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1
Introduction
This guidance has been produced by Crown Commercial Service (CCS) to help you understand
how to use the RM6173 Automation Marketplace Dynamic Purchasing System (DPS).
This guidance document covers:
●
●
●
●
●
●

The scope of the Automation Marketplace DPS
How to use the DPS to identify a supplier list
What to include in your specification
The information you need to provide when issuing a Call for Competition
Managing your contract with your appointed supplier/s
Guidelines and standards in relation to the use of technology and digital services

The guidance provides you with the best practice approach to using the agreement. If you have a
particularly complex requirement you may wish to seek additional advice from your own
commercial team.

What is the Automation Marketplace
agreement?
If you are a public sector buyer, our Automation Marketplace Dynamic Purchasing System (DPS)
agreement offers a simple, efficient route to a wide range of competition in an emerging market.
Allowing public sector customers to confidently and responsibly procure automation services for
the benefit of citizens.
This Automation Marketplace DPS aims to support the innovation of public sector organisations to
plan, design and implement automation into their systems and processes.
This DPS has been established to enable government and public sector bodies to access related
products and services, starting with a business case and creating a strategic direction. The
principles and benefits of using the agreement are:
● This agreement was developed in collaboration with the Cabinet Office Government
Automation Task Force to replace its predecessor (RM3838) Cabinet Office RPA Single
Supplier Contract
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● Services offered under this agreement will support customers to optimise business
processes, increase skill in the workforce and invest in technology
● Encourages smart buying by way of strategic design and business transformation through
to problem solving with tech solutions
● Customers have access to the Cabinet Office Automation Task Force who specialise in the
implementation of automation technologies, services and licences
● Supports innovation – suppliers can add new services (within scope) during the lifetime of
the DPS, meaning buyers can keep up with fast-moving market developments
● Ensures the appropriate suppliers are accessible to provide the right service offerings, to
reduce procurement timescales and ultimately to provide an optimum buying route for
automation
● Accessible route for suppliers to apply and register their interest (at any time)
● A dynamic filtering system, giving customers flexibility based on requirements
● Quality (including social value) and price can be assessed on individual customer
requirements
● Fully compliant with UK and EU regulations
The agreement can be used for a variety of automation related products and services, there is no
minimum or maximum value.
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Automation Marketplace scope
The agreement will allow customers to access products and services via a DPS related to
automation services, to help the public sector automate processes (or part of a process) to
make it more efficient. This includes the use of software to handle high-volume, repeatable
tasks that previously required humans to perform.
The DPS fulfils this requirement; upon application to join the DPS, suppliers indicate which
elements and services they are able to bid for under the DPS. The elements are organised into a
matrix of filters.
The four (4) distinct categories comprise of:
1)
2)
3)
4)

Design (Strategy and Business Transformation)
Build (Problem Solving with Tech Solutions)
Live (Resource and Training)
License (a direct route to buy software licences)

The dynamic filtering system allows Buyers to:
● Filter Suppliers using four main categories and then
● Sub-filters to filter down further to specific eligible Suppliers

Full details can be found in Annex 1
5

What is a Dynamic Purchasing System
(DPS)?
A DPS is a public sector sourcing tool for services and goods (Public Contracts Regulations 2015).
It is similar to an electronic framework, but new suppliers can join at any time. This is an electronic
way of sourcing which means that both suppliers and customers do not need any special IT
equipment. It therefore eliminates unnecessary activity for the supplier up front.

The DPS is a 2-staged approach:
1. Firstly, CCS publish a contract notice. Suppliers then have a 30-day window to apply
for a place on the DPS prior to it being formally launched and open for business.
New suppliers can apply to join at any point during the life of the DPS.
2. After the initial 30-day start-up period has elapsed, customers can access the
DPS, compete their requirements with suppliers and award their contracts.
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2
Key benefits for Customers and Suppliers
The DPS offers a number of key benefits for both customers and suppliers:

●

Simpler, quicker process - perfect for SMEs looking to access public
sector business

●

Automated, electronic process - using existing supplier selection tools
and systems available to CCS

●

Flexible - new suppliers can apply to join at any point, increasing the
potential capacity for automation services

●

Choice - increased scope/scale of service offerings and public sector
business

●

Filtering of supplier offering - ensures suppliers receive notifications of
relevant competitions

●

Dynamic - customers can build specifications, competitions and
contracts in a way to suit them giving flexibility based on requirements

●

Supports localism and social value - enabling suppliers to bid for
business either locally, regionally or nationally. Allows customers to
undertake competitions between both national and local suppliers to suit
their requirements.

●

Opportunity to access wider supply chain - for specialist services or
where supplier may previously have been a subcontractor

●

Compliance - Fully compliant with UK and EU regulations
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The basic
process
Appointing a supplier through the
Automation DPS includes the following key
steps:

10. Provide feedback and evaluation
scores
There are additional optional steps that you
can take depending on your requirement,
which are outlined in detail within this
document.

Who can use the agreement?
This agreement can be used by all UK
government and public sector bodies
which includes:

1.

Define your objective regarding the
product or service you require

2.

Develop your written specification
with defined outcomes and
deliverables, Section 4 will help you
do this

●

Central Government
Departments, Arm’s Length
Bodies and Executive
Agencies

3.

Use the Automation Marketplace
DPS to obtain a supplier shortlist

●

Non-Departmental Public
Bodies

4.

Option to identify the suppliers that
can meet your requirements
allowing you to pass or fail
suppliers before the written
proposal stage

●

Devolved administrations

●

Local Authorities

●

NHS bodies

●

Charities

●

Universities, colleges,
schools, further education
providers

5.

Issue your final specification,
evaluation criteria and associated
weightings to identified suppliers

6.

Receive and evaluate written
proposals from suppliers

7.

Inform unsuccessful suppliers
providing feedback and evaluation
scores.

8.

Award the contract to the
successful supplier and confirm the
award to CCS.

9.

