce your organisation and the need for change

Your current services and infrastructure, your strategy and 
future requirements

Encourage general questions from the floor

Use small groups, encourage them to answer specific 
questions that you require answers to, in relation to your 
requirement to help design specification. Have the group 
feed back to you.

Set aside time for 1-2-1’s no more than 30 minutes, to provide an 
opportunity for more detailed questions on you requirement

Produce a document pack including all of the questions and 
responses from the whole session, distribute to all who attend. 
Make the pack available to capable suppliers on your chosen lot(s) 
when you publish your further competition.

Advertise

Present

Questions

Breakout

1-2-1’s

Document
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The purpose of this discovery day engagement 
process is to:

� Allow potential suppliers more detailed 
discussion to understand your business, its 
service transformation objectives, its ICT 
estate and or how it may be transformed into a 
disaggregated service model, providing end to 
end IT Services

� Provide indicative costs to enable a cross-check 
with the benchmark cost analysis from the 
start of the process, as well as a sanity check 
on the requirements definition i.e. if indicative 
costs are way out – maybe the requirements 
need further definition or clarity;

� Test the market, gain feedback and input 
into your final service definitions and tender 
documentation e.g. commercial model, 
transition or transformation approach and 
planning.

The basic principles of discovery days are:

� Discovery days are undertaken before 
commencing competitive procurement activity

� No subsequent procurement can be implied 
or guaranteed from the initiation of discovery 
days - it is an extension of your pre-market 
engagement

� 2-way non-disclosure agreements (NDAs) 
should be considered before entering into 
this process - particularly if your incumbent 
providers are attending - in order to maintain 
ethical walls between their bid team and 
service delivery function. Also consider an NDA 
if your project is of a sensitive nature

� All potential suppliers in the relevant lots 
proposed for the procurement are invited to 
participate

� Outputs from meetings that potentially affect 
the requirement must be shared with the 
other potential suppliers, along with draft 
documents, if you wish requesting feedback

� You may have anything from a single to a series 
of meetings with potential suppliers.

Benefits

Discovery days have benefits to both potential 
suppliers and yourselves, some of which are listed 
below.

Potential supplier:

� An opportunity to fully understand your 
organisation and any specific SIAM or multi-
sourcing requirements including:

� Business objectives & challenges

� Future service strategy

� Transformation deliverables

� Fully understand your existing estate through 
the presentation of your due diligence 
information

� Discuss/explore the potential delivery 
strategies for your services

� Implementation – options and alternatives

� Allows the gathering of sufficient information 
to deliver a quality proposal, if there is a 
resultant procurement.
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You, the customer:

� An opportunity to discuss and validate what 
the market can offer

� Information to assist developing your internal 
business case

� Developing requirements definition, 
transformation deliverables, and milestone 
plan

� Developing tender documentation and 
evaluation criteria

� Discussion and exploring potential SIAM or 
multi-sourcing implementations – options, 
alternatives and risks

� Understanding cost-drivers and risks with a 
view to mitigation or removal

� Knowing that potential suppliers have a clearer 
understanding of your service requirements, 
transformation deliverables and delivery plan, 
which should enable the submission of quality 
tenders.
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Terms & Conditions 

9

The Call Off Contract
The call-off contract sits between you “the customer” and the supplier. It governs the purchase and 
delivery of the services and is entered into once the order has been placed (i.e. at the end of a further 
competition or direct award - as illustrated in the diagram below.

The Framework Agreement

Framework authority (CCS)

Framework  
supplier

Guidance notes 

Customer

Product / service delivery

Payment

Managem
ent inform

ation

Framework 
agreement

Call off 
contract
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How does the call-off contract work?
The call-off contract is applied by default to all 
purchases. It can be built upon to cater for your 
requirements by adding additional clauses from 
a menu, such as continuous improvement and 
security measures. The blocks of applicable 
contract terms are selected using the order form 
and can also include specific optional provisions 
and alternative clauses:

Additional clauses

Please read the additional clauses 
document, which can be found on 
the TS2 web page and also features 
as Schedule 4 of the Framework 
Agreement.

Additional clauses are incorporated into your call-
off contract by ticking the applicable boxes in the 
order form. 

A – Clauses
Additional clauses A1 to A4 are mandatory for all 
services procured via lot 3 and 4. For orders via 
these lots tick box “A: Services – Mandatory”. 

For lots 1 and 2 (projects) clauses A1: Testing and 
A2: Key Personnel can be selected as optional, 
customers are able to select as applicable by 
ticking the appropriate box.

B – Clauses
Clauses B1 to B7 are selected as applicable to 
requirements procured under lots 3 or 4.

C to H - Clauses
Clauses C-H inclusive can be selected as applicable 
to requirements procured under any lot.

As part of tendering, each supplier has accepted 
the terms and conditions which make up the 
call-off contract. The suppliers cannot propose 
additional terms nor insert any of their standard 
terms of business.

