
[bookmark: bookmark=id.gjdgxs]Framework Schedule 7 (Call-Off Award Procedure) 

Part 1: Order Procedure 
1. Definitions
1.1 In this Schedule, the following words shall have the following meanings and they shall supplement Joint Schedule 1 (Definitions):
	"Award Without Competition "
	the award of a Call-Off Contract without holding a Competitive Selection Process;

	"Competitive Selection Process"
	a Single Stage Competitive Selection Process, a Two Stage Competitive Selection Process or a Multi Stage Competitive Selection Process;

	"Conditions of Participation"
	the conditions of participation (if any) that are specified by the Buyer pursuant to Section 46 of the Procurement Act 2023 in respect of a Competitive Selection Process;

	"Electronic Auction"
	a part of a Competitive Selection Process that involves the use of electronic means for the presentation by Framework Suppliers of either new prices, or new values for quantifiable non-price elements of the relevant tender related to the relevant award criteria, or both, resulting in a ranking or re-ranking of tenders;

	"Multi Stage Competitive Selection Process"
	the multi stage competitive selection process for award of a Call-Off Contract set out in Paragraph 9 of this Schedule;

	"Open Framework"
	an open framework within the meaning of Section 49 of the Procurement Act 2023;

	"Single Stage Competitive Selection Process"
	the single stage competitive selection process for award of a Call-Off Contract set out in Paragraph 7 of this Schedule; 

	"Supplier Tender Data"
	those parts of (and/or information contained within) the Framework Tender Response that CCS determines (acting reasonably, but in its sole discretion) a Buyer would reasonably require access to in order to complete the assessment referred to in Paragraph 6.1.2. Such information may include, without limitation, information about the Supplier's solution for provision of the relevant Deliverables, pricing information, service descriptions/commitments and catalogue content; and

	"Two Stage Competitive Selection Process"
	the two stage competitive selection process for award of a Call-Off Contract set out in Paragraph 8 of this Schedule.