N.B. CCS has not undertaken any
verification of supplier certifications
or products prior to the award of
this contract, therefore you may
request this information at the call
off stage

The role of Crown Commercial
Service (CCS)
CCS’ role is to provide you with advice
and guidance to help you get the best
out of the Automation Marketplace DPS.
We can help with any queries you may
have such as the best way to appoint a
supplier and advice on structuring your
evaluation criteria.
CCS manages the overarching
Automation Marketplace DPS and the
suppliers at agreement level. You are
responsible for managing the contract
8

with your appointed supplier. CCS is
able to help with any issues you may
have that require escalating. Contracts
should be implemented in accordance
with the Outsourcing playbook and best
practice for Contract Management.
If you have any other queries please
email us at:
info@crowncommercial.gov.uk or
Contact our Customer Service Centre on
0345 410 2222.

9

3
Before you start
Getting approval to spend
Before using this agreement, you
should ensure that you have applied for
and received the necessary budget
approval and agreed your procurement
strategy.

Allow sufficient time for proposals and
evaluation
You should agree who will evaluate the
responses before you run a call for
competition and build in enough time to
evaluate. Ideally, you should allow up to 812 weeks to complete the entire process,
which is from the date of issuing your
competition to contract award and
installation of non-complex products and
services, this timescale will of course
increase as the complexity of the project
increases. An example timetable for noncomplex has been provided in Annex 2.
Your tender process should be proportionate
to the value and complexity of your
requirement. Suppliers will need a
reasonable period of time to review and
prepare a response. This includes allowing
sufficient time for suppliers to ask clarification
questions and consider your answers before
the deadline for written responses.

Agree how you want to work with
the supplier
There are different types of arrangements
you can have with suppliers using the

Automation Marketplace agreement, for
example:
Consider if the problem can be broken
down into more manageable contracts
and projects and set expectations with
suppliers up front in your ITT, that the
project must be delivered using a Lean,
Continuous Improvement and Agile
approach.
● Outcome based approach
Use procurement processes that focus on
outlining opportunities, and allow room for
iteration, not on prescribing a specific
solution.
You should work with the supplier to set
up and agree to success criteria at the
beginning of a project, take an outcomebased approach and measure against it to
achieve certain deliverables. This will
make it easier for you to clearly
demonstrate success and value of the
project.
● Benefits driven approach
Use a benefits driven approach, start with
a business case and be able to identify
and understand the benefits expected
from implementing automation. For
example, is the business looking to
reduce operational costs, decrease
processing time, reduce errors, increase
capacity or allow employees to focus on
high value work?
Have a good understanding of what it is
you want to achieve from automating a
process and ensure that supplier
proposals are realistic, with a tangible set
of deliverables.
● Fixed term agreement
For a very simple solution to what you
want to do with processes (or part of a
process), a supplier is able to offer a fixed
10

number of days and a fixed amount of
time to determine a fixed price. Other
requirements may need to be modified or
changed over time, where it is necessary
for the supplier to provide additional
support and carry out work on a time and
materials basis.
● Contract duration and lifecycle
management
Consider the whole lifecycle, including
ongoing support and maintenance
requirements.
There is a potential need for contracts let
under this DPS to be extended beyond
the life of the agreement. There is a risk
that you will spend a lot of money
developing and integrating technology that
will be out of date if the contracts are
short-term. There will be a need to update
training for departments and some
technology will require on-going support.
You should explain how the platform or
service will be maintained, whether third
party providers could be engaged for
these activities as part of a managed
service or if you have in-house capability.
The duration of contracts under the
agreement can range from anything up to
four years depending on the complexity of
the project. Please seek advice from your
commercial function regarding the most
suitable type of agreement for your
requirements.

Consider hidden costs
Professional services are typically
provided on a day rate basis using SFIA
rates aligned to Digital Data and
Technology (DDaT) roles. Software is
typically charged as a licence fee, as pay
as you go software usage or as an annual
subscription.

It is important that you understand the full
cost of automation, including the costs
associated with business transformation
and change management - not just
technology.
● You should understand the breadth
and depth of your existing IT
investment (Oracle, Microsoft etc)
and the spectrum of approach to
automating – are you looking for a
proof of concept or a wraparound
service?
● You should consider how you will
get returns from what the business
case is proposing.
● You should remain tech agnostic and
understand what can be done with
your existing IT investment before
investing in automation software.
There may be existing automating
tools for process optimisation and
other technology should be
considered before RPA.
● Know the different types of
automation technology available
and the costs associated with these
(a platform IT heavy solution that
uses coding development tools
against a business user friendly
tool that doesn’t need a developer).
● Consider lifecycle management,
the level of integration with
components and any potential
development necessary for future
platform changes.
Where possible, provide guidance on your
budget up front in your requirements, for
suppliers to work a solution around.
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suppliers know when they need to
respond by

Pre-market engagement
You may find it useful to communicate with
suppliers ahead of issuing your final
specification by undertaking a pre-market
engagement exercise. Please ensure this
activity is undertaken in a fair and
transparent way providing each supplier in
your shortlist with an equal opportunity. This
will allow you to further shape your
specification, gather ideas on new innovative
products and understand if there are any
changes within the market that may influence
your requirements.
If you decide to speak to the industry ahead
of your call for competition, you must prepare
an outline of your specification before you
contact suppliers, this can be done using a
draft specification. You will need to contact
all the suppliers from your shortlist but you
can choose how you contact them - for
instance you can email them for information,
invite them to an event or meeting to discuss
your requirement or issue a formal Request
for Information. This stage is for informal
information gathering. If suppliers do not
engage at this stage, don’t assume that they
do not want to participate.