TS2 allows for the inclusion of limited third 
party contract terms:

1. Where third party software is being supplied 
and deployed for the customer’s use and the 
vendor’s license terms must apply to users. 
These must be referenced in the order form 
and the terms themselves, or a link to these 
terms should be included within the order form.

Improvements to the terms and conditions under 
TS2 against previous framework agreements all 
serve to make it a simpler experience and more 
user friendly for customers and suppliers alike.  As 
well as the call-off contract structure, the limits 
on liability have been rationalised down, to better 
reflect the level of risk. In addition to this the 
required insurance policies have been aligned with 
the relevant lot.  

Under no circumstances can the 
default liability limits be reduced, 
however there may be situations 
where the requirements dictate that 
the limit should be higher. You should 
draw attention to this in your further 
competitions.
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There are limited circumstances where a 
customer may require additional contractual 
terms over and above those contained within 
the call-off contract (and/or the alternative 
and additional call-off contract provisions). 
These can be incorporated via the order form 
section titled ‘specific standards or compliance 
requirements’. However, they must only be used 
where absolutely necessary to enhance the base 
terms for the specific requirement. They must not 
be used to remove or replace existing provisions 
(i.e. they should be supplementary) and cannot 
be used to substantially alter the call-off contract 
terms which were competed under the framework 
procurement.

You must make suppliers aware at 
further competition stage if protection 
of employment (TUPE) applies, or is 
likely to apply to your requirement. 
Where there are staff transfers that 
are relevant to the call-off contract, 
the additional clause and associated 
schedule A3 become effective (from 
the additional and alternative clauses). 
Suppliers will be expected to provide all 
TUPE considerations, including pricing 
implications, at that call-off stage if 
TUPE becomes part of a requirement.

Where the purchase of products or 
services (that are out of scope of this 
framework) are required to deliver 
your service, you may  request that 
the supplier acts as an agent on your 
behalf to procure products from the 
Technology Products 2 framework 
(RM3733) or other CCS frameworks. This 
option can be requested by selecting 
‘appointment as agent’ from the 
order form. Except where the supplier 
features on the relevant lot of the other 
CCS frameworks - this would create a 
conflict of interest so the supplier would 
not be able to act as the agent.

Only tick the boxes for the optional 
additional clauses you actually need, 
adding unnecessary clauses will 
increase the price of your service.
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Buyer scenarios

10

Buyer scenarios
Scenario 1: single supplier

A borough council entered into a single supplier 
agreement to outsource their entire IT service 
requirements (with the exception of WAN) a little 
under 2 years ago. Unfortunately, the project has 
had numerous problems, delivery milestones 
have slipped, services have not been rolled out 
as per the customer's specification and costs 
are rising due to multiple contract changes. The 
relationship between the customer and supplier 
has deteriorated to such an extent that the 
customer has decided to terminate the contract. 
The council have a small team of people who are 
good at relationship management but lack solid 
IT knowledge. They need to replace the current 
contract in order to continue to deliver public 
facing services and prevent your budget from  
being eroded.

Possible solution:

There is a high likelihood that the strategy and 
service design had some issues and that constant 
scope creep or service redesign has led to the 
impacts. Some service from lot 1 - Strategy and 
Service Design will be required.

They will require some transitional activity, lot 2, 
to move from the incumbent to the new supplier 
and the delivery of operational services through 
lot 3.

As they may be seeking a single supplier to 
provide all of the services, they would require a 
cross-lot competition covering lots 1,2 and 3, only 
inviting the common capable suppliers to the 
further competition. This will result in a single call-
off contract.

Alternatively, as a local council they may want 
stable charges over a long period of time, to 
enable them to manage budgets and receive 
some return on their investment; in which case 
they could use lot 4a with a single call-off for a 
maximum duration of 7 years.
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Scenario 2: disaggregation

A central government department has a 
technology estate of around 3,500 users and 3 
geographically diverse sites. They have been in 
a contract with a single supplier for the last 15 
years. The contract was established via OJEU. The 
contract covers WAN, LAN, service desk, end user 
computing, their hosted provision (in-house), 
software asset management and the various 
support wrappers to cover their entire estate.

In line with government policy and strategy they 
are seeking to disaggregate their estate and 
move to a multi-sourced environment. They 
have identified that TS2 would be suitable. Their 
requirement will require the use of RM1045 - 
Networks Services for their WAN requirements.

Over the years their internal IT staffing has been 
severely reduced, they have therefore lost most of 
their knowledge base of what their estate consists 
of and how it is all integrated. They have relied 
very much on their incumbent supplier to lead on 
their strategic view.

They know their long term objective is to move to 
public cloud but they are not convinced that the 
organisation is mature enough or whether it will 
meet their needs so their preference is a hybrid 
cloud solution. The head of ICT has requested a 
procurement strategy that can then be used by 
their internal procurement team to conduct a 
further competition against RM3804 to secure the 
relevant services for the next 3 - 5 years.