2. How a Call-Off Contract is awarded 
2.1 If a potential Buyer decides to source Deliverables through the Framework then it will award its Deliverables in accordance with this Schedule and the requirements of the Procurement Act 2023 and any Regulations made under it.
2.2 If the potential Buyer can determine that:
2.2.1 the objective mechanism for supplier selection set out in Annex A (Award Without Competition: Objective mechanism for supplier selection) permits the Buyer to make an Award Without Competition to a particular Framework Supplier;
2.2.2 its Deliverables can be met by the      description of the Deliverables as set out in Framework Schedule 1 (Specification) and the Supplier Tender Data; and
2.2.3 the core terms of the proposed Call-Off Contract are laid down in the Framework Contract,
then the Buyer may award a Call-Off Contract in accordance with the Award Without Competition procedure set out in Paragraph 6 below.
2.3 In circumstances where only one Framework Supplier is party to the Framework (or, where applicable, the relevant lot of the Framework), then the Buyer may award a Call-Off Contract in accordance with the Award Without Competition procedure set out in Paragraph 6, with the exception that Paragraph 6.1.2 shall not apply.
2.4 Except where the Buyer is entitled to award a Call-Off Contract in accordance with the Award Without Competition procedure pursuant to Paragraph 2.2 or 2.3, the Buyer must award any Call-Off Contract in accordance with one of the Competitive Selection Processes set out in Paragraph 7, Paragraph 8 and Paragraph 9 below.
2.5 Where the Framework is part of a scheme of frameworks under an Open Framework: 
2.5.1 unless the Framework is the final framework in the scheme of an Open Framework, any process for the award of a Call-Off Contract under this Schedule that is ongoing at the point of expiry of the Framework can continue, and the Buyer can award the Call-Off Contract under the Framework, despite the expiry of the Framework; and
2.5.2 if the Framework is the final framework in the scheme of an Open Framework, any process for the award of a Call-Off Contract under this Schedule must be completed, and the Call-Off Contract must be entered into with the Supplier, before the expiry of the Framework.
No requirement to award
3.1 Notwithstanding the fact that the Buyer has followed a Call-Off Procedure for the award of a Call-Off Contract as set out in this Schedule, the Supplier acknowledges and agrees that the Buyer shall be entitled at all times to decline to make an award for its Deliverables and that nothing in the Framework Contract shall oblige the Buyer to award any Call-Off Contract.
4. Who is responsible for the award
4.1 The Supplier acknowledges that the Buyer is independently responsible for the conduct of its award of Call-Off Contracts under the Framework Contract and that CCS is not responsible or accountable for and shall have no liability whatsoever, except where it is the Buyer, in relation to:
4.1.1 the conduct of the Buyer in relation to the formulation of its required Deliverables and/or the process to award any Call-Off Contract under this Schedule;
4.1.2 the conduct of the Buyer in relation to any Call-Off Contract; and/or 
4.1.3 the performance or non-performance of any Call-Off Contract(s) between the Supplier and Buyer entered into pursuant to the Framework Contract.
5. Awarding and creating a Call-Off Contract
5.1 Subject to the terms of this Schedule, a Buyer may award a Call-Off Contract with the Supplier by sending (including electronically) a signed order form substantially in the form (as may be amended or refined by the Buyer in accordance with the relevant terms of this Schedule) of the Order Form Template set out in Framework Schedule 6 (Order Form Template and Call-Off Schedules).
5.2 The Parties agree that any document or communication (including any document or communication in the apparent form of a Call-Off Contract) which is not as described in this Paragraph 5 shall not constitute a Call-Off Contract under the Framework.
5.3 On receipt of an order form as described in Paragraph 5.1 from a Buyer the Supplier shall accept the Call-Off Contract by promptly signing and returning (including by electronic means) a copy of the order form to the Buyer concerned.
5.4 On receipt of the countersigned Order Form from the Supplier, the Buyer shall send (including by electronic means) a written notice of receipt to the Supplier within two (2) Working Days and the Call-Off Contract shall be formed with effect from the Call-Off Start Date stated in the Order Form.
6 How an Award Without Competition works 
6.1 Subject to Paragraph 2.2 and 2.3 above, if the Buyer is awarding a Call-Off Contract under the Framework without holding a Competitive Selection Process the Buyer shall: 
6.1.1 develop a clear Statement of Requirements and use the Capabilities Matrix to identify all Framework Suppliers capable of meeting the Buyer’s requirement (“Capable Framework Suppliers”); 
6.1.2 apply the Award Without Competition criteria (as set out in Annex A (Award Without Competition: Objective mechanism for supplier selection)) to the Supplier Commercial Pricing document in Annex A      for all Capable Framework Suppliers      in order to establish which Capable Framework Supplier provides the solution that (a) satisfies the Buyer’s requirements, and (b) best satisfies the Award Without Competition criteria as set out in Annex A (Award Without Competition: Objective mechanism for supplier selection);
6.1.3 determine if the Framework Supplier is an excluded supplier or excludable supplier (including by reference to an associated person) as set out in Section 57 of the Procurement Act 2023; and only proceed with the award if the Supplier is not an excluded supplier; and
on the basis set out above, award the Call-Off Contract to the successful Framework Supplier in accordance with Paragraph 5 above.
6.1.4 The Supplier may decline the Call-Off Contract if they do not have the capacity and/or capability to deliver against the Buyer’s Statement of Requirements.
7. How a Single Stage Competitive Selection Process works 
What the Buyer has to do 
7.1 The Buyer awarding a Call-Off Contract under the Framework through a Single Stage Competitive Selection Process shall: 
7.1.1 develop a Statement of Requirements setting out its requirements for the Deliverables; 
7.1.2 identify (i) (where applicable) the relevant lot of the Framework that applies to the required Deliverables and (ii) all of the Framework Suppliers that are eligible to be awarded a Call-Off Contract in respect of the required Deliverables (which, where applicable, will only be the Frameworks Suppliers appointed under the identified lot and capable of supplying the required Deliverables in accordance with the Capabilities Matrix). All of the Framework Suppliers identified pursuant to this Paragraph 7.1.2 must be invited to submit a tender pursuant to Paragraph 7.1.4;
7.1.3 amend or refine the Deliverables to reflect its requirements by using the Order Form only to the extent permitted by and in accordance with the requirements of the Procurement Act 2023 and any regulations made under it;
7.1.4 invite tenders by conducting a Single Stage Competitive Selection Process for its Deliverables in accordance with the Procurement Act 2023 and any Regulations made under it and in particular:
(a) if an Electronic Auction is to be held, the Buyer shall notify the Framework Suppliers identified in accordance with Paragraph 7.1.2 and shall conduct the Single Stage Competitive Selection Process in accordance with the procedures set out in Paragraph 7; or
(b) if an Electronic Auction is not used, the Buyer shall: 
(i) if Conditions of Participation are used, include any Conditions of Participation, set in accordance with Section 46 of the Procurement Act 2023, in its invitation to Framework Suppliers; 
(ii) invite the Framework Suppliers identified in accordance with Paragraph 7.1.2 to submit a tender in writing for each proposed Call-Off Contract to be awarded by giving written notice by email to the relevant Framework Supplier representative of each Framework Supplier;
(iii) set a time limit for the receipt by it of the tenders which takes into account factors such as the complexity of the subject matter of the proposed Call-Off Contract and the time needed to submit tenders; and 
(iv) keep each tender confidential until the time limit set out for the return of tenders has expired;
7.1.5 following receipt of tenders:
7.1.5.1 determine if any identified Framework Supplier is an excluded supplier or excludable supplier (including by reference to an associated person) as set out in Section 57 of the Procurement Act 2023; and
7.1.5.2 exclude from participating further any excluded Framework Suppliers, and determine if it will exclude from participating further any excludable Framework Suppliers in accordance with the Procurement Act 2023;
7.1.6 if Conditions of Participation are used, assess which Framework Suppliers satisfy the Conditions of Participation set, and exclude any Framework Suppliers who do not satisfy one or more of those Conditions of Participation;
7.1.7 apply the Single Stage Competitive Selection Process Award Criteria (set out in Annex B) to the remaining Framework Suppliers' compliant tenders submitted through the Single Stage Competitive Selection Process as the basis of its decision to award a Call-Off Contract for its Deliverables;
7.1.8 on the basis set out above, award its Call-Off Contract to the successful Framework Supplier in accordance with Paragraph 5. The Call-Off Contract shall:
(a) state the Deliverables;
(b) state the tender submitted by the successful Framework Supplier;
(c) state the charges payable for the Deliverables in accordance with the tender submitted by the successful Framework Supplier; and
(d) incorporate the terms of the Order Form and Contract (as may be amended or refined by the Buyer in accordance with Paragraph 7.1.3 above) applicable to the Deliverables; and
7.1.9 provide unsuccessful Framework Suppliers with written feedback in relation to the reasons why their tenders were unsuccessful.
What the Supplier has to do 
7.2 The Supplier shall in writing, by the time and date specified by the Buyer following an invitation to tender pursuant to Paragraph 7.1.4 above, provide the Buyer with either:
7.2.1 a statement to the effect that it does not wish to tender in relation to the Deliverables; or 
7.2.2 the full details of its tender made in respect of the relevant Statement of Requirements. In the event that the Supplier submits such a tender, it should include, as a minimum: 
(a) an email response subject line to comprise unique reference number and Supplier name, so as to clearly identify the Supplier;
(b) a brief summary, in the email (followed by a confirmation letter), stating that the Supplier is bidding for the Statement of Requirements;
(c) a proposal covering the Deliverables;
(d) CVs of key staff – as a minimum any lead consultant, with others, as considered appropriate along with required staff levels (if necessary); and 
(e) confirmation of discounts applicable to the Deliverables, as referenced in Framework Schedule 3 (Framework Prices) (if applicable).
7.3 The Supplier shall ensure that any prices submitted in relation to a Single Stage Competitive Selection Process held pursuant to this Paragraph 7 shall be based on the charging structure and take into account any discount to which the Buyer may be entitled as set out in Framework Schedule 3 (Framework Prices).
7.4 The Supplier agrees that:
7.4.1 its failure to respond by the time and date specified by the Buyer following an invitation to tender pursuant to Paragraph 7.1.4 above will be treated as a statement to the effect that it does not wish to tender in relation to the Deliverables; 
7.4.2 all tenders submitted by the Supplier in relation to a Single Stage Competitive Selection Process held pursuant to this Paragraph 7 shall remain open for acceptance by the Buyer for ninety (90) Working Days (or such other period specified in the invitation to tender issued by the Buyer in accordance with the Call-Off Procedure); and 
7.4.3 all tenders submitted by the Supplier are made and will be made in good faith and that the Supplier has not fixed or adjusted and will not fix or adjust the price of the tender by or in accordance with any agreement or arrangement with any other person. The Supplier certifies that it has not and undertakes that it will not:
(a) communicate to any person other than the person inviting these tenders the amount or approximate amount of the tender, except where the disclosure, in confidence, of the approximate amount of the tender was necessary to obtain quotations required for the preparation of the tender; and
(b) enter into any arrangement or agreement with any other person that he or the other person(s) shall refrain from submitting a tender or as to the amount of any tenders to be submitted.
8. How a Two Stage Competitive Selection Process works
What the Buyer has to do – First Stage
8.1 The Buyer awarding a Call-Off Contract under the Framework through a Two Stage Competitive Selection Process shall: 
8.1.1 develop a Statement of Requirements setting out its requirements for the Deliverables; 
8.1.2 identify (i) (where applicable) the relevant lot of the Framework that applies to the required Deliverables and (ii) all of the Framework Suppliers that are eligible to be awarded a Call-Off Contract in respect of the required Deliverables (which, where applicable, will only be the Frameworks Suppliers appointed under the identified lot and capable of supplying the required Deliverables in accordance with the Capabilities Matrix). All of the Framework Suppliers identified pursuant to this Paragraph 8.1.2 must be invited to participate in the Competitive Selection Process pursuant to Paragraph 8.1.4;
8.1.3 amend or refine the Deliverables to reflect its requirements by using the Order Form only to the extent permitted by and in accordance with the requirements of the Procurement Act 2023 and any Regulations made under it;
8.1.4 invite the Framework Suppliers identified in accordance with Paragraph 8.1.2 to submit a request to participate in accordance with the Procurement Act 2023 and any Regulations made under it and in particular:
8.1.4.1 invite the Framework Suppliers identified in accordance with Paragraph 8.1.2 to submit a request to participate for each proposed Call-Off Contract to be awarded by giving written notice by email to the relevant Framework Supplier representative of each Framework Supplier;
8.1.4.2 set a time limit for the receipt by it of requests to participate which takes into account factors such as the complexity of the subject matter of the proposed Call-Off Contract and the time needed to submit requests to participate; and
8.1.4.3 include in its request to participate document any Conditions of Participation set in accordance with Section 46 of the Procurement Act 2023 which the Framework Suppliers must meet in order to proceed to the next stage of the Two Stage Competitive Selection Process;
8.1.5 following receipt of requests to participate:
8.1.5.1 determine if any identified Framework Supplier is an excluded supplier or excludable supplir (including by reference to an associated person) as set out in Section 57 of the Procurement Act 2023; and
8.1.5.2 exclude from participating further any excluded Framework Suppliers, and determine if it will exclude from participating further any excludable Framework Suppliers in accordance with the Procurement Act 2023 and any Regulations made under it;
8.1.6 assess which Framework Suppliers satisfy the Conditions of Participation set by applying the process described in its invitation to participate document to select the Framework Suppliers invited to submit tenders, and exclude any Framework Suppliers who do not satisfy one or more of those Conditions of Participation; and
8.1.7 provide unsuccessful Framework Suppliers with written feedback in relation to the reasons why their requests to participate were unsuccessful.
What the Supplier has to do – First Stage
8.2 The Supplier shall in writing, by the time and date specified by the Buyer following an invitation to participate pursuant to Paragraph 8.1.4 above, provide the Buyer with either:
8.2.1 a statement to the effect that it does not wish to participate in relation to the Deliverables; or 
8.2.2 its full response to the Buyer’s invitation to participate. In the event that the Supplier submits such a request, it should include, as a minimum: 
(a) an email response subject line to comprise unique reference number and Supplier name, so as to clearly identify the Supplier;
(b) a brief summary, in the email (followed by a confirmation letter), stating that the Supplier is requesting to participate for the Statement of Requirements; and
(c) a proposal covering the Supplier’s satisfaction of the Conditions of Participation set.
What the Buyer has to do – Second Stage
8.3 Following the Buyer’s assessment of those Suppliers who remain capable of supplying the Deliverable following the first stage of the Two Stage Competitive Selection Process as set out in Paragraphs 8.1 and 8.2, the Buyer awarding a Call-Off Contract under the Framework through a Two Stage Competitive Selection Process shall: 
8.3.1 invite tenders from the remaining Framework Suppliers and in particular:
(a) if an Electronic Auction is to be held, the Buyer shall notify the remaining Framework Suppliers and shall conduct the Two Stage Competitive Selection Process in accordance with the procedures set out in this Paragraph 8.3; or
(b) if an Electronic Auction is not used, the Buyer shall: 
(i) invite the remaining Framework Suppliers to submit a tender in writing for each proposed Call-Off Contract to be awarded by giving written notice by email to the relevant Framework Supplier representative of each Framework Supplier;
(ii) set a time limit for the receipt by it of the tenders which takes into account factors such as the complexity of the subject matter of the proposed Call-Off Contract and the time needed to submit tenders; and 
(iii) keep each tender confidential until the time limit set out for the return of tenders has expired;
8.3.2 apply the Two Stage Competitive Selection Process Award Criteria (set out in Annex C) to the remaining Framework Suppliers' compliant tenders submitted through the Two Stage Competitive Selection Process as the basis of its decision to award a Call-Off Contract for its Deliverables;
8.3.3 on the basis set out above, award its Call-Off Contract to the successful Framework Supplier in accordance with Paragraph 5. The Call-Off Contract shall:
(a) state the Deliverables;
(b) state the tender submitted by the successful Framework Supplier;
(c) state the charges payable for the Deliverables in accordance with the tender submitted by the successful Framework Supplier; and
(d) incorporate the terms of the Order Form and Contract (as may be amended or refined by the Buyer in accordance with Paragraph 8.1.3 above) applicable to the Deliverables; and
8.3.4 provide unsuccessful Framework Suppliers with written feedback in relation to the reasons why their tenders were unsuccessful.
What the Supplier has to do – Second Stage
8.4 The Supplier shall in writing, by the time and date specified by the Buyer following an invitation to tender pursuant to Paragraph 8.3.1 above, provide the Buyer with either:
8.4.1 a statement to the effect that it does not wish to tender in relation to the Deliverables; or 
8.4.2 the full details of its tender made in respect of the relevant Statement of Requirements. In the event that the Supplier submits such a tender, it should include, as a minimum: 
(a) an email response subject line to comprise unique reference number and Supplier name, so as to clearly identify the Supplier;
(b) a brief summary, in the email (followed by a confirmation letter), stating that the Supplier is bidding for the Statement of Requirements;
(c) a proposal covering the Deliverables;
(d) CVs of key staff – as a minimum any lead consultant, with others, as considered appropriate along with required staff levels (if necessary); and 
(e) confirmation of discounts applicable to the Deliverables, as referenced in Framework Schedule 3 (Framework Prices) (if applicable).
8.5 The Supplier shall ensure that any prices submitted in relation to a Two Stage Competitive Selection Process held pursuant to this Paragraph 8 shall be based on the charging structure and take into account any discount to which the Buyer may be entitled as set out in Framework Schedule 3 (Framework Prices).
8.6 The Supplier agrees that:
8.6.1 its failure to respond by the time and date specified by the Buyer following a request to participate pursuant to Paragraph 8.1.4 above or an invitation to tender pursuant to Paragraph 8.3.1 above will be treated as a statement to the effect that it does not wish to participate or tender in relation to the Deliverables; 
8.6.2 all tenders submitted by the Supplier in relation to a Two Stage Competitive Selection Process held pursuant to this Paragraph 8 shall remain open for acceptance by the Buyer for ninety (90) Working Days (or such other period specified in the invitation to tender issued by the Buyer in accordance with the Call-Off Procedure); and 
8.6.3 all tenders submitted by the Supplier are made and will be made in good faith and that the Supplier has not fixed or adjusted and will not fix or adjust the price of the tender by or in accordance with any agreement or arrangement with any other person. The Supplier certifies that it has not and undertakes that it will not:
(a) communicate to any person other than the person inviting these tenders the amount or approximate amount of the tender, except where the disclosure, in confidence, of the approximate amount of the tender was necessary to obtain quotations required for the preparation of the tender; and
(b) enter into any arrangement or agreement with any other person that he or the other person(s) shall refrain from submitting a tender or as to the amount of any tenders to be submitted.
9. How a Multi Stage Competitive Selection Process works
[bookmark: _heading=h.1fob9te][Buyer Guidance: CCS have adopted a modular approach in paragraph 9 of this Schedule to enable Buyers to build their own Multi Stage Competitive Selection Process to suit the needs of their procurement. In accordance with the terms of this Paragraph 9, the detail of the Multi Stage Competitive Process that the Buyer wishes to adopt will need to be set out in the Buyer's tender pack relating to any proposed Call-Off Contract, which must reflect the applicable terms of this Paragraph 9. Buyers may adopt one or more of the modular stages that are marked as optional in this Paragraph, which optional modular stages may be adopted in such sequence/order as the Buyer determines to be appropriate for its Multi Stage Competitive Selection Process. The Buyer must always adopt the stages that are identified as mandatory in this Paragraph 9.]
The Buyer’s Procedure for Running a Multi Stage Competitive Selection Process
9.1	The Buyer awarding a Call-Off Contract under the Framework through a Multi Stage Competitive Selection Process shall: 
9.1.1 	undertake the mandatory modular stages (as set out in Paragraph 9.3 and 9.10) and may choose to undertake one or more of the optional modular stages set out below;
9.1.2 	determine the sequencing of each modular stage for their Multi Stage Competitive Selection Process;
9.1.3 	set out in their tender pack to Framework Suppliers the detail of each stage, including the purpose of each stage and the part that stage will play in the award decision, if any. If a modular stage is being used to reduce the number of Framework Suppliers that progress to a subsequent stage in the Multi Stage Competitive Selection Process, then how that stage will be used to select the Framework Suppliers that progress to the next stage must be expressly stated in the tender pack (including the assessment method and criteria to be used to evaluate price and quality at any modular stage(s)), which must be based on the Multi Stage Competitive Selection Process Award Criteria (Annex D), together with a timetable for the procedure);
9.1.4 	run their Multi Stage Competitive Selection Process in compliance with the Procurement Act 2023 and any regulation made under it, the procedure set out in this Schedule and the information set out in their tender pack; and 
9.1.5 	only proceed with a Multi Stage Competitive Selection Process if they are satisfied that the Multi Stage Competitive Selection Process designed for awarding their Call-Off Contract is compliant with the Procurement Act 2023 and any regulations made under it, having considered and determined that their chosen procedure is a proportionate means of assessing tenders having regard to the nature, complexity and cost of the Call-Off Contract and having had regard to the Procurement Objectives set out at Section 12 of the Procurement Act 2023 and any regulations made under it.
9.2 	The Buyer shall notify unsuccessful Framework Suppliers and provide unsuccessful Framework Suppliers with written feedback.
Module 1 - Initial Mandatory Stages of a Multi Stage Competitive Selection Process
9.3 	The Buyer shall:
9.3.1 	develop a Statement of Requirements setting out its requirements for the Deliverables; 
[bookmark: _heading=h.tyjcwt]9.3.2	identify (i) (where applicable) the relevant lot of the Framework that applies to the required Deliverables and (ii) all of the Framework Suppliers that are eligible to be awarded a Call-Off Contract in respect of the required Deliverables (which, where applicable, will only be the Frameworks Suppliers appointed under the identified lot and capable of supplying the required Deliverables     
 in accordance with the Capabilities          
 Matrix). All of the Framework Suppliers identified pursuant to this Paragraph 9.3.2 must be sent a tender pack pursuant to Paragraph 9.3.4;
9.3.3	amend or refine the Deliverables to reflect its requirements by using the Order Form only to the extent permitted by and in accordance with the requirements of the Procurement Act 2023 and any regulations made under it;
9.3.4 	send out its tender pack by giving written notice by email to the relevant Framework Supplier representative of each Framework Supplier identified in accordance with Paragraph 9.3.2; and
9.3.5 	following receipt of requests to participate or requests to tender, whichever is earlier depending on the Multi Stage Competitive Selection Process designed, determine if any identified Framework Supplier is an excluded supplier or excludable supplier (including by reference to an associated person) as set out in Section 57 of the Procurement Act 2023 and exclude from participating further any excluded Framework Suppliers, and determine if it will exclude from participating further any excludable Framework Suppliers in accordance with the Procurement Act 2023 and any Regulations made under it.
Module 2 - Conditions of Participation Assessment (Optional)
[Buyer Guidance: This is an optional modular stage using Conditions of Participation to shortlist Framework Suppliers that progress to the next stage.]
9.4 	If a Buyer chooses to undertake a Conditions of Participation stage:-
9.4.1. 	The Buyer shall:
(a) include in its tender pack any Conditions of Participation set in accordance with Section 46 of the Procurement Act 2023, which the Framework Suppliers must meet in order to proceed to the next stage; and
(b) undertake an assessment of the Framework Suppliers' responses by applying the process described in its tender pack to select the Framework Suppliers invited to participate in the next stage of the Multi Stage Competitive Selection Process.
9.4.2 	The Buyer may exclude any Framework Supplier that does not satisfy a Condition of Participation from participating in, or progressing as part of, the Multi Stage Competitive Selection Process, or the Buyer may allow the Framework Supplier to continue in the process while the Framework Supplier seeks to meet the Conditions of Participation before the Call-Off Contract is awarded.
9.4.3 	A Framework Supplier must satisfy the Conditions of Participation in order to be awarded a Call-Off Contract.
Module 3 - Tendering Stage (Optional)
[Buyer Guidance: This is an optional modular stage where the Buyer wishes to have a tendering stage prior to the mandatory final tendering stage. This stage can be duplicated in the event that the Buyer decides to design a process with multiple tendering stages.]
9.5 	If a Buyer chooses to undertake an additional tendering stage:-
9.5.1 	The Buyer shall:
(a) invite the Framework Suppliers remaining in the competition to submit a tender in writing for each proposed Call-Off Contract to be awarded;
(b) set a time limit for the receipt by it of the tenders which takes into account factors such as the complexity of the subject matter of the proposed Call-Off Contract and the time needed to submit tenders; and 
(c) keep each tender confidential until the time limit set out for the return of tenders has expired.
9.5.2 	The Supplier shall in writing, by the time and date specified by the Buyer following an invitation to tender pursuant to Paragraph 9.5.1 above, provide the Buyer with either:
(a) 	a statement to the effect that it does not wish to tender in relation to the Deliverables; or
(b) 	the full details of its tender made in respect of the relevant Statement of Requirements. 
9.5.3 	The Supplier shall ensure that any prices submitted in relation to a Multi Stage Competitive Selection Process held pursuant to this Paragraph 9 shall be based on the charging structure and take into account any discount to which the Buyer may be entitled as set out in Framework Schedule 3 (Framework Prices).
9.5.4 	The Supplier agrees that:
(a) its failure to respond by the time and date specified by the Buyer following an invitation to tender pursuant to Paragraph 9.5.1 above will be treated as a statement to the effect that it does not wish to tender in relation to the Deliverables;
(b) all tenders submitted by the Supplier are made and will be made in good faith and that the Supplier has not fixed or adjusted and will not fix or adjust the price of the tender by or in accordance with any agreement or arrangement with any other person. The Supplier certifies that it has not and undertakes that it will not:
(i) communicate to any person other than the person inviting these tenders the amount or approximate amount of the tender, except where the disclosure, in confidence, of the approximate amount of the tender was necessary to obtain quotations required for the preparation of the tender; and
(ii) enter into any arrangement or agreement with any other person that he or the other person(s) shall refrain from submitting a tender or as to the amount of any tenders to be submitted.
9.5.5 	The Buyer shall follow their procedure for undertaking the tendering stage as set out in their tender pack (for example Buyers may choose to use a tendering stage to reduce the number of Framework Suppliers that go through to the next stage or Buyers may use a tendering stage as an opportunity to provide feedback to Framework Suppliers to enable them to produce higher quality tenders in a subsequent or final tendering round).
Module 4 - Presentation/Demonstration Stage (Optional)
[Buyer Guidance: This is an optional modular stage that could be used, for example, to test Framework Supplier solutions and proposals (e.g., tech solutions.]
9.6 	If the Buyer chooses to undertake a presentation/demonstration stage:-
9.6.1 	The Buyer shall:
(a) follow their procedure for the presentation/demonstration stage, as set out in the tender pack;
(b) specify in their tender pack, as a minimum:
(i) which topics the Framework Suppliers will be asked to present on/demonstrate;
(ii) the purpose of the presentations/demonstrations; and
(iii) whether certain Framework Supplier personnel are required to be present and whether these will be the same personnel who will be involved in the delivery of the Deliverables.
9.6.2 	The Supplier shall attend the presentation/demonstration meeting in accordance with the requirements set out in the tender pack.
Module 5 – Site Visit Stage (Optional)
[Buyer Guidance: This is an optional modular stage that could be used, for example, to (i) enable Framework Supplier(s) to visit the Buyer’s site(s) to clarify requirements, or (ii) enable the Buyer to visit Framework Supplier(s) site(s) to confirm capability]
9.7 	If the Buyer chooses to incorporate a site visit stage:-
9.7.1 	The Buyer shall:
(a) follow their procedure for the site visit stage, as set out in the tender pack; and
(b) specify in their tender pack, as a minimum:
(i) whether the site visit is at the Buyer or Framework Supplier’s premises;
(ii) the purpose of the site visit, 
(iii) when the agendas for site visit meetings will be released; and
(iv) how to get the best out of the site visit from both the Buyer's and the Framework Suppliers' perspective.
9.7.2 	The Supplier shall attend the site visit in accordance with the requirements set out in the tender pack.
Module 6 – Dialogue Stage (Optional)
[Buyer Guidance: This is an optional modular stage that could be used to test understanding of both parties and be used to clarify requirements and proposals.]
9.8 	If the Buyer chooses to undertake a dialogue stage:-
9.8.1 	The Buyer shall:
(a) follow their procedure for the dialogue stage, as set out in the tender pack; and
(b) specify in their tender pack, as a minimum:
(i) the topics to be discussed and why these cannot be covered via written correspondence;
(ii) whether the Statement of Requirements may be updated as a result of the dialogue stage, and if so, the process for the Buyer re-issuing the Statement of Requirements to all participating Framework Suppliers;
(iii) when the agendas for the dialogue meetings will be released; and
(iv) how to get the best out of the dialogue meetings from both the Buyer's and the Framework Suppliers' perspective.
9.8.2 	The Supplier shall attend any dialogue meetings in accordance with the requirements set out in the tender pack.
Module 7 – Negotiation Stage (Optional)
[Guidance: This is an optional modular stage that could be used with a view to improving the content of tenders.]
9.9 	If the Buyer chooses to undertake a negotiation stage:-
9.9.1 	The Buyer shall:
(a) follow their procedure for the negotiation stage, as set out in the tender pack; and
(b) specify in their tender pack, as a minimum:
(i) the topics to be discussed and why these cannot be covered via written correspondence;
(ii) when the agendas for the negotiation meetings will be released; and
(iii) how to get the best out of the negotiation meetings from both the Buyer's and the Framework Suppliers’ perspective.
9.9.2 	The Supplier shall attend any negotiation meetings in accordance with the requirements set out in the tender pack.
Module 8 - Final Mandatory Tendering Stage
9.10 	The Buyer shall undertake the final mandatory tendering stage for all Call-Off Contracts awarded following the Multi Stage Competitive Selection Process as follows:-
9.10.1 	The Buyer shall invite tenders from the remaining Framework Suppliers and in particular:
(a) 	if an Electronic Auction is to be held, the Buyer shall notify the remaining Framework Suppliers and shall conduct the final tendering stage in accordance with the procedure set out in this Paragraph 9.10; or
(b) 	if an Electronic Auction is not used, the Buyer shall: 
(i) invite the remaining Framework Suppliers to submit a tender in writing for each proposed Call-Off Contract to be awarded by giving written notice by email to the relevant Framework Supplier representatives of each remaining Framework Supplier;
(ii) set a time limit for the receipt by it of the tenders which takes into account factors such as the complexity of the subject matter of the proposed Call-Off Contract and the time needed to submit tenders; and 
(iii) keep each tender confidential until the time limit set out for the return of tenders has expired.
9.10.2 	The Supplier shall in writing, by the time and date specified by the Buyer following an invitation to tender pursuant to Paragraph 9.10.1 above, provide the Buyer with either:
(a) a statement to the effect that it does not wish to tender in relation to the Deliverables; or
(b) the full details of its tender made in respect of the relevant Statement of Requirements. In the event that the Supplier submits such a tender, it should include, as a minimum:
(i) 	an email response subject line to comprise unique reference number and Supplier name, so as to clearly identify the Supplier;
(ii) 	a brief summary, in the email (followed by a confirmation letter), stating that the Supplier is bidding for the Statement of Requirements;
(iii) 	a proposal covering the Deliverables;
(iv) 	CVs of key staff – as a minimum any lead consultant, with others, as considered appropriate along with required staff levels (if necessary); and 
(v) 	confirmation of discounts applicable to the Deliverables, as referenced in Framework Schedule 3 (Framework Prices) (if applicable).
9.10.3 	The Supplier shall ensure that any prices submitted in relation to a Multi Stage Competitive Selection Process held pursuant to this Paragraph 9 shall be based on the charging structure and take into account any discount to which the Buyer may be entitled as set out in Framework Schedule 3 (Framework Prices).
9.10.4 The Supplier agrees that:
(a) its failure to respond by the time and date specified by the Buyer following an invitation to tender pursuant to Paragraph 9.10.1 above will be treated as a statement to the effect that it does not wish to tender in relation to the Deliverables;
(b) 	all tenders submitted by the Supplier in relation to a Multi Stage Competitive Selection Process held pursuant to this Paragraph 9.10 shall remain open for acceptance by the Buyer for ninety (90) Working Days (or such other period specified in the tender pack issued by the Buyer in accordance with the Call-Off Procedure); and 
(c) 	all tenders submitted by the Supplier are made and will be made in good faith and that the Supplier has not fixed or adjusted and will not fix or adjust the price of the tender by or in accordance with any agreement or arrangement with any other person. The Supplier certifies that it has not and undertakes that it will not:
(i) 	communicate to any person other than the person inviting these tenders the amount or approximate amount of the tender, except where the disclosure, in confidence, of the approximate amount of the tender was necessary to obtain quotations required for the preparation of the tender; and
(ii) 	enter into any arrangement or agreement with any other person that he or the other person(s) shall refrain from submitting a tender or as to the amount of any tenders to be submitted.
9.10.5 The Buyer shall apply the Multi Stage Competitive Selection Process Award Criteria (set out at Annex D) to the Suppliers' compliant final tenders submitted through the Multi Stage Competitive Selection Process as the basis of its decision to award a Call-Off Contract for its Deliverables.
9.10.6 	The Buyer shall, on the basis set out above, award its Call-Off Contract to the successful Supplier in accordance with Paragraph 5. The Call-Off Contract shall:
(a) 	state the Deliverables;
(b) 	state the tender submitted by the successful Framework Supplier;
(c) 	state the charges payable for the Deliverables in accordance with the tender submitted by the successful Framework Supplier; and
(d) 	incorporate the terms of the Order Form and Contract (as may be amended or refined by the Buyer in accordance with Paragraph 9.3.2 above) applicable to the Deliverables.
9.10.7 	The Buyer shall provide unsuccessful Framework Suppliers with written feedback in relation to the reasons why their tenders were unsuccessful.
9.1 [bookmark: _heading=h.3dy6vkm]How Electronic Auctions work
The Buyer shall be entitled to include an Electronic Auction in the relevant Competitive Selection Process in accordance with the rules laid down by the Buyer and the Procurement Act 2023 and any Regulations made under it.
9.2 Where Buyer wishes to undertake an Electronic Auction then before undertaking it, the Buyer will make an initial full evaluation of all tenders received in response to its Statement of Requirements. The Buyer will then invite to the Electronic Auction only those tenders that are admissible in accordance with the Procurement Act 2023 and any regulations made under it. The invitation shall be accompanied by the outcome of the full initial evaluation of the relevant tenders.
9.3 The Buyer will inform the Framework Suppliers of the specification for the Electronic Auction which shall include:
9.3.1 the information to be provided at the Electronic Auction, which must be expressed in figures or percentages of the specified quantifiable features;
9.3.2 the mathematical formula to be used to determine automatic ranking of tenders on the basis of new prices and/or new values submitted;
9.3.3 any limits on the values which may be submitted; 
9.3.4 a description of any information which will be made available to Suppliers in the course of the Electronic Auction, and when it will be made available to them;
9.3.5 the conditions under which Framework Suppliers will be able to bid and, in particular, the minimum differences which will, where appropriate, be required when bidding;
9.3.6 relevant information concerning the electronic equipment used and the arrangements and technical specification for connection;
9.3.7 subject to Paragraph 10.4, the date and time of the start of the Electronic Auction; and 
9.3.8 details of when and how the Electronic Auction will close.
9.4 The Electronic Auction may not start sooner than two (2) Working Days after the date on which the specification for the Electronic Auction has been issued.
9.5 Throughout each phase of the Electronic Auction the Buyer will communicate to all Framework Suppliers sufficient information to enable them to ascertain their relative ranking. 
9.6 The Supplier acknowledges and agrees that:
9.6.1 the Buyer and its officers, servants, agents, group companies, assignees and customers (including CCS) do not guarantee that its access to the Electronic Auction will be uninterrupted or error-free; 
9.6.2 its access to the Electronic Auction may occasionally be restricted to allow for repairs or maintenance; and 
9.6.3 it will comply with all such rules that may be imposed by the Buyer in relation to the operation of the Electronic Auction.
9.7 The Buyer will close the Electronic Auction on the basis of:
9.7.1 a date and time fixed in advance; 
9.7.2 when no new prices or values meeting the minimum differences required pursuant to Paragraph 10.3 have been received within the prescribed elapsed time period; or
9.7.3 when all the phases have been completed.
11. Awarding and creating an Exempt Call-Off Contract
11.1 Paragraph 2 above shall not apply to an Exempt Buyer.
11.2 If a potential Exempt Buyer decides to source Deliverables through this Framework Contract, it will award an Exempt Call-Off Contract for Deliverables in accordance with the relevant Call-Off Procedure in this Schedule chosen by the potential Exempt Buyer as modified by this Paragraph 11 and in accordance with any legal requirements applicable to that potential Exempt Buyer.
11.3 A potential Exempt Buyer may award an Exempt Call-Off Contract under this Framework Contract by way of an Award Without Competition in accordance with Paragraph 6 above as modified by Paragraph 11.4 below or through a Competitive Selection Process in accordance with Paragraph 7, 8 or 9 as modified by Paragraph 11.5 below.
11.4 Notwithstanding the procedure set out in Paragraph 6 above, if the potential Exempt Buyer can determine that:
11.4.1 its Deliverables can be met by a Framework Supplier’s catalogues and description of the Deliverables as set out in Framework Schedule 1 (Specification) and the Supplier Tender Data; and
11.4.2 the Supplier will accept any required Exempt Procurement Amendments,
then the Exempt Buyer may award an Exempt Call-Off Contract to that Supplier in accordance with Paragraph 5 above.
11.5 If the potential Exempt Buyer requires the Supplier to develop proposals or a solution in respect of Deliverables, then the potential Exempt Buyer may at its discretion use a Competitive Selection Process set out in Paragraph 7, 8 or 9 above as modified by this Paragraph 11.5. In that case, references to “the Procurement Act 2023 and any regulations made under it” in Paragraphs 7, 8 and 9 above shall be read as references to “any legal requirements applicable to that potential Exempt Buyer”, and the Exempt Buyer shall be permitted to modify the Competitive Selection Process in accordance with any legal requirements applicable to the Exempt Buyer.
11.6 Paragraphs 11.1 to 11.5 above are without prejudice to an Exempt Buyer’s ability to make such further modifications to the Call-Off Procedure as it considers necessary and in accordance with any legal requirements applicable to that potential Exempt Buyer.
Part 2: Award Criteria 
12. This Part 2 lays out the objective mechanism for supplier selection for Award Without Competition (Annex A), for Single Stage Competitive Selection Process (Annex B), for Two Stage Competitive Selection Process (Annex C) and for Multi Stage Competitive Selection Process (Annex D) in accordance with the Call-Off Procedure. 
13. A Call-Off Contract may be awarded on the basis of the solution that (a) satisfies the Buyer’s requirements, and (b) best satisfies the award criteria (as set out in this Part 2) relevant to the Call-Off Procedure being used.