✓

Keep an audit trail of all
communication

Don’t
X

Limit contact to suppliers that you
know

X

Contact suppliers in different
ways; each supplier should be
given an equal opportunity to
respond (i.e. don’t email some
suppliers and phone others to
discuss your requirements)

X

Forget that all suppliers can bid
when you issue your final
specification

All suppliers shortlisted from your
Marketplace search should have the option
to bid when you issue your call for
competition

Dos and don’ts checklist:
Do
✓

Contact all suppliers from your
shortlist

✓

Provide a reasonable time limit to
email requests to make sure
12

4
Automation
procurement in the
Public Sector
Automation has the potential to transform
how we deliver public services, by delivering
better services at less cost and allowing our
people to focus on more meaningful outcome
delivery.
Public sector can reduce operational running
costs of public-facing services by up to a
third, by better service delivery, improved
data, cost reduction, counter-fraud and
increased efficiency. A rise in productivity
would increase our workforce contribution to
the UK economy.
The three areas of focus are process
improvement, people
and
technology
investment.
Business change key to realising ambition of
strategy. Greater investment in building
business change capacity such as process
governance, KPIs, data convergence, user
experience, as well as technology change can
help to realise efficiencies and deliver
innovation.
The five business areas expected to benefit
the most with strong yields for return on
investments from automation are operations,
customer service, decision support, IT and
finance.
Public sector bodies should engage with
cross-departmental teams within central

government and the wider public sector, to
create knowledge-sharing forums and share
best practice.

Considerations for automation
procurement in the public sector:
Opportunity
There is large potential for automation in
public sector and customers need to
understand the pros and cons of automating
processes.
You should first confirm the suitability of your
business processes for implementing
automation.
Start with the problem, rather than the
technology – is automation the right solution
for solving the problem?
Process
Focus on improving processes with outcomebased solutions to get the most value.
Start with a business case and create a
strategic direction.
Assign senior owners for key business
processes.
Remember, technology on a based process
will just make the bad process more efficient.
Strategic and tactical
Tactical automation is ‘doing the same thing
but faster’.
Strategic adoption is re-imagining the end-toend process.
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These do not need to be mutually exclusive.

•

Good analytics

Tactical ‘quick fix’ automation as part of
wider digital transformation programme can
engage staff and help organisations
understand their process landscape.

•

Metrics

•

Integrating data sets across
Government

Data-driven automation

Automation Technologies

Data is a valuable asset and will help
organisations to understand and improve
business processes.

Desktop

Data is core to process re-design and
improvement, and technology
implementation.
Consider issues of ethical questions of
automated decision-making, data handling
and service delivery models.
Better data will lead to greater efficiency and
effectiveness of public service delivery.
Key enablers for automation implementation:

Sits on a desktop and covers part of front
office process – simple tools to record and
repeat tasks.
RPA
Software that acts as a ‘virtual person’ to
operate existing applications and systems.
Rapid but scalable task automation split into
two solutions:
1) Attended – sits on a desktop, covers
part of the process and is for front
office

1. Fixing of the essential foundations
2. Reduction of silos, preventing
duplication, saving taxpayer money
3. Delivery of a cross-sector
collaborative environment where
public sector organisations work
together to deliver shared outcomes
4. Enhancement of Her Majesty’s
Government’s reputation for high
quality and trusted data and
technology use.

E.g. creates a dashboard pulling data
from multiple systems to reduce call
time and clicks for customer service
agents
2) Unattended – typically for back office
end to end processes housed in a
server room
E.g. categorises and prioritises
incoming correspondence onto a
system for humans to respond to

To do this we need:
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Cognitive
Software uses pattern recognition and
machine learning, combined with natural
language processing and human interface
E.g. voice recognition when calling a
customer service centre
AI
Self-learning for process discovery, training
robots, natural language generation and
automated process documentation. The
technology makes decisions at this point.
E.g. Machine learning learns from structured
data, Deep learning learns from unstructured
data

Caerphilly council delivered free school
meals through automation, stopping
repetitive processes and improving efficiency
and level of services to customers. This was
not a money saving project and did not
cause any redundancies – which was not
part of the council’s plan.
Artificial Intelligence (AI) has been used in
anomaly detection of goods arriving at the
border by Department for Environmental
Farming and Rural Affairs (DEFRA) and text
analytics using Natural Language Processing
(NLP) by Home Office.

Top tips
•

Consider if the process is suitable for
automation - have a clear, defined
strategy (include your procurement)
and allow suppliers to bring innovative
solutions.

•

Take a strategic direction to
implementing automation. Thinking
about the solution and planning an
automation roadmap is key.

•

Bring on board in-house skills and
get support from the business in
areas of processes you are thinking
about automating; Finance, HR,
Customer Service Centre.

•

Carry out a proof of concept to
demonstrate feasibility

•

Demonstrating a quick, positive win by
automating a simple process or part of
a process can help to ensure a
positive buy in from the business

•

Take an infrastructure view - consider
how well the platform scales and what

How public sector can use automation
Automation will accelerate a skill shift away
from basic cognitive functions to higher
cognitive, social and emotional, and
technological skills, allowing us to create a
workforce that is more specialist, productive
and engaged.
To do this we need to eliminate routine tasks
and free up our people’s time for more
citizen-centric service delivery.
Automation can help with a simple process
such as to provide support to call centre staff
to automatically provide information on a
caller.
In the insurance sector Robotic Process
Automation (RPA) has been applied to high
volume, low complexity processes, such as
compliance with significant savings.
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is the cost.
•

•

Know what you are hoping to achieve
with automation, including how you
will demonstrate success, make sure
all stakeholders aware
Know the difference between attended
and unattended bots. If attended is not
suitable – limited scale of what to
automate.

•

Consider strategies to avoid vendor
lock-in

•

Describe any integration with
associated technologies or services

•

Consider your ongoing support and
maintenance requirements

•

Add considerations on liability and risk

Think
•

•

You should know what good looks
like without RPA to understand
what it looks like with RPA.

•

Do you really need automation to
solve your problem?

Conduct a data assessment before
starting your procurement process

•

Can you set out the business case
clearly?

Develop a plan for governance and
information assurance

•

What do you aspire to do with your
automation process?

•

Some key considerations when
drafting your automation requirement:
•

Start with your problem statement

•

Highlight your data strategy and
requirements

•

•

Focus on data quality, bias and
limitations
Be clear about what you would like
to achieve; for example, specify if
you would like a supplier to
propose a solution with your
current structured data or would
you like a supplier to structure data
as part of the solution?