Possible solution:

An audit of the current estate will be required 
as will a new ICT strategy. This could either be 
accomplished in the first instance as a stand-alone 
piece of work or be incorporated into the overall 
requirement; lot 1 - Strategy and Service design 
would be used.

In order to establish the call-off for the WAN 
requirement, the use of the agency function 
included in TS2 would be ideal. The prime 
contractor or SIAM would undertake this call-off 
against RM1045 on the customer’s behalf and 
manage the resultant contract.

As the organisation is seeking a 3-5 year service 
delivery term, this would negate the use of lot 4a.

Transition services from lot 2 will be required.

Operational services from lot 3 will be required.

For each of the service lines required there are 
two approaches that could be adopted. Either, 
multiple further competitions against the 
relevant lots, which would be time consuming 
and resource intensive or conduct one further 
competition, broken into its own lots and reserve 
the right to award one or more of those lots to one 
or more suppliers; resulting in multiple call-off 
contracts.

The end result will be the same, there will be 
multiple suppliers delivering the services required.
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Scenario 3: single supplier (local)

An academy school has a number of providers 
delivering its ICT services. In conversation 
with other similar sized organisations, it has 
been noted that their ICT service costs are far 
higher. Following a review of the ICT services 
by an external body and comparing with other 
organisations, the main differentiator was that the 
other organisations all had a single supplier for 
their ICT services. 

The head teacher has decided to make some 
economies with regard to ICT and wishes to follow 
a single supplier model. 

The academy has no ICT staff in-house and the 
only expertise has been gained whilst working 
with the incumbent supplier. In line with the 
education authorities’ social value policy, the 
services should be delivered using local business. 
The services required are simplistic, a LAN, a 
private hosted environment, end user computing 
and support for hardware and software.  A flexible 
contract will be used to ensure that the services 
deliver better value; this will be a 1 year initial 
term +1 +1.

The first requirement is for an outline 
procurement strategy for the next meeting of the 
academy board.

Possible solution:

The services required will all fall under lot 1 - 
Strategy and Service Design. A single further 
competition should be conducted encompassing 
all of the requirements and a single call-off will 
result.
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Case Studies 

11

If you are celebrating a success which includes 
the use of our frameworks, why not share it with 
everyone by doing  a short case study. We are 
more than happy to collaborate with you and your 
supplier(s) and provide supporting material for 
inclusion into your study where required. Case 
studies may be produced in many forms, not just 
the traditional leaflet. Perhaps consider webinars 
or podcasts to share your insights and the positive 
benefits to all parties, as a result of using our 
framework.

Benefits

� Provides supporting information to validate 
the success of a business proposal or business 
case for your senior stakeholders

� Raises the profile of your organisation to 
others within your sector

� Supports the information that we collect by 
means of our regular performance surveys 
etc., a useful addition to support any audit

� Enables similar organisations to consider 
adopting similar processes or systems, thereby 
increasing commercial aggregation and 
achieving better financial value from current 
and future frameworks resulting in benefits to 
the taxpayer

� Enables us to design our technology strategy 
around the right product and service areas.

What to include

� An overview of the business challenge that 
your organisation was faced with

� The solution, how it was found and how it 
was implemented the benefits that you have 
realised, not only financial savings but also 
improvements to processes or service. Include 
statistics and quantitative data if it is available

� Also consider if there is a story around topical 
government aims, such as SME engagement, 
the ‘digital’ agenda or collaboration with other 
organisations.

Approval

Case studies should be provided to us and your 
supplier for approval before publication - this is 
mainly for a content and accuracy check and to 
ensure that the branding guidelines of the parties 
have been applied. Letting us know where you 
intend to publish the case study would be helpful.

Publication

Once your case study has been approved, we 
would be happy to publish in our customer 
newsletter and on our website. We would also aim 
publish in any applicable customer and industry 
forums that we have access to.
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Templates and documentation

12

All templates and documentation can be located on the TS2 (TS2) web page, located under the 
‘documents’ tab which can be found via the following link:

Templates and documents

http://ccs-agreements.cabinetoffice.gov.uk/contracts/rm3804
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Contact details

6083-19 (Sept 19)

13

www.crowncommercial.gov.uk

@gov_procurement           

Crown Commercial Service 

Crown Commercial Service (CCS)

 info@crowncommercial.gov.uk

 0345 410 2222

Yorkshire Purchasing Organisation (YPO)

  IT.Services@ypo.co.uk

 01924 885907 / 01924 836986

Webinars 

Further support and training is available through scheduled webinars that provide an 
overview of the information given in this Customer’s guide and use of the templates. 

If this would be of interest please click on the LINK at 
https://www.eventbrite.co.uk/o/technology-webinars-at-ccs-14738735974

https://twitter.com/gov_procurement
https://www.linkedin.com/company/government-procurement-service
https://www.eventbrite.co.uk/o/technology-webinars-at-ccs-14738735974