Annex A: Award Without Competition: Objective mechanism for supplier selection 

The following objective mechanism for supplier selection shall apply to the award of a Call-Off Contract using an Award Without Competition procedure.
Buyer Guidance: Buyers must apply the award criteria set out in the table below and cannot apply any new award criteria.

	Criteria


	Relative weighting percentage 



	     Price 

	100%





Option A










[bookmark: _heading=h.1t3h5sf][bookmark: _GoBack]     










Annex B: Single Stage Competitive Selection Process Award Criteria 

The following criteria and weightings shall apply to the evaluation of tenders received through the Single Stage Competitive Selection Process:
 [Buyer Guidance: Buyers must apply the award criteria set out in the table below and cannot apply any new award criteria. Please note that Buyers will be responsible for setting the weightings for the award criteria (within the relevant weighting ranges that are specified in the table).]
	Criteria

     
	           

Relative weighting percentage

	Quality
Which consists of the following criteria:
Project Management
Managing a quality service
Innovation
Transformation
	Minimum 40% - Maximum 80%











	Social Value

	Minimum 10% - Maximum 30%


	Price
	Minimum 10% - Maximum 50%







Annex C: Two Stage Competitive Selection Process Award Criteria 

The following criteria and weightings shall apply to the evaluation of tenders received through the Two Stage Competitive Selection Process:
 [Buyer Guidance: Buyers must apply the award criteria set out in the table below and cannot apply any new award criteria. Please note that Buyers will be responsible for setting the weightings for the award criteria (within the relevant weighting ranges that are specified in the table).]

	Criteria

     
	


	Quality

Which consists of the following criteria:
Project Management
Managing a quality service
Innovation
Transformation

	Minimum 40% - Maximum 80%



	Social Value
	Minimum 10% - Maximum 30%


	Price
	Minimum 10% - Maximum 50%






Annex D: Multi Stage Competitive Selection Process Award Criteria

The following criteria and weightings shall apply to the evaluation of tenders received through the Multi Stage Competitive Selection Process:
 [Buyer Guidance: Buyers must apply the award criteria set out in the table below and cannot apply any new award criteria. Please note that Buyers will be responsible for setting the weightings for the award criteria (within the relevant weighting ranges that are specified in the table).]

	Criteria

     
	


	Quality

Which consists of the following criteria:
Project Management
Managing a quality service
Innovation
Transformation

 


	Minimum 40% - Maximum 80%




	Social Value

	Minimum 10% - Maximum 30%


	Price
	Minimum 10% - Maximum 50%
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				Please enter your ORGANISATION'S NAME in the yellow cell below.

				If you are required to register at Companies House or non-UK equivalent, this must be your registered company name

































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































Instructions



						Outsourced Services

						Instructions for completing this Pricing Schedule

						Please Print Out & Read Carefully



						Step														Deadline						Comment

						Price Matrix

Note: All questions related to this pricing schedule document should be submitted in writing using the e-Sourcing Suite during the clarification period														Please refer to Attachment 1 - About the Framework 
'Procurement Timetable'						IMPORTANT: Upload your completed price matrix to the eSourcing suite in the commercial envelope at question XXX

Name your file in the following format: 

lot1priceCX_yourorganisationname

















						Please read 'Attachment 2 - How to tender' in addition to this Instructions page, in particular Section 19, before completing the price matrix which contains important information about how the information provided in the price matrix will be evaluated.

						TAB		INDEX												RESPONSE REQUIRED

				The tabs comprising this excel workbook are:		1		Cover Sheet												PLEASE COMPLETE ALL YELLOW CELLS

						2		Instructions												PLEASE READ

						3		Lot 1 Pricing												PLEASE COMPLETE ALL YELLOW CELLS

								Lot 1 Pricing Instructions												Agent Working Time tab 
Bidders are required to populate the cells highlighted in yellow within the Agent Working Time tab to indicate their allowances for the specified line items. Responses must be based on the fixed assumption of 5 days per week / 40 hours per week model, on premise delivered from the Supplier's site and aligned to the Threshold(s) in the Technical Ability Certificate for the capability you are submitting for.

Agent Labour Rates tab
Suppliers are then required to provide their annual rates for all agent roles across entry, intermediate and advanced skill levels. For each yellow cell you MUST submit a rate. Zero/£0.00 bids are not permitted and will be deemed non-compliant. Incomplete pricing submissions will be deemed non-compliant. 'Direct Support', 'Indirect Costs' and 'Overheads and Margin' costs must be inclusive of the line items listed in the definitions below. Prices should be based upon UK based service delivery from a Supplier Office Location.

Digital Agent Hour Rates tab
Suppliers are then required to provide their monthly rates for Technology costs and annual rates Overheads and Margin, for low complexity, medium complexity and high complexity solutions.  Overheads and Margin costs must be inclusive of the line items listed in the definitions below. 

Non evaluated rates 

Bidders are also required to submit pricing information for non-evaluated elements and Transformational Advice. If you are tendering to provide Process Administration you must complete Attachment 3b.  For the avoidance of doubt, Transformational Consultancy will not be evaluated and pricing submitted is for information only. 

								Lot 1 Pricing Definitions 												DIRECT COSTS 
Team Leader(s)
Teams Manager(s)
Operational/Site/Campaign Lead(s)
Attrition Costs (recruitment + training)
Trainers
Recruitment / Vetting Costs
Real Time Management/Scheduling
Quality Assurance
Floorwalkers/Coaches
Direct Consumables						INDIRECT COSTS

Management Information / Analytics
Resource Planning
Compliance
IT Support (people costs)
Client Management
Project Management/Change
Technology Hardware and Software for the provision of the core service
						OVERHEADS & MARGIN (across both tabs)

Executive Team
Central Overheads
Marketing
Sales + Business Development
Depreciation
Finance
Human Resources
Margin
CCS Management Levy

								Lot 1 Pricing Calculation												Agent Labour Rates tab
Each agent annual labour rate across the entry, intermediate and advanced skill levels will drive a calculation for hourly, monthly and weekly rates automatically. These then calculate a paid, worked, and available hour rate. PLEASE NOTE the Labour Available Hour Rate is the only rate will be used for evaluation purposes. This combined elements of this pricing is worth 7.5% of the total 10% available for Price. NB: These prices will be subject to indexation.


Digital Agent Hour Rate tab
Each monthly digital technology cost submitted for each complexity, (low, medium and high) will be combined with the annual overhead and margin annual cost submitted for each complexity. These rates will calculate a paid, worked and available hour rate. PLEASE NOTE the Digital Available Hour Rate will be used for evaluation purposes. This combined elements of this pricing is worth 2.5% of the total 10% available for Price.



A Worked Example is included at Tab Evaluation Worked Example 1, Tab Evaluation Worked Example 2 & Tab Evaluation Worked Example 3

								Lot 1 - Citizen Experience - Price Evaluation Weightings												The weightings applied to the Commercial Pricing Evaluation will be as follows :

																				Price Point						% of Price Score

																				Labour Entry Level Skill 						2.50%

																				Labour Intermediate Level Skill						2.50%

																				Labour Advanced Level Skill						2.50%

																				Digital Entry Level Skill 						0.83%

																				Digital Intermediate Level Skill						0.83%

																				Digital Advanced Level Skill						0.83%

																				Total						10.00%



						Please do not amend or modify any part of this workbook other than the sections we have asked you to complete (in yellow).



						Please refer to Joint Schedule 1 for a definition of terms





















































































































































































































































































































































































































Lot 1 CX - Agent Working Time







										Agent Availability Breakdown



										Weeks Per Month		4.33

										Weeks Per Year		52.0



												Days								Hours								Time as a Percentage of 

												Weekly		Monthly		Annually				Weekly		Monthly		Annually				Contracted Time		Paid Time		Worked Time



										Contracted Time		5.0		21.7		260.0				40.0		173.3		2,080.0



										Unpaid Deductions

										Sickness & Absence		0.0		0.0						0.0		0.0		0.0				0.0%

										Breaks/Lunches (if applicable)		0.0		0.0						0.0		0.0		0.0				0.0%

										Annual Leave & B/H		0.0		0.0						0.0		0.0		0.0				0.0%



										Paid Time		5.0		21.7		260.0				40.0		173.3		2,080.0				0.0%



										Paid Deductions

										Sickness & Absence		0.0		0.0						0.0		0.0		0.0				0.0%		0.0%

										Annual Leave & B/H		0.0		0.0						0.0		0.0		0.0				0.0%		0.0%



										Worked Time		5.0		21.7		260.0				40.0		173.3		2,080.0				0.0%		0.0%



										At Work Deductions

										Coaching		0.0		0.0		0.0						0.0		0.0				0.0%		0.0%		0.0%

										Breaks		0.0		0.0		0.0						0.0		0.0				0.0%		0.0%		0.0%

										Client Briefings		0.0		0.0		0.0						0.0		0.0				0.0%		0.0%		0.0%

										Meetings/One2One		0.0		0.0		0.0						0.0		0.0				0.0%		0.0%		0.0%

										Lost Time		0.0		0.0		0.0						0.0		0.0				0.0%		0.0%		0.0%



										Available Time		5.0		21.7		260.0				40.0		173.3		2,080.0				0.0%		0.0%		0.0%

















































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































Lot 1 CX - Agent Labour Rates







								Agent Labour Rates





										Entry Level Skill										Intermediate Level Skill										Advanced Level Skill

										Hour		Weekly		Monthly		Annually				Hour		Weekly		Monthly		Annually				Hour		Weekly		Monthly		Annually



								Agent Salary		£0.00		£0		£0						£0.00		£0		£0						£0.00		£0		£0





								DIRECT SUPPORT COSTS		£0.00		£0		£0						£0.00		£0		£0						£0.00		£0		£0





















								Total Direct Support Costs		£0.00		£0		£0		£0				£0.00		£0		£0		£0				£0.00		£0		£0		£0





								INDIRECT SUPPORT COSTS		£0.00		£0		£0						£0.00		£0		£0						£0.00		£0		£0















								Total Indirect Support Costs		£0.00		£0		£0		£0				£0.00		£0		£0		£0				£0.00		£0		£0		£0



								Technology + Hardware		£0.00		£0		£0						£0.00		£0		£0						£0.00		£0		£0



								Operational Property / Facilities		£0.00		£0		£0						£0.00		£0		£0						£0.00		£0		£0





								OVERHEADS AND MARGIN		£0.00		£0		£0						£0.00		£0		£0						£0.00		£0		£0

















								Total Overheads and Margin		£0.00		£0		£0		£0				£0.00		£0		£0		£0				£0.00		£0		£0		£0



								Total		£0.00		£0		£0		£0				£0.00		£0		£0		£0				£0.00		£0		£0		£0



								Labour Paid Hour Rate		£0.00										£0.00										£0.00

								Labour Worked Hour Rate		£0.00		ERROR:#DIV/0!								£0.00		ERROR:#DIV/0!								£0.00		ERROR:#DIV/0!

								Labour Available Hour Rate		£0.00		ERROR:#DIV/0!								£0.00		ERROR:#DIV/0!								£0.00		ERROR:#DIV/0!



										Non-evaluated price points Entry Level										Non-evaluated price points Intermediate Level										Non-evaluated price points Advanced Level

												Work From Home % discount										Work From Home % discount										Work From Home % discount

												Out of Hours % uplift										Out of Hours % uplift										Out of Hours % uplift

												% Volume Discount 1 - 251FTE-500FTE										% Volume Discount 1 - 251FTE-500FTE										% Volume Discount 1 - 251FTE-500FTE

												% Volume Discount 1 - 501FTE-1000FTE										% Volume Discount 1 - 501FTE-1000FTE										% Volume Discount 1 - 501FTE-1000FTE

												% Volume Discount 3 - >1001FTE										% Volume Discount 3 - >1001FTE										% Volume Discount 3 - >1001FTE





















































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































CX Role Definitions

		Citizen Experience Agents - Level Definitions

				Entry level agent or equivalent		Intermediate agent or equivalent		Advanced agent or equivalent

		Education		No professional qualifications are needed but there is a requirement for basic education.		No professional qualifications are needed but there is a requirement for basic education, GCSE passes preferable (English and Maths specifically)		Professional qualifications are required for the role. Industry Qualifications/Standards & City and Guilds in Contact Centre Services.

		Time to competence		Minimal training with competence achieved in less than 3 months. Requirement to be customer facing (voice skill required)		Formal and on job training or experience within the role, with competence achieved in 3 – 12 months. Requirement to be customer facing (voice skill required).Multi-skilling across multiple products and capability to work across different systems / technologies		Extensive training or experience within the role, with competence achieved after 12 months. Voice skill with ability to manage multiple complex systems and products

		Knowledge area		Minimum number of subject areas and minimum depth of knowledge required. Limited flexibility between processes/systems/clients needed to complete this role.		Small number of subject areas with large depth of knowledge required or large number of subject areas with little depth of knowledge required. Integration and multiple use of processes and systems.		Large number of subject areas with large depth of knowledge required. Excellent knowledge of processes and systems.

		Decision making		Works to clear and rigid guidelines and minimal or no decision making required. Anything outside of guidelines must be escalated.		Requires own judgement to make decisions, though an escalation point may still be required.		Role requires ability to make decisions using significant discretion and judgement and may be involved in implementation of changes.

		Financial authority		Minimal – role requires only basic transactional financial authority. These limits are pre-set and are defined on the process maps.		The role requires an understanding of the impact on the budget and this is applied when agreeing transactions. Authority within specified limits but there will be a need to use a degree of judgement.		Ability to impact on budgets/costs will be high and financial authority may be within greater specified limits. A greater degree of judgement may be applied in order to gain closure.

		Change/business improvement		Can suggest a potential improvement to the process they are involved with. Can identify that a process can be done better.		The requirement is to identify the need for change and produce recommendations.		Identifies the need for a business/change improvement and can make recommendations for implementation. Within this role there would be a requirement to build a business case based on knowledge gained via the role and have a basic understanding of the potential cost savings and business benefits.