To get the best benefit and maximise
value
•

Engage the market

•

Scope the problem or project

•

Know there are multiple ways to solve
problems using automation

•

Run discovery workshops to help
identify if your process is suitable for
automation

•

Award the contract on the defined
outcome to be determined in the
procurement process
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•

•

Engage a multi-functional team early –
a range of skills is important in the
implementation of process
automation, involving people who
know the process really well will
deliver best outcomes
Build in knowledge transfer and
actively encourage this

Some specialist roles to consider for your
automation project team:
● Senior owners for key business
processes – ability to consider a
customer’s interaction from start to finish.
● Solution architect – focus on identifying
and solving business problems.

Multi-functional teams
Bring people in your team early who have the
knowledge and experience to consider
whether a process is suitable for automation
Seek to establish a multi-functional team with
the right people and skills to support the
procurement and implementation of
automation, as well as experts in the process
your wishing to automate.
Ensure you have the right expertise within
the team to support capability on process,
policy and the technology.

● Data Architect - a data architect sets the
vision for the organisation’s use of data,
through data design, to meet business
needs
● Delivery Manager - a delivery manager
is accountable for the delivery of products
and services
● Commercial Manager - a commercial
manager is responsible for running the
procurement project, ensuring the
procurement is compliant and delivering
good commercial outcomes.
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Using the Automation DPS
The flow diagram sets out the best practice approach to using the DPS:

Key:
Required
Optional
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5
The Customer
Journey
This section covers the process on how to
invite suppliers to your call for competition.
You will need to engage with your
procurement function prior to making any
contact with suppliers.

1. Customers are able to access the
DPS by following these steps:
1.Register on Supplier Registration Service
Dynamic Purchasing System Marketplace
2. Navigate to the DPS for Automation and
access by agreeing to terms of use
3. Use filters to reflect contract requirements
and filter appropriate suppliers (see Annex 1)
4. Export list of DPS suppliers. Note, it is
recommended that the exported supplier list
is used within 2 working days, as new
suppliers may be applying to join at any
point, thus changing those eligible to
compete
5. Create a competition on the customer’s
chosen eProcurement / tendering system,
inviting the identified DPS suppliers and
detailing the specification, evaluation criteria
and contract format
6. Conduct competition and evaluate
(allowing at least 10 days for supplier
responses for standard projects. Where a

project is more complex consider additional
time)
7. Determine intention to award to supplier/s
8. Return to Automation DPS and request
any required evidence from winning
supplier/s
9. Supplier/s share evidence through system
(recommended to do so within 2 days for
non-complex projects, more complex
projects will allow for more time)
10. Once satisfied with evidence, proceed to
award
11. Inform CCS of contract award via
Automation DPS
12. Issue Contract Award Notice/Contracts
Finder notice

2. Mandatory Yes/ No Award Criteria
(optional)
This is an optional stage in the further
competition process which allows the
customer to pass or fail suppliers before the
written proposal stage. You can ask
suppliers to respond to mandatory yes/ no
award criteria to identify which suppliers from
your shortlist are going to be the most
suitable. You may wish to run this process at
the start of your Call for Competition to refine
your shortlist or to assess capability of
meeting your requirement.
You can use a series of yes and no
questions that are mandatory for suppliers to
pass to get to the written stage - you could,
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for example, use the ability to meet your
stated deadline as a question. Please use
questions that relate to key requirements
only at this stage, and not those that you
could score in the written stage.
You do not need to send the final
specification to suppliers who have
deselected themselves in their response(s)
to mandatory award criteria unless you make
material changes to the specification as a
result of the exercise.

● Provide feedback to all parties
Please refer to the eSourcing user guidance
for further information on using CCS’ portal.

TIP:
A checklist of everything that you will need to
include in your call for competition has been
provided in Annex 4.
Dos and don’ts checklist:

TIP:
We have provided a Mandatory Yes/ No
Award Criteria Template which you can use,
see the agreement webpage. The template is
not mandatory and can be amended
according to your requirements.

Do:
State that the competition is being run
through the CCS Automation Marketplace
DPS Agreement (RM6173) at the start of
competition documents
✓

Provide a clarification period for
suppliers to ask questions

✓

Specify any particular
requirements that
need to be fulfilled

✓

Include an indicative budget or
range

✓

Provide a clear deadline for
responses

✓

Make sure that your requirements,
documentation and evaluation are
proportionate to the value and
complexity of your specification

3. Issue your specification
Your completed specification along with all
other relevant documents, must be issued to
all shortlisted suppliers, unless they have
deselected themselves in their response(s)
to mandatory award criteria. This can be
done either via the CCS online procurement
tool (eSourcing), your organisations own
procurement tool or by emailing suppliers.
Please invite the contact listed in your
exported shortlist to reach the right supplier
contact. You can find Specification writing
guidance in Annex 3.
Using a portal gives an auditable approach to
the tender process. It is used to:
●
●
●
●

Respond to clarification questions
Track bid responses
Send reminders to bidders
Communicate to successful and
unsuccessful suppliers

Ensure suppliers have equal access to
information during the competition
process and publish all responses to
questions asked or clarifications raised
to all suppliers involved

Don’t:
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X

Be overly prescriptive, give the
supplier space to propose an
innovative solution

✓

State in your call for competition
whether you intend to hold a faceto-face presentation

X

Use acronyms or civil service
terminology - use plain English
Overwhelm the reader with
excessive data

✓

Stipulate that supplier’s
presentation team should ideally
include the key people that will be
working on your project

✓

Ensure the suppliers are aware of
any technology or other logistical
restrictions for the presentation

✓

Inform suppliers in advance of
who will be on the evaluation
panel and their role in the
organisation/ project

✓

Communicate any additional
information that comes out of the
face-to-face presentation stage to
all shortlisted suppliers

X
X

Forget to disclose any conflict of
interest issues you may have in
your specification

4. Review proposals from suppliers
All suppliers will need to provide a written
proposal in response to your specification. It
is recommended that you assign three
people to evaluate the proposals as this
makes reaching an objective decision easier.
Responses should not be discussed outside
of the evaluation team and pricing
information should be treated as
commercially sensitive. Make sure that you
maintain a fully documented audit trail of the
results and final award decision, which will
be useful when providing feedback to the
participating suppliers.
N.B. As part of your award, you should be
cautious against entering into a long-term
contract towards the end of the DPS
agreement, especially if you have not taken
this approach consistently.

TIP:
To help make reviewing proposals easier, a
template has been developed for scoring
written proposals. See Annex 6
Dos and don’ts checklist:
Do:

Don’t:
X

X

X

Discuss additional information with
a particular supplier that has not
been shared with another
Share any information
regarding a particular
supplier’s approach
Introduce new elements
to the specification

5. Award the contract
As part of your compliance check before
awarding your contract, you have the option
to request evidence of contract examples,
insurance and cyber certificates provided by
the suppliers on the Marketplace. To do this,
you will need to log-in to the Marketplace and
navigate back to your saved search. Find the
supplier(s) you wish to see further
information for and click on ‘see evidence’.
The suppliers will then be sent a notification
and will give you access to see the evidence.
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Following the successful completion of your
competition evaluation you can now award a
contract to the successful supplier. Once you
have the relevant internal approvals in place
you can notify all participating suppliers of
the outcome. A standstill period is not
mandatory but can be used voluntarily for
high value contracts.
You must use the letter of appointment to
form your contract, which is aligned to the
contract terms set out in the agreement.
There are some sections of this contract that
you can alter depending on your organisation
and requirements.
The letter of appointment must be completed
by the customer prior to being sent to the
supplier for signature. The document
includes guidance so you understand how to
fill in the relevant sections.
Once your contract has been signed, please
send your award details to:
info@crowncommercial.gov.uk, including:
● Contract name
● Contract length (including any
extension options)
● Contract total value
● Winning supplier name
Please remember to fulfil your organisation’s
transparency requirements and publish
details of your award on Contracts Finder,
where necessary.
6. Provide feedback to suppliers
You should provide constructive, written
feedback to all participating suppliers and
include a full breakdown of their scoring.
Feedback comments should be objective and
link back to the evaluation criteria. This will

help suppliers understand how they can
improve for future opportunities.

7. Provide Evaluation feedback to
CCS
You should provide written feedback to CCS
which details your bid evaluation. Feedback
should include details of the highest and
lowest bidder in order to allow CCS to
demonstrate the benefit of the Call for
Competition linked to the evaluation criteria.

6
Managing your contract
and being a good
customer
The focus is to work in partnership
with our suppliers. A collaborative
approach will allow us to make the
best use of their knowledge and
expertise.
Our obligations as customers
There are a number of obligations we have
as customers. These include:
Providing a clear specification setting out
your requirements (services and
deliverables) and timelines of each phase of
work
Communicating with your supplier on a
regular basis to discuss progress
Promptly addressing any issues with your
supplier
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Agreeing at the start of the project how
frequently you expect to receive reports from
your supplier (if required), this should be in
line with the requirements in your
specification.
Pay your supplier within 30 days of
approving the invoice. Check invoices
against the rates and deliverables agreed in
your contract

4. If the issue is not resolved by the
agreed deadline, contact the CCS
Marketplace manager to notify them
and agree next steps
5. If you have carried out all reasonable
steps to rectify the issue, allowed time
for recourse and are still not satisfied
then you will need to decide how to
resolve the issue with internal
colleagues and CCS

You should be able to rely on your supplier to
give you expert advice and consultation that
comes from their experience. A good
supplier will explain its strategy and offer
honest advice.
As a customer, you should also proactively
advise the supplier on anything it needs to
know to deliver the best results.

How to manage issues
By ensuring you have regular communication
with your supplier you should be able to
avoid any major issues. In the event that you
do experience performance issues with your
supplier, you should take the following steps
to address the issue as quickly as possible.
1. Raise the issue with your supplier lead
and / or commissioner lead as soon as
possible
2. Clearly set out your concerns and
agree a plan of action with the
supplier including a deadline for
resolution - put in place more frequent
status updates if necessary.

3. If the issue is not resolved by the
agreed deadline, escalate the matter
internally and to supplier directors
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7
Glossary of terms
Term

Meaning

“Artificial Intelligence”

Artificial Intelligence is commonly abbreviated and referred to as
“AI”. AI can be defined as the use of digital technology to create
systems capable of performing tasks commonly thought to
require intelligence.
AI is constantly evolving, but generally it:
• involves machines using statistics to find patterns in large
amounts of data
• is the ability to perform repetitive tasks with data without the
need for constant human guidance

“Automation”

Call for Competition

A machine is described as autonomous if it can perform its task
without the need for a human. Commonly known as Robotic process
automation (RPA) refers to software that can be easily programmed
to do basic, repetitive tasks across applications. RPA creates and
deploys a software robot with the ability to launch and operate other
software. A process driven programme for a task specific application.
Is undertaken to establish which of the suppliers can offer the
best value for your specific needs. Your specification and
supporting documents are issued for this tendering process.

Contract Terms

A legally binding agreement for the provision of services made
between a customer and supplier. This is completed following a
call for competition.

Request for
Information

Is the name of the document used when collecting information for your
pre-market engagement exercise.

Specification

This is the equivalent of a Statement of Requirement and forms part
of your call for competition.
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Annex 1
Matrix of filters
Products and Services
The dynamic filtering system allows Buyers to:
•
•

Filter Suppliers using four main categories and then
Sub-filters to filter down further to specific eligible Suppliers
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Filter Category Level 1 – Design (Strategy and Business Transformation)
This is the first stage to your automation procurement, understanding the opportunity, setting a
strategic direction and target operating models. This filter allows Buyers to build an evidence base
and the sub-filters are areas to focus on.