		Customer relationship		Transactional – basic fulfilment. A transaction that includes little or no advice, counselling or recommendations is performed.		Service provision – the role requires the handling of queries from customers and there is a need to have a good understanding of the customer’s requirement and how or who is best able to fulfil it. The role requires an ability to communicate with customers across various media.		Contact will require enhanced authority to influence, impact and manage the relationship with the customer

		Client relationship		No Client contact although there will be an understanding of who they are and the importance of the service the role provides on behalf of the client.		Client contact. Produces and provides information or service direct to the Client.		Managing the Client expectations and perceptions of the organisation. Influence and impact the Client.

		Mental demand of job		Low due to repetitive tasks and clear guidelines on requirements.		Medium due to the need to make judgements on courses of action. May deal with unhappy/frustrated & hard to understand service users.		High due to the range of expectations on the role. May deal with angry, abusive, frightened, vulnerable service users.































































		Definitions

		Agents		means the individual (s) delivering the service.

		Core Hours		07:00 - 20:00 Monday to Sunday.

		Out Of Hours		means the period of time that, for commercial pricing purposes, are not the usual hours of business or work, but where services may still be provided. Typically, these would be anytime outside 07:00 to 20:00 Monday - Sunday, any public holidays in England and Wales unless specified otherwise by the Parties in the Order Form.


		Sites		means any premises (including the Customer Premises, the Supplier’s premises or third party premises) from, to or at which: 
the Goods and/or Services are (or are to be) provided; or 
the Supplier manages, organises or otherwise directs the provision or the use of the Goods and/or Services.























































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































Lot 1 CX - Digital Agent Hour







								Digital Agent Pricing





										Low Complexity (Basic Technology Solution) – Low Cost										Medium Complexity (Flexible Technology Solution) – Mid Cost										High Complexity (Enterprise Technology Solution) – High Cost

								Guidance: Suppliers have received a) the range of services that can be sourced through the framework in Framework Schedule 1, and b) a description of the skill levels necessary to perform the services categorised as low, medium, and high. Suppliers are to utilise their extensive knowledge and experience in technology transformation, along with this information, to establish a cost per digital agent that would negate the need to deploy labour for the tasks associated with the services. Guidance to the right has been provided regarding the level of technology complexity for each section, enabling suppliers to allocate the appropriate systems deployment to achieve the desired outcomes.		A low-complexity technology solutions that is straightforward, easy-to-use digital service that solves a specific, narrow scope problem. It is ideal for buying organisations looking for a quick setup, minimal customisation, and simple functionality. These solutions operate as plug-and-play, often in a self-service model, offering standard features that cater to common needs. The cost expectation for this type of solution is low, typically based on an affordable subscription model with predictable pricing. An example of this would be a tool that helps small departments to manage appointments, send automated communications and process simple tasks.										A medium-complexity technology solution is more adaptable and scalable, offering additional features and some degree of customisation. It is suited for buying departments that require integrations, automation, and greater control over their operations. These solutions can be configured to fit different needs and may require some setup or onboarding. The cost of such a solution falls within a mid-tier pricing range, reflecting its added flexibility and enhanced functionality. A good example of this would be a platform that enables businesses to manage customer relationships, incorporating workflow automation and reporting capabilities.										A high-complexity technology solution that is a robust, highly customisable, scalable digital service designed for complex operations and deployable on an enterprise level. It is best suited for buying departments that require deep integrations, advanced security features, and dedicated support. These solutions are tailored to specific needs, based on process re-engineering, often requiring expert implementation and ongoing optimisation. The cost expectation for this level of technology is premium, often based on factors such as usage, customisation, high the level of support and a high degree of process automation or customer containment. An example would be a full-scale business management system that integrates finance, HR, and operations across multiple locations or a end to end omnichannel platform that can engage across every contact channel.

								Lot 1 - Citizen Experience		Hour		Weekly		Monthly		Annually				Hour		Weekly		Monthly		Annually				Hour		Weekly		Monthly		Annually



								Technology Costs

								Direct Technology Costs		£0.00		£0				£0				£0.00		£0				£0				£0.00		£0				£0





















								Total Direct Technology Costs		£0.00		£0		£0		£0				£0.00		£0		£0		£0				£0.00		£0		£0		£0



								Overheads and Margin

								Overheads and Margin		£0.00		£0		£0						£0.00		£0		£0						£0.00		£0		£0

















								Total Overheads and Margin		£0.00		£0		£0		£0				£0.00		£0		£0		£0				£0.00		£0		£0		£0



								Total		£0.00		£0		£0		£0				£0.00		£0		£0		£0				£0.00		£0		£0		£0



								Digital Paid Hour Rate		£0.00										£0.00										£0.00

								Digital Worked Hour Rate		£0.00		ERROR:#DIV/0!								£0.00		ERROR:#DIV/0!								£0.00		ERROR:#DIV/0!

								Digital Available Hour Rate		£0.00		ERROR:#DIV/0!								£0.00		ERROR:#DIV/0!								£0.00		ERROR:#DIV/0!



































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































Transformational Advice







								Transformation Role Definitions (NOT EVALUATED)



								Skill Level		Description of Experience		Pricing Guidance		Supplier Roles - Example		Rate per Day



								Partner / 
Managing Director		Extensive achievement in their specialist field, in which they are nationally or internationally renowned. Extensive experience of leading or directing major, complex and business-critical projects, bringing genuine strategic insight, understanding the range of services to be delivered to the client. In depth knowledge of the public sector and of current policy and political issues affecting it.		You must enter the price for this grade first		Executive Sponsor

								Managing Consultant / Director		Substantial experience in their specialist field and operating multiple major consultancy assignments achieving specific revenue and income objectives to agreed outcomes. Previous experience in recruiting and managing remote teams, project billing, project and risk management on at least five major projects. Advises client Senior Management Teams and Directors in the commercial and public sectors. Use of PRINCE2 or equivalent. In depth knowledge of the public sector, current policy and the political issues affecting it. Typically we would expect a person within this category to have significant, proven, industry recognised experience.		Must be a minimum of 10% lower and a maximum of 50% lower than the Partner / Managing Director		Programme Director

								Principal Consultant / Associate Director		Recognised expert in their specialist field and in a consultancy/training role. Significant proven relevant experience managing a full portfolio of clients in a variety of complex projects. Sound knowledge of the public sector, current policy and political issues. Assists in fee proposals.Previous experience in project management on at least three major projects, preferably in the public sector and using the PRINCE2 or equivalent method.		Must be a minimum of 10% lower and a maximum of 50% lower than the Managing Consultant / Director		Programme Manager

								Senior Consultant / 
Manager / Project Lead		Management of engagements and projects adhering to professional standards and strict costs controls. Substantial proven experience in their specialist field and in a consultancy / training role. Previous experience in the project management in a wide range of high quality and relevant projects. Familiarity of the issues / problems facing public sector organisations.		Must be a minimum of 10% lower and a maximum of 50% lower than the Principal Consultant / Associate Director		Project Manager

								Consultant /
 Senior Analyst		Notable subject matter experience, in-depth knowledge and relevant experience of their specialist fields. Evidence of a wide range of consultancy projects and client facing experience. Support work in process and organisational design and leading workshops and events. Actively seeks out work from senior managers.		Must be a minimum of 10% lower and a maximum of 50% lower than the Senior Consultant / Manager / Project Lead  		Project Analyst

								Analyst /
 Junior Consultant		Demonstrable experience and relevant exposure in a range of projects in a specialist field. Evidence of client facing experience and relationship management. Support for planning and monitoring budgets and services to wider consultancy projects; and experience of proposal preparation.		Must be a minimum of 10% lower and a maximum of 50% lower than the Consultant / Senior Analyst 		Business Analyst



























































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































Evaluation Worked Example 1







										Agent Availability Breakdown WORKED EXAMPLE



										Weeks Per Month		4.33

										Weeks Per Year		52.0



												Days								Hours								Time as a Percentage of 

												Weekly		Monthly		Annually				Weekly		Monthly		Annually				Contracted Time		Paid Time		Worked Time



										Contracted Time		5.0		21.7		260.0				40.0		173.3		2,080.0



										Unpaid Deductions

										Sickness & Absence		0.5		2.3		28.0				4.3		18.7		224.0				10.8%

										Breaks/Lunches (if applicable)		0.0		0.0		0.0				0.0		0.0		0.0				0.0%

										Annual Leave		0.0		0.0		0.0				0.0		0.0		0.0				0.0%



										Paid Time		4.5		19.3		232.0				35.7		154.7		1,856.0				10.8%



										Paid Deductions

										Sickness & Absence		0.0		0.0		0.0				0.0		0.0		0.0				0.0%		0.0%

										Annual Leave		0.5		2.2		26.0				4.0		17.3		208.0				10.0%		11.2%



										Worked Time		4.0		17.2		206.0				31.7		137.3		1,648.0				10.0%		11.2%



										At Work Deductions

										Coaching		0.4		1.8		21.1				3.3		14.1		169.0				8.1%		9.1%		10.3%

										Breaks		0.0		0.0		0.0				0.0		0.0		0.0				0.0%		0.0%		0.0%

										Client Briefings		0.0		0.0		0.0				0.0		0.0		0.0				0.0%		0.0%		0.0%

										Meetings/One2One		0.0		0.1		1.1				0.2		0.7		8.4				0.4%		0.5%		0.5%

										Lost Time		0.0		0.1		0.7				0.1		0.4		5.3				0.3%		0.3%		0.3%



										Available Time		3.5		15.3		183.2				28.2		122.1		1,465.3				8.8%		9.8%		11.1%

















































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































Evaluation Worked Example 2







								Agent Labour Rates WORKED EXAMPLE





										Entry Level Skill										Intermediate Level Skill										Advanced Level Skill

										Hour		Weekly		Monthly		Annually				Hour		Weekly		Monthly		Annually				Hour		Weekly		Monthly		Annually



								Agent Salary		£13.84		£494		£5,929		£25,691				£19.40		£692		£8,308		£36,000				£21.55		£769		£9,231		£40,000





								DIRECT SUPPORT COSTS		£4.31		£154		£1,846		£8,000				£5.12		£183		£2,192		£9,500				£5.66		£202		£2,423		£10,500





















								Total Direct Support Costs		£4.31		£154		£1,846		£8,000				£5.12		£183		£2,192		£9,500				£5.66		£202		£2,423		£10,500





								INDIRECT SUPPORT COSTS		£3.23		£115		£1,385		£6,000				£3.77		£135		£1,615		£7,000				£4.31		£154		£1,846		£8,000















								Total Indirect Support Costs		£3.23		£115		£1,385		£6,000				£3.77		£135		£1,615		£7,000				£4.31		£154		£1,846		£8,000



								Technology + Hardware		£0.81		£29		£346		£1,500				£0.81		£29		£346		£1,500				£0.81		£29		£346		£1,500



								Operational Property / Facilities		£2.16		£77		£923		£4,000				£2.16		£77		£923		£4,000				£2.16		£77		£923		£4,000





								OVERHEADS AND MARGIN		£3.50		£125		£1,500		£6,500				£3.77		£135		£1,615		£7,000				£4.04		£144		£1,731		£7,500

















								Total Overheads and Margin		£3.50		£125		£1,500		£6,500				£3.77		£135		£1,615		£7,000				£4.04		£144		£1,731		£7,500



								Total		£27.85		£994		£11,929		£51,691				£35.02		£1,250		£15,000		£65,000				£38.52		£1,375		£16,500		£71,500



								Labour Paid Hour Rate		£27.85										£35.02										£38.52

								Labour Worked Hour Rate		£31.37		11.2%								£39.44		11.2%								£43.39		11.2%

								Labour Available Hour Rate		£35.28		21.1%								£44.36		21.1%								£48.80		21.1%



































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































Evaluation Worked Example 3







								Digital Agent Pricing





										Low Complexity (Basic Technology Solution) – Low Cost										Medium Complexity (Flexible Technology Solution) – Mid Cost										High Complexity (Enterprise Technology Solution) – High Cost

								Guidance: Suppliers have received a) the range of services that can be sourced through the framework in Framework Schedule 1, paragraph [ x ], and b) a description of the skill levels necessary to perform the services categorised as low, medium, and high. Suppliers are to utilise their extensive knowledge and experience in technology transformation, along with this information, to establish a cost per digital agent that would negate the need to deploy labour for the tasks associated with the services. Guidance to the right has been provided regarding the level of technology complexity for each section, enabling suppliers to allocate the appropriate systems deployment to achieve the desired outcomes.		A low-complexity technology solutions that is straightforward, easy-to-use digital service that solves a specific, narrow scope problem. It is ideal for buying organisations looking for a quick setup, minimal customisation, and simple functionality. These solutions operate as plug-and-play, often in a self-service model, offering standard features that cater to common needs. The cost expectation for this type of solution is low, typically based on an affordable subscription model with predictable pricing. An example of this would be a tool that helps small departments to manage appointments, send automated communications and process simple tasks.										A medium-complexity technology solution is more adaptable and scalable, offering additional features and some degree of customisation. It is suited for buying departments that require integrations, automation, and greater control over their operations. These solutions can be configured to fit different needs and may require some setup or onboarding. The cost of such a solution falls within a mid-tier pricing range, reflecting its added flexibility and enhanced functionality. A good example of this would be a platform that enables businesses to manage customer relationships, incorporating workflow automation and reporting capabilities.										A high-complexity technology solution that is a robust, highly customisable, scalable digital service designed for complex operations and deployable on an enterprise level. It is best suited for buying departments that require deep integrations, advanced security features, and dedicated support. These solutions are tailored to specific needs, based on process re-engineering, often requiring expert implementation and ongoing optimisation. The cost expectation for this level of technology is premium, often based on factors such as usage, customisation, high the level of support and a high degree of process automation or customer containment. An example would be a full-scale business management system that integrates finance, HR, and operations across multiple locations or a end to end omnichannel platform that can engage across every contact channel.

								Lot 1 - Citizen Experience		Hour		Weekly		Monthly		Annually				Hour		Weekly		Monthly		Annually				Hour		Weekly		Monthly		Annually



								Technology Costs

								Direct Technology Costs		£0.97		£35		£150		£1,800				£1.94		£69		£300		£3,600				£2.91		£104		£450		£5,400





















								Total Direct Technology Costs		£0.97		£35		£150		£1,800				£1.94		£69		£300		£3,600				£2.91		£104		£450		£5,400



								Overheads and Margin

								Overheads and Margin		£0.54		£19		£231		£1,000				£1.62		£58		£692		£3,000				£2.69		£96		£1,154		£5,000

















								Total Overheads and Margin		£0.54		£19		£231		£1,000				£1.62		£58		£692		£3,000				£2.69		£96		£1,154		£5,000



								Total		£1.51		£54		£381		£2,800				£3.56		£127		£992		£6,600				£5.60		£200		£1,604		£10,400



								Digital Paid Hour Rate		£1.51										£3.56										£5.60

								Digital Worked Hour Rate		£1.70		11.2%								£4.00		11.2%								£6.31		11.2%

								Digital Available Hour Rate		£1.91		21.1%								£4.50		21.1%								£7.10		21.1%
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Cover Sheet





				Attachment 3b - Lot 1 Process Administration Price Matrix
Outsourced Services - THIS CAPABILITY IS NON ASSESSED FOR COMMERCIAL PURPOSES





				Contract Reference: RM6295





				Please enter your ORGANISATION'S NAME in the yellow cell below 

				If you are required to register at Companies House or non-UK equivalent, this must be your registered company name

































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































Instructions



						Outsourced Services

						Instructions for completing this Pricing Schedule

						Please Print Out & Read Carefully



						Step														Deadline						Comment

						Price Matrix

Note: All questions related to this pricing schedule document should be submitted in writing using the e-Sourcing Suite during the clarification period														Please refer to Attachment 1 - About the Framework 
'Procurement Timetable'						IMPORTANT: Upload your completed price matrix to the eSourcing suite in the commercial envelope at question XXX

Name your file in the following format: 

lot1pricePA_yourorganisationname

















						Please read 'Attachment 2 - How to tender' in addition to this Instructions page, in particular Section 19, before completing the price matrix which contains important information about how the information provided in the price matrix will be evaluated.

						TAB		INDEX												RESPONSE REQUIRED

				The tabs comprising this excel workbook are:		1		Cover Sheet												PLEASE COMPLETE ALL YELLOW CELLS

						2		Instructions												PLEASE READ

						3		Lot 1 Pricing												PLEASE COMPLETE ALL YELLOW CELLS

								Lot 1 Pricing Instructions												Agent Working Time tab 
Bidders are required to populate the cells highlighted in yellow within the Agent Working Time tab to indicate their allowances for the specified line items. Responses must be based on the fixed assumption of 5 days per week / 40 hours per week model, on premise delivered from the Supplier's site and aligned to the Threshold(s) in the Technical Ability Certificate for the capability you are submitting for.

Agent Labour Rates tab
Suppliers are then required to provide their annual rates for all agent roles across entry, intermediate and advanced skill levels. For each yellow cell you MUST submit a rate. Zero/£0.00 bids are not permitted and will be deemed non-compliant. Incomplete pricing submissions will be deemed non-compliant. 'Direct Support', 'Indirect Costs' and 'Overheads and Margin' costs must be inclusive of the line items listed in the definitions below. Prices should be based upon UK based service delivery from a Supplier Office Location.

Digital Agent Hour Rates tab
Suppliers are then required to provide their monthly rates for Technology costs and annual rates Overheads and Margin, for low complexity, medium complexity and high complexity solutions.  Overheads and Margin costs must be inclusive of the line items listed in the definitions below. 

Other Non evaluated rates 

Bidders are also required to submit pricing information for Other Non-evaluated elements underneath the Agent Labour Rates   For the avoidance of doubt, Process Administration will not be evaluated and pricing submitted is for information only. 

								Lot 1 Pricing Definitions 												DIRECT COSTS 
Team Leader(s)
Teams Manager(s)
Operational/Site/Campaign Lead(s)
Attrition Costs (recruitment + training)
Trainers
Recruitment / Vetting Costs
Real Time Management/Scheduling
Quality Assurance
Floorwalkers/Coaches
Direct Consumables						INDIRECT COSTS

Management Information / Analytics
Resource Planning
Compliance
IT Support (people costs)
Client Management
Project Management/Change
Technology Hardware and Software for the provision of the core service
						OVERHEADS & MARGIN (across both tabs)

Executive Team
Central Overheads
Marketing
Sales + Business Development
Depreciation
Finance
Human Resources
Margin
CCS Management Levy

								Lot 1 Pricing Calculation												Agent Labour Rates tab
Each agent annual labour rate across the entry, intermediate and advanced skill levels will drive a calculation for hourly, monthly and weekly rates automatically. These then calculate a paid, worked, and available hour rate. PLEASE NOTE the Labour Available Hour Rate is the only rate will be used for evaluation purposes. This combined elements of this pricing is worth 7.5% of the total 10% available for Price. NB: These rates are subject to Indexation


Digital Agent Hour Rate tab
Each monthly digital technology cost submitted for each complexity, (low, medium and high) will be combined with the annual overhead and margin annual cost submitted for each complexity. These rates will calculate a paid, worked and available hour rate. PLEASE NOTE the Digital Available Hour Rate will be used for evaluation purposes. This combined elements of this pricing is worth 2.5% of the total 10% available for Price.



These rates are non-evaluated.





						Please do not amend or modify any part of this workbook other than the sections we have asked you to complete (in yellow).



						Please refer to Joint Schedule 1 for a definition of terms





















































































































































































































































































































































































































Lot 1 PA - Agent Working Time







										Agent Availability Breakdown



										Weeks Per Month		4.33

										Weeks Per Year		52.0



												Days								Hours								Time as a Percentage of 

												Weekly		Monthly		Annually				Weekly		Monthly		Annually				Contracted Time		Paid Time		Worked Time



										Contracted Time		5.0		21.7		260.0				40.0		173.3		2,080.0



										Unpaid Deductions

										Sickness & Absence		0.0		0.0						0.0		0.0		0.0				0.0%

										Breaks/Lunches (if applicable)		0.0		0.0						0.0		0.0		0.0				0.0%

										Annual Leave & B/H		0.0		0.0						0.0		0.0		0.0				0.0%



										Paid Time		5.0		21.7		260.0				40.0		173.3		2,080.0				0.0%



										Paid Deductions

										Sickness & Absence		0.0		0.0						0.0		0.0		0.0				0.0%		0.0%

										Annual Leave & B/H		0.0		0.0						0.0		0.0		0.0				0.0%		0.0%



										Worked Time		5.0		21.7		260.0				40.0		173.3		2,080.0				0.0%		0.0%



										At Work Deductions

										Coaching		0.0		0.0		0.0						0.0		0.0				0.0%		0.0%		0.0%

										Breaks		0.0		0.0		0.0						0.0		0.0				0.0%		0.0%		0.0%

										Client Briefings		0.0		0.0		0.0						0.0		0.0				0.0%		0.0%		0.0%

										Meetings/One2One		0.0		0.0		0.0						0.0		0.0				0.0%		0.0%		0.0%

										Lost Time		0.0		0.0		0.0						0.0		0.0				0.0%		0.0%		0.0%



										Available Time		5.0		21.7		260.0				40.0		173.3		2,080.0				0.0%		0.0%		0.0%

















































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































Lot 1 PA - Agent Labour Rates







								Agent Labour Rates





										Entry Level Skill										Intermediate Level Skill										Advanced Level Skill

										Hour		Weekly		Monthly		Annually				Hour		Weekly		Monthly		Annually				Hour		Weekly		Monthly		Annually



								Agent Salary		£0.00		£0		£0						£0.00		£0		£0						£0.00		£0		£0





								DIRECT SUPPORT COSTS		£0.00		£0		£0						£0.00		£0		£0						£0.00		£0		£0





















								Total Direct Support Costs		£0.00		£0		£0		£0				£0.00		£0		£0		£0				£0.00		£0		£0		£0





								INDIRECT SUPPORT COSTS		£0.00		£0		£0						£0.00		£0		£0						£0.00		£0		£0















								Total Indirect Support Costs		£0.00		£0		£0		£0				£0.00		£0		£0		£0				£0.00		£0		£0		£0



								Technology + Hardware		£0.00		£0		£0						£0.00		£0		£0						£0.00		£0		£0



								Operational Property / Facilities		£0.00		£0		£0						£0.00		£0		£0						£0.00		£0		£0





								OVERHEADS AND MARGIN		£0.00		£0		£0						£0.00		£0		£0						£0.00		£0		£0

















								Total Overheads and Margin		£0.00		£0		£0		£0				£0.00		£0		£0		£0				£0.00		£0		£0		£0



								Total		£0.00		£0		£0		£0				£0.00		£0		£0		£0				£0.00		£0		£0		£0



								Labour Paid Hour Rate		£0.00										£0.00										£0.00

								Labour Worked Hour Rate		£0.00		ERROR:#DIV/0!								£0.00		ERROR:#DIV/0!								£0.00		ERROR:#DIV/0!

								Labour Available Hour Rate		£0.00		ERROR:#DIV/0!								£0.00		ERROR:#DIV/0!								£0.00		ERROR:#DIV/0!



										Non-evaluated price points Entry Level										Non-evaluated price points Intermediate Level										Non-evaluated price points Advanced Level

												Work From Home % discount										Work From Home % discount										Work From Home % discount

												Out of Hours % uplift										Out of Hours % uplift										Out of Hours % uplift

												% Volume Discount 1 - 251FTE-500FTE										% Volume Discount 1 - 251FTE-500FTE										% Volume Discount 1 - 251FTE-500FTE

												% Volume Discount 1 - 501FTE-1000FTE										% Volume Discount 1 - 501FTE-1000FTE										% Volume Discount 1 - 501FTE-1000FTE

												% Volume Discount 3 - >1001FTE										% Volume Discount 3 - >1001FTE										% Volume Discount 3 - >1001FTE





















































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































PA Role Definitions

		Process Administration Agents - Level Definitions

				Entry level agent or equivalent		Intermediate agent or equivalent		Advanced agent or equivalent

		Education		No professional qualifications are needed but there is a requirement for basic education.		No professional qualifications are needed but there is a requirement for basic education, GCSE passes preferable (English and Maths specifically)		Professional qualifications are required for the role. Industry Qualifications/Standards & City and Guilds in Relevant Services.

		Time to competence		Minimal training with competence achieved in less than 3 months. Requirement to be customer facing (voice skill required)		Formal and on job training or experience within the role, with competence achieved in 3 – 12 months. Requirement to be customer facing (voice skill required).Multi-skilling across multiple products and capability to work across different systems / technologies		Extensive training or experience within the role, with competence achieved after 12 months. Voice skill with ability to manage multiple complex systems and products

		Knowledge area		Minimum number of subject areas and minimum depth of knowledge required. Limited flexibility between processes/systems/clients needed to complete this role.		Small number of subject areas with large depth of knowledge required or large number of subject areas with little depth of knowledge required. Integration and multiple use of processes and systems.		Large number of subject areas with large depth of knowledge required. Excellent knowledge of processes and systems.

		Decision making		Works to clear and rigid guidelines and minimal or no decision making required. Anything outside of guidelines must be escalated.		Requires own judgement to make decisions, though an escalation point may still be required.		Role requires ability to make decisions using significant discretion and judgement and may be involved in implementation of changes.

		Financial authority		Minimal – role requires only basic transactional financial authority. These limits are pre-set and are defined on the process maps.		The role requires an understanding of the impact on the budget and this is applied when agreeing transactions. Authority within specified limits but there will be a need to use a degree of judgement.		Ability to impact on budgets/costs will be high and financial authority may be within greater specified limits. A greater degree of judgement may be applied in order to gain closure.

		Change/business improvement		Can suggest a potential improvement to the process they are involved with. Can identify that a process can be done better.		The requirement is to identify the need for change and produce recommendations.		Identifies the need for a business/change improvement and can make recommendations for implementation. Within this role there would be a requirement to build a business case based on knowledge gained via the role and have a basic understanding of the potential cost savings and business benefits.

		Customer relationship		Transactional – basic fulfilment. A transaction that includes little or no advice, counselling or recommendations is performed.		Service provision – the role requires the handling of queries from customers and there is a need to have a good understanding of the customer’s requirement and how or who is best able to fulfil it. The role requires an ability to communicate with customers across various media.		Contact will require enhanced authority to influence, impact and manage the relationship with the customer

		Client relationship		No Client contact although there will be an understanding of who they are and the importance of the service the role provides on behalf of the client.		Client contact. Produces and provides information or service direct to the Client.		Managing the Client expectations and perceptions of the organisation. Influence and impact the Client.

		Mental demand of job		Low due to repetitive tasks and clear guidelines on requirements.		Medium due to the need to make judgements on courses of action. May deal with unhappy/frustrated & hard to understand service users.		High due to the range of expectations on the role. May deal with angry, abusive, frightened, vulnerable service users.































































		Definitions

		Agents		means the individual (s) delivering the service.

		Core Hours		07:00 - 20:00 Monday to Sunday.

		Out Of Hours		means the period of time that, for commercial pricing purposes, are not the usual hours of business or work, but where services may still be provided. Typically, these would be anytime outside 07:00 to 20:00 Monday - Sunday, any public holidays in England and Wales unless specified otherwise by the Parties in the Order Form.


		Sites		means any premises (including the Customer Premises, the Supplier’s premises or third party premises) from, to or at which: 
the Goods and/or Services are (or are to be) provided; or 
the Supplier manages, organises or otherwise directs the provision or the use of the Goods and/or Services.























































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































Lot 1 PA - Digital Agent Hour







								Digital Agent Pricing





										Low Complexity (Basic Technology Solution) – Low Cost										Medium Complexity (Flexible Technology Solution) – Mid Cost										High Complexity (Enterprise Technology Solution) – High Cost

								Guidance: Suppliers have received a) the range of services that can be sourced through the framework in Framework Schedule 1, and b) a description of the skill levels necessary to perform the services categorised as low, medium, and high. Suppliers are to utilise their extensive knowledge and experience in technology transformation, along with this information, to establish a cost per digital agent that would negate the need to deploy labour for the tasks associated with the services. Guidance to the right has been provided regarding the level of technology complexity for each section, enabling suppliers to allocate the appropriate systems deployment to achieve the desired outcomes.		A low-complexity technology solutions that is straightforward, easy-to-use digital service that solves a specific, narrow scope problem. It is ideal for buying organisations looking for a quick setup, minimal customisation, and simple functionality. These solutions operate as plug-and-play, often in a self-service model, offering standard features that cater to common needs. The cost expectation for this type of solution is low, typically based on an affordable subscription model with predictable pricing. An example of this would be a tool that helps small departments to manage appointments, send automated communications and process simple tasks.										A medium-complexity technology solution is more adaptable and scalable, offering additional features and some degree of customisation. It is suited for buying departments that require integrations, automation, and greater control over their operations. These solutions can be configured to fit different needs and may require some setup or onboarding. The cost of such a solution falls within a mid-tier pricing range, reflecting its added flexibility and enhanced functionality. A good example of this would be a platform that enables businesses to manage customer relationships, incorporating workflow automation and reporting capabilities.										A high-complexity technology solution that is a robust, highly customisable, scalable digital service designed for complex operations and deployable on an enterprise level. It is best suited for buying departments that require deep integrations, advanced security features, and dedicated support. These solutions are tailored to specific needs, based on process re-engineering, often requiring expert implementation and ongoing optimisation. The cost expectation for this level of technology is premium, often based on factors such as usage, customisation, high the level of support and a high degree of process automation or customer containment. An example would be a full-scale business management system that integrates finance, HR, and operations across multiple locations or a end to end omnichannel platform that can engage across every contact channel.

								Lot 1 - Process Administration		Hour		Weekly		Monthly		Annually				Hour		Weekly		Monthly		Annually				Hour		Weekly		Monthly		Annually



								Technology Costs

								Direct Technology Costs		£0.00		£0				£0				£0.00		£0				£0				£0.00		£0				£0





















								Total Direct Technology Costs		£0.00		£0		£0		£0				£0.00		£0		£0		£0				£0.00		£0		£0		£0



								Overheads and Margin

								Overheads and Margin		£0.00		£0		£0						£0.00		£0		£0						£0.00		£0		£0

















								Total Overheads and Margin		£0.00		£0		£0		£0				£0.00		£0		£0		£0				£0.00		£0		£0		£0



								Total		£0.00		£0		£0		£0				£0.00		£0		£0		£0				£0.00		£0		£0		£0



								Digital Paid Hour Rate		£0.00										£0.00										£0.00

								Digital Worked Hour Rate		£0.00		ERROR:#DIV/0!								£0.00		ERROR:#DIV/0!								£0.00		ERROR:#DIV/0!

								Digital Available Hour Rate		£0.00		ERROR:#DIV/0!								£0.00		ERROR:#DIV/0!								£0.00		ERROR:#DIV/0!
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Cover Sheet





				Attachment 3c - Lot 2 Business Services Price Matrix
Outsourced Services





				Contract Reference: RM6295





				Please enter your ORGANISATION'S NAME in the yellow cell below.

				If you are required to register at Companies House or non-UK equivalent, this must be your registered company name

































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































Instructions



						Outsourced Services

						Instructions for completing this Pricing Schedule

						Please Print Out & Read Carefully



						Step														Deadline						Comment

						Price Matrix

Note: All questions related to this pricing schedule document should be submitted in writing using the e-Sourcing Suite during the clarification period														Please refer to Attachment 1 - About the Framework 
'Procurement Timetable'						IMPORTANT: Upload your completed price matrix to the eSourcing suite in the commercial envelope at question XXX

Name your file in the following format: 

lot2price_yourorganisationname

















						Please read 'Attachment 2 - How to tender' in addition to this Instructions page, in particular Section 19, before completing the price matrix which contains important information about how the information provided in the price matrix will be evaluated.

						TAB		INDEX												RESPONSE REQUIRED

				The tabs comprising this excel workbook are:		1		Cover Sheet												PLEASE COMPLETE ALL YELLOW CELLS

						2		Instructions												PLEASE READ

						3 to 22		Lot 2 Capability Responses												You must complete all required cells within the relevant tabs that relate to capabilities for which you are bidding as follows :                                
If you are bidding to provide PAYROLL services you must complete all required boxes within all of the GREEN tabs                                                                      
If you are bidding to provide HR services you must complete all required boxes within the YELLOW tabs                                                          If you are bidding to provide FINANCIAL ADMINISTRATION services, you must complete all required boxes within all of the ORANGE tabs                                                               
If you are bidding to provide PROCUREMENT services you must complete all required boxes within all of the BLUE tabs.                                              
If you are bidding to provide TRANSFORMATIONAL ADVICE you must complete all YELLOW boxes in the TRANSFORMATIONAL ADVICE tab

								Lot 2 Pricing												PLEASE COMPLETE ALL YELLOW CELLS

								Lot 2 Pricing												ORANGE CELLS SHOULD BE COMPLETED WHERE YOU ARE BIDDING TO PROVIDE PAYROLL SERVICES AND THE LINE ITEM IS REQUIRED WITHIN YOUR SOLUTION

								Lot 2 Pricing Instructions												Agent Working Time tab 
Bidders are required to populate the cells highlighted in yellow within the Agent Working Time tab to indicate their allowances for the specified line items. Responses must be based on the fixed assumption of 5 days per week / 40 hours per week model, on premise delivered from the Supplier's site and aligned to the Threshold(s) in the Technical Ability Certificate for the capability you are submitting for.

Agent Labour Rates tab
Suppliers are then required to provide their annual rates for all agent roles across entry, intermediate and advanced skill levels. For each yellow cell you MUST submit a rate. Zero/£0.00 bids are not permitted and will be deemed non-compliant. Incomplete pricing submissions will be deemed non-compliant. 'Direct Support', 'Indirect Costs' and 'Overheads and Margin' costs must be inclusive of the line items listed in the definitions below.

Digital Agent Hour Rates tab
Suppliers are then required to provide their monthly rates for Technology costs and annual rates Overheads and Margin, for low complexity, medium complexity and high complexity solutions.  Overheads and Margin costs must be inclusive of the line items listed in the definitions below. 

Non evaluated rates 

Bidders are also required to submit pricing information for non-evaluated elements and Transformational Consultancy  For the avoidance of doubt, Transformational Advice and the Price Per Payslip Payroll Scenario will not be evaluated and pricing submitted is for information only. The Price per Payslip collected within the Payroll Scenario tab may be used to support customers accessing the agreement once live.

								Lot 2 Pricing Definitions 												DIRECT COSTS 
Team Leader(s)
Teams Manager(s)
Operational/Site/Campaign Lead(s)
Attrition Costs (recruitment + training)
Trainers
Recruitment / Vetting Costs
Real Time Management/Scheduling
Quality Assurance
Floorwalkers/Coaches
Direct Consumables						INDIRECT COSTS

Management Information / Analytics
Resource Planning
Compliance
IT Support (people costs)
Client Management
Project Management/Change
Technology Hardware and Software for the provision of the core service
						OVERHEADS & MARGIN (across both tabs)

Executive Team
Central Overheads
Marketing
Sales + Business Development
Depreciation
Finance
Human Resources
Margin
CCS Management Levy

								Lot 2 Pricing Calculation												Agent Labour Rates tab
Each agent annual labour rate across the entry, intermediate and advanced skill levels will drive a calculation for hourly, monthly and weekly rates automatically. These then calculate a paid, worked, and available hour rate. PLEASE NOTE the Labour Available Hour Rate is the only rate will be used for evaluation purposes. This combined elements of this pricing is worth 7.5% of the total 10% available for Price. NB: These rates will be subject to Indexation./


Digital Agent Hour Rate tab
Each monthly digital technology cost submitted for each complexity, (low, medium and high) will be combined with the annual overhead and margin annual cost submitted for each complexity. These rates will calculate a paid, worked and available hour rate. PLEASE NOTE the Digital Available Hour Rate will be used for evaluation purposes. This combined elements of this pricing is worth 2.5% of the total 10% available for Price.



Please note that where you are bidding for multiple core capabilities, the evaluation scores for each of the capabilities that you are tendering for will be accumulated and divided by the number of capabilities for which you have tendered to give an average price that will be taken as your final submitted score. 

								Lot 2 - All Capabilities - Price Evaluation Weightings												The weightings applied to the Commercial Pricing Evaluation will be as follows :

																				Price Point						% of Price Score

																				Labour Entry Level Skill 						2.50%

																				Labour Intermediate Level Skill						2.50%

																				Labour Advanced Level Skill						2.50%

																				Digital Entry Level Skill 						0.83%

																				Digital Intermediate Level Skill						0.83%

																				Digital Advanced Level Skill						0.83%

																				Total						10.00%

						Please do not amend or modify any part of this workbook other than the sections we have asked you to complete (in yellow).