Design
Strategy & Business Transformation

Sub-filters

•

Business Strategy and Change Management

•

Business Case Development

•

Benefits Realisation

•

Analytics

•

Cloud Migration Strategy

•

Automation Roadmapping

•

Customer Journey

•

Setting up a Centre of Excellence

•

Problem Solving with Tech Solutions

•

Automation Operation and Managed Services

● Business Strategy and Change Management
The Supplier shall provide and establish strategic consultancy support across any aspect of the
business to minimize any negative effects of change. This is to effectively institute a change
management strategy, including the recognition, approval, implementation and monitoring of
changes to ensure they have brought about the desired effect.
● Business Case Development
The Supplier shall support the business in developing a framework for the planning and
management of organisational change, through a live document including; business needs,
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expected benefits, success criteria, resources required and risks management.
● Benefits Realisation
The Supplier shall support the business in establishing a process for the identification, definition,
tracking, realisation and optimisation of benefits;
ensuring that potential benefits arising from a programme of change are actually realised.
● Analytics
The Supplier shall provide a means of analysing data, through discovery, interpretation and
communication of meaningful/relevant patterns in data, providing insight; enabling the business to
gain knowledge which can be used to inform business decisions around improvement and/or
change.
● Cloud Migration Strategy
The Supplier shall provide strategic support in helping the business in all phases of moving its IT
business elements to a cloud computing environment, whilst maintaining minimal disruption to
dependent applications. This includes supporting the organisation to map out a cloud adoption
strategy.
● Automation Road mapping
The Supplier shall help prepare the business for the adoption of automation and business pro cess
improvement by preparing a road map and guide, which sets out activities from planning to
execution, including but not limited to:
● Defining goals
● Defining parameters
● Securing stakeholder buy-in via communication
● Implementation and testing
● Customer Journey
The Supplier shall provide a visual representation of the customer or citizen journey. This includes
understanding the user needs and collecting relevant data where applicable.
● Setting up a Centre of Excellence (CoE)
The Supplier shall establish a CoE, which sets out roles, responsibilities and structure needed for
successful and effective Robotic Process Automation (RPA) delivery; redistributing accumulated
knowledge and resource across future deployments within the business.
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Filter Category Level 2 – Build (Problem Solving with Tech Solutions)
This relates to encouraging smart buying, starting with problem solving to building technology
solutions.
Outcome based solutions starting with the problem rather than the technology. This filter allows
Buyers to pose a question to Suppliers e.g. How to reduce recruitment time in my department?
This encourages Suppliers to put forward creative solutions combining a mixed economy of the
sub-filters where applicable. Crucially technology isn’t always the answer to improve a process:
simplify, eliminate, automate.
Build
Problem Solving with Tech Solutions

Sub-filters

•

Business Process Optimisation

•

Business Process Improvement

•

Process Discovery

•

Desktop Automation

•

Robotic Process Automation

•

Cognitive Automation

•

Natural Language Processing

•

Optical Character Recognition

•

Computer Vision

•

Computer Audition

•

Text to Speech and Speech to Text

•

Machine Learning

•

Smart Workflow

•

Analytics
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● Business Process Optimisation
The Supplier shall support the business to increase organisational efficiency by improving
processes. This may include eliminating redundancies, streamlining workflows, improving
communication and forecasting changes.
● Business Process Improvement
The Supplier shall support the business to identify areas where they can improve accuracy,
effectiveness and/or efficiency and then redesign Buyer processes to realise the improvements.
● Process Discovery
The Supplier shall define, map and analyse the processes in the business, whether manually or
automatically and create an accurate representation of the businesses process and process
variations.
● Desktop Automation
The Supplier shall provide the capability to automate business processes by engaging with and
providing assistance to the business employee(s) via desktop interface. This includes the use of
and configuration of software attended robots to bring about desired outcome.
● Robotic Process Automation
The Supplier shall provide the capability to automate business processes with software that acts
as a ‘virtual person’ to speed up part of a process or re-imagine an end to end process.
● Cognitive Automation
The Supplier shall provide the capability to leverage various artificial intelligence (AI) technologies
to bring intelligence to information-intensive processes. This can include, but is not limited to:
● Natural Language Processing
● Optical Character Recognition
● Computer Vision
● Computer Audition
● Text to Speech
● Speech to Text
● Natural Language Processing
The Supplier shall provide the capability to apply computational techniques to the analysis and
synthesis of natural language and speech, between computers and humans.

29

● Optical Character Recognition
The Supplier shall provide the capability to use technology to distinguish printed or handwritten
text characters inside digital images of physical documents, such as a scanned paper document.
● Computer Vision
The Supplier shall provide the capability to enable machines to gain high-level understanding from
digital images or videos; leading to and including image processing, automating the tasks that the
human visual system can do.
● Computer Audition
The Supplier shall provide the capability to enable machines to gain high-level understanding from
audio; leading to and including audio engineering, automating the tasks that the audio system has
understood.
● Text to Speech and Speech to Text
The Supplier shall provide the capability to convert text into human-like speech in the required
language by the business and vice-versa.
● Machine Learning
The Supplier shall provide the capability to provide systems with the ability to automatically learn
and improve from experience without being explicitly programmed.
● Smart Workflow
The Supplier shall provide a pre-packaged solution that can be configured to meet specific rules
needed for the Automation and execution of business processes; where tasks are passed from
one person to another for action, according to a set of defined procedural rules.
● Analytics
The Supplier shall provide a means of analysing data, through discovery, interpretation and
communication of meaningful/relevant patterns in data, providing insight; enabling the business to
gain knowledge which can be used to inform business decisions around improvement and/or
change.
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Filter Category Level 3 – Live (Resource and Training)
This category will help departments to upskill internal capability.
The focus is on the people part of Automation. Bringing people on the automation journey, reskilling them for future priorities and ways of working and building in-house capability to manage
and eventually build automation solutions.
Live
Resource and Training

Sub-filters

•

Time and Materials Resource

•

Training Packages for Educational Workshops

•

Training In-house capability with Digital Skills

•

Workforce Training

•

Coaching

● Time and Materials Resource
The Supplier shall provide professional services support, which may include the discovery,
development, implementation or configuration of automated solutions for the business on a time
and materials (T&M) basis - with reference to the SFIA rate card (Annex 1 of DPS Schedule 1).
● Training Packages for Educational Workshops
The Supplier shall provide either pre-packaged or bespoke educational workshops aimed at all
levels of business employees and key stakeholders to build awareness and understanding of the
adoption and application of automation and what it means for the business.
● Training In-House Capability with Digital Skills
The Supplier shall provide training to upskill relevant business employees to equip them with the
relevant and necessary digital skills to take on the development, implementation or configuration
of automated solutions.
● Workforce Training
The Supplier shall provide support for the business operational workforce in managing change to
their working patterns brought about by the adoption of automated services. Supporting the
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workforce to adapt to new processes and/ or ways of working.
● Coaching
The Supplier shall provide either pre-packaged or bespoke coaching packages aimed at particular
levels of business employees and key stakeholders i.e. leadership to build awareness and
understanding of the adoption and application of automation and what it means for the business.