						Please refer to Joint Schedule 1 for a definition of terms











































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































Payroll - Agent Working Time







										Agent Availability Breakdown



										Weeks Per Month		4.33

										Weeks Per Year		52.0



												Days								Hours								Time as a Percentage of 

												Weekly		Monthly		Annually				Weekly		Monthly		Annually				Contracted Time		Paid Time		Worked Time



										Contracted Time		5.0		21.7		260.0				40.0		173.3		2,080.0



										Unpaid Deductions

										Sickness & Absence		0.0		0.0		0.0				0.0		0.0		0.0				0.0%

										Breaks/Lunches (if applicable)		0.0		0.0		0.0				0.0		0.0		0.0				0.0%

										Annual Leave		0.0		0.0		0.0				0.0		0.0		0.0				0.0%



										Paid Time		5.0		21.7		260.0				40.0		173.3		2,080.0				0.0%



										Paid Deductions

										Sickness & Absence		0.0		0.0		0.0				0.0		0.0		0.0				0.0%		0.0%

										Annual Leave		0.0		0.0		0.0				0.0		0.0		0.0				0.0%		0.0%



										Worked Time		5.0		21.7		260.0				40.0		173.3		2,080.0				0.0%		0.0%



										At Work Deductions

										Coaching		0.0		0.0		0.0				0.0		0.0		0.0				0.0%		0.0%		0.0%

										Breaks		0.0		0.0		0.0				0.0		0.0		0.0				0.0%		0.0%		0.0%

										Client Briefings		0.0		0.0		0.0				0.0		0.0		0.0				0.0%		0.0%		0.0%

										Meetings/One2One		0.0		0.0		0.0				0.0		0.0		0.0				0.0%		0.0%		0.0%

										Lost Time		0.0		0.0		0.0				0.0		0.0		0.0				0.0%		0.0%		0.0%



										Available Time		5.0		21.7		260.0				40.0		173.3		2,080.0				0.0%		0.0%		0.0%

















































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































Payroll - Agent Labour Rates







								Agent Labour Rates





										Entry Level Skill										Intermediate Level Skill										Advanced Level Skill

										Hour		Weekly		Monthly		Annually				Hour		Weekly		Monthly		Annually				Hour		Weekly		Monthly		Annually



								Agent Salary		£0.00		£0		£0						£0.00		£0		£0						£0.00		£0		£0





								DIRECT SUPPORT COSTS		£0.00		£0		£0						£0.00		£0		£0						£0.00		£0		£0





















								Total Direct Support Costs		£0.00		£0		£0		£0				£0.00		£0		£0		£0				£0.00		£0		£0		£0





								INDIRECT SUPPORT COSTS		£0.00		£0		£0						£0.00		£0		£0						£0.00		£0		£0















								Total Indirect Support Costs		£0.00		£0		£0		£0				£0.00		£0		£0		£0				£0.00		£0		£0		£0



								Technology + Hardware		£0.00		£0		£0						£0.00		£0		£0						£0.00		£0		£0



								Operational Property / Facilities		£0.00		£0		£0						£0.00		£0		£0						£0.00		£0		£0





								OVERHEADS AND MARGIN		£0.00		£0		£0						£0.00		£0		£0						£0.00		£0		£0

















								Total Overheads and Margin		£0.00		£0		£0		£0				£0.00		£0		£0		£0				£0.00		£0		£0		£0



								Total		£0.00		£0		£0		£0				£0.00		£0		£0		£0				£0.00		£0		£0		£0



								Labour Paid Hour Rate		£0.00										£0.00										£0.00

								Labour Worked Hour Rate		£0.00		ERROR:#DIV/0!								£0.00		ERROR:#DIV/0!								£0.00		ERROR:#DIV/0!

								Labour Available Hour Rate		£0.00		ERROR:#DIV/0!								£0.00		ERROR:#DIV/0!								£0.00		ERROR:#DIV/0!



										Non-evaluated price points Entry Level										Non-evaluated price points Intermediate Level										Non-evaluated price points Advanced Level

												% Volume Discount 1 - 5001 Payslips to 10000 Payslips										% Volume Discount 1 - 5001 Payslips to 10000 Payslips										% Volume Discount 1 - 5001 Payslips to 10000 Payslips

												% Volume Discount 2 - 10001 Payslips to 20000Payslips										% Volume Discount 2 - 10001 Payslips to 20000Payslips										% Volume Discount 2 - 10001 Payslips to 20000Payslips

												% Volume Discount 3 - >20000 Payslips										% Volume Discount 3 - >20000 Payslips										% Volume Discount 3 - >20000 Payslips

























































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































Payroll Role Definitions

		Payroll Agents - Level Definitions

				Entry level agent or equivalent		Intermediate agent or equivalent		Advanced agent or equivalent

		Education		No professional qualifications are needed but there is a requirement for basic education, GCSE passes preferable (English and Maths specifically)		Professional qualifications may be required for the role. NVQ level qualification in financial or payroll specific subject areas (may be acceptable where agreed with the customer to be working towards NVQ qualification).		Professional qualifications are required for the role. NVQ level qualification or above in financial or payroll specific subject areas. Higher level qualifications may be required where expert knowledge and advice is required as part of the solution.

		Time to competence		Minimal training with competence achieved in less than 3 months. Requirement to be customer facing (voice skill required)		Formal and on job training or experience within the role, with competence achieved in 3 – 12 months. Requirement to be customer facing (voice skill required).Multi-skilling across multiple products and capability to work across different systems / technologies		Extensive training or experience within the role, with competence achieved after 12 months. Specialist skill and knowledge to be developed broadly, with specific training where targeted work or advice is to be delivered (e.g. pensions, working patterns etc...)

		Knowledge area		Minimum number of subject areas and minimum depth of knowledge required. Limited flexibility between processes/systems/clients needed to complete this role.		Small number of subject areas with large depth of knowledge required or large number of subject areas with little depth of knowledge required. Integration and multiple use of processes and systems.		Large number of subject areas with large depth of knowledge required, or expert within specific subject areas to provide high level support/problem solving. Excellent knowledge of processes and systems.

		Decision making		Works to clear and rigid guidelines and minimal or no decision making required. Anything outside of guidelines must be escalated.		Requires own judgement to make decisions, though an escalation point may still be required.		Role requires ability to make decisions using significant discretion and judgement and may be involved in implementation of changes.

		Financial authority		Minimal – role requires only basic transactional financial authority. These limits are pre-set and are defined on the process maps.		The role requires an understanding of the impact on the budget and this is applied when agreeing transactions. Authority within specified limits but there will be a need to use a degree of judgement.		Ability to impact on budgets/costs will be high and financial authority may be within greater specified limits. A greater degree of judgement may be applied in order to gain closure.

		Change/business improvement		Can suggest a potential improvement to the process they are involved with. Can identify that a process can be done better.		The requirement is to identify the need for change and produce recommendations.		Identifies the need for a business/change improvement and can make recommendations for implementation. Within this role there would be a requirement to build a business case based on knowledge gained via the role and have a basic understanding of the potential cost savings and business benefits.

		Customer relationship		Transactional – basic fulfilment. A transaction that includes little or no advice, counselling or recommendations is performed.		Service provision – the role requires the handling of queries from customers and there is a need to have a good understanding of the customer’s requirement and how or who is best able to fulfil it. The role requires an ability to communicate with customers across various media.		Contact will require enhanced authority to influence, impact and manage the relationship with the customer

		Client relationship		No Client contact although there will be an understanding of who they are and the importance of the service the role provides on behalf of the client.		Client contact. Produces and provides information or service direct to the Client.		Managing the Client expectations and perceptions of the organisation. Influence and impact the Client.

		Mental demand of job		Low due to repetitive tasks and clear guidelines on requirements. Collection and input of data only.		Medium due to the need to make judgements on courses of action. Dealing with medium complexity tasks that may require some analysis and reporting		High due to the range of expectations on the role. Potential need for advisory tasks, high level of judgement and decision making within a high complexity environment.































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































Payroll - Digital Agent Hour







								Digital Agent Pricing





										Low Complexity (Basic Technology Solution) – Low Cost										Medium Complexity (Flexible Technology Solution) – Mid Cost										High Complexity (Enterprise Technology Solution) – High Cost

								Guidance: Suppliers have received a) the range of services that can be sourced through the framework in Framework Schedule 1, and b) a description of the skill levels necessary to perform the services categorised as low, medium, and high. Suppliers are to utilise their extensive knowledge and experience in technology transformation, along with this information, to establish a cost per digital agent that would negate the need to deploy labour for the tasks associated with the services. Guidance to the right has been provided regarding the level of technology complexity for each section, enabling suppliers to allocate the appropriate systems deployment to achieve the desired outcomes.		A low-complexity technology solutions that is straightforward, easy-to-use digital service that solves a specific, narrow scope problem. It is ideal for buying organisations looking for a quick setup, minimal customisation, and simple functionality. These solutions operate as plug-and-play, often in a self-service model, offering standard features that cater to common needs. The cost expectation for this type of solution is low, typically based on an affordable subscription model with predictable pricing. An example of this would be a tool that helps small departments to manage appointments, send automated communications and process simple tasks.										A medium-complexity technology solution is more adaptable and scalable, offering additional features and some degree of customisation. It is suited for buying departments that require integrations, automation, and greater control over their operations. These solutions can be configured to fit different needs and may require some setup or onboarding. The cost of such a solution falls within a mid-tier pricing range, reflecting its added flexibility and enhanced functionality. A good example of this would be a platform that enables businesses to manage customer relationships, incorporating workflow automation and reporting capabilities.										A high-complexity technology solution that is a robust, highly customisable, scalable digital service designed for complex operations and deployable on an enterprise level. It is best suited for buying departments that require deep integrations, advanced security features, and dedicated support. These solutions are tailored to specific needs, based on process re-engineering, often requiring expert implementation and ongoing optimisation. The cost expectation for this level of technology is premium, often based on factors such as usage, customisation, high the level of support and a high degree of process automation or customer containment. An example would be a full-scale business management system that integrates finance, HR, and operations across multiple locations or a end to end omnichannel platform that can engage across every contact channel.

								Lot 2 - Payroll		Hour		Weekly		Monthly		Annually				Hour		Weekly		Monthly		Annually				Hour		Weekly		Monthly		Annually



								Technology Costs

								Direct Technology Costs		£0.00		£0				£0				£0.00		£0				£0				£0.00		£0				£0





















								Total Direct Technology Costs		£0.00		£0		£0		£0				£0.00		£0		£0		£0				£0.00		£0		£0		£0



								Overheads and Margin

								Overheads and Margin		£0.00		£0		£0						£0.00		£0		£0						£0.00		£0		£0

















								Total Overheads and Margin		£0.00		£0		£0		£0				£0.00		£0		£0		£0				£0.00		£0		£0		£0



								Total		£0.00		£0		£0		£0				£0.00		£0		£0		£0				£0.00		£0		£0		£0



								Digital Paid Hour Rate		£0.00										£0.00										£0.00

								Digital Worked Hour Rate		£0.00		ERROR:#DIV/0!								£0.00		ERROR:#DIV/0!								£0.00		ERROR:#DIV/0!

								Digital Available Hour Rate		£0.00		ERROR:#DIV/0!								£0.00		ERROR:#DIV/0!								£0.00		ERROR:#DIV/0!



































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































Payroll Scenario



				Payroll - Cost per Payslip Non-Evaluated Scenario



								1,000 Payslips Per Month								5,000 Payslips Per Month								10,000 Payslips Per Month

								Monthly 		Hourly		Monthly				Monthly 		Hourly		Monthly				Monthly 		Hourly		Monthly

								Hours		Rate		Cost				Hours		Rate		Cost				Hours		Rate		Cost



				Entry Level Agent								£   - 0								£   - 0								£   - 0

				Intermediate Agent								£   - 0								£   - 0								£   - 0

				Advanced Agent								£   - 0								£   - 0								£   - 0



				Low Complexity Digital Agent								£   - 0								£   - 0								£   - 0

				Medium Complexity Digital Agent								£   - 0								£   - 0								£   - 0

				High Complexity Digital Agent								£   - 0								£   - 0								£   - 0



				Other Human Costs

				Other Technology Costs



				Other Costs



				Total Cost per Month								£   - 0								£   - 0								£   - 0



				Payslips per Month								1000								5000								10000



				Cost per Payslip								£   - 0								£   - 0								£   - 0



































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































HR - Agent Working Time







										Agent Availability Breakdown



										Weeks Per Month		4.33

										Weeks Per Year		52.0



												Days								Hours								Time as a Percentage of 

												Weekly		Monthly		Annually				Weekly		Monthly		Annually				Contracted Time		Paid Time		Worked Time



										Contracted Time		5.0		21.7		260.0				40.0		173.3		2,080.0



										Unpaid Deductions

										Sickness & Absence		0.0		0.0						0.0		0.0		0.0				0.0%

										Breaks/Lunches (if applicable)		0.0		0.0						0.0		0.0		0.0				0.0%

										Annual Leave		0.0		0.0						0.0		0.0		0.0				0.0%



										Paid Time		5.0		21.7		260.0				40.0		173.3		2,080.0				0.0%



										Paid Deductions

										Sickness & Absence		0.0		0.0						0.0		0.0		0.0				0.0%		0.0%

										Annual Leave		0.0		0.0						0.0		0.0		0.0				0.0%		0.0%



										Worked Time		5.0		21.7		260.0				40.0		173.3		2,080.0				0.0%		0.0%



										At Work Deductions

										Coaching		0.0		0.0		0.0						0.0		0.0				0.0%		0.0%		0.0%

										Breaks		0.0		0.0		0.0						0.0		0.0				0.0%		0.0%		0.0%

										Client Briefings		0.0		0.0		0.0						0.0		0.0				0.0%		0.0%		0.0%

										Meetings/One2One		0.0		0.0		0.0						0.0		0.0				0.0%		0.0%		0.0%

										Lost Time		0.0		0.0		0.0						0.0		0.0				0.0%		0.0%		0.0%



										Available Time		5.0		21.7		260.0				40.0		173.3		2,080.0				0.0%		0.0%		0.0%

















































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































HR - Agent Labour Rates







								Agent Labour Rates





										Entry Level Skill										Intermediate Level Skill										Advanced Level Skill

										Hour		Weekly		Monthly		Annually				Hour		Weekly		Monthly		Annually				Hour		Weekly		Monthly		Annually



								Agent Salary		£0.00		£0		£0						£0.00		£0		£0						£0.00		£0		£0





								DIRECT SUPPORT COSTS		£0.00		£0		£0						£0.00		£0		£0						£0.00		£0		£0





















								Total Direct Support Costs		£0.00		£0		£0		£0				£0.00		£0		£0		£0				£0.00		£0		£0		£0





								INDIRECT SUPPORT COSTS		£0.00		£0		£0						£0.00		£0		£0						£0.00		£0		£0















								Total Indirect Support Costs		£0.00		£0		£0		£0				£0.00		£0		£0		£0				£0.00		£0		£0		£0



								Technology + Hardware		£0.00		£0		£0						£0.00		£0		£0						£0.00		£0		£0



								Operational Property / Facilities		£0.00		£0		£0						£0.00		£0		£0						£0.00		£0		£0





								OVERHEADS AND MARGIN		£0.00		£0		£0						£0.00		£0		£0						£0.00		£0		£0

















								Total Overheads and Margin		£0.00		£0		£0		£0				£0.00		£0		£0		£0				£0.00		£0		£0		£0



								Total		£0.00		£0		£0		£0				£0.00		£0		£0		£0				£0.00		£0		£0		£0



								Labour Paid Hour Rate		£0.00										£0.00										£0.00

								Labour Worked Hour Rate		£0.00		ERROR:#DIV/0!								£0.00		ERROR:#DIV/0!								£0.00		ERROR:#DIV/0!

								Labour Available Hour Rate		£0.00		ERROR:#DIV/0!								£0.00		ERROR:#DIV/0!								£0.00		ERROR:#DIV/0!



										Non-evaluated price points Entry Level										Non-evaluated price points Intermediate Level										Non-evaluated price points Advanced Level

												% Volume Discount 1 - 2501 headcount to 5000 Headcount										% Volume Discount 1 - 2501 headcount to 5000 Headcount										% Volume Discount 1 - 2501 headcount to 5000 Headcount

												% Volume Discount 2 - 5001 Headcount to -10000 Headcount										% Volume Discount 2 - 5001 Headcount to -10000 Headcount										% Volume Discount 2 - 5001 Headcount to -10000 Headcount

												% Volume Discount 3 - > 10000 Headcount										% Volume Discount 3 - > 10000 Headcount										% Volume Discount 3 - > 10000 Headcount

























































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































HR Role Definitions

		HR Agents - Level Definitions

				Entry level agent or equivalent		Intermediate agent or equivalent		Advanced agent or equivalent

		Education		No professional qualifications are needed but there is a requirement for basic education, GCSE passes preferable (English and Maths specifically)		Professional qualifications may be required for the role. NVQ level qualification in HR or payroll specific subject areas (may be acceptable where agreed with the customer to be working towards NVQ qualification).		Professional qualifications are required for the role. NVQ level qualification or above in HR or payroll specific subject areas. Higher level qualifications may be required where expert knowledge and advice is required as part of the solution.

		Time to competence		Minimal training with competence achieved in less than 3 months. Requirement to be customer facing (voice skill required)		Formal and on job training or experience within the role, with competence achieved in 3 – 12 months. Requirement to be customer facing (voice skill required).Multi-skilling across multiple products and capability to work across different systems / technologies		Extensive training or experience within the role, with competence achieved after 12 months. Specialist skill and knowledge to be developed broadly, with specific training where targeted work or advice is to be delivered (e.g. pensions, grievance etc...)

		Knowledge area		Minimum number of subject areas and minimum depth of knowledge required. Limited flexibility between processes/systems/clients needed to complete this role.		Small number of subject areas with large depth of knowledge required or large number of subject areas with little depth of knowledge required. Integration and multiple use of processes and systems.		Large number of subject areas with large depth of knowledge required, or expert within specific subject areas to provide high level support/problem solving. Excellent knowledge of processes and systems.

		Decision making		Works to clear and rigid guidelines and minimal or no decision making required. Anything outside of guidelines must be escalated.		Requires own judgement to make decisions, though an escalation point may still be required.		Role requires ability to make decisions using significant discretion and judgement and may be involved in implementation of changes.

		Financial authority		Minimal – role requires only basic transactional financial authority. These limits are pre-set and are defined on the process maps.		The role requires an understanding of the impact on the budget and this is applied when agreeing transactions. Authority within specified limits but there will be a need to use a degree of judgement.		Ability to impact on budgets/costs will be high and financial authority may be within greater specified limits. A greater degree of judgement may be applied in order to gain closure.

		Change/business improvement		Can suggest a potential improvement to the process they are involved with. Can identify that a process can be done better.		The requirement is to identify the need for change and produce recommendations.		Identifies the need for a business/change improvement and can make recommendations for implementation. Within this role there would be a requirement to build a business case based on knowledge gained via the role and have a basic understanding of the potential cost savings and business benefits.

		Customer relationship		Transactional – basic fulfilment. A transaction that includes little or no advice, counselling or recommendations is performed.		Service provision – the role requires the handling of queries from customers and there is a need to have a good understanding of the customer’s requirement and how or who is best able to fulfil it. The role requires an ability to communicate with customers across various media.		Contact will require enhanced authority to influence, impact and manage the relationship with the customer

		Client relationship		No Client contact although there will be an understanding of who they are and the importance of the service the role provides on behalf of the client.		Client contact. Produces and provides information or service direct to the Client.		Managing the Client expectations and perceptions of the organisation. Influence and impact the Client.

		Mental demand of job		Low due to repetitive tasks and clear guidelines on requirements. Collection and input of data only.		Medium due to the need to make judgements on courses of action. Dealing with medium complexity tasks that may require some analysis and reporting		High due to the range of expectations on the role. Potential need for advisory tasks, high level of judgement and decision making within a high complexity environment.































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































HR - Digital Agent Hour







								Digital Agent Pricing





										Low Complexity (Basic Technology Solution) – Low Cost										Medium Complexity (Flexible Technology Solution) – Mid Cost										High Complexity (Enterprise Technology Solution) – High Cost

								Guidance: Suppliers have received a) the range of services that can be sourced through the framework in Framework Schedule 1, and b) a description of the skill levels necessary to perform the services categorised as low, medium, and high. Suppliers are to utilise their extensive knowledge and experience in technology transformation, along with this information, to establish a cost per digital agent that would negate the need to deploy labour for the tasks associated with the services. Guidance to the right has been provided regarding the level of technology complexity for each section, enabling suppliers to allocate the appropriate systems deployment to achieve the desired outcomes.		A low-complexity technology solutions that is straightforward, easy-to-use digital service that solves a specific, narrow scope problem. It is ideal for buying organisations looking for a quick setup, minimal customisation, and simple functionality. These solutions operate as plug-and-play, often in a self-service model, offering standard features that cater to common needs. The cost expectation for this type of solution is low, typically based on an affordable subscription model with predictable pricing. An example of this would be a tool that helps small departments to manage appointments, send automated communications and process simple tasks.										A medium-complexity technology solution is more adaptable and scalable, offering additional features and some degree of customisation. It is suited for buying departments that require integrations, automation, and greater control over their operations. These solutions can be configured to fit different needs and may require some setup or onboarding. The cost of such a solution falls within a mid-tier pricing range, reflecting its added flexibility and enhanced functionality. A good example of this would be a platform that enables businesses to manage customer relationships, incorporating workflow automation and reporting capabilities.										A high-complexity technology solution that is a robust, highly customisable, scalable digital service designed for complex operations and deployable on an enterprise level. It is best suited for buying departments that require deep integrations, advanced security features, and dedicated support. These solutions are tailored to specific needs, based on process re-engineering, often requiring expert implementation and ongoing optimisation. The cost expectation for this level of technology is premium, often based on factors such as usage, customisation, high the level of support and a high degree of process automation or customer containment. An example would be a full-scale business management system that integrates finance, HR, and operations across multiple locations or a end to end omnichannel platform that can engage across every contact channel.

								Lot 2 - HR		Hour		Weekly		Monthly		Annually				Hour		Weekly		Monthly		Annually				Hour		Weekly		Monthly		Annually



								Technology Costs

								Direct Technology Costs		£0.00		£0				£0				£0.00		£0				£0				£0.00		£0				£0





















								Total Direct Technology Costs		£0.00		£0		£0		£0				£0.00		£0		£0		£0				£0.00		£0		£0		£0



								Overheads and Margin

								Overheads and Margin		£0.00		£0		£0						£0.00		£0		£0						£0.00		£0		£0

















								Total Overheads and Margin		£0.00		£0		£0		£0				£0.00		£0		£0		£0				£0.00		£0		£0		£0



								Total		£0.00		£0		£0		£0				£0.00		£0		£0		£0				£0.00		£0		£0		£0



								Digital Paid Hour Rate		£0.00										£0.00										£0.00

								Digital Worked Hour Rate		£0.00		ERROR:#DIV/0!								£0.00		ERROR:#DIV/0!								£0.00		ERROR:#DIV/0!

								Digital Available Hour Rate		£0.00		ERROR:#DIV/0!								£0.00		ERROR:#DIV/0!								£0.00		ERROR:#DIV/0!



































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































FA - Agent Working Time







										Agent Availability Breakdown



										Weeks Per Month		4.33

										Weeks Per Year		52.0



												Days								Hours								Time as a Percentage of 

												Weekly		Monthly		Annually				Weekly		Monthly		Annually				Contracted Time		Paid Time		Worked Time



										Contracted Time		5.0		21.7		260.0				40.0		173.3		2,080.0



										Unpaid Deductions

										Sickness & Absence		0.0		0.0						0.0		0.0		0.0				0.0%

										Breaks/Lunches (if applicable)		0.0		0.0						0.0		0.0		0.0				0.0%

										Annual Leave		0.0		0.0						0.0		0.0		0.0				0.0%



										Paid Time		5.0		21.7		260.0				40.0		173.3		2,080.0				0.0%



										Paid Deductions

										Sickness & Absence		0.0		0.0						0.0		0.0		0.0				0.0%		0.0%

										Annual Leave		0.0		0.0						0.0		0.0		0.0				0.0%		0.0%



										Worked Time		5.0		21.7		260.0				40.0		173.3		2,080.0				0.0%		0.0%



										At Work Deductions

										Coaching		0.0		0.0		0.0						0.0		0.0				0.0%		0.0%		0.0%

										Breaks		0.0		0.0		0.0						0.0		0.0				0.0%		0.0%		0.0%

										Client Briefings		0.0		0.0		0.0						0.0		0.0				0.0%		0.0%		0.0%

										Meetings/One2One		0.0		0.0		0.0						0.0		0.0				0.0%		0.0%		0.0%

										Lost Time		0.0		0.0		0.0						0.0		0.0				0.0%		0.0%		0.0%



										Available Time		5.0		21.7		260.0				40.0		173.3		2,080.0				0.0%		0.0%		0.0%

















































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































FA - Agent Labour Rates







								Agent Labour Rates





										Entry Level Skill										Intermediate Level Skill										Advanced Level Skill

										Hour		Weekly		Monthly		Annually				Hour		Weekly		Monthly		Annually				Hour		Weekly		Monthly		Annually



								Agent Salary		£0.00		£0		£0						£0.00		£0		£0						£0.00		£0		£0





								DIRECT SUPPORT COSTS		£0.00		£0		£0						£0.00		£0		£0						£0.00		£0		£0





















								Total Direct Support Costs		£0.00		£0		£0		£0				£0.00		£0		£0		£0				£0.00		£0		£0		£0





								INDIRECT SUPPORT COSTS		£0.00		£0		£0						£0.00		£0		£0						£0.00		£0		£0















								Total Indirect Support Costs		£0.00		£0		£0		£0				£0.00		£0		£0		£0				£0.00		£0		£0		£0



								Technology + Hardware		£0.00		£0		£0						£0.00		£0		£0						£0.00		£0		£0



								Operational Property / Facilities		£0.00		£0		£0						£0.00		£0		£0						£0.00		£0		£0





								OVERHEADS AND MARGIN		£0.00		£0		£0						£0.00		£0		£0						£0.00		£0		£0

















								Total Overheads and Margin		£0.00		£0		£0		£0				£0.00		£0		£0		£0				£0.00		£0		£0		£0



								Total		£0.00		£0		£0		£0				£0.00		£0		£0		£0				£0.00		£0		£0		£0



								Labour Paid Hour Rate		£0.00										£0.00										£0.00

								Labour Worked Hour Rate		£0.00		ERROR:#DIV/0!								£0.00		ERROR:#DIV/0!								£0.00		ERROR:#DIV/0!

								Labour Available Hour Rate		£0.00		ERROR:#DIV/0!								£0.00		ERROR:#DIV/0!								£0.00		ERROR:#DIV/0!



										Non-evaluated price points Entry Level										Non-evaluated price points Intermediate Level										Non-evaluated price points Advanced Level

												% Volume Discount 1 - 25001 Transactions to 50000										% Volume Discount 1 - 25001 Transactions to 50000										% Volume Discount 1 - 25001 Transactions to 50000

												% Volume Discount 2 - 50001 transactions to 100000										% Volume Discount 2 - 50001 transactions to 100000										% Volume Discount 2 - 50001 transactions to 100000

												% Volume Discount 3 - >100000 Transactions										% Volume Discount 3 - >100000 Transactions										% Volume Discount 3 - >100000 Transactions

























































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































FA Role Definitions

		Financial Administration Agents - Level Definitions

				Entry level agent or equivalent		Intermediate agent or equivalent		Advanced agent or equivalent

		Education		No professional qualifications are needed but there is a requirement for basic education, GCSE passes preferable (English and Maths specifically)		Professional qualifications may be required for the role. NVQ level qualification (e.g. AAT) in financial or accounting specific subject areas (may be acceptable where agreed with the customer to be working towards NVQ qualification).		Professional qualifications are required for the role. NVQ level qualification or above in financial or accounting specific subject areas. Higher level qualifications may be required where expert knowledge and advice is required as part of the solution.

		Time to competence		Minimal training with competence achieved in less than 3 months. Requirement to be customer facing (voice skill required)		Formal and on job training or experience within the role, with competence achieved in 3 – 12 months. Requirement to be customer facing (voice skill required).Multi-skilling across multiple products and capability to work across different systems / technologies		Extensive training or experience within the role, with competence achieved after 12 months. Specialist skill and knowledge to be developed broadly, with specific training where targeted work or advice is to be delivered (e.g. compliance, reconciliations etc...)

		Knowledge area		Minimum number of subject areas and minimum depth of knowledge required. Limited flexibility between processes/systems/clients needed to complete this role.		Small number of subject areas with large depth of knowledge required or large number of subject areas with little depth of knowledge required. Integration and multiple use of processes and systems.		Large number of subject areas with large depth of knowledge required, or expert within specific subject areas to provide high level support/problem solving. Excellent knowledge of processes and systems.

		Decision making		Works to clear and rigid guidelines and minimal or no decision making required. Anything outside of guidelines must be escalated.		Requires own judgement to make decisions, though an escalation point may still be required.		Role requires ability to make decisions using significant discretion and judgement and may be involved in implementation of changes.

		Financial authority		Minimal – role requires only basic transactional financial authority. These limits are pre-set and are defined on the process maps.		The role requires an understanding of the impact on the budget and this is applied when agreeing transactions. Authority within specified limits but there will be a need to use a degree of judgement.		Ability to impact on budgets/costs will be high and financial authority may be within greater specified limits. A greater degree of judgement may be applied in order to gain closure.

		Change/business improvement		Can suggest a potential improvement to the process they are involved with. Can identify that a process can be done better.		The requirement is to identify the need for change and produce recommendations.		Identifies the need for a business/change improvement and can make recommendations for implementation. Within this role there would be a requirement to build a business case based on knowledge gained via the role and have a basic understanding of the potential cost savings and business benefits.

		Customer relationship		Transactional – basic fulfilment. A transaction that includes little or no advice, counselling or recommendations is performed.		Service provision – the role requires the handling of queries from customers and there is a need to have a good understanding of the customer’s requirement and how or who is best able to fulfil it. The role requires an ability to communicate with customers across various media.		Contact will require enhanced authority to influence, impact and manage the relationship with the customer

		Client relationship		No Client contact although there will be an understanding of who they are and the importance of the service the role provides on behalf of the client.		Client contact. Produces and provides information or service direct to the Client.		Managing the Client expectations and perceptions of the organisation. Influence and impact the Client.

		Mental demand of job		Low due to repetitive tasks and clear guidelines on requirements. Collection and input of data only.		Medium due to the need to make judgements on courses of action. Dealing with medium complexity tasks that may require some analysis and reporting		High due to the range of expectations on the role. Potential need for advisory tasks, high level of judgement and decision making within a high complexity environment.































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































FA - Digital Agent Hour







								Digital Agent Pricing





										Low Complexity (Basic Technology Solution) – Low Cost										Medium Complexity (Flexible Technology Solution) – Mid Cost										High Complexity (Enterprise Technology Solution) – High Cost

								Guidance: Suppliers have received a) the range of services that can be sourced through the framework in Framework Schedule 1, and b) a description of the skill levels necessary to perform the services categorised as low, medium, and high. Suppliers are to utilise their extensive knowledge and experience in technology transformation, along with this information, to establish a cost per digital agent that would negate the need to deploy labour for the tasks associated with the services. Guidance to the right has been provided regarding the level of technology complexity for each section, enabling suppliers to allocate the appropriate systems deployment to achieve the desired outcomes.		A low-complexity technology solutions that is straightforward, easy-to-use digital service that solves a specific, narrow scope problem. It is ideal for buying organisations looking for a quick setup, minimal customisation, and simple functionality. These solutions operate as plug-and-play, often in a self-service model, offering standard features that cater to common needs. The cost expectation for this type of solution is low, typically based on an affordable subscription model with predictable pricing. An example of this would be a tool that helps small departments to manage appointments, send automated communications and process simple tasks.										A medium-complexity technology solution is more adaptable and scalable, offering additional features and some degree of customisation. It is suited for buying departments that require integrations, automation, and greater control over their operations. These solutions can be configured to fit different needs and may require some setup or onboarding. The cost of such a solution falls within a mid-tier pricing range, reflecting its added flexibility and enhanced functionality. A good example of this would be a platform that enables businesses to manage customer relationships, incorporating workflow automation and reporting capabilities.										A high-complexity technology solution that is a robust, highly customisable, scalable digital service designed for complex operations and deployable on an enterprise level. It is best suited for buying departments that require deep integrations, advanced security features, and dedicated support. These solutions are tailored to specific needs, based on process re-engineering, often requiring expert implementation and ongoing optimisation. The cost expectation for this level of technology is premium, often based on factors such as usage, customisation, high the level of support and a high degree of process automation or customer containment. An example would be a full-scale business management system that integrates finance, HR, and operations across multiple locations or a end to end omnichannel platform that can engage across every contact channel.

								Lot 1 - Financial Administration		Hour		Weekly		Monthly		Annually				Hour		Weekly		Monthly		Annually				Hour		Weekly		Monthly		Annually



								Technology Costs

								Direct Technology Costs		£0.00		£0				£0				£0.00		£0				£0				£0.00		£0				£0





















								Total Direct Technology Costs		£0.00		£0		£0		£0				£0.00		£0		£0		£0				£0.00		£0		£0		£0



								Overheads and Margin

								Overheads and Margin		£0.00		£0		£0						£0.00		£0		£0						£0.00		£0		£0

















								Total Overheads and Margin		£0.00		£0		£0		£0				£0.00		£0		£0		£0				£0.00		£0		£0		£0



								Total		£0.00		£0		£0		£0				£0.00		£0		£0		£0				£0.00		£0		£0		£0



								Digital Paid Hour Rate		£0.00										£0.00										£0.00

								Digital Worked Hour Rate		£0.00		ERROR:#DIV/0!								£0.00		ERROR:#DIV/0!								£0.00		ERROR:#DIV/0!

								Digital Available Hour Rate		£0.00		ERROR:#DIV/0!								£0.00		ERROR:#DIV/0!								£0.00		ERROR:#DIV/0!



































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































Procuremen - Agent Working Time







										Agent Availability Breakdown



										Weeks Per Month		4.33

										Weeks Per Year		52.0



												Days								Hours								Time as a Percentage of 

												Weekly		Monthly		Annually				Weekly		Monthly		Annually				Contracted Time		Paid Time		Worked Time



										Contracted Time		5.0		21.7		260.0				40.0		173.3		2,080.0



										Unpaid Deductions

										Sickness & Absence		0.0		0.0						0.0		0.0		0.0				0.0%

										Breaks/Lunches (if applicable)		0.0		0.0						0.0		0.0		0.0				0.0%

										Annual Leave		0.0		0.0						0.0		0.0		0.0				0.0%



										Paid Time		5.0		21.7		260.0				40.0		173.3		2,080.0				0.0%



										Paid Deductions

										Sickness & Absence		0.0		0.0						0.0		0.0		0.0				0.0%		0.0%

										Annual Leave		0.0		0.0						0.0		0.0		0.0				0.0%		0.0%



										Worked Time		5.0		21.7		260.0				40.0		173.3		2,080.0				0.0%		0.0%



										At Work Deductions

										Coaching		0.0		0.0		0.0						0.0		0.0				0.0%		0.0%		0.0%

										Breaks		0.0		0.0		0.0						0.0		0.0				0.0%		0.0%		0.0%

										Client Briefings		0.0		0.0		0.0						0.0		0.0				0.0%		0.0%		0.0%

										Meetings/One2One		0.0		0.0		0.0						0.0		0.0				0.0%		0.0%		0.0%

										Lost Time		0.0		0.0		0.0						0.0		0.0				0.0%		0.0%		0.0%



										Available Time		5.0		21.7		260.0				40.0		173.3		2,080.0				0.0%		0.0%		0.0%

















































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































Procuremen - Agent Labour Rates







								Agent Labour Rates





										Entry Level Skill										Intermediate Level Skill										Advanced Level Skill

										Hour		Weekly		Monthly		Annually				Hour		Weekly		Monthly		Annually				Hour		Weekly		Monthly		Annually



								Agent Salary		£0.00		£0		£0						£0.00		£0		£0						£0.00		£0		£0





								DIRECT SUPPORT COSTS		£0.00		£0		£0						£0.00		£0		£0						£0.00		£0		£0





















								Total Direct Support Costs		£0.00		£0		£0		£0				£0.00		£0		£0		£0				£0.00		£0		£0		£0





								INDIRECT SUPPORT COSTS		£0.00		£0		£0						£0.00		£0		£0						£0.00		£0		£0















								Total Indirect Support Costs		£0.00		£0		£0		£0				£0.00		£0		£0		£0				£0.00		£0		£0		£0



								Technology + Hardware		£0.00		£0		£0						£0.00		£0		£0						£0.00		£0		£0



								Operational Property / Facilities		£0.00		£0		£0						£0.00		£0		£0						£0.00		£0		£0





								OVERHEADS AND MARGIN		£0.00		£0		£0						£0.00		£0		£0						£0.00		£0		£0

















								Total Overheads and Margin		£0.00		£0		£0		£0				£0.00		£0		£0		£0				£0.00		£0		£0		£0



								Total		£0.00		£0		£0		£0				£0.00		£0		£0		£0				£0.00		£0		£0		£0



								Labour Paid Hour Rate		£0.00										£0.00										£0.00

								Labour Worked Hour Rate		£0.00		ERROR:#DIV/0!								£0.00		ERROR:#DIV/0!								£0.00		ERROR:#DIV/0!