Filter Category Level 4 – Licence (Software Licences)
This category is useful for departments who already have in-house capability to run programmes.
A direct route to buy software licences where applicable. Opening up the market and encouraging
direct relationships between software licence vendors and Buyers, where relevant.

Licence
Software Licences (Products and Services Licences)

Sub-filters

•

Orchestration Licences relating to Filter 2 Products

•

Component Licences relating to Filter 2 Products

•

Integrator Platforms

•

Software as a Service (SaaS)

•

Platform as a Service (PaaS)

•

Analytics Licences

•

Licencing support

•

Cloud based managed services

● Orchestration Licences
The Supplier shall provide software licences for the automation of IT and business processes for
operations management, with the aim of streamlining and simplifying operations management for
IT personnel.
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● Component Licences
The Supplier shall provide software licences for the automation of IT and business processes
specific to the technologies listed in filter category level 2: ‘Problem Solving with Tech Solutions’,
with the aim of streamlining and simplifying operations management for IT personnel.
● Integrator platforms
The Supplier shall provide software licences for a set of automated tools which connect software
applications that are deployed in different environments. This includes the integration of onpremises applications and data with cloud applications.
● Software as a Service (SaaS)
The Supplier shall provide software licences on a subscription basis which is centrally hosted. This
is typically accessed by users using a thin client e.g via a web browser.
● Platform as a Service (PaaS)
The Supplier shall provide software licences for a platform-based service that allows Buyers to
develop, run and manage applications without the complexity of building and maintaining the
infrastructure typically associated with building / launching an app.
● Analytical Licences
The Supplier shall provide software licenses with the capability of analysing data, through
discovery, interpretation and communication of meaningful/relevant patterns in data and providing
insight, which can be used to inform business decisions around improvement and/or change.
● Licencing Support
The Supplier shall provide support services for the additional maintenance, configuration and live
support of software licenses.
● Cloud Based Managed Services
The Supplier shall provide software licenses to manage the outsourcing of daily IT management
for cloud based services and technical support to automate and enhance business operations.
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Annex 2
The timetable below provides an example of the timescales that are involved in a call for
competition, from the date of issuing your tender to contract award. Please engage with your
commercial function when planning the timetable.
You should allow up to 8-12 weeks if you choose all recommended options. You may require
more time for more complex, high value projects. For simple projects, you may be able to
complete your procurement from tender issue to contract award in up to 6 weeks.

Timescale
Task

Required/
Optional

Task owner

Working
days

Weeks

Required

Customer

Day 1

Week 1

Deadline for submission responses to
Mandatory Yes/ No Award Criteria

Optional

Supplier

Day 4 - 5

Week 1

Evaluation of Mandatory Yes/ No Award
Criteria responses

Optional

Customer

Day 6 - 7

Week 2-3

Optional

Customer

Day 8-10

Week 2-3

Required

Supplier

Day 11

Week 3

Required

Customer

Day 12 - 16

Week 3

Required

Supplier

Day 17 - 20

Week 4/5

Required

Customer

Day 21 - 24

Week 5

Optional

Customer

Day 25 - 32

Week 6-7

Required

Customer

Day 35 - 36

Week 8

Customer

Day 35 - 36

Week 8

Required

Customer and
Supplier

Day 38

Week 8

Required

Customer and
Supplier

Day 39 - 84

Week 8 - 12

Tender issued

Notify shortlisted suppliers from
Mandatory Yes/ No Award
Criteria responses
Deadline for the submission of
clarification questions
Deadline for response to clarification
questions
Deadline for submission of proposals
Evaluation of proposals
Shortlisted suppliers notified
Award contract
Provide bid evaluation feedback to CCS

Required
Project inception meeting
Installation Works
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Annex 3
Specification writing
guidance
Drafting a Specification
The section will take you through the
following areas of developing your
supplier project specification. A good
specification should include all of the
following:
1. Title
This notifies the reader of the focus of the
project.

3. Background to the requirement
Use this section to provide detailed
information on the background to the
requirement:
Make sure you cover:
•

Outline the project
requirements

•

Explain who you are as a
customer - don’t assume the
supplier knows your
department/ organisation

•

Set out any installation issues
the supplier needs to
understand

•

Provide data and any useful
links

2. Summary
4. Project objectives
Use this section to set out the nature of the
issue and the project specification to the
supplier. The supplier should be able to use
the summary to decide whether it would be
appropriate for them to bid for your work.
Make sure you cover:
•

•
•
•
•

A clear and specific description
of the product or services
needed
A short summary of your
requirements
Any mandatory services
required
Who the customer is
Expected project length

What is the aim of the project? This should be
clear-cut, detailing the overall requirement
and functionality objective plus a bullet point
list of specific requirements. If you already
have SMART objectives you should include
these here.
5. Suggested approach
Use this section to explain your proposed
approach (if you have one). If you do have an
existing approach you should be very clear
where/if you are seeking new ideas. The
project specification should encourage
suppliers to problem solve rather than being
prescriptive in its strategy.
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Make a clear statement of the type and
complexity of project, the supplier will need
these details to determine the item(s) that will
be required.

payments is £45,000 (excluding VAT). A
detailed breakdown of costs is required within
the proposal.
10. Form of project proposal

Be sure to specify requirements for subcontracting if you have any.