								Labour Available Hour Rate		£0.00		ERROR:#DIV/0!								£0.00		ERROR:#DIV/0!								£0.00		ERROR:#DIV/0!



										Non-evaluated price points Entry Level										Non-evaluated price points Intermediate Level										Non-evaluated price points Advanced Level

												% Volume Discount 1 - £5million orders to £10million										% Volume Discount 1 - £5million orders to £10million										% Volume Discount 1 - £5million orders to £10million

												% Volume Discount 2 - £10million Orders to £20million										% Volume Discount 2 - £10million Orders to £20million										% Volume Discount 2 - £10million Orders to £20million

												% Volume Discount 3 - >£20million Orders										% Volume Discount 3 - >£20million Orders										% Volume Discount 3 - >£20million Orders

























































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































Procurement Role Definitions

		Sourcing Agents - Level Definitions

				Entry level agent or equivalent		Intermediate agent or equivalent		Advanced agent or equivalent

		Education		No professional qualifications are needed but there is a requirement for basic education, GCSE passes preferable (English and Maths specifically)		Professional qualifications may be required for the role. NVQ level qualification in financial or procurement specific subject areas (may be acceptable where agreed with the customer to be working towards NVQ qualification).		Professional qualifications are required for the role. NVQ level qualification or above in financial or procurement subject areas. Higher level qualifications may be required where expert knowledge and advice is required as part of the solution.

		Time to competence		Minimal training with competence achieved in less than 3 months. Requirement to be customer facing (voice skill required)		Formal and on job training or experience within the role, with competence achieved in 3 – 12 months. Requirement to be customer facing (voice skill required).Multi-skilling across multiple products and capability to work across different systems / technologies		Extensive training or experience within the role, with competence achieved after 12 months. Specialist skill and knowledge to be developed broadly, with specific training where targeted work or advice is to be delivered (e.g. cataloguing, compliance etc...)

		Knowledge area		Minimum number of subject areas and minimum depth of knowledge required. Limited flexibility between processes/systems/clients needed to complete this role.		Small number of subject areas with large depth of knowledge required or large number of subject areas with little depth of knowledge required. Integration and multiple use of processes and systems.		Large number of subject areas with large depth of knowledge required, or expert within specific subject areas to provide high level support/problem solving. Excellent knowledge of processes and systems.

		Decision making		Works to clear and rigid guidelines and minimal or no decision making required. Anything outside of guidelines must be escalated.		Requires own judgement to make decisions, though an escalation point may still be required.		Role requires ability to make decisions using significant discretion and judgement and may be involved in implementation of changes.

		Financial authority		Minimal – role requires only basic transactional financial authority. These limits are pre-set and are defined on the process maps.		The role requires an understanding of the impact on the budget and this is applied when agreeing transactions. Authority within specified limits but there will be a need to use a degree of judgement.		Ability to impact on budgets/costs will be high and financial authority may be within greater specified limits. A greater degree of judgement may be applied in order to gain closure.

		Change/business improvement		Can suggest a potential improvement to the process they are involved with. Can identify that a process can be done better.		The requirement is to identify the need for change and produce recommendations.		Identifies the need for a business/change improvement and can make recommendations for implementation. Within this role there would be a requirement to build a business case based on knowledge gained via the role and have a basic understanding of the potential cost savings and business benefits.

		Customer relationship		Transactional – basic fulfilment. A transaction that includes little or no advice, counselling or recommendations is performed.		Service provision – the role requires the handling of queries from customers and there is a need to have a good understanding of the customer’s requirement and how or who is best able to fulfil it. The role requires an ability to communicate with customers across various media.		Contact will require enhanced authority to influence, impact and manage the relationship with the customer

		Client relationship		No Client contact although there will be an understanding of who they are and the importance of the service the role provides on behalf of the client.		Client contact. Produces and provides information or service direct to the Client.		Managing the Client expectations and perceptions of the organisation. Influence and impact the Client.

		Mental demand of job		Low due to repetitive tasks and clear guidelines on requirements. Collection and input of data only.		Medium due to the need to make judgements on courses of action. Dealing with medium complexity tasks that may require some analysis and reporting		High due to the range of expectations on the role. Potential need for advisory tasks, high level of judgement and decision making within a high complexity environment.































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































Procuremen - Digital Agent Hour







								Digital Agent Pricing





										Low Complexity (Basic Technology Solution) – Low Cost										Medium Complexity (Flexible Technology Solution) – Mid Cost										High Complexity (Enterprise Technology Solution) – High Cost

								Guidance: Suppliers have received a) the range of services that can be sourced through the framework in Framework Schedule 1, and b) a description of the skill levels necessary to perform the services categorised as low, medium, and high. Suppliers are to utilise their extensive knowledge and experience in technology transformation, along with this information, to establish a cost per digital agent that would negate the need to deploy labour for the tasks associated with the services. Guidance to the right has been provided regarding the level of technology complexity for each section, enabling suppliers to allocate the appropriate systems deployment to achieve the desired outcomes.		A low-complexity technology solutions that is straightforward, easy-to-use digital service that solves a specific, narrow scope problem. It is ideal for buying organisations looking for a quick setup, minimal customisation, and simple functionality. These solutions operate as plug-and-play, often in a self-service model, offering standard features that cater to common needs. The cost expectation for this type of solution is low, typically based on an affordable subscription model with predictable pricing. An example of this would be a tool that helps small departments to manage appointments, send automated communications and process simple tasks.										A medium-complexity technology solution is more adaptable and scalable, offering additional features and some degree of customisation. It is suited for buying departments that require integrations, automation, and greater control over their operations. These solutions can be configured to fit different needs and may require some setup or onboarding. The cost of such a solution falls within a mid-tier pricing range, reflecting its added flexibility and enhanced functionality. A good example of this would be a platform that enables businesses to manage customer relationships, incorporating workflow automation and reporting capabilities.										A high-complexity technology solution that is a robust, highly customisable, scalable digital service designed for complex operations and deployable on an enterprise level. It is best suited for buying departments that require deep integrations, advanced security features, and dedicated support. These solutions are tailored to specific needs, based on process re-engineering, often requiring expert implementation and ongoing optimisation. The cost expectation for this level of technology is premium, often based on factors such as usage, customisation, high the level of support and a high degree of process automation or customer containment. An example would be a full-scale business management system that integrates finance, HR, and operations across multiple locations or a end to end omnichannel platform that can engage across every contact channel.

								Lot 2 - Procurement		Hour		Weekly		Monthly		Annually				Hour		Weekly		Monthly		Annually				Hour		Weekly		Monthly		Annually



								Technology Costs

								Direct Technology Costs		£0.00		£0				£0				£0.00		£0				£0				£0.00		£0				£0





















								Total Direct Technology Costs		£0.00		£0		£0		£0				£0.00		£0		£0		£0				£0.00		£0		£0		£0



								Overheads and Margin

								Overheads and Margin		£0.00		£0		£0						£0.00		£0		£0						£0.00		£0		£0

















								Total Overheads and Margin		£0.00		£0		£0		£0				£0.00		£0		£0		£0				£0.00		£0		£0		£0



								Total		£0.00		£0		£0		£0				£0.00		£0		£0		£0				£0.00		£0		£0		£0



								Digital Paid Hour Rate		£0.00										£0.00										£0.00

								Digital Worked Hour Rate		£0.00		ERROR:#DIV/0!								£0.00		ERROR:#DIV/0!								£0.00		ERROR:#DIV/0!

								Digital Available Hour Rate		£0.00		ERROR:#DIV/0!								£0.00		ERROR:#DIV/0!								£0.00		ERROR:#DIV/0!



































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































Transformational Advice







								Transformation Role Definitions (NOT EVALUATED)



								Skill Level		Description of Experience		Pricing Guidance		Supplier Roles - Example		Rate per Day



								Partner / 
Managing Director		Extensive achievement in their specialist field, in which they are nationally or internationally renowned. Extensive experience of leading or directing major, complex and business-critical projects, bringing genuine strategic insight, understanding the range of services to be delivered to the client. In depth knowledge of the public sector and of current policy and political issues affecting it.		You must enter the price for this grade first		Executive Sponsor

								Managing Consultant / Director		Substantial experience in their specialist field and operating multiple major consultancy assignments achieving specific revenue and income objectives to agreed outcomes. Previous experience in recruiting and managing remote teams, project billing, project and risk management on at least five major projects. Advises client Senior Management Teams and Directors in the commercial and public sectors. Use of PRINCE2 or equivalent. In depth knowledge of the public sector, current policy and the political issues affecting it. Typically we would expect a person within this category to have significant, proven, industry recognised experience.		Must be a minimum of 10% lower and a maximum of 50% lower than the Partner / Managing Director		Programme Director

								Principal Consultant / Associate Director		Recognised expert in their specialist field and in a consultancy/training role. Significant proven relevant experience managing a full portfolio of clients in a variety of complex projects. Sound knowledge of the public sector, current policy and political issues. Assists in fee proposals.Previous experience in project management on at least three major projects, preferably in the public sector and using the PRINCE2 or equivalent method.		Must be a minimum of 10% lower and a maximum of 50% lower than the Managing Consultant / Director		Programme Manager

								Senior Consultant / 
Manager / Project Lead		Management of engagements and projects adhering to professional standards and strict costs controls. Substantial proven experience in their specialist field and in a consultancy / training role. Previous experience in the project management in a wide range of high quality and relevant projects. Familiarity of the issues / problems facing public sector organisations.		Must be a minimum of 10% lower and a maximum of 50% lower than the Principal Consultant / Associate Director		Project Manager

								Consultant /
 Senior Analyst		Notable subject matter experience, in-depth knowledge and relevant experience of their specialist fields. Evidence of a wide range of consultancy projects and client facing experience. Support work in process and organisational design and leading workshops and events. Actively seeks out work from senior managers.		Must be a minimum of 10% lower and a maximum of 50% lower than the Senior Consultant / Manager / Project Lead  		Project Analyst

								Analyst /
 Junior Consultant		Demonstrable experience and relevant exposure in a range of projects in a specialist field. Evidence of client facing experience and relationship management. Support for planning and monitoring budgets and services to wider consultancy projects; and experience of proposal preparation.		Must be a minimum of 10% lower and a maximum of 50% lower than the Consultant / Senior Analyst 		Business Analyst



























































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































Evaluation Worked Example 1







										Agent Availability Breakdown WORKED EXAMPLE



										Weeks Per Month		4.33

										Weeks Per Year		52.0



												Days								Hours								Time as a Percentage of 

												Weekly		Monthly		Annually				Weekly		Monthly		Annually				Contracted Time		Paid Time		Worked Time



										Contracted Time		5.0		21.7		260.0				40.0		173.3		2,080.0



										Unpaid Deductions

										Sickness & Absence		0.5		2.3		28.0				4.3		18.7		224.0				10.8%

										Breaks/Lunches (if applicable)		0.0		0.0		0.0				0.0		0.0		0.0				0.0%

										Annual Leave		0.0		0.0		0.0				0.0		0.0		0.0				0.0%



										Paid Time		4.5		19.3		232.0				35.7		154.7		1,856.0				10.8%



										Paid Deductions

										Sickness & Absence		0.0		0.0		0.0				0.0		0.0		0.0				0.0%		0.0%

										Annual Leave		0.5		2.2		26.0				4.0		17.3		208.0				10.0%		11.2%



										Worked Time		4.0		17.2		206.0				31.7		137.3		1,648.0				10.0%		11.2%



										At Work Deductions

										Coaching		0.4		1.8		21.1				3.3		14.1		169.0				8.1%		9.1%		10.3%

										Breaks		0.0		0.0		0.0				0.0		0.0		0.0				0.0%		0.0%		0.0%

										Client Briefings		0.0		0.0		0.0				0.0		0.0		0.0				0.0%		0.0%		0.0%

										Meetings/One2One		0.0		0.1		1.1				0.2		0.7		8.4				0.4%		0.5%		0.5%

										Lost Time		0.0		0.1		0.7				0.1		0.4		5.3				0.3%		0.3%		0.3%



										Available Time		3.5		15.3		183.2				28.2		122.1		1,465.3				8.8%		9.8%		11.1%

















































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































Evaluation Worked Example 2







								Agent Labour Rates WORKED EXAMPLE





										Entry Level Skill										Intermediate Level Skill										Advanced Level Skill

										Hour		Weekly		Monthly		Annually				Hour		Weekly		Monthly		Annually				Hour		Weekly		Monthly		Annually



								Agent Salary		£13.84		£494		£5,929		£25,691				£19.40		£692		£8,308		£36,000				£21.55		£769		£9,231		£40,000





								DIRECT SUPPORT COSTS		£4.31		£154		£1,846		£8,000				£5.12		£183		£2,192		£9,500				£5.66		£202		£2,423		£10,500





















								Total Direct Support Costs		£4.31		£154		£1,846		£8,000				£5.12		£183		£2,192		£9,500				£5.66		£202		£2,423		£10,500





								INDIRECT SUPPORT COSTS		£3.23		£115		£1,385		£6,000				£3.77		£135		£1,615		£7,000				£4.31		£154		£1,846		£8,000















								Total Indirect Support Costs		£3.23		£115		£1,385		£6,000				£3.77		£135		£1,615		£7,000				£4.31		£154		£1,846		£8,000



								Technology + Hardware		£0.81		£29		£346		£1,500				£0.81		£29		£346		£1,500				£0.81		£29		£346		£1,500



								Operational Property / Facilities		£2.16		£77		£923		£4,000				£2.16		£77		£923		£4,000				£2.16		£77		£923		£4,000





								OVERHEADS AND MARGIN		£3.50		£125		£1,500		£6,500				£3.77		£135		£1,615		£7,000				£4.04		£144		£1,731		£7,500

















								Total Overheads and Margin		£3.50		£125		£1,500		£6,500				£3.77		£135		£1,615		£7,000				£4.04		£144		£1,731		£7,500



								Total		£27.85		£994		£11,929		£51,691				£35.02		£1,250		£15,000		£65,000				£38.52		£1,375		£16,500		£71,500



								Labour Paid Hour Rate		£27.85										£35.02										£38.52

								Labour Worked Hour Rate		£31.37		11.2%								£39.44		11.2%								£43.39		11.2%

								Labour Available Hour Rate		£35.28		21.1%								£44.36		21.1%								£48.80		21.1%



































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































Evaluation Worked Example 3







								Digital Agent Pricing





										Low Complexity (Basic Technology Solution) – Low Cost										Medium Complexity (Flexible Technology Solution) – Mid Cost										High Complexity (Enterprise Technology Solution) – High Cost

								Guidance: Suppliers have received a) the range of services that can be sourced through the framework in Framework Schedule 1, and b) a description of the skill levels necessary to perform the services categorised as low, medium, and high. Suppliers are to utilise their extensive knowledge and experience in technology transformation, along with this information, to establish a cost per digital agent that would negate the need to deploy labour for the tasks associated with the services. Guidance to the right has been provided regarding the level of technology complexity for each section, enabling suppliers to allocate the appropriate systems deployment to achieve the desired outcomes.		A low-complexity technology solutions that is straightforward, easy-to-use digital service that solves a specific, narrow scope problem. It is ideal for buying organisations looking for a quick setup, minimal customisation, and simple functionality. These solutions operate as plug-and-play, often in a self-service model, offering standard features that cater to common needs. The cost expectation for this type of solution is low, typically based on an affordable subscription model with predictable pricing. An example of this would be a tool that helps small departments to manage appointments, send automated communications and process simple tasks.										A medium-complexity technology solution is more adaptable and scalable, offering additional features and some degree of customisation. It is suited for buying departments that require integrations, automation, and greater control over their operations. These solutions can be configured to fit different needs and may require some setup or onboarding. The cost of such a solution falls within a mid-tier pricing range, reflecting its added flexibility and enhanced functionality. A good example of this would be a platform that enables businesses to manage customer relationships, incorporating workflow automation and reporting capabilities.										A high-complexity technology solution that is a robust, highly customisable, scalable digital service designed for complex operations and deployable on an enterprise level. It is best suited for buying departments that require deep integrations, advanced security features, and dedicated support. These solutions are tailored to specific needs, based on process re-engineering, often requiring expert implementation and ongoing optimisation. The cost expectation for this level of technology is premium, often based on factors such as usage, customisation, high the level of support and a high degree of process automation or customer containment. An example would be a full-scale business management system that integrates finance, HR, and operations across multiple locations or a end to end omnichannel platform that can engage across every contact channel.

								Lot 2		Hour		Weekly		Monthly		Annually				Hour		Weekly		Monthly		Annually				Hour		Weekly		Monthly		Annually



								Technology Costs

								Direct Technology Costs		£0.97		£35		£150		£1,800				£1.94		£69		£300		£3,600				£2.91		£104		£450		£5,400





















								Total Direct Technology Costs		£0.97		£35		£150		£1,800				£1.94		£69		£300		£3,600				£2.91		£104		£450		£5,400



								Overheads and Margin

								Overheads and Margin		£0.54		£19		£231		£1,000				£1.62		£58		£692		£3,000				£2.69		£96		£1,154		£5,000

















								Total Overheads and Margin		£0.54		£19		£231		£1,000				£1.62		£58		£692		£3,000				£2.69		£96		£1,154		£5,000



								Total		£1.51		£54		£381		£2,800				£3.56		£127		£992		£6,600				£5.60		£200		£1,604		£10,400



								Digital Paid Hour Rate		£1.51										£3.56										£5.60

								Digital Worked Hour Rate		£1.70		11.2%								£4.00		11.2%								£6.31		11.2%

								Digital Available Hour Rate		£1.91		21.1%								£4.50		21.1%								£7.10		21.1%
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