6. Outputs
The deliverables required
7. Liaison arrangements
The requirements for contact and liaison
throughout the project. Is there a team or
advisory group the project manager will
need to meet? What is the envisaged
frequency, type (if any) is required?

A clear statement of what the proposal
should include.
e.g. a proposal of works will be required by
[date]. Examples of projects and works
undertaken can be included as an appendix,
along with any additional information you
think is relevant.
The proposal should contain the following:
• A succinct summary of the project
•

A demonstrable understanding of the
product or service.

•

Your organisation’s experience of
similar projects and [relevant]
capability

•

Details of the personnel to be involved
including their role for this project and
their relevant experience such as
CDM

•

Arrangements for managing this work
and quality assuring outputs, including
how you would like to work with the
supplier during the project

•

A detailed budget, including a
breakdown of time and costs per call
off activity

8. Timings
Give dates for awarding the contract,
completion of the call off – and any interim
deadlines. This will help in the planning of
what is feasible.
e.g. the successful agency will be notified
by [date]. A project set-up meeting is
scheduled at [department] for [date]. We
require the call off to be complete and
installed by [date].

9. Budget
A guide that will allow the supplier to work out
what is possible within the money available. A
guideline budget also results in competitive
proposals that can be judged on equal terms.

e.g. the budget for this project, including
expenses and any respondent incentive

11. Evaluation criteria
The basis on which the contract will be
awarded. The criteria could include –
suitability; cost; experience in the area;
evidence of understanding the brief.
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Annex 4
Document checklist before issuing your call for
competition

Document

Checked?

State RM6173 Automation Marketplace at the start of your competition
document
Dates for the clarification period
Tender timetable which sets out the high level stages of the process
and when you intend to award and start the contract
Detail on the process and evaluation of the Mandatory Yes/ No Award Criteria
stage (if used)
Detail on the process, evaluation and weighting of the presentation stage (if
used)
Appendices (if used)
Letter of appointment and contract terms
Tendering instructions (detail on the submission process specific to your
organisation)
Procurement tool registration details (if inviting suppliers to your organisation’s
own portal)
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Annex 5
Social Value
Social value legislation requires people who buy public services to think about the potential social
value benefit for a service from the start of the procurement process and to consider how they can
secure wider social, economic and environmental benefits (social value) as part of the contract
that they put in place.
Suppliers are required to comply with the social value Deliverables set out in the Order Contract,
in order to meet the Buyer’s obligations under the Public Services (Social Value Act) 2012 or the
Procurement Reform (Scotland) Act 2014. EU procurement law enables the use of public sector
contracts to support the delivery of social value.
Automation Marketplace RM6173 Suppliers should identify any Social Value options, which are
appropriate to Buyers as part of any Order Procedure.
In addition to this, you may select specific Social Value priorities at the point of Order Contract
award, in accordance with the Government’s Social Values, which are current at that point in time.
Our social value priority for the RM6173 Automation Marketplace DPS is:
•

To support the government’s National Retraining Scheme to ensure a highly skilled
workforce by identifying where and how staff can be used more efficiently within the
customer organisation and identify and/or retrain those whose jobs are at risk of being
displaced as a result of implementing AI and automation.

You may also request the Supplier to complete annual Corporate Social Responsibility (CSR)
For more information on Social Value please see the following link:
https://www.gov.uk/government/publications/social-value-act-introductoryguide
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Annex 6
Evaluation matrix and score definitions
The table below provides an example scoring matrix with potential weightings that can be used
during the evaluation process. You can adapt this to reflect your individual requirement.
Weighting
Quality stage 1 - Which may consist of any combination
of the following criteria:

Score 0 100

Evaluator
comments

[60 - 90%]

Technical Merit
Added Value/ Innovation
Approach To Delivery Of The Services/ Methodology
Implementation Timescales
Approach to deliver Social Value
[Minimum of 10% for CG departments in accordance with
PPN 6/20]
Quality stage 2 (if applicable):

Quality stage 1 & 2 total:

0%

Price:

[10-40%]

●
●
●
●
●

Time and Materials (T&M)
Software licence/ Subscription
Milestone Payment
Fixed Cost
A combination of pricing methods agreed by the
parties
Quality and Price total:

100%
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The table below provides example score definitions that can be used during the evaluation
process, you can adapt the mark score i.e. by using a 1 – 5 point scale or amend the score
definition based on the complexity of your requirement. You may wish to include a
minimum pass mark for questions considered vital.

Mark

Comment

0

Failed to provide confidence that the proposal will meet the requirements. An
unacceptable response with serious reservations.

25

A poor response with reservations. The response lacks convincing detail with risk
that the proposal will not be successful in meeting all the requirements.

50

Meets the requirements – the response generally meets the requirements, but lacks
sufficient detail to warrant a higher mark.

75

A good response that meets the requirements with good supporting evidence.
Demonstrates good understanding.

100

An excellent comprehensive response that meets the requirements. Indicates
an excellent response with detailed supporting evidence and no weaknesses
resulting in a high level of confidence.
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Annex 7
Policy and guidance in relation to the use of
technology and digital services
Buyers should consider existing policy and guidance in relation to the use of technology and digital
services such as:
Service Standard
Government Design Principles
The Technology Code of Practice
Data Ethics Framework
Guidelines for AI procurement
Open Data Standards
Other Technology standards and guidance
Public sector bodies should also use these guidelines for Order Contracts let under this DPS. New
standards may be published during the life of the DPS and it is essential that you keep abreast of
such developments in order to ensure compliance.
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Further information
For further information, please contact:
info@crowncommercial.gov.uk
0345 410 2222
You can also learn more about what we offer online:
www.gov.uk/ccs
@gov_procurement
Crown Commercial Service

Liverpool 9th Floor
Capital Building
Old Hall Street
Liverpool
L3 9PP

London Aviation House
125 Kingsway
London
WC2B 6SE

Newport Concept House
Cardiff Road
Newport
NP10 8QQ

Norwich Rosebery Court
St Andrews Business Park
Norwich
NR7 0HS
